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Create a Consistent Customer Experience
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® Central repository for
customer support and
product issues

® Share knowledge and
case resolutions
across teams

® Reduce costs p———
through customer e
self-service

W SUGARCRM.

6/6/2011 ©2010 SugarCRM Inc. All rights reserved. 2



SugarCRM Customer Support

Solution

Sales reps call on upset = Case management and bug tracking Improve understanding of

customers _ _ customer status and
= Full integration between support and propensity to buy
sales management

Long response times for - (C):facs:Sreelngggg for better understanding Improve how customer issues

service requests are resolved by optimizing

= Escalation workflows and project team performance
management

. = Self-Service Portal for customer case
No ability for customers to management Reduce costs through
help themselves customer self-service
= Knowledge base exposes FAQSs,
common resolutions
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Case Management

® Gain a complete view of support request history

® Escalate unresolved issues for resolution

® Monitor the effectiveness of case responses
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Subject

System is Performing Too Fast

System is Performing Too Fast

Need assistance with large customization

System is Performing Too Fast

Need assistance with large customization
‘Warning message when using the wrong browser
Need assistance with large customization

System is Performing Too Fast

Need to Purchase Additional Licenses

Need to Purchase Additional Licenses

Need to Purchase Additional Licenses

System is Performing Too Fast

Warning message when using the wrong browser
Need assistance with large customization

Having Trouble Plugging It In

Need assistance with large customization
‘Warning message when using the wrong browser
Need to Purchase Additional Licenses

Having Trouble Plugging It In

Having Trouble Plugging It In

Actions ¥  Selected: 0

Advanced Search

Account Name

RR. Talker Co

White Cross Co
lity-Bitty Conglomerate Inc
Max Holdings Ltd
SuperG Tech

A B Drivers Limited

C Nelson Inc

EEE Endowments LTD
P Piper & Sons

C Nelson Inc

2 Tall Stores

Kaos Theory Ltd

JAB Funds Ltd

T-Cat Media Group Inc
RRR Advertising Inc
NW Bridge Construction
Kaos Theory Ltd
Anytime Air Support Inc
Rhyme & Reason Inc

2 Tall Stores
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Medium
Medium

Medium

Status
Assigned
Assigned
Assigned
Assigned
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Assigned
Assigned
Assigned
Assigned
Assigned
Assigned
Assigned
Assigned
Assigned
Assigned
Pending Input
Rejected
New
Assigned

Closed
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Inbound Email

@® Shared group inbox manages and assigns cases based on
workflow rules
® Automatically attaches to customer account record for better
understanding of customer issues

® [ssues can be prioritized and assigned
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' SUGARCRM. ome. jim | Log Out | Employees | Admin | Support | About
Home Accounts Contacts Opportunities Activities Reports m -
B3 Check Mail | d# Compose | I Settings Hi
(=3 Folders Suppeort Group Inbox (10 messages )
a|la 7 1= From = Subject * Date Sent “To
& Support Group Inbox(10) Lane Edwards <ledwards@FW: Please help us with the demo Supportinbox ~ 07/07/2010 12:59 "SugarC Sinbox@gmai
EHE My Email(3) Gary Bazel <gbazel@sugar Twitter Feed is Tweeting Too Many Updates 07/07/2010 12:58 "SugarC Sinbox@gmai
&My Drafts Gary Bazel <gbazel@sugar Too Many Dashiets on My Sugar Home Page 07/07/2010 12:56 “SugarcC Sinbox@gmai
ﬂMy Sent Email Reem Bazzari <reem@sug Warning Message on Startup 07/07/2010 12:56 *SugarC Sinbox@gmai
Gary Bazel <gbazel@sugar New Sugar Modules Tabs are Not Showing Up 07/07/2010 12:53 "SugarC Sinbox@gmai
Jan Sysmans <jsysmans@ Cupholder on computer is broken 07/07/2010 12:52 “SugarC Sinbox@gmai
Kelly Matiock <kmatiock@: 07/07/2010 12:52 *SugarC Sinbox@gmai
Jan Sysmans <jsysmans@ I'm soo fed up with you "so called” support 07/07/2010 12:50 *SugarC Sinbox@gmai
Daniel Parsons <dparsons My Server is down 07/07/2010 12:37 *SugarC Sinbox@gmai
Jamie lewis <sugarcrm.jas New problem with the server 07/07/2010 12217 sugarcsinbox@gmail.c
1
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Knowledgebase

® He
® Su
® Ui

® EX
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pS support teams to better manage and share information
pports FAQs, files, search and user ratings

izes a Wiki-like user interface for managing content

nose to customers for self-service

coount | B empty Demo | Free Trial Buy Online

< SGRPartners

About Us | Products | Services | Customers | Partners SSHBBOHN Store

FAGs | Call Us | We Call You

Home  Cases  BugTracker Newsletters | Knowledge Base | FAQ My Account | Logout

KBDocuments: Home

+1 (555) 321 4567

Start 4 Prev 1 dext
Publish Date Created by
2007-04-14 Administrator
2007-04-14 Administrator
2007-04-14 Administrator
se  2007-04-14 Administrator
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Bug Tracking

® Systematic tracking of product defects
® Provides feedback loop to deve

® |dentify common problems and

Bug Tracker » Comcore Corp, - License key not working properly

Edit Duplicate

Bug Overview
Number
Subject
Type
Category
Found in Release
Description
Work Log

Show in Portal

6/6/2011

Delete Find Duplicates View Change Log

2
Comcore Corp, - License key not working properly
Feature

Product Catalog

Cannot access maintenance module due to license key error # 43908

New license key generated and emailed to client.
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Priority
Status
Source
Resolution

Fixed in Release

opment and support
provide resolution

Urgent
Pending
Internal

Fixed
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Self-Service Portal

® Customers can log cases,
upload relevant information, O L
and track cases to resolution

® Update account information
and newsletter subscriptions

® Reduces the number of s
inbound support calls NS
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Case Reporting

@® Monitor the effectiveness of case responses
® |dentify and prioritize customer problems
® Measure how issues are resolved across individuals and teams

NEW CASES BY MONTH
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