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• Customer Experience (CX) - What does it 

really mean?

• Examples of Organisations Who Practice 

Great CX

• Cloud Technology: The CX Enabler & 

Imperative for Change

• Breaking Down The Barriers to the Cloud

• Q&A
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Agenda



Customer Experience (CX) -

What does it really mean?
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Out-perform the market by 40% 

Grow faster and are more profitable 

80% more likely to retain customers

Benefit from much higher customer spending (up to 140% higher)
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Customer experience 
leaders take off



70+%
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ROI
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Companies that lead their fields 

on experience do the following 

things well…
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Clear answers about the big 

questions
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(Really) get to know your customers
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Experience, data, tech…

in that order
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They understand what the basics are 

for their customers and then ensure 

that they are brilliant at them
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They consistently and continuously 

identify and remove grit from their 

customer’s experience
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They are proactive by nature 

because they know that reactive 

customer service is no longer

good enough
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Simplicity Leaders

16 © 2021 SugarCRM Inc. All rights reserved.

A simpler experience pays



‘Employee’ experience matters just

as much: CX = f(EX)
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They understand that over 90% of 

loyalty is earned at or around the 

point of purchase and when 

something goes wrong
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They personalize everything

about their experience, not just 

their marketing, and they do it in 

a non ‘creepy’ way.
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1. They are clear on their experience strategy and how it connects to business 

objectives

2. They really know their customers

3. They take an experience, data, tech…ordered approach

4. They are brilliant at the basics

5. They are relentless at the identification and removal of ‘grit’

6. They are proactive by nature

7. They make things as simple as possible - inside and out

8. They understand where loyalty is earned

9. They personalize everything about their experience, not just their marketing.

20 © 2021 SugarCRM Inc. All rights reserved.



Examples of 

Organisations Who Practice

Great CX
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Cloud Technology: The CX 

Enabler & Imperative for Change
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The Electric Car…..Why?

Expensive to buy

Takes Longer to Fill 

Has Less Range

Does exactly the Same thing

But…. we will all expect to be driving one
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The Bigger

Picture

No Road Tax

The Experience

Quieter

Environmentally Friendly

Faster Electricity Availability

Government Funding & Backing

Future Proof More Secure

Cheaper to run
Feature Rich

Reliability
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Drawing Parallels
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SugarCloud The Bigger Picture

27 © 2021 SugarCRM Inc. All rights reserved.

Reliable Universally Available Feature Rich No Maintenance

Cheaper to Run Secure Future Proofed Up to Date

Compliant Faster Scalable The Experience



What is SugarCloud?
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Customer Experience –

Service

Online Knowledge Search & Portal User 

Management

SLA Response Management 

Change Timers

Workforce Management
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Customer Experience –

Service
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Customer Experience – Sales
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A New Level of Visibility

Powerful Business Intelligence and Analysis with the unique ability to reveal trends over time

Sugar Discover
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Why Does it Matter?
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Optimise 
Customer 

Experience !

• The bigger picture

• A robust, reliable and scalable foundation to support 
business growth

• Invest resource in your Customer Experience – not in 
maintaining system & Infrastructure

• Save $$’s beyond onsite hosting

• Remain competitive with value only the cloud can bring

• Alignment with the way the world is moving

• Become more Secure & Compliant

• Use migration as catalyst for change



“We chose Sugar because it was the best 

combination of features and functionality, 

and customizability that we found in the 

market. It also really helped us by going with 

an on-demand [cloud] solution so we didn’t 

have to manage the operations of the tool 

itself but could instead focus on building the 

right processes for our team.”

Peter Tew, Senior Product Manager

SugarCloud
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The Complete CX Toolkit



Breaking Down
The Barriers to the Cloud
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Buy In

• The bigger picture

• Understanding why

• Bring along for the Journey

• Cost of Change Vs Cost of Not

• Change happens

“Cloud computing is firmly established as the new normal for

enterprise IT. Across industries, cloud continues to be one of

the fastest-growing segments of IT spend.”
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Security, Privacy & Reliability

Certification

• Sugar SOC 2 TYPE 2 

independently audited

• AWS SOC 2 & ISO27001

Security

• Network and application firewall

• Authentication - SSO/SAML 

engine or Sugar IDM

• 24/7 intrusion detection

• Vulnerability management

• Encryption in motion and at rest

• Security incident handling

Powered by AWS worldwide
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Data

• Data Held in Europe or UK and 

does not leave

• DPAAgreement

• Controlled access & logging for 

Sugar Ops

Availability

• 99.999% uptime in Europe 2020

• Performance monitoring and 

optimization

• Managed disaster recovery

Processing Integrity

• Quality assurance

• Process monitoring



Complex Environment

• Complex definition

• Customisations

• Integrations

• Workflows

• Reviewed early in the process – Discovery

• Cloud scanning tools

• Incompatibilities identified

• Remediation activities proposed
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“The only thing that held us back from doing 

it any earlier was we thought our 

customizations would be more difficult to 

migrate. If I’d known it was that easy, I would 

have done it earlier.”

Steve Thompson,

Expert Networking Group Ltd
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Q&A
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We’re here to 

make the hard 

things easier.

Download  EbookContact  Us

https://www.sugarcrm.com/uk/resources/strategically-amazing-customers-effortless-experiences/?utm_source=referral&utm_medium=webinar&utm_campaign=lg_emea_wbr_download&utm_content=techforcx
https://www.sugarcrm.com/uk/resources/strategically-amazing-customers-effortless-experiences/?utm_source=referral&utm_medium=webinar&utm_campaign=lg_emea_wbr_download&utm_content=techforcx
https://www.sugarcrm.com/uk/contact/?utm_source=referral&utm_medium=webinar&utm_campaign=lg_emea_wbr_download&utm_content=techforcx
https://www.sugarcrm.com/uk/contact/?utm_source=referral&utm_medium=webinar&utm_campaign=lg_emea_wbr_download&utm_content=techforcx


Thank You!
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sugarcrm.com
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