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Sugar Ultimate 10.0 Application Guide

The Sugar Application Guide introduces you to some basic CRM concepts and
helps you get familiar with the Sugar system. It describes how to access Sugar
through a personal computer and a web browser. It also describes how to perform
a broad range of customer relationship management tasks and related
administration tasks.

Last Modified: 2020-02-04 00:12:57

Introduction

Overview

Welcome to Sugar - a commercial Customer Relationship Management (CRM)
application. Strong relationships are at the core of every organization's success.
Sugar brings ease and order to the creation, development, and maintenance of
your organization's important relationships.

Sugar consists of interrelated records in modules such as Accounts, Contacts,
Opportunities, Cases, Meetings, Emails, etc. and wraps your data in an intuitive
user interface which helps make sense of these different elements of your
business. Whatever your organization's focus - sales, marketing, support, or other
ventures - Sugar's flexible modules bend to align with your business' models and
practices. Manage your relationships from inception to fruition and beyond with
Sugar's built-in modules and relationships as well as your custom modules and
configurations available to Sugar administrators.

Core Features

Sales Force Automation

e Target, Lead, and Contact management to direct and organize efforts
throughout the sales life cycle

e Account management to aggregate interactions with organizations and
individuals
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e Opportunity management to pursue new business, share sales information,
and track deal progress

e Sales Forecasting to enable sales representatives and managers to
understand upcoming business

* Quote management to prepare potential sale figures including multiple line
items, currencies, and tax codes

e Quoted Line Item management to capture the details of your organization's
goods and services

Marketing Tools

e Target, Lead, and Contact management to support the creation of new
relationships

e Email marketing campaigns to present relevant email messages to groups
of recipients

e Campaign management and reporting for tracking campaigns across
multiple channels and analyzing the effectiveness of marketing activities

e Target List management to organize groups of recipients for ensuring
campaign message relevance

e Web-to-Lead Forms to capture lead information directly from external web
input

Customer Support

e Case management to track service and resolution of customer issues

e Bug tracking to identify, prioritize, and resolve product issues

e Contact and Account management to track support history and enable
continuity of service

e Sugar Portal to provide clients with self-service capabilities support
activities

e Knowledge Base to manage information and share it externally

Record Keeping

e Email, Task, Call, and Meeting management to facilitate day-to-day work

e Note management to affix information and file attachments to other Sugar
modules

e Document management to track living documents and their changes

e Contract management to capture and maintain sales and service contracts
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e Search capabilities to quickly and easily locate your data

Collaboration

e Shared Email and Calendar to provide visibility across individuals and
teams

e Connectors and tools to leverage third-party information regarding your
prospects and clients

Reporting

e Report creation and management to gain insight into your organization's
Sugar data
e Home page dashlets to display important tables and reports

Last Modified: 2020-03-10 23:59:38

Getting Started

Overview

Sugar offers users a wide range of configuration options when getting started with
the application. Your first time logging into Sugar the New User Wizard will step
through configuring some basic settings (i.e. Your Information, Your Locale). You
may skip these steps and configure these settings in your user preferences at a
later time. Please note that system administrators can also set up each user's basic
settings when creating the user in Sugar. This documentation will cover the
various options (e.g. New User Wizard, User Preferences) available when first
getting started with Sugar and accessing your account.

Note: For instances that use Sugarldentity, certain configuration options (e.g.
editing certain user fields, changing passwords) will not be available. These
differences are covered in the following sections.

Accessing Sugar
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Prerequisites

The following will need to be installed and configured on your local machine prior
to accessing Sugar:

e A supported web browser application (e.g. Chrome, Firefox) is required on

your local machine. For more information on the various supported web
browsers, please refer to the Supported Platforms page.

e The web browser must have JavaScript and cookie support enabled in order

to access Sugar.

e Network access to a server running your Sugar instance is required.

Logging In

Use the following steps to log in to your Sugar instance:

Note: The following steps pertain to instances that do not use Sugarldentity as
well as instances that use Sugarldentity.

1.

2.

3.

Enter your Sugar instance URL (e.g., https://example.sugarondemand.com)
in your web browser to access Sugar's login screen.

Enter your Sugar login credentials (User Name and Password) on the login
screen then click "Log In".

o If you do not know your instance URL or login credentials, please
reach out to your system administrator for assistance.

o If your Sugar instance is configured for single sign-on (SSO) (e.g.,
SAML), then the login screen will display a separate login button
where you will enter your identity provider (e.g., Okta) login
credentials to be authenticated and automatically logged in to your
Sugar account.

® sugarcrm

Forgot Password?

The New User Wizard will launch upon your first successful login to Sugar
allowing you to configure some of your basic personal settings.

Note: For instances that use Sugarldentity, the User Profile step of the
User Wizard is read-only and the displayed fields (e.g., First Name, Last
Name) will not be editable in your user profile as they can only be edited by
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administrators in Sugarldentity via the SugarCloud Settings console.

Note: If your instance has more active users than is allowed by your Sugar license,
regular users will not be able to log in and a warning will be displayed on the
screen once the user attempts to log in. Admin users will be able to log in but will
be redirected to the Users module. For more information, see the Understanding
User Types, License Types, and Sugar Licenses article.

Resetting Your Password

There may be occasions when users forget their Sugar password and will need to
reset it. If the system administrator has enabled the Forgot Password feature via
Admin > Password Management, users will have the option to request a password
reset directly from Sugar's login screen. If you do not see the "Forgot Password?"
link on your login screen, please reach out to your system administrator for further
assistance.

System administrators can either enable the Forgot Password feature, send a
system-generated password to the user, or manually change the user's password
via Admin > User Management. For more information on how to set up and
manage passwords in Sugar, refer to the Password Management documentation.
Please note that the outbound mail server for the system must be configured via
Admin > Email Settings and users will also need to have their personal email
settings configured in their user preferences in order for the temporary password
information to be emailed. For more information on setting up the system email
settings, refer to the Email documentation in the Administration Guide.

Note: For Sugar instances that use Sugarldentity, administrators will not be able
to configure the Forgot Password option, change the user's password, or manually
send a system-generated password to the user.

Resetting Your Password Without Sugarldentity

The following steps cover requesting a new password to receive a temporary
system-generated password for a Sugar instance that does not use Sugarldentity:

1. Click the "Forgot Password?" link on the bottom left of Sugar's login dialog
box.
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& sugarcrm

Forgot Password?

2. Enter your Sugar user name and primary email address on file, then click
"Request Password". If submitted successfully, a message will appear that
your request has been submitted.

#® sugarcrm

LogIn Request Password

3. A temporary password will be emailed to your primary email address.
Note: If the administrator has disabled the System-Generated Passwords
feature, then the password reset email will instead contain a link you can
click to reset your password.

4. Enter the temporary password into Sugar's login screen.

Note: Be sure to change your password once logged in by navigating to the
Password tab in your user preferences.

Resetting Your Password With Sugarldentity

Use the following steps to reset your password in a Sugarldentity-enabled
instance:

1. Click the "Forgot Password?" link on the bottom of Sugar's login dialog
box.
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2.

3.

4.

¢

= Sugarcrm

Welcome to

SugarCRM Partner Portal Login

Forgot Password? m

Enter your Sugar user name on file then click "Send". If successful, a
message will appear confirming that the password reset email has been
sent.

® sugarcrm

Welcome to

SugarCRM Partner Portal Login

Forgot Password?

Enter your user name below to receive the password
reset instructions.

o

Click the Reset Password link in the email sent to your primary email
address.

Enter your new password and confirmed password making sure to meet the
password requirements listed on the screen. Click "Change password" then
click the Log In button on the following dialog box if you wish to log in to
Sugar.

Note: System administrators can configure the password requirements in
Sugarldentity via the Cloud Settings console.
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== Sugarcrm

Welcome to

SugarCRM Partner Portal Login

Reset your password

Password requirements:

¢ Minimum length =5

* Maximum length =12

Must contain one upper case letter (A-Z)

Must contain one lower case letter (a-z)

Must contain one number (0-9)

Must contain one special character (~!@#$%"&*()_+-={}|)

Change password

Setting Your Language

Users have the option to choose the primary language they want to be displayed in
Sugar by clicking the Language link on the bottom right of the Login screen. The
Language dropdown list will appear allowing you to select the appropriate
language you want to be displayed in your Sugar account. The out-of-the-box
default language is English (US), but administrators can change the default
language globally via Admin > Locale. For more information on configuring the
default language in Sugar, please refer to the User Interface section of the System
documentation. Once the default language is changed by the administrator, it will
display as the default selection on the login screen for all users.

Administrators can also control what languages are available to select in the
Language dropdown list via Admin > Languages. If you do not see one of the listed
languages below displayed in the Language dropdown list, please reach out to your
system administrator for assistance. For more information on managing languages
in Sugar, please refer to the Languages section of the System documentation.
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3 b
B3

Portugués Brasileiro

@Language / Sprache / Idioma

The following languages are available for use in Sugar:

Albanian Hungarian
Arabic Italian
Brazilian Portuguese Japanese
Bulgarian Korean
Catalan Latvian
Chinese (Simplified) Lithuanian
Chinese (Traditional) Norwegian
Croatian Polish
Czech Portuguese
Danish Romanian
Dutch Russian
English (UK) Serbian
English (US) Slovak
Estonian Spanish
Finnish Spanish (Latin)
French Swedish
German Thai

Greek Turkish
Hebrew Ukrainian

Logging Out

When you are done working in Sugar and wish to log out of the system, simply
click your user name on the upper right of Sugar and select "Log Out". This will log
you out completely from Sugar and you must log in again in order to access your
account.
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Automatic Log Outs

While working in Sugar, a user may be automatically logged out of the system.
There are several valid and expected reasons that this may occur, primarily for
security purposes. For more information and steps to troubleshoot this behavior,

please refer to the Troubleshooting Sugar L.ogging Out Unexpectedly Knowledge
Base article.

Please note that users can have multiple tabs of Sugar pages open within the same
web browser (e.g. Chrome) without getting logged out of the system. For example,
this is useful when working with multiple Sugar pages or records without
navigating away from previous pages.

New User Wizard

When users first log in to Sugar, they will step through the New User Wizard to
configure some basic settings (i.e. User Profile and User Locale Settings). If the
system administrator already configured your basic settings when adding you as a
user to Sugar, the fields in the wizard will be populated with the provided
information. You can update your information as you go through the New User
Wizard to make any necessary changes. Please note that you can skip the steps in
the wizard if you wish to configure the settings via your user preferences at a later
time.

Note: For instances that use Sugarldentity, the User Profile step of the User
Wizard is read-only and the displayed fields (e.g. First Name, Last Name) will not
be editable in your user profile as they can only be edited by administrators in
Sugarldentity via the Cloud Settings console.

Accepting Cookies

421/1.116


https://support.sugarcrm.com/Knowledge_Base/Troubleshooting/Troubleshooting_Sugar_Logging_Out_Unexpectedly/index.html

In order to log in to Sugar, you must accept the use of cookies in the application.
You will only be asked to accept the first time you log in, and any time there are
changes to the privacy policy. To accept, click the checkbox then click "Continue"
to advance to your user profile information:

This application uses cookies

This application uses cookies to aid in providing you with a better experience. By continuing,
you consent to the use of cookies in accordance with our privacy policy.

heck to accept (Required)

Cance'

Configuring Your Information

The User Profile step of the New User Wizard allows you to enter basic information
(e.g. name, email address, phone) about yourself to be stored in your user profile.
Please note that the information provided in this step can be updated in your user
preferences at a later time if desired. For more information on configuring your
personal information, please refer to the User Preferences section.

Note: For instances that use Sugarldentity, the User Profile step is read-only and
the displayed fields (e.g. First Name, Last Name) will not be editable in your user
profile as they can only be edited by administrators in Sugarldentity via the Cloud
Settings console.

The following options are available to configure your user profile:

e First Name : Enter your first name.

e Last Name : Enter your last name.

e Email : Enter your primary email address.
e Phone : Enter your office number.

Please note that all required fields will indicate "Required" in the field and must be
completed prior to moving to the next step of the wizard. Once your personal
information is entered, click "Next".
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i Set
1 User Profile Setup progress

Setup your user information

First name Last name

Jim ‘ Brennan
Email Phone
jim@example.com | (415)226-8388

Configuring Your Locale

The User Locale Settings step allows you to configure the date, time, and name
format you want to be displayed in Sugar based on your current geographical
location. Please note that the information provided on this page can be updated in
your user preferences at a later time if desired.

The following options are available to configure your locale settings:

e Time Zone : Select the time zone based on your current geographical

location.

e Date Format : Select the format you want the date stamps displayed in
Sugar.

e Time Format : Select the format you want the time stamps displayed in
Sugar.

e Name Format : Select the format you want the concatenated name fields
displayed in Sugar's list view and record view.

Once your locale information is entered, click "Next".
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2 User Locale Settings Setup progress

Set your time zone, date, and name formats

Time Zone Time Format

l America/Los Angeles (GMT-8:00) - l [ 23:00 v]
Date Format Name Format

| 2010-12-23 ~| | Dr. David Livingstone - |

The following page will confirm that your set up is complete and that you are ready
to use Sugar. You can access the various support resources (e.g. Documentation,
Knowledge Base) available by clicking one of the boxes in the dialog box. Please
note that you can click "Start Sugar" to go directly into your Sugar account.

o Setup Comp|ete Setup progress

C——
Start using Sugar!

o & = &

Sugar Training Documentation Knowledge Base Forums

Tour

You can launch the Welcome to Sugar tour on the Home page if you wish to see
key features of the user interface. Simply click the Help link in Sugar's footer then
click "Tour" in the help pane. The Welcome to Sugar window will appear and
include links that provide access to additional resources (e.g. training,
documentation). Click the appropriate link in the window to be directed to the
specific page (e.g. Support page) in a separate tab. To begin the tour, simply click
the Right arrow and a bubble will appear to point out the various parts of the
application such as where to access the dashboard and activity stream, perform a
global search, etc. You can click the Left arrow at any time during the tour to go
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back through the key features again. Once you have completed viewing the tour,
click the Done button to exit the tour. Please note that you can launch the tour
again by clicking the Tour link in Sugar's help pane at any time. For more
information regarding the Tour link, please refer to the User Interface
documentation. As you navigate around Sugar, you can launch the tour for any of
the Sidecar modules (e.g. Accounts, Leads, Contacts) by clicking the Tour link in
the help pane to view key features of the list view and record view.

List View Help x

For more information, refer to the Accounts
documentation.

The Accounts module consists of companies with whom i

uniir nraanizatinn hac a ralatinnchin anAd ic canarallv

@ Sugar University - Become an expert
@ Community Forums - Join the discussion

@ Documentation & Support - Learn the details

@ Tour - View the tour for feature highlights

0 Mobile  EaShortcuts |7 NalElls]

User Preferences

There is a wide range of configuration options available to users when setting up
their profiles in Sugar. The User Preferences section gives users the ability to view
and update their basic information, personal email settings, etc. To access user
preferences, click your user name on the upper right of Sugar and select "Profile".

Note: For instances that use Sugarldentity, certain fields (e.g. First Name, Last
Name, Work Phone, Title) in the user's profile are read-only and can only be edited
by administrators in Sugarldentity via the Cloud Settings console.

« [+

2 q Profile

5% Employees

@ About
i
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User Profile Tab

The User Profile tab displays basic information such as your name, license type,
email address, etc. If the New User Wizard was completed, the information you
entered will appear under the User Profile tab. For Sugar instances that use
Sugarldentity, the User Profile step of the User Wizard is read-only and the
displayed fields can only be edited by administrators in Sugarldentity via the Cloud
Settings console. The system administrator can also enter the user's basic
information when creating the user via Admin > User Management. For more
information on creating new users, please refer to the User Management
documentation. Your personal information on this tab is grouped by default into
the User Profile, Employee Information, and Email Settings sections. To enter or
update your information, simply enter the appropriate values for the fields then
click "Save" to preserve the changes.

For instances that use Sugarldentity, the following fields under the User Profile
tab are read-only and can only be edited by administrators in Sugarldentity via the
Cloud Settings console:

e First Name

e Last Name

e Work Phone

¢ Address Street

e Address City

e Address State

e Address Postal Code

e Address Country

e Primary Email Address

User Profile

The User Profile section displays your Sugar name, user name, status, user type,
avatar, and license type. Of these fields, regular users can only modify First Name,
Last Name, and Avatar; the rest are set by Sugar administrators as described in
the User Management documentation. Each user must have one or more Sugar
products selected in their License Type fields. This field controls what functionality
you may access. When working in Sugar or learning about the features available to
you, view your profile to confirm your license type(s). A list of functionality
available for each license type is listed in the User Management documentation.
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User Profile Advanced Access Downloads

A User Profile

Full Name: Chris Olliver User Name: chris
Status: Active User Type: Regular User
Avatar: (3 License Type: Sugar Serve

Employee Information

The Employee Information section displays your employee status, title, phone
number, address, etc. If you completed the Your Information step of the New User
Wizard, the information you entered will appear in this section. You can update
your address, phone number (e.g. Work Phone, Mobile), description, IM Type (e.g.
MSN, Yahoo!), and IM Name in this section accordingly. Please note that only
system administrators can change your employee status, title, department, and
supervisor information. For instances that use Sugarldentity, administrators will
need to access Sugarldentity via the Cloud Settings console in order to update the
Title and Department fields. For more information on administrator updates to the
Employee Information section, please refer to the User Management
documentation.

# Employee Information

Employee Status: Active

Title: Account Rep Work Phone:
Department: Mobile:
Reports to:  Sarah Smith Other Phone:
Fax:

Home Phone:

Business Center Name:

IM Type: IM Name:
Address Street: Address City:
Address State: Address Postal Code:

Email Settings
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The Email Settings section contains your primary email address and preferred
method for sending mail from Sugar.

Note: For instances that use Sugarldentity, the user's primary email address can
only be edited by administrators in Sugarldentity via the Cloud Settings console.

Email Settings

Email Address: Primary Reply-to

tom@example.com -]

Email Client: & External Email Client ¥

Cancel Reset User Preferences

The Email Settings section contains two fields:

e Email Address : Enter your primary email address.

o Sugar refers to the primary email address in the user's profile to
send messages such as password-reset emails, record-assignment
notifications, and workflow alerts to users.

o Users can add multiple email addresses in email settings, but only
one can be marked "Primary".

o If the administrator has enabled the system email account for users,
the primary email address will be displayed when the user sends
outbound emails via the system email account.

o Qutgoing email accounts (e.g. support@example.com) that are used
to send outbound email messages will get added to the Email
Address field as Sugar links the user to that email address since
they used it to send an email message through Sugar.

e Email Client : Select how you would like to send email from Sugar.

o Sugar Email Client (most common) : To send messages through
the Sugar application and automatically archive them in Sugar, you
must select "Sugar Email Client" from the Email Settings section of
your user profile. This is the default setting.

= Note: To send email from Sugar, you must configure your
outbound email server via Emails > Email Settings or, if
using the system email account to send email, the system's
outbound email server must be configured by an
administrator via Admin > System Email Settings.

o External Email Client : Users can choose this option if they would
like to send email from an application outside of Sugar (e.g.
Microsoft Outlook, Gmail). If you choose the External Email Client
option, emails sent to contacts, leads, etc. will not be saved in Sugar
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as archived emails unless you use the Sugar Email Archiving service
(a.k.a. "SNIP") or a Sugar connector such as the Outlook Plug-in or
a third-party connector like Collabspot.

Note: The administrator may have configured the user's email settings when
adding the user to the system, but the user can always edit the options in their
profile.

Password Tab

Users have the option to change their password in Sugar by navigating to the
Password tab in their user preferences. You can use this option to change
temporary Sugar passwords, system-generated passwords for password resets,
etc. Administrators also have the ability to change or reset a user's password via
Admin > User Management. For more information on how administrators can
reset a user's password, please refer to the Resetting User Passwords section of
the User Management documentation. Please note that passwords can be changed
as often as you wish in Sugar. Updating passwords in Sugar on a regular basis is
recommended for the security of your account.

Note: For Sugar instances that use Sugaridentity, the Password tab will not be
available to change a user's password. Users will need to click the "Forgot
Password?" link on the login screen if they wish to reset their password.

To reset your password, enter your current password, new password, and
confirmed password making sure to meet the password requirements listed on the
right. Each password requirement will be checked off in the list as the new
password meets the required conditions. Please note that the new password you
enter must meet all the restrictions in order for the password to save. System
administrators can configure the password requirements via Admin > Password
Management. They can choose the minimum and maximum lengths required for
the password, as well as indicate if any special characters are needed. Additional
requirements such as upper case, lower case letters, and numbers can also be part
of the set restriction. The password requirement set by the system administrator
determines what users will need to include when creating new passwords.
Although not recommended, administrators can choose to not set password
requirements if they wish, which will allow users to change their passwords
without any restrictions. For more information on configuring password
requirements, please refer to the Password Requirements section of the Password
Management documentation. Once you have entered the new password, click
"Save" to preserve the change.
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User Profile Advanced External Accounts Downloads

Password
Current ¥ Must contain one upper case letter (A-Z)
Password

X Must contain one lower case latter (a-z)
New ¥ Must contain one number (0-9)
Password

X Minimum Length =6
Confirm
Password

Advanced Tab

The Advanced tab shows information specific to the user's preferences in Sugar.
This information includes user settings, locale settings, PDF settings, calendar
options, and layout options. Users can set up, view, or change the information
under this tab based on their geographical location and personal preference.

User Settings

The User Settings section allows you to configure various settings for your account
such as default team(s), reminders, notify on assignment, etc. The system
administrator can configure these settings for you when adding you as a user in
Sugar, but you can change these settings accordingly based on your personal

needs and preference.
User Profile Password External Accounts Downloads

User Settings

Export Delimiter: '/ , Email on ‘
Assignment: !
Import/Export Character 1ISO-8859-1 ~ Email on Mention: O
Set: ' i
Show Full Names: Reminders: Popup 30 minutes prior v

() Email all invitees

Default Teams: '/ Primary

Global ®

The options available to configure in the User Settings section are as follows:

e Export Delimiter : Specify the character used to delimit exported data
from Sugar. By default, the comma is used to separate exported data in
Sugar.

e Import/Export Character Set : Select the default character set used for
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data import, data export, and vCard generation. By default, UTF-8 (US or
Western Europe region) is selected as the import/export character set.

o Please be sure to select the proper character set based on your
locale setting in Sugar. This will make sure that the character set
between Sugar and your local machine matches when you export
data, import data, or generate PDFs.

e Show Full Names : Check this box if you would like your full name (e.g.
John Smith) instead of your assigned user name (e.g. jsmith) displayed in
Sugar. If enabled, your full name will appear in the My Activity Stream
dashlet, Assigned to fields, and on the upper right of your Sugar account.

e Default Teams : Select the default team(s) that will be automatically
assigned to new records you create in Sugar. Whenever you create a
record, the team is set as your default team, similar to how the "Assigned
To" field is set to you. You can have any number of default teams. When
selecting a default team set, you must select one team as the primary team
and, if the Administrator has enabled team-based permissions, you may
optionally indicate whether the teams on each set should be automatically
set to "selected" (Additional Permissions Enabled).

e Email on Assignment : Check this box to receive an email notification
when a record is assigned to you by another user. Both the outbound mail
server and personal email settings must be configured in order to receive
the notification. For more information on configuring the outbound mail
server, please refer to the Email documentation.

e Email on Mention : Select this option to receive an email notification
every time your name is mentioned in a comment log.

e Reminders : Mark the popup or email reminder checkbox to set default
reminders for calls and meetings. Once marked, you can select the default
reminder time (e.g. 10 minutes prior) to send reminders to invitees.

Layout Options

The Layout Options section allows users to select what modules they want Sugar to

display or hide in the navigation bar.
Layout Options

Select Modules for Navigation Bar '/ Field Name Placement. i/ | Above Field Value v

Display Modules Hide Modules

D Accounts m
Contacts

Opportunities
Leads
Calendar
Reports
Quotes
Documents
Emails
Campaigns
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The options available to configure in the Layout Options section are as follows:

e Select Modules for Navigation Bar : Select which modules will be
displayed or hidden in the navigation bar by using the left and right arrows
to move modules between the Display and Hide Modules column. You can
also designate the order of the modules displayed in the navigation bar by
selecting the module in the Display Modules column and clicking the up
and down arrows.

e Field Name Placement : Choose whether field names are displayed above
or beside field values in record view; by default, field names are displayed
beside the field value. This option does not apply to the Record View
dashlet.

Locale Settings

The Locale Settings section is where you can specify how you would like the data
in Sugar displayed based on your geographical location. Please note that system
administrators can set the system locale settings via Admin > Locale, which will be
the default setting for all users in Sugar. But each user has the option to change
the default locale settings for their Sugar account in their user preferences.

Locale Settings

Date Format: '/ 2010-12-23 5 Preferred Currency: US Dollars : $ =
Show Preferred Currency: i Create Revenue Line Items in
Preferred Currency: i
Time Format: 2 23:00 ¢ System Significant Digits: 24
Time Zone: America/Los Angeles (GMT-7:00) = Example: $123,456,789.00

1000s separator: i

Name Display Format: Dr. David Livingstone 3 Decimal Symbol:

The options available to configure in the Locale Settings section are as follows:

e Date Format : Select the format you want the date stamps to be displayed
in Sugar.

e Show Preferred Currency : Mark the checkbox to convert the base
currency to user-preferred currency in list views and record views.
Note: User-preferred currency is not used in the Quotes record view or for
quoted line items. For more information, refer to the Quotes and Quoted
Line Items documentation.

e Time Format : Select the format you want the time stamps to be displayed
in Sugar.

e Time Zone : Select the time zone based on your current geographical
location.

o Please note that if the selected time zone is different from your
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browser's set time zone, a warning message ("Your browser's
timezone does not match your saved timezone Adjust Your
Timezone.") will appear upon your next log into Sugar. You can
click the link in the warning dialog box to change the time zone in
your user preference accordingly.

o Note: This Time Zone setting only applies to modules using the
Legacy user interface. Modules using the Sidecar user interface will
utilize the browser's time zone.

e Name Display Format : Select the format you want the concatenated
name fields displayed in Sugar's list view and record view.

e Preferred Currency : Select the default currency you wish to use when
creating new records.

* Create Revenue Line Items in Preferred Currency : Mark the checkbox
to use your preferred currency when creating revenue line items based on
a product catalog item, rather than the default behavior of using the
product catalog item's currency.

e System Significant Digits : Select how many digits will appear after the
decimal symbol for currencies.

e 1000s Separator : Enter the default character used to separate numeric
values in the thousands.

e Decimal Symbol : Enter the default character used as the decimal symbol.

Note: The Quotes and Revenue Line Items modules are not available for Sugar
Serve users. For more information on license types and the functionality available
for each type, refer to the User Management documentation.

PDF Settings

The PDF Settings section allows users to set and change the default font settings
for PDF documents generated in Sugar.

The options available to configure in the PDF Settings section are as follows:

e Font for Header and Body : Select the font for the header and body of
PDF documents when generated in Sugar.

e Main Font Size : Enter the default font size for the PDF header when
generated in Sugar.

 Font for Footer : Select the font for the footer of the PDF document when
generated in Sugar.

e Data Font Size : Enter the default font size for the PDF body when
generated in Sugar.
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PDF Settings

Font for Header and Body: '/ DejaVuSans

Main Font Size: 8

Font for Footer: '/

DejaVuSans

Data Font Size: 8

Calendar Options

Sugar calendars can be shared and viewed with various iCal compatible calendar
applications such as Apple Calendar, Google Calendar, Yahoo! Calendar, Mozilla
Thunderbird, etc. The calendars are viewable as read-only in the external calendar
applications and any edits to existing calendar events (e.g. meetings, calls) can
only be done in Sugar. The Calendar Options section allows users to generate a
unique publish key to sync their Sugar calendar to external calendar
application(s). The publish key is a security feature as it prevents other users from
viewing your calendar unless they have this information. The user must have your
publish key information to view your Sugar calendar via the external calendar
application.

Publish Key : The publish key is used to uniquely identify a user's calendar
and sync Sugar's calendar to external calendar applications (e.g. Google
Calendar, Apple Calendar). A system-generated alphanumeric value (e.g.
948fc65a-9¢c89-al1f-b40c-5) is displayed by default, but users can change
this key (e.g. mysecretkey) to whatever they wish. The Publish at my
location site, Search location, and iCal Subscription URL all reflect the
publish key within the URL.

Publish at my location : Use this URL to sync free/busy information for
meetings from Microsoft Outlook to Sugar. This is helpful when scheduling
meetings in Sugar as you can view the user's free/busy information to avoid
scheduling conflicts.

Search location : Use this URL to sync free/busy information for meetings
from Microsoft Outlook to Sugar. This is helpful when scheduling meetings
in Sugar as you can view the user's free/busy information to avoid
scheduling conflicts.

iCal Subscription URL : Use this URL to integrate the external calendar
application with your Sugar calendar.

First Day of Week : Select the first day of the week that will display in
Week, Month, and Year views when viewing your Sugar calendar. This
setting also applies to calendar pickers which display when users are
setting a value for a date field (e.g. Expected Close Date).

Use the following steps to integrate the external calendar application with your
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Sugar calendar:

1. Navigate to the Advanced tab in your user profile and scroll down to the
Calendar Options section.

Calendar Options
Publish Key: i I

Publish at my location:

Search location: u | N | - | -

iCal Subscription URL: i

First Day of Week: i Sunday H

2. Copy the iCal Subscription URL then paste the value into your iCal
compatible calendar application.
o For Apple Calendar:

= Click "File" then select "New Calendar Subscription".
@ calendar m Edit View Window Help

P ® Calenc New Event #EN ‘
4 New Calendar »
iCloud INew Calendar Subscription... X3S I
piark ‘ Import...
Home Export > Mon
Close All N #BW |

Other
Found in Mail  print... %ep
US Holidays N
Birthdays

= Enter the iCal Subscription URL and click "Subscribe".

l.._ Enter the URL of the calendar you want to subscribe to.
1-1 Calendar URL:

o For Google Calendar (https://www.google.com/calendar):
= Click "Other Calendars" then select "Add by URL".
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Calendar < > A

GMT-08

+ April 2013 < Sam
SMTWTF S
123 4 5 8 Gam
7 8 9[10]11 12 13
14 15 16 17 18 18 20 7am
21 22 23 24 25 26 27
28 29 30 gam
8am
» My calendars -

10am
» Other calendars

Add a coworker's calendar

Browse Interesting Calendars

= Enter the iCal Subscription URL and click "Add Calendar".

Add by URL

URL:

If you know the address to a calendar (in iCal format), you can
type in the address here.

[ Make the calendar publicly accessible?

|_Add Calendar | Cancel )]

Use the following steps to sync the free/busy information from the Sugar calendar
to Microsoft Outlook:

1. Navigate to the Advanced tab in your user preferences and scroll to the
Calendar Options section.

2. Copy the Search location URL.

3. In Outlook, go to File > Options > Calendar > Free/Busy Options.

4. In the Internet Free/Busy section, paste the Search location URL into the
corresponding box.

Please note that the settings must be configured on each user's computer. Once
configured, the invitee shows as busy for any time currently scheduled in Sugar if
the user's email address in Sugar matches the invitee email address in Outlook.

For help troubleshooting or displaying your Sugar calendar in an external

application, refer to the Troubleshooting Viewing Sugar Calendar in Google
Calendar and Troubleshooting Feed Refresh in External Calendars articles.

External Accounts Tab
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The External Accounts tab allows users to connect to external applications (e.q.
Google, GoToMeeting, WebEx) from Sugar. Please note that you must have an
existing account with the external application prior to connecting in Sugar.

Connecting to your Google account enables you to upload and access documents
stored in Google Drive™ from the Documents module. In addition, you can upload
and view Sugar documents via Google Drive. For more information on how to
upload and view external source documents, please refer to the Documents
documentation.

If you connect to your GoToMeeting and WebEx accounts, you will be able to
schedule meetings in Sugar to be hosted by one of these applications. Please note
that you must indicate the specific meeting type (e.g. Sugar, GoToMeeting,
WebEx) when creating the meeting in Sugar. For more information on scheduling
meetings, please refer to the Creating Records section of the User Interface
documentation.

The following steps cover connecting to the Google application as an example:

1. Click the External Accounts tab in your user preferences then click
"Create".

User Profile Password Advanced External Accounts Downloads

Create

2. Select "Google" in the Application field then click the Connect button.

o Note: If the Google option is not available to select in the
Application field, the Google connector may not have been
configured properly via Admin > Connectors. Please reach out to
your Sugar administrator to have the Google connector configured.
For more information on configuring connectors, please refer to the
System documentation in the Administration Guide.

Application: * | Google :'l

3. After clicking "Connect", a pop-up window will appear. Click "Allow" to
grant permission for the connection to occur.

o Google's login screen may appear inside the pop-up if you are not
already logged in to your Google account in the active browser
window. Simply enter your credentials then click "Allow" in the next
window.

o Note: Your browser's pop-up blocker must be disabled to ensure
that the Google account connects successfully to Sugar.
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= Google Connector would like to:

@ Have offline access

Dcny ﬂ

The Google application is now connected to your Sugar account and will appear
under the External Accounts tab. Please note that for Google, GoToMeeting, and
WebEx, you can only be connected to one account per application in Sugar.

Access Tab

Users can view their access information (e.g. Access table, Roles, My Teams) via
the Access tab in the detail view of their profile. System administrators can assign
users to various teams and roles depending on what each user is allowed access to
in Sugar. You will be able to view the team(s) and role(s) assigned to you via the
Roles and My Teams section in the Access tab.

Access Table

The Access table summarizes the set of permissions assigned to the user and
allows them to view the type of access they have along with the actions (e.g. View,
Edit, Delete) they can perform in Sugar. Only system administrators have the
ability to create roles and assign them to users. Users who are assigned to the role
will only be able to perform actions defined by it. Please note that users with more
than one role assigned will have the more restrictive role setting prevail on the
access table. For example, if one role allows the user to delete records in the
Contacts module, but the other role does not allow record deletion, the user will
not be able to delete records in the Contacts module. The table will list the
modules in rows on the far left with column headers representing the type of
action (e.g. Delete, Edit, Export) users can perform in each module. For more
information on the Access table column headers, please refer to the Setting
Module-Level Permissions section in the Role Management documentation.

The following setting options are available for the Access column on the table:
e Enabled : The user is allowed access to this module.

e Not Set : Does not restrict or grant access to this module, defaults to
having "Enabled" access when selected.
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e Disabled : The user will not be able to access this module, view any of its

records, or see any trace of its existence in Sugar.

The following setting options are available for the Access Type column on the

table:

e Normal : The user will be able to perform standard functions in this
module barring restrictions from other roles or team settings. The user will
not have any type of access to the Admin menu for this module.

e Not Set : Does not restrict or grant additional access to this module,
defaults to having "Normal" access when selected.

e Admin : The user will supersede any team restrictions for this module and
be able to view all records.

o Note: User does not get access to developer tools such as Studio
and Workflow Management.

e Developer : The user will be given access to the module-specific sections
of Studio, Workflow Management, Dropdown Editor and any other
necessary menus in Admin that are specific to the module.

For more information on developer tools, please refer to the Developer
Tools documentation.

e Admin & Developer : The user will be given the rights defined with the

Admin and Developer role settings.

The following setting options are available for the actions (e.g. Edit, Delete,
Export) on the table:

Advanced Access

e All : The user will be able to perform this action on any and all records that
can be accessed.

e Owner : The user will only be able to perform this action where the
Assigned To field is set to be this user.

* Not Set : Does not restrict or grant access to this function and actions
default to having "All" access when selected.

e None : The user is not able to perform this action while using this module.

Access | Access Type Delete Edit Export Import List Mass Update View
Accounts = Enabled Admin & Owner Owner Owner All All All All
Developer
Bugs Enabled Normal Mone All Owner All All All All
Calls Enabled Normal All All All All All All All
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Sugar Roles define permissions for users such as what kinds of records they can
access and what level of access they are allowed. Roles work in conjunction with
teams to form a robust security model for non-admin users in Sugar. Roles control
three different layers of access for users within Sugar: module, field, and action-
level access. Please note that only users who are assigned to the specific role will
be able to perform actions (e.g. view, edit, delete) defined by it. For more
information on the various actions and setting options for roles, please refer to the
Access Table section. Users who are not assigned to a role can access and perform
actions in any module as long as they are assigned to the record or a member of
the team assigned to manage it. System administrators have the ability to create
various roles and assign additional roles to users via Admin > Role Management.
For more information on creating and assigning roles, please refer to the Role
Management documentation.

The Roles section displays the list of roles (if any) assigned to the user. Please note
that if you are assigned to more than one role, the more restrictive role setting
prevails. For example, if you have two roles where one role allows exporting of
records in the Leads module and the other does not, then you will not be able to
export lead records due to the more restrictive role setting.

#» Roles
Select
Name = Description

Customer Support Administrator  Customer Support Administrator Role

My Teams

Teams consist of one or more users who are assigned to manage records in Sugar.
The defined permissions determine what records a user is and is not able to
access. Teams are used in conjunction with roles to form a robust security model
for non-admin users in Sugar. The My Teams section displays the list of teams a
user is associated with, which determines what records the user has access to in
Sugar. Please note that every record is assigned to at least one team, but can be
assigned to multiple teams as well if different users need access to it. The default
team(s) set in the User Settings section under the Advanced tab will automatically
be assigned to new records created by the user. Users assigned to the record, as
well as system administrators can access the record regardless of team
membership. When a user is created in Sugar, they are automatically associated
with the Global team (universal team) and a Private team (users own personal
team) is created by default. System administrators can assign users to additional
teams via Admin > User Management or Admin > Team Management as
necessary. For more information on teams as well as creating and assigning teams,
please refer to the Team Management documentation.
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My Teams

Name Description

Global Globally Visible

Max Jensen Private team for max

West This is the team for the West

Downloads Tab

The Downloads tab contains the download files for the Sugar Plug-ins for Microsoft
Office (Sugar Plug-in for Outlook, Sugar Plug-in for Word, and Sugar Plug-in for
Excel) and Sugar Plug-in for IBM Notes. The Outlook plug-in allows you to archive
emails to Sugar, synchronize contacts, meetings, and tasks, as well as create new
Sugar records. The Word plug-in enables you to merge data, such as names and
addresses in Sugar to perform mail merges. The Excel plug-in enables you to
create, delete, update, or view data that is in your Sugar application. These plug-
ins are available with all Sugar products and must be installed on each Windows
computer running the Microsoft Office application where the plug-in is desired.
The IBM Notes plug-in (i.e. Sugar Plug-in for Lotus Notes) allows you to integrate
with Sugar by synchronizing meetings, tasks, and contacts, as well as archiving
emails to records in your instance. Please note that support for the Sugar Plug-in
for IBM Notes has ended as of August 30, 2020. For more information, refer to this

SugarClub post.

To download the plug-in(s), click the appropriate file that corresponds with your
version and bitrate of Microsoft Office Outlook, Word, or Excel. Please be sure to
check for the correct version and bitrate of your Microsoft Office application in
order to download the correct file for installation. For IBM Notes plug-in, the latest
version will be available for installation in the Downloads tab. For more
information on downloading and installing the Sugar plug-ins, refer to the
appropriate Plug-ins documentation.
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User Profile Advanced Access

Sugar Plug-ins for Microsoft Office™

Read about the plug-in features within the Plug-ins Documentation.

Sugar Plug-in for Outlook
Integrate Sugar e-mail and calendar information with Microsoft Qutlook.
* Sugar Plug-in for Outlook 2.7.1

Sugar Plug-in for Word
Automatically populate information from SugarCRM into form letters, direct mail and other Microsoft documents.
» Sugar Plug-in for Word 2.0.1
¢ Sugar Plug-in for Word 2010 64bit April2014
* Sugar Plug-in for Word 2013 32bit April2014
* Sugar Plug-in for Word 2013 64bit April2014
» Sugar Plug-in for Word 365 32bit April2014
¢ Sugar Plug-in for Word 365 64bit April2014

Sugar Plug-in for Excel
Integrate Sugar with spreadsheets for better analysis of key metrics.
¢ Sugar Plug-in for Excel 2.0.1
* Sugar Plug-in for Excel 2010 64bit April2014
» Sugar Plug-in for Excel 2013 32bit April2014
» Sugar Plug-in for Excel 2013 64bit April2014
¢ Sugar Plug-in for Excel 365 32bit April2014
« Sugar Plug-in for Excel 365 64bit April2014

Sugar Plug-ins for Lotus Notes™

Read about the plug-in features within the Plug-ins Documentation.

Sugar Plug-in For Lotus Notes
Integrate Sugar with Lotus Notes.
» Sugar Plug-in for Lotus Notes Installer v2.3.4

User Holidays

The User Holidays subpanel appears in the detail view (e.g. User Profile tab,
Advanced tab) of the user's profile. Administrators can record the days that users
will not be working so that the time off is considered when calculating project
timelines in the Projects module. To add a holiday, click the Create button and
enter the date of the holiday along with a description and then click "Save". Users
will be able to select the scheduled holiday(s) via the Project Holidays subpanel in
Projects-related modules. For more information on creating and managing
projects, please refer to the Projects documentation.
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# User Holidays

Create |

Holiday Date: = Description:

2017-12-27 PTO

Resetting a User's Preferences

Users can reset their user preferences back to the default out-of-the-box settings,
which will revert all changes made to the user preferences section (e.g. User
Profile, User Settings, Locale Settings). To reset your user preference, click the
Reset User Preferences button at the top of your profile in edit view or click the
Actions menu then select "Reset User Preferences" in detail view.

From edit view:
Max Jensen » Edit

m Cancel Reset User Preferences

User Profile Password Advanced External Accounts

From detail view:
Max Jensen

Edit E

Reser User Preferences Ed

Accessing Support

The SugarCRM Support page provides access to various Sugar Support resources
such as the case portal, documentation, knowledge base, etc. Users can easily
access the support page by clicking the Documentation & Support link in Sugar's
help pane. To access Sugar's Support page outside of your instance, go directly to
the SugarCRM Support site on your web browser.
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For more information, refer to the Accounts
documentation.

The Accounts module consists of companies with whom

vniir nroanizatinn hac a ralatinnehin and ic canarallv

@ Sugar University - Become an expert

@) Community Forums - Join the discussion

@ Documentation & Support - Learn the details

@ Tour - View the tour for feature highlights

0 Mobile  EAShortcuts (2 Mgl

The Get Started section of the Support page provides users, administrators, and
developers with the appropriate resources to get them started in configuring,
customizing, and utilizing the application. The Documentation and Knowledge
Base sections provide access to Sugar's self-help area where you can learn how to
use various parts of the application via online documentation and knowledge base
articles. The Knowledge Base provides articles based on specific topics and areas
of Sugar while the Documentation goes over the entire Sugar application in detail.

The Resources section provides key information such as supported versions and
platforms to ensure you are running Sugar in the best performing environment,
customer resources to help you manage your Sugar subscription, view/download
purchased orders, and access the bug and case portal. In addition, it provides
guidelines for deploying Sugar on-site and requirements for setting up
development environments.

The Training section directs you to the Sugar University page where you can find a
variety of training options to help end users, administrators, and developers. You
can find self-paced videos or e-courses, live training and webinars, personalized
training, and pursue Sugar certification. The Community section navigates you to
the SugarCRM community page where you can collaborate with other users, Sugar
partners, and Sugar employees to answer questions, participate in discussions,
solve problems, etc.

Viewing Instance Information

Users can find information regarding their version and build of Sugar by clicking
their user name on the upper right of Sugar and selecting "About". For example,
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this will be useful if you need to confirm the current product and version of your
instance.

«  [37]+

& q Profile

2% Employees

£ Admin

4 Cty ] €@ About

Last Modified: 2022-02-03 21:57:29

User Interface

Overview

The user interface includes all of the visible elements users see and interact with
while using Sugar including the headers, fields, subpanels, dashboards, etc.
Knowing how to properly navigate around the application along with what the
various layouts, options, and action items do in Sugar will be critical in managing
your data in the system. This documentation covers the basics of Sugar's user
interface as well as how to perform common tasks or operations in the application.

Sidecar Modules

This page covers the user interface that was introduced in Sugar 7 called
"Sidecar"”. A few modules continue to use the Legacy user interface which is
described in detail in the User Interface (Legacy) documentation. Custom modules
created in Module Builder will utilize the Sidecar user interface. Custom modules
installed to an instance prior to Sugar 7 that were not created in Module Builder
will use the Legacy user interface upon upgrade to 7.x and above.

Navigation Bar

All pages within Sugar display a navigation bar spanning across the top of the
screen. The navigation bar allows you to access the various modules (e.g.
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Accounts, Contacts, etc.), access your Home page, perform a global search, etc.
You can configure the navigation bar via your user preferences to select which
modules you want to display as well as their order. For more information, please

refer to the Layout Options section of the Getting Started documentation.

The default navigation bar consists of the following options from left to right:

s - Accounts »  Contacts

Opportunities «

Leads

v H Q 1 n - +

“h

Navigation Bar Item

Description

Home

Click the Sugar Cube icon on the upper
left to access your Home page
dashboards as well as your Activity
Stream.

Module Tabs

Both stock and custom modules can be
displayed in the navigation bar. Click
the module name to open its list view or
click the triangle to the right of each
module name to display the Actions,
Recently Viewed, and Favorites menus.

Global Search

Enter keywords into the global search
bar to search for records across all
Sugar modules.

Notifications View system notifications (if any) by
clicking the notification box. The
number shown indicates the count of
unread notifications.

User Menu Click the user profile image to open the

user menu which allows access to your
profile, the Employees module, etc.

Note: For instances that use
Sugarldentity, certain fields (e.g. First
Name, Last Name, Work Phone, Title) in
the user's profile are read-only and can
only be edited by administrators in
Sugarldentity via the Cloud Settings
console.

Quick Create

Click the Plus icon to open the Quick
Create menu which allows you to create
records from anywhere in Sugar.
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Home

You can access your Home page from anywhere in Sugar by clicking the Cube icon
at the top left of every page. Sugar's home page houses full-page dashboards and
your instance-wide activity stream. Additionally, you can manage your dashboards
and visit recent records from the Home page actions menu. For more information,
please refer to the Home documentation.

gE Accounts v  Contacts w  Opportunities »  Leads w Q @ v ou

Create Dashboard
‘

+
@  Activity Stream

\ Pipeline

Manage Dashboards

A
Home Dashboard 2020 Q1 v u ®

@ Negotiation/Review @ Proposal/Price Quote @ Perception Analysis

<

Discuss pricing
Id. Decision Makers Value Proposition Needs Analysis

Nolan Mohl )
Needs Analysis

$1,421(2)

0 0 ©0

3 Year Service for Smallville Resour..
>

More recents... Value Proposition
$7,515 (4)

Module Tabs

Module tabs are located to the right of the Sugar cube icon on the navigation bar
at the top of any Sugar screen. To access a specific module's list view, simply click
the module's name. You may also click the triangle to the right of the name to
display the Actions, Recently Viewed, and Favorites menus. The Actions menu
allows you to perform important actions within the module. The Recently Viewed
menu displays the list of records you last viewed in the module. The Favorites
menu displays the list of records you most recently marked as favorites in the
module.
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The number of displayed module tabs depends on your screen resolution as well as
the size of your browser window. When your available modules do not fit within the
navigation bar's width, clicking the overflow icon (three stacked dots) to the right
of the displayed modules allows you to select and navigate to the list view of the
additional modules.

s v Accounts w  Contacts ¥  Opportunities v E Q @ v +
Le Leads
Accounts (20 of 21+) . Ac.. ¥ ¥ Create ~
Re Reports
Filter m
@ Quotes My Accounts ~
Name < City 5 Documents Name %  Billing Country
¥¢  Income Free Investing LP Cul e Emails P Piper & Sons USA
¥¢  Jungle Systems Inc Safl o Campaigns Max Holdings Ltd USA
W Smith &Sons safl ve Meetings Hollywood Diner Ltd USA

If you do not see a particular module tab in Sugar, please check the following:

e The module may be marked as hidden in your user preferences which will
prevent the module tab from being displayed. Navigate to your user menu
(upper right of Sugar), click "Profile", click the Advanced tab, and check
the Layout Options section. If you see the module in the Hide Modules list,
simply move it to the Display Modules list and save. For more information
on hiding and displaying modules, please refer to the Layout Options
section of the Getting Started documentation.

e The administrator may have disabled the module for your entire Sugar
instance. Reach out to your Sugar administrator to have the module
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displayed. For more information on displaying and hiding modules
throughout Sugar, please refer to the Developer Tools documentation.

Global Search

Global search allows users to search for information across their entire Sugar
database as opposed to restricting search within a specific module. The Global
Search bar displays on the upper right of any Sugar page and utilizes full-text
search to search throughout most fields and modules for an enhanced search
experience.

3 v Accounts v I Al R4 x Eg' v o
A

Clicking on the search bar will expand it across Sugar's navigation bar. To perform
a search, type the search phrase into the search box, and the pop-up results will
begin appearing once you enter at least one character. Click "View all results" at
the bottom of the pop-up results to see and filter additional matches. To minimize
the search bar, simply click anywhere outside of the search bar. For more
information on using Global Search, please refer to the Global Search section of
the Search documentation.

Once expanded, you will be able to access the Modules dropdown by clicking the
down arrow on the far left of the search box. This allows you to restrict results to
particular modules (e.g. Accounts, Contacts, etc.). For more information on
configuring your global search, please refer to the Search documentation.
Administrators can also enable or disable modules as well as control additional
elements of global search via Admin > Search and Admin > Studio. For more
information on these configurations, please refer to the Field Options section of
the Studio documentation as well as the Search section of the System
documentation.

Notifications

Sugar notifications relay key messages, warnings, and alerts that are relevant to
the current user. The Notifications indicator is located in the top right corner of
the screen next to the global search bar; the number displayed represents how
many messages have a status of Unread. If you are logged in to Sugar using the
Chrome or Firefox browser, the SugarCRM cube icon in your browser tab also
displays the count of unread notifications. When the notification count changes,
the icon's count will be updated within 5 minutes of the change or upon reloading
the tab.
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Clicking the number in Sugar opens a dropdown menu displaying your most recent
unread notifications. Click any notification to open it in record view, or click "View
Notifications" to open the Notifications list view. A notification is automatically
marked as read when it is opened in record view or previewed from list view. If
you wish to toggle its status between Read and Unread, simply click the status
field in list view, record view, or preview. To change the status of multiple
notifications at a time (e.g. to mark several notifications as read), you can also
mass update the records from list view.

Quotes v i Q ° F‘: v o

Missing SMTP Server settings 7 days ago

I = View Notifications

If a notification requires action within Sugar, a link may be included in the
Description field, shown in record view or when previewing the notification.
Clicking the link takes you to the related record or the area where action is
needed.

Notification Severity Levels
Each notification can have one of four severity levels:

e Alert (Red) : Indicates something is critically wrong with your Sugar
instance and needs the attention of a system administrator immediately

e Warning (Yellow) : Indicates something in your Sugar instance needs
your attention or the attention of a system administrator to be fixed

e Information (Blue) : Standard notification including reminders for
upcoming meetings, calls, or tasks. Note that for a notification to appear, a
newly created activity must be scheduled to begin at least one hour later
than the time it was created.

* Success (Green) : Indicates the successful completion of an action or
configuration change

User Menu

71/1.116



Your profile icon appears in the upper right of Sugar; clicking it displays the user

menu where you can access your profile, the Employees page, and view important
version information about your instance. To upload a photo for your profile image,
please refer to the Getting Started documentation.

e
,.
]

+

@ Profile

€@ About

& Employees

(= LogOut

The user menu allows you to perform the following operations:

Menu Item

Description

Profile

View your user profile, change your
password, and personalize various
aspects of Sugar.

Note: For instances that use
Sugarldentity, certain fields (e.g. First
Name, Last Name, Work Phone) in the
user's profile are read-only and can only
be edited by administrators in
Sugarldentity via the Cloud Settings
console. In addition, users will not be
able to change or reset their password
and will need to click the "Forgot
Password?" link on the Sugar login
screen to reset their password.

Employees

Navigate to the Employees module to
search and view employee records.
Users with administrative privileges can
also create and edit employees in the
system. For instances that use
Sugarldentity, certain fields (e.g. First
Name, Last Name, Office Phone) in the
employee's record are read-only and can
only be edited by administrators in
Sugarldentity via the Cloud Settings
console.
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Note: Every user is listed as an
employee; however, every employee
may not be a user in Sugar.

Admin Navigate to the Admin page to configure
and customize various aspects of your
Sugar instance.

Note: This option is only available if you
are an administrator user or have or
developer-type role access.

About Navigate to the About page to view your
instance's current Sugar product,
version, and build, as well as resources
and source code references.

Log Out Log out of your current user session.
You will be directed back to the Sugar
login page for your instance.

Quick Create

The Quick Create menu allows you to easily create new records from anywhere in
Sugar. Simply click the Plus button on the upper right of any Sugar page to access
the menu. Please note that a maximum of ten modules may be enabled to display in
the Quick Create menu. Administrators can configure which modules are enabled
and the order in which they appear via Admin > Configure Navigation Bar Quick
Create. For more information, refer to the Developer Tools documentation.
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Create Account

Create Contact
Create Case

Create Opportunity
Create Lead

Create Document
Compose Email
Log Call

Schedule Meeting
Create Task

Create Note or Attachment
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Create Revenue Line Item

Clicking on an item in the Quick Create menu will open the record view form for
the specific module. When using quick create while viewing an existing record
where a relationship exists between the two modules, Sugar automatically relates
the new record to the one being viewed. For example, if you are viewing an
account, ABC Company, and create a new contact via quick create, the Account
Name field in the new contact will automatically populate with "ABC Company",
thus creating the link between the two records.

All required fields will indicate "Required" in the field and must be completed prior
to saving. Once the necessary information is entered, click "Save". If you do not
wish to create the record, simply click the Cancel button. Please note that
administrators have the ability to configure the record view layout via Admin >
Studio. For more information on configuring record view layouts, please refer to
the Studio documentation.

Note: Because the Quick Create drawer overlays the page from where it is
launched, using the browser's back button will appear to send you back two pages
instead of to the previous view. To return to the previous view, use the Cancel
button instead.

Footer

Sugar's footer displays the SugarCRM logo, Mobile link, Shortcuts link, Help link,
as well as links to enabled third-party integrations. Users can click these links to
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go back to their Home page, access the help pane, etc.

ssugarcrm 0 Mobile  EAShortcuts © Help

The following links are available in Sugar's footer:

Logo : Click the logo on the bottom left of Sugar to return to your home
page. Administrators can replace the SugarCRM logo with a custom logo
via Admin > System Settings. For more information, please refer to the
System Settings documentation.

Widgets : Links for any installed third-party integrations will appear to the
right of the SugarCRM logo.

Mobile : When viewing Sugar via a touch-screen device, the Mobile link
will appear allowing you to view Sugar's mobile site.

Shortcuts : Access the Keyboard Shortcuts help page to view the various
shortcut keys available to use along with a description of the actions they
perform. For more information regarding the Keyboard Shortcuts help
page, please refer to the Accessibility documentation.

Help : Access the help pane via the Home page or a Sidecar module's list
view/record view (e.g. Accounts) by clicking the Help link. The top of the
help pane provides a brief introduction to the current module and includes
a link to the module's corresponding documentation. In addition, the
following learning resource and Sugar 7 tour links are available in the help
pane:

o Sugar University : Opens the Sugar University page where you
can access information regarding online and live training, the Sugar
certification program, etc.

o Community Forums : Opens the Community Forums page where
you can collaborate with other users, Sugar partners, and Sugar
employees to ask questions as well as participate in active
discussions, help solve problems, etc.

o Documentation & Support : Opens the SugarCRM Support page
where you can access the case portal, documentation, knowledge
base articles, etc.

o Tour : Launches a quick tour to show key features of the user
interface for the home page and Sidecar module page (e.qg.
Accounts) you are currently viewing. For more information
regarding the Sugar 7 tour, please refer to the Tour section of the
Getting Started documentation.
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Field Types

Sugar records include a variety of field types that enable you to capture all of the
different kinds of data that are important to your organization. While many fields
are available for use on each module out-of-the-box, administrators and users with
developer-level role access have the ability to add fields of these various types to
modules via Admin > Studio as described in the Studio documentation. Studio may
also be used to configure fields by, for example, making fields required, allowing
them to be mass updated, making their values calculated, and specifying when
they should be visible.

Descriptions and instructions for editing different field types are available in the
following sections:

Checkbox Fields

Checkbox fields provide a boolean type typically used to answer a yes or no
question. Click the box to toggle whether it is checked or not.
Do Not Call

Comment Log Fields

The Comment Log field allows users to add messages, comments, or other text to a
log appearing on the record view. To add an entry, click anywhere inside the field
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and type a message into the text area that appears. After saving the record, the
message is appended to the end of the log with a link to the user that added the
entry and the date and time the entry was created. Once saved, entries cannot be
edited or removed.

Comment Log
Sarah Smith 2019-07-22 14:17
Found nothing in the logs.
Can you please take this case?

Max Jensen 2019-07-23 08:10
Assigned to me. Looks like it may be related to

Warning message when using the wrong browser

If the length of a comment log entry is longer than the maximum set by the admin
in the system settings, the text will be cut off with a "Show more..." link that
displays the remainder of the entry when clicked. Once the entry is expanded, a
"Show less..." link is displayed that collapses the text so that only the configured
number of characters are displayed again. See the System documentation in the
Administration Guide for more information.

Note that Comment Log fields cannot be created in Studio; they exist automatically
on many modules and can be added to the layout in Studio. This can be done by a
system administrator or someone with developer-level role access. On the Bugs
and Cases modules, the Comment Log field is displayed by default. For more
information on using Studio to add fields to a module's layout, refer to the Studio
documentation.

Tagging Users in Comment Log Entries

Users can be tagged in comment log entries to insert a link to their employee
record in the form of a clickable pill; the tagged user also receives a notification in
Sugar. To tag a user, type the @ symbol followed by at least the first two
characters of the first or last name. A list of matching users will appear below the
text area; select the user you wish to tag and the tag will be added to the entry.
Upon saving, the tag will be displayed as a clickable pill.
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Comment Log @sa|

@ Sarah Smith

@ Sally Bronsen

To filter by letters in the middle or end of the first or last name instead of the
beginning, you can use the wildcard character (%) at the beginning of your
criteria. For example, "@%en" would yield Sally Bronsen, Max Jensen, and Jim
Brennan.

If the user you are trying to tag does not have access to the record, their name will
be disabled in the list of results that match your criteria. It will say "No access"
next to them and you will not be able to tag the user.

Linking to Records in Comment Log Fields

It is possible to link to Sugar records in comment log entries; the link will appear
as a clickable pill. To link to a record, type the # symbol followed by at least two
characters in the name of the record. A list of matching records will appear below
the text area; select the record you wish to link to and the link will be added to the
entry. Upon saving, the link will be displayed as a clickable pill.

Comment Log #arol

Daron Bustillos
Carolina Guardiola
Hector Maroney

Carolynn Haigler

Daron Arias

If you are viewing a comment log entry containing a link to a record to which you
do not have access, the link will still be clickable but the text will say "No data
available".

Date Fields

Date fields allow users to specify a particular date by either typing a date in the
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provided format or clicking the Calendar icon and selecting it via the date picker.
Click the month and year (e.g. "January 2018") to select the desired month or use
the arrows to navigate to the desired month. To set the year, click the month and
year at the top of the picker, then click the year at the top of the picker, and then
select the desired year. Once the month and year are set, click the desired date
below to set the date and close the picker.

Cancellation Date

[ [ [

Su Mo Tu We Th Fr Sa

31 1 2 3 4 5 6

7 8 9011 12 13

14 15 16 17 18 19 20

21 22 23 24 25 26 27
28 29 30 31 1 2 3 P

4 5 6 7 8 9 10

Datetime Fields

Datetime fields allow users to specify both a particular date and a time. The date
portion is set just like a date field as described above. The time portion can be set
by typing a time in the provided format or clicking the Clock icon and selecting it

via the dropdown.
Start Date

01/10/2018 8 | 03:30pn]0] !

Location

Description

Dropdown Fields

Dropdown fields provide a list of values where only one value can be selected at a
time. The list will be collapsed to only display the selected value except during
editing, making it appropriate for longer lists of values. Click the selected value to
see the full list. Clicking the desired value will replace it as the selected value.
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Industry

Apparel

Banking
Biotechnology
Chemicals
Communications
Construction

Consulting

Email Address Fields

Email address fields contain one or more email addresses for a single record; email
addresses are entered by clicking in the field and typing or pasting the address.
The following options are available when editing an Email Address field:

e Add/Remove : Add additional email address fields by clicking the plus
button. Click the minus button to remove the adjacent address.
Email Address

johanne.b@example.com n@ e |-

e Primary : A white star with a black background represents the primary
email address on a record. This will be the default address that Sugar will
find when the record is included in email campaigns and other send-
message events performed within the application. On a given record, only
one email address can be the primary one. If a record contains only one
email address, it will be set to primary by default.

Email Address m
Hoo -

johanne.b@example.com

e Opted Out : The button with a slashed circle indicates whether or not an
email address has been opted out from email marketing campaigns. Sugar
automatically opts-out an email address when a recipient clicks the opt-out
link in an email-type campaign message. When enabled, the button will
have a black background. Administrators can configure whether new email
addresses added to Sugar records default to opted-in or opted-out by using
the "Opt-out new email addresses by default" option via Admin > System
Email Settings.
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Email Address Opted Out

johanne.b@example.com * E e -

When an opted-out email address is saved, the opt-out status is indicated
by a blue circle with a line through it. Opted-out email addresses also
display a Link button in record view. Clicking this button will copy a link to
your computer's clipboard which you can send to the email address owner
in order to request that they confirm their desire to receive marketing
emails from your organization. When the copied link is visited in a web
browser, Sugar will automatically set the email address to opted-in.

Email Address

johnnydoe@gmail.com

@ john.doe@example.com %

Please note that opted-out email addresses are only blocked from being
added to campaigns, so users can continue to send them transactional
emails via the Emails module. For more information about email opted-out
email addresses, refer to the Emails documentation.

e Invalid : Invalid or undeliverable email addresses are represented by a
black button with a white exclamation point. Sugar automatically marks
email addresses as invalid if they are returned via the recipient's mail
server during the distribution of an email campaign. Users can also
manually toggle the invalid designation on and off by clicking the Invalid
button next to the email address. Sugar will not permit users to send
messages to invalid email addresses from anywhere within the application.

Email Address m

johanne.b@example.com * G}n -

Flex Relate Fields

Flex relate fields require users to select first the module and then a record from
that module to relate to the current record. The module selector works like a
dropdown field while the record selector works like a relate field, both of which
are described above. You can click the "x" to the right of the selected record's
name (e.g. ABC Company) to clear out the value. Please note that a module may
only have one flex relate field.
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Related To
Account ~ | | ABC Company E'

Q Q

ACCO Search and Select... |

Contact
Opportunity
Task

Product Catalog

Quote

Quoted Line It...

Integer Fields

Integer fields allow users to enter whole number values (e.g. 850) by clicking on
the field and typing. Administrators can specify a minimum and maximum value for
the field via Admin > Studio.

Number of Employees
1,800

Multiselect Fields

Multiselect fields provide a list of values where one or more values can be selected
at a time. The list will be collapsed to only display selected values except during
editing, making it appropriate for longer lists of values. Click the blank space to
the right of selected values to see additional options. Click the x on a selected
value to de-select it.

Contact Preference

[offcePhone oY mait

Mobile Phone

Alternate Phone

Radio Fields

Radio fields provide a list of values where only one value can be selected at a time.
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The entire list of all values will be displayed at all times, making it appropriate for
shorter lists of values. Click the circle of the desired value, and any previously
selected value will be deselected automatically.

Number of Employees
1-100
101-200

© 201-300

Relate Fields

Relate fields allow users to select a record from a single module. Both relate fields
(which are visible via Admin > Studio > {Module Name} > Fields) and one-sided
relationships (i.e. one-to-many and one-to-one) are represented by the same relate
field user interface. Type the first few characters of the desired record and either
select from the type-ahead results or click "Search and Select..." at the bottom for

a more robust search.
Account Name

I Search and Select... I

Tags Fields

The Tags field allows users to enter keywords or phrases in order to connect Sugar
records by common attributes that may not be defined via basic database fields.
Once a new tag has been created, it can be re-used by any user in any module that
contains a Tags field. To use the Tags field, click inside the field and type a word or
phrase. Sugar will recommend existing tags as you type, but you can choose to
ignore the recommendations and create an entirely new tag. For more information
about tagging records in Sugar, please refer to the Tags documentation.
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2018 Eastern Conference

Ped

018 European Conference

2018 Latin America Conference

2018 Morth America Conference

Teams Fields

The Teams field specifies which teams of users have access to view the record. An
individual team selection works like a dropdown field which is described above.
Click the Plus button to add additional teams to the record or the Minus button to
remove a team. Click the Star button to set the primary team. For more
information on teams, please refer to the Team Management documentation.

Teams

East v] -

West v % —||+

Note: If your administrator has enabled team-based permissions, you may also see
a Lock button or a "Selected" box on the Teams field. Please refer to the Using
Team-Based Permissions section of this page for more information.

Text Fields

Text fields allow users to enter a word or brief phrase by clicking into the field and
typing. Text fields will accept any combination of characters (i.e. letters, numbers,
spaces, and symbols) but have a 100-character limit by default. Administrators can
edit the maximum character length restriction via Admin > Studio.

Departrment

Sales

Text Area Fields

Text area fields allow users to enter large amounts of text by clicking on the field
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and typing. Administrators can modify the default display size of a text area field
via Admin > Studio, but this will not limit the number of characters that can be
entered by a user. Most browsers supported by Sugar will allow the user to resize
an active text area field temporarily by dragging the bottom corner of the field to
the desired width and height.

Description

Collaboratively administrate empowered markets via plug-and-play networks. Dynamically
procrastinate B2C users after installed base benefits. Dramatically visualize customer
directed convergence without revolutionary ROI.

Efficiently unleash cross-media information without cross-media value. Quickly maximize
timely deliverables for real-time schemas. Dramatically maintain clicks-and-mortar
solutions without functional solutions. \

7

Creating Records

There are various methods for creating records in Sugar including basic creation,
quick create, duplication, and import. The same record view layout opens when
creating records by any of these methods and includes all of the relevant fields.
Please note that administrators can configure the Record View layouts to tailor
them to your organization's needs via Admin > Studio. For more information on
configuring layouts, please refer to the Studio documentation.

Basic Record Creation

The most common method of record creation is via the individual module itself
using the Create button in the list view or the Create {Module} option in the
module tab. For the Cases, Tasks, Leads, and Opportunities modules, you can also
create records using the Create button in the tile view. This opens the record view
layout in edit mode which allows you to enter all of the desired information.

The following steps cover creating a task via the Tasks module as an example:

1. Click the triangle in the Tasks module tab to open the actions menu and
select "Create Task". You can also click the Create button on the upper
right of the Tasks list view or tile view.

o From Tasks list view:

s v Accounts -  Contacts ¥  Opportunities v  Tasks w

Tasks (20 of 21+)
IR Create) c m

o From Tasks tile view:
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‘ v Accounts v  Contacts v  Opportunities v Leads v Tasks v i Q 1 Q v o
Tasks by Status m B
Filter ~ @

o From Tasks module tab:

‘ - Accounts v  Contacts ~ TasksE

TOE

= View Tasks
Filter = m

® Import Tasks

2. Enter appropriate values for the fields in the record view layout. All
required fields will indicate "Required" in the field and must be completed
prior to saving.

3. Once the necessary information is entered, click "Save".

Creating via Quick Create

The Quick Create menu allows you to easily create new records from anywhere in
Sugar. Simply click the quick-create button on the upper right of any Sugar page
to access the menu.

Note: Administrators have the ability to enable or disable a module in the Quick
Create menu. Also, some modules are not available to be enabled. For more
information, please refer to the Developer Tools documentation.

The following steps cover creating an account via Quick Create as an example:

1. Open the Quick Create menu on the upper right of any Sugar page and
select "Create Account".

‘ - Accounts -  Contacts + i Q l o . +

“h

4 Create Account

Accounts (20 of 21+)

Filter ~ @

4+ Create Contact

4+ Create Case

2. Enter appropriate values in the fields in the record view form. All required
fields will indicate "Required" in the field and must be completed prior to
saving.
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3. Once the necessary information is entered, click "Save".

Creating via Subpanels

On record views, beneath a record's fields, subpanels appear which contain related
records from various modules. You can create a related record as well as link an
existing record directly from the subpanel.

Note: Administrators have the ability to disable a module's subpanels for the
entire instance via Admin > Display Modules and Subpanels. For more
information, please refer to the Developer Tools documentation.

The following steps cover creating a contact via a Contacts subpanel as an
example:

1. Click the Plus button on any Contacts subpanel on a related module's
record view.

Em EMAILS (3) +
Co CONTACTS (4) v
Name ¢ City & State £ Email & Office Phon@

P d Fred Mercury Salt Lake City CA (806)130-2¢ @

2. Enter appropriate values in the fields in the record view form. All required
fields will indicate "Required" in the field and must be completed prior to
saving.

3. Once the necessary information is entered, click "Save".

Creating via Duplication

You can also create a new record by duplicating an existing record. The Copy
option is useful if the record you are creating has similar information to an existing
record. Please note that existing subpanel relationships for the original record will
not carry over to the duplicate.

The following steps cover creating an account by duplicating an existing account
as an example:

1. Navigate to an account's record view.
2. Click the Actions menu and select "Copy".
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Ac  Anytime Air Support Inc ¢ >

Share

Website  http://www.devegan.tw Industry — Utilities
Find Duplicates
+ Member of Type Custo
Copy
+ Business ... + Service L...

Historical Summary

Assigned to Sally Bronsen Office Phone (806) 1 View Audit Log

View Personal Info

Delete

Pillia~ A AmAr e~ Climmin~ A AAr e

3. The displayed record view is pre-populated with the original account's
values. Update the necessary fields, then click "Save".

Importing Records

The import function allows you to push multiple records of a single module into
Sugar using a .csv file instead of creating them one-by-one. For more information,
please refer to the Import documentation.

The following steps cover importing accounts as an example:

1. Click the triangle to access the Actions menu in the Accounts module tab
and select "Import Accounts".

s v Accounts E Contacts =

4+ Create Account
Account

Filter ~ a

P

= View Accounts

il View Account Reports

@® Import Accounts

w I @ Income Free Investing LP

2. In Step 1, select the import file and choose "Create new records only".
Click "Next".
. In Step 2, confirm the import file properties. Click "Next".
. In Step 3, confirm the field mappings for the import. Click "Next".
. In Step 5, view the import results.
o The Created Records tab will show all of the new account records.
o The Duplicates tab will show any records in the file that were
identified as duplicates of existing records and thus not imported.
o The Errors tab will show records that were not imported due to
errors detected during import.

O~ W
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Viewing Records

Sugar records can be viewed from a variety of locations including via the module's
list view, record view, Recently Viewed menu, dashlets, and reports. Please note
that you will only be able to see records as allowed by your team membership, user
access type, and assigned roles. For more information on teams and roles, please
refer to the Team Management and Role Management documentation.

Viewing via List View

Each module's list view displays all of the module's records that meet the current
search criteria. To access the list view, simply click the desired module tab. While
list views only show key fields, you can click the record's name to open the record
view and access additional details. For in-depth information about list views,
please refer to the List View section of this page.

Viewing via Record View

Each record's record view displays thorough record information including all
relevant fields followed by subpanels of related records belonging to various
modules. The record view can be reached by clicking a record's name link from
anywhere in the application. For in-depth information about record views, please
refer to the Record View section of this page.

Viewing via Tile View

Tile view allows users to visualize and engage with records in an intuitive drag-and-
drop interface. Users can drag a tile from one column to another to change its
state, stage, or expected close date. Tile view is available for the Cases, Tasks,
Leads and Opportunities (with or without Revenue Line Items) modules. For in-
depth information about using tile view, please refer to the Tile View section of this
page.

Viewing via Recently Viewed

As you work, Sugar will keep track of which records you have recently viewed.
Click the triangle on the right of any module's tab to see a list of the 3 records you
most recently viewed in that module. You can also click the triangle to the right of
the Sugar cube icon to see records recently viewed from across all Sugar modules.
Clicking a record name within these lists will open it in rec