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Executive summary 
 
This sample report was prepared by 
Sarrel Group to evaluate the features 
and functionality of Sugar Enterprise 
4.5 On-Demand Customer 
Relationship Management (CRM) 
software.  This report is a sample 
report and all information contained 
herein should be viewed as such.  
SugarCRM did not commission this 
report. 

Key findings 
 

 This capable and full-featured CRM solution offers a 
complete marketing, sales, and support package. 

 New to this version is an Ajax based interface that provides a 
highly customizable interface. 

 Product help is not context sensitive and requires download 
of >5 MB PDF manual.  

SugarCRM is built on an open source 
base and comes in two commercial 
versions – Professional and 
Enterprise.  Both are available as 
hosted (on-demand) services, on-site appliances, or software that runs on customer hardware. 

 

 

 
The goal of this testing was to evaluate the features and functionality of Sugar Enterprise 4.5 On-Demand.  
This was done by simulating business use, from lead generation through ordering and customer support.  
Please see the Test Methodology section for more information.  
 
Sugar’s tightly integrated modules make data entry very easy.  Customers are taken through a logical process 
from lead generation to ordering products and beyond.  Customizing the interface is very easy and increases 
usability.  The plug-in for Microsoft Outlook is very powerful and simplifies contact, calendar, and e-mail 
management.  However, the lack of a useful help system is a major drawback to Sugar.  In addition, menus 
are not always well organized and intuitive.  For a more in-depth discussion of results please refer to the Test 
Results section. 
 

Testing methodology  
 
The test methodology was designed to mimic the real world usage of Sugar by a small company.  The sales 
process typically begins with lead generation and progresses through a series of customer contacts until an 
order is placed.  Sugar also includes modules for e-mail campaigns and customer support.   

Getting Started 
As this was a hosted implementation we began by logging in as the administrator and creating 5 user 
accounts across two teams.  Offline access was enabled for 2 users.   
 
We performed two tests of Sugar’s ability to import leads.  First, a list of leads was exported from LinkedIn in 
CSV format and imported into Sugar.  Next, a subset of a user address book in Lotus Organizer was imported 
into Sugar as vcards. 
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Converting Leads 
At this point we had 251 leads in the system.  We converted approximately 10% to contacts.  This was done 
by opening each lead to edit it and clicking “convert lead” and then supplying the additional information 
required to create a contact.  Integration between modules allowed us to create accounts at the same time as 
contacts. 

Scheduling Calls and Meetings 
As part of the sales process, calls were scheduled with a number of contacts, and meetings were scheduled 
with others.  This was done using the Sugar interface.  It was also repeated in Microsoft Outlook and Sugar 
was updated using the plug-in for Outlook.   

Creating Opportunities and Quotes 
Simulating the sales process, opportunities were created using the Sugar interface.  This required accounts to 
be created first.  Quotes were generated and “e-mailed” to contacts. 

Logging Support Cases and Reporting Bugs 
Several support cases were simulated and entered into the system.  Priority was set and cases were either 
marked as open or a resolution was entered and the case was marked as closed.  In addition, several bugs 
were reported in the system. 

Campaign Management 
A direct e-mail campaign was created.  First, a template was made with the contents of the direct e-mail.  
Then a distribution list was created using entries from the Contacts and Leads modules.   

Document Management 
Several Microsoft Word documents were created locally and uploaded into Sugar.  One of the documents was 
then checked out, edited, and checked back in. 

Setting up My Portal 
The following sites were added to My Portal: 

1. Sarrel Group Website  http://www.sarrelgroup.com 
2. Matt Sarrel’s Website  http://www.mattsarrel.com 
3. PC Magazine’s Website http://www.pcmag.com 

In addition, the following RSS feeds were entered into the system as well 
1. The Game On! Blog 
2. Yahoo! Technology 
3. CNN General News 

Reports 
After entering data into Sugar, we ran all reports that are pre-created in the product.  We created custom 
reports, including custom fields and dates.  We saved customs reports for reuse and assigned them to 
various team members.  Several reports were printed in PDF format and evaluated. 
 
 
 

http://www.sarrelgroup.com/
http://www.mattsarrel.com/
http://www.pcmag.com/


 
 

 

Test results 
Overall, Sugar Enterprise 4.5 On-Demand is well designed and the different modules are tightly integrated.  
All aspects of the software worked as expected. 

Customizing the Home Page 
 

 
 
Customizing the interface, particularly the Home page is very easy now that an AJAX layer has been added.  
Nearly everything can be modified on the fly – from the basic look and feel to the contents of the different 
dashlets (small tables or chars, such as My Leads, My Calls, and My Meetings).  Dashlets can be dragged 
and dropped to rearrange them.  A drop-down list on the bottom of the page can be used to select themes 
(different combinations of graphics and background colors).  This customization should make users feel more 
comfortable working with Sugar because they can make it into what they want it to be. 
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Interconnected Modules 
 

 
 
Interconnections between modules make the product stronger.  Clicking on Create Lead produces a screen 
on which you can fill in information about the prospect.  Save the screen and you can instantly turn the lead 
into a contact by press Convert Lead.  The bottom of the resulting contact-entry screen has boxes that can be 
checked to create and opportunity and an appointment.  In addition, these tasks can be selected from 
shortcut menus. 
 

Microsoft Outlook Plugin 
One very powerful feature—a plug-in for Microsoft Outlook—allows users to synchronize calendar and 
contact information and share e-mail (for documenting correspondence with clients) between Sugar and 
Outlook. Because the feature doesn't require an Exchange server, the Outlook client can connect directly to 
the Sugar server. 
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Campaigns 
 

 
 
It is very easy to create and manage e-mail campaigns.  Creation of e-mail templates is a trivial matter.  
Creating distribution lists can be as easy or complex as one wants it to be.  We were able to successfully 
simulate fielding a direct e-mail campaign. 
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My Portal 
 

 
 
Building the list of bookmarks into the My Portal page is helpful.  An administrator can enter bookmarks for 
the whole organization or a group which puts common resources just a click away.  For example, it might be 
helpful to put a link to the corporate web site or to support pages to help employees get there quickly if they 
are involved in the sales or support process.   
 

Sugar Enterprise 4.5 On-Demand Features and Functionality Evaluation 
 6 



 
 

RSS Feeds 
 

 
 
The ability to subscribe to and consume RSS feeds can be a powerful tool for providing an organization with 
information.  It’s very easy to subscribe to an RSS feed either by entering one manually or by selecting one 
from the list provided which includes Yahoo! News, ABC News, BBC News, CNN, and more.  Feeds can be 
assigned directly to others in the organization.  Sharing common feeds makes sure that there’s a basic level 
of knowledge of current events and markets.  It’s also possible to subscribe to a corporate blog and share 
information directly throughout the organization. 
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Bug Tracker 
 

 
 
Reporting bugs is a straightforward process. Releases can be tracked and each bug entry allows for priority, 
status, type, source, and category to be set.  In addition, subject, a description of the bug, and a work log are 
included.  As these fields are text they can be as detailed as the user wants them to be.  Bugs can be 
assigned to employees.  Finally, a bug can be marked as resolved.  Bug tracking is simple and effective in 
Sugar. 
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Support Cases 
 

 
 
Logging support cases is also a simple process that tracks little more than subject, description, resolution and 
account name.  It might be beneficial to include fields for contact information and not just account name.  It’s 
easy to search cases so an organization could use this module as a remedial knowledgebase.   
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Reports 
. 

 
 
Report generation is very easy with Sugar.  The product can generate reports to track any module, such as 
Account Reports, Contact Reports, and Lead Reports.  Almost any field can serve as the basis of a report and 
date ranges are selectable.  Anyone who can visualize a report can create one by selecting fields and 
conditions.  Results can be grouped by team member or team.  Reports are automatically arranged so that 
they are readable when output to the screen.  Reports can be saved and shared with team members so that 
they can be run repeatedly.  Printing in PDF format worked as anticipated and provided properly formatted 
reports. 
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Document Management 
 

 
 
Document management and version control are powerful features for sales teams that rely on external 
documents throughout the sales process.  This module serves as a repository for documents; access can be 
limited by the document owner. 
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Interface 
 

 
 
There are some areas where the Sugar interface can be improved.  Typically, it is easy to find the major 
features (Create Lead), and the secondary features (Edit Lead), but beyond that the interface is often 
inconsistent and confusing.  Many times the Save button couldn’t be found because it was not in an intuitive 
place.  In addition, some modules require that entries have been made previously in other modules.  For 
example, to enter an opportunity one must already have entered an account.  There is no way to save the 
opportunity, create the account, and re-edit the opportunity. 
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Help 
 

 
 
The lack of context sensitive help seriously weakens Sugar Enterprise 4.5 On Demand.  Help is only available 
by downloading a not very informative 6MB Adobe PDF manual. This is a severe limitation of the product and 
must be addressed. 
 

Strengths 
• Highly customizable home page puts what users need at their fingertips 
• Interconnected modules save time during data entry 
• On-demand distribution model means that customers are up and running without the hassle of 

installation 

Weaknesses 
• Some modules have open fields requiring data entry to be done before entering the module.  This 

creates a Catch-22, for example when a lead is converted to a contact there must already be an 
account established for that company. 

• The Sugar interface is not always intuitive.  Efforts should be made to make the interface as intuitive 
and consistent as possible. 

• One issue that must be addressed immediately is the lack of a context sensitive help system.   
 
 

Sarrel Group (www.sarrelgroup.com) provides outsourced testing solutions that maximize revenue and reduce 
costs for our clients. For companies who use high-tech products as well as those who produce them, smoothly 
functioning technology is essential to business success. Sarrel Group helps our clients identify and correct 
technology problems in their products and in their line of business applications by providing the widest range of 
testing services available.  

We have delivered rigorous, objective, independent testing and analysis. With the most knowledgeable and 
experienced staff in the business, a high-tech testing facility in New York City, Sarrel Group offers our clients the 
expertise and equipment necessary to meet all their testing needs.   

For more information email us at info@sarrelgroup.com or call us at 917-797-4802. 

Sugar Enterprise 4.5 On-Demand Features and Functionality Evaluation 
 13 



 
 

 
Disclaimer of Warranties; Limitation of Liability: 
 
SARREL GROUP HAS MADE REASONABLE EFFORTS TO ENSURE THE ACCURACY AND VALIDITY OF 
ITS TESTING, HOWEVER, SARREL GROUP SPECIFICALLY DISCLAIMS ANY WARRANTY, EXPRESSED 
OR IMPLIED, RELATING TO THE TEST RESULTS AND ANALYSIS, THEIR ACCURACY, COMPLETENESS 
OR QUALITY, INCLUDING ANY IMPLIED WARRANTY OF FITNESS FOR ANY PARTICULAR PURPOSE. ALL 
PERSONS OR ENTITIES RELYING ON THE RESULTS OF ANY TESTING DO SO AT THEIR OWN RISK, 
AND AGREE THAT SARREL GROUP, ITS EMPLOYEES AND ITS SUBCONTRACTORS SHALL HAVE NO 
LIABILITY WHATSOEVER FROM ANY CLAIM OF LOSS OR DAMAGE ON ACCOUNT OF ANY ALLEGED 
ERROR OR DEFECT IN ANY TESTING PROCEDURE OR RESULT.  
 
IN NO EVENT SHALL SARREL GROUP BE LIABLE FOR INDIRECT, SPECIAL, INCIDENTAL, OR 
CONSEQUENTIAL DAMAGES IN CONNECTION WITH ITS TESTING, EVEN IF ADVISED OF THE 
POSSIBILITY OF SUCH DAMAGES. IN NO EVENT SHALL SARREL GROUP’S LIABILITY, INCLUDING FOR 
DIRECT DAMAGES, EXCEED THE AMOUNTS PAID IN CONNECTION WITH SARREL GROUP'S TESTING. 
CUSTOMER’S SOLE AND EXCLUSIVE REMEDIES ARE AS SET FORTH HEREIN.
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