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THE BOTTOM LINE

At the 2023 SugarCRM Connected and Analyst Summit event in London, the vendor
unveiled key components of its strategic roadmap designed to help users pull additional
value out of the Sugar Platform. Announcements were highlighted by innovation in
verticalized capabilities, and the integration of generative Al into the Sugar platform.
Building on a foundation of Al and machine learning, this integration is expected to deliver
enhanced CRM functionalities to Sugar end-users. In addition, SugarCRM is refining its GTM
strategy by prioritizing key verticals and catering to the distinct demands of the upper mid-
market and lower enterprise markets.
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OVERVIEW

At the 2023 Connected event and Analyst Summit in London, SugarCRM unveiled several
organizational initiatives and product roadmap, highlighted by its advancements in
generative Al integration within its CRM platform. SugarCRM, already known for its use of
Al, machine learning, and predictive analytics, is now integrating generative Al to automate
and optimize tasks. SugarCRM's new generative Al functionalities aim to enhance various
CRM tasks including the development of sales copies, personalization of marketing
campaigns, and efficient resolution of customer service inquiries. Additionally, a critical
feature is the responsible and secure deployment of Al, ensuring data protection and
intellectual property safeguards. Sugar’s roadmap indicates a future where generative Al is
integrated deeply into CRM practices, with the potential to deeply impact the industry's
approach to customer relationship management.

NEWS AND ANNOUNCEMENTS

INTEGRATION OF GENERATIVE Al

SugarCRM announced its strategic integration of generative Al into its platform. Building
upon its existing expertise in Al, machine learning, and predictive analytics, the new
capabilities are designed to streamline complex tasks across the customer journey. These
tools, specifically tailored for enhanced sales productivity, marketing personalization, and
efficient customer service, underscore SugarCRM's commitment to operational efficiency
and robust data protection. For users, these innovations reflect Sugar’s objective of
delivering a more intuitive and dynamic experience. Rather than confronting users with
traditional prompts, the system will allow users to source information through plain
language queries. Email template creation now includes the capability to automatically
generate copy, adjust tones, and insert pertinent images. The platform will also provide
enriched account insights, even if sellers have minimal prior data, enhancing their
understanding and decision-making capabilities. In addition, call scripts can now be auto-
generated with pivotal points, ensuring conversations are driven more effectively.

VERTICAL-FOCUSED INVESTMENTS AND INNOVATION

SugarCRM is intensifying its focus on the verticals where it has demonstrated proficiency,
with an emphasis on enhancing the synergy between CRM and ERP systems. This approach
aims to bridge the operational divide between the front and back office, ensuring
streamlined workflows and increased productivity across departments. By positioning itself
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as the singular vendor solution, SugarCRM ensures reduced risks for clients by taking
comprehensive responsibility for its integrated offerings. A pivotal aspect of this strategy is
the transformation of intricate ERP data into actionable insights for sales and marketing
teams, aiding in deciphering customer buying patterns and other essential metrics. As the
manufacturing sector diversifies into areas like distribution and wholesaling, SugarCRM's
platform equips sales professionals with the necessary tools, amplifying the effectiveness of
both junior and senior representatives.

STRATEGIC ALIGNMENT WITH MID-MARKET DEMANDS

Expanding its market focus, SugarCRM is setting its sights on the upper mid-market and
lower enterprise segments, which demonstrate a pronounced emphasis on tangible
outcomes, value, and results. Sugar’s platform attributes are evolving to align with the
demands sought in this market segment, including accelerated value realization, growth
potential, efficiency, flexibility in avoiding generic best practices, and the ability to
differentiate from competitors. Sugar aims to stand out by offering ease of use and a focus
on sales force automation while ensuring scalability. A marked change in Sugar's GTM
strategy reveals increased investment in verticals showcasing high retention and win rates,
notably manufacturing and distribution. This approach, combined with an emphasis on
partnerships, especially in regions like EMEA, underscores SugarCRM's commitment to
exert greater control over customer experiences and implementations. Additionally the
vendor’s platform reiterates a dedication to fostering a cohesive experience across its
products, ensuring businesses can seamlessly tap into actionable insights from ERP data to
enhance their competitive stance.

LOOKING AHEAD

Amidst the evolving CRM environment, SugarCRM's advancements, especially its
integration of generative Al, are expected to reshape how users interact with the platform
and engage with customers. Sugar’s intensified engagement with specific verticals and
alignment with the distinctive demands of the upper mid-market and lower enterprise
positions the vendor to be well-positioned to expand its customer base. The deliberate
integration of CRM with ERP showcases Sugar’'s commitment to refining business processes,
elevating productivity, and offering additional value to end users.
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