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Sugar Serve 10.3 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: 2020-11-30 17:17:29

Introduction

Overview

Welcome to Sugar Serve - 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, maintenance, and support of
your organization's important relationships.

Sugar consists of interrelated records in modules such as Accounts, Contacts,
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

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
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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

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

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

Sugar Sell

Sugar Sell is a product geared to enhance the abilities of a successful sales
organization. While there are many modules that are common across products,
there are a few unique modules that a Sugar Sell user will be able to access. To
learn more, please review the License Types matrix on the User Management page
and our Sugar Sell Documentation.

Last Modified: 2020-11-30 17:17:29
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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) will not be available. These differences are covered in
the following sections.

Accessing Sugar
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. Enter your Sugar instance URL (e.g., https://example.sugarondemand.com)
in your web browser to access Sugar's login screen.
2. Enter your Sugar login credentials (User Name and Password) on the login
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screen then click "Log In".
Note: If you do not know your instance URL or login credentials, please
reach out to your system administrator for assistance.

® sugarcrm

Forgot Password?

3. 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
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.

29/840


http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Password_Management
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Email#System_Email_Settings

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.

& 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
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instance:

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

® sugarcrm

Welcome to

SugarCRM Partner Portal Login

Forgot Password? m

2. 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

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

4. 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 SugarCloud 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 SugarCloud Settings console.

Accepting Cookies
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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, enable the checkbox option 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.

Check to accept (Required)

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
SugarCloud 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 to see key features
of the user interface. Simply click the Help link in Sugar's footer then click "Tour
This Page" 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 This
Page 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 Contacts
documentation.
The Contacts module consists of individual people with

whnm vniir areganizatinn hac a ralatinnchin CAantart

0

(U) Training & Certification

8 SugarClub Community

0 Documentation & Support

/ Tour This Page

0 Mobile  E=mShortcuts |2 AZE]] l

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 SugarCloud Settings console.

« [+

~ q Profile

% Employees

€& About
L
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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
SugarCloud 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
SugarCloud 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 SugarCloud 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 SugarCloud Settings
console.

Email Settings

Email Address: Primary Reply-to

tom@example.com o

Email Glient: & External Email Client 3

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 Outgoing 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
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option, emails sent to contacts, leads, etc. will not be saved in Sugar
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, users can reset their password
by selecting the Change Password option under the user menu on the upper right
of Sugar.

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

431840



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 : Select this option 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 : Enable this option 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 % e T US Dollars : $ 3

Show Preferred Currency: ! 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.

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
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
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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.

e 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.

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.

e 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.

PDF Settings

Font for Header and Body: ' DejaVuSans

Main Font Size: 8

Font for Footer: ! DejaVuSans

Data Font Size: 8
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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-al11f-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
Sugar calendar:

1.

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

Publish Key: "I I

Publish at my location: L
Search location: u = =N I Eme EEE -

iCal Subscription URL: |/ - a = ma m =

First Day of Week: i Sunday :

. 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 ® Calend New Event &N
New Calendar >
iCloud INew Calendar Subscription... X3S
v
@ work Import...
Home Export > Mon
Othor Close All X&EW |
. ! Aug 1
Found in Mail  print... %ep

US Holidays N
Birthdays

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

| Enter the URL of the calendar you want to subscribe to.
17 Calendar URL:

(" Cancel \'!l Subsc_ribe I

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

Calendar < > A
GMT-08
~ April 2013 <> Sam
SMTWTF §
311 2 3 4 5 6 Gam
7 8 9[10]11 12 13
14 15 16 17 18 19 20 7am
21 22 23 24 25 26 27
282030 1 2 3 4 gam
5 6 7 8 9 10 11
9am
» My calendars -

10am
» Other calendars

Add a coworker's calendar

Browse Interesting Calendars

Add by URL
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= 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

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.
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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:; * | Coogle y I

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.

~ Google Connector would like to:

@ Have offline access

Dnnv 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
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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.

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.
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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:

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.

e 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.

Advanced Access

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 None All Owner All All All All
Calls Enabled Normal All All All All All All All

Roles

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.
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#» 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.

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 files to download for the following Sugar Plug-ins
for Microsoft Office: Sugar Plug-in for Outlook, Sugar Plug-in for Word, and Sugar
Plug-in for Excel. 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
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with all Sugar products and must be installed on each Windows computer running
the Microsoft Office application where the plug-in is desired.

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 more information on
downloading and installing the Sugar plug-ins, refer to the appropriate Plug-ins
documentation.

User Profile Advanced Access Downloads

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 Outlook.
* 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

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

Changing Password

For Sugar instances that use Sugaridentity, users can change their password in
Sugar by selecting the Change Password option under the user menu on the upper
right of Sugar. The Change Password screen will open and display the Old, New,
and Confirm password fields as well as the organization's password requirements
(if any). Please note that passwords can be changed as often as you wish in Sugar,
and it is also recommended that you update your Sugar passwords on a regular
basis for the security of your account.

Note: Administrator users also have the option to change their Sugar password in
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Sugarldentity via the SugarCloud Settings console.
a 1 |2-1+

“h
——

R Profile

& Change password I

%5 Employees ‘

To change your password, simply enter your current password, new password, and
confirmed password making sure to meet all the password requirements listed on
the screen. System administrators can configure the password requirements in
Sugarldentity via the SugarCloud Settings console, which determines what users
will need to include when creating new passwords. Administrators can set 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 a part of the password requirements.
If you do not remember your current Sugar password, click the "Forgot
Password?" link to request a password reset.

Once you have entered the new password, click "Confirm" to preserve the change.
A success message will appear once the password has been updated successfully;
click "Continue" to be directed back to Sugar's home page. You will also receive an
email notification confirming that your Sugar password has been changed.

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.
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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: 2021-08-23 19:18:16

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 SugarCloud
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.

3 Accounts ¥  Contacts ¥  Opportunities v leads v Q o a' +

4+ Create Dashboard
w
@  Activity Stream
= Manage Dashboards + My Contacts A
£%> Home Dashboard u ‘&.' Name 4 Account Name 4 Office Phone B
©  Linnie Brimer 2 Isis Arvizu J.K.M. Corp (HA) (067) 069-7703
Completed
©  Smith &Sons Carolina Guardiola Tortoise Corp (249) 792-6048
o 4 Ip letter
une Arends
J |'s ago Kristine Scher |.K.M. Corp (HA) (421) 516-9311
More recents...
Heather Grossi Cumberland Trails Inc (428) 750-1642

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.

g v Accounts v  Contacts ¥  Opportunities = E Q o @ v +
le Leads .
Accounts (20 of 21+) . unts List ... ~ 7
ca Calendar
Filter ~ m
Re Reports \ccounts A
C] Name + (i
Qu Quotes 2  Billing Country
[J Y¢  Income Free Investing LP Cul ., Documents
Corp (HA) USA
[0 v  Jungle Systems Inc Saf em Emails
rniture Inc USA
O ¥  Smith &Sons Sal ca Campaigns
Dver Trust USA
J ¢  Dirt Mining Ltd st.| o Calls
se Corp 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
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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
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
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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.

® © @® | M |Home Dashboard » Home » S X =+
< C @ /#Hom... ¥ ) IR
s - Accounts v Q o Q v on

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 & Q a r‘: 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.

e Success (Green): Indicates the successful completion of an action or
configuration change
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User Menu

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.

(4 E;E:’ -

+

F 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 SugarCloud
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
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Sugarldentity via the SugarCloud
Settings console.

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

+ + + B c + + + + + + +

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.
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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: Click the Help link in the footer for a brief introduction to the
current module and a link to its corresponding documentation. The
following learning resources are also available in the help pane:

o Training & Certification: Navigate to the SugarU space in
SugarClub, where you can enroll in online classes, engage with live
training, and get Sugar-certified.

o SugarClub Community: Engage, learn, and explore with others
around the world in the SugarClub online community. Level up your
Sugar knowledge and share your expertise with other users, Sugar
partners, and Sugar employees.

o Documentation & Support: Navigate to the Sugar Support Site,
where you can access the case portal and official product
documentation.

o Tour This Page: Take a quick, in-app tour of key features on the
current page. For more information, refer to the Tour section of the
Getting Started documentation.

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
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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
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.

[EIEEE] 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
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"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

When you mention users in comment log entries, you can insert a link to their
employee record in the form of a clickable pill; the tagged user receives a
notification in Sugar and an email notification, if this preference is enabled in the
user's settings. 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 want to mention and the tag will be added to the
entry. After saving, the tag is displayed as a clickable pill.

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, 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 want to mention does not have access to the record, their name will
be disabled in the list of results, labeled with "No access", 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.
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Comment Log #aro|

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
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

| |
[ [ewmwd [0

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
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via the dropdown.
Start Date

01/10/2018 £ | 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.

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.
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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
Beo -

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.

Opted Out
Email Address

johanne.b@example.com * E o -

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 blacklisted from
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.
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Email Address m

johanne.b@example.com * @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.

Related To

Account ~ | | ABC Company Ev

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
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value to de-select it.

Contact Preference

Lorfcephone 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.
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
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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.

2018 Eastern Conference

(=)

018 European Conference

2018 Latin America Conference

2018 North 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 '] -

West v W -||+

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.
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Department

Sales

Text Area Fields

Text area fields allow users to enter large amounts of text by clicking on the field
and typing. Please note that any hyperlinks (e.g. website, email) entered in the text
area field will appear clickable once the record is saved. Clicking the hyperlink(s)
within the field will open the link in a new tab for you to access the external
company website, compose email, etc.

Description  The main points of contact for this account are John Smith|(jsmith@abcco.com)and
Tom Morrison (tmorrison@abcco.com).
For renewals and billing, please contact Susan Jameson at (415) 788-8888 or
sjameson@abcinfosales.com.

i in the company, check out
https://www.abcco.com/contact/.

Administrators can also 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 The main points of contact for this account are John Smith (jsmith@abcco.com) and Tom

Morrison (tmorrison@abcco.com).

For renewals and billing, please contact Susan Jameson at (415) 788-8888 or

sjameson®@abcinfosales.com.

For additional points of contact in the company, check out https://www.abcco.com/contactN
yz

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

76 /840


http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Developer_Tools/Studio#Layouts

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:

‘ v Accounts w  Contacts ¥  Opportunities v  Tasks w
Tasks (20 of 21+) Create
Filter = @ < I
o From Tasks tile view:
‘ v Accounts ¥  Contacts v  Opportunities v  Tasks v 3 S Q 1 ,f?‘ v o
Tasks by Status m B

Filter v @

o From Tasks module tab:

‘ - Accounts v  Contacts ~ TasksE

TOE

= View Tasks
Filter = @

® 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.
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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".

: (]
s v Accounts - Contacts : Q 1 I\'_"\ A +

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.

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 ¢ Emalil & Office Phonm

P 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".
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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".

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
Assignedto  Sally Bronsen Office Phone  (806) 1. View AuditLog

View Personal Info

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

Delete

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".
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s v Accounts E Contacts =

4 Create Account
Account

Filter E

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.

U1~ W

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
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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 record view.

AccountsE Contacts (

4+ Create Account
= View Accounts
il View Account Reports

® Import Accounts

1 ® Hammer Group Inc

I ©® Nimble Technologies Inc

Viewing via Dashlets

Sugar Dashlets allow you to get a quick view of various records, activities, reports,
etc. Dashlets may be added to your Home page or to the intelligence pane of any
module's list view or record view. List View dashlets display lists of records and
their desired fields. Clicking a record's name from any dashlet will open it in
record view. For more information on using dashlets, please refer to the
Intelligence Pane documentation.
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My Contacts ~ B

Name & Account Name & Office Phone s
Daron Langone (559) 848-6289
Johanne Bramwell Insight Marketing Inc (327) 402-3565
Tierra Palin Tracker Com LP (508) 131-9394
Sanford Bristol Hammer Group Inc (563) 201-0083
Trish Basta Hammer Group Inc (888) 171-3184

More contacts...

Viewing via Activity Streams

The activity stream allows you to see record changes and user posts relevant to
records you are following in Sugar. Activity stream posts will display records when
that record was modified or when a user mentions the record in their post.
Clicking the record's name link will open its record view. You can also preview the
record directly from the activity stream by clicking the Preview button to the right
of the post. For more information on viewing records via the activity stream,
please refer to the Activity Streams documentation.
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Accounts Preview ¢ > x

AT All Activity Stream [} QE Op Opportunity Name

24 months widget service

Type a note or drag and drop an attachment. Type @ to mention a user. Type # to reference a record.

Linked Mr. Fred Mercury to Wild Widgets. » @

Administrator in a few seconds

ccount Name
Wild Widgets

Co

op Linked 24 months widget service Fo Wild Widgets. P Expected Close Date
Administ] 2020-03-31
Created Wild Widgets Account Likely
Ac & : ® ©  $10,000.00
Administrator a minute ago
Best
$10,000.00
Status
In Progress

Show more...

Linked Mr. Fred Mercury to 24 months
widget service.

Administrator in a few seconds

Created 24 months widget service
Opportunity.
Administrator in a few seconds

Op

Linked 24 months widget service to Wild
Widgets.
Administrator in a few seconds

Linked service to 24 months widget service.

RL Administrator in a few seconds

Note: Sugar's activity streams are disabled by default, but administrators can
globally enable the functionality based on their organization's needs. For more
information, refer to the System documentation in the Administration Guide.

Viewing via Preview

Record previews are accessible anywhere you see the Preview button (eye icon),
usually to the right of a record's row. Click on the preview icon to expand or
refresh the intelligence pane and view details about the record without leaving the
current page. Record previews are available from list views, subpanels, duplicate
search, Search and Select drawers, and activity stream posts.

In the preview, Sugar displays the topmost fields from the module's record view
and the record's most recent activity stream entries in the intelligence pane. To
view all of the fields that are on the record view, click "Show more...". From
module list views, left and right arrow buttons at the top of the intelligence pane
allow you to preview the next or previous record of the current list. To close a
preview, simply click the "X" in the corner of the intelligence pane.
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Contacts (20 of 21+) Create Preview ¢ E
IR Create z ) Co Neme
Twila King
Name 4 Title 4 AccountName 4 Email Address 4 Office Phone 4 User 4 D & e Open/Close
Sales Manager
*  TwilaKing Sales Manager ~ ABC Incorporat... Administrator 2
— Mobile
Y%  Twila Abbott Administrator 2 @ v 415-878-8888
Yr  Fred Mercury Anytime Air Su... (806) 130-2861  Administrator 2 ® v Department
*  June Arends VP Operations  Gifted Holding... ~ the65@exampl... (246)313-9335  Sally Bronsen 2 @ v
Do Not Call
Yr  AurelioGalang  President SouthSeaPlu..  beansi4@exa..  (520)912-0513  Sally Bronsen 2 ® v
) Account Name
¥r  JustaMontesino VP Operations  Spend Thriftinc  sales.sugar.inf..  (326)008-7059  Sarah Smith 2 ® v ABC Incorporated
¥ Linnie Bondi Mgr Operations ~ X-Sell Holdings ~ hr46@example... (239)879-6896  Max Jensen 2 @ v Business Center Name
¥¢  HalArchambe...  Director Sales Slender Broad..  beans.phonek.. (575)353-9533  Sally Bronsen 2 ® v
Email Address
Yr  LashondaHan.. VP Sales Kaos Trading Ltd ~ sugar25@exa...  (614)091-7871  Chris Olliver 2 ® v
Y  Felisha Kozlow... VP Sales Hollywood Din... ~ sugar.sugar@e... (023)892-6280  Will Westin 2 @ v Tags
Y¢  AmoldLosoya  IT Developer Coolview Net Ltd ~ section37@exa.. (978)262-3868  Sally Bronsen 2 @ v Show more..
¥ IsisArvizu Mgr Operations  J.K.M. Corp (HA) ~ im38@exampl...  (067)069-7703 Jim Brennan 2 ® v
¢  Rebekah Parra VP Operations Underwater Mi...  phone.hr.kid@...  (726) 997-7384 Max Jensen 2 @ v Updated Mobile, Title on Twila King.
Co Administrator on 2020-03-26 14:50
¥r  Makeda Gadbois  Director Sales DirtMiningLtd  vegan.support... (389)787-9947  Chris Olliver 2 ® v
Created Twila King Contact.
Co
¢  Annett Gobert Mgr Operations  Smallville Reso...  dev.section.im...  (454) 649-0326 Max Jensen 2 ® v Administrator on 2020-03-26 14:49
¥  Ling Mapp President Slender Broad..  phone93@exa..  (099)374-3190  Sally Bronsen 2 ® v e Linked Twila King to ABC Incorporated.
Administrator on 2020-03-26 14:49
Y¢  Bradford Morri.. VP Operations  X-Sell Holdings  info.section.ph... (294)441-7307  Max Jensen 2 @ v

Viewing via Reports

The Reports module allows you to build, run, and manage reports to gather key
record information. In addition to only displaying the fields and relationships you

desire, reports can utilize complex filters to display specific subsets of your
records. Once a report is run, you can click any record's name link in the results to
open its record view. Please note that you can only directly access record views
with Rows and Columns-type and Summation with Details-type reports as
Summation-type and Matrix-type reports do not include hyperlinks in their display
columns. For more information on using reports, please refer to the Reports

documentation.

Type: Rows and Colu

Mame: Accounts Report Report

Modules: Accounts, Accounts = Email
Address

Display Columns: Name, Emall Address
Schedule: None

Filters: None

Teams: Global

Assigned to: Adminis

(1- 53 of 53)
Name Email Address
ABC Company abc@example.com

Evermore Company

evermore@example.com

In addition to navigating to the Reports module and finding or building relevant
reports, you can use the View {Module} Reports option to see only the reports
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based on the desired module.

AccountsE Contacts

+ Create Account

= View Accounts

[l View Account Reports

SI—

@® Import Accounts

Please note that your ability to access reports may be restricted by a role. For
more information on roles, please refer to the Role Management documentation.
Check with your system administrator if you cannot access the Reports module.

Searching for Records

Each module's list view includes a list view search to help you easily locate records
in a module-specific manner. Matching records will be displayed in the list view
below. Global search allows users to search for information across their entire
Sugar database rather than restricting searches to a specific module. In both
searches, Sugar automatically appends the wildcard character (%) to the end of
your search phrase. This allows the system to retrieve all records that start with
the keyword entered in the search. If you would like to broaden the search, you
can use the wildcard at the beginning of your text as well (e.g. %services). This will
pull up any record that has the word "services" in the name, regardless of how it
starts or ends.

Global Search

For a brief introduction to global search, please refer to the Global Search section
of this page. For in-depth information on both search methods as well as how
wildcards are used in each method, please refer to the Search documentation.

List View Search

List view search enables users to easily search by the record's name within an
individual module and pull up matching records in the list view. The search also
provides a Filter option allowing you to narrow your search further using the
available options. The following universal default filters are available in all
modules:
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e Create: Create a new custom filter that you can use to filter your search
o Note: You can also click "Create" to the right of the Filter option.

e All "Module Name": Returns all records in the module (e.g. Accounts) to
which you have access

e My "Module Name": Returns only records assigned to you

e My Favorites: Returns only records you have marked as favorites

* Recently Created: Returns only records you created in the module within
the last 7 days

* Recently Viewed: Returns only records you have viewed in the module
within the last 7 days

Refer to the module page for default filters that are unique to specific modules
(e.g. Meetings, Calls).

Accounts (20 of 21+) Create

creae

Q

B
)

Q s City 2  Bil e
+ Create
g Inc Persistance UusS @ ~
Nearby Prospects
@ v
v All Accounts
Cupertino Uus @ ~
My Accounts
h Inc Salt Lake City US @ ~
My Favorites
| C Salt Lake City UsS @ ~
Recently Created
AG Denver Uus @& ~
Recently Viewed

When you choose a filter, Sugar will return records that match both the selected
filter and any name provided in the open Search box in the filtered list view
results. For example, if you select "My Accounts" in the Filter options and enter a
query in the Search box, Sugar will only return account records that are assigned
to you and have names that match the search term. Once the search is complete,
the relevant results will populate in the list view below the search bar.
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Accounts (3)

Filter = m %tr
Name ¢ (City s
¥ | Introductory Holdings Pittsburgh
¥ | Kings Royalty Trust Toronto
¥  Tracker Com LP Denver

Billing Country % Ph &

USA 4 @ -
Canada (12 @ ~
USA 0 @ -

Note: The yellow highlighting in this image has been added for effect and will not

appear in the application.

When you perform a search using a

filter from the filter list, the filter will continue

to apply if you navigate away from and then return to the module's list view. Any
text query entered in the open Search box, however, will not be preserved.

To see all account records to which you have access, simply select the All Accounts
option in the filter and remove any text from the search bar:

G e
Q s City $
+ Create
Idings Pittsburgh
Nearby Prospects
ust Toronto
v All Accounts
1g Inc Persistance

AN Arrmiinte

To clear an applied filter, click the

the right end of the search box:

N = o

Billing Country % o )

USA @ v
Canada @ -
USA @ v

"x" on the selected filter option (e.g. My
Accounts) in the Search box; to clear a text query from the search, click the

X" on

= Be

To update the filtered list view with the most recent results, click on the Refresh

icon to the right of the search box:
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Accounts (20 of 21+)

B-E
Type v isanyof - | =D |

- +

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. Administrators can configure what fields appear on the List View
Search via Admin > Studio for certain modules. For more information on editing
layouts, please refer to the Studio documentation.

Creating a Filter

Users can also create new filters via the Create option in the Filter list of the
search bar. This allows users to add custom, complex filter options when searching
in the module's list view. You have the option to add multiple fields to your new
filter by clicking the Plus button to the right of the filter selection dropdown lists
and set select operators along with their value(s). A filter's criteria need to be true
for a record in order for it to appear in the list view search result. Additionally,
filters with no specified values may be saved as a custom filter to act as a filter
template when a user often searches using the same fields but with varying values.
Please note that only fields you have view access for will appear in the Filter list
when creating a search filter.

When you run a search using a created filter, the search will be preserved when
you navigate away from the module. Returning to the list view will automatically
display the results of your last filter.

The following steps cover creating a new Assigned to filter in the Accounts module
as an example:

1. Click the Filter option on the Accounts search bar then select "Create".
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Accounts (20 of 21+)

R e
Q & C(City & Billing Country
+ Create
oldings Pittsburgh USA
Nearby Prospects
rust Toronto Canada
v All Accounts
ing Inc Persistance USA

o You can also click "Create" to the right of the Filter option.
2. Select the field you wish to add to your filter as well as the condition and
matching criteria.
o Note: Only fields you have view access for will be available to add
to the Filter list.
3. To add additional fields to the new filter, click the Plus button to the right
of the filter.
o To remove fields from the new filter, click the Minus button to the
right of the filter.
o To clear any filter values (e.g. Will Westin), simply click the "x" to
the right of the value or select "Reset" to the left of the Save button.

Filterv 4 o

Assigned to [z] isanyof

Search and Select...

Name $ City 4 BilingCountry 4 Prore v—ocr v £

The list view will automatically display results matching your filters as you create
and modify the criteria. To view the most recent matching records for an existing
filter, click on the Refresh button to the right of the search box.

Note: When filtering a relate field using "is any of" or "is not any of", you can
select up to 20 values.

Filtering User Fields

When filtering a User field, only users with an Active status are returned by
default. If needed, you can filter list views to show records that are assigned to or
created/modified by inactive users by filtering the user list on the Status field. As
an example, use the following steps to search for records assigned to an inactive
user:
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1. Navigate to a Sidecar module (e.g., Accounts) and create a filter as
described above.
2. Choose "Assigned to" for the field and click on "Search and Select" in the
value field.
CIOR create O] o

Assigned to v is any of v

| Search and Select..l ||

3. In the Search and Select window, create another filter with the following
condition and criteria: "Status is any of Inactive".

I Status v ] I is any of v I |
Active |
O Full Name 4 User Name 4+ Title - v

4. Select the inactive user from the list.

Upon returning to the Accounts list view, the list will be filtered to show only
records assigned to the inactive user you selected.

Saving a Filter
Saving a filter will preserve the chosen fields as well as the condition(s) of the
matching value(s). Additionally, it will allow users to easily select previously

created and saved filters from the Filter options.

The following steps cover saving a new search by Name filter for the Accounts
module as an example:

1. Create a new filter to perform a search on your desired fields.
2. Enter a name for the new filter (e.g. "Accounts assigned to Sarah and

Will").
Fiter - zBo
Assigned to > isanyof ML= smith ST wilwestin ORI IEEY

I Accounts assigned to Sarah and Will | Reset Cancel

3. Click "Save" to add this filter to the module's Filter options.

You can also create and save a filter without entering any filter values (e.g. Sarah

Smith) if you wish to enter new values each time you utilize the filter. When re-
using the filter simply enter the appropriate filter value(s) and the list view will

display the matching results. Once you are done with the filter, click "Reset" to the

far right of the filter's name to clear the filter value(s).

The custom filter can always be edited as necessary by selecting the filter and
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updating the fields, conditions, values, etc. via the filter details panel. Once the
necessary updates have been made, click "Save" to preserve the changes.

Please note that you can easily delete custom filters by selecting the filter (e.g.
Accounts assigned to Sarah and Will) from the Filter list, clicking the filter's name
on the Search bar, then clicking "Delete" on the filter details panel.

List View

A module's list view displays all records meeting the current search criteria and to
which users have access. You can view the basic details of each record within the
field columns of the list view or click the record's name to open the record view. To
access a module's list view, simply click the module tab (e.g. Accounts) in the
navigation bar at the top of Sugar.

Note: Hovering over certain links (e.g. A linked Account name or Call subject) in
the record's row of the list view will display a Focus icon. Clicking the icon will
reveal a Focus Drawer dashboard displaying a 360-degree view of the linked
record through a set of dashlets. For more information on focus drawers, refer to
the Focus Drawer section of this documentation.

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.

s - Contacts ¥  Opportunities v Leads -  Calendar - Reports v  Quotes
Accounts (20 of 21+) Create

Filter ~ m s
O Name & City % Billing Country % Phone s Eo
() %  Underwater Mining Inc. Alabama USA (163) 547-3201 @ v
() Y¥  Sunyvale Reporting Ltd Sunnyvale USA (893) 917-0048 @ v
(J Y¢ Cumberland Trails Inc Salt Lake City USA (250) 103-0023 @ -

Users with administrator or developer access have the ability to change what fields
are visible in the list view via Admin > Studio. For more information on editing
layouts, please refer to the Studio documentation.
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Total Record Count

The list view displays the total count of records (e.g. "20 of 21+") on the upper left
of the page next to the module name (e.g. Accounts). The count will capture the
total number of records displayed on the current set of list view results. If there
are additional records in the list view results set, a hyperlinked number (e.g.
"21+") will display to the right of the initial count. Simply click the hyperlinked
number in the parentheses to view the total count of all records in the list view
result set.

s v Accounts »  Contacts v  Opportunities «

Accounts|(20 of 21+)

Please note that, by default, Sugar displays 20 records per list view results set, but
administrators can change the number of records displayed via Admin > System
Settings. For more information, please refer to the System documentation.

Create Button

The Create button on the upper right of the module's list view allows users to
easily create new record's in the module. Once you click the button, the module's
record view layout opens where you can enter all of the relevant information to
create the new record. Please note that administrators can configure the Record
View layout via Admin > Studio. For more information on configuring layouts,
please refer to the Studio documentation.

Accounts (20 of 21+)
Fer - c@e

List View Search

To search for a specific record within a module or for a list of module records
filtered by name, use the search bar located above any module's list view. Start
typing a word into list view search and Sugar will retrieve all records that start
with the given characters.
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Accounts (20 of 21+)
e - (D) =5

List view searches also support the system wildcard character (%) to retrieve
results that contain certain characters in their name or title. For more information
about performing module-specific searches via list view, please refer to the Search
documentation.

Refreshing Search Results

The list view's Refresh button provides a quick way to reload the results of any
filtered or unfiltered list view without reloading the browser or losing any filter or
search criteria you may have set. Simply click on the Refresh button to the right of
the search box to load the most current list of matching records.

Accounts (20 of 21+)
efrresn lis

riter - (YR 2 |El o
Type v isanyof B cstomer o) | -+

Checkbox Selection

Users can perform various types of actions on module records by first selecting the
desired records from the module's (e.g. Contacts) list view. To select individual
records from the list view, mark the checkbox on the left of each record row.

Filter ~ m o (O]
v Name ¢ City 4 Billing Country ¢ Ph 3

v | Introductory Holdings Pittsburgh USA 4 @ -
% | Kings Royalty Trust Toronto Canada iz @ -~

¢ | Insight Marketing Inc Persistance USA 9 @ ~

To select all records displayed on the current set of list view results, click the
checkbox to the left of the Actions menu. Please note that a dialog will appear
below the list view's column headers indicating that you have selected all records
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on the list view's current result set (e.g. 20). To select all records in the search
results, click "Select all records" in the dialog.

v Name + City 4 BilingCountry # Ph &
You have selected all 20 records in this viewn the result set.

Y  Introductory Holdings Pittsburgh USA 4 @ -

W Kings Royalty Trust Toronto Canada (1z @& ~

If you wish to clear the selection for all records on the list view result set, simply
click "Clear selections" in the dialog. You can also clear the selections for all
records by clicking the checkbox option again to remove the checkmarks.

v Name $ (City 4 Billing Country  Ph Lo
You have selected all 31 records in the result setl Clear selections.

v | Introductory Holdings Pittsburgh USA 4 @ -

W | Kings Royalty Trust Toronto Canada nz: @ ~«

Mass Actions Menu

The Mass Actions menu to the right of the checkbox option allows you to perform
various actions on the currently selected records. Please note that the actions
available to perform will vary between each of the modules. To access the Mass
Actions menu simply click the triangle next to the checkbox option.

E Name 4 City 4 BillingCountry 4 Ph £
Email d all 31 records in the result set. Clear selections.
Mass Update
Hings Pittsburgh USA 41 @ -
Add To Target List
st Toronto Canada 1: @ +«
Merge
FInc Persistance USA 9 @ -
Delete
Cupertino USA 8: @& ~
Export
gy - Inc Salt Lake City ~ USA 9 @® -

For more information on the actions available within a specific module, please
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refer to the list view section in the application guide pertaining to that module. The
most common actions available in the Mass Actions menu are as follows:

Menu Item Description

Email For modules which include an Email
field, send an email to one or more
records' email addresses

Mass Update Mass update one or more records at a
time

Merge Merge two or more duplicate records

Recalculate Values For modules with a calculated field,

updates calculated values to reflect
recent changes to calculated fields
made via Admin > Studio

Delete Delete one or more records at a time
Export Export one or more records to a CSV file

The following sections will cover the most common type of actions available in the
Mass Actions menu.

Favorite Designation

Users have the option to mark records as favorites via a module's list view. This
allows users to designate records that are important or will be viewed often so that
they can easily be accessed via the search filter's My Favorites option or from the
module tab's Favorites option. In the module's list view, the star on the left of each
record's row is orange once marked to indicate a favorite record. For more
information on how to mark records as favorites, please refer to the Favoriting
Records section of this documentation.

The following steps cover marking records as favorites via the Accounts list view
as an example:

1. Navigate to the Accounts list view by clicking the Accounts module tab.

2. Use the List View Search to find the Account records you wish to mark as
favorites.

3. Mark the star icon on the left of each desired account's row.

4. To remove the account as a favorite, click the star again to revert it to
white.
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Y% | Introductory Holdings Pittsburgh

E Kings Royalty Trust Toronto

mmsight Marketing Inc Persistance

Column Reordering

List view provides the ability to reorder columns by dragging and dropping the
title of the column to the desired location. The new column order will remain for a
user upon subsequent visits to the module until the user's browser cache is
cleared. You can reset the column order back to the default view by clicking the
Gear icon to the far right of the list-view column headers and selecting "Reset
default view". Please note that this option only appears if the current column order
differs from the default order.

Filter ~ m = ®

Name Phone P4 = + Billing Country % Lo

%  Kings Royalty Trust Toronto Canada (123)456-1234 @&

Column Resizing

Users can easily adjust the size of columns in list views per their viewing
preference. Simply place your cursor on the column divider, and when the left-and-
right arrow appears, click and drag the column to the desired size.

The set column width will be preserved when you navigate away from the page or
resize your browser window. Sugar will render the preferred column size across
sessions until the user removes or resets the relevant browser cookies. You can
reset the column width back to the default size by clicking the Gear icon to the far
right of the list-view column headers and selecting "Reset default widths". Please
note that this option only appears if at least one of the column widths in the
current list view is different from the default column width.

Changes to the column width made by administrators in Studio are only respected
if the user has not resized the specific column in the list view. The column width
set by the user will supersede the default column width configured in Studio until
the user resets the list view back to the default widths. For more information on
how admins can set column widths, please refer to the Studio documentation.

Note: Sugar enforces a minimum width for currency fields (e.g. Best, Likely, etc.)
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in list view columns to prevent the columns from being collapsed beyond this limit.

=

Name > hone & City + Billing Country % &
%  Kings Royalty Trust (123)456-1234  Toronto Canada @ -
Y% | JAB Funds Ltd. (366) 842-4996 St. Petersbu... USA @ v

Column Sorting

Sugar's list view provides users the ability to sort all of the current search results
by a field column in either ascending or descending order. To sort by a field or
switch the sort direction, click the column header noting that the fields which
allow sorting will have a pair of arrows. You can click the column header again to
reverse the sort order.

Note: List views may only be sorted by one column at a time and cannot be sorted
by custom relate fields or the Tags field.

Name % Phone & City E Billing Country § o]

%  Kings Royalty Trust (123)456-1234  Toronto Canada @ -

Column Selection

Sugar gives users the ability to personalize the list view by specifying which fields
they want to be displayed in the list view. You can click the Column Selection icon
to the far right of the list-view column headers to see the list of available fields.
Click a field name to toggle whether or not it is included as a column in your list
view. Please note that administrators have the ability to configure what fields are
available to display in the list view via Admin > Studio. For more information on
configuring fields to display in the list view, please refer to the Studio
documentation.
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Name % Phone & City - BilIingCountryG-

%  Kings Royalty Trust (123)456-1234  Toronto v Name .

¥ JABFunds Ltd. (366) 842-4996  St. Petersbl, ¥ Phone "

¢t  Cloud Cover Trust (598)722-5289  st. Petersb. ¥ CItY |
v Billing Countr

¢¥  Nimble Technologies Inc  (182)329-3369  Santa Fe riing y |
v User

¥ | Spindle Broadcast Corp. (510) 946-3705 Santa Fe "
v Email Address

Yy | Aim Capital Inc (506) 505-8650  Santa Fe "
v Date Modified

¥¢ | 24/7 Couriers (382)239-7069  San Mateo "
v Date Created

¥ | Tri-State Medical Corp (171) 906-5479 San Jose "

Preview

Users can preview a record's details directly from the module's list view by
clicking the Preview icon to the far right of each record's row. Please refer to the
Viewing via Preview section of this page for more information.

Contacts (20 of 21+) Preview > x
Filter ~ m [s] o] ) Name
Aliza Bloomfield
Name < Title % AccountName 4 EmailAddress £ & "
e
Director Operations
Y%  Aliza Bloomfield  Director Opera..  Tri-State Medic...  beans.info.pho... (
Mobile
Y7 | )il Demo Supervisor jill.demouser@... @ v (994) 871-5262
¥%  Jennie Hannum IT Developer JAB Funds Ltd. the46@exampl... ( @ Department
Ops

Record Actions Menu

The Record Actions menu to the right of each record's Preview button allows users
to edit, follow, delete, etc. specific records directly from the list view. For example,
users have the ability to inline edit the display column fields directly from the list
view by clicking the triangle next to the Preview icon then selecting "Edit".
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Pid Daryl Leaman New Overhead & U... (661) 675-8591 s @]~
¥¢  Sherrill Pfeil Recycled Underwater Mi... (3¢ Edit

¥¢  Veta Puryear Assigned White Cross Co (4] Follow

¥¢  Marge Heeter Assigned RR. Talker Co 6 Delete

¥¥  Soon Basler New Dirt Mining Ltd (1 Convert

The options in the Record Actions menu allow you to perform the following
operations:

Menu Item Description

Edit Edit this record

Follow Follow this record

Delete Delete this record

Convert For the Leads module, convert this lead

More Records

The list view loads an initial number of records meeting the current search criteria
with the option to show additional results at the user's request. By default, Sugar
displays 20 records per list view results set, but administrators can change the
number of records displayed via Admin > System Settings. For more information
on changing the number of displayed records, please refer to the System
documentation. To load the next set of list view results, simply click the More
"Module Name" (e.g. More accounts...) link at the bottom of the list view.

T Il Resources Inc Fersistance LJSA (361) 575-8932 Sallyl @& -
ey Max Holdings Lid San Mateo LSA (223) 025-4029 Willvw @&
g Pullman Cart Company Sunnyvale SA (8B0) BT2-3881 Sarah @ w
- sugarcrm 0 Mobile E3Shortcuts @ Help

Activity Stream

The module's activity stream displays user posts made directly via the module as
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well as record posts relevant to the module record. To view the module's activity
stream, simply click the Activity Stream button to the right of the list view's search
bar. For more information on how to add posts to the activity stream, please refer
to the Activity Streams documentation.

Note: Sugar's activity streams are disabled by default, but administrators can
globally enable the functionality based on their organization's needs. For more
information, refer to the System documentation in the Administration Guide.

You can add comments to posts using the comment button to the far right of each
post. You can also preview the record referenced in record posts by clicking the
Preview button to the right of each post. The activity stream can be filtered to only
display certain messages (e.g. Messages for Create, Messages for Update, etc.) by
clicking "Filter" above the post input box and selecting the desired message type.
You can also refresh the activity stream to view its latest entries by clicking the
Refresh button to the right of the filter area.

Accounts
z]l=8

+ All Activity Stream
p an attachment. Type @ to mention a user. Type # to reference a record. B
Messages for Create
Messages for Link ercury to Wild Widgets. . @
ago =
Messages for Post
widget service to Wild Widgets. @
Messages for Unlink ago
M for Updat
essagesioripdate pets Account. @
RIS U BTOT- S TTTEes g0

Dashboards

To the right of list views, the intelligence pane displays dashboards when not
displaying a record preview. Dashboards are sets of dashlets configured for the
specific list view to display useful Sugar data. An out-of-the-box default dashboard
will likely be initially displayed on your list view intelligence pane. Sugar admins
are able to create and push custom default dashboards to your views. You may also
create personal dashboards using the dashlets and configurations that best suit
your business needs. All dashboards can also be shared with teams of users who
can then pull the dashboards to their views as desired. Ensure the intelligence
pane is expanded using the Arrow icon at the top right of the list view. For more
information, refer to the Dashboards and Dashlets documentation.
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s v  Emails v & Q o g v o=

D Accounts List Dashboard ~ w
:
My Accounts A
¢ e
Name %  Billing Country & City
@ -
J.K.M. Corp (HA) USA Santa Monica
@ -
DD Furniture Inc USA Los Angeles
@ -
Start Over Trust USA San Jose
@ v
Tortoise Corp USA San Mateo
@ v
Cumberland Trails Inc USA Salt Lake City
@ v

Record View

The module's record view displays thorough information regarding the record such
as name, email address, phone number, etc. Beneath the fields, you can toggle
between viewing a record's subpanels of related records (e.g. Opportunities,
Leads) and the record's activity stream. The record view can be reached by
clicking a record's link from anywhere in the application including from the
module's list view.

Please note that you will only be able to view a record according to your team
membership, user type, and role restrictions. In addition, if you can view a record
but do not have the required license type to view a particular field on that record,
the field value is replaced with a pill containing the text "License Required":

Website http://www.kidhr.cn

+ Member of

Business Center Name License Required

Assigned to Chris Olliver

For more information on teams, roles, or license types, please refer to the Team
Management, Role Management, and User Management documentation.

Users with administrator or developer access have the ability to change the record
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view by configuring the layout via Admin > Studio. For more information on
editing layouts, please refer to the Studio documentation.

Co June Arends ¥ > m

Title VP Operations Mobile (660) 279-3029
+ Department Do Not Call
# Account Name Gifted Holdings AG + Business ...
Email Address  june.arends@example.com

the65@example.tw

Note: Hovering over certain links to Sugar records (e.g. A linked Account name) in
the record view will display a Focus icon. Clicking the icon will reveal a Focus
Drawer dashboard displaying a 360-degree view of the linked record through a set
of dashlets. For more information on focus drawers, refer to the Focus

Drawer section of this documentation.

Favorite Designation

Users have the option to mark records as favorites via the module's record view.
This allows users to designate records that are important or will be viewed often so
that they can easily be accessed via the search filter or from the module tab. In the
module's record view, the star to the right of the record's name is gray once
favorited.

Co  June Arends E oS m
Title VP Operations Mobile  (660) 279-3029
+ Departm... Do Not Call
Account Na... Gifted Holdings AG + Business ...

Email Addre... Qvega.. G
the65@...

Following Designation

Users can also choose to follow specific records to which they have access to in
Sugar by clicking the Follow button to the right of the record's name. The ability to
follow records allows each user to personalize their activity stream by specifying
which records' posts should appear on the activity streams displayed on their
Home page and in module list views. Please note that you will automatically follow
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the records that you create as well as records that are assigned to you. You will
not, however, automatically follow records you import. Should a user lose access to
a record in Sugar, they will automatically stop following that record. Instructions
for toggling the Following button on a record view, please refer to the Following
via Record View section of this documentation.

Ac  Gifted Holdings AG ¢ m
Website  http://www.infosal... Industry  Finance

Next or Previous Record

On the upper right of the record view, there are two buttons that allow you to page
through each record in the module's list view's current search results. Clicking the
Left arrow button displays the previous record of the current search results while
clicking the Right arrow button displays the next record of the current search
results.

Co  TwilaKing | # G B
Mobile 415-878-8888 m

Title  Sales Manager

Actions Menu

The Actions menu on the top right of each module's record view allows you to
perform various actions (e.g. edit, copy, delete) on the current record.

Ac  ABCIncorporated % < > g

Share
Website  http://www.abcinc.... Industry  Communications
Find Duplicates
+ Me... + Type
Copy
* Bust.. + serv.. Historical Summary
Assign... Administrator + Offi... View Audit Log
View Personal Info
+ Tags
Delete
+ Billi... + Ship...

Please note that certain action items (e.g. Convert Lead) in the Actions menu can
vary between the various modules. The following sections will cover the most
common action items across the modules. For more information on a specific
action not listed below, please refer to the record view actions menu section for
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Menu Item

Description

Edit

Edit this record

Share

Share a link to this record via email

Download PDF

Download record information as a PDF
file

Email PDF

Email record information as a PDF
attachment

Find Duplicates

Locate potential duplicates of this
record

Copy

Duplicate this record

Historical Summary

View a historical summary of activities
(e.g. calls, meetings related to this
record

View Audit Log

View a sequence of changes made to
this record

View Personal Info

Display this record's fields which an
admin has designated as personal
information

Delete

Delete this record

Show More

The record view typically displays a few key fields (e.g. website, mobile phone,
office phone) on the business card panel with the option to view more fields by
clicking the "Show more..." link on the bottom left. Please note that administrators
can configure the fields that appear on the business card panel via Admin > Studio
> Layouts > Record View. For more information on editing layouts, please refer to

the Studio documentation.
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Ac  ABC Incorporated * < > m

Website  http://www.abcinc.... Industry  Communications
+ Me... + Type
+ Busi... + Serv...
Assign... Administrator + Offi...

+ Tags

Show more...

Subpanels

Beneath the module (e.g. Accounts) record's fields are subpanels containing
related records from various modules (e.g. Contacts, Leads, Opportunities). You
can create a related record as well as link an existing record directly from the
subpanel. Once the records appear within the subpanel, users can preview the
record's detail and edit the record's data directly from the record view. Please note
that the subpanels are viewable when you access the Data View section of the
module's record view.

Show more... Data View

Related v m Filter 4] B fo]
c CALLS (1) + -
Me MEETINGS (3) + -

Subject & Status & StartDate ¢ EndDate

b Follow-up on propo... Scheduled 2020-07-18 05:30 2020-07-1805:30 @

Note: Administrators may choose 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.

Related Record Subpanels

Subpanels under a module's record view contain its related records. Each
relationship between two modules has a type, and that type determines if the
relationship produces a field or a subpanel for each side. When a record of the
primary module can be related to only one record of a second module (i.e. 1-1 or
M-1 relationships), the relationship is displayed as a field on the primary module.
When the record can be related to multiple records of a second module (i.e. 1-M or
M-M relationships), the relationship is displayed as a subpanel instead since
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subpanels can hold many records.

For example, an account may be related to multiple contacts, so the related
contacts are displayed in a subpanel on the account record. Administrators or
users with developer-level role access may choose to change a subpanel's title and
included fields by configuring the layout via Admin > Studio to provide visibility to
the most important fields. For more information on modifying subpanels, please
refer to the Studio documentation.

Related-record subpanels provide the following information and capabilities:

Related ~ [{) Fitter [Nty (3] (0]

open/close

Me MEETINGS|(5 of 6+)
Subject & Status & Start Date s
Introduce all players Canceled 2020-12-12 03:00 2020-12-120445 @&
Initial discussion Scheduled 2020-09-14 13:00 2020-09-14 16:15 i
w Introduce all players Held 2020-06-07 14:30 Edit
w Introduce all players Scheduled 2021-02-25 05:45 Unlink
g Follow-up on propo... Scheduled 2020-11-05 10:00 Close

Me MEETINGS (5 of 6+) +| -
Subject % | Status & Start Date % End Date &  Assigned User S

ke Introduce all players Held 2021-01-06 07:45 2021-01-06 08:45 Sa ¥ Subject r

X4 Discuss pricing Scheduled 2021-08-20 09:00 2021-08-20 09:30 sa ¥ Status r

7 Discuss renewal Scheduled 2021-09-03 01:45 2021-09-03 04:00 g5 ¥ StartDate ;
« End Date

bd Review needs Scheduled 2021-10-11 06:45 2021-10-11 08:00 Sa r
v Assigned User

7 Demo Sched

021-06-15 05:00 021-06:15 0
e Record Count: Suﬁpanel eaders dlspfa317 the 51:1)5ta1 count of related records

(e.g. "5 of 6+") next to the module name. The count captures the number of
records currently displayed with an additional, hyperlinked number (e.g.
"6+") where there are more records than currently displayed. Click the
hyperlinked number to see the total count of related records.

e Collapse or Expand: Click anywhere in the subpanel's header to collapse
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or expand it. Subpanels will remain collapsed or expanded on future visits
to the module.

o Note: Administrators can choose to disable the sticky feature and
collapse all subpanels by default via Admin > System Settings. For
more information, please refer to the System documentation.

Column Widths: Place your cursor on the column divider and, when the
double arrow cursor appears, click and drag the column to the desired size.
The column width will be preserved when you navigate away from the
page. You can restore the default column widths by selecting "Reset default
widths" from the Gear icon.

o Note: Sugar enforces a minimum width for currency fields in list
view columns to prevent the columns from being collapsed beyond
this limit.

Column Sort: Click a column header to sort the subpanel's items by that
value. Clicking the same header again will reverse the sorting order (e.g.
from ascending to descending).

Column Display: You can also click the Gear icon to change the list of
fields that display as column headers.

o Note: The list of available fields/columns is determined by the
default vs hidden fields set in Admin > Studio.

Create a New Linked Record: Click the Plus button on the upper right of
a subpanel to relate a new record to the record you are currently viewing.
Please note that the Link Existing Record option is not available when the
relationship is required in the related module (e.g. in an account's
Opportunities subpanel).

o Note: Because creating a new related record opens a drawer on top
of the current record view, you should use the Cancel button to
return to record view. Using the browser's back button will return
you to the previous page.

Link Existing Record: Click the triangle to the right of the Plus button
then select "Link Existing Record" to relate existing records to the record
you are currently viewing.

o Note: Because linking an existing record opens a drawer on top of
the current record view, you should use the Cancel button to return
to record view. Using the browser's back button will return you to
the previous page.

Favorites Designation: Click the star on the left of a record's row to
toggle it as a favorite. A dark-gray star indicates that the record is a
favorite while a white star indicates it is not. For more information, please
refer to the Favoriting Records section of this page.

Hyperlink Fields: Blue field values, such as record names, may be clicked
to open the record in record view. Record view provides a complete picture
of the record and is described in detail in the Record View section of this
page. Email addresses also appear in blue and can be clicked to compose
an email to that recipient.

Focus Icon: Hovering over certain links (e.g. Meeting subject or a linked
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Account name) in the record's row will display a Focus icon. Clicking the
icon will reveal a Focus Drawer dashboard displaying a 360-degree view of
the linked record through a set of dashlets. For more information on focus
drawers, refer to the Focus Drawer section of this documentation.

Record Actions Menu: Click the triangle on the right of a record's row to
access the Record Actions Menu which includes the following options:

o Preview: To preview a record by displaying its fields and activity
stream in the right-hand side drawer, click the Eye icon to the far
right of the record's row. For more information, please refer to the
Viewing via Preview section of this page.

o Edit: To inline edit the record directly within the subpanel, choose
"Edit" from the Actions menu on the right of the record's row and
click "Save" to preserve the changes.

o Unlink: To delete the relationship between the two records, choose
"Unlink" from the Actions menu on the far right of the record's row.
This removes the relationship but does not delete the record itself.
Please note that the Unlink option is not available when the
relationship is required in the related module (e.g. in an account's
Opportunities subpanel).

o Additional Options: Some modules may have additional options
available that are covered in the individual module's documentation.

More Records: By default, Sugar displays up to five records in each
subpanel though administrators can alter the number via Admin > System
Settings as described in the System documentation. If additional related
records exist, click "More <Module Name>..." (e.g. "More Accounts...") at
the bottom of the subpanel to load the next set.

Filtering Subpanels

While in Data View, all of the related records will be displayed beneath the
record's fields. Users have the ability to search for records that appear in the
subpanels as well as filter the view to only display a specific module (e.g. Leads,
Contacts). To locate a record by name, enter the keyword into the Search bar, and
the subpanel(s) with the matching record(s) will appear below.

[Related - o) irer - (ED)|[Featorigho] x z B o

co CONTACTS (1) + -
Name ¢ City ¢ State ¢ Email
Ohio NY hrd6@example.ctc @ =

To filter, simply click the Related option to the far left of the Search bar and select
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the module whose subpanel you wish to view. Filter and search may be combined
to only display matching records within a selected module. To see all subpanels to
which you have access, simply select "All" in the Related options and remove any
text from the search bar. When you run a search using a saved or created filter,
the search will be preserved when you navigate away from the page. Returning to
the page will automatically display the results of your last filter. Please note that
search strings entered in the open Search box are not preserved when navigating
away.

When a Sidecar module (e.g. Contacts, Leads, Tasks) is selected from the Related
options, you have the option to filter the related subpanels further using one of the
available options (e.g. My Favorites, Recently Created). Please note that you can
also create custom filters for related Sidecar modules. Once the related module
(e.g. Contacts) is selected, either click the Filter option and select "Create" or click
"Create" to the right of the Filter option. For more information on creating a
related records filter, please refer to the Creating a Related Records Filter section
of the Search documentation.

[ ey [ e =
co CONTACTS (5] * Create + -

+ All Contacts

Name State Email

14
L 14

My Contacts

Eve Albrigl NY hr46@example.cc @
My Favorites

Ocie Crosi co NY phone50@examp @
Recently Created

DS R

Marybelle NY ga.info@example @&
Recently Viewed

A RA et T [t s [NV o NN R o~

Reordering Subpanels

Users can easily move subpanels to a new location on the record view by dragging
and dropping the subpanel's header. The new subpanel order will remain for a
user upon subsequent visits to the module until the user's browser cache is
cleared.

Refreshing Subpanels

To refresh the results of a filtered or unfiltered subpanel view, simply click on the
Refresh button to the right of the search box. This will reset the current view of
expanded subpanels with the most current results that match your search and
filter criteria. Please note that subpanel results in a collapsed state are not
affected by the Refresh button.
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Show more... w
Related - m Filter

Q
0
[C]

Activity Stream

The record view's activity stream displays user posts and record posts specific to
the individual module record. To view the record's activity stream, simply click the
Activity Stream button below the record's fields. Users can view all posts in the
record view's activity stream even if they do not follow the record in Sugar. Please
note that you must follow the record if you wish to view the record view posts via
the Home page or List View activity stream. For more information on how to add
posts to the activity stream, please refer to the Activity Streams documentation.
You can add comments to posts by clicking the Comment button to the far right of
each post, entering your comment, then clicking "Reply". You can also preview the
record referenced in the record post by clicking the Preview button. The activity
stream can also be filtered to only display certain messages (e.g. Messages for
Create, Messages for Update) by clicking "Filter" above the post input box then
selecting the desired message type.

Show more... Activity Stream

O ccouns | TR At civiysveam ] o |

Type a note or drag and drop an attachment. Type @ to mention a user. Type # to reference a record. D
Linked 48 month Service - 90 Units - 647 Renewal to Anytime Air Support Inc.

op v PP o

Administrator on 2020-03-25 10:19

Note: Sugar's activity streams are disabled by default, but administrators can
globally enable the functionality based on their organization's needs. For more
information, refer to the System documentation in the Administration Guide.

Dashboards

To the right of record views, the intelligence pane displays dashboards when not
displaying a related record preview. Dashboards are sets of dashlets configured for
the specific record view to display useful Sugar data. An out-of-the-box default
dashboard will likely be initially displayed on your record view intelligence pane.
Sugar admins are able to create and push custom default dashboards to your
views. You may also create personal dashboards using the dashlets and
configurations that best suit your business needs. All dashboards can also be
shared with teams of users who can then pull the dashboards to their views as
desired. Ensure the intelligence pane is expanded using the Arrow icon at the top
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right of the record view. For more information, refer to the Dashboards and

Dashlets documentation.

AC  Jungle Systems Inc ¢ < > m Accounts Record Dashboard E
Website  http://www... Industry  Retail . .
P Opportunity Metrics
+ Member of Type Customer
Business Cent... + Service Level Won
Assigned to Max Jensen Office Phone (108) 624-5... 7
+ Tags
Active
Billing Address 777 West Shipping Addr... 777 West
Filmore Ln Filmore Ln 2 0 5
Santa Fe, CA Santa Fe, CA
84915 84915 $1\;IV,041 |_$0t $i\2t,.022
USA USA on OS! ctive

Tile View

For cases, tasks, leads, and opportunities, a unique tile view is available that
displays records in an intuitive drag-and-drop interface. To access tile view,
navigate to the Cases, Tasks, Leads, or Opportunities list view and click on the Tile
View icon next to the search bar.

‘ - Accounts ¥  Contacts ¥  Opportunities v  Leads :
Tasks (20 of 21+)
Tile View
Filter » @ o
Subject 4 Contact o
"] t%  Send local user group information Astrid Crabill @ v

New records can be created from the tile view by clicking the Create button on the
upper right. You can also edit any records displayed in the tile view by clicking the
record's name/subject link within the tile or by dragging a tile from one column to
another to change its stage, status, or expected close date depending on the
current layout. For information on configuring Tile View layouts, refer to the Tile
View Settings documentation in the Administration Guide.
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’ v Accounts ¥  Contacts ¥  Opportunities v Tasks v § m ”?\ v o
;

Tasks by Status m z::)
Filter ~ @

IQ

Send local user group infor... Send literature Setup evaluation Close out support request
June Arends Hal Archambeault Aurelio Galang Linnie Bondi
2020-10-17 05:45 2020-07-24 08:30 2021-05-31 01:00 X-Sell Holdings
2021-04-09 10:30
Make travel arrangements Send a letter Send literature
Justa Montesino Lashonda Hannum Isis Arvizu Make travel arrangements
2020-11-23 03:45 Kaos Trading Ltd 2020-10-12 10:45 Annamarie Pickel
2021-02-24 08:15 2020-08-31 10:00
Add to mailing list Send local user group infor...
Felisha Kozlowski Send a letter Ling Mapp Send quote
2021-03-28 05:30 Rebekah Parra 2021-01-27 01:30 Ronna Mccluney
2021-02-28 09:30 2020-09-08 03:45
Add to mailing list
Escalate support request Horace Dillion Assemble catalogs
2021-01-14 10:00 Bradford Morrissey 2020-08-17 05:00 Gertrude Schneiderman

2021-05-26 10:15 2021-03-14 00:45

Working With Records in Tile View

Tile view offers users an alternative way to view and interact with cases, tasks,
leads, and opportunities. In the tile view, records will be grouped in vertical
columns that represent the record stages or the group-by option configured by
your administrator. For opportunity records, users can toggle between two group-
by options because there is an always-on "Opportunities by Time" option. For more
information on using tile view with opportunities, refer to the Opportunities
documentation.

To further refine the tile view, users can filter the visible tiles by utilizing the
standard Sugar filter options. Simply create or select a stock or saved custom filter
(e.g., My Favorites, My Team's High-Value Opps) and the tile view display will
update in real-time. If a filter (e.g. saved, ad-hoc) has already been applied to the
module's list view (e.g. Opportunities), then that same filter will be automatically
applied to the tile view and vice versa. Please note that the filter will continue to
apply as you toggle between the tile view tabs, switch between the module's list
view and tile view, navigate away from the module and then return again, or close
your browser tab then return to the module again in a new tab. You can also use
the search bar to refine the display by a keyword or phrase. For more information
on using filters, refer to the List View Filters section of this page.
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Opportunities by Time  Opportunities by Lead Source |

Filter v m draft
August 2019 September 2019 October 2019 November 2019
Draft Diversified Energy Inc -. Draft Diversified Energy Inc -...
Draft Diversified Energy Inc Draft Diversified Energy Inc
2019-08-20 2019-10-21
$13,020.19 Existing Business

$4,712.37
Draft Diversified Energy Inc -...
Draft Diversified Energy Inc
2019-08-26
New Business
$7,807.39

Note: The yellow highlighting in this image has been added for effect and will not
appear in the application.

Click and drag a tile from one column to another to change its stage, status, or
expected close date depending on the current layout. As an example, the following
screenshot illustrates how to change the expected close date of an opportunity
from a day in August 2020 to the last day of September 2020. Simply click on the
tile and drag it into the appropriate column:

we— p— m-
Opportunities by Time  Opportunities by Sales Stage
Expected Close Date v is between v Startdate  2020-06-01 i -
End date ~ 2020-08-31 =

Reset  Cancel

M juy2020  faugust2020 | september2020

6 month Service - 98 Units Nelson Inc - 229 Units
Jungle Systems Inc Nelson Inc
2020-06-02 2020-07-31 2020-08-31 Q
$439.96 $6,404.43 $9,494.61
48 month Service - 90 Units 1 year Service - 168 Units
Tortoise Corp EEE Endowments LTD Jungle Systems Inc - 288 Units
2020-06-01 2020-07-28
Jungle Systems Inc
$984.00 $7,923.15

2020-08-05

For opportunities with multiple revenue line items, the expected close date will
change for all of the open related line items. For more information on using tile
view with Revenue Line Items enabled, refer to the Opportunities documentation.

The tile view's filter Refresh button which appears to the right of the search box
allows the user to quickly reapply filters after making changes to the displayed
records without having to reload the browser. Simply click on the Refresh button
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to bring the tile view up-to-date with the most recent edits. In the image above, the
tile view is filtered to only display records with expected close dates between June
2020 and August 2020, so once you drag the tile from "August 2020" to
"September 2020" and click the Refresh button, the September 2020 column will
no longer display any records.

Intelligence Pane

Intelligence panes display on list views, record views, and to the right of the Home
page activity stream. They provide users with valuable record information via
dashboards as well as showing previews of Sugar records.

Dashboards

Most intelligence panes have out-of-the-box default dashboards with a set of
commonly used dashlets. Admin users may also have created default dashboards
that are pushed to teams of users. In addition, individual users can create their
own personal dashboards with whichever dashlets they wish to use. Any dashboard
can also be shared with additional teams who can then pull the dashboard into
their intelligence panes for use.

Please refer to the Dashboards and Dashlets documentation for in-depth
documentation about using dashboards as well as information about commonly
used dashlets.

Previews

Users can preview a record's details by clicking the Preview icon to the far right of
a record's row or activity stream post. The preview appears in the intelligence
pane to the right of the Home page's activity stream and on list views and record
views. The preview displays the fields that have been configured by your
Administrator in Studio > Layouts > Preview View and the record's most recent
activity stream entries. For more information on editing preview layouts, please
refer to the Studio documentation.

Viewing Previews
There are various options available for viewing previews in Sugar including via the

list view, record view, and activity stream. Previewing allows users to easily view
key information regarding a record directly from the intelligence pane without
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navigating away from the current page. Users can mark a record to follow or
unfollow via the preview by clicking the Follow or Unfollow button within the
record's details. Clicking the hyperlinks (e.g. account name, website, email
address) within the preview allows you to access the record view, external
company website, compose email, etc.

Note: Hovering over certain links to Sugar records (e.g. A linked Account name) in
the intelligence pane will display a Focus icon. Clicking the icon will reveal a Focus
Drawer dashboard displaying a 360-degree view of the linked record through a set
of dashlets. For more information on focus drawers, refer to the Focus

Drawer section of this documentation.

a 1 2. 4+

“h

Preview # < ? x

Name

Co Jane Greene

Title
Marketing Manager

Mobile
(888) 862-5837

Department
Marketing

Do Not Call

Account Name

Smith & Sons

Previewing From List Views

Users can view a record's topmost fields directly from the module's list view by
clicking the Preview icon to the far right of each account's row. The intelligence
pane will display the record's details with key information regarding the record as
well as any related activity stream information.
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Accounts (20 of 21+) Preview ¢ < > x

TR Create| o o) Name

AC Spend Thrift Inc

Name ¢ City 4 BillingCountry &  Phone $  User &
'www.sectionphone.cn
¢ | Anytime Air Support Inc Salt Lake City USA (806) 130-2861 SallyBrc @ ¥
dustry
Y  ABCIncorporated Adminis @& v Transportation
Y¢  Spend Thrift Inc Alabama USA (094) 158-0575 Sarah Sr Member of
e Anytime Air Support Inc

Pig Tortoise Corp San Mateo USA (811) 833-6547 JimBren @& ¥

Type
hAd Income Free Investing LP Cupertino USA (243) 265-4805 ChrisOll @ « Customer

Business Center Name
b Jungle Systems Inc Santa Fe USA (108) 624-5252 MaxJen: @& w
Y¢ | Smith &Sons Santa Monica USA (603) 183-0316 SarahsSr @ +« Service Level

Tier 1
b Dirt Mining Ltd St. Petersburg USA (603) 995-6451 ChrisOll @

Assigned to
¥ X-Sell Holdings Kansas City USA (440)255-3199  MaxJen: @ ~ Sarah Smith
¥ King Software Inc Kansas City USA (589)685-0571  ChrisOll @ v Office Phone

(094) 158-0575
Y  Kaos Trading Ltd Salt Lake City USA (541)447-5124 ChrisOll @ « Tags
Pd Powell Funding San Mateo USA (704) 715-0424 SarahSr @

Show more..
w T-Squared Techs Santa Monica USA (407)916-1389 ChrisOll @ +
w P Piper & Sons San Jose USA (970) 970-7433 WillWes @& +«

Updated Parent Account ID, Service Level on Spend
* Max Holdings Ltd San Mateo USA (223) 029-4029 WillWes @& w e Thrift Inc.
Administrator on 2020-03-25 11:26

* | L.KM. Corp (HA) Santa Monica USA (633) 675-5469 limBren @ «

Previewing From Record View

Users can also view a record's details from the module's record view by clicking
the Preview icon to the far right of each record row in the subpanel. The
intelligence pane will display the record's details with key information regarding
the record as well as any related activity stream information.
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Ac  Spend ThriftInc % < > m Preview ¢ > x

Website http://www.sectionphone.cn Industry Transportation Name
Co Justa Montesino
Member of  Anytime Air Support Inc Type  Customer :
Title
VP Operations

<+ Business ... Service Level Tier 1

Assignedto  Sarah Smith Office Phone  (094) 158-0575
Depafment
Show more...
Related - () Fiter cBo ount Name
end Thrift Inc
Cl CALLS (1) + - .
usiness Center Name
Me MEETINGS (5) + -
Email Address
s TASKS (1) + @ qa.beans@example.it S
sales.sugar.info@example.de
Nt NOTES (1) + Tags
Ly sean Ysponser
+
Show more...
Em EMAILS (3) +
Co CONTACTS (5) +
Name ¢ City & State 4 Email ¢ Offic
pAg Justa Montesino Sunnyvale CA sales.sugar.info@exam... (326 v
w Terina Crepeau Denver CA sugar.hr.support@exa... 912 @ ~

Previewing From Activity Streams

In addition, you can also preview the record referenced in activity stream posts
from the Home page, list view, and record view activity stream by clicking the
Preview button to the right of each post. Please note that preview is only available
for Create, Update, Relate, and Un-relate-type posts in the activity stream. For
more information about previewing activity stream posts, please refer to the
Previewing Posts section of the Activity Streams documentation.

Note: Sugar's activity streams are disabled by default, but administrators can
globally enable the functionality based on their organization's needs. For more
information, refer to the System documentation in the Administration Guide.

The intelligence pane displays the topmost fields from the module's record view
and the record's most recent activity stream entries.
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Ac  Anytime Air Support Inc  ¥¢

Website

+ Member of

+ Business ...

http://www.devegan.tw Industry
Type
+ Service L...

Office Phone

Assignedto  Sally Bronsen

Show more...

VRSN i QTR Al Activity Stream

Type a note or drag and drop an attachment. Type @ to mention a user. Type # to reference a record.

Op
Administrator on 2020-03-25 10:19

Previewing From Global Search

Utilities

Customer

(806) 130-2861

Linked 48 month Service - 90 Units - 647 Renewal to Anytime Air Support Inc.

Preview ¢

o) Opportunity Name
P 48 month Service - 90 Units - 647 Renewal
Renewal

March, 2024 Renewal

Account Name
Anytime Air Support Inc

ted Close Date

$984.00

Worst
$984.00

Tags

Status

Users can view a record's details directly from the View All Results page for Global
Search by clicking the Preview icon to the far right of each record's row. The
intelligence pane displays the topmost fields from the module's record view and
the record's most recent activity stream entries. For more information on
previewing via the View All Results page, please refer to the Search

documentation.

Search Results for: "Nelson" (20 of 27)

Nelson Canales

Co

Primary Email: vegan.section.support@example.us
RL Nelson Inc

Expected Close Date: 2019-05-11
RL Nelson Inc

Expected Close Date: 2020-03-26
RL Nelson Inc

Expected Close Date: 2020-04-26
RL Nelson Inc

Expected Close Date: 2020-01-05
RL Nelson Inc

Expected Close Date: 2020-01-13
RL Nelson Inc

Expected Close Date: 2020-03-11
RL Nelson Inc

Expected Close Date: 2020-04-24

Show More

Preview
Name
m Co Nelson Canales
Title
@ IT Developer
Mobile
(634) 670-8090
@
Department
@ Do Not Call
@ Account Name
Nelson Inc
Business Center Name
@

Email Address
a.info@example.it
® 2 yexamp %
vegan.section.support@example.us

Tags

o CDEDED

Show more...

In the preview, Sugar displays the topmost fields from the module's record view.
To view all of the fields that are on the record view, click "Show more...". Please
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note that administrators can configure what fields appear on the business card
panel via Admin > Studio > Layouts > Record View. For more information on
editing layouts, please refer to the Studio documentation.

Preview > x

MName
Nelson Canales

Co

Title
IT Developer

Mobile
(634) 670-8090

Department
Do Not Call

Account Name
Nelson Inc

Business Center Name
Email Address

@ qa.info@example.it 9
vegan.section.support@example.us

Tags

Previewing a Record's Activity Stream

When previewing a record via the intelligence pane, you can also view any related
activity stream posts which will appear below the record's detail. Please note that
you cannot create new posts or comment on posts via the activity stream when
previewing a record. For more information on creating posts and commenting on
posts, please refer to the Activity Streams documentation.
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Preview & £ 2> x

Name

AC Spend Thrift Inc

Website
http:/fwww.sectionphone.cn

Industry
Transportation

Member of
Anytime Air Support Inc

Type
Customer

Business Center Name
Service Level
Tier 1

Assigned to
Sarah Smith

Office Phone
(094) 158-0575

Tags

Show mare.

Updated Parent Account ID, Service Level on Spend
C Thrift Inc.

Administrator on 2020-03-25 11:26

Note: Sugar's activity streams are disabled by default, but administrators can
globally enable the functionality based on their organization's needs. For more
information, refer to the System documentation in the Administration Guide.

Previewing Next and Previous Records

Above a previewed record in the intelligence pane, there is a Left and Right arrow
button that allows you to scroll through the next and previous records. Clicking the
Left arrow button displays the previous record's preview while clicking the Right
arrow button displays the next record's preview. When previewing from the
module's list view, you can scroll through the list view's current search results.
When previewing a related module record from a module's record view, you can
scroll through the list of related records in the specific subpanel.

Preview ¢ E x

Name

Ac Spend Thrift Inc

Website
http://www.sectionphone.cn

Closing a Preview
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If you no longer wish to preview the records, you can simply close the preview by
clicking the "X" on the upper right of the intelligence pane. Please note that the
dashboard view will display again on the intelligence pane once you close the
preview.

Preview ¢ < > E

A Name
5 Spend Thrift Inc

Website
http://www.sectionphone.cn

Focus Drawer

When hovering over most links to Sugar records (e.g. A linked Account name or
Case subject) across Sidecar modules, a Focus icon will appear to the right of the
link. Clicking the icon will open a Focus Drawer dashboard displaying a
360-degree view of the linked record through a set of dashlets containing relevant
information such as the record's related records, past interactions, purchase
history, and active subscriptions. Please note that the out-of-the-box default
dashboard contains a set of pre-defined dashlets which can be configured by the
dashboard owner and system admin users. For more information on out-of-the-box
default dashboards, refer to the Dashboards and Dashlets documentation. The
Focus icon only appears for links to Sidecar module records (e.g. Accounts) that
have a stock Focus Drawer dashboard. Please note that the Focus icon will not
appear if you do not belong to one of the designated teams for the linked module's
Focus Drawer dashboard or if you are restricted from accessing the particular
module linked to the dashboard based on your assigned role. For more information
on managing dashboards, refer to the Dashboards and Dashlets documentation.
Please note that Focus Drawer dashboards cannot be duplicated or deleted, and
you cannot create new Focus Drawer dashboards.

The Focus icon appears for links to Sugar records residing in the following views:

e List view and record view for supported Sidecar modules

e Record previews in intelligence panes

e Related record subpanels

e Supported dashlets on the Home page, List View, Record View, and Focus
Drawer dashboards

The dashlets in the Focus Drawer dashboard allow users to view and obtain
pertinent information related to the record without having to navigate away from
the current view. Please note that the dashlets displayed in the dashboard will vary
between each Sidecar module's focus drawer dashboard. Some common dashlets
that can appear in the dashboard are: Record View dashlet, Interactions dashlet,
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Active Subscriptions dashlet, Purchase History dashlet, and Comment L.og dashlet.
For more information on other commonly used dashlets, refer to the Dashboards
and Dashlets documentation. Please note that the dashboard owner and system
admin users have the ability to edit the dashlets, delete the dashlets, add
additional dashlets, as well as rearrange the dashlets within the dashboard. To
close the focus drawer, simply click the X icon at the top left of the drawer or press
your Escape (esc) key.

s v Accounts v  Contacts ¥  Opportunities v Leads v  Calendar v Reports ¥ Quotes v Documents v  Emails v § Q o @’ 7 + ‘
o
My Activities Dashboard E . ;
y Ac  Smallville Resources Inc ~ Interactions + A
This Account Cases Meetings Calls Discuss review process v
My Scheduled Meetings L Not Held in 6 months
Not Held 6 mon
Name ¢ Title ¢ AccountName s
Subject % Related to e Follow up call v
Annett Gobert @ Mgr Operations Smallville Resources Inc lanned n 4 days
Review needs Smallville Resou... @
Review needs v
Initial discussion Underwater Mining ... ﬁ lanned in ours
Initial discussion SuperG Tech @ Di .
e iscuss review process v
fe 3 days ago
Follow-up on proposal Underwater Mining ... “e ‘ £
More m . . L.
7 Purchase History ~ Active Subscriptions -
1 year service, quantity 20 in ayear
Sort  Date (Last Purch.
My Scheduled Calls o PSR T o ssoc0000 —
Subject % Related to 1 year service Twv
2020-12-14 - 2021-12-13 ant 20 otal $50,000.00
Welcome call Air Safety Inc
Follow up call Smallville Resources I... Widget Tv
2020-12-10 Quar 1 tal $266.50
Get more information ...  SuperG Tech

While the focus drawer is open, you can click a different Focus icon in the view
(e.g. Home page dashboard) displayed in the background to quickly switch the
contents of the drawer and view key details related to other records (e.g. SuperG
Tech). You can also click the Focus icon from within the Focus Drawer dashboard
to look at the record's related records (e.g. contacts) and continue drilling into
other related records all from a single drawer.

Editing Records

Records may be edited at any time to modify or add information. Edits can be
made via record view or list view as detailed below. For instructions on how to edit
the various field types, please refer to the Field Types section.

Please note that your ability to edit records in Sugar may be restricted by a role.
For more information, please refer to the Role Management documentation. Check
with your system administrator if you do not see the edit options.
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Editing Inline via Record View

Users can edit individual fields in record view without entering the full edit mode
by clicking the field name or value. If a field that supports inline editing is not
empty, a pencil icon appears when you hover over it. If the field is empty, the
field's label is displayed as a clickable pill with a plus (+) icon next to it. You can
click on the pencil or pill to begin editing the field. After entering your desired
values, click "Save" to preserve your changes to one or several fields.

Ac  Jungle Systems Inc m
Webswte http://www.infovegan.edu Industry  Retail
+ Member of + Type

Editing via Record View

You can edit many fields at once via the record view by clicking the Edit button on
the upper right of the page. Once the record view layout is editable, update the
necessary fields, then click "Save" to preserve your changes.

Ac  ABCIncorporated > @
Website  http://www.abcinc.... Industry  Communications

Editing Inline via Subpanels

Beneath the record's fields are subpanels containing related records from various
modules. You can edit individual fields (e.g. Email, Office Phone) for records
directly within the subpanel without entering the full edit mode. Simply click the
Actions menu to the far right of the record's row and select "Edit".

Co CONTACTS (5) + -
Name & City 4 State 4 Email $ Offic
w Justa Montesino Sunnyvale CA sales.sugar.info@exam... (326 @ ~
P Terina Crepeau Denver CA sugar.hr.support@exa... 912 @ E
P Xochitl Brunetti San Mateo CA phone.hr@exa
w Britney Stoltenberg Sunnyvale CA dev.dev.im@ex: Unlink
hid Paula Constable Cupertino CA dev.beans@example.org (126 @

The fields on the record's row will become editable and allow users to type or
select a new value. You can click the double arrow icon on the upper right of the
page to expand the subpanel list view's width to make editing easier. Click "Save
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to preserve your changes.

Editing Inline via List View

You can also edit individual fields on a module's list view without entering the full
edit mode. Click the Record Actions menu to the far right of the record's row and
select "Edit".

Y¥  Anytime Air Support Inc Salt Lake City USA (806) 130-2861 SallyBrc @ w
P ABC Incorporated Adminis @ w
P d Spend Thrift Inc Alabama USA (094) 158-0575 Sarah Sr @ E
Y¢  Tortoise Corp San Mateo USA 811) 833-
Y%  Income Free Investing LP Cupertino USA (243) 265-¢ Follow

w

Jungle Systems Inc Santa Fe USA (108) 624-¢ Delete

The fields on the record's row will become editable and allow users to type or
select a new value. You can click the double arrow icon on the upper right of the
page to expand the list view's width to make editing easier. Click "Save" to
preserve your changes. After saving, please refresh the page to have any list view
filters be applied to the new record's values.

Note: Text area fields are not inline editable from list views.

Editing via Preview

Users have the option to edit fields directly in a record's preview when previewing
from the module's list view or related-record subpanel. Please note that the
preview edit feature is enabled by default, but administrators can disable this
feature via Admin > System Settings based on their organization's needs.

To edit a record via the list view preview, navigate to a module's list view and click
the Preview button to the far right of a record's row in order to open the preview.
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‘v Accounts w  Contacts ¥  Opportunities v Leads v Calendar v Reports v § S Q 1 0 v +
S

Accounts (20 of 21+) Previe cancel NS
Fiter - (Y Search by name z e
Jungle Systems Inc I
Name ¢ City 4 Billing Country & Phone * &
ebsite
Y¢ | Income Free Investing LP Cupertino USA (243) 265-4805 @ http://www.infovegan.edu
¢  Jungle Systems Inc Santa Fe USA (108) 624-5252 I @ ’ v Industry
Retail X v
P Smith & Sons Santa Monica USA (603) 183-0316 @ v
Member of
Y¢  Dirt Mining Ltd St. Petersburg USA (603) 995-6451 @ v -
Y%  Anytime Air Support Inc Salt Lake City USA (806) 130-2861 @ v Type
¥¢  X-Sell Holdings Kansas City USA (440) 255-3199 ® - Customer X
) ¥¢  King Software Inc Kansas City USA (589) 685-0571 ® - Business Center Name
Pid Spend Thrift Inc Alabama USA (094) 158-0575 @ v \

To edit a record via the subpanel preview, navigate to a module's record view,
scroll down to the subpanel area beneath the record's details, and click the
Preview button to the far right of the desired record's row to open the preview.

Ac Jungle Systems Inc  ¥¢ < > m Previe Cancel m

) . . Name
Website http://www.infovegan.edu Industry Retail +
Ms. x v
+ Member of Type Customer Dwana
’ Motz
+ Business ... + Service L...
Title
Assigned to Max Jensen Office Phone (108) 624-5252 Senior Product Manager
+ Tags Mobile
(354) 524-6467
Show more... Department
Product Development
Retated ~ () Fitter reh o °
Do Not Call
Co CONTACTS (5) bl B
Name s City 4  State 4+ Email s 0 /. Account Name
Jungle Systems Inc x v
Pk Ms. Dwana Motz Salt Lake City CA info.sales.phone@ex... (8 v
Business Center Name
w Cari Galang Santa Monica CA vegan.hr.hr@exampl... (4 @& «

To edit the record's fields, simply click the pencil icon in the Preview header. The
fields on the record's preview will become editable and allow you to type or select
a new value. Click "Save" to preserve your changes.

Editing via Tile View

For the Cases, Tasks, Leads, and Opportunities modules, a unique tile view is
available that displays records in an intuitive drag-and-drop interface. Users have
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the option to edit any records displayed in the tile view by dragging and dropping
tiles among columns or by clicking the record's name/subject link within the tile.
Clicking the tile will open the record view layout where you can update the
necessary fields then click "Save" to preserve the changes. For more information
on how to use tile view, refer to the Tile View section of this page.

‘ v Accounts v  Contacts ¥  Opportunites v Leads v Cases v i ’f‘?‘ h +
g

Cases by Status m B
Filter m =

I |

Having trouble adding new it... I System not responding I Having trouble adding new it... Warning message when usin...
SuperG Tech Tortoise Corp Calm Sailing Inc Overhead & Underfoot Ltd.

Low High Medium Medium

System not responding Warning message when usin... Warning message when usin... Having trouble adding new it...
Tortoise Corp Overhead & Underfoot Ltd. SuperG Tech Cloud Cover Trust

High Low Medium Low

Mass Editing via List View

Mass Updating allows you to apply the same changes to multiple records at once.
Administrator users or users with developer-type role access can control which
fields are available during mass update via Admin > Studio. Fields with the
following data types can be made available for mass updating:

e Checkbox
e Date

e Datetime
e Decimal

e Dropdown
e Encrypt

¢ Float

e Iframe

e Integer

e Multiselect
e Phone

e Radio

¢ Relate

e Text

e URL

For more information on configuring the mass update fields, please refer to the
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Studio documentation. After using list view search to locate the desired records,
you can choose individual records or use the Select All option to modify all of the
current results. Using the Select All option will allow you to update up to 1000
records at a time. If you wish to update more than 1000 records or update a
specific group of records from the list view, use filters to perform the updates in
smaller batches.

Please note that your ability to mass update may be restricted by a role. For more
information on roles, please refer to the Role Management documentation. Check
with your system administrator if you do not see the Mass Update option.

The following steps cover mass updating account records as an example:

1. Navigate to the Accounts list view by clicking the Accounts module tab.
2. Use the list view's list view search to identify accounts you wish to modify.
3. Select the desired accounts then choose "Mass Update" from the Actions

menu.
B Mame ¥ City # | Billing Country %
Emai Salt Lake City  USA
Mass Update House  Los Angeles USA

Recalculate Values

Chio LUSA

Add To Target List
= g Inc Persistance UsSA

Merge )

Salt Lake City UsA
Delete

St Petershurg  USA
Export

- S Kansas City 54

% Anytime Air Support Inc  Kansas City s
ir  ABC Company San Francisco  USA

4. The Mass Update panel will appear below the search bar. Set values for the
field(s) you wish to alter. The following options may be available in the
Mass Update panel:

o Add Row/Remove Row: To mass update several fields at once,
click the plus icon to the right of the row.

o Append {Field}(s): When mass updating a field that may contain
multiple values (e.g. Tags, Teams), Sugar will display a checkbox
labeled "Append {field}(s)", where {field} is the name of the field
you have selected. This option is enabled by default to prevent loss
of data by adding the new values to any existing data in the updated
field. Disable the checkbox if you prefer to overwrite any existing
data in the updated field.
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Mass Update Cancel

Tags - [B2ppend Tagrs)
o These additional options appear when mass updating the Teams
field:

= Set as Primary Team: Use the star icons to specify which
team, if any, should be set as the primary team on the
updated records. A primary designation is required when
the Append Team(s) option is disabled.

= Add Team/Remove Team: Specify multiple teams by using
the plus and minus icons adjacent to the Team selection

field.

Mass Update
* ppend Team(s)

+[[="+]

5. Click "Update" to save the changes to all of the selected account records.

Set as Primary Team

Teams - Global -

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 for more information.

Deleting Records

If a record is invalid or should no longer appear in your organization's instance, it
may be deleted from either the record view or list view. Deleting via the record
view allows you to delete the current record while the list view allows for deleting
one or more records at a time. Deleting a record will not delete its related records
and will only remove the relationship, so you may wish to also delete any related
records to avoid orphaned records.

Please note that your ability to delete accounts in Sugar may be restricted by a
role. For more information on roles, please refer to the Role Management
documentation. Check with your system administrator if you do not see the Delete
options.

Deleting via Record View
The following steps cover deleting an account via record view as an example:

1. Navigate to an account's record view.
2. Select "Delete" from the Actions menu.
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Ac  Spend ThriftInc t¢ Q m

Share

Website http://www.sectionphone.cn Industry  Transportation

Find Duplicates

Member of ~ Anytime Air Support Inc Type Customer
Copy

+ Business ... Service Level  Tier 1 Historical Summary

Assignedto  Sarah Smith Office Phone  (094) 158-0575 View Audit Log

View Personal Info
e CEED

Delete

Show more...

3. A pop-up message will display asking for confirmation. Click "Confirm" to
proceed.

Deleting via List View
The following steps cover deleting an account via list view as an example:

1. Navigate to the Accounts list view by clicking the Accounts module tab.

2. Use the List View Search to find the Account record you wish to delete.

3. Click the Record Actions Menu to the far right of the record's row and
select "Delete".

Accounts (20 of 21+)

Filter v m = ®
Name $ City 4 Billing Country & Phone &  User o)

Y%  Anytime Air Support Inc Salt Lake City USA (806) 130-2861 SallyBrc @&
% | ABCIncorporated Adminis @& «
P d Spend Thrift Inc Alabama USA (094) 158-0575 SarahSr @ E
Y% | Tortoise Corp San Mateo USA (811) 833-¢ Edit
w Income Free Investing LP Cupertino USA (243) 265-¢ Follow
Y%  Jungle Systems Inc Santa Fe USA (108) 6244 Delete I

4. A pop-up message will display asking for confirmation. Click "Confirm" to
proceed.

Mass Deleting via List View

The following steps cover deleting one or more account records via the list view as
an example:

1. Navigate to the Accounts list view by clicking the Accounts module tab.
2. Use the List View Search to find the Account records you wish to delete.
3. Select the desired account records then choose "Delete" from the Actions
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menu.

Accounts (20 of 21+)

icr - (2D 4=k
E Name & City ¢ BilingCountry € Phone 4 User o)

Email sort Inc Salt Lake City USA (806) 130-2861 SallyBrc @ «w
Mass Update d Adminis @ v
Add To Target List Alabama UsA (094) 1580575  SarahSr @

Merge .
San Mateo USA (811) 833-6547 JimBren @& w

I Delete l
ting LP Cupertino USA (243) 265-4805 ChrisOll @ w
Export

o nc Santa Fe USA (108) 624-5252 MaxJen: @& =
Smith & Sons Santa Monica USA (603) 183-0316 SarahSr @& «
Dirt Mining Ltd St. Petersburg USA (603) 995-6451 ChrisOll @ =
X-Sell Holdings Kansas City USA (440) 255-3199 MaxJen: @& W
King Software Inc Kansas City USA (589) 685-0571 ChrisOll @ «
Kaos Trading Ltd Salt Lake City USA (541) 447-5124 ChrisOll @ «

4. A pop-up message will display asking for confirmation. Click "Confirm" to
proceed.

You can also use the Select All feature in the list view, which will allow you to
easily select the first 1000 records in the result set. If you wish to delete more than
1000 records or delete a specific group of records on the list view, please use the
filter option in list view search to perform the deletions in smaller batches.

Emailing Records

Sugar allows users to compose and send outbound emails to records which include
an Email Address field such as accounts, contacts, leads, and targets as well as any
custom person- or company-type modules which include an email address field.
The sections below cover the various ways to send emails to records. Accounts,
contacts, leads, and targets may also be emailed via campaigns; more information
about emailing these records via campaigns can be found on the respective
product guide pages.

Note: Before users can send email messages from Sugar, please complete the
required configurations described in the Emails documentation. The logged-in user
must have at least one outgoing email account successfully configured in the
Emails module.

Once an email is successfully sent by a method other than workflows or
campaigns, the email record will appear in the History dashlet and Emails
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subpanel on the record's record view. For more information on sending emails
from your own account, please refer to the Emails documentation.

Me MEETINGS (5) + - History +
Em EMAILS (3) + Last 30 Days - u -]
0 3 0

Status ¢ Date

<*

From Subject .
d Meetings Emails Calls

9 Demo
Chris Olliver, 7 days ago

P Sarah Smith Review needs Archived 2020-03-04 09:3 @ Demo
9 Chris Olliver, 7 days ago

hid Lashonda Hannum  Demo Archived 2020-02-09 11:4 @

hag Jeana Schimke Demo Archived 2020-02-10 07:1 @

s TASKS (1) + -

C} Review needs
Nt NOTES (1) + - Chris Olliver, 7 days ago

Emailing via List View

For modules that include an Email field, the Email option in the list view's mass
actions menu enables users to send an email message to one or more records at a
time from the module's list view. Simply select the desired record(s) from the list
view then choose "Email" from the list view Actions menu. The Compose Email
window will open allowing you to enter all relevant information (e.g. subject,
body). Please note that the email will be sent to the selected record's primary
email address on file.

The following steps cover composing and sending an email from the Accounts list
view as an example:

1. Navigate to the Accounts list view by clicking the Accounts module tab.

2. Find and select the accounts in the list view that you would like to send an
email to.

3. Choose "Email" from the Mass Actions menu.
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Filter = m
B MName

Email

Mass Update
Recalculate Values
Add To Target List
Merge

Delete

Export

—_— -

8|

] %

g

ABC Company

L]

House

E Inc

C

Anytime Air Support Inc

City =

Salt Lake City

Los Angeles

Chio

Persistance

Salt Lake City

St Petersburg

Kansas City

Kansas City

San Francisco

Billing Country &

UsA

USA

UsA

USA

UsA

USA

UsA

USA

USA

4. In the Compose Email window, enter the subject and body of the email
message, edit the recipient fields (optional), then click "Send".

After sending the message, the email record will appear in the Emails subpanel
and History dashlet of each related record.

Me MEETINGS (5)
Em EMAILS (3)

From Subject
Demo

P Lashonda Hannum

P Jeana Schimke Demo

4 Status

Archived

Archived

a
s

w l Sarah Smith Review needs

Archived

Ts  TASKS (1)

Nt NOTES (1)

Emailing via Quick Create

+ History +
+ Last 30 Days - u 1]
Date 0 3 0
Meetings Emails Calls
2020-02-09 11:4 @
9‘ Demo
2020-02-10 07:1 @ 4/ Chris Olliver, 7 days ago
2020-03-04 09:3] @ A\ Demo
(a, Chris Olliver, 7 days ago
+ -
ca Review needs
+ - Chris Olliver, 7 days ago
+ -

Quick Create provides an easy way to send an email from Sugar to the recipient
associated with the record you are viewing. Quick Create for email messages can
be accessed from the Quick Create menu on the navigation bar, from any Emails
subpanel, or by clicking on a linked email address in Sugar list views or record

views.

* Quick creating via Quick Create menu: Use "Compose Email" in the
Quick Create menu to relate a message to the record you are currently
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viewing and automatically populate the message's "To" field with the
record's name and primary email address. If you use the Compose Email
quick-create option from any other page, simply insert the desired
recipient(s) manually as explained in the Working With Recipient Fields
section of the Emails documentation.

a 1 2-1+

Y

Create Account

Create Contact

Create Case

Create Lead

Create Document

+
+
+
+ Create Opportunity
+
+
+

Compose Email

* Quick creating via email address: The Quick Create view will also open
if you click on a hyperlinked email address inside the Sugar application.
For example, email addresses displayed in list views, dashlets, intelligence
panes, and record views can be clicked to expose the Quick Create email
compose view pre-filled with the clicked email address.

o Quick create from an email address in list view:

Leads (20 of 21+)

Ficer - (0D c ngo
Name ¢ Status ¢ AccountName & OfficePhone €  Email $  User s L]
Pxd Bronwyn Leam... JBC Banking Inc (735) 349-0406 Chris Olliver . @ v
o Quick create from an email address on the record view:
Le  Bronwyn Leaman ¢ Unconverted >
Title VP Operations Mobile (905) 546-1378
+ Website Do Not Call
Account Na... JBC Banking Inc + Business ...

Email Addre... the19@...

* Quick creating via Emails subpanel: Click the Create (+) icon on the
Emails subpanel to compose an email to the record's primary email address
and automatically relate the message to the record you are viewing.

Note: Legacy modules contain an Activities subpanel instead of an Emails
subpanel.
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Me MEETINGS (4) + -

= EwAs 7]
From Subject & Status & Date m

]

w Jim Brennan Discuss pricing Archived 2020-03-07 10:0 @
w Piedad Fleagle Demo Archived 2020-03-04 09:3 @
hid Chris Olliver Review needs Archived 2020-02-11 01:0 @
hid Isaura Pfarr Review needs Archived 2020-03-08 06:0 @

To edit or override a default email recipient on Quick Create, click on the name
above the Subject field and the area will transform into the standard
From/To/Cc/Bcc form.

Compose Email Cancel  Save Draft =l

— Click on the recipient’s name
Sherrl Prel | e [to make the To field editable.]

o B 7 U & = = E

Font Sizes ~  Paragraph v Font Family ~

1]
il
Ml
b~}
4
|»
4

&
<
J

For more information on editing recipients, please refer to the Working With
Recipient Fields section of the Emails documentation.

Emailing via the Emails Module

Users can compose and send messages directly from the Emails module by clicking
the Compose Email button on the Emails list view or by selecting "Compose Email"
on the Emails module tab menu. This opens up the compose layout, which allows
you to enter all of the relevant information for the email.

Use the following steps to compose an email via the Emails module:

1. Click "Compose Email" on the Emails module list view or the Emails
module tab menu:

s v Accounts v EmailsE H Q 1 (f"\ v o
)
Accounts (20 of 21+) Create
4+ Create Archived Email
Fiter - (E0) o

= View Emails
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2. Enter appropriate values for the fields in the layout. All required fields are
marked as such and must be completed prior to saving.

3. Once the necessary information is entered, click "Send" to deliver the
message to the recipients specified in the To, CC, and BCC fields.
Alternatively, click "Save Draft" to navigate away from a message without
sending it. Email records in a draft state are only visible to the email's
assigned user and the administrator.

For more detailed information about sending email messages, please refer to the
Emails documentation.

Emailing via SugarBPM

SugarBPM is available to administrators and users with developer-type role
access. Process definitions created in SugarBPM may contain Send Message
events that include the ability to send emails to Sugar records that have an email
address. Send Message events utilize templates created in the Process Email
Templates module. Templates may include relevant data pulled from the record as
well as your organization's design and branding. For more information, please
refer to the Process Email Templates documentation.

Exporting Records

Exporting downloads all fields for the selected records to your computer as a .CSV
(comma-separated values) file. This may be useful when needing to use Sugar data
with other software such as Microsoft Excel or to update existing records by
exporting, making changes, then importing the altered records back into Sugar.
For more information on updating existing records via import, please refer to the
Import documentation. Due to PHP memory limitations on the server, there may be
occasions when the application times out while exporting a large number of
records. If you encounter an error when performing this action, we recommend
selecting the records in smaller batches.

Records may be exported from the module's list view by first locating and selecting
the checkboxes of the desired record. Then, select "Export" from the Mass Actions
menu. You can also export Rows and Columns-type reports if you wish to employ
more complex filter criteria and have greater control over which fields will be
included. For more information on exporting records, please refer to the Export
documentation.
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E Name

¥ City ¥ | Billing Country
Emai d 5an Francisco UsA
Mass Update st St Petersburg UsA

Add To Target List St. Petersburg USA,

Merge San Francisco UsA
Delete
c Kansas City UsA
Export
— Los Angeles (BTN
@] % John Smith and Co...  5an Francisco LUSA
@ | ¥¢ ABCCompany San Francisco UsA

Please note that your ability to export accounts from Sugar may be restricted by a
role. For more information, please refer to the Role Management documentation.
Check with your system administrator if you do not see the Export option.

Using Team-Based Permissions

In Sugar, teams are typically used to control which groups of users can access a
record. Using team-based permissions, however, an administrator may choose to
extend the purpose of teams to control who can perform certain operations on the
record (e.g. edit, delete). When enabled, regular users can use a record's Teams
field to grant access such as viewing, editing, exporting, importing, and deleting
permission to specific users or user groups.

An administrator must first enable team-based permissions and configure roles and
users for this feature. For more information, please refer to the Role Management
documentation. Once the roles are applied to users, any user who can edit the
Teams field in the enabled module can grant extra access to teams of users.

If you are not an administrator and you are not sure if team-based permissions are
enabled for a module, simply navigate to a record view, click "Edit", and look for a
lock button next to the Teams field:

Teams

[ Global -\n a
- *

a|l - +

If you do not see a lock button, reach out to your system's administrator to discuss
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whether team-based permissions are appropriate for your organization's business
needs.

Note: Legacy interface modules also support team-based permissions but use a
checkbox labeled "Selected" next to the Teams field to indicate whether or not the
team's members have extra access to the record.

Team-based permissions have no effect on users who have not been assigned to
roles that are configured with "Owner & Selected Teams" access. For more
information, please refer to the Record Operation Definitions section of this page.
For information on using team-based permissions on a record, please refer to the
Role Management documentation.

To grant extra access to a record for all members of a team who have role
permission, click the lock button next to the team's name. This will enable
additional permissions according to the guidelines in the table below. To control an
individual user's access to a record, add that user's private team to the record's
Teams field and then enable or disable additional permissions according to the
guidelines in the table below. Please note that extra access will only be granted to
users who have a role that restricts their access to "Owner & Selected Teams" as
described in the Role Management documentation.

Team Setting Appearance Button Description
Additional A black button with ﬂ Members of this
Permissions an open lock team have extra
Enabled access to this

record or fields
within the record
as controlled by
their roles

Additional A white button with | g Members of this
Permissions a closed lock team have no
Disabled additional team-

based permissions
as controlled by
their roles

In the following example, members of team East have standard team access to the
record (at a minimum, view permission), while Jim and members of team West
have view permission plus extra access to do things such as working with
restricted fields, and editing, deleting, and exporting the record. Note that a user
can be an explicit or implicit member of a selected team, and if they are part of
both a selected team and a non-selected team for a record, they will be granted the
extra access.
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Teams
West B -
- %

East

Jim Brennan - % -

Note: Changes made to the selected state of teams on an existing record are
audited in the record's audit log.

Locked Fields

Occasionally, you may see a lock icon (not to be confused with the Lock Button
used for team-based permissions) near one or more fields on a record in Sugar.
The lock icon indicates that the adjacent field is temporarily locked from editing
for all users. Locked fields occur as a result of SugarBPM settings that have been
configured by your system's administrator. When a record becomes involved in a
process that has locked fields, that record will respect those field locks until the
record is no longer participating in the process.

s v Accounts v  Emails v  Contacts v  Opportunities v Leads v Q 1 Q v o
/e Nam{e - Q Warning This record is participating in a tsR.. ~ &
| Anytime Air Support Inc process and may contain some locked fields. (LTS
E Website http://www.deveg... El”dusw Utilities Opportunity Metrics A D
Memb... - E Type Customer

Locked fields are enforced in Sugar for imports, mass updates, and record
merging. Please note that records containing one or more locked fields cannot be
edited via list view regardless of whether the locked fields appear in the list view's
columns. To edit the record's unlocked fields, you must navigate to the record
view, which you can do by clicking on the record's link in the alert box or as you
typically would in Sugar.
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s v Accounts ¥  Emails v  Contacts ¥  Opportunites v Leads ¥ Calendar v Reports v Quotes w

Warning Anytime Air Support Inc is

Accounts (20 of 21+) A participating in a process and may contain
some locked fields. To edit the record, click
Filter + here Anytime Air Support Inc.

Reset  Cancel D

Billing Country 4  Phone 4  User o]

Name City

Anytime Air Support Inc Salt Lake City USA (806) 130-2861 Sally Bron @&

ABC Incorporated | Edit |

Spend Thrift Inc Alabama USA (094) 158-05 Follow

I SR

Tortoise Corp San Mateo USA (811)833-65 Delete

Recalculating Calculated Values

Administrators or users or developer-level role access to a module may see an
additional option in the list view's Actions menu: "Recalculate Values". This option
appears only for modules that contain one or more calculated fields. For more
information on calculated fields, please refer to the Studio documentation.

This utility allows administrators to recalculate affected field values following the
addition or alteration of a calculated field in Studio. The mass actions menu option
allows you to recalculate field values for up to 1000 records at a time. To update
more than 1000 records, perform the recalculations in multiple batches as needed.

Note: This action will not appear unless the user is an administrator or has
developer-level access to the module and there is at least one calculated value in
that module. Please note that your ability to recalculate values may be restricted
by a role. For more information on roles, please refer to the Role Management
documentation. Check with your system administrator if you do not see the
Recalculate Values option.

The following steps cover recalculating values for records from the Accounts list
view as an example:

1. Navigate to the Accounts list view by clicking the Accounts module tab.

2. Use the list view's List View Search to identify accounts you wish to update.

3. Select the desired accounts then choose "Recalculate Values" from the
Actions menu.
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Accounts (20 of 21+) m

Filter = m - E O]
E Mame +  City %  Billing Country &
Emai San Francisco USA & -
Mass Update d San Francisco USA ® v
Recalculate Values 5t 5t. Petersburg USA @& -

Add To Target List

5t Petersburg USA @ -

Merge
c Kansas City UsA @& -

Delete
Los Angeles UsA & -

Export
— e i e 2D San Francisco USA @ -
@] Yy ABCCompany San Francisco USA & -
AR J.LK.M. Corp (HA) Kansas City USA @ -

Finding Duplicate Records

Between multiple users working in Sugar, importing new records, and converting
leads, it is possible for duplicate records to be accidentally put into the system.
Before creating a new record, the best practice is to first check that the record
does not already exist in Sugar. You can identify duplicate records for cleanup
using list view search from the module's list view.

Searching for records with similar names or other information can turn search into
a powerful, duplicates-finding tool. A wizard is also available for finding potential
duplicates and may be used as shown below. If duplicate records are detected, you
can perform a merge per the Merging Records section of this documentation.

Please note that your ability to use the Find Duplicates action may be restricted by
any role which prevents editing records. For more information on roles, please
refer to the Role Management documentation. Check with your system
administrator if you do not see the Find Duplicates option.

The following steps cover locating duplicate accounts using the Find Duplicates
option from the Accounts record view as an example:

1. Navigate to an account's record view.
2. Choose "Find Duplicates" from the Actions menu.
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Ac  Tri-State Medical Corp ¢ < >

Share

Website  http://www.hrbeans.de Industry  Governmer,

Find Duplicates I

+ Member of Type Customer
Copy

+ Business ... + Service L... Historical Summary

Assignedto  Sarah Smith Office Phone  (659) 867-7 View AuditLog
View Personal Info
Togs

Delete

Show more...

. Potential duplicate account records will be listed on the Find Duplicates
page. Select the duplicate record(s) you wish to merge then click "Merge
Duplicates".

o You can preview the duplicate record's details by clicking the
Preview button to the far right of the record's row.

o You can search for specific records from the Accounts list view if
you wish to check for more potential duplicates. For more
information on performing a search, please refer to the List View
Search section of this documentation.

o You can also click the Gear icon above the Preview button to change
the list of fields that display on the list view column headers.

Find Duplicates [l Merge Duplicates Preview x

. Name
Filter ~ A
LT @ C Tri-State Medical Corp

Name City Billing Country Phone @ )
ebsite

http://www.hrbeans.de
You have selected 1 records in the result set. Clear selections.
Industry

Tri-State Medical Corp Denver USA (659) 867-7620 Government

Once you click "Merge Duplicates", the merging process with the current record
will begin. For instructions on performing the merge that follows, please refer to
Steps 3-9 of the Merging via List View section of this documentation.

Merging Records

When duplicate records are identified in Sugar, you have the option to merge two
or more into a single record. Once the merge is complete, the duplicate record(s)
will be deleted, and the primary record will remain. Please note that all
relationships belonging to the duplicate records will be merged to the primary
record meaning that any calls, meetings, cases, etc. related to the duplicate
record(s) will automatically be related to the resulting, merged record.

Note: Date Created, Date Modified, and Password field types are not supported
when merging duplicate records in Sugar.

Merging via List View
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List View Search may be used to identify duplicate records by, for example,
searching for records with similar names. Once your search has identified
duplicates, you can merge them directly from the module's list view.

The following steps cover merging accounts via the list view as an example:

1. Use the list view's List View Search to identify duplicate accounts.
2. Possible duplicates will be displayed in the list view. Select the duplicate
record(s) that you wish to merge.
o Please note that up to five records may be merged at once in Sugar.
An error message ("Invalid number of records passed. The valid
range is from 2 to 5 records.") will appear if more than five records
are selected when attempting to perform a merge.

Accounts (3) Create
Filter = m abc company x = E O]
(/] B MName = City ¥  Billing Country %  Phone - &

Ema selected 3 records in the result set. Clear selections.

Mass Update

San Francisco USA {415) BOO-BBEE & -
Recalculate Values

San Francisco USA {415) BOD-BBEE &€ -
Add To Target List

San Francisco USA (415) 226-BBBE @ -

3. Select "Merge" from the Actions menu to display the Merging Records
page. The primary record's field values are displayed on the left while other
record's values are in columns to the right. For convenience, fields with
differing values will appear on the top of the list. Saving the merged
records will preserve only the field values marked with the radio button
into a single record.
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Merging 3 Records Cancel Preview x

Mame
ABC Company E* ABC Company
, Website
e @ http://www.abcco.com
Website
o http:/fwww.abi http:/fwww.abcc... http://www.abcc... ndustry
T Biotechnology
ype Custo... % = Customer © customer
- Member of
Office Phone o (415) BOD-8888 (415) B0O0-8888 (415) 226-8888
Billing Street
& 123 First 5t 123 First Street @ 123 First 5t Type
s Customer
Billing Postal Code O o1 95111 AT
Shipping Street Assigned to
PRing © 123Firstst 123 First Street 123 First 5t Mary Thompson
Shipping Ci )
pRIn City ©  san Francisco 5an Jose San Francisco Office Phone
o (415) 800-8888
Shipping Postal C.. Of o111 95111 94080
) Tags
Emall Address O s pport@abccob..
MName i -
© | ABC company ABC Company ABC Company Billing Address
123 First 5t

If 3 or more records are selected to be merged, an X icon will appear at the
top right of each record. Clicking the "X" will remove the record from the
merge process but will not delete the record.

4. To change which record is considered the primary, drag and drop the
Primary label on the top of a different column.

5. Review the field values in each column and click the radio button to the left
of the value that should appear on the final record. You can also manually
type or select a new value for any field as necessary.

o Note: Fields you do not have Edit access for cannot be edited on
the merging records page.

6. Preview what the final, merged record will contain as you work by clicking
the eye icon to display the preview in the Intelligence Pane.

7. Click "Save" once all fields you wish to appear on the single, merged record
have their radio buttons selected.

8. A pop-up message will display confirming that the duplicate record(s)
should be deleted. Click "Confirm" to proceed.

Viewing Record Historical Summaries

For modules that are related to activity records (e.g. calls, meetings, emails, notes,
and tasks), you can view quick details of the related activities via a record's
Historical Summary option. From the record view, simply select "Historical
Summary" in the Actions menu.
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Ac  Smith &Sons ¥ < m

Share
Website  http://www.phoneim.it Industry  Telecommt

Find Duplicates
+ Member of Type Customer

Copy
*+ Business ... + ServiceL... Historical Summary
Assignedto  Sarah Smith Office Phone  (603) 183-0, View Audit Log

View Personal Info

Delete

Show more...

The Historical Summary shows a digest of the following activity records that are
considered closed by virtue of their statuses:

Record Type Included Statuses
Calls Held, Canceled

Emails Sent, Received, Archived
Meetings Held, Canceled

Notes All notes

Tasks Completed, Deferred

Note: Calls and meetings with a Canceled status will display a status of "Not Held"
in the Historical Summary.

The Historical Summary page will display as a list view with each activity's type,
subject, status, description, etc. and allow you to click the activity's name to view
its full details. You can add additional fields by clicking the Column Selection icon
to the far right of the list view column headers. You can also preview the activity
record in the intelligence pane by clicking the Preview icon to the far right of each
record's row, providing key information as well as any activity stream information.
For more information on activity streams, please refer to the Activity Streams
documentation.

The Historical Summary list view provides the ability to reorder columns by
dragging and dropping the title of the column to the desired location. The new
column order will remain for a user upon subsequent visits to the module until the
user's browser cache is cleared. You can reset the column order to the default view
by clicking the Gear icon to the far right of the list view column headers and
selecting "Reset default view". Please note that this option only appears if the
current list view column order is different from the system's default column order.
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Users can also easily adjust the size of columns in the Historical Summary list view
per their viewing preference. Simply place your cursor on the column divider, and
when the Left-and-Right arrow appears, click and drag the column to the desired
size. The set column width will be preserved when you navigate away from the
page. Sugar will render the preferred column size across sessions until the user
removes or resets the relevant browser cookies. You can reset the column width to
the default size by clicking the Gear icon to the far right of the list view column
headers and selecting "Reset default widths". Please note that this option only
appears if at least one of the column widths in the Historical Summary list view is
different from the default column width.

Ac Historical Summary for Smith & Sons Preview x
T - . a - Subject
ype &  Subject $ Status Description Me .. .
Initial discussion
Me Demo Not Held Meeting to discuss project plan and hash out t... @ tatus
" N 9 a " Canceled
Me Initial discussion Not Held Meeting to discuss project plan and hash out t...
Start & End Date
Call Inf t | | . Will f .
Nt all Information The initial sales call went well. Will follow up wi @ 2020-11-17 03:30 - 04:00 (30 minutes)
Ts Arrange introduction Completed @ Repeat Type
Em Review needs Sent Important Meeting to discuss project plan and ... @
Location
Em Review needs Sent Important Meeting to discuss project plan and ... @
Em Demo Sent Important Meeting to discuss project plan and ... @ Description
Meeting to discuss project plan and hash out the
Em Discuss pricing Sent Important Meeting to discuss project plan and ... @ details of implementation

Meeting Type
Sugar

Related to
Smith & Sons

Viewing Record Audit Logs

Changes made to each record are tracked over time, and users are able to view the
history of changes via each record's audit log. To access the audit log, simply
navigate to the record view and select "View Audit Log" from the Actions menu.
Please note that the audit log only tracks changes to fields that are marked as
"Audit" via Admin > Studio. For more information on designating fields for audit,
refer to the Studio documentation. The list of fields currently marked for audit for
the module will appear at the bottom of each record's audit log page.
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Le  Lennie Johnstone Unconverted < >

Share

Title Director Sales Mobile (973) 992-3
Convert
+ Website Do Not Call
Manage Subscriptions
Account Na... Davenport Investing + Business ... Download vCard
Email Addre... section.... Find Duplicates
Copy
+ Tags
Historical Summary
Show more...
View Audit Log I
LR R it Y All Records View Personal Info o)

Delete

Once the audit log opens, the header will display the name of the current record to
better identify which record's audit log the user is viewing. Please note that the
header will just display "Audit Log" and not include the record's name if the user
does not have access to the record's name or the record's name is blank. Below the
header, the user can perform a search to retrieve log entries for specific fields
(e.g. Office Phone), old values, or new values.

I Audit Log for Lenniejohnstonel Close
|Fie|d 4% OldValue New Value Changed By 4% Source

Email Address section.phone@ex.“ admin

Team Id West admin

Assigned User sarah admin

The audit log contains the following fields:

Field Description

Field The name of the audited field that has a
change in value

Note: Only fields marked as "Audit" in
Admin > Studio will be displayed in the

audit log.

Old Value The old field value prior to the data
change

New Value The new field value after the data
change
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Changed By The Sugar user who made the data
change

Source The source (e.g. Sugar user, Web to
Lead form) from which each field
change originated

Note: The field may be blank if the
source is unknown.

Change Date The date the field change occurred

The rows of the audit log represent each time that an audited field is set or
changed, starting with values specified during the record's creation. In addition,
when any email address changes are captured in the audit log, the email audit icon
appears to the right of the email address which provides users access to the email
address audit log. For more information, refer to the Viewing Email Address Audit
Logs section below.

In addition to the old and new values of each field change, the time and source of
the change are recorded. When a user is directly responsible for the change,
whether by editing in Sugar or via an authenticated service such as Sugar's Plug-in
for Microsoft Outlook, the user will be specifically named. However, many non-
user entities are also responsible for record changes. Potential source values are
as follows:

SugarBPM
BWC Ul

Rest API

SOAP or v4 1 and older REST API
CLI

Cron Job

Logic Hook
Sugar Workflow
User

Web to Lead
Installer

Viewing Email Address Audit Logs

Email address audit log entries are generated for an email address whenever the
"Opted Out" or "Invalid" flags are modified or when an opt-in link is generated.
These changes are captured in the email address audit log which can be accessed
by clicking the email audit icon to the right of the email address on the record
audit log.
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Audit Log for Thomas Wellington

Fiela ¥+ Didvalue Mew Value Changed By =
Email Address thomas.wellington.. admin
Ciffice Phone (415) 788-7800 (415) 7BB-7B20 max

The email address audit log contains the same fields (e.g. Fields, New Value,
Source) as the record audit log but will only display entries when there are
changes to the Opted Out and/or Invalid options for the email address. Please note
that the email address audit log will not display any data if an email address is not
marked as "Opted Out" or "Invalid" when it is initially added to the record.

Audit Log for thomas.wellington@example.com m

Field + Did Value New Value Changed By + Source Change Date

Opted Out admin Administrator 04/03/2018 09:45am

Viewing Personal Information

For organizations that prioritize data privacy, fields that contain personally
identifying information for an individual are of particular importance. Admins can
designate these fields as "Personal Information" via Admin > Studio. If your
organization's data privacy procedures include providing individuals with a record
of the data you have recorded about them, the View Personal Info option provides
a valuable tool for condensing all of a record's personal information on one screen.
For more information on using this option and servicing data privacy records of
types "Send Personal Information Being Process" or "Export Information", refer to
the Data Privacy Guide.

Record PDFs

If you require a record's information outside of Sugar, you can download or email
the information in PDF form. Administrators have the ability to build multiple PDF
templates via Admin > PDF Manager for each module to ensure that the relevant
record information is being included for your specific purpose. For more
information on creating and managing PDF templates, please refer to the PDF
Manager documentation. Please note that the Download PDF and Email PDF
options will only appear in the Actions menu if there is an existing PDF template
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available for the module.

Note: If a user's email address is empty in their profile or if they have set their
email client to "External Email Client", then the "Email PDF" option will be hidden
for that user.

Downloading Record PDFs

Download record information as a PDF file via the desired record's record view by
selecting "Download PDF" from the Actions menu. All PDF templates which your
administrator has created and made available for the module will appear beneath
the Download PDF option. Simply select one of the templates to generate the PDF
file to view or save onto your local machine.

Qu P Piper &Sons Converted » m

Share

I Download PDF I

v BUSINESS CARD

Quote Num... 7 Opportunity... P Pip(
Invoice (with services)
+ Purchase... te St
urenase Quote Stage Close Quote (with services)
+ Payment... Valid Until 20204  Invoice
+ Tags Quote

Emailing Record PDFs

Users also have the option to email record information as a PDF file using Sugar's
email client. From the originating record's record view, click the Actions menu and
select "Email PDF". All of the PDF templates that your administrator has created
and made available for the module will appear beneath the Email PDF option in the
Actions menu.

Ac Calm Sailing Inc ¥ m

Share
Website  http://www.sectio... + Indu...

Download PDF

+ Me... Type

Email PDF
+ Busi.. + Serv.. New Account - Welcome
Assign... Sarah Smith Office ... Account - Renewal Letter

Select one of the templates to create a draft in the Emails module. Sugar will
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deliver you to the record view for the email. . sailingInc ¢ m

From Sally Bronsen Date  03-31-2020 09:45 am

To sugar.sales@example.tw

Here is the file you requested (You can change this text)

Attach... Email Attachment : C... (408K)

The draft will have the following information pre-populated:

e From: The logged-in user's outgoing default email account

e Date: The date the message is being sent

e To: The primary email address of the originating record (if available)

e Subject: The name of the originating record

e Body: "Here is the file you requested (You can change this text)"

e Attachment: The PDF file created from the originating record

o The file's name will appear as "Email Attachment :

{originating record name} {template name}.pdf"; for example,
"Email Attachment : Acme 25 units Customer invoice.pdf".

e Teams: The logged-in user's default team(s)

e Assigned To: The Sugar user assigned to the email record

e Related To: The originating record and its module

Click "Edit" on the draft email record to reveal the Send button or to update the
fields as necessary and then click "Send". For more information on sending emails
via the Emails module, please refer to the Emails documentation.

Favoriting Records

Each Sugar user has the option to designate their own favorite records which are
important or will be viewed often so that they can easily be accessed via list view
search or from the module tab. Once records are marked as favorites, select "My
Favorites" from the Filter option next to the Search bar or select from your most
recent favorites directly from the module tab.

Favoriting via List View
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The following steps cover marking records as favorites via the Accounts list view
as an example:

1. Navigate to the Accounts list view by clicking the Accounts module tab.

2. Use the List View Search to find the account records you wish to mark as
favorites.

3. Darken the star icon on the left of each desired account's row by clicking
on the star one time.

Accounts (20 of 21+)

Filter = m = E @
Mame ¥ City ¥ Billing Country & | Phone = &

E Hammer Group Inc ~ Alabama UsA (470) 909-5308 @ v

mac Bank Salt Lake City UsA (356) 539-8340 ® v

4. To remove the account as a favorite, click the star again to revert it to
white.

Favoriting via Record View

The following steps cover marking records as favorites via the Accounts record
view as an example:

1. Navigate to an account's record view.

2. Click the star icon to the right of the account's name in the upper left of the
record view to designate it as a favorite.

3. To remove the account as a favorite, click the star again to revert it to
white.

Ac  Waverly Trading House E < >

Favorite
Website http://www.supportifnto.org Industry Biotechnology

Favoriting via Subpanel

The following steps cover marking account records as favorites via the subpanel in
related modules as an example:

1. Navigate to a related module's record view.
2. Click the star icon to the left of the desired record's row in the Contacts
subpanel.
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Co CONTACTS (5) + -
Name ¢ (City $ State ¢ Email $ C

w Chere Clore San Jose CA ga.im@example.com t @ +«

E Naomi Banker Santa Fe CA vegan.beans.beans... ( @ ~

3. To remove the contact as a favorite, click the star again to revert it to
white.

Following Records

Users can also choose to follow individual records. This allows each user to
personalize their activity stream by specifying which records' posts should appear
on the activity streams displayed on their Home page and in module list views.
Please note that you will automatically follow the records that you create as well as
records that are assigned to you. You will not, however, automatically follow
records you import. Should a user lose access to a record in Sugar, they will
automatically stop following that record. For more information about activity
streams, please refer to the Activity Streams documentation.

Following via List View

The following steps cover marking an account to follow via the Accounts list view
as an example:

1. Navigate to the Accounts list view by clicking the Accounts module tab.

2. Use the List View Search to find the Account records you wish to follow.

3. Click the Record Actions menu to the far right of the records row and
select "Follow".

Filter = m (55 E ©
MName = City = Biling Country & Phone &
7 360 Vacations Salt Lake City UsA (594) B53-5816 @& | -
17 Waverly Trading House  Los Angeles UsA Edit

Yy  Kaos Trading Ltd Ohio UsA

4. To stop following the account, click the Record Actions menu and select
"Unfollow".

Following via Record View
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The following steps cover marking an account to follow via the account's record
view as an example:

1. Navigate to an account's record view.
2. Click on the Follow button to the right of the account's name to change its
label to "Following".

Ac Powell Funding <

Website  http://www.sugarhr.de

3. To unfollow the account, click on the Following button to revert its label to
"Follow".

Ac  Powell Funding %

Website http://www.sugarhr.de

Sharing Records

Individual records can be shared with other users in your organization by sending
an email including the record's direct link. In the desired record's record view,
select "Share" from the Actions menu. A Compose Email window will open, and the
email's text will include the URL of the record. Enter the recipient(s) email address
in the To field then click "Send".

Ac  Powell Funding < > m
Share
Website http://www.sugarh... Industry Enviror

Find Duplicates

The recipient can simply click the link in the email to access the account record in
Sugar. Please note that the user must be logged in to Sugar in order to access the
record. Users will only be able to view the shared record as allowed by their 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.

Using the TinyMCE Text Editor

TinyMCE is a third-party WYSIWYG editing tool used by Sugar so that users can
create content such as knowledge base articles and email messages with rich-text
formatting elements.
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TinyMCE's rich-text editor framework presents the following familiar formatting

options:
Element Button(s) Function
Source Code . Bypass the rich-text editor
options and insert your
own HTML code or view
the HTML code of an
existing template to make
advanced changes.
Bold, Italic, Underline, B /7 U S Use these basic font
Strikethrough formatting options to
easily add common styles
to text in the message
body.
Bullet List, Numbered List | := .= Transform paragraphs in
R the message body into a
formatted list.
Align Left, Align Center, = = = o= Set paragraph alignment.
Align Right, Justify
Text Color, Background AR EE L = Choose a custom font
Color aunilll color or highlight text with
EEEEEEEE a background font color.
ENEEEEEN
[ ENEE
O [
x
Clear Formatting T, Clear any formatting.
Insert/Edit Image, P Insert or edit an image or

Insert/Edit Link

a link.

Font Sizes Font Sizes  [=] Choose a font size for the
text.
8pt
10pt
12pt
14pt
18pt
Paragraph Choose a format for

headers.
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Paragraph  ~
Paragraph
Heading 1
Heading 2
Heading 3
Heading 4

Last Modified: 2021-02-02 18:37:46

User Interface (Legacy Modules)

Overview

The user interface in Sugar is essentially everything you see and can interact with
in Sugar. Knowing what buttons allow you to do what actions and how to quickly
add and edit information is critical to managing your customer information. This
documentation is divided into related sections in order to cover in detail, interface
options to perform specific tasks.

Legacy Modules

This documentation will cover the Legacy user interface which is carried over from
Sugar 6. Below is a list of modules that use the Legacy user interface. Other
modules use the updated Sidecar user interface which is described in detail in the
User Interface documentation.

e Calendar
e Documents

Note: Custom modules that are 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.
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List View

Each module in Sugar contains a list view to search and display records in a table
format. To access a module's list view, simply click the module tab (e.g.
Documents) in the navigation bar at the top of Sugar.

s v Accounts v  Contacts w | Documents - | 3 Q 1 a2 v +

N

Search Documents

Document Name My Favorites Search  Clear Advanced Search
Document Name File Name Source Category Sub Category Revision Date
Insurance Notes InsuranceNotes.png Sugar 2020-02-20

13:10

The list view displays all records meeting the current search criteria and to which
your user has access. By default, Sugar sorts records in descending order of their
creation date. You can view the basic details of each record within the field
columns or select the record name to view it in the detail view.

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.

You have the option to change what fields are displayed in each module's list view
by configuring your layout options in the Advanced Search. For more information
on configuring your list view, please refer to the Layout Options section of the
Search documentation. Users with administrator or developer access also have the
ability to change what fields are visible in the list view via Admin > Studio. For
more information on editing layouts, please refer to the Studio documentation.

Basic Search

The basic search is at the top of the list view for each module and offers a few,
commonly used fields for a simplified search experience.

Search Campaigns

Name My ltems My Favorites Search  Clear | Advanced Search

From the Basic Search panel, you can also click "Advanced Search" to access
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additional search functionality as needed.

The following buttons and checkboxes are common across many Legacy modules'
Basic Search panel and have the following functions:

e Search : Click the Search button or press your Return/Enter key to
perform the search.

e Clear : Click the Clear button to clear all criteria from the searchable
fields.

e My Items : Select this box to return only records assigned to you.

e My Favorites : Select this box to return only records you have marked as
favorites.

When you run a search, Sugar will return records matching all (as opposed to any)
of the fields and checkboxes for which you have given a value. For example, if you
select "My Items" and enter a name or subject, Sugar will only return records with
a matching name or subject that are assigned to you. Once the search is complete,
the relevant results will populate in the list view below the search panel. To see all
records to which you have access within the module, simply click "Clear" and then
"Search" to perform a blank search with no filters. 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.

Administrators can configure the fields that appear on the Basic Search for each
module via Admin > Studio. For more information on editing layouts, please refer
to the Studio documentation.

Advanced Search

Advanced Search offers a more in-depth search experience than Basic Search
including additional fields, layout options, and saved search capability. From the
Advanced Search panel, you can also click "Basic Search" for simplified searching.
Search Campaigns

MName Start Date Equals - End Date Equals

(yyyy-mm-dd) (vyyy-mm-dd)

Status Type Assigned to Administrator

Planning Telesales Chris Olliver

Active Mail Max Jensen

Inactive Email Max Jensen

Complete Print Sally Bronsen

In Queue Web Sarah Smith
My Favorites D
¥ Layout Options Save search as: Cre Modify current search: |y 4ate  Delete

BasicSearch | Saved Searches -none-
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The following buttons, checkboxes, and dropdowns are common across many
Legacy modules' Advanced Search and have the following functions:

e Search : Click the Search button or press your Return/Enter key to
perform the search.

e Clear : Click the Clear button to clear all criteria from the searchable
fields.

e My Favorites : Enable this checkbox to return only records you have
marked as favorites.

e Layout Options : Use the expandable Layout Options section to configure
your list view. For more information, please refer to the Layout Options
section of the Search documentation.

e Saved Searches : Save, recall, update, and delete searches that you use
often. For more information, please refer to the Saved Search section of the
Search documentation.

When you run a search, Sugar will return records matching all (as opposed to any)
of the fields for which you have given a value. For example, if you select "My
Favorites" and enter in a field to search, Sugar will only return records matching
that field that you have marked as favorites. When searching by a multi-select or
dropdown field (i.e. "Assigned to"), however, Sugar will return records matching
any of these selections. Once the search completes, the relevant results will
populate in the list view below the search panel. To see all records to which you
have access within the module, simply click "Clear" and then "Search" to perform a
blank search with no filters. 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.

Administrators can configure the fields that appear on the Advanced Search for
each module via Admin > Studio. For more information on editing layouts, please
refer to the Studio documentation.

Selecting Records

The list view in Sugar allows you to select a single record to view by clicking on
the name or subject of the record to open it in the detail view. You can also select
multiple records at once and perform certain actions on those records.

To select or deselect records in the Legacy modules list view, use the following
methods:

e Individual Selection : Mark the checkbox on the left of each record's row
on the list view you wish to select.
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Document Name My Favorites Search  Clear #

- Delete | =

Document Name File Mame Source Category
Salos Team-ntomaliermal | Sugar
g?:la?:se_sgenewal g?clsziss.dccx Sugar
ABC Contract US Terms Sugar

Agreement.docx

¢ Checkbox Selection : To select or deselect multiple records from the list
view, use the options in this checkbox dropdown menu.

o Select This Page : Selects all records shown on the current page
of list view results. You can also click the open checkbox to the left
of the Checkbox Selection menu to select all records on the current
page.

o Select All : Selects all records in the current search results across
all pages of list view results.

= Note: When using "Select All" you can not deselect single
records, but will have to use the Deselect All option.

o Deselect All : Deselects all records that are currently selected.

Document Name My Favorites Search

- Delete | =

Select This Page (3) ent Name File Name Source
Select All (3) ‘eam- Internal nterna Sugar
Deselect All ] Process.docx g
SaesT Renewal Sales
G - Process Process.docx Suga

When selecting records, you can page through all of the records and Sugar will
remember which records are selected. Depending on your Sugar settings you may
see the count of records being selected or you may see a plus sign (+) to refer to
more records. Simply select the Deselect All option to remove all selected records
regardless of how they were initially selected.

Mass Actions Menu

The Actions menu to the right of the checkbox dropdown allows you to perform
various actions on the currently selected records. It allows you to perform actions
such as Delete, Mass Update, and Export for one or more records. Please note that
not all Legacy modules have these actions available. The sections below will cover
the most common actions across the modules. For more information on actions
available within a specific module, please refer to the list view section in the
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application guide pertaining to the specific module.

=L

Mass Update Jnt Name File Name Source
Export
a tract US Terms Sugar

Agreement. docx

Delete

The list view in Sugar allows you to easily mass delete records. Please note that
deleted records are not permanently removed from the database, but are marked
as deleted in the system so that it no longer appears in Sugar. These records can
be recovered by anyone with direct database access. Also, deleting records in
Sugar will not delete the related records and will only remove the relationship, so
you may wish to also delete any related records to avoid orphaned records.

The following steps cover deleting document records via the Documents list view
as an example:

1. Navigate to the Documents list view by clicking on the Documents module
tab.

2. Use the Basic or Advanced Search to find the document records you wish to
delete.

3. Select the desired document record(s) individually or use the checkbox

dropdown's options.
4. Choose "Delete" from the Actions menu.

- Delaete |-

Document Name File Name Source
Sales Team- Internal  Internal

: Sugar
Process Process.docx

[ : Sales- Renewal Sales Sugar
Process Process.docx

5. A pop-up message will display asking for confirmation. Click "Ok" to
proceed.

Due to PHP memory limitations on the server, there may be occasions when the
application times out while deleting a large number of records. If you encounter an
error when performing this action, we recommend selecting the records in smaller
batches.

Mass Update
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Mass Updating allows users to make the same change to multiple records at one
time from the list view. Users with administrator- or developer-level access can
control which fields are available during mass updates via Admin > Studio.
Currently, only fields with the data type of date, datetime, dropdown, multiselect,
and radio may be altered during a mass update. For more information on
configuring the mass update options, please refer to the Studio documentation.
Due to the PHP memory limitations on the server, there may be occasions when
the application times out while mass updating a large number of records. If you
encounter an error when performing this action, we recommend selecting the
records in smaller batches.

Please note that your ability to mass update may be restricted by a role. For more
information on roles, please refer to the Role Management documentation. Check
with your system administrator if you do not see the Mass Update option.

Use the following steps to mass update records from the list view:

1. Navigate to the list view by clicking the module tab in the navigation bar.

2. Use the list view's Basic or Advanced Search to identify records you wish to
modify.

3. Select the desired records individually or using the checkbox
dropdown's options.

4. Choose "Mass Update" from the Actions menu.

Document Name My Favorites
¥ || Delete E
Mass Update fnt Name File Name Source
- geract isr;:r?:;t.ciocx Sugar
gz:f\::lag:;cess ;rtt?érn;ié.decx Sugar

5. Scroll to the Mass Update panel and set values for the fields you wish to
alter.
Note: For the Teams field, use "Replace" to remove existing team
assignments before adding those specified here. Use "Add" to add the
teams specified here to any existing team assignments.
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Mass Update

Publish Date: (ryyy-mm-dd) Expiration Date:

(vyyy-mm-dd)
Category: -none- 4 Sub Category: -none-

Status: -none- 4 Is a Template -none- &

Document Type -none- A Assigned to:

Teams
Primary

O Replace  Add

Gancel

6. Click "Update" to save the changes to all of the currently selected records.

Favorite Designation

Each Sugar user has the option to designate their own favorite records within
modules that are important or will be viewed often so that they can easily be
accessed via search or from the module tab. Once records are marked as favorites,
use the My Favorites checkbox in the Basic or Advanced Search to retrieve your
favorites or select from your most recent favorites directly from the module tab.

Use the following steps to mark records as favorites via the list view:

1. Navigate to the list view by clicking the module tab in the navigation bar.

2. Use the Basic or Advanced Search to find the records you wish to mark as
favorites.

3. Mark the star icon on the left of each desired record's row.

4. To remove the record as a favorite, click the star again to revert it to white.

Document Name My Favorites
Document Name File Name
ABC Contract US Terms ,
Agreement.docx
Sales Team: Renewal Internal
Process Process.docx

Edit Option

Records may be edited at any time to update or add information to the record. You
can make changes to existing records by clicking the Pencil icon to the left of each
record's name or subject in the list view. This will open up the records edit view
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layout to update the necessary fields and you can click "Save" to preserve the
changes made.

Use the following steps to quick edit records via the list view:
1. Navigate to the list view by clicking the module tab in the navigation bar.

2. Use the Basic or Advanced Search to find the records you wish to edit.
3. Click the Pencil icon to the left of the record's name or subject in the list

view.
Document Name File Name Source
D ABC Contract US Tems Sugar
Agreement. docx
Sales Team: Renewal nterna Sugar
Process Process.docx

4. Update the necessary fields on the record's edit view layout, then click
"Save" to preserve the changes.
ABC Contract » Edit

Cancel Save and Continue (1af3)
* Indicates required field

# Overview
Source: I Sugar 5
File Name: * US Terms Agreement.docx Status: Active

Document Name: * Revision: *

ABC Contract

Please note that your ability to edit records in Sugar may be restricted by a role.
For more information on roles, please refer to the Role Management
documentation. Check with your system administrator if you do not see the Edit
options.

Administrators in Sugar may configure both the edit view and quick create via
Admin > Studio. For more information on configuring layouts, please refer to the
Studio documentation.

Column Sorting

List view provides the ability to sort all of the current search results by a field
column in either ascending or descending order. To sort by a field or switch the
sort direction, simply click the column header noting that the fields which allow
sorting will have a pair of arrows. You can click the column header again to
reverse the sort order. Please note that the list view may be sorted by only one
column at a time. You can also set a default order-by column using the layout
options in Advanced Search. For more information on setting a default column
sort, please refer to the Layout Options section of the Search documentation.
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Document Name File Name Source Category Sub Category

US Terms

ABC Contract Agreement.docx

Sugar

Pagination

List view displays the current search results broken into pages that you can scroll
through rather than displaying potentially thousands of rows at once. To the right
just below the search panel, you can see which records of the total results set are
currently being displayed. The two single-arrow Next and Previous buttons can be
used to scroll through the records page-by-page. The two double-arrow First Page
and Last Page buttons allow you to skip to the beginning or the end of your current
results.

By default, Sugar displays 20 records per list view page, but administrators can
change the number of records displayed via Admin > System Settings. For more
information on changing the number of displayed records, please refer to the
System documentation.

Document Name My Favorites Search  Clear Advanced Search ?

= (1-3of 3)

More Information

Additional details for each record can be viewed by clicking the "i" icon to the far
right of each list view row. This provides users a quick view of additional
information in addition to what appears in the display column fields. The resulting
pop-up window will show information such as Description, etc. by default. The list
of fields appearing here may only be configured through a code-level
customization.

Campaign Status Type End Date User Date Created +~

December 2017 , , Max o w 12212017 m
Holiday Special Achiva . 01512013 Jensen L 04:33pm

Detail View

The module's detail view displays thorough information including all fields which
are grouped by default into the Overview and Other panels. You can also view a
record's related records (Activities, Documents, Contacts, etc.), which appear in
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subpanels beneath the records fields.

Please note that you will only be able to view a record according to your team
membership, user type, and role restrictions. For more information on teams and
roles, please refer to the Team Management and Role Management
documentation. Users with administrator or developer access have the ability to
change the detail view by configuring the layout via Admin > Studio. For more
information on editing layouts, please refer to the Studio documentation. To access
a record's detail view, simply click on the name or subject link from anywhere in
the application including from the module's list view.

December 2017 Holiday Special

Edit | = (16f 1) Launch Wizard View Status View ROI
# Overview
Name: December 2017 Holiday Special Status: Actlive
Start Date: 12/156/2017 Type: Email

End Date: 01/31/2018

Impressions: 0

Budget: (USD $): 20,000.00 Expected Cost: (USD $):
Actual Cost: (USD §): Expected Revenue: (USD §):
Objective:

Description: Holiday 2017 special for existing customers. 20% off all merchandise.

# Other
Assigned to: Max Jensen Date Modified: 12/21/2017 04:40pm by Administrator
Teams: Global (Primary) Date Created: 12/21/2017 04:33pm by Administrator

Next or Previous Record

On the upper right of the detail view, there are two buttons that allow you to page
through each record in the module list view's current search results. Clicking the
Previous button displays the previous record of the current search results while
clicking the Next button displays the next record of the current search results. The
text in between shows which record result you are currently viewing within the
total number of current results.
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Sales Team: Renewal Process

Edit | = (2 of 3)

# Overview

File Name: Internal Process.docx Status: Active

Actions Menu

The Actions menu on the top left of each detail view allows you to perform various
actions (e.g. Edit, Share, Copy, Delete, etc.) on the current record. Please note that
the action items available in the Actions menu will vary between each Legacy
module.

Sales Team: Renewal Process

Delete few

File Name:  Internal Process.docx

Administrator users can also change the action items to be displayed as separate
buttons instead of a dropdown menu via Admin > System Settings. For more
information on configuring the actions menu, please refer to the System
documentation. The following sections will cover the most common action items
available across the Legacy modules. For more information on action items not
listed here, please refer to the Detail View > Actions Menu section of the specific
module's documentation.

Sales Team: Renewal Process

m Copy Delete

A Overview

File Mame: Internal Process.docx

Edit

You can edit records via the detail view by clicking the Edit button on the upper
left of the page. Once the edit view layout is open, update the necessary fields,
then click "Save" to preserve the changes made. For more information regarding
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the edit view and how to edit records in Sugar, please refer to the Edit View
section of this documentation.

Sales Team: Renewal Process

Edit §~

A Overview

File Name: Internal Process.docx

Please note that your ability to edit records in Sugar may be restricted by a role.
For more information on roles, please refer to the Role Management
documentation. Check with your system administrator if you do not see the Edit
options.

Administrators in Sugar may configure the module's edit view via Admin > Studio.
For more information on configuring layouts, please refer to the Studio
documentation.

Share

Individual records can be shared with other users in your organization by sending
an email with the record's link directly from the record view. In the module's detail
view, select "Share" from the Actions menu which will open a Compose Email
window including the URL of the record. Enter the recipient(s) email address in
the To field then click "Send".

December 2017 Holiday Special

ca [7]

Copy

Delete 2. December 2017 Holiday Special

Users can simply click the link in the email to access the record in Sugar. Please
note that the user must be logged into Sugar in order to access the record. Users
will only be able to view the shared record as allowed by their 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.

Copy
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You can create a new record by duplicating an existing record from the detail view.
The Copy option is useful if the record you are creating has similar information to
an existing record. Please note that any related record(s) to the original record will
not be copied to the newly created record.

Use the following steps to create a record by duplicating an existing record:

1. Navigate to a record's detail view.
2. Click the Actions menu and select "Copy".
December 2017 Holiday Special

Edit B

Share

Delete 2. December 2017 Holiday Special

3. The displayed edit view is pre-populated with the original records values.
Update the necessary fields, then click "Save".

Cancel View Change Log

# Overview

Name: December 2017 Holiday Special

Start Date:
12/15/2017 (mmiddiyyyy)

Delete

Users have the ability to delete records that are invalid or should no longer appear
in their organization's Sugar instance via the module's detail view. Deleting via the
detail view allows you to delete a single record in the module. Please note that
deleting records will not delete the related records and will only remove the
relationship, so you may wish to also delete any related records to avoid orphaned
records.

Please note that your ability to delete records in Sugar may be restricted by a role.
For more information on roles, please refer to the Role Management
documentation. Check with your system administrator if you do not see the Delete
options.

The following steps cover deleting a document record from the Documents detail
view as an example:

1. Navigate to a document's detail view.
2. Select "Delete" from the Actions menu.
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Sales Team: Renewal Process

Edit B

Copy
Delete IEW

File Mame: Internal Process.docx

3. A pop-up message will display asking for confirmation. Click "Ok" to
proceed.

View Audit Log

Changes made to each record are tracked over time, and for most modules, users
are able to view the history of changes via the audit log in each record's detail
view. To view the audit log, navigate to a record's detail view (e.g. campaigns) and
select "View Audit Log" from the Actions menu. Please note that only fields marked
as "Audit" in Admin > Studio will be displayed in the audit log. For more
information on designating a field for audit, please refer to the Studio
documentation.

April 2018 Specials

gl E (1 of 1)

Copy

Delete me: April 2018 Specials
Send Test

Send Emails

Mark As Sent .. 04/30/2018

View Audit Log

ons: O

ate:

Field Panels

Field panels are what hold the fields for a record in the detail view. Most modules
come with two panels defined by default: Overview and Other. Please note that the
field panels can be collapsed to hide unnecessary data.
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December 2017 Holiday Special

Edit | = Launch Wizard View Status View ROI
# Overview |
Name: December 2017 Holiday Special Status: Active
Start Date: 12/15/2017 Type: Email

End Date: 01/31/2018

Impressions: 0

Budget: (USD $): 20,000.00 Expected Cost: (USD 3):
Actual Cost: (USD $): Expected Revenue: (USD $):
Objective:

Description:  Holiday 2017 special for existing customers. 20% off all merchandise.

# Other |

Assigned to:  Max Jensen Date Modified:  12/21/2017 04:40pm by Administrator

Teams: Global (Primary) Date Created: 12/21/2017 04:33pm by Administrator

Users with administrator or developer access have the ability to change the fields
(e.g. Name, Assigned User, etc.) and labels inside the field panels as well as move,
create, and edit existing field panels via Admin > Studio to provide visibility to the
most important fields. Field panels can also be collapsed by default via Admin >
Studio. For more information on modifying field panels, please refer to the Studio
documentation.

Subpanels

Beneath the module record's fields are subpanels containing related records from
various modules (e.g. Accounts, Contacts). The subpanels that appear in a record's
detail view is based on the relationships defined for the current module as well as
the administrative settings on which subpanels are set to display in Sugar. You can
expand and collapse subpanels as well as rearrange them per your viewing
preference. For more information on changing the display of subpanels, please
refer to the Layout section of this documentation. You can create related records
as well as relate an existing record directly from the subpanel. Please note that the
actions available in the Actions menu can vary between certain subpanels.

Users with administrator or developer access have the ability to change the fields
(e.g. Status, Subject) and labels of each subpanel by configuring the layout via
Admin > Studio to provide visibility to the most important fields. For more
information on modifying subpanels, please refer to the Studio documentation.
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Activities and History

The Activities and History subpanels are special subpanels in Sugar that show data
from multiple modules based on certain criteria. For example, a meeting with a
status of "Planned" will appear in the Activities subpanel. Once the meeting is
changed to a status of "Held", it will move from the Activities subpanel to the
History subpanel. All related note and email records will appear in the History
subpanel as there are no filters on those modules, but notes and emails will never
display in the Activities subpanel. If you customize the status field for any of the
modules, the records that hold a custom status will appear in the Activities
subpanel. But code level customizations would be required to have a new status
show in the History subpanels.

Please refer to this chart for the criteria both subpanels use to query data:

Subpanel Module Status Field Filter
Activities Meetings Does not Equal "Held"
Does not Equal "Not Held"
Tasks Does not Equal
"Completed"
Does not Equal "Deferred"
Calls Does not Equal "Held"
Does not Equal "Not Held"
History Meetings Equals "Held"
Equals "Not Held"
Tasks Equals "Completed"
Equals "Deferred"
Calls Equals "Held"
Equals "Not Held"
Emails N/A
Notes N/A

Since the Activities and History subpanels contain records from many different
modules, there are some differences in the actions and record display than in
normal subpanels. Each record in both subpanels will have an icon to the far left
indicating which module the record originates from. For example, if the record is a
call, then the Telephone icon will display to the left of the subject.
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# Activities

Create Task |~

Subject Status Contact
Conference call with Lindsay Scheduled
Follow up on signed agreement Not Started
# History

Create Note or Attachment |~

Date

Subject Status Contact Modified <
) ) 122172017
Process Review Meeting Held 06:21pm

Normal subpanels typically have a Create and Select option to create or link
related records. The Activities and History subpanels have multiple actions due to
the fact that there are multiple modules involved.

You have the following actions available from the Activities subpanel:

e Create Task : Creates a new task record related to the record currently
being viewed.

e Schedule Meeting : Creates a new meeting record related to the record
currently being viewed.

e Log Call : Creates a new call record related to the record currently being

viewed.

e Compose Email : Launches the Compose Email popup window to send an
email.
Note: The email will automatically be related to the current record you are
viewing.

Note: When creating a Task, Meeting, or Call from the Activities subpanel, you
have the ability to set the Status field to "Held" or "Completed" which will place it
in the History subpanel.

# Activities

Create Task E

Schedule Meeting
Log Call
Compose Email

Status

ith Lindsay Scheduled

You have the following actions available from the History subpanel:
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e Create Note or Attachment : Creates a new note record related to the
record currently being viewed.

e Archive Email : Allows a received email to be entered manually on a
record for historical purposes only.
Note: This will not send an email to you or the email address on the record.

e View Summary : Opens a popup window with the Subject, Status, and
Detail of all associated records in the History subpanel. This is useful as it
allows you to view a history of all activities that have taken place for the
current record.

# History

Create Note or Attachment E

Archive Email
Status

View Summary

0B Process Review Meeting Held

Layout

Subpanels in Sugar can be personalized by each user to only display the most
relevant subpanels per their viewing preference.

e Collapse/Expand : Click the double arrow to the left of the subpanel's
name to either collapse or expand the subpanel.
¥ Document Revisions

wccounts
AContacts
Create |~
Mame Account Name
Johanne Bramwell Insight Marketing Inc

e Rearrange Subpanels : Drag and drop the subpanel's header bar to move
the subpanel to a new location on the detail view.
Note: Administrators can prevent users from moving subpanels to different
locations on the detail view. For more information on preventing
rearranging of subpanels, please refer to the System documentation. Check
with your system administrator if you are not able to rearrange your
subpanels.
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[ﬁ Contacts

Create (1-20f2)
Name Account Name Email Office Phone
Johanne Bramwell nsight Marketing Inc vegan64@example.net (327) 402-3565
Don Connors Super Star Holdings Inc kid.sales.sales@example.de (211) 592-3480
# Cases
Create ¥ (0-00of0)
B Subject Account Name Status Date Created Lo

Us

Actions

Related record subpanels (e.g. Contacts) also provide options to create or select
related records directly from the detail view.

e Create : Choose "Create" from the subpanel's Actions menu to relate a new
record. The newly created record will automatically be related to the
current record you are viewing.

# Contacts
| Create |~
Name Account Name
Johanne Bramwell Insight Marketing Inc

e Select : Choose "Select" from the subpanel's Actions menu to relate an
existing record. The Search popup window will display allowing you to
select records to relate to the current record you are viewing.

# Contacts
Create E
Account Name
Johanne Bramwell Insight Marketing Inc

Note: You may select multiple records in the search popup to be related to
the main record.

1741840



Create Contact

Select

Contact List

- Mame Account Name
i Don Connors Super Star Holdings Inc
i Trudie Kelton First National S/B

e Edit : Choose "Edit" on the far right of the record's row to edit the related
record in the subpanel. Make the necessary changes to the record then
click "Save" to preserve the changes.

# Documents

Create |~ {1-10f1)
) Publish
Name File: Category Source Status Date
& Agreementdocx Agreement.docx Sugar Active 12M12/2013 '

e Unlink : Choose "Unlink" from the dropdown on the far right of the
record's row to remove the relationship between the related record and
current record.

o Note: This removes the relationship, but does not delete the record

itself.
# Contacts
Create | ¥ (1-20f2)
Name Account Name Email Office Phone
Johanne Bramwell Insight Marketing Inc veganB4@example.net (327) 402-3565 view D
Don Connors Super Star Holdings Inc kid.sales.sales@example.de (211) 582-3480

Users with administrator or developer access have the ability to change the fields
(e.g. Name, Assigned User, etc.) and labels of each subpanel by configuring the
layout via Admin > Studio to provide visibility to the most important fields. For
more information on modifying subpanels, please refer to the Studio
documentation.

Column Sorting

You can sort all of the related records in each subpanel by a field column in either
ascending or descending order. To sort by a field or switch the sort direction, click
the column header noting that the fields which allow sorting will have a pair of
arrows. Please note that each subpanel may be sorted by only one column at a
time.
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# Gases

Create |~
Num. Subject Account Name Status Date Created
249 System not responding ﬁ\:&z Funding Closed 12/21/2017 03:39pm
Pagination

The top right of the subpanel shows which records of the total results set are
currently being displayed. The two single-arrow Next and Previous buttons can be
used to scroll through the records page-by-page. The two double-arrow First Page
and Last Page buttons allow you to skip to the beginning or the end of the set.

By default, Sugar displays 5 records per subpanel results set, but administrators
can change the number of records displayed via Admin > System Settings. For
more information on changing the number of displayed records, please refer to the
System documentation.

# GContacts

Create | ¥ (1 -5 of 20)
Name Account Name Email Office Phone
L] L]
Edit View

The module's edit view allows records to be edited at any time to update or add
information as necessary. The Edit View layout is available for most Legacy
modules and can be accessed by clicking the Edit button on the upper left of the
detail view.

Sales Team: Renewal Process

Edit |~

A Overview

File Name: Internal Process.docx

Please note that your ability to edit records in Sugar may be restricted by a role.
For more information on roles, please refer to the Role Management
documentation. Check with your system administrator if you do not see the Edit
options.

Administrators in Sugar may configure the edit view via Admin > Studio. For more
information on configuring layouts, please refer to the Studio documentation.
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Pagination

On the upper right of the Edit View layout, there are two single-arrow Next and
Previous buttons that allow you to page through each record in the list view's
current search results. Clicking the Left arrow button displays the previous record
of the current search results while clicking the Right arrow button displays the
next record of the current search results allowing you to edit records as necessary.
The text in between the arrows shows which record result you are currently
editing within the total number of current results. Once the necessary changes
have been made, you can click "Save and Continue" if you wish to save the details
in the current record and proceed with editing the next record.

Sales Team: Renewal Process » Edit

m Cancel Save and Continue {2 of 3)

* Indicates required fie

(=1

A Overview

Editing Records

Records may be edited at any time to update or add information to the record.
Once in the edit view, update the necessary fields available on the layout then click
"Save" to preserve the changes. You can click "Cancel" at any time to return to the
previous page without editing the record.

Sales Team: Renewal Process » Edit

|E:g HE i Cancel

A Overview
Source: ! Sugar ¥
File Name: * Sales Process.docx

Administrators in Sugar can configure the Edit View layout via Admin > Studio.
For more information on configuring layouts, please refer to the Studio
documentation.

Editing Related Fields

Sugar contains many different relationships between different modules and a
couple of different relate fields for users to create relationships with.
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Relate : Most one-to-many relationships in Sugar are represented by a
relate field. Relate fields on the edit view layout display an Arrow and "X"
button to the right of the field. You can either click the Arrow button to
select a related record from the record selection window or begin typing in

the open text box to pull up a list of records matching the keyword.
# Other

Assigned to:

Max Jensen

Flex Relate : Allows a dynamic module and a record from that module to
be related to the current record. Users can first select the module from the
dropdown list then choose or enter the record they wish to relate to the
current record they are viewing.

Email Addresses : Email address fields can be linked to many different
email addresses for a single record. Click the Plus button to add an email
address to a record.

Email Address: D Primary Reply-to

admin@example.com ©

Note: Only one email address can be selected as the Primary. Click the
minus sign to remove an email address from a record.
Teams : The Teams field specifies which team or teams of users have
visibility of each record.
o If there are multiple teams on a record, click "Show" to view all of
the teams.

Teams: *

Global °

o Click the Arrow icon to open the team selector window, or click the
Plus icon to add a new row to use the type-ahead feature.

o Click the Minus icon to remove a team from the record and select
only one team to be the primary team.

o For more information on teams, please refer to the Team
Management documentation.

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

Using the TinyMCE Text Editor

TinyMCE is a third-party WYSIWYG tool that allows users to provide HTML
formatting in specific sections in Sugar without requiring any HTML knowledge.
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TinyMCE is available when composing email or email templates from the Emails
module or creating workflow email templates.

HTan@lBIﬂﬁB@l%
s G331 I Ew Al |48 %
= | | |

|£- gv | Styles =  Paragraph ~ Font Family ~  Font Size -
= o | LB x x|
|=— Q2 |@Eo |8

-

The following are some descriptions of the more commonly used features in
TinyMCE:

e Text Formatting : Use the folllowing buttons to format text to be bold,
italics, underlined, or stricken through.

@
e
N
i

I
1
il

&
i
&
&
&
~ 8

H | |

e Alignment : Use the following buttons to change the alignment of the text
to be left, center, right, or justified.

HrmL (g |BIU,ABG ===
X 53 @ 0m Ge 7 |4 0 | iz iz |
M | | | |

e Fonts : Use the following dropdowns to select special section formatting,
fonts, and sizes.

|é- gv | Styles =1 Paragraph -  Font Family =  Font Size -
| SEE o | o |x x| H
|==— & A0 |8 T

e Layout Formatting : Use the following buttons to utilize bullet list,
ordered lists, and tables.

HTmL-@lBIEQ@l% |

X B2 @ @ .a;fa|aha¢_;1

| | | |

e Links and Images : Use the following buttons to create a link, remove a
current link, or add an image.

| é - g - | Styles = | Paragraph - | Font Family =  FontSize -
| =B | | L B | x. |02 iE
|=— 2 |@o |4
e Advanced HTML : Click the HTML button to view your content in full
HTML code. You may add and change the HTML to further refine your

content.
Not all HTML is allowed to be saved in Sugar. The following are some
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examples of HTML that will be removed when saved:

o Anything outside of the <body></body> tags.

o Any <style></style> tags.

o Any <script></script> tags.

o Any <form></form> tags.
Noter [Amye<GSutanthgsadded to some elements (e.g. <p>, <pre>, and
<span>), but due to different email clients rendering HTML email in
unexpected ways, inline CSS is not allowed on some elements (e.g. <div>,
<img>, and <table>).

w ) | B I U [ E =
& G @ On G a0k

A |

Il
un
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Using Team-Based Permissions

In Sugar, teams are typically used to control which groups of users can access a
record. Using team-based permissions, however, an administrator may choose to
extend the purpose of teams to control who can perform certain operations on the
record (e.g. edit, delete, etc.). When enabled, regular users can use a record's
Teams field to grant access such as viewing, editing, exporting, importing, and
deleting permission to specific users or user groups.

An administrator must first enable team-based permissions and configure roles and
users for this feature. For more information, please refer to the Role Management
documentation. Once the roles are applied to users, any user who can edit the
Teams field in the enabled module can grant extra access to teams of users. If you
are not an administrator and you are not sure if team-based permissions are
enabled for a legacy module, simply navigate to a record view, click "Edit", and
look for a checkbox labeled "Selected" next to the Teams field:

Teams: *

Primary | Selected

Global o

West

Note: Sidecar modules also support team-based permissions but use a lock button
next to the Teams field to indicate whether or not the team's members have extra
access to the record.

To grant extra access to a record for all members of a team who have role
permission, check the Selected checkbox next to the team's name. This will enable
additional permissions according to the guidelines in the table below. To control an
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individual user's access to a record, add that user's private team to the record's
Teams field and then enable or disable additional permissions according to the
guidelines in the table below. Please note that extra access will only be granted to
users who have a role restricting their access to "Owner and Selected Teams" as
described in the Role Management documentation.

Team Setting Checkbox Description
Additional Permissions selected Members of this team
Enabled have extra access to this

record or fields within the
record as controlled by
their roles

Additional Permissions not selected Members of this team
Disabled have no additional team-
based permissions as
controlled by their roles

In the following example, members of team East have standard team access to the
record (at a minimum, view permission), while Jim and members of team West
have view permission plus extra access to do things such as working with
restricted fields, and editing, deleting, and exporting the record. Note that a user
can be an explicit or implicit member of a selected team, and if they are part of
both a selected team and a non-selected team for a record, they will be granted the
extra access.

Teams: Primary | Selected | A Hide
West o
East
Jim Brennan

Note: Changes made to the selected state of teams on an existing record are
audited in the record's audit log.

Last Modified: 2020-11-30 17:17:29

Activity Streams
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Overview

Sugar's activity stream allows users to view a list of activities performed on
records, create posts, preview posts, comment on posts, etc. Users can easily track
the most recent updates across their entire organization via the record and user
posts on the activity stream. The activity stream can be accessed via the home
page, module list view (e.g. Contacts list view), module's record view (e.g.
Contacts record view), as well as the intelligence pane.

Note: Sugar's activity streams are disabled by default, but administrators can
globally enable the functionality based on their organization's needs. For more
information, refer to the System documentation in the Administration Guide.

Please note that older activity stream records may be purged from the database by
the Activity Stream Purger scheduler if enabled by your administrator.

The modules currently enabled to generate record posts for the activity stream are
Accounts, Bugs, Calls, Cases, Contacts, Leads, Meetings, Notes, Opportunity,
Quoted Line Items, Revenue Line Items, and Tasks. This documentation will go
over the basics of the activity stream as well as the various options available when
viewing posts, creating posts, commenting on posts, etc.

Viewing Activity Streams

There are various options available for viewing activity streams in Sugar including
via the home page, dashlet, list view, record view, and intelligence pane. Users will
be able to view record posts (e.g. create, update, link, unlink), user posts,
comments, and attachments via the activity stream. Keep in mind that if you are
not the assigned user or did not create the record, you must follow the record in
order to view all related posts via the Home page and List view activity stream.

Please note that you will only be able to view and access the activity stream for
audit-enabled modules (Accounts, Bugs, Calls, Cases, Contacts, Leads, Meetings,
Notes, Opportunity, Quoted Line Items, Revenue Line Items, and Tasks) in Sugar.
Un-audited modules (e.g. Target, Target List) will not display the list view activity
stream, record view activity stream, or provide the option to follow a record.

Note: Activity streams are not available for custom modules.

Viewing via Home Page

The Home page activity stream allows users to view all posts for records they are
following in Sugar as well as all user posts created on the Home page activity
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stream. For more information on following records, please refer to the Following
Records section. You can access the Home page activity stream by clicking the
triangle next to the Sugar cube icon on the upper left of Sugar then selecting
"Activity Stream". All posts created via the Home page activity stream will be
viewable by users in your organization. For more information on creating posts,
please refer to the Creating User Posts section. You can also comment on posts by
clicking the Comment button and preview posts by clicking the Preview button to
the right of each post.

sE Accounts - Contacts =

Create Dashboard

+
®  Activity Stream

= Manage Dashboards

Viewing via Dashlet

The My Activity Stream dashlet displays the user's main Activity Stream within a
dashboard, eliminating the need to navigate to the Activity Streams view to
monitor the most recent stream activities. Like other Activity Stream views, the
dashlet supports inline commenting on specific stream activities, but it does not
allow record previews. The dashlet may be added to your home page or to the
intelligence page of any module's list view or record view. When added to an
Intelligence Pane, the My Activity Stream dashlet will display stream items in
context to the data within the main container of the page. For more information on
the My Activity Stream dashlet, please refer to the Dashboards and Dashlets
documentation.

My Activity Stream + A
Linked Follow-up on proposal to ABC P
Incorporated.

Mary Thompson an hour ago

(] Please canfirm the status of the finalized
B

proposal for [ e by EOD 1/12/18.

Thanks-
Mary Thompson 2 minutes ago

Updated Office Phone on ABC P
Incorporated.
Mary Thompson 5 minutes ago

Linked Meeting Notes to ABC E
Incorporated.

Bdne e Thonmneomn Moo ckoe ame

More posts...
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Viewing via List View

The list view's activity stream displays all posts for records being followed in the
current module as well as all user posts created on the list view activity stream.
For more information on following records, please refer to the Following Records
section. To access the list view activity stream, click the specific module tab (e.g.
Contacts) at the top of the navigation bar then click the Activity Stream button to
the right of the list view's search bar. You can view both user and record posts
relevant to the module as well as create a post and comment on posts. For more
information on creating posts and commenting on posts, please refer to the
Creating User Posts and Commenting on Posts section. You can also preview the
post by clicking the Preview button to the right of each post.

s v Accounts w | Contacts v  Opportunities ¥ Leads w Calendar ¥ Reports ¥ Quotes v Documents v  Er
Accounts
Fitter ~ c
Type a note or drag and drop an attachment. Type @ to mention a user. Type # to reference a record. D

Linked Deliver Invoice to Dirt Mining Ltd. ®» @

Sally Bronsen 5 minutes ago

@ (o, [{HH6][[\7-'8 Please set up a followup call once you've delivered.

Sally Bronsen 4 minutes ago

Viewing via Record View

The record view's activity stream displays all posts specific to the current record
you are viewing. Users can view all posts in the record view's activity stream even
if they do not follow the record in Sugar. Please note that you must follow the
record if you wish to view the record view posts via the Home page or List View
activity stream. For more information on following records, please refer to the
Following Records section. To access the record view's activity stream, navigate to
a module's record view (e.g. Avery Software Co) then click the Activity Stream
button below the module's fields.

Please note that user posts created via the Home page or List View activity stream
that reference the specific record's name will also appear in the record view's
activity stream. For more information on referencing specific records, please refer
to the Referencing Users and Records section.
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Dirt Mining Ltd ¥ [ Edit - |
Website Industry
http://www.salesthe.de Electronics
+ Member of Type
Customer
+ Business Center Name Service Level
Tier 2
Assigned to Office Phone
Chris Olliver (603) 995-6452
Tags
Show more...

VSN Accounts [T Al Activity Stream fs] &
Type a note or drag and drop an attachment. Type @ to mention a user. Type # to reference a record. [:
Updated Service Level on Dirt Mining Ltd. P

Chris Olliver 5 minutes ago
Linked Deliver Invoice to Dirt Mining Ltd. ® @
Sally Bronsen 7 minutes ago

Please set up a followup call once you've delivered.

Sally Bronsen 6 minutes ago

Viewing via Intelligence Pane

The intelligence pane in Sugar allows users to view a record's detail along with the
related activity stream information directly from the Home page activity stream,
module's list view, as well as the record view. To preview a record's details, simply
click the Preview button to the right of a record post on the Home page or List
View activity stream. You can also preview a record via the module's list view or
related record subpanel by clicking the Preview button to the far right of each
record's row. Any associated user and record posts will appear below the record's
detail in the intelligence pane. Please note that unlike viewing via the Home page,
List View, or Record View activity stream, you cannot create posts or comment on
posts via the intelligence pane.
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Dirt Mining Ltd  +% m Preview ¢ > x

Website Industry Subject
Deliver Invoice

http://www.salesthe.de Electronics
Start Dat
+Member of Type artbate
Customer
Priority
+Business Center Name Service Level High
Tier 2
Due Date
Assigned to Office Phone
Chris Olliver (603) 995-6452 Status
Not Started
Tags
Assigned to
Sally Bronsen
Show more... Related to
Dirt Mining Ltd
[V Al JETCIRAN All Activity Stream s =B a .
ags
Type a note or drag and drop an attachment. Type @ to mention a user. Type # to reference a record ‘
¢ Show more...
Updated Office Phone on Dirt Mining Ltd. P

Sally Bronsen 5 minutes ago Linked Deliver Invoice to Dirt Mining Ltd.

sally Bronsen 10 minutes ago

Updated Office Phone on Dirt Mining Ltd. ®
Chris Olliver 8 minutes ago @ m Please set up a followup call once
. . . you've delivered.
Updated Service Level on Dirt Mining Ltd. ® Sally Bronsen 9 minutes ago
Chris Olliver 8 minutes ago
Created Deliver Invoice Task.

Linked Deliver Invoice to Dirt Mining Ltd. , Sally Bronsen 10 minutes ago
Sally Bronsen 10 minutes ago

@ [ Ee][I7TS Please set up a followup call once you've delivered.

Sally Bronsen 9 minutes ago

Activity Stream Views

The activity stream allows users to view a list of activities performed on records,
post messages, share external links, etc. The activity stream can be accessed via
the Home page, module's list view (e.g. Contacts list view), as well as the module's
record view (e.g. Contacts record view). For more information on viewing the
activity stream in Sugar, please refer to the Viewing Activity Streams section. The
following will cover the various options available to users when creating posts,
viewing posts, commenting on posts, etc. in the activity stream.

Post Options

There are various post options (e.g. external links, images) available to users when
creating user posts in the activity stream. You can add external links, messages,
etc. to your user post by dragging and dropping the corresponding links into the
post input box. Files saved on your local machine can also be attached to your user
post to share with users in your organization. In addition, you can mention specific
users as well as reference specific records by typing in the @ or # sign followed by
the user or record name. For more information on the various post options
available, please refer to the User Post Options section.
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Filter Options

The activity stream can also be filtered to only display certain messages (e.g.
Messages for Create, Messages for Update) by clicking "Filter" above the post
input box then selecting the desired message type. This enables users to filter the
activity stream to only display specific activity type's they wish to view. To view all
posts in the activity stream, simply select the All Activity Stream option in the
filter.

Accounts

|G [ AN Activity Stream o @E

+ All Activity Stream

p an attachment. Type @ to mention a user. | ‘
Messages for Create  Jd.

Messages for Link
essage to ABC Incorporated. @

Messages for Post utes ago

Messages for Unlink  Je, will call back to ABC Incorporated. » ®

utes ago

Messages for Update

mmmmmem b AN i mm e mam e Al

Refresh Button

The Refresh button is located to the right of the filter options and provides a quick
way to load the most recent activity stream posts without reloading the browser or
losing any filter criteria you may have set. Simply click the button to refresh the
current view.

ST All Activity Stream E [::1] E

Type a note or drag and drop an attachment. Type @ to mention a user, | ‘
Type # to reference a record.

Preview Button

The Preview button to the right of each post allows users to preview the record
referenced in record posts. The intelligence pane will display the record's details
with key information regarding the record as well as any related activity stream
information. Please note that preview is available for Create, Update, Link, and
Unlink-type posts in the activity stream. User posts that originate from the record
view's activity stream can also be previewed on the Home page and List View
activity stream as it automatically references the record in the post. To close the
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preview, simply click the "X" on the upper right of the intelligence pane. For more
information on previewing posts, please refer to the Previewing Posts section.

Accounts m Preview > [%]

ZITR All Activity Stream o @ Name
ABC Incorporated

Type a note or drag and drop an attachment. Type @ to mention a user. Type # | | Website
to reference a record. http://www.abcinc.com
Industry

Updated Office Phone on ABC Incorporated. » Communications

Mary Thompson a few seconds ago

Comment Button

Users can respond to posts via the activity stream by clicking the Comment button
to the right of each post. Once you click on the button, simply type your message
into the comment box then click "Reply". Please note that comments are visible to
all users in Sugar unless they do not follow the record in Sugar. For more
information on following and unfollowing records, please refer to the Following
Records and Unfollowing Records section. When a comment is added, the post will
move to the top of the activity stream once the activity stream page is refreshed.
For more information on commenting, please refer to the Commenting on Posts
section.

() Please provide an update on meeting with n

Mary Thempseon a few seconds ago

Add your comment... Type @ to mention a user. Type # to reference a

record.

Post Icon

To the left of each post is the Post icon which allows users to easily identify the
module that a record post is specific to, the user who created the post, etc. The
Post icons for record posts are color-coded and display the first two letters of the
module to differentiate the various record posts for modules. For example, an
update post for the Accounts module will display a green circle with the letters
"Ac", while a post for the Opportunities module will display a purple circle with the
letters "Op". User posts, as well as comments added to posts, display the user's
profile image as the post icon, which helps to identify the user who created the
post or added the comment. For more information on uploading a profile picture to
your Sugar account, please refer to the User Profile section of the Getting Started
documentation.
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() Please provide an update on meeting with

Mary Thompson 27 minutes ago

q CELTR LT Will send you an email with all the details. We can chat
b
as well should you have any questions. Thanks!

5arah Smith 2 minutes ago

o Updated Office Phone on ABC Incorporated. » =

Mary Thompson 5 minutes ago

e Updated Type on Cloud Cover Trust - 137 Units. » @
Mary Thompson 5 minutes ago

Right Hand Side Drawer

On the upper right of the Home page activity stream, module's list view, and
record view, there is a double-arrow icon that allows users to expand the activity
stream to the full-screen width. The intelligence pane is hidden when the activity
stream is expanded. To reduce the activity stream's width and reveal the
intelligence pane, simply click the double-arrow icon again.

Activity Stream D
S All Activity Stream

Type a note or drag and drop an attachment. Type @ to mention a user. |:]
Type # to reference a record.

™ Please provide an update on meeting with o

Mary Thompson 3 hours ago

More Posts

The activity stream loads an initial number of posts with the option to show
additional posts at the user's request. By default, Sugar displays 20 posts per
activity stream view, but administrators can change the number of posts displayed
via Admin > System Settings. For more information on changing the number of
displayed posts, please refer to the System documentation in the Administration
Guide. To load the next set of posts, simply click the "More posts..." link on the
bottom left of the activity stream.
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Linked ABC Inc - 800 units to ABC Incorporated. ®» @

Mary Thompson & hours ago

Mare posts...

Personalizing Activity Stream

Users can personalize their activity stream by specifying which records' posts
should appear on their Home page and List View activity streams. You can follow
specific records that you have access to view in Sugar by marking the Follow
button in the record view or the Follow option in the list view. Please note that you
automatically start following records that you mark as favorites in Sugar.

Following Records

Users can choose to follow specific records to which they have access to in Sugar.
You can mark a record to follow via the module's list view by selecting "Follow" in
the record actions menu as well as the record view by clicking the Follow button to
the right of the record's name. For more information on following records in
Sugar, please refer to the User Interface documentation. All posts appear on the
Home page and List View activity stream for records you follow in Sugar. Please
note that you will automatically follow records that you create as well as records
that are assigned to you. You will not, however, automatically follow records you
import. Should a user lose access to a record in Sugar, they will automatically stop
following that record.

Favoriting Records

Each Sugar user has the option to designate their own favorite records which are
important or will be viewed often so that they can easily be accessed via search or
from the module tab. You can mark a record as a favorite via the module's list
view, record view, and related record subpanels. For more information on
favoriting records in Sugar, please refer to the User Interface documentation.
Please note that you will automatically start following records you designate as
favorites in Sugar.

Unfollowing Records

Users can also choose to unfollow records that they no longer wish to view posts
for in their activity stream. Please note that this will prevent all future posts as
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well as the associated comments from appearing in your Home page and List View
activity stream. However, historical posts associated to the unfollowed record will
continue to appear in your activity stream. To unfollow a record via the list view,
click the Record Actions menu then select "Unfollow". To unfollow a record via the
record view, simply click the Following button again. Please note that you will
automatically stop following a record should you lose access to a record in Sugar.
Also, if you remove a record as a favorite, the Following status will not change and
you must unfollow the record accordingly.

From list view:

Mame 4+ City 4  Billing Country %+ o
ABC Incorporated San Francisco USA @-® -
XY&Z Funding Inc Kansas City USA & | -
Smith & Sons Los Angeles USA  Edit

John Smith and Co...  San Francisco Usy Unfollow

From record view:

XY&Z FundingInc * (o] SN Edit -

Website Industry

http://www . xyz.com Banking

Creating User Posts

Users can access the activity stream to view a list of activities performed in Sugar,
track updates, as well as post messages to other users in their organization. To
create a post, simply enter your message into the post input box at the top of the
activity stream view then click "Submit". Please note that user posts display the
user's profile image to the left of the post as the Post icon. For information on Post
icons, please refer to the Post Icon section in this documentation. In addition to the
Post icon, the timestamp of when the post was created and the user's name who
created it will display as well. There are various options available when creating
posts such as adding links, images, attachments, external messages, etc. You can
also reference a specific Sugar record or user by typing @ followed by the user's
name (e.g. @John Smith) or # followed by the records name (e.g. #ABC Company)
in your post. For more information on the different post options available, please
refer to the User Post Options section.
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Creating via Home Page

The Home page activity stream can be accessed by clicking the triangle next to the
Sugar cube icon then selecting "Activity Stream". The post input box displays
beneath the Filter option and you can enter your message then click "Submit" for
the post to appear within the activity stream. Please note that user posts created
via the Home page are viewable by all users in your organization. Posts that
reference a specific record will also appear in that record view's activity stream as
it is linked. For more information on referencing records in your post, please refer
to the Referencing Users and Records section.

sE Accounts =  Contacts v  Opportunities v Leads -  Calendar ~

Activity Stream

EICIR A All Activity Stream a

Can we get a status update on [ I from I I?
@ EIEZETY Meeting confirmed with[ ] Wednesday at o

10am.

Jim Brennan in a few seconds

Creating via List View

The List View activity stream can be accessed by navigating to a module's list view
(e.g. Accounts) then clicking the Activity Stream button to the right of the list
view's search bar. You can create a user post by entering your message into the
post input box then clicking "Submit". Please note that posts created via the list
view activity stream are visible in the record view's activity stream if the specific
record's name is referenced in the post. Also, if you reference a user (e.g. @Jim
Brennan) in your post, they will see the post on their Home page activity stream as
well. For more information on referencing records and users in your post, please

refer to the Referencing Users and Records section.
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‘ v Accounts | v  Contacts v  Opportunities v Leads ¥ Calendar v Reports ¥ Quotes v
S
k
Accounts (20 of 21+)
[ Jrtessecal [ o confiom demo
Co Linked Mr. Fred Mercury to Wild Widgets. @

Administrator 27 minutes ago

Linked 24 months widget service to Wild Widgets. @

Administrator 27 minutes ago

Creating via Record View

The Record View activity stream can be accessed by navigating to a module's
record view (e.g. ABC Incorporated) then clicking the Activity Stream button below
the module's fields. To create a user post, simply enter your message into the post
input box then click "Submit". Please note that posts added via the record view
activity stream are only viewable within that record's view unless a user is
following the record. All posts appear on the Home page and List View activity
stream for records you follow in Sugar. For more information on following records
in Sugar, please refer to the Following Records section.

o ABC Incorporated * m

Website Industry
http://www.abcinc.com Communicaticns
Member of Type
Customer
Assigned to Office Phone
Mary Thompson (415) 782-B788
Tags
Show more...
wodie () Fiter - ] o |

RN TG Follow up with m regarding the signed proposal

User Post Options
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There are various options available when posting a message in the activity stream
such as adding an attachment, external link, referencing Sugar records, etc. Users
can easily drag and drop files, links, news feeds, etc. from their local machine,
external sites, as well as Sugar dashlets. You can also mention a specific user in
your post that you would like the message targeted to as well as reference records
that you wish to link the post to in Sugar. Please note that every user in Sugar will
be able to view the post if it's created via the Home page activity stream
regardless of whether a specific user is mentioned in the post.

Adding Rich Content and External Messages

Users have the option to add external links, images, and videos as well as external
messages (e.g. tweets, news articles) into their user post. This allows you to easily
share information across the organization by posting relevant links, videos, news
articles, etc. that will be important for other users to view. For more information
on previewing posts, please refer to the Previewing Posts section.

To add external links, messages, etc., simply drag and drop the corresponding title
that's linked to a URL into the post input box. For example, to add a video from
YouTube, click the title (e.g. "How to install SugarCRM") of the video then drag
and drop the link that appears into the post input box. The URL along with the
video will appear within the post once you submit it. For external twitter feeds, you
will need to click the post date (e.g. Jan 3) of the feed then drag and drop the link
that appears into the post input box. To attach an image to your post, copy and
paste the corresponding image URL into the post input box and the image will
appear within the post once submitted.

You can also reference a specific record in the post if you wish to link the post to
the record. For more information on referencing a record in your post, please refer
to the Referencing Users and Records section.

The following steps will cover adding an external link to the Home page activity
stream as an example:

1. Go to an external site (e.g. www.support.sugarcrm.com) then select a link
(e.g. Clearing Browser Cache article) you wish to add to your post.
Note: The actual link will popup when you click the link on the site and
drag it across the page.
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.’ | SUPPOIT { Search

Latest News Popula@’s [ mrer e

Version 7.9.3 Released! Clearing Browser Cache

Posted: 12/19/2017 Updated: 4/21/2017

SugarCRM has released version 7.9.3.0 for all Sugar uses your internet browser's cache to
commercial editions. The 7.9.3.0 release is optimize page-load speeds and general

available for download to On-Site customers. Note: performance by saving and reloading visited pages
7.9.3.0... instead of...

2. Drag and drop the link into the post input box on your Home page activity
stream then click "Submit".

Activity Stream

TS All Activity Stream
LRSS Check out this article for more information on clearing browser

cache:

https://support.sugarcrm.com/Knowledge_Base/Troubleshooting/Clearing_Brow
ser_Cache/index.html

The external link will now display in the post on the Home page activity stream
and will be viewable by all users in your organization.

Activity Stream
IRl All Activity Stream E
Type a note or drag and drop an attachment. Type @ to mention a user, Type # to reference a m

record.

(] Check out this article for more information on clearing browser | g
“» | cache:
https://support.sugarcrm.com/Knowledge_Base/Troubleshooting/Clearing._...

Mary Thompson a few seconds ago

Adding Attachments

Users can also drag and drop files such as PDFs, .doc files, .csv files, and image
files directly from their local machine (e.g. desktop) into the post input box to
share documents related to records with other users.

The following steps will cover adding a file from your desktop to the account
record view's activity stream as an example:
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1. Locate the file on your desktop that you wish to attach to a post.
2. Drag and drop the file into the post input box.

‘ v Accounts w  Contacts w  Opportunities » Leads w»  Calendar
. AC Wild Widgets (et - |
Website ndustry
Agreement http://www.abcinc.com Communications
Member of Type
Customer
ASmEned to Office Phone
Ma pmpson (415) 782-8788
Tags
Show more...
Module m ZIITTR All Activity 5. ~am Fo N ::: a

Type a note or drag and drop an attachmentype @ to mention a user. Type m

# to reference a record. US Terms
Agreement

3. The attached file(s) will appear below the post input box. You may choose
to enter a message simultaneously, which will appear as a separate
comment-type post in the activity stream. To remove an attachment, click
the "X" on the file's placeholder. Click "Submit" to post the file to the
activity stream.

module [ Fitter - [N o o=
Type a note or drag and drop an attachment. Type @ to mention a user. Type

# to reference a record.

US Terms D

Agreement.docx (85 KB)
No preview available

You may drag and drop more than one file into the post input box, but please note
that each file will generate two posts in the activity stream: one post showing the
file item ("Fi" icon) and another linking to the note record ("Nt" icon) in Sugar
where the file is stored. You can preview the note record in the intelligence pane
by clicking the Preview button to the far right of the note activity stream post.
Click the file name in the preview's Attachment field to instantly download the file
to your local machine.
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o ABC Incorporated # m Preview > x

Website ndustry @ Subject
http:/fwww.abcinc.com Communications US Terms Agreement.docx
Member of Type s
Customer
Related To
Assigned to Office Phone ABC Incorporated
Mary Thompson (415) 782-8788
Description
Tags
Teams
Global (Primary)
Show more...
pment
Module ) Filter - o= a US Terms Agreement.docx |
Assigned to
Type a note or drag and drop an attachment. Type @ to mention a user. Type m Mary Thompson
# to reference a record.
Tags
Added file US Terms Agreement.docx on ABC P
Show more...
Incorporated.

Mary Thompsen a few seconds ago

Linked US Terms Agreement.docx to ABC Incorporated. * E @ Created US Terms

Mary Thompseon a few seconds ago Agreement.docx Note.

The newly created note record will appear in the Notes & Attachments dashlet in
the account record view's intelligence pane as well as the related Notes subpanel.
If the Notes & Attachments dashlet is not displayed in the intelligence pane, you
can add the dashlet by editing the dashboard. For more information on adding
dashlets, please refer to the Adding Dashlets section of the Dashboards and
Dashlets documentation.

When posting an attachment to the activity stream, if you choose to also include a
comment, any related records mentioned in the comment will not form a
relationship with the note record or uploaded file.

If a new note is created via the Notes subpanel or Notes & Attachments dashlet, an
activity stream post will be created indicating that a new note was linked to the
record. Please note that, when a note is created or linked via the Notes &
Attachments dashlet, you must refresh the activity stream or subpanel view in
order to view the corresponding record.
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US Terms

E} Aoreernanidocx
@ NOTES (3) + - 2 I

wWialy Inoaipacn, @ mindles ags

Notes & Attachments + &

e?

Subject % Last Modified + Date Created

More Account &
Information ’

w7 I US Terms Agreement.docx I 01/08/2018 02:15am  01/08/2018 09:15an @& Mary Thompsan, 18 days ago

Adding via Dashlets

Users also have the option to drag and drop news feeds directly from the RSS Feed
dashlet into user posts. The RSS Feed dashlet can be added to the list view and
record view's intelligence pane dashboard. For more information on adding
dashlets to the intelligence pane, please refer to the Dashboards and Dashlets
documentation. Once the dashlet is added and configured, simply click the specific
news article from the RSS Feed dashlet then drag and drop the link that appears
into the post input box. Click "Submit" to post the RSS feed link.

° ABC Incorporated 17 m Account... ¥ ¥ |
Website ndustry
, . RSS Feed A D
http://www.abcinc.com Communications
CNN.com - RSS Channel - App

Member of Type Tech Section

Customer
Service Leve Assigned to

Max Jensen SpaceX confirms its Crew Dragon capsule, built to

carry humans, was destroyed during a test fire

Office Phone

415-788-8888 Gillette is selling a $200 luxury razor that heats
up to 122 degrees
Tags
SpaceX's resupply mission back on track after
ISS solves electrical problems
SpaceX's resupply mission back on track after IS... / p
http:/jrss.cnn.comj~rjrssjc..h/~3/Eb-_odG-Clg/index.html
Show more...

Elon Musk sets bold goals. But has he

delivered?

ype @ to mention a user. Type # to :]
Planned Activities + &

Module m Filter =

Type a note or drag and drop ar achment

reference a record

Referencing Users and Records

Sugar records and users can be referenced within the user post if you wish to
target the message to a specific user or relate the post to a specific record. To
mention a user in your post, type @ followed by the user's name (e.g. @John
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Smith). Please note that even if a specific user is referenced, all users will be able
to view the post in Sugar if the post originated from the Home page activity
stream. If the post originated from the list view or record view activity stream,
then only the specific user mentioned in the post will be able to view the message
on their Home page activity stream. To reference a record in your post, type #
followed by the record's name (e.g. #john). Please note that only modules enabled
for full-text search via Admin > Search can be referenced in posts. For more
information on how to enable modules for full-text search, please refer to the
System documentation in the Administration Guide. Posts that reference a specific
record in Sugar will appear in that record view's activity stream. Users can access
the referenced record and user by clicking the highlighted record or user name
within the post. Please note that you can reference more than one user and record
in the same post.

wodue [ Firer - c =g
Please provide renewal meeting update with #john m
@ John Moore

As you type in the record name or user name, the type-ahead feature will begin to
display matching results below the post input box. Simply select one of the
matching users or records from the list then click "Submit" to post your message.
Please note that a user must have view access to the record in order for you to be
able to mention them when posting via the record view's activity stream. For
example, if user Will Westin does not have access to view ABC Company, you
cannot reference Will (e.g. @will) when posting a message via the ABC Company
record view's activity stream. If you try to mention a user without view access,
their name will be displayed in gray in the results list with a message stating that
they have no access.

o @) s c =3

(=) Will Westin No access

Please note that you cannot preview users or records referenced in the post as the
preview is disabled. You will get an error message (Preview disabled: No data
available) when you hover on the Preview button to the right of the post. For more
information on previewing posts, please refer to the Previewing Posts section.

Viewing Field Changes
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Fields in Sugar that are marked as "Audit" via Admin > Studio will generate
update posts in the activity stream whenever the field gets updated. For more
information on marking fields for audit, please refer to the Studio documentation
in the Administration Guide. Please note that only audited fields will generate an
update post in the activity stream.

Updates you make to audited fields in the record view will generate a post in the
record view activity stream referencing the field name(s) that was updated (e.g.
"Updated Office Phone on ABC Incorporated"). When you hover on the field's name
within the update post, the old and new values will display above the post.

woduie [ Fier - c =g

Type a note or drag and drop an attachment. Type @ to mention a | |
user,

Changed: (415) 782-8788 To: (510) 788-

8788

Updated Office Phone on ABC Incorporated. »

Mary Thompson a few seconds ago

You will also be able to view the update post via the Home page and List View
activity stream if you follow the record in Sugar. For more information on following
records, please refer to the Following Records section.

Please note that users who do not have access to view the audited field due to a
role restriction will see a generic update post (e.g. Updated ABC Incorporated) on
their activity stream as the field name will not be mentioned. For more information
on roles, please refer to the Role Management documentation in the
Administration Guide.

Commenting on Posts

Users can respond to posts via the activity stream by clicking the Comment button
to the right of each post. A comment box will appear below the post and you can
type in your message then click "Reply" to post your comment. All associated
comments will appear below the post in the activity stream and will display the
timestamp of the comment along with the user's name who added the comment.
You can mention a specific user by typing @ followed by the user's name (e.qg.
@Sarah Smith) or reference a specific record by typing # followed by the record's
name (e.g. #ABC Company). For more information on referencing users and
records in your post, please refer to the Referencing Users and Records section.
Please note that comments are visible to all users in Sugar unless they are no
longer following the record. For more information on unfollowing records, please
refer to the Unfollowing Records section.
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~ Check out this article for more information on clearing Iu
“™  browser cache:
https://support.sugarcrm.com/Knowledge_Base/Troubleshooting/...
Mary Thompson 2 hours ago

Add your comment.. Type @ to mention a user. Type # to reference a record. @

When a user comments on a post, that post will move to the top of the activity
stream once the page is refreshed. Please note that comments you add on the List
View activity stream will appear on the Home page activity stream and vice versa
if the post exists in both places. When there are multiple comments, the latest
comment will appear on top and users can click the more comments link (e.g. 2
more comments...) to view all comments associated to the post. Once you click the
link, all comments will display in cascading order with the most recent comments
on top. To hide the comments again, simply refresh the activity stream page.

(] Check out this article for more information on clearing g
“™  browser cache:
https://support.sugarcrm.com/Knowledge_Base/Troubleshooting/...

Mary Thompson 2 hours ago

P Will do, thanks!
Will Westin a few seconds ago

I 2 mMore comments... ]

Previewing Posts

Users can preview activity stream posts by clicking the Preview button to the far
right of the post. The intelligence pane will display the record's details with key
information regarding the record as well as any related activity stream
information. Please note that preview is available for Create, Update, Link, and
Unlink-type posts in the activity stream. To close the preview, simply click the "X"
on the upper right of the intelligence pane.

Also, messages posted via the Home page or List View activity stream cannot be
previewed as records are not automatically referenced within the post. The
Preview button will be grayed out and display a message ("Preview disabled: No
data available") when you hover on the button. Messages posted via the record
view can be previewed on the Home page and List View activity stream since the
record is automatically referenced within the post. For linked and unlinked type
posts, only the primary record that is linked or unlinked to can be previewed via
the intelligence pane. For example, the below post states that Lindsay Smith is
now linked to ABC Incorporated. Since ABC Incorporated is the primary record
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that the contact is now linked to, the account record will display when previewing
the post.

Activity Stream Preview > [x]
ABC Incorporated
Type a note or drag and drop an attachment. Type @ to mention a user. m site
Type # to reference a record. http://www.abcinc.com
Industry

Linked Lindsay Smith to ABC Incorporated.

Mary Thompsen a few seconds ago

Communications

Please note that records for modules using the Legacy user interface cannot be
previewed if included in the post (e.g. Link-type post) and will generate an error
message ("Legacy modules cannot be previewed") when you hover on the button.
For more information on the Legacy user interface, please refer to the User
Interface (Legacy Modules) documentation.

Also when you are viewing a record in record view, you cannot preview a post that
references the same record. For example, if you are viewing ABC Incorporated's
record view and there is an update post referencing ABC Incorporated in the
record view's activity stream, you will not be able to preview any posts where ABC
Incorporated is the primary record.

o ABC Incorporated | # m

Website Industry
http://mwww.abcinc.com Communications
Member of Type
Customer
Assigned to Office Phone
Mary Thompson {510) 7BE-B7B8
Tags
Show more...
Maodule @ ST All Activity Stream o /| E

Type a note or drag and drop an attachment. Type @ to mention a m
user. Type # to reference a record.

Preview disabled: In
view as current record

e Updated Office Phone onfABC Incorporated) »

Mary Thoempsen a few seconds ago

202 /840


http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface/User_Interface_Legacy
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface/User_Interface_Legacy

Last Modified: 2021-01-06 22:30:53

Accessibility

Overview

Sugar enables users to quickly perform certain tasks using keyboard shortcuts to
increase productivity and accessibility. Keyboard shortcuts can be used to navigate
around the list view and record view layouts for Sidecar modules, allowing users
quickly select records, inline edit records, preview records, etc. There are also
global shortcuts available to perform tasks such as toggling the Quick Create
menu, entering the Global Search field, etc. Users can also customize the key
combinations which activate each shortcut.

This documentation will cover the various keyboard shortcuts available as well as
how to navigate around Sugar using your keyboard. For more information
regarding accessibility for Sugar, please refer to the Accessibility information.

Shortcut Keys

There are various shortcut keys available to easily perform actions in Sugar using
your keyboard. You can use the shortcut keys to favorite a record, delete records,
etc. in the Sidecar module's (e.g. Accounts, Contacts) list view and record view
layouts. In addition, the global shortcuts can be utilized throughout the user
interface to perform actions such as opening the Quick Create menu, accessing the
Global Search field, etc.

You can access the Keyboard Shortcuts help page by either hitting the Shift and /
key or clicking the Shortcuts link in Sugar's footer. The help page will display a
table with the various shortcut keys available to use along with a description of the
actions they perform. The shortcuts displayed are contextual based on what you
are currently viewing in Sugar. For example, if you are viewing the Mass Update
panel in the Accounts list view, then the Keyboard Shortcuts page will display
shortcuts that specifically apply to this panel. Simply hit "Esc" on your keyboard or
click the Close button if you wish to exit the page. You can also customize the key
combinations for each shortcut by clicking the Gear button.
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Keyboard Shortcuts

SugarCRM enables power users to quickly perform
certain tasks with keyboard shortcuts to increase
productivity. The tables on the right describe available
shortcuts along with the keys and the actions they
perform.

® sugarcrm

Global Shortcut Keys

Contextual Shortcuts

Key

it

e, command-+alt+i
d, command-+alt+d

command+s,
command-+alt+a

esc, command-+alt+

h
I
fa
fo

shift+c,
command-+alt+u

m

FES

Global Shortcuts

Function Key Function
Toggle sidebar s, command-+alt+0 Focus on global search
field
Edit record
C Toggle the guick create
Delete record menu

Save record ? Show shortcuts help page

command+shift+space

Toggle the Sweet Spot bar

Clear out any changes to
the record

Open previous record

Open next record

Mark record as favorite

Follow record

Copy current record

Open primary action
dropdown menu

0 Mobile

The global shortcut keys can be used to perform the following actions in Sugar's

user interface:

Windows/Linux Key

Mac Key

Function

C

C

Toggle the Quick Create
menu

esc, ctrl+alt+1

esc, cmd+alt+l

Exit the Global Search
field

s, ctrl+alt+0

s, cmd+alt+0

Access the Global Search
field

t t Toggle the Right Hand
Side drawer in list view
and record view

ctrl+shift+space cmd+shift+space Toggle the Sweet Spot bar
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List View Shortcut Keys

The list view shortcut keys can be used to perform the following actions in the

module's list view layout:

Windows/Linux Key Mac Key Function

+ + Add field rows in the Mass
Update or Filter panel

- - Remove field rows in the
Mass Update or Filter
panel

a a Create new record

ctrl+a cmd+a Select all records

displayed on current set of
list view results

ctrl+s, ctrl+alt+a

cmd+s, cmd+alt+a

Save record

d

d

Delete record or custom
filter in list view

Edit selected record in list
view

esc, ctrl+alt+1

esc, cmd+alt+l

Exit out of certain
elements (e.g. inline edit)
in the list view

f+a

f+a

Mark selected record as a
favorite

Note: Hit "f+a" again to
remove the record as a
favorite.

f+c, ctrl+alt+8

f+c, cmd+alt+8

Create a new list view
filter

f+e

f+e

Edit custom list view filter

f+i, ctrl+alt+9

f+i, cmd+alt+9

Place cursor in list view
search box

f+m f+m Open the list view filter
menu

f+o f+o Mark selected record to
follow or unfollow

h h Scroll list to the left

j J Select the next record on

the list view
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Select the previous record
on the list view

Scroll list to the right to
view additional fields in
the list view

Open the mass actions
menu

Note: Menu opens once at
least one record is
selected.

Open the selected record's
(e.g. ABC Company)
record view

Preview the selected
record

Clear filter values

Toggle the Right Hand
Side drawer

Mark the checkbox to the
left of each selected
record in list view

Record View Shortcut Keys

The record view shortcut keys can be used to perform the following actions in the
module's record view layout:

Windows/Linux Key

Mac Key

Function

ctrl+s, ctrl+alt+a

cmd+s, cmd+alt+a

Save the record

d, ctrl+alt+d

d, cmd+alt+d

Delete the record

e, ctrl+alt+i

e, cmd+alt+i

Edit the record

esc, ctrl+alt+1

esc, cmd+alt+l

Exit out of certain
elements (e.g. edit view)
in the record view

f+a

f+a

Mark record as a favorite
Note: Hit "f+a" again to
remove the record as a
favorite.
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f+o f+o Mark record to follow or
unfollow

h h Open the previous record

| 1 Open the next record

m m Open the record's Actions

menu

shift+c, ctrl+alt+u

shift+c, cmd+alt+u

Copy the current record

t

t

Toggle the Right Hand
Side drawer

Customizing Shortcut Keys

You can customize the key combinations which activate each shortcut. This is
especially useful if you use the default key combinations for other functions such
as typing special characters.

Use the following steps to customize the shortcuts' key combinations:

1. Access the Keyboard Shortcuts page by clicking the Shortcuts link in
Sugar's footer.
2. Click the Gear button on the top right of the page.

Global Shortcuts
Key

s, command+alt+0

| cose

Function

Focus on global search field

3. Update the Key value you want to change in the Contextual Shortcuts

table.

Contextual Shortcuts

Key

t
e,mod+alt+i

d,mod+alt+d

mod+shift+s,mo

Global Shortcuts

Function Key
Toggle sidebar

o
Edit record
?

Delete record

mod+shift+space

Save record

s,mod+alt+0

Function

Focus on global search field
Toggle the quick create menu
Show shortcuts help page

Toggle the Sweet Spot bar

Note: Depending on your operating system, the "mod" which appears in
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key combinations will be the Control key (for Windows and Linux
computers) or the Command key (for Mac). Use "mod" to indicate the use
of these keys.

4. Click "Save" to preserve your changes.

If you ever wish to revert all of your custom key combinations, click the "Restore
default" option in the actions menu.

Restore default

Global Shortcuts

Key Function

Since the Keyboard Shortcuts page shows contextually appropriate shortcuts,
repeat these steps on various Sugar views in order to access all of the shortcuts.

Tabbing in Sugar

Using the Tab key (Alt+Tab for Safari browser) on your keyboard enables you to
easily navigate through Sugar's navigation bar which spans across the top of the
screen. Please note that the default tab order is from left-to-right. As you hit the
Tab key, each option (e.g. home, module tabs, global search, notifications, etc.) on
the navigation bar will be highlighted in blue, and you can press "Enter" if you
wish to access the module's list view, actions menu, notification's page, etc. For
example, if you press "Enter" on the triangle in the Accounts module tab, the
corresponding actions menu will open and you can use your Up and Down arrow
on your keyboard to select an option (e.g. Create Account, View Accounts, etc.). If
you hit "Tab" again while the list view actions menu is open, you will navigate to
the next option (e.g. Contacts) on the navigation bar and the current actions menu
will close.

! - Accounts =  Contacts +  Opportunities - Leads «  Calendar

4+ Create Account
Account| m

= View Accounts

Fitter + (2 o E

il View Account Reports

=+ Cit * | Biling C t + Ph
@ Import Accounts e Hiing Lountry 9 o

| @  Smith & Sons Cuperting LISA 24, @& -
@ | @ Income Free Investing LP Santa Fe USA (o & -
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In addition, you can continue to tab outside of the navigation bar to highlight and
access certain elements (e.g. Create button, Search box, Intelligence Pane, etc.) of
the home page, list view, record view, etc. For example, if you continue tabbing
after you get to the end of the navigation bar while viewing the Accounts list view,
the tab will move onto the various elements on the page highlighting buttons,
actions menu, account names, etc. You can simply hit "Enter" if you wish to
perform a specific action (e.g. create a record, open the actions menu, etc.) on the
list view. The tab will go through all of the currently displayed records on the list
view then move onto the intelligence pane and footer before going back to the
navigation bar again. Please note that each link (e.g. Mobile, Shortcuts) in Sugar's
footer will be highlighted as you tab from left-to-right. Simply hit "Enter" on your
keyboard if you wish to access any of the links on the footer.

0 Mobile | EEShortcuts | @ Help

Tabbing in Global Search

As you tab through Sugar's navigation bar, you will access the Global Search bar
where you can perform a search across the entire Sugar database. Once you enter
in a search term, you can use the Up and Down arrow keys on your keyboard to
navigate through the quick search results and hit the Tab key to close the Quick
Search Results list and return to the search bar. In addition, you can also tab
through the View All Results page to highlight and access certain elements (e.g.
Search box, Intelligence Pane, Preview button, etc.) of the page as well. For more
information on navigating through global search using your keyboard, please refer
to the Search documentation.

Last Modified: 2020-11-30 17:17:29

Dashboards and Dashlets

Overview

Sugar dashlets allow users to build specific data, insights, and useful visualizations
into their Sugar views. Dashlets live within dashboards that are available on the
Home page as well as on list view and record view intelligence panes.

Most modules and views include out-of-the-box default dashboards which include
some commonly-used dashlets. Sugar admin users may modify these stock, default
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dashboards or create additional dashboards to push to teams of users. Users can
also create additional dashboards or pull shared dashboards onto their view from
the Dashboards module and even create duplicates of existing dashboards to
customize for their own use. If more than one dashboard is available for a
particular view, users may switch between them using the view's dashboard
selection list.

Users with a Sugar Serve license type have access to a specialized dashboard
called Service Console. It is a shared, default Home page dashboard that provides
a powerful work environment for customer service agents by incorporating SLAs
and region-specific business hours, insightful dashlets, and a cohesive case
research and action experience. For more information, refer to the Service Console
documentation.

Understanding Dashboards

The following sections explain the various methods of accessing and working with
dashboards as well as provide an overview of the factors involved in sharing
common dashboards between users.

Dashboards in Views vs the Dashboards Module

Users can access dashboards in the two following ways, with each way offering
different functionality.

e Dashboards in Views: Every-day use of dashboards occurs in the Home
page as well as list view and record view intelligence panes on Sidecar
modules. Accessing dashboards in these locations will be referred to as
"dashboards in views". The Dashboards in Views section of this page details
the actions you can take when using dashboards in views.

e Dashboards Module: Certain actions are not available with accessing
dashboards in views, particularly actions associated with sharing
dashboards with other teams and making dashboards visible in views.
These tasks are accomplished in the Dashboards module which includes a
Dashboards list view and record view. The Dashboards list view can be
accessed when viewing any dashboard in a view by selecting "Manage
Dashboards" from the dashboard selection list. Viewing a dashboard in the
Dashboards module does not display its dashlets or provide many of the
actions available when using them in views. The Managing Dashboards
section of this page details the actions you can take when accessing the
Dashboards module.
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Shared Dashboards

Several dashboard fields control whether a dashboard is available in a user's
Dashboards module and whether it appears on the user's views.

Note: When a shared dashboard is modified, other users will see the effects of the
changes after refreshing their view or switching to the affected dashboard.

Teams Access

The Teams field controls whether or not a dashboard is available in a user's
Dashboards module. Dashboards follow the same team permissions rules as any
other Sugar module. When a user first creates a dashboard, the Teams field is
automatically set to only his or her private team, which typically makes it visible to
that user and the user's management chain. This is because private teams, by
default, only include the individual user, and Sugar recommends not adding other
users to any private team. Each user's management chain inherently belongs to
each of the user's teams. For more information, please refer to the Private Teams
and Team Membership Types sections of the Team Management documentation.

The Teams field can be modified to allow other users to see it in their Dashboards
module as described in the Sharing Dashboards With Teams section below. Once
other users have teams access, the Favorite and Default Dashboard fields
determine whether the dashboard appears for use in their views, as described in
the next section.

Note: Admin users have access to all Sugar records, regardless of team
membership. No dashboards will be hidden from admin users in their Dashboards
module.

Favorites and Default Dashboards

Two dashboard fields factor into whether a dashboard to which a user has team
access actually appears in that user's view: the Favorites designation and the
Default Dashboards field.

The Default Dashboards field can only be edited by admin users. When it is
checked, the dashboard will appear on the views of every user that has teams
access. This effectively pushes the dashboard to users without their involvement.
For more information, refer to the Pushing Dashboards to Teams section below.

When the Default Dashboards field is unchecked, a dashboard will only appear on
a user's views when the user has marked it as a favorite. Dashboards can be
favorited via the Dashboards list view or record view. To remove a dashboard from
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the view, users can simply unmark the Favorites designation, either from the
dashboard itself or from the Dashboards module. For more information, refer to

the Pulling Dashboards to Your Views section below.

Personalizing Shared Dashboards

As an alternative to using a shared dashboard as-is, users can duplicate any
dashboard which appears in their views. One of the main benefits of this is that it
allows them to use the shared dashboard as a starting point for personalizing the
dashlets to suit their particular needs. For more information, refer to the
Duplicating Dashboards section.

Out-of-the-Box Default Dashboards

Many modules include prebuilt dashboards that come out-of-the-box with Sugar.
Admin users have the ability to modify or remove these dashboards. By default,
most of these dashboards have the following attributes:

e Name: Following the format <Module> <View> (e.g. "Accounts List")
e Assigned To: Assigned to the primary admin user (ID = 1)

¢ Teams: Global

¢ Default Dashboard: Checked

It is important that admin users not treat these default dashboards like personal
dashboards. So long as the Default Dashboard field remains checked, any changes
made to the dashboards will be pushed to all users belonging to the associated
team(s). Since the Global team is automatically selected, changes would affect all
users. If an admin user wishes to modify the default dashboards for personal use,
they should duplicate the dashboards, then make changes to the new copy which
will be assigned to their private team and not have the Default Dashboard box
checked. For more information, refer to the Personalizing Shared Dashboards
section. Alternatively, admins can always create new dashboards from scratch for
their personal use.

Users with a Sugar Serve license type have access to specialized dashboards called
Service Console as well as Focus Drawer dashboards. It is a shared, default Home
page dashboard that provides a powerful work environment for customer service
agents by incorporating SLAs and region-specific business hours, insightful
dashlets, and a cohesive case research and action experience. For more
information, refer to the Service Console documentation.

The Focus Drawer dashboard can be accessed by clicking the Focus icon which
appears when hovering over certain links (e.g. A linked Account name or Case
subject) across Sidecar modules. The Focus drawer provides users with a
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360-degree view of the linked record through a set of dashlets contaning relevant
informaton such as the record's related records, past interactions, purchase
history, and active subscriptions. Please note that Focus Drawer dashboards
cannot be duplicated or deleted, and you cannot create new Focus Drawer
dashboards. For more information on focus drawers, refer to the User Interface
documentation.

Using Dashboards and Dashlets

Dashboards with their dashlets are available on the list view and record view of
Sidecar modules. For example, to access the Accounts record view dashboards,
click the Accounts module tab in Sugar's header. Then, click one of the account
names that appear on the list view to open its record view. Ensure the intelligence
pane is expanded by clicking the arrow icon at the top right of the list view. For
more information about intelligence panes, refer to the User Interface page. Please
note that the floating actions button appears on the bottom-right corner of the
intelligence pane, and it allows you to perform various actions (e.g. Create
Dashboard) on the current dashboard. For more information, refer to the
Dashboard Floating Actions Button section below.
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Dashboards are also available on the Home page which can be accessed by
clicking the Cube icon at the top left of any Sugar page. For more information
about the Home module, refer to the Home documentation. Please note that

the floating actions button appears on the bottom-right corner of the screen, and it
allows you to perform various actions (e.g. Create Dashboard) on the current
dashboard.
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Both locations will remember which dashboard you last accessed in each view and
open it automatically when you return.

Dashboard records are also visible in the Dashboards module which can be
accessed by selecting "Manage Dashboards" from any view's dashboard selection
list. The Dashboards list view and record view offers fields and functionality not
available when viewing dashboards in intelligence panes and the Home page.
However, the dashboard's layout and dashlets are not visible via the Dashboards
module. For more information, refer to the Managing Dashboards section.

Dashboard Floating Actions Button

The floating actions button on the dashboard allows you to perform various actions
such as create dashboards, duplicate dashboards, etc. By default, the floating
actions button appears on the bottom-right corner of the dashboard, but you can
pin the floating actions button to the top corner by clicking the Pin to Top button in
the floating actions menu. You can pin the floating actions button to the bottom
corner again by clicking "Pin to Bottom".

0 Mobile  EaShortcuts @ Help

Click the floating actions button to view the available options (e.g. Create
Dashboard, Add Dashlet) in the floating actions menu as shown below for the
Accounts list view's intelligence pane as an example. Click the X button to collapse
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the floating actions menu and display the floating actions button again. Please note
that the floating actions button also appears on the Console dashboard (e.g.
Service Console) and allows you to perform actions such as create dashboards and
edit module tabs.

My Accounts Dashboard ~ *
My Accounts A B
Name & City <  Billing Country

Smith & Sons Santa Monica USA

Spend Thrift Inc Alabama USA

Avery Software Co Santa Monica USA

Tri-State Medical Corp Denver USA

More accounts...

My Teams Accounts

Name & City &  Billing Country
Jungle Systems Inc Santa Fe USA

Smith & Sons Santa Monica USA

Dirt Mining Ltd St. Petersburg USA

Anytime Air Support Inc  Salt Lake City USA

More accounts...

00 © © 0 0 00

The options in the floating actions menu allow you to perform the following
operations which are explained in more detail in the sections below:

Option Description
Create Dashboard Create a new dashboard
Duplicate Dashboard Create and make changes to your own,

private copy of the original dashboard
without affecting what other users see
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Delete Dashboard Delete the dashboard

Collapse All Dashlets Collapse all dashlets on the dashboard
at once. Note that Sugar will remember
the closed or open state of your dashlets
the next time you return to the view.
Note: This option appears for
dashboards (e.g. Accounts List
Dashboard) on intelligence panes.

Expand All Dashlets Expand all dashlets on the dashboard at
once. Note that Sugar will remember
the closed or open state of your dashlets
the next time you return to the view.
Note: This option appears for
dashboards (e.g. Accounts List
Dashboard) on intelligence panes.

Add Dashlet Add a dashlet to the dashboard

Note: A dashboard and its dashlets may only be edited by the dashboard's
Assigned To user and system admin users. Any change to a shared dashboard will
update the dashboard for all users.

Creating Dashboards

Create a new dashboard and build out its dashlets. New dashboards are
automatically assigned to the creating user and their private team. Users can
create dashboards in list view and record view intelligence panes and on the Home
page. By default, new dashboards will be assigned to the creating user with the
Teams field set to the creating user's private team. The dashboard will also be
automatically designated as a favorite so that it appears on the user's view after
being created.

To make the dashboard available for other users, additional teams can be added to
the Teams field via the dashboard's record view. Click "Manage Dashboards" from
any dashboard selection list to access the Dashboards list view, then click a
dashboard's name to open it in record view. Admin users also have the ability to
check the Default Dashboards field to push the dashboard onto the views for all
members of the associated teams.

The following steps cover creating a new dashboard called "My Favorites
Dashboard" in the Accounts list view intelligence pane as an example:

1. Click the floating actions button in the intelligence pane then select
"Create Dashboard".
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Create Dashboard §m

bile  EShortcuts @ Help

2. Enter in the name for the new dashboard (e.g. My Favorites Dashboard)
then click "Save".

3. Click the Add Dashlet box to add any desired dashlets. For more
information on adding dashlets, refer to the Adding Dashlets section.

| My Favorites Dashboard| ~ *

@ Add Dashlet

4. Click "Save" to finalize the new dashboard.

Duplicating Dashboards

Duplicating a dashboard will create a copy of the original with the following
attributes:

e Name: Copy of <Original Name> (e.g. "Copy of Accounts List")
e Assigned To: The user who performed the duplication
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e Teams: The private team of the user who performed the duplication
e Default Dashboard: Unchecked

Duplication is recommended when you wish to personalize a shared dashboard. By
making your changes to your own, private copy, the original dashboard will not be
affected for other users. Additionally, dashboards can only be edited by their
Assigned To user and admin users. Creating a copy of a shared dashboard owned
by another user allows you to optimize the dashboard for your purposes. For more
information, refer to the Personalizing Shared Dashboards section.

Note: Focus Drawer dashboards cannot be duplicated in Sugar.

Duplicating a dashboard containing a List View dashlet with custom filters applied
will duplicate the dashlet as well including the custom filter. Please note that you
can edit the dashlet but will not be able to edit the shared filter in the
Configuration Options page. If you remove the shared filter from the dashlet, you
will not be able to apply the same filter again as you do not own it.

To create a copy of a dashboard, simply click the Duplicate Dashboard button from
the_floating actions menu.

Duplicate Dashboard Fm

00@00'00

Aobile  EShortcuts @ Help

Editing Dashboards

The edit options available for dashboards include renaming dashboards, adding
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dashlets, resizing dashlets, and rearranging dashlets. Refer to the respective
sections for more information.

Renaming Dashboards

Rename dashboards from an intelligence pane or the Home page. Click the pencil
icon that appears when you hover over the dashboard name, and then type a new
name. Shifting focus outside of the field automatically saves the new name.

ccounts Record Dashboard ~ g

Dashboards can also be renamed via the Dashboards module by modifying the
Name field.

Note: A dashboard may only be edited by its Assigned To user and system admin
users. Any change to a shared dashboard will update the dashboard for all users.

Switching Between Dashboards

Select a dashboard from the dashboard selection list to switch which dashboard is
displayed.

Between default dashboards, shared dashboards, and personal dashboards, users
may have multiple dashboards active for a single Sugar view (e.g. Accounts list
view). The dashboards selection list contains all of the user's active and default
dashboards for the particular view and allows for switching between the
dashboards. In order for a dashboard to appear in a view's dashboard selection
list, the following criteria must be true:

e The dashboard's Module and View fields match the user's current module
and view (e.g. Accounts list view). Each dashboard is only visible in the
module and view where it was originally created.

e The user belongs to one or more of the teams selected in the dashboard's
Teams field.

¢ The user has selected the dashboard as a favorite OR the dashboard's
Default Dashboard field is checked. Dashboards an admin has marked as
default will appear in your views regardless of being a favorite or not.

On a record view or list view intelligence pane, click the arrow next to the current
dashboard's name to view and select from the list of available dashboards.

220/840



My Accounts Dashboard E *

= Manage Dashboards

¥ Accounts List Dashboard

&  Billing Count
22 My Favorites Dashboard M & v

22 At-Risk Accounts ta Fe USA

On the Home page, click the arrow next to the Cube icon to view and select from
the list of available dashboards.

sﬂ Accounts v  Contacts ¥  Opportunities » Leads

Create Dashboard

+
@® Activity Stream

= Manage Dashboards [crm v
222 My Favorites Dashboard A
2f> Renewals Console
ount Name &  Office Phone

22 Service Console

Jell Holdings (239) 879-6896
£ Home Dashboard

erwater Mining Inc. (726)997-7384

Deleting Dashboards

When a dashboard is no longer useful, it can be deleted by the Assigned To user or
an admin user. Deleting a dashboard will make it unavailable for any other users
with whom it is shared. Please note that Focus Drawer dashboards cannot be
deleted in Sugar.

Note: If a shared dashboard is no longer needed by its owner or the dashboard
owner will no longer be using Sugar, the dashboard can be reassigned, either by
editing the Assigned To field via the Dashboards module or using the Reassign
Records function in Admin > User Management.

Use the following steps to delete a dashboard from a list view or record view
intelligence pane or from the Home page:
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1. Click the floating actions button on the intelligence pane then select
"Delete Dashboard".

Accounts Record Dashboard ~ w

Opportunity Metrics VN -

0 0 1
$0 $0 $7,380
Won Lost Active

Case Summary

Summary New
5 -

Open Cases

Planned Activities

0 0

Meetings Calls

R dein aantlabda

2. Click the Confirm button in the confirmation dialog to finalize the deletion.
A Warning
Are you sure you want to delete the dashboard
"Accounts Record Dashboard"?

Any users this dashboard has been shared with will
also lose access.

Cancel Confirm

Dashboards can also be deleted via the Dashboards module from both list view and
record view.

Removing Dashboards From Views
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If a user no longer wishes to use a dashboard, they can unmark the Favorites
designation by clicking the Star icon. For more information on how the Favorites
designation factors into which dashboards are available in your views, please refer
to the Pulling Dashboards to Your Views section. Please note that dashboards an
admin user has designated as defaults by checking the Default Dashboard box will
remain available for use in your dashboard selection list regardless of whether or
not you have favorited the dashboard.

My Accounts Dashboard ~ E

The Favorite designation is also available to edit via the Dashboards module.

Adding Dashlets

Users can add an unlimited number of dashlet rows to suit their business needs.
Adding dashlets can be done when the dashboard is in edit mode either during
dashboard creation or when editing an existing dashboard.

Note: A dashboard and its dashlets may only be edited by the dashboard's
Assigned To user and system admin users. Any change to a shared dashboard will
update the dashboard for all users.

Use the following steps to add a new dashlet in the Accounts list view intelligence
pane as an example:

1. Click the floating actions button in the intelligence pane then select "Add

Dashlet".
Accounts List Dashboard ~ *
My Accounts
Name % Billing Country s

P Piper & Sons USA

S Cane Sweeteners Ltd USA San Francisco e
Hollywood Diner Ltd USA Alabama e

Max Holdings Ltd USA San Mateo

More accounts... @

2. Click the title (e.g. List View) corresponding to the desired dashlet in the
Add a Sugar Dashlet page.
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Add a Sugar Dashlet® Cancel

Title & Description B
List View Lists records from a particular module accordi... @
Most Useful Published Knowledge Base Articles  Displays the most liked and viewed knowledge... @

3. Configure the dashlet as desired then click "Save".

|| My Favorite Accounts | Cancel

Modyle

Accounts -

Columns

ame G cty O Bting Country O Phone G Usar O Emat Adres G Dete ited )

Display Rows Auto Refresh
5 - -

Default Data Filter

4. The dashlet will now appear on your dashboard.

Rearranging Dashlets

Users have the option to arrange the dashlets within a dashboard to match their
viewing preferences. You can easily swap two dashlets by dragging and dropping
the dashlets in their desired locations. Simply click and drag a dashlet's menu bar
to relocate it
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Accounts List Dashhoard _~

ke

My Accounts

Drag and drop the dashlet in the
desired location to swap positions.

Name Billing Country

P Piper & Sons

S Cane Sweeteners Ltd

Hollywood Diner Ltd

Max Holdings Ltd

More accou

a
v

<“»

City

San Jose

San Francisco

Alabama

San Mateo

Click the dashlet’'s menu bar.

My Teams Accounts

Name ¢ City

NW Capital Corp San Francisco
Hammer Group Inc Cupertino

Overhead & Underfoot...  Los Angeles

-~
L4

Billing Country s

USA

USA

USA

Note: A dashboard and its dashlets may only be edited by the dashboard's
Assigned To user and system admin users. Any change to a shared dashboard will
update the dashboard for all users.

Editing Dashlets

Dashlets can easily be configured to display specific information users want to
view. Simply click the Gear icon at the top of the dashlet menu bar then select
"Edit", which will display configuration options specific to the dashlet. Make the
necessary changes using the available edit options then click "Save" to preserve
the change. For more information about specific dashlets and how to configure
them, refer to the Commonly Used Dashlets section.

Accounts List Dashboard ~

My Accounts

*

~E

Name & Billing Country

P Piper & Sons USA

Refresh
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Note: You may not see the dashlet Gear menus, including the Edit option, if you
are not the containing dashboard's Assigned To user or system admin user. Any
change to a shared dashboard will update the dashboard for all users.

Deleting Dashlets

Users can delete dashlets they no longer wish to view on their dashboards by
clicking the Gear icon at the top left of the dashlet then selecting "Remove". Prior
to deleting a dashboard, consider if other users have access to it and consider
instead reassigning the dashboard then un-favoriting it to remove it from your own
views. For more information, refer to the Reassigning Dashboards and Removing
Dashboards From Views sections.

Accounts List Dashboard ~ *
My Accounts A
Name 4 Billing Country 4 Edit

P Piper & Sons USA Refresh

Remove

S Cane Sweeteners Ltd USA

Note: You may not see the dashlet Gear menus, including the Delete option, if you
are not the containing dashboard's Assigned To user or system admin user. Any
change to a shared dashboard will update the dashboard for all users.

Collapsing and Expanding Dashlets

Users can collapse or expand individual dashlets by clicking the Up or Down arrow
on the upper right of the dashlet. Sugar will remember the state of your dashlets
the next time you return to the view. For dashboards on intelligence panes, users
can also collapse or expand all dashlets on the dashboard by clicking the floating
actions button then selecting "Collapse All Dashlets" or "Expand All Dashlets".
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Accounts Record Dashboard ~ g

Opportunity Metrics A

Active

2 0 5
$11,041 $0 $22,02
Won Lost Active

Planned Activities

1
Meeting

Introduce all players
Max Jensen, in 3 days

Resizing Dashlets

Users can easily resize the dashlets to fit the available screen real estate and
accommodate their desired layout as follows:

e Place the cursor on the right or left side of the dashlet, and when the right
or left arrow appears, click and drag to the desired size.

e Place the cursor on the bottom of the dashlet, and when the down arrow
appears, click and drag to the desired size.

¢ Click the double-ended arrow that appears in the bottom corners of the
dashlet and drag to the desired size.
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. Accounts ¥  Contacts ¥  Opportunities v Leads v  Calendar v § Q c %' +

~

My Teams Dashboard *
Closed Won Opportunities This Year A B Closed Won Opportunities This Quarter A B
Name % Account Name & Expected Clos Name % Account Name % Expected Close Date & Status
6 month Service - 98 U...  Jungle Systems Inc 2020-12-04 6 month Service - 98 U...  Jungle Systems Inc 2020-12-04 Closed Won
1 year Service - 168 Un...  EEE Endowments LTD 2021-01-24 18 month Service - 14...  Nimble Technologies Inc ~ 2020-11-01 Closed Wo
6 month Service - 69 U...  EEE Endowments LTD 2020-05-01 48 month Service-90...  Tortoise Corp 2020-12-04 Closed Won
48 month Service-14...  Nimble Technologies Inc  2020-11-01 6 month Service -62 U...  Nelson Inc 2020-09-07 Closed Won

More opportunities... L More opportunities... __

Please note that Sugar will remember the new size of the dashlet when you return
to the view.

Note: Dashlets can only be resized by the containing dashboard's Assigned To user
and system admin users. Any change to a shared dashboard will update the
dashboard for all users.

Refreshing Dashlets

When users first navigate to a page in Sugar or refresh the browser window, the
page's dashlet all retrieve fresh information. To update dashlet data between page
loads, the dashlets themselves must be refreshed. Dashlet refreshes can be
performed manually or automatically.

Users can manually refresh a dashlet by clicking the Gear icon at the top of the
dashlet menu bar and then selecting "Refresh".

Accounts List Dashboard ~ *
My Accounts PN
Name % Billing Country ~  Edit

Max Holdings Ltd USA Refresh

Users can schedule the dashlet to automatically refresh using the Auto-Refresh
option. Click the Gear icon at the top of the dashlet menu bar then select "Edit".
This will display the Configuration Options page where you can select how often
the dashlet should automatically retrieve fresh information.
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My Accounts | Cancel m

Module

Accounts -

Columns
[ ame oY ailing country 0 city 0]

Display Rows Auto Refrech

5 - -

o y None
Default Data Filter

Every 5 Minutes
Every 10 Minutes

Every 15 Minutes

Every 30 Minutes

Note: You may not see the dashlet Gear menus, including the Refresh option, if
you are not the containing dashboard's Assigned To user or system admin user.

Managing Dashboards

The Dashboards module consists of dashboard records visible in the Dashboards
list view and Dashboards record view. Please note that when viewing a dashboard
in list view and record view, its dashlets are not visible. Rather, the Dashboards
module allows users to share their dashboards with teams of users, pull
dashboards to their own views, reassign dashboards, and update select fields on
the dashboard record. Admin users are also able to push dashboards to the views
of teams of users.

Note: To add dashlets, create/duplicate dashboards, etc., click the floating actions
button on the Home page dashboard or list view/record view intelligence pane.

The Dashboards module can be accessed from any record view or list view
intelligence pane or from the Home module. Simply select "Manage Dashboards"
from the view's dashboard selection list.

From record view and list view intelligence panes, click the triangle next to the
dashboard's name and select "Manage Dashboards".
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Accounts List Dashboard E *

| = Manage Dashboards I

—_— pre

From the Home page, click the triangle next to the Home module tab (Sugar cube
icon) and select "Manage Dashboards".

sE Accounts w  Contacts «

Create Dashboard

+ rd
®  Activity Stream

= Manage Dashboards

£22 My Favorites Dashboard /

Doing so will open the Dashboards module in list view. The list view will
automatically be filtered by the module and view you navigated from so that you
can quickly locate dashboards available in that view. To locate other dashboards,
simply modify or remove the filters. For more information about filtering list views,
refer to the User Interface documentation.

Note: If you do not see the desired dashboard in your Dashboards list view or
receive a permissions error when attempting to navigate directly to its record
view, you may not belong to one of its designated teams. The dashboard's owner or
an admin user will need to update the dashboard's Teams field to grant you access.
For more information, refer to the Team Management documentation in the
Administration Guide. If the Teams field includes a team to which you belong,
confirm that the dashboard's Module and View field match the module and view
(e.g. Accounts record view) where you would like it to appear. Each dashboard can
only be applied to the module and view where it was originally created. For more
information, refer to the Shared Dashboards section above.

Dashboard Module Fields

The Dashboards module includes the following fields. For information on using and
editing various field types, refer to the User Interface documentation.

Field Description

Assigned To The Sugar user assigned to the
dashboard
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Date Created

The date the dashboard record was
created

Date Modified

The date the dashboard record was last
modified

Default Dashboard

Specifies that the dashboard will appear
in the specified module and view for all
users belonging to the teams selected in
the Teams field

Note: Only admin users can check or
modify the Default Dashboard checkbox.

Module

The module (e.g. Accounts,
Opportunities, Home) where the
dashboard appears

Note: This field is read-only for all
users. Dashboards cannot be moved
from one module to another.

Name

The name of the dashboard which is
displayed in the dashboard selection list

Teams

The teams whose members have access
to the dashboard in the Dashboards
module

View

The view (e.g. "List" for list view and
"Record" for record view) where the
dashboard appears

Note: This field is read-only for all
users. Dashboards cannot be moved
from one view to another.

Working With the Dashboards Module

The following links will open specific sections of the User Interface documentation
where you can read about views and actions that are common across most Sidecar
modules. The sections following this Working With Dashboards section describe
Dashboards-specific behaviors and functionality.

Content Link

Description

Viewing Dashboards
Viewing via List View
Viewing via Record View

The Viewing Records section describes
the various methods of viewing
dashboard records, including via the
Dashboards list view and record view.
Note: The Dashboards list view and
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record view include information about
the dashboard but do not display the
dashboard's dashlets. Dashboards
including their dashlets are visible in
intelligence panes and the Home page
as described in the Dashboards in Views
section.

Searching for Dashboards
List View Search

Creating a Filter
Saving a Filter

The Searching for Records section
provides an introduction to list view
search, which searches and filters
within the Dashboards module.

Dashboards List View
Total Record Count
List View Search
Checkbox Selection
Mass Actions Menu
Favorite Designation

Column Reordering
Column Resizing

Column Sorting
Column Selection

Record Actions Menu
More Dashboards

The List View section walks through the
many elements of the Dashboards list
view layout which contains a filterable
list of all dashboard records in Sugar.
Note: A user can only access a
dashboard's record actions menu in list
view when they are the assigned user or
an admin user.

Dashboards Record View
Favorite Designation
Next or Previous Record
Show More

The Record View section walks through
the many elements of the Dashboards
Record View layout which contains
detailed information about a single
dashboard record.

Note: The Dashboards list view and
record view include information about
the dashboard but do not display the
dashboard's dashlets. Dashboards
including their dashlets are visible in
intelligence panes and the Home page
as described in the Dashboards in Views
section.

Editing Dashboards

Editing Inline via Record View
Editing via Record View

Editing Inline via List View
Mass Editing via List View

The Editing Records section describes
the various methods of editing existing
dashboard records, including inline via
the Dashboards record view, in full edit
mode on the record view, inline via the
Dashboards list view, and via the Mass
Update option on the list view.
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Deleting Dashboards The Deleting Records section describes

Deleting via Record View the various methods of deleting
Deleting via List View unwanted dashboards, including via the
Mass Deleting via List View Dashboards record view, an individual

record's Actions menu on the
Dashboards list view, and the Mass
Actions menu on the list view.

Dashboards can also be deleted when
viewing them in your intelligence pane
or Home page as described in the
Deleting Dashboards section.

Note: Focus Drawer dashboards cannot

be deleted.
Favoriting Dashboards The Favoriting Records section
Favoriting via List View describes the various methods of
Favoriting via Record View marking dashboards as favorites,

including via the Dashboards list view
and record view.

Marking a non-default dashboard as a
favorite makes it available for the user
in the specified module and view. For
more information, refer to the Pulling
Dashboards to Your Views section. Once
on a view, dashboards can be de-
favorited as described in the Removing
Dashboards From Views section.

Sharing Dashboards With Teams

When a dashboard is first created, it is automatically assigned to the creating user
and his or her private team. In order to make the dashboard available for others to
use, the Teams field must first be updated to grant those users access. Refer to the
Teams Access section for more information.

From the Dashboards list view, click a dashboard's name to open it in record view
where additional teams can be added to the Teams field. Only the assigned to user
and admin users can edit dashboard records, including the Teams field.
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Teams

| Will Westin - n

Global| Q |

Once a dashboard has been shared with multiple users via the Teams field, those
users can then favorite the dashboard to make it visible in their own views.
Alternatively, an admin user can check the Default Dashboard field to push the
dashboard to the user's views automatically. Refer to the Pulling Dashboards to
Your Views and Pushing Dashboards to Teams sections for more information.

When a dashboard contains List View dashlets with custom filters applied, the
filters will be shared with all members of the associated team(s). So, when the user
views the shared dashboard, the List View dashlet will display a filtered list of
records using the shared filter. Please note that users will only be able to see
records as allowed by their 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 in the Administration Guide.
Please note that custom filters in the List View dashlet can only be edited by the
original dashboard owner and any changes made to the shared filter will be
pushed to all users belonging to the associated team(s). If the owner later deletes
the filter, the shared filter will be removed from the List View dashlet for all users
belonging to the associated team(s), and the dashlet will no longer return results
when viewed from the dashboard.

Pulling Dashboards to Your Views

When a user wishes to use a dashboard that is available in their Dashboards
module but does not appear in the relevant view's dashboard selection list, they
can designate the dashboard as a favorite in order to pull it onto the view.
Dashboards a user has marked as favorites will appear for use in the relevant view
as prescribed by the dashboard's Module and View fields (e.g. Accounts list view).

1. Navigate to the module and view where you would like to see the shared
dashboard.

2. Select the Manage Dashboards option.

3. Locate the dashboard you wish to use.

4. Mark the dashboard as a favorite by clicking the star icon in the list view or
record view.
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5. Return to the module and view to confirm that the dashboard is now
available for selection.

Once a dashboard is a favorite and is available for use, it can be un-marked as a
favorite from the Dashboards module or directly from the relevant view in order to
remove it from that view's dashboard selection list. Dashboards an admin has
marked as default will appear in your views regardless of being a favorite or not,
as described in the Pushing Dashboards to Teams section.

My Accounts Dashboard ~ E

Pushing Dashboards to Teams

Sugar admin users have the ability to push dashboards to the views for teams of
users. This is a two-step process that involves first sharing the dashboard with the
desired user's teams, then checking the Default Dashboard field. For more
information on how the Teams field plays a role, refer to the Sharing Dashboards
With Teams section. When the Default Dashboard field is checked, the dashboard
will appear on the named module and view's dashboard selection list for every user
that has teams access. This effectively pushes the dashboard to users without their
involvement. Default dashboards have a checkmark on the standard dashboard
icon when viewing them in the selection list on views.

= Manage Dashboards

§ My Favorites Dashboard
E°| Home Dashboard

£ Account Management

A dashboard can be pushed to its associated teams by updating the Default
Dashboard checkbox when editing the record. Only admin users can edit the
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Default Dashboard field.
Default Dashboard

Sugar includes out-of-the-box default dashboards that automatically have "Default
Dashboard" checked. Refer to the Out-of-the-Box Default Dashboards section for
more information.

Reassigning Dashboards

There are several situations in which you may need to reassign a dashboard record
to a different user. Only the Assigned To user and system admin users are able to
edit dashboards. Therefore, reassigning the dashboard record will allow a different
user to make changes to it. Additionally, because dashboards may be shared
amongst multiple users, care needs to be taken before deleting a dashboard or
removing a user account's record to Sugar. In both cases, the dashboard should be
reassigned to prevent other users from losing access unintentionally.

A dashboard can be reassigned by updating the Assigned To field when editing the
record. Only the assigned to user and admin users can edit dashboard records,
including the Assigned To field.

Assigned to

Select User... -

Sara I Q

When the dashboard is reassigned, the following changes will automatically be
made:

e The previous Assigned to user loses the ability to edit the dashboard.

e If the new Assigned To user is not a member of any team in the Teams
field, their private team is automatically appended to the Teams field.

e If the previous Assigned to user's private team is selected in the Teams
field, it will remain selected so that they continue to have access to the
dashboard.

Please note that a custom filter applied to a List View dashlet will not be
transferred to the new Assigned To user, but rather shared. So, the new owner can
edit the dashlet but will not be able to edit the shared filter in the Configuration
Options page. If the applied custom filter is removed from the dashlet, they will not
be able to apply the same filter again as they do not own it.
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All of a user's assigned dashboards can be reassigned at once using the Reassign
Records tool available in the User Management section of the Admin panel. This is
especially useful to preserve others' access to a dashboard when a user account is
being deactivated. For more information, refer to the User Management
documentation in the Administration Guide.

Commonly Used Dashlets

The following sections cover many commonly used dashlets that may appear on
your default dashboards (e.g. Home page dashboard, Focus Drawer dashboard) or
can be added to your dashboards. Please note that the dashlets available to view
and add will vary between the modules in Sugar.

Note: You may not see dashlet Gear menus, including the Edit, Remove, and
Refresh options, if you are not the containing dashboard's Assigned To user or
system admin user. Any change to a shared dashboard will update the dashboard
for all users.

List View Dashlet

The List View dashlet enables users to view a filtered list of records belonging to a
specific module (e.g. Accounts, Contacts, Leads). When configuring the dashlet,
simply select the primary module (e.g. Accounts, Contacts, Leads) you wish to view
a list of records for along with the filters (e.g. columns, display rows) you wish to
apply. Please note that the dashlet title (e.g. My Accounts, My Contacts) will vary
based on the primary module selected when adding the dashlet. Certain modules
(Accounts, Contacts, Leads) in Sugar display the List View dashlet by default in
their list view's intelligence pane. For example, if you navigate to the Contacts list
view, the My Accounts dashlet will appear in the intelligence pane dashboard.

Once added, you can configure the dashlet as necessary by clicking the Gear icon
on the upper right if you wish to change the designated module for the dashlet,
apply predefined or custom filters, etc. Please note that any changes made by the
administrator to the List View layout in Studio affect the list of available fields in
the module's list view dashlet layout. The deployed changes will not display
automatically in the corresponding module dashlet and users will need to edit the
dashlet in order to view the changes in the Columns field, add new fields to the
layout, etc. For more information on editing the List View layout in Studio, please
refer to the Studio documentation in the Administration Guide.

The following are the most common options available when filtering and
configuring the list view dashlet:
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Title: Change the displayed name of the dashlet.

Module: Change the module that the dashlet is displaying records from by
selecting a different module from the list.

Columns: Choose the field columns you wish to display on the dashlet. To
remove a field column, simply click the "x" to the right of the field name.

o Note: The field columns available to add to the dashlet are based on
the specified fields in the List View layout in Studio. Any changes
made to the List View layout in Studio will be reflected in the
Columns field. For more information on configuring the List View
layout, please refer to the Studio documentation in the
Administration Guide.

Display Rows: Specify how many rows or results this dashlet will display
at once. Please note that the maximum is twenty rows.
Auto Refresh: Choose a time frame to have the dashlet query
automatically refresh.
Filter: Click the Filter option to select a pre-defined filter or create a new
filter to be applied to the List View dashlet.

o Note: The My filter (e.g. My Accounts) is selected by default.

My Accounts ‘ Cancel m

Module

Accounts -

Columns

[arne 0 city 0] iling ountry O Phone 0 User 0 Emai daress O] Taams O]
Date Wotined O] bete Crosted O]

Display Rows Auto Refresh

5

Default Data Filter

S[TT My Accounts £

The following are options that are only available when configuring a list view
dashlet on a record view:

Relate to current record: Specify if the dashlet will be filtered to only list
records related to the record you are viewing.

Linked field: This field is shown only when "Relate to current record" is
enabled; the dropdown will display all of the fields in the selected module
that link back to the current record. In most cases, there will only be one
field listed, but there are a few exceptions. For example, a Quotes list view
dashlet on the Accounts record view can link to quotes where the account
is either the billing account or the shipping account. Specify which of these
account fields should link to the current record.
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Module
Quotes

Columns

[umber OY subject 0 Quotesage Y ran Tota O Converted Amaunt O

Date Created ©
Display Rows Auto Refresh
5 v -
Relate to current record Linked field
Quotes Ship to v
Default Data Filter
Filter = @

Creating a Filter

The Filters section of the Configuration Options page allows you to filter your
dashlet based on pre-defined filters (e.g. My Favorites, Recently Created) as well
as create custom filters. For example, if you select "My Contacts" in the Filter
options, the List View dashlet will only display contact records that are assigned to
you. To see all records to which you have access, simply select the All option in the

filter.

The following Filter options are available to filter the List View dashlet:

Create: Create a new custom filter which you can use to filter the List View
dashlet

All "Module": Select this filter to display all records in the module to
which you have access

My Favorites: Select this filter to only display records you have marked as
favorites

My "Module": Select this filter to only display records assigned to you
Recently Created: Select this filter to only display records you created in
the module within the last 7 days

Recently Viewed: Select this filter to only display records you have viewed
in the module within the last 7 day
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+ Create

All Leads
My Favorites
+ My Leads

Recently Created

Recently Viewed

Users can also create new filters via the Create option in the Filter list. This allows
users to add custom, complex filter options when filtering the List View dashlet.
You have the option to add multiple fields to your new filter by clicking the Plus
button to the right of the filter selection dropdown lists. Please note that each one
of the filter's criteria needs to be true for a record in order for it to appear in the
List View dashlet. The fields available to filter the dashlet are based on specified
fields in the Search layout in Studio. Any changes made to the Search layout in
Studio will be reflected in the filter's field dropdown list. For more information on
configuring the Search layout, please refer to the Studio documentation in the
Administration Guide.

The following steps cover creating a new filter for contacts assigned to Will Westin
as an example:

1. Click the Filter option on the Configuration Options page then select
"Create".
2. Select the field (e.g. Assigned to) you wish to add to your filter as well as
the condition (e.g. is) and matching criteria (e.g. Will Westin).
Note: Only fields you have view access for will be available to add in the
Filter list.
3. To add additional fields to the new filter, click the Plus button to the right
of the filter.
o To remove fields from the new filter, click the Minus button to the
right of the filter.
o To clear any filter values (e.g. Will Westin), simply click the "x" to
the right of the value.
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Campaign
Date Created
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Tags

My ltems

Assigned to

4. Enter in a name for the new filter (e.g. "Contacts assigned to Will Westin").

5. Click "Save" to add this filter to the dashlet list view's Filter options.

|MyContacts | Cancel

Module

Contacts -

Columns

ame O e 0 Account Name Y Emai Address 0] Offic Phone 0 user o)

Display Rows Auto Refresh

5 - -

Default Data Filter

Assigned to - is any of - ‘ Will Westin © | - +
Contacts assigned to Will Westin

The custom filter will automatically be applied to the dashlet upon save and all
records meeting the filter criteria will display. Please note that you can edit the
custom filters at any time by selecting the filter (e.g. Contacts assigned to Will
Westin) from the Configuration Options page, then clicking the name that appears
to the right of the Filter option. Simply make the necessary changes to the custom
filter then click "Save" to preserve and apply the changes to the dashlet.
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When viewing the List View dashlet, the first set of records meeting the filter
criteria will be displayed, and you can click the More link (e.g. More accounts) at
the bottom of the dashlet to display additional records. The number of records that
load each time you click the link depends on the display row number (5, 10, 15, 20)
selected in the Configuration Options page. Simply scroll down the dashlet list
view to view all records that are loaded. Please note that dashlets set to display 5
rows will show the dashlet's height increasing slightly when initially clicking the
More "Module" link to display more records at once. Any subsequent clicks on the
link will load the next set of results and be viewable by scrolling. The More link
will no longer appear once all records meeting the dashlet's filter criteria are
loaded in the dashlet list view results.

Steps to Edit a Dashlet

Every user can configure their dashlet(s) to only display the information they wish
to view via the display options and filters available in the Configuration Options

page.

The following steps cover updating the title, display rows, columns, and only my
favorites filter for the My Accounts dashlet as an example:

1. Click the Gear icon at the top of the My Accounts dashlet menu bar then
select "Edit".

My Accounts AlD
Mame & City 4 Edit
ABC Incorporated San Francisco Refresh

2. Change the "Title" (e.g. My Favorite Accounts) and the display rows from 5
to 10.
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3. Click the "x" next to "Billing Country" to remove the field from the display
column.
o To add columns, simply click your mouse in the Columns field then
select from the list of available fields that appear below the
dropdown list.

| My Favorite Accounts ‘ Cancel m

Module

Accounts -
Columns

[ Name 0] city 0] eiting Country ©,[ Phone 0 User O email Adéress O] Tearns O]

Date Modifed ©

Display Rows Auto Refresh

10 - [None v]

Default Data Filter

Q

+ Create
Sarah's Accounts
All Accounts

« My Accounts

4. Click the Filter option then select "My Favorites".
5. Once the update is complete, click "Save" and the dashlet will reflect the
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changes made.
o Click "Save" on the dashboards edit layout to apply the changes to
your final dashlet view.

My Favorite Accounts A~ O
Name & City %  Billing Country % Phone -
X¥&Z Funding Inc Kansas City UsA (415) 226-8B88
KM, Corp (HA) Kansas City UsA (375) 275-8268
Jungle Systems Inc San Jose LsA (374) 315-6162
2447 Couriers San Mateo LsA (382) 239-7069
Rhyrme & Reason Inc Salt Lake City sA (976) 271-6285
Hammer Group Inc Alabama UsA (470) 905-5308
Powder Suppliers Alabama sA (220) 464-3066
DD Furniture Inc Cuperting LsA (026) 864-7290
Dirt Mining Ltd Denver LsA (860) 954-1279
Rubble Group Inc Alabama LsA (563) 138-2457

More accounts...

Multiple List View dashlets can be added to the intelligence pane as well if you
wish to view the list of records for various modules. For more information on
adding dashlets, please refer to the Adding Dashlets section. You can also refresh
and remove the dashlet by clicking the Gear icon. To collapse the dashlet, simply
click the Up arrow to the left of the Gear icon.

My Favorite Accounts

Name & City & | Billing Country = Edit

XY&Z Funding Inc Kansas City USA Refresh

J.K.M. Corp (HA) Kansas City USA Remove

Jungle Systems Inc San Jose USA, (374) 315-6162

Active Tasks Dashlet

The Active Tasks dashlet allows users to view open tasks that require attention and

2441840



need to be completed on a future or current date. Open tasks have a status of "Not
Started", "In Progress", or "Pending Input". The dashlet is broken up into three
tabs: "Due Now", "Upcoming", and "To Do", and displays a number on each tab to
indicate the count of open tasks falling into each due-date range.

e Due Now: Open tasks that are due today and open tasks where the due
date is in the past

e Upcoming: Open tasks that have a due date in the future

e To Do: Open tasks that have no due date specified

When placed on a user's Home page dashboard, the Active Tasks dashlet will show
all active tasks assigned to the logged-in user or all active tasks that the logged-in
user has team permission to view, depending on how the user has configured the
dashlet's settings.

When the Active Tasks dashlet is placed on the record view for a related module
(e.g. Accounts, Contacts), it will only show the active tasks that have a relationship
with the current record. For example, if the Active Tasks dashlet is placed on the
Account module's record view, when a user views ABC Account, the Active Tasks
dashlet will only show the active tasks that are related to ABC Account.

You can close tasks as completed directly from the dashlet by clicking the
Completed button to the right of the task's row. In addition, you can delete the
task's relationship with the record by clicking the Unlink button to the right of the
Completed button.

Active Tasks + B

1

2 2

Due Now Upcoming To Do

~ Schedule meeting with ABC Company

¢ W Max Jensen, 6 hours ago

Overdue (%] S

~ [Send signed contract to John Smith] o

¢ ' MaxJensen, in an hour

To access a task's record view, simply click the task's subject in the dashlet. There
are two buttons on the upper right of the dashlet which allow you to toggle
between viewing tasks assigned to you and all tasks to which you have access. You
can click the one person button to quickly view task records for which you are the
assigned user. To remove this filter and view tasks assigned to others as well as
yourself, simply click the group button to the right of the one person button. You
can also relate new tasks to the record by clicking the Plus icon on the upper right
of the dashlet and selecting "Create Task". Complete the Tasks record view layout
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and save to create the new task. The Gear icon to the right of the Plus icon allows
you to edit, refresh, close, and remove the dashlet. To collapse the dashlet, click
the Gear icon then select the Close option. To expand the dashlet, simply click the
Gear icon again and select "Open".

Inactive Tasks Dashlet

The Inactive Tasks dashlet allows users to view tasks that are on-hold or have
already been completed. The dashlet is broken up into two tabs, "Deferred",
"Completed", and displays a number on each tab to indicate the count of tasks
falling into each status.

When placed on a user's Home page dashboard, the Inactive Tasks dashlet will
show all inactive tasks assigned to the logged-in user or all inactive tasks that the
logged-in user has team permission to view, depending on how the user has
configured the dashlet's settings.

When the Inactive Tasks dashlet is placed on the record view for a related module
(e.g. Accounts, Contacts), it will only show the inactive tasks that have a
relationship with the current record. For example, if the Inactive Tasks dashlet is
placed on the Account module's record view, when a user views ABC Account, the
Inactive Tasks dashlet will only show the inactive tasks that are related to ABC
Account.

You can delete the task's relationship with the record by clicking the Unlink button
on the task's row.

Inactive Tasks + o

a-

2 1

Deferred Completed

f_'_\, I Close out su pport request o
¢.n/ Mary Thompson, 16 minutes ago

To access a task's record view, simply click the task's subject in the dashlet. There
are two buttons on the upper right of the dashlet which allow you to toggle
between viewing tasks assigned to you and all tasks to which you have access. You
can click the one person button to quickly view task records for which you are the
assigned user. To remove this filter and view tasks assigned to others as well as
yourself, simply click the group button to the right of the one person button. You
can also relate new tasks to the record by clicking the Plus icon on the upper right
of the dashlet and selecting "Create Task". Complete the Tasks record view layout
and save to create the new task. The Gear icon to the right of the Plus icon allows
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you to edit, refresh, close, and remove the dashlet. To collapse the dashlet, click
the Gear icon then select the Close option. To expand the dashlet, simply click the
Gear icon again and select "Open".

History Dashlet

The History dashlet allows users to view a history of the record's related activities
(e.g. calls, meetings, emails) that have already taken place. The activity types are
broken up into three tabs (Meetings, Emails, Calls) and a number on each tab
indicates the relevant count of historical activity records. You can also filter (Last 7
Days, Last 30 Days, Last Quarter) the History dashlet to only display a specific
subset of the activities meeting the set time frame.

Clicking the Plus icon on the upper right of the dashlet displays the Archive Email
option which allows users to manually enter received emails for historical
purposes. An explicit relationship is formed between an archived email and the
current record while implicit relationships are also created to other records based
on any email addresses entered in the email. Simply enter the required information
(e.g. Date Sent, From, Subject) along with the email body in the Compose Email
window, then click "Archive" to save the email record. Please note that the
archived email will display in the record's Emails subpanel as well as in the History
dashlet. The Gear icon to the right of the Plus icon allows you to edit, refresh,
close, and remove the dashlet accordingly. To collapse the dashlet, click the Gear
icon then select the Close option. To expand the dashlet, you can simply click the
Gear icon again and select "Open".

History + &%
Last 7 Days v Py
2 1 1
Meetings Email Call
™\ Meeting to gather additional info o

¢ ¥ MaxJensen, 3 days ago

™\ Discuss product pricing
¢ » MaxJensen, 5 days ago

&?

In addition, there are two buttons on the upper right of the dashlet which allow
you to toggle between viewing the record's activities assigned to you and activities
assigned to users in other teams. You can click the one person button to quickly
view the record's calls, meetings, and emails for which you are the owner. To view
the record's activities for all users on your team, simply click the multi-group
button to the right of the one person button.
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Planned Activities Dashlet

The Planned Activities dashlet provides users with a list of open or upcoming calls
and meetings that are related to the current record you are viewing. The activity
types are broken up into two tabs (Meeting, Call) and a number on each tab
indicates the relevant count of planned activity records. You can filter the dashlet
to view either the current day's scheduled activities or upcoming activities in the
future by toggling between the Today or Future button. Please note that any open
activities where the start date is prior to the current date will display an Overdue
status for the specific activity in the dashlet. Once the activities have taken place
or are completed, they will appear within the History dashlet.

In addition, there are two buttons to the right which allow you to toggle between
viewing the record's scheduled activities assigned to you and activities assigned to
users in other teams. Please note that you can use both sets of buttons (Today,
Future, one person, multi-group) concurrently to further filter and view the
information you need. For example, you can click the one person button plus the
Future button if you wish to view all upcoming activities specifically assigned to
you for the current record.

To create a new meeting or call, simply click the Plus icon on the upper right of the
dashlet and select either "Schedule Meeting" or "Log Call". Once the Meeting or
Call record view layout opens, enter the necessary information and click "Save" to
create the activity. For more information on creating calls and meetings in Sugar,
please refer to the Creating Records section of the User Interface documentation.

The Gear icon on the upper right of the dashlet allows you to edit, refresh, close,
and remove the dashlet accordingly. To collapse the dashlet, click the Gear icon
then select the Close option. To open up the dashlet, you can simply click the Gear
icon again then select "Open".

To the right of the meeting and call record's row is a set of buttons that allow you
to mark the activity as held, delete the call or meeting's relationship with the
current record, as well as accept, tentatively accept, or decline the call or meeting.

Planned Activities + o
- =
2 1
Meetings Cal
™" Review needs 0 5 ® 9 e

fon/ Mary Thompson, in a menth
n Discuss pricing 0 % & @ @
£/ MWary Thompson, in 2 months
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Notes & Attachments Dashlet

The Notes & Attachments dashlet allows users to relate an existing note as well as
a new note record to the module record. To create a new note, click the Plus icon
on the upper right of the Notes & Attachments dashlet then select "Create Related
Record". Once the Notes record view layout opens, enter the necessary
information then click "Save". For more information on creating notes, please refer
to the Creating Records section of the User Interface documentation. To relate an
existing note, click the Plus icon then select "Link Existing Record". The Search
and Select Notes page will open allowing you to select the note record you wish to
relate to the module record.

To delete the record's relationship to a note record, click the Unlink button to the
right of the attached note post. Please note that this removes the relationship, but
does not delete the record itself.

The Gear icon on the upper right of the dashlet allows you to edit, refresh, close,
and remove the dashlet accordingly. To collapse the dashlet, click the Gear icon
then select the Close option. To open up the dashlet, you can simply click the Gear
icon again then select "Open".

Notes & Attachments + &

Meeting Notes

Sally Bronsen, in 2 minutes

N

Met at SugarCon 2010
Sarah Smith, 13 days ago

(2]

My Activity Stream Dashlet

The My Activity Stream dashlet displays the user's main Activity Stream within a
dashboard, eliminating the need to navigate to the Activity Streams view to
monitor the most recent stream activities. Like other Activity Stream views, the
dashlet supports inline commenting on specific stream activities, but it does not
allow record previews. For more information on Activity Streams, please refer to
the Activity Streams documentation.

Note: Activity Streams are disabled by default. If you cannot access activity
streams, the feature may be enabled via Admin > System Settings. For more
information, refer to the System documentation in the Administration Guide.

The Gear icon on the upper right of the dashlet allows you to edit, refresh, and
remove the dashlet accordingly. To collapse the dashlet, click the Up arrow to the
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left of the Gear icon. To open up the dashlet, you can simply click the arrow again.
My Activity Stream I+ A ﬁl

Updated Primary Address Postal Code, Primary ®
Address City, Primary Address Street, Office Phone

on Georgeanna Arias.

Sally Bronsen an hour ago

Co

Updated Do Not Call on Georgeanna Arias. P

Sally Bronsen an hour ago

Co

Updated Service Level on Slender Broadband Inc.
Sally Bronsen an hour ago

Ac

When added to an Intelligence Pane, the My Activity Stream dashlet will display
stream items in context to the data within the main container of the page. For
example, if you add the dashlet to a dashboard on the main Accounts module page,
the main container of the page contains the Accounts list view. Therefore, the My
Activity Stream dashlet will restrict activity stream items to only those activities
related to the Accounts module. Similarly, if the dashlet is added to the
Opportunity module's Intelligence Pane, the My Activity Stream dashlet will
restrict activity stream items to only those activities related to the Opportunities
module. If the My Activity Stream dashlet is added to any record view's
Intelligence Pane dashboard, the dashlet will restrict activity stream items to only
those activities related to the record displayed in the main container on the page.

To filter the My Activity Stream dashlet, edit the dashlet and click once on the
Filter button. Choose any of the pre-defined Activity Stream filters, such as
"Messages for Post", which will restrict the stream to only items that were posted
by users, and then click "Save". For more information on Activity Stream filters,
please refer to the Activity Streams documentation.

|| Accounts Activity Stream (Posts) Cancel E
Display Rows

5 -

Auto Refresh

None -

Default Data Filter
All Activity Stream
" All Activity Stream
Messages for Create

Messages for Link

250/840


http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface/Activity_Streams

It is good practice to also rename an edited dashlet accordingly so that it is clear
that this dashlet is displaying a filtered view. To change the dashlet's title, edit the
dashlet, type a new name into the text box that contains the words "My Activity
Stream", and then click "Save".

To add a comment or reply to the Activity Stream via the My Activity Stream
dashlet, click on the Comment button next to the relevant stream entry, type your
reply, and then press the Reply button. For more information about interacting
with Activity Streams, please refer to the Activity Streams documentation.

Accounts Activity Stream + A B
ac Updated Service Level on
Slender Broadband Inc. —

Sally Bronsen an hour ago

Add your comment... Type @ to B

mention a user. Type # to
reference a record.

Cases Summary Dashlet

The Cases Summary dashlet also appears in the intelligence pane of the Accounts
record view. It allows users to view status information for cases related to the
specific account record. The case summary is broken up into multiple tabs
(Summary, New, Pending Input, Assigned) and displays a number on each tab to
indicate the relevant count of the open, closed, new, and pending cases. Please
note that the record must have at least one related case in order for data to appear
within the dashlet and the status tabs (Pending Input, New, Assigned) will appear
if there is a related case meeting that particular status.

The dashlet is not available for Sugar Sell users. For more information on license
types and the functionality available for each, refer to the User Management
documentation.

The Gear icon on the upper right of the dashlet allows you to edit, refresh, and
remove the dashlet accordingly. To collapse the dashlet, click the Up arrow to the
left of the Gear icon. To open up the dashlet, simply click the arrow again.

Note: Dashlet Gear menus, including the Edit, Refresh, and Remove options in the
Case Summary dashlet, are only available to the containing dashboard's Assigned
To user and system admin users.
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Case Summary ~

Summary New Assigned Pending Input
6 1 2 2

Closed Cases

Open Cases

The Summary tab displays a donut chart that shows the breakdown of open cases
versus closed cases. If you hover over the breakdown it will display the number of
open and closed cases for the record. The Pending Input tab displays a list of all
pending cases related to the current record. The New tab displays a list of all new
cases related to the current record. The Assigned tab displays a list of all open
cases related to the current record. Users can easily view the case details by
clicking the record's subject link under each tab. Please note that you can also
mark a case as a favorite by clicking the star icon to the left of the case subject
under each tab (Pending Input, New, Assigned).

Case Summary ~
Summary New Assigned Pending Input
6 1 2 2

Warning message when using the wrong browser

Comment Log Dashlet

The Comment Log dashlet is available to add to Sidecar record views and displays
the contents of the Comment Log field for the current record. It lists the entries in
descending order with the newest at the top. You can also quickly create new
entries by typing in the open text box then clicking the "Add" button. The dashlet
shows the three most recent entries but you can open the rest of the entries by
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clicking "View All". If another user adds an entry while you are viewing the
dashlet, you must refresh the dashlet to see the new entry. The Comment Log
dashlet is also included automatically in the Service Console and SugarLive. Please
note that the dashlet is not available in Sugar Professional. For more information
about comment logs including mentioning records and users, refer to the User
Interface documentation.

Comment Log A D

Jolene Strand an hour ago
Waiting to talk to about possible solutions.

Jolene Strand 5 hours ago
Okay, | will take a look.

Max Jensen 6 hours ago
Looks related to NElElE I il L EE [ELET
View All

Interactions Dashlet

The Interactions dashlet is available to add to the Accounts, Cases, and Contacts
record views and displays the record's related calls, meetings, messages, emails,
and notes with the most recent interactions on top. The dashlet is included
automatically in the Case Detail drawer of the Service Console and the Detail
panel of SugarLive. Please note that the Interactions dashlet is not available in
Sugar Professional.

Each row in the dashlet can be expanded by clicking anywhere within an
interaction's row or clicking the down arrow to the right of the row, which will
display a preview of the record. To collapse the row, simply click on the
interaction's row again or click the up arrow.
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Contact Interactions A B

e Get more information| 4 Compose Email v

L. Log Call
Follow- up on proposa v
ﬁ g Schedule Meeting

+ Create Note or Attachment

e Discuss review proces v

® Create Message
—_————s-— - _

Demo v

You can also create new interactions by clicking the Plus (+) icon in the dashlet
header and selecting the type of record (e.g. call) you wish to create. A quick-
create drawer will open where you can enter the necessary information to create
the new interaction. Please note that the new record's Related To field will be
automatically populated with the name of the current record you are viewing.
Refer to the_Calls, Emails, Meetings, Messages, and Notes documentation for more
information on creating these records.

Record View Dashlet

The Record View dashlet is available to add to most Sidecar modules, including
custom modules, and uses a tabbed view to allow users to see records related to
the one they are viewing. If the current record can only be related to one record of
the selected module (i.e. one-to-one and many-to-one relationships), the tab
displays the single related record's detail view. For relationships to many records
of that module (i.e. one-to-many and many-to-many relationships), a list view is
displayed. Users can configure which of the current record's relationships to
display in up to six total tabs. The Record View dashlet is also included
automatically in the Service Console and SugarLive. In SugarLive, it includes an
additional Link button to allow agents to quickly relate a contact or case to the
ongoing chat or call.

The dashlet is available on all Sidecar modules except Emails, and admin users can
configure the Record View Dashlet layout for all supported sidecar modules as well
as any custom modules via Admin > Studio.

To open a different tab, click the name of the tab across the top. When viewing a
single record tab, the record can be edited directly in the dashlet by clicking an
individual field or clicking the Edit button. Once you are done editing, click the
Save button to preserve your changes.
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Cs  Having trouble adding new it... [JZ0fi~»

Number Priority
245 Medium
Account Name Show in Portal

Jungle Systems Inc

Type Source
Administration

Status Assigned to

Accionard Mav lancan

To configure the tabs on the dashlet, click the Gear icon in the top right corner and
select "Edit". On the screen that opens, you can change the dashlet's title, and the
Tabs field across the top allows you to specify which tabs you would like displayed.
The first option will start with the word "This" and represents a record view tab of
the record currently in focus. When applying the dashlet to a record view, it is
recommended to remove the "This..." tab so that information is not duplicated on
the screen and a related records tab can be shown first. Click the Tabs field to
select more tabs or click a tab's X icon to remove it. Beneath the Tabs field, a
preview of the dashlet is available. Clicking each tab allows you to view how the
tab will be displayed and, for list view tabs, allows you to configure the tab. You
can specify which columns to display, how many rows to display, and how often the
list view data should be automatically refreshed. Tabs showing a single record
cannot be configured in the dashlet as they are controlled by the module's Record
View Dashlet layout which can be configured by admin users via Studio.

Tabs

s case 0Y ks 0 contacts O Documents o)

This Case Tasks Contacts Documents

Columns
m Assigned User @ ] Date Created ©

Display Rows
5 v

Auto Refresh

Console List View Dashlet
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The Console List View dashlet is similar to the List View dashlet in that it displays
a filtered list of records belonging to a specific module. However, clicking a record
in the Console List View dashlet opens it within the context of the console it is
placed in rather than opening its record view. This dashlet is only available in the
Detail panel of SugarLive on the Search and Contact tabs. In these tabs, it is used
to show a complete or contextual list of either contacts or cases that can be
opened directly within SugarLive's Detail panel.

Cases

Filter ~ m [+
Num. & Subject % Account Name &  Priority & Status s
20 Warning message whe...  Underwater Mining Inc. P2 Assigned
61 Having trouble adding ...  Calm Sailing Inc P2 Closed
120 Need to purchase addi...  Sea Region Inc P2 Pending Input
123 Need to purchase addi... ~ Slender Broadband Inc P1 New
221 System not responding X-Sell Holdings P2 Assigned

More cases...

An admin can configure the list to be filtered by any out-of-the-box or saved custom
filter on the Contacts or Cases module by editing the dashlet. In addition, the
search bar allows you to search by keywords in certain fields on each module:

Contact fields:

First Name
Last Name
Account Name
Email Address
Office Phone

Case fields:

e Case Number
e Subject
e Account Name

To find fields with your search text in the middle or at the end, use the wildcard
character (%) at the beginning of your search. For example, enter "%operations" to
find all records with the word "operations" in one of the searchable fields.

256 /840


http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/SugarLive#Detail_Panel

Knowledge Base Search Dashlet

The Knowledge Base Search dashlet gives you quick access to knowledge base
articles in the Knowledge Base module via a search bar and a tree-based view. It is
available to add to any dashboard in Sugar and is also displayed in SugarLive. The
search bar lets you find articles with matching titles or contents; to search, simply
enter a keyword and a dropdown will appear containing matching articles. Below
the search bar, you can see a tree-based view showing the structure of the
knowledge base. Here, you can navigate through the folders to browse published
articles in specific categories and click articles to open them. Clicking an article in
the search results or the tree-based view opens it in a new browser tab.

Knowledge Base Search A B

& Documentation
(D calendar
O calls
& Email
ﬁ Resetting the device
(D Dpatabase
& Tutorials
E Charging the battery
(D video
i) Help

Product Catalog Dashlet

The Product Catalog dashlet allows users who have access to the quotes module to
easily reference the Product Catalog and instantly add products from the catalog
as line items on the quote worksheet.

You can also add the Product Catalog dashlet as read-only to other Sidecar
modules (e.g. Cases, Calls) simply by adding the Product Catalog dashlet to the
intelligence pane dashboard. You can search for products using the Search field on
the dashlet, as well as click the icon to the left of a product's name to view
complete details of its Product Catalog record. When viewing the details of the
record, you can mark the product as a favorite by clicking the star icon on the
upper left of the product catalog's record view.
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Product Catalog A

[ Desktops
B Haggins Widgets
[ Laptops
E=) 48 Month Service

[E 7« 1000 Desktop
B Modular Device
g Pina Widgets
B Roland Widgets
[ Stationary Device

Active Subscriptions Dashlet

The Active Subscriptions dashlet is available to add to the Case Detail drawer in
the Service Console and to the record view dashboard of any module, custom or
stock, that has one of the following:

e A one-to-one or many-to-one relationship to the Accounts module
e A relate field targeting the Accounts module

The dashlet shows a list of all of the current account's purchases that are marked
"Service", have a start date in the past, and an end date in the future. The dashlet
shows each purchase's name, quantity of units, and purchased line item calculated
revenue amount next to "Total". A simple bar chart visualizes the time elapsed and
time remaining for the subscription, which you can explicitly view by hovering your
mouse over the bar. To learn more, review the Purchases and Purchased Line
Items documentation.

Active Subscriptions A
1 year Service, quantity 11 in ayear
Total $3,715.19 Start Date: 2019-12-10
End Date: 2023-12-09
) . Expires: in 4 years .
48 month Service, quantity 90 in 4 years
Total $47,340.00 [
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Purchase History Dashlet

The Purchase History dashlet is available to add to the Case Detail drawer in the
Service Console and to the record view dashboard of any module, custom or stock,
that has one of the following:

e A one-to-one or many-to-one relationship to the Accounts module
e A relate field targeting the Accounts module

The dashlet shows a list of all the current account's purchases regardless of the
start or end date of the purchase record. The dashlet shows each purchase's name,
date range, quantity, and total. Clicking the purchase name takes you to the
purchase record view. The number of purchased line item records related to the
purchase is shown above the total and can be expanded or collapsed to display or
hide the purchased line item records. When expanded, the purchased line item
records are displayed with their respective date ranges, quantities, and line item
totals. Clicking the date ranges takes you to the purchased line item record view.

Searching and Sorting Purchase Records

The purchase records displayed in the Purchase History dashlet can be searched
and sorted to make records easier to find. Search and sort can be used separately
or together and will be applied to all the related account's purchases, not only
those visible in the dashlet's default view.

The dashlet search bar uses a partial string match, meaning it will return records
that contain the letters you type anywhere in the name, and displays matching
results as you type. For example, searching for the string "widget" would return
both "Camping Widget" and "Fishing Widget". To clear the search results, click the
"x" in the right side of the search bar.

When sorting the records, you have the option to sort by the following:

e Date (Last Purchase): The default sort order that displays purchases in
descending order based on the value in the purchase's End Date field.

e Date (First Purchase): Displays purchases in ascending order based on
the value in the purchase's End Date field.

e Price (Highest Total): Displays purchases in descending order based on
the value in the purchase's Total Revenue field.

e Price (Lowest Total): Displays purchases in ascending order based on the
value in the purchase's Total Revenue field.
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Purchase History A O

Sort Date (Last Purchase) v

6 month Service 5w
2020-10-01 - 2023-03-31 370 $2,930.10
Reyna Gadget 2A
2021-08-18 21 $-439.74

2021-03-25 29 $1,200.00

2021-03-25- 2021-08-18 ] 50 $760.26
Amal Gadget 1w
2021-03-17 /24 $5,524.00

Coletta Gadget 1w
2021-01-13 ) /13 $2,477.00

RSS Feed Dashlet

The RSS Feed dashlet allows you to view external RSS or Blog feeds via the
dashboard on the intelligence pane. When adding the dashlet, you will need to
enter in the desired feed URL (e.g. "https://news.google.com/news/headlines/sectio
n/topic/TECHNOLOGY?ned=us&hl=en&gl=US") in the Feed URL field. You can
also select a value in the "Number of entries to show" field to display the most
recent 5, 10, 15, or 20 entries from the feed and specify an auto-refresh interval
(e.g. Every Hour) if desired. Once the dashlet is added to the intelligence pane, the
applicable feeds will display and you can click the title of each feed to access the
full story on the parent site. If you wish to access the full site where the RSS feeds
originate from, simply click the title (e.g. Technology - Google News) below the
dashlet header.

RSS Feed P -

Technology - Google News

Meltdown and Spectre: Here's what Intel, Apple, Microsoft, others are doing
about it

Here Comes CES 2018, the Biggest Gadget Show in the World—What to
Expect
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The Gear icon on the upper right of the dashlet allows you to edit, refresh, and
remove the dashlet accordingly. To collapse the dashlet, click the Up arrow to the
left of the Gear icon. To open up the dashlet, you can simply click the arrow again.

Saved Reports Chart Dashlet

The Saved Reports Chart dashlet allows you to view pre-defined report charts as
well as charts of your saved reports. When adding a Saved Reports Chart dashlet,
you can select from the pre-defined report charts as well as any custom report
charts to which you have access. Summation-type, summation with details-type,
and matrix-type reports have the chart option available to view as dashlets.

When adding the reports chart dashlet, you will first select your desired report via
the Select a Report option. You can either type the first few characters of the
report's name and select from the type-ahead results or click "Search and Select..."
below the search box to select your desired report from the Search and Select
Reports drawer. Please note that only reports with charts will be available to add
to the dashlet. The Auto Refresh option allows you to choose a time frame (e.g.
Every 30 Minutes) that you wish to have the dashlet query automatically refreshed.

‘ Saved Reports Chart Dashlet | Cancel m

Select a Report Auto Refresh

- None -

| Q

Search and Select...

In addition, the following configuration options allow you to define how the chart
will display:

Note: The configuration options available may vary slightly between the report
chart types.

e Chart type: Select the type of chart (e.g. Pie Chart, Funnel Chart) to
display.
o The chart type initially defaults to the chart type defined in the
originating report.
o The available chart types will vary between reports.
o For more information on chart types, please refer to the Reports
documentation.
e Show total: Enable the checkbox to display the report's total value on the
dashlet.
o The total value in the report chart dashlet dynamically updates to
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display the total as reflected in the originating report.
Show legend: Enable the checkbox to display the full chart's legend on the
dashlet.
Show x-axis label: Mark the checkbox to display the chart's x-axis title on
the dashlet.

o A title from the originating report will populate automatically, but
you can specify a different title for display in the dashlet by
entering a new value in the open text box.

o This option only applies to bar charts and line charts.

Tick display methods: Enable the appropriate options based on how you
wish to display x-axis labels with long texts on the chart dashlet. When all
three options are enabled, Sugar will apply the display methods in order
("Wrap ticks", "Stagger ticks", "Rotate ticks") and display the x-axis labels
based on the best option.

o Wrap ticks: Wraps x-axis labels to the next line.

o Stagger ticks: Staggers x-axis labels in alternating positions.

o Rotate ticks: Rotates x-axis labels diagonally instead of across.

o This option only applies to vertical bar charts and line charts.
Show y-axis label: Enable the checkbox to display the chart's y-axis title
on the dashlet.

o A title from the originating report will populate automatically, but
you can specify a different title for display in the dashlet by
entering a new value in the open text box.

o This option only applies to bar charts and line charts.

Bar chart value placement: Select where the chart values (e.g. End,
Middle) will be positioned for bar-type charts.

o The Top option applies to bar grouped-type charts (e.g. Horizontal
Bar Grouped Chart) with an un-stacked data series.

Bar chart display options: Enable the appropriate options based on how
you wish to view data on the chart.

o Allow scrolling: Scroll the chart up-and-down or left-to-right on
the dashlet, if applicable. Disabling this option re-sizes the chart to
fit the full dashlet width.

= Scrolling will work for charts where the data exceeds the
size of the dashlet width.
= This option only applies to bar charts.

o Stack data series: Displays a stacked bar for each grouping in the
report chart broken into sub-sections of data. Disabling this option
displays separate bars for each sub-section in the same grouping.

= This option only applies to grouped bar charts (e.g. Vertical
Bar Grouped Chart).

o Hide empty groups: Hides any empty data groups from the chart,

if applicable.
= This option only applies to bar charts.
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Opportunities By Lead Source ’ Cancel m

Select a Report Auto Refresh

Opportunities By Lead Source X v None v
Chart type

Vertical Bar Grouped Chart -

Show total Show legend

Show x-axis label Tick display methods

Lead Source Wrap ticks Stagger ticks Rotate ticks

Show y-axis label

Count
Bar chart value placement Bar chart display options
End v Allow scrolling Stack data series Hide empty groups

Once the dashlet is added, click the Gear icon on the upper right to edit, refresh,
or remove the dashlet as necessary. In addition, you can select the View Report
option to access the originating report's_detail view which will open in a new
browser tab. The report may also be edited to update or add information as
necessary as long as your ability to edit reports in Sugar is not restricted by a role.
For more information on teams and roles, please refer to the Team Management
and Role Management documentation in the Administration Guide. If any changes
are made to the report, the reports chart dashlet on your Home page will reflect
the changes after saving the report and refreshing the dashlet.

To collapse the dashlet, simply click the Up arrow to the left of the Gear icon. You
can click the colored circles in the chart legend to toggle whether or not that
segment appears in the chart. Users can also drill through to view a list of records
associated with a particular chart section by clicking on the section. For more
information about drilling through report charts, please refer to the Reports
documentation.
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Opportunities By Lead Source n

Total is 168

Edit

@ Undefined @® Cold call @ Existing Customer Self Generated @ Employee or
@ Direct Mail @ Conference @ Trade Show Web Site @ Word of mouth @ E View Report
Support Portal User Registration Other
Refresh

Remove

Count
S o (o]

[}

11
| 9
I I I |

Undefined Existing Customer Employee Public Relations Conference Web Site
Cold Call Self Generated Partner Direct Mail Trade Show

(=]

Lead Source

Note: Dashlet Gear menus, with the exception of the View Report and Refresh
options in the Saved Reports Chart dashlet, are only available to the containing
dashboard's Assigned To user and system admin users.

Last Modified: 2021-03-15 17:38:24

Service Console

Overview

Users with a Sugar Serve license type have access to Service Console, a Home
page dashboard that provides a powerful work environment for customer service
agents by incorporating SLAs and region-specific business hours, insightful
dashlets, and a cohesive case research and action experience. Its functionality is
broken into two tabs. The Overview tab comes pre-built with nine dashlets focused
on assisting customer service users track and complete their work. The second tab,
named "Cases", presents a prioritized list of the current user's open cases. Clicking
a case's row opens a Case Detail drawer which displays a wealth of information
and provides the tools needed to work the case to completion. The floating actions
button also appears on the console dashboard and allows users to perform actions
such as create dashboards. For more information on floating actions button, refer
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to the Dashboards and Dashlets documentation. Please note that admin Serve
users and the Serve user assigned to the Service Console dashboard have the
ability to configure the various parts of the console. For more information on how
to configure the console, refer to the Console Management documentation.

s v Accounts +  Contacts ¥  Opportunities v Leads v Calendar v } Q o @:’ v o
<
Service Console *
Overview | Cases 2 1 6
Nu...  Priority/S... Follow Up Subject/Description Business ... Account A __ d to
19 Medium 2 hours ago Need assistance with large customization USA-East Underwater Miningl... Max Jensen
A
2020-12-07 11:30
20 Medium 5 minutes ago Warning message when using the wrong browser USA-East Underwater Miningl... Max Jensen

2020-12-07 13:15

Out-of-the-box, Service Console is a shared, default Home page dashboard and can
be accessed by clicking the Cube icon's down arrow and selecting "Service
Console" from the menu.

ﬁ Accounts w  Contacts ¥  Opportunities

4+ Create Dashboard

@  Activity Stream

Cases 7 2 8
= Manage Dashboards

ollow Up
82  Service Console
3 days ago
£27 Home Dashboard 7/15/2019 22:37

Prerequisites
Sugar Serve Initialization

Service Console makes heavy use of the Case module's Follow Up Date field which
is set according to your organization's SLAs and business hours by the Sugar Serve
SugarBPM template. Several related records must be set up, and an admin must
configure the SugarBPM template in order for follow-up dates to be calculated
correctly. For detailed instructions, refer to the Getting Started With SugarBPM
for Sugar Serve and Stock SugarBPM - Case Follow-Up Date Management articles.

Console Access
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Although Service Console shares some behaviors with standard shared
dashboards, it is also specialized and, therefore, has some key differences:

¢ Visibility: Service Console follows the visibility and availability rules of
other shared dashboards with the additional requirement that users must
have a Sugar Serve license type. By default, Service Console is shared with
the Global team and set as a default dashboard, meaning it will appear in
the home dashboards list for all users who are members of the Global team
and have a Sugar Serve license type. An admin user may need to alter its
Team field to push Service Console to additional users.

Overview Tab

Service Console's overview tab contains, by default, nine dashlets that aim to assist
customer service professionals to track and organize their work. Admin Serve
users and the Serve user assigned to the Service Console dashboard are able to
edit the tab just like a standard dashboard to add, remove, or modify its dashlets.
For more information on configuring the Overview tab, refer to the Console
Management documentation. The following dashlets appear by default:

e My Open Cases by Followup Date

e Planned Activities

e Active Tasks

e My Open Cases by Status

e My Recently Viewed Cases

e My Cases in the Last Week by Status

e Open Cases by User by Status

e My Cases Resolved This Month by Week
e Status of Open Tasks Assigned by Me

Service Console *
Overview I Cases 2 1 6 e
My Open Cases by Followup Date ~ B Planned Activities + & Active Tasks + w
@ Undefined @ 2020-12-07 @ 2020-12-10 (1) 2020-12-11 Today m u = u =
@ 2020-12-16 @ 2020-12-18
2 10+ 5] 0 10+ 0
Meetings Calls Due Now Upcoming To D
20
%) Follow-up on proposal offde o &) Send contract o
10 « P Max Jensen,in 22 days @ % Max Jensen, in 9 days
A\ Roview naadc -~ -~ - M\ Cond litaratiira
. —
Undefined  2020-12-07 2020-12-10 2020-12-11  2020-12 More meetings... More tasks...
7 N
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Service Console's Cases tab contains a prioritized list view of the current users'
open cases which can be clicked to reveal a Case Detail drawer where the case can
be worked to completion. Its features and functionality are described in the
following sections.

Service Console w

Overview 1 3 5

Number Priority/Status * Follow Up Date */Follow Up Date Subject/Description Business Center Account Name/Service Level Assigned to

202 Medium 2 hours ago Trouble creating reports  USA - East Coast Kaos Trading Ltd Chris Olliver
2020-06-16 11:00 I'm trying to make are... Tier 2
ig

v

23

I

igh in a minute System not responding  USA - East Coast Riviera Hotels Chris Olliver
-

2020-06-16 13:30 This morning, the insta... Tier 2

Prioritized List View

The Cases tab of the Service Console displays a prioritized list of open cases
assigned to the current user. By default, this list is ordered by the cases' follow-up
dates, a value set according to your organization's SLAs and business hours by the
Sugar Serve SugarBPM template, which requires admin configuration prior to use.
Admin Serve users and the Serve user assigned to the Service Console dashboard
have the ability to change the default sort order, apply a filter to the list view, as
well as choose which fields to display as columns in the list view and designate the
order in which they appear. For more information on how to configure the various
settings, refer to the Console Management documentation. The Cases tab itself
includes counts of cases grouped according to how soon their follow-up dates are
due. Actions you can take for each case are available in a dropdown menu to the
left of each row. Each row of the prioritized list contains detailed case information
and can be clicked to open a Case Detail drawer in order to further investigate and
work each case to resolution. The list view automatically refreshes every five
minutes to keep its counts, statuses, and follow-up date information current.

Note: The case counts and list of cases include any case, assigned to the current
user, which is not in a status of "Closed", "Duplicate", or "Rejected". If you have
added other statuses to the dropdown values of the Case module's Status field, the
counts and list will include cases in those custom statuses.

Case Counts
The Cases tab includes counts of all open cases which are assigned to the current
user. The counts are broken into three groups according to follow-up date and

colored red, yellow, or white based on how much time you have until they are due:

¢ Red: The number of cases assigned to the user with a follow-up date that
has already passed
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e Yellow: The number of cases assigned to the user with a follow-up date in
the next 24 calendar hours

e White: The number of cases assigned to the user with a follow-up date
more than 24 calendar hours in the future

Overview Cases 2 2 5
Number Priority/Status * Follow Up Date */Follow Up Date
202 Medium 3 hours ago

2020-06-16 11:00

Note: The Follow Up Date field is set according to your organization's SLAs and
business hours by the Sugar Serve SugarBPM template which requires admin
configuration prior to use.

Note: The yellow and white counts use 24 calendar hours and do not take into
account business hours. This means that cases due within the next work day may
not appear in the yellow box. For example, when a business center is closed over
the weekend, on Friday afternoon, a case due Monday morning will be counted in
the white box rather than the yellow box even though it is due within the next
business day.

Row Actions

To the left of each row is a dropdown menu of actions you can take on the row's
case. Click the down arrow to access the following options:

e Edit in New Tab: Opens a new tab with the case's record view in edit

mode
e Copy Record URL: Copies the URL of the case to your clipboard
e Open in New Tab: Opens a new tab with the case's record view

Number Priority/Status * Follow Up Date */Follow Up Date
202 Medium 3 hours ago
2020-06-16 11:00
(&' Editin New Tab ) .
High 6 minutes ago
& Copy Record URL 2020-06-16 13:30
@ Open in New Tab Low in 24 minutes
2020-06-16 14:00

Case Information
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The Cases tab lists cases which are assigned to the current user are listed in order
of their follow-up dates. Clicking anywhere within a case's row opens the Case
Detail drawer within the Service Console. Fields with an asterisk to the right of the

field name (e.g. Status *, Follow Up Date *) are widget-type fields that provide data
from one or more fields in the module in a different manner.

By default, the following information is displayed in the list view for each case in
the Service Console:

Note: Serve admins and the Serve user assigned to the Service Console dashboard
can configure the Cases tab lists to choose which fields to display as columns in
the list view as well as the order in which they appear.

Number: The case's Number field
Priority: The case's Priority field
Status: The case's Status field, stacked beneath its priority and color-
coded as follows:

o Green: New

o Blue: Assigned
Notes [ParptmiRehdsngpddfied the Status field's dropdown list to remove
the stock New, Assigned, and Pending Input options, these colors can be
utilized by creating custom options using those exact words as the Item
Name value. Any custom statuses with other Item Name values will be
colored blue.
Time until follow Up: The amount of calendar time until or since the
follow-up date and color-coded as described below, stacked on top of the
case's Follow Up Date field

o Red: A follow-up date that has already passed

o Yellow: A follow-up date in the next 24 calendar hours
Note » TWehybélody fatld wrhited abéomrsous & Rdnc24e nallem H en tsamsl idothe tfudiiee
into account business hours. This means that cases due within the next
work day may not be marked yellow. For example, when a business center
is closed over the weekend, on Friday afternoon, a case due Monday
morning will be marked white rather than yellow even though it is due
within the next business day.
Follow Up Date: The case's Follow Up Date field, stacked beneath the
amount of time until or since the follow-up date
Note: The Follow Up Date field is set according to your organization's SLAs
and business hours by the Sugar Serve SugarBPM template which requires
admin configuration prior to use.
Subject: The case's Subject field, stacked on top of its description
Description: The case's Description field, stacked beneath its subject
Business Center: The case's Business Center field
AccountName: The case's related account's name, stacked on top of the
account's service level
Account's Service Level: The case's account's service level, stacked
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beneath the account's name
e Assigned To: The user assigned to the case

Overview Cases 22 s

Number Priority/Status * Follow Up Date */Follow Up Date Subject/Description Business Center Account Name/Service Level Assigned to

202 Medium 3 hours ago Trouble creating reports  USA - East Coast Kaos Trading Ltd Chris Olliver
” 2020-06-16 11:00 I'm trying to make are... Tier 2

23 High 10 minutes ago System not responding  USA - East Coast Riviera Hotels Chris Olliver
7 2020-06-16 13:30 This morning, the insta... Tier 2

239 Low in 20 minutes Warning message whe... Smith & Sons Chris Olliver
7 2020-06-16 14:00

245 Medium in 20 minutes Having trouble adding ... Jungle Systems Inc Chris Olliver
v 2020-06-16 14:00

Note: While the case counts within the Cases tab will include all cases related to
the current user, the cases list can display a maximum of 100 rows.

Case Detail Drawer

Clicking a case's row in the Service Console opens a drawer that serves as a single
location to gather information about the case and its related records, review past
interactions and progress, communicate with the customer, and process the case
to its completion. The drawer contains four dashlets geared towards helping with
these actions which are described in the following sections. You can quickly switch
which case's details are displayed by clicking a different row from the list still
displayed in the background. To close the drawer, click the X icon at the top left of
the drawer or press your Escape key. While the prioritized list view refreshes
automatically every five minutes, the Case Detail drawer does not. Switch between
cases or close and reopen the drawer to see refreshed information.

Service Console E )
Cs  System not responding m ~ Comment Log ~
Overview Cases Case Tasks Contacts Documents
Numb... Priority/Sta... Follow Up ) m
Number Priority
. 1 Low 5 High
m A N Show in Portal Max Jensen 8 minutes ago
- # Account Name owin Porta Will Westin  This seems to be related to defect
S 5 High Smallville Resources Inc Error occurs while running count query . Can you provide a status
Type Source update on this defect? Thanks!

Note: Admin users with a Sugar Serve license type and a regular Serve user
assigned to the "Service Console" and "Case Details" dashboards have the ability
to change the layout and the configuration of dashlets. For more information about
editing dashlets, refer to the Dashlets and Dashboards documentation or the
documentation for each of these specific dashlets linked in the sections below.

Case Record Dashlet
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On the top left of the Case Detail drawer is a Record View dashlet. Out-of-the-box,
it is configured to display the case you are currently viewing as well as additional
tabs containing its related tasks, contacts, and documents. The dashlet, as a whole,
provides a concise replacement for the case's full record view by displaying not
only the case's fields but also making the case's most important subpanel contents
available via additional tabs. The case record can be edited directly in the dashlet
by clicking an individual field or clicking the Edit button. Once you are done
editing, click the Save button to preserve your changes. The related record tabs
display lists of records with a relationship to the current case record. For more
information, refer to the Record View dashlet documentation.

Cs  Need to purchase additional licenses Edit [Calk~
Case Tasks Contacts Documents
Number Priority
231 Medium
ccount Name Show in Portal

Dirt Mining Ltd

Type Source
Administration

Comment Log Dashlet

The top right of the Case Detail drawer contains the Comment Log dashlet. This
dashlet displays the case's Comment Log field's entries with the most recent entry
on top. You can also quickly create new entries by typing in the open text box then
clicking the "Add" button. For more information about comment logs including
mentioning records and users, refer to the User Interface documentation.

Comment Log A

Chris Olliver a few seconds ago
This seems to be related to defect
Error occurs while running count query - Is the recommended solution

to upgrade Max Jensen ?

Related Account Record Dashlet

On the bottom left of the Case Detail drawer is another Record View dashlet,
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similar to the top left. Out-of-the-box, this dashlet displays the account related to
the current case, providing additional customer information and the ability to edit
the related account without having to navigate from the case. For more
information, refer to the Record View dashlet documentation.

Ac  Riviera Hotels [ Edit Ead
ebsite Industry
http://www.rivierahotels....  Hospitality

Case Interactions Dashlet

The bottom right of the Case Detail drawer contains the Case Interactions dashlet.
This dashlet displays the case's related emails, calls, meetings, and notes with the
most recent interactions on top. Each row in the dashlet can be expanded by
clicking anywhere within an interaction's row or clicking the down arrow to the
right of the row, which will display a preview of the record. To collapse the row,
simply click on the interaction's row again or click the up arrow. When previewing
emails, any email attachments can be downloaded by clicking the attachment's
name. You can also quickly create new interactions by clicking the Plus icon in the
dashlet header and selecting the type of record you wish to create. Doing so will
open a quick-create drawer and automatically select the current case in the new
record's Related To field. For more information, refer to the Interactions dashlet
documentation.

—
Case Interactions + |~
—
Discuss and reproduce the issue + Compose Email v
L Log Call
9 [CASE:23] System not responding B3 Schedule Meeting v
+ Create Note or Attachment

e 2 day follow up v

Schedule meeting to discuss the issue

1<)

Purchase History Dashlet

While not available by default, it is worth mentioning that the Purchase History
dashlet can be added to the Case Detail Drawer by an administrator or the user
assigned to the Service Console dashboard. The dashlet shows a list of all the

current account's purchases regardless of the start or end date of the purchase
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record. The dashlet shows each purchase's name, date range, quantity, and total.
For more information, refer to the Purchase History Dashlet section of the
Dashboards and Dashlets documentation.

Last Modified: 2021-06-04 07:18:02

Search

Overview

Sugar comes with the ability to search across the entire system to easily locate and
filter records in the system. Users can perform a search via the module's list view,
record view, as well as global search. The module search allows you to locate
records easily and effectively in a module-specific manner. Once the search is
performed, the relevant results will be displayed in the module list view or
subpanel view of the record. Global search allows users to search for information
across their entire Sugar database as opposed to restricting search within a
specific module. This documentation will go over the basics of the various search
options and cover how to perform a search, filter a search, view results, etc.

Global Search

Global Search allows users to search for information across their entire Sugar
database as opposed to restricting searches to a specific module. The Global
Search bar displays on the upper right of every Sugar page and utilizes Full-Text
Search to search throughout nearly all fields and modules for an enhanced search
experience. For more information on performing searches within a single module,
please refer to the List View Search and Record View Search section.

3 - Accounts v § All |4 x 1 D .

o

By default, Sugar comes out-of-the-box with a defined list of fields for each module
that users can search as well as view in the search results on the View All Results
page. Please note that secondary fields (e.g. email address, office phone, start
date) will display in the View All Results page only if they contain a value. In
addition, if there is a match found in a searchable field, it will display on the View
All Results page even though it is not defined as a displayed field for the module.
For example, if you enter a search (e.g. John) and the system finds a match in the
case's Description field, but the Description field is not configured in the record
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view layout for cases, the case record will appear on the View All Results page
along with the description as the secondary field because it contains the search

term.

Note: All email addresses (e.g. primary, secondary) in the record are included in
the search. Primary email addresses have a higher relevance compared to the
other email addresses for search results.

Description, Reference
Code

Module Searchable Fields Fields Displayed on
View All Results Page
Accounts Name, Email Address, Name, Primary Email
Billing Street, Shipping Address, Office Phone
Street, Office Phone, Fax,
Alternate Phone,
Description, DUNS, SIC
Code
Bugs Subject, Bug Number, Subject, Bug Number,
Description, Work Log Status
Calls Subject, Description Subject, Start Date, End
Date, Status
Campaigns Name, Objective, Name, Type
Description
Cases Subject, Description, Case |Subject, Case Number
Number, Resolution, Work
Log
Contacts First Name, Last Name, Name, Primary Email
Home Phone, Office Address
Phone, Mobile Phone,
Other Phone, Fax, Primary
Address Street, Alternate
Address Street, Portal
Name, Description, Email
Address
Contracts Contract Name, Contract Name, Status

Custom Basic Type

Name, Description

Name

Custom Company Type

Name, Office Phone,
Alternate Phone, Fax,
Email Address, Billing
Street, Shipping Street,
Description

Name, Primary Email
Address, Office Phone
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Custom File Type

Document Name,
Description

Document Name

Custom Issue Type

Subject, Number,
Description, Work Log

Subject, Status

Custom Person Type

First Name, Last Name,
Home Phone, Mobile
Phone, Office Phone,
Other Phone, Fax, Primary
Address Street, Alternate
Address Street,
Description, Email
Address

Name, Office Phone,
Primary Email Address

Custom Sale Type

Name, Description, Next
Step

Name, Expected Close
Date

Documents Document Name, Document Name
Description

Emails Subject, Date, From Subject, Date, From

Employees First Name, Last Name,

Email Address

Knowledge Base

Name, Body, Description

Name

Leads

First Name, Last Name,
Email Address, Home
Phone, Mobile Phone,
Office Phone, Other
Phone, Fax, Primary
Address Street, Alternate
Address Street,

Name, Primary Email
Address, Office Phone

Description

Manufacturers Name Name

Meetings Subject, Description, Subject, Start Date, End
Location Date, Status

Notes Subject, Description Subject

Opportunities Opportunity Name, Opportunity Name,

Description, Next Step

Expected Close Date

Product Categories

Name, Description

Name

Projects

Name, Description

Name, Status, Priority

Project Tasks

Name, Description

Name, Status

Quoted Line Items

Name, Mft Part Number

Name, Status

Quotes

Quote Subject,
Description, Purchase

Quote Subject, Quote
Number, Quote Stage
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Order Number, Quote
Number, Billing Address
Street, Shipping Address

Street

Revenue Line Items Name, Description, Next |Name, Expected Close
Step Date

Target First Name, Last Name, Name, Primary Email
Email Address, Address

Description, Primary
Address Street, Alternate
Address Street

Target Lists Name, Description Name

Tasks Subject, Description Subject, Status, Due Date

Please note that not all fields in Sugar are enabled by default for search, but can
be enabled by an administrator. Administrators can control additional elements of
global search via Admin > Search and Admin > Studio. If the administrator
globally disables a module for search, you will not be able to perform a search on
that module or filter by that module when searching. For more information on how
to enable and disable certain fields and modules in Global Search, please refer to
the Studio documentation as well as the Search section of the System
documentation in the Administration Guide.

To use global search, you need to first enter a keyword into the search box and the
pop-up results will begin appearing once you enter at least one character. Please
note that clicking on the search bar will expand it across Sugar's navigation bar,
which spans across the top of the screen. To minimize the search bar, simply click
anywhere outside of the search bar or hit the Esc key on your keyboard.

Note: Elastic search strips out the non-numeric characters ("-", "()") from phone
numbers so you can just enter the digits (e.g. 4082269800) when searching.

Once expanded, you will be able to access the Module dropdown by clicking the
down arrow on the far left of the search box. This allows you to configure some
aspects of global search such as what module(s) (e.g. Accounts, Contacts) to filter
your search results by in Sugar. If you wish to clear your search term, simply click
the X icon to the far right of the search box. Please note that this will collapse the
search bar as well.

By default, up to five search results will display below the search box and include
the primary field (e.g. name, subject) for the records matching your search term.
The specific term (e.g. abc) in the record's field is bolded to indicate the match to
the search term. In addition, if any secondary fields (e.g. office phone, description)
match the search term as well, it will display beneath the record's primary field in
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the Quick Search Results list, with the matching term bolded. For any email
addresses that include the matching search term, the entire email address (e.qg.
support@abc.com) will be bolded instead. Please note that the Quick Search
Results list will display up to three matching fields for the record. To view all
matching results, simply hit the Enter key while focused on the search bar or click
the View all results link at the bottom of the Quick Search results list and you will
be navigated to the View All Results page. Click the appropriate record (e.g. ABC
Family Associates) in the Quick Search Results list to access the record's details.
Please note that users assigned a role restricting view access to a module (e.g.
Cases), will not be able to view search results specific to that module.

mE abc x

ABC Incorporated

Primary Email{support@abcinc.com|

@ ABC Company - 242 Units

ompany

@ TK m30 Desktop
Part Number: ABCD123456890
System not responding
Description: None of our users can access the system this morning! Please help! SaIIyJone ncorpor...

View all results

You can also perform tag searches using Global Search to easily locate groups of
records that are tagged by common attributes. For more information regarding
tagging records, please refer to the Tags documentation. For example, if you have
a set of leads that were acquired from a specific conference and you wish to locate
all the lead records tagged with this value, you can perform a search using the tag
value. As you search, the list of matching tags will appear in the tag ribbon
beneath the search box and display up to five tags matching the search term.

Ll v conference

I L ) 2020 Eastern Conference 2020 Western Conference 2020 Latin America Conference 2020 North America Conference 2020 Asia Conference I

Simply select the appropriate tag (e.g. 2018 Western Conference) from the tag
ribbon and the tag pill will get entered into the search box. If you wish to remove
any selected tag pills from the search box, simply click the "x" to the right of the
tag name. All matching records tagged with "2018 Western Conference" will
display beneath the search box.
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Al IRl 2020 North America Conference 0" | %X

Greg Fallon

Leilani Cassel

Kathrin Seth

Nolan Mohl

Melinda Docherty

View all results

You can append additional search terms or tags in the search box if you wish to
further narrow your search. Simply enter the keyword (e.g. Jeanette) to the right of
the existing search term and the matching result(s) will display. If you search
using multiple tags, the system will look for records that match any one of the tags
in the search box using the "or" operator.

L4l 2020 North America Conference © I greg x

e Greg Fallon
Primary Email: greg.fallon@example.com

Please note that clicking the tag pill in the module's record view or the record's
preview in the intelligence pane will navigate you to the View All Results page
which will display the list of records that contain the same tag. When viewing the
module's list view, dashlet list view, or subpanel list view, you can click the tag link
to be navigated to the View All Results page.

Note: You cannot click the tag pill when editing the record to access the View All
Results page.

Operators

When performing a search via global search, you can use operators such as "AND",
"OR", and "NOT" in your search query to further narrow the search results. Please
note that there must be at least three characters entered for each search term, and
the operators must be entered in all caps (e.g. AND, OR, NOT) otherwise Sugar
will consider it as a keyword to search on.
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Note: Quotation marks cannot be used in multiple word searches (e.g. "John
Smith") to return exact matches. So entering John Smith in your search query will
return: John Moore with a street address of "123 Smith Dr.”, Smith Company
with a description of "Primary point of contact is John Lee", etc.

wish to exclude records
containing a specific
keyword in the search
query.

Operator Description Example

"AND" Use this operator to John AND Texas : Search
specify search criteria returns records (e.g.
where all keywords must |[contacts) that include
match for records to be "John" and "Texas" in the
included in the search searchable fields (e.g.
result. Name, Primary Address

City).

"OR" Use this operator to 95111 OR 95113 :
specify search criteria Search returns records
where at least one (e.g. accounts) that
keyword must match for |include the digits "95111"
records to be included as |or "95113" in the
a search result. searchable fields (e.qg.

Billing Postal Code).

"NOT" Use this operator if you John NOT Texas : Search

excludes records (e.g.
contacts) that include the
term "Texas" in the
searchable fields (e.g.
Billing State) then
evaluates the remaining
query to return records
including "John".

The "AND" operator is implicitly added when there is a space between the search
strings. For example, if you enter "John Smith AND California" into the search box,
Sugar will look for records that include the term "John", "Smith", and "California"
in the searchable fields (e.g. Name, Billing State). If there are records that match

the search terms in the query, the record will display in the Quick Search Results
list. The term(s) (e.g. Smith) in the record's fields will be bolded in the search
result to indicate the match to the search term.
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I3 - | John Smith AND California "

Johnathan Moore

e Ton,
Alt Address Street: 123 John Way, Primary Address Street: 12 Nay, Primary Address State] California

Alternate Address Street: 123 Smith 5t, Primary Address Street: 123 Smith 5t, Primary Address State: California

! John Smithson annd Company
Billing State: California

When entering your search criteria, you can also use a combination of the
operators. Use parentheses if you wish to group a part of your search query. When
using the parentheses to create subqueries, Sugar will first parse the subquery
contained in the parentheses before evaluating the remaining query. For example,
if you enter: "(Johnson OR Jonson) AND Systems", Sugar will return records
including "Systems" with "Johnson" as well as "Systems" with "Jonson" in the
searchable fields (e.g. Name: Johnson Systems, Name: Jonson with Website:
www.jonsonsystems.com).

Note: When using the NOT operator, please keep in mind that it cannot be used in
direct combination with parentheses (e.g. NOT (John Smith)).

The following are example search queries using the available operators in global
search:

Search Criteria Matching Search Results

Jane AND @example.com Jane Roberts

Email: jroberts@example.com

ABC Company
Primary Address Street: 123 Jane St.

Email: support@example.com

J Thomas

Email: jane@example.com

(NOT John OR NOT Jane) Smith Bob Smith

Email: bob.smith@example.com

Mary Smith

Email: marys@smithcompany.com
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(ABC Technologies) OR (ABC ABC Inc.
Corporation) Brooklyn
Billing Street: 123 Technologies Dr.

Billing City: Brooklyn

ABC Corporation

Billing City: Brooklyn

Bob AND (Smith OR Jones) AND Idaho |Bob Smith Company
NOT Boise
Billing State: Idaho

Billing City: Nampa

Bobby Lee Jones
Primary Address State: Idaho

Primary Address City: Meridian

(Jenn OR Jennifer) Martin AND Texas |JenniferMartinez
Email: jmartinez@abc.com

Primary Address State: Texas

JennMoore

Email: jmartin@example.com

Primary Address Street:123 Texas Dr.

Viewing All Results

If there are more than five matching results, you can click on "View all results" at
the bottom of the Quick Search Results list to view all matching records. The View
All Results page loads an initial number of records meeting the current search
criteria with the option to show additional results at the user's request. The total
number of matching search results will display on the upper left of the page. By
default, Sugar displays 50 records for each search results set on the View All
Results page, but Administrators can change the number of records displayed via
Admin > System Settings. For more information on changing the number of
displayed records, please refer to the System documentation in the Administration
Guide. To load the next set of Global Search results, simply click on "More search
results" at the bottom of the View All Results page.
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If you wish to view the full details of a record, click the record's name to open the
record view (or detail view for Legacy modules). You can also view a record's
details directly from the View All Results page by clicking the Preview icon to the
far right of a record's row. Please note that preview is only available for modules
(e.g. Contacts, Leads) using the Sidecar user interface. The record's details will
display in the intelligence pane to the right of the View All Results page and will
provide users with key information regarding the record as well as any related
activity stream information. For more information on previewing via the
intelligence pane, please refer to the Dashboards & Dashlets documentation.

3 v Revenue Line Items ~ m ~ smith x® 1 /h,\\ -
Search Results for: "smith"}(13) Filter Reset ~
John Smith @
Assigned to Me (3)

Primary Email: john.smith@test.com

e TO” @ My Favorites (0)

Primary Email: tsmith@example.com

Smith & Sons @ Created by Me (7)
Primary Email: info@smithandsons.com, Office Phone: (603) 183-0316

Modified by Me (10)

Expected Close Date: 2020-02-01
Cases (2)

@ Smith & Sons @
Expected Close Date: 2020-02-01
Modules A
e Smith & Sons @
Expected Close Date: 2020-02-14 Revenue Line Items (3)
e Smith & Sons @ Opportunities (3)

Smith & Sons - 165 Units @
Accounts (2)

Filtering the View All Results Page

When not in preview mode, the intelligence pane to the right of the search results
displays various Filter options (e.g. Assigned to Me, Created by Me) that allow you
to further narrow the search results on the View All Results page. Please note that
the filters only apply to the set of search results based on your current search

query.

Each of the filter options displays a number in parentheses to indicate the number
of records from the View All Results page that meet the criteria. Any filter option
(e.g. My Favorites) that displays a zero count will not be clickable as there are no
records that meet the criteria. As you select filter options, the search results on the
page will dynamically change to only display records meeting the currently applied
filter(s). In addition, the counts for all of the filter options will dynamically change
to indicate the total count of records that meet the currently selected filter(s). For
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example, if you select "Leads" under the Modules filter, the counts next to each of
the other filter options (e.g. Created By Me, Modified by Me) will change according
to the number of results which are both a lead and match the particular filter (e.g.
Created By Me).

Search Results for: "smith" (5) Filter !
Sarah Smith @ . )
Primary Email: sarah.smith@example.com Assigned to Me (5)

T“d}' Smith @ My Favorites (0)
Email Address: rudy@yahoo.com

Martha Jones . + Created by Me (5)
Primary Email: martha.j@smithandsons.com
Linda Smithe ® Modified by Me (5)
Email Address: linda@example.com
Modules

Emily Smithson @®
Email Address: emily.s@example.com + Leads (5)

Contacts {5)

| Cases (2)
Accounts (2)

Selecting multiple filter options within a single filter (e.g. Modules) will use an "or"
operator. So if you select "Leads" and "Contacts" from the Modules filter, the View
All Results page will display both lead and contact records. However, if you select
filter options from different filters, it will use an "and" operator. For example, if
you select "Leads" from the Modules filter and select "Created by Me", Sugar will
only return lead records that you created.

To clear individual filters, click the filter again (e.g. Created by Me) to unselect the
option. If you wish to clear all filters applied on the View All Results page, simply
click the Reset button on the upper right of the intelligence pane.

To collapse a multi-option filter (e.g. Modules), you can click the Up arrow on the
upper right of the filter. If you wish to collapse all multi-option filters (e.g.
Modules) on the intelligence pane, click the Actions menu to the right of the Reset
button and select "Close All". To expand them, simply click the Actions menu again
and select "Open All".

Filtering by Module
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Global Search gives you the option to filter the search results by module by
clicking the down arrow to the far left of the expanded search bar. Please note that
the Search all option is selected by default to include all modules when searching.
The list of available modules to select will appear in the Modules list and you can
simply select the appropriate module(s) you wish to include in your search. For
example, if you select the Contacts module then enter "john" in the search box,
Sugar will only return matching contact records.

When three or fewer modules are selected from the Modules dropdown, the
corresponding Module icons will display in the search bar.

@@ v abc x

However, if more than three modules are selected, it will display the Multiple
Modules icon in the search bar.

Multiple Modules | R dlFYeld b 4

Note: The selected module(s) will remain in the search bar until the user's
browser cache is cleared.

If you wish to unselect all modules at once, simply select the Search all option from
the Modules dropdown. Please note that manually deselecting all modules will
default back to the Search all option as well.

(o] B x

Search all

« Accounts

Administrators can configure what modules are available to select in the Modules
list via Admin > Search. For more information on configuring which modules are
available to search via Global Search, please refer to the Search section of the
System documentation in the Administration Guide. Please note that only modules
you have view access for will appear in the Modules list for Global Search.

Keyboard Navigation

Using the Tab key (Alt+Tab for Safari browser) on your keyboard enables you to
easily navigate through Sugar's navigation bar which spans across the top of the
screen. You will be able to use the Tab key to access the Global Search bar and
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perform a search. For more information on navigating around Sugar using your
keyboard, please refer to the Accessibility documentation. Once you have tabbed
into the Global Search field, enter at least one character to expand the global
search bar. Please note that hitting the Enter key while in the search box will
navigate you to the View All Results page where you can also perform a search. If
you hit the Tab key within the search bar without entering in a search term, the
Magnifying Glass icon will be highlighted and you can hit "Enter" to be navigated
to the View All Results page as well.

Note: You can use global shortcut keys to access and exit the Global Search field
as well. For more information regarding global shortcut keys, please refer to the
Accessibility documentation.

Once you enter a search term, you can use the Up and Down arrow keys on your
keyboard to navigate through the Quick Search Results list and hit "Enter" while
focused on a specific quick search result (e.g. Jane Smith) to open up the module's
record view (for Sidecar modules) or detail view (for Legacy modules). Please note
that hitting the Tab key while navigating through the quick search results will
close the Quick Search Results list and highlight the X icon in the Search bar,
which will allow you to clear your keyword and perform a new search. Please note
that the Global Search bar will collapse as well when clicking the X icon to clear
search. Hitting the "Shift" and "Tab" key will close the Quick Search Results list
and highlight the search term in the search bar, allowing you to perform additional
searches.

In addition, you can easily navigate through the Modules dropdown list using the
Up and Down arrow keys on your keyboard and hitting the Spacebar key to select
or unselect a module. Hitting the Tab key while navigating through the Modules
dropdown list will close the dropdown and take you back to the search bar. If you
wish to clear the text entered in the search box, you can either click the X icon or
hit the Tab key while in the search box to highlight the X icon, then hit "Enter" or
the Spacebar key.

To navigate through the tag ribbon, you can use either the Tab key or Arrow keys
on your keyboard. To add a tag pill to the search bar, simply hit the Enter key
while focused on the tag pill (e.g. 2018 Latin America Conference) in the tag
ribbon. Hitting the Enter key again on the newly added tag pill in the search bar
will open up the View All Results page to display all matching results.

g ¥ 2020

W 2020 Eastern Conference 2020 Western Conference 2020 North America Conference 2020 Latin America Conference

In addition, you can tab through the View All Results page to highlight and access
certain elements (e.g. Search box, Intelligence Pane, Preview button) of the page.
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For example, if you press "Enter" while focused on the Preview button, the
record's data will display to the right of the search result providing key
information regarding the record.

Admin Configuration

Sugar administrators have the ability to globally enable and disable modules for
Global Search. Please note that disabled modules will not be included in search
results nor in the list of modules to filter. For more information on how to enable
and disable modules for Global Search, please refer to the Search section of the
System documentation in the Administration Guide.

Administrators also have the ability to enable and disable specific fields for Global
Search, as well as set the priority for searchable fields using boost values. To
configure fields for search, simply navigate to Admin > Studio and update the Full-
Text Searchable option to either "Searchable" or "Disabled" depending on whether
you want it included for search or not. The Full-Text Searchable option is only
available for the following data type fields: Phone, TextArea, TextField, and URL.
Boosting is the process of enhancing the relevancy of a record's fields for global
search. Fields with a higher boost level will be given greater weight when the
search is performed. When a search is performed, matching records containing
fields with a greater weight will appear higher in the search results. The default
boost value is 1.0 which stands for a neutral boost. To apply a positive boost, set
the boost value higher than 1. To apply a negative boost, use values lower than 1.
For example, a value of 1.35 will positively boost a field by 135%. But using a value
of 0.60 will apply a negative boost. Please note that it is not necessary to perform a
full system index when boost values are changed for fields. For more information
on how to enable or disable fields for Global Search or change the boost values,
please refer to the Studio documentation in the Administration Guide.

Global Search functions off of an index created from the data in your system. When
creating and updating records, data is added and modified in the index
accordingly. Occasionally the index can become corrupt or inefficient, which may
require a system index to be performed. You can perform a system index manually
via Admin > Search. For more information on how to run a system index on Full-
Text Search, please refer to the System documentation in the Administration
Guide.

Advanced Options
The Advanced Options panel is available on the view all results screen of Global

Search to allow users to enable and disable modules for the Filter by list specific to
their login. Please note that administrators have the ability to globally enable and
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disable modules for global search via Admin > Search. If the administrator globally
disables a module, you will not be able to perform a search on that module or filter
by that module when searching. The module will also no longer appear within the
Advanced Options panel. For more information on how to globally enable and
disable modules, please refer to the System documentation in the Administration
Guide.

List View Search (Sidecar Modules)

List view search enables users to easily and effectively search by a record name in
a module-specific manner to pull up relevant results they wish to view. The
matching records will populate in the list view below the Search bar. Please note
that the system retrieves all records that start with the keyword entered in the
search. When looking up names, Sugar performs an OR search for each name
entered. Records matching any of the names entered will appear in the list view.
Sugar's list view search also supports wildcard characters (e.g. %) to search for
records without including the entire word in the search query. For example, a
search for "%univ" will pull up any records containing "univ", including "The
University of Miami", "Miami University" or "Universidad de Miami". For more
information on how to use wildcards in list view searches, please refer to the
Wildcards section.

In addition, the search provides a Filter option which can be used in combination
with the open Search box to narrow your search further using the available options
on the list. For more information on the available filter options, please refer to the
Filter section.

Accounts (20 of 21+)
e N

—
Q ¢ City 4 BilingCountry 4 Ph o)
+ Create
San Jose USA 9 @ -
Dashlet: My Accounts
San Mateo USA 8 @ -
v All Accounts
hg Ltd Sunnyvale USA 8 @& ~
My Accounts
npany Sunnyvale USA 8 @& ~
My Favorites
San Francisco USA 8 @&
Recently Created
st Kansas City USA 8 @& +«
Recently Viewed
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When you choose a filter and run a search, Sugar will return records with a
matching name from within the filtered list view results. For example, if you select
"My Accounts" in the Filter list and enter an account name, Sugar will only return
account records with a matching name that are assigned to you. You can also
create new filters if you wish to add more complex filters for your search criteria.
For more information on creating new filters, please refer to the Creating a Filter
section. When you run a search using a saved or created filter, the search will be
preserved when you navigate away from the module. Returning to the list view will
automatically display the results of your last filter. Please note that searches using
the open Search box only are not preserved when navigating away.

To see all records to which you have access, simply select the All "Module Name"
(e.g. All Accounts) option in the filter. 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 in the Administration Guide.

Wildcards

Wildcards can be used to search for criteria without including the entire word in
the search. Use a wildcard character in place of characters you do not require in
your search. You may use any combination of wildcard characters in the Search
box as you desire. The following wildcard characters can be used in the List View
search box:

Character Wildcard Use

% Matches any number of characters,
including zero

Matches only one character

Please note that list view search automatically appends the wildcard character (%)
to the end of your search phrase for each text field. This allows the system to pull
up all records that include the keyword entered in the search.

When performing a multiple-word search, Sugar will behave differently based on
the module (e.g. Accounts, Contacts) in which you perform the search. For
example, performing a search for "Max Hold" in the Accounts module will match
an account named "Max Holding Company" but will not match "Maximum Holding
Company" because the wildcard is appended to the end of the entire query (e.g.
Max Hold%). However, if the same search is performed for "Max Hold" in the
Contacts module, it will return search results matching a contact named "Max
Holder" as well as "Maximillian Holder" because it appends a wildcard to the end
of each word in the query (e.g. Max% Hold%). Please note that the latter behavior
applies to any person-type module (e.g. Leads) to account for search results that
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may contain multiple words in the First Name and/or Last Name field (e.g. "Jean

Paul" as a first name).

The following search examples illustrate List View search behavior:

Search Criteria Matching Search Results
First Name Last Name
rob Rob Smith
Roberta Collins
John Roberts
%bert Bert Andernie
Roberta Collins
John Roberts
rb Roberta Collins
Ruby Lieu
John Roberts
%r b Rob Smith
John Roberts
Mirabel Glaston
it Rob Smith
Anita Nother
r b% smit% Robert Smith
Rob Smite
rob smith Rob Smith
Robert Smith
Rob Roy Smith
smith Rob Smith
Smith Johnson
jean Jeannine Pugh
Jean Paul Gaultier
paul Sue Paulson
Paul Jones
jean paul Jean Paul
Jean Paul Gaultier

When performing a search, Sugar will try to match your search text to the
beginning of a record's field. So, if an account name starts with an article like "A"
or "The", this must be accounted for in the search by adding a wildcard (%) at the
beginning of your text. For example, to properly pull up an account named "The
ABC Company", you will have to enter "%abc" for Sugar to find a match in the
system.
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In addition, you can use the wildcard character when specifying the search criteria
for custom filters with the "starts with" operator. Please note that the wildcard
character will only work with the "starts with" operator. For example, if you wish
to find all records containing the word "systems", then you can use the "starts
with" operator and type "%systems" as the filter value. For more information on
creating filters, please refer to the Creating a Filter section.

Name v starts with v  Y%systems -
Account Name With Systems Reset Cancel m
AND vs OR

When searching in the List View search, Sugar uses the "and" operator. This
means that if you are searching against multiple fields in your filter option, Sugar
will place an "and" in between each search field returning only records matching
all (as opposed to any) of your search criteria. For example, if you select "My
Accounts" in the Filter options and enter an account name, Sugar will only return
account records with a matching name that are assigned to you.

Name 4 City 4 Phone 4 BIl Lo
Y¥ | ABCIncorporated San Francisco 415-226-8900 Uu¢ @ ~
Yr  ABC Company Fremont 510-777-8000 @ v

The only time Sugar will use the "or" operator is when using a multi-select option
in the search criteria. For example, you can create a custom filter for the Accounts
list view search and select "Type", "is any of", then add "Analyst", "Customer"”, and
"Partner"”. If you perform a search based on this new filter, the system will return
account records that match any one of the values specified in the filter. For more

information on creating custom filters, please refer to the Creating a Filter section.

Account Type Reset Cancel m

- +

Please note that if any additional fields (e.g. industry, status) are added to the
custom filter, the operators between the Type field and the other fields will be an
"and" operator.
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Filter

List View search provides a Filter option which allows users to narrow their search
further using the available options on the list.

The following options are available to users when filtering their List View search:

e Create : Create a new custom filter which you can use to filter your search

e All "Module Name" : Returns all records in the module to which you have
access

e My "Module Name" : Returns only records assigned to you

e My Favorites : Returns only records you have marked as favorites

e Recently Created : Returns only records you created in the module within
the last 7 days

e Recently Viewed : Returns only records you have viewed in the module
within the last 7 days

When you choose a filter and run a search, Sugar returns records with a matching
name from within the filtered list view results. You can use one of the default filter
options from the list or create a custom filter if you wish to have more complex
filters options when searching.

Note: Only the fields that you have permission to view and that the administrator
has configured to be available will appear in the Filter list when creating a search
filter. For more information on field-level permissions, please refer to the Role
Management documentation in the Administration Guide. For more information on
adding and removing fields to filters in list view, please refer to the Studio
documentation in the Administration Guide.

When you run a search using a filter, the search will be preserved when you
navigate away from the module. Returning to the list view will automatically
display the results of your last filter. In contrast, searches performed using only
the list view's Search box are not preserved when navigating away.

Creating a Filter

Users can create and save new filters via the Create option in the Filter list of the
search bar. Filters may contain one or more fields and operators (e.g. is any of, is,
starts with) along with their desired value(s). All of a filter's criteria must evaluate
as true for a record to appear in the list view search result. Filters may also be
saved as templates with empty field values to be completed at the time the filter is
run. This is useful for searches that must be performed often against the same
fields but with varying values.
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The following steps cover creating a filter for accounts with a type of "Customer",
"Competitor", or "Partner" and assigned to Sara Smith as an example:

1.

2.

4.

5.

6.

Click the Filter option on the Accounts search bar then select "Create".

Note: You can also click "Create" to the right of the Filter option.

Accounts (20 of 21+)

Q City

+ Create
) San Francisco

Dashlet: My Accounts
sting LP Cupertino

+ All Accounts
IC Santa Fe

My Accounts

Select "Type" as the filter field and select the "is any of" operator then add
"Competitor"”, "Customer"”, "Partner" as the search values. As you create
the new filter criteria, it will be applied to the list view concurrently to
display the matching results. To remove specific filter values (e.g.
customer, partner), you can simply click the "x" to the right of the field or
you can select "Reset" to the left of the Save button to clear all filter values.
Note: The "is any of" operator allows the system to pull up records that
match any one of the set values (customer, competitor, partner).

. To add additional fields (e.g. Assigned to) to the new filter, click the Plus

button to the right of the filter.

Note: Only the fields that you have permission to view and that the
administrator has configured to be available will appear in the Filter list
when creating a search filter. For more information on field-level
permissions, please refer to the Role Management documentation in the
Administration Guide. For more information on adding and removing fields
to filters in list view, please refer to the Studio documentation in the
Administration Guide.

Select "Assigned to" as the secondary filter field and select the "is any of"
operator then add "Sarah Smith".

Enter a descriptive title for the filter (e.g. Sarah's Accounts) in the field
that contains "Enter new filter name...".

Click "Save" to add this filter to the module's Filter options.
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Accounts (11)

Filter < EE

Type - is any of - m Competitor @ -
Assigned to - | isanyof - | CEEmD | = +
Sarah's Accounts Reset | Cancel

You can also create and save a filter without entering any filter values (e.g.
Customer) if you wish to enter new values each time you utilize the filter. When re-
using the filter simply enter the appropriate filter value(s) and the list view will
display the matching results. Once you are done with the filter, click "Reset" to the
far right of the filter's name to clear the filter value(s).

The custom filter can always be edited as necessary by selecting the filter and
updating the fields, conditions, values, etc. via the filter details panel. Once the
necessary updates have been made, click "Save" to preserve the changes.

Please note that you can easily delete custom filters by selecting the filter (e.g.
Sarah's Accounts) from the Filter list, clicking the filter's name on the Search bar,
then clicking "Delete" on the filter details panel.

Preview

Once the list view displays the search results, users can easily view the record's
details directly from the module's list view by clicking the Preview icon to the far
right of the record's row. The record's detail will display in the intelligence pane to
the right of the list view and provide users with key information regarding the
record as well as the related activity stream information. For more information on
viewing previews, please refer to the Previews section of the User Interface
documentation.

Accounts (11) Preview 4 > x
Smith & Sons
Name 4 City 4 Phone 4 User { & Website
http://www.smithandsons.com
Y¥  Smith & Sons Santa Monica (603) 183-0316 Sarah Smith v
Industry
¥ | Spend Thrift Inc Alabama (094) 158-0575 Sarah Smith @ v Telecommunications
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Record View Search (Sidecar Modules)

Users also have the ability to search for related records which appear in the
subpanels of the record view. The Search bar appears below the record's fields and
you can filter the view to only display a specific module (e.g. Leads, Contacts). You
can search by a record name by entering the keyword into the Search bar, and the
subpanel(s) with the matching record(s) will appear below. Please note that the
system will retrieve records from the subpanel that start with the keyword entered
in the search box. To clear the search, simply click the "x" to the right of the
search keyword and all records meeting the search criteria will display in the
corresponding subpanel(s). When you run a search using a saved or created filter,
the search will be preserved when you navigate away from the page.

To filter, simply click the Related option to the far left of the Search bar and select
the module whose subpanel you wish to view. For more information on how to
filter records for search, please refer to the Filter section. Please note that filter
and search may be combined to only display matching records within the selected
module's subpanel. To see all subpanels to which you have access, simply select
"All" in the Related dropdown list.

e o S i ecores AT K =

Q + -

All
s City & State < Email
Calls
No data available.

Meetings
Tasks + -
Notes 4  Status 4 Start Date 4 EndDat
Member Organizations L., Scheduled 2020-04-16 09:15 202000 @

Emails
[ ]

Related Records Search

Users can search for related records simply by entering in the name of the record
in the Record View's search box. Please note that the system will only search for
related records which appear in the subpanels of the record view. The relevant
record(s) meeting the search criteria will display in their respective subpanels.
Users have the option to filter the view to only display a specific module if they
wish by selecting the module (e.g. Contacts, Leads) from the Related list. For more
information on searching within a specific module, please refer to the Related
Module section.
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Related Module

When searching for records which appear in the subpanels of the record view, you
can filter the view to only display a specific module (e.g. Leads, Contacts). Simply
click the Related option to the far left of the Search bar then select the module
whose subpanel you wish to view. Please note that you can narrow your search
further using the Filter option to the right of the Related option. For more
information on searching using the Filter option, please refer to the Filter
section.To see all subpanels to which you have access, simply select "All" in the
Related dropdown list.

R e RS e o

(! Q + -
Calls
¢ City & State < Email
Meetings
S Alabama CA phone: @& w
Tasks
San Mateo CA hro2@e @
Notes
Cupertino CA info28c @& -
Member Organizations
) Salt Lake City CA kidod@ @
Emails
Contacts
Wildcards

Wildcards can be used to search for criteria without including the entire word in
the search. Use a wildcard character in place of characters you do not require in
your search. You may use any combination of wildcard characters in the search
box as you desire.

The following wildcard characters can be used when searching for related module
records in record view:

Character Wildcard Use

% Matches any number of characters,
including zero

Matches only one character

Please note that search automatically appends the wildcard character (%) to the
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end of your search phrase for each text field. This allows the system to pull up all
records that include the keyword entered in the search. If performing a multiple
word search, the wildcard is only appended to the last word and not all words.

The following are example searches using wildcards in record search:

Search Criteria Would Match Would Not Match

rob Rob, Robert, Robin Bob, Jacob

%bert Albert, Bert, Robert Bart

rb Robert, Ruby Bob, Raab

%s i Dustin, Christi, Smith Sophie, Josephine

it Nita, Littrell Schmitt

r b% smit% Robert Smith, RobSmite |[Bob Smith, Robert Phillip
rob smit Rob Smith, Rob Smite John Smith

When performing a search,

system.

Sugar will try to match your search text to the
beginning of a record's field. So, if an account name starts with an article like "A"
or "The", this must be accounted for in the search by adding a wildcard (%) at the
beginning of your text. For example, to properly pull up an account named "The
ABC Company", you will have to enter "%abc" for Sugar to find a match in the

In addition, you can use the wildcard character when specifying the search criteria
for custom filters with the "starts with" operator. Please note that the wildcard
character will only work with the "starts with" operator. For example, if you wish
to find all related contact records containing the word "smith", then you can use
the "starts with" operator and type "%smith" as the filter value. For more
information on creating filters, please refer to the Creating a Filter section.

Last Name -

starts with -

%smith

- +

Last Name: Smith

Filter

Reset

Record view search provides a Filter option which allows users to narrow their
search further using the available options on the list.

The following options are available to users when filtering their Record View

search:
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e Create : Create a new custom filter which you can use to filter your search.

e All "Module Name" : Returns all records in the module to which you have
access

e My "Module Name" : Returns only records assigned to you

e My Favorites : Returns only records you have marked as favorites

e Recently Created : Returns only records you created in the module within
the last 7 days

e Recently Viewed : Returns only records you have viewed in the module
within the last 7 days

While in the record view, users can search for records which appear in subpanels
beneath the record's fields and filter the view to only display a specific subpanel
(e.g. Contacts, Accounts). When you choose a filter and run a search, Sugar
returns records matching the search criteria for the specified related module in
the record view. You can use one of the default filter options from the list or create
a custom filter if you wish to have more complex filter options when searching.

Creating a Related Records Filter

Users can also create new filters via the Create Filter option in the Filter list of the
search bar. This allows users to add custom, complex filter options when searching
in the module's record view. You have the option to add multiple fields to your new
filter and set select operators (e.g. is any of, is, starts with) along with the value(s)
it must contain. Please note that each one of the filter's criteria need to be true for
a record in order for it to appear in the subpanel view's search result. Unlike
creating a filter for the list view search, you must first select a module from the
Related list then select the Create option as it is specific to that module.

The following steps cover creating a filter for the related Contacts module located
in the state of "CA" as an example:

1. Click the Related option on a module record view's (e.g. Accounts) search
bar then select "Contacts".

Related ~ m Filter FUNTEILGH

‘ Q

Emails
¢ City + State
ms Alabama CA
Opportunities

2. Click the Filter option on the Search bar then select "Create".
o You can also click "Create" to the right of the Filter option.
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Related ~ m m 'Create]
@ conracts (4 Q

+ Create
Name < State
3. Select "State" as the filter field and select the "exactly matches" operator
then enter "CA" as the search value. As you add in the filter criteria's, it
will be applied to the subpanel view concurrently to display any matching
results.
o To clear any filter values (e.g. CA), simply select "Reset" to the left
of the Save button.
o You can also remove filter values by clicking the "x" within the
search value (if applicable).
4. To add additional fields (e.g. Assigned to) to the new filter, click the Plus
button to the right of the filter dropdown list.
5. Enter a descriptive title for the new filter (e.g. "Contacts in CA") in the field
that contains "Enter new filter name...".
6. Click "Save" to add this filter to the related module's Filter dropdown list.

State - exactly matches - CA =

Contacts in CA ‘ Cancel

The filter will now appear as an option in the Filter list when "Contacts" is selected
as the related module. Please note that you can easily delete custom filters by
selecting the filter from the Filter list of the related module (e.g. Contacts),
clicking the filter's name (e.g. Contacts in CA) on the search bar, then clicking
"Delete" on the filter details panel. You can also edit the custom filter as necessary
via the filter details panel then click "Save" to preserve the changes.

RSB contacts GITAd Contactsin CA © o
Q .

State

Contacts in CA + Create Reset Cancel D

™ conTAcTs (4 + -

5 - CA — +

Activity Stream Search

The record view's activity stream displays all posts specific to the current record
you are viewing. Please note that users can view all post's in the record view's
activity stream even if they do not follow the record in Sugar. To access the record
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view's activity stream, navigate to the module's record view (e.g. ABC Company)
then click the Activity Stream button below the module's fields. For more
information on activity streams, please refer to the Activity Streams
documentation. You can filter the posts on the activity stream based on the activity
type by selecting one of the available options on the Filter list. For more
information on filtering the activity stream, please refer to the Activity Type Filter
section.

YWY ccouns | [GIEER | Al Activiy Serearn z =
Type a note or drag and drop an attachment. Type @ to mention a user. Type # to C]

reference a record.

Note: If you cannot access activity streams, the feature may have been disabled
via Admin > System Settings. For more information, refer to the System
documentation in the Administration Guide.

Activity Type Filter

The record view activity stream can be filtered to only display certain messages
(e.g. Messages for Create, Messages for Update) by clicking "Filter" above the post
input box then selecting the desired message type. This enables users to filter the
activity stream to only display specific activity type's they wish to view. To view all
posts in the activity stream, simply select the All Activity Stream option in the
Filter list.

VP hccounts | [EEERA | Al Activity stream c =g
v All Activity Stream
Type a note or drag e @ to mention a user. Type # to :]
reference a record. Messages for Create
Messages for Link
Updated O Sons. ®
Administrator 4 Messages for Post
Linked Johr Messages for Unlink  §, » @
Administrator g
Messages for Update
Preview

Once the subpanel view displays the search results, users can easily view the
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related record's details directly from the record view by clicking the Preview icon
to the far right of the record's row. The record's detail will display in the
intelligence pane to the right of the record view and provide users with key
information regarding the record as well as the related activity stream information.
For more information on viewing previews, please refer to the Previews section of
the User Interface documentation.

o Smith & Sons ¥ > m Preview > =

Website Industry Name
http://www.smith.sons.com Retail Jane Smith
Member of Type Tidle

Sales Manager

Customer

Mobile
Assigned to Office Phone (415) 878-BRER
Max Jensen (550) 176-4995

Department
Tags Sales

Do Mot Call

Show more...

Related = m ZITIl Contactsin CA €

Account Name

E Smith & Sons

Email Address

Q

@ CONTACTS (4) + N~ jane@example.com
Name + City & GState ¢ Email = Tags
o Jane Smith Fremont CA jane@example.com H - Show more...
T Lindsay Smith San Francisco CA lindsay@example.c... @
T Precious Daonalson San Mateo CA qa.supportsection... [ T 4 e I;?nksedjane Smith to Smith &

List View Search (Legacy Modules)

Modules using the Legacy user interface in Sugar has a list view with basic and
advanced search functionality to help you find records easily and effectively in a
module-specific manner. These module-specific searches differ from global search
in that you search by specific fields in a specific module, instead of across your
entire Sugar database.

Much like global search, list view search has the ability to use wildcards and
automatically appends a wildcard character (%) to the end of your search phrase.
For more information regarding using wildcards in list view searches, please refer
to the Wildcards section.

Basic Search
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Basic search offers a few, commonly used fields for a simplified search experience.
From the Basic Search panel, you can click "Advanced Search" to access additional
search functionality as needed.

The buttons and checkboxes available in Basic Search panel have the following
functions:

e Search : Click the Search button or press your Return/Enter key to
perform the search.

e Clear : Click the Clear button to clear all criteria from the searchable
fields.

e My Items : Select this box to return only records assigned to you.

e My Favorites : Select this box to return only records you have marked as
favorites.

When you run a search, Sugar will return records matching all (as opposed to any)
of the fields and checkboxes for which you have given a value. For example, if you
select "My Items" and enter a record name, Sugar will only return records with a
matching name that are assigned to you. Once the search is complete, the relevant
results will populate in the list view below the search panel. To see all records to
which you have access, simply click "Clear" and then "Search" to perform a blank
search with no filters. 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 in the Administration Guide.

Name My ltems My Favorites Search Clear Advanced Search

Administrators can configure what fields appear on the Basic Search via Admin >
Studio. For more information on editing layouts, please refer to the Studio
documentation in the Administration Guide.

Advanced Search

Advanced search offers a more in-depth search experience than Basic Search
including additional fields, layout options, and saved search capability. The search
fields are context-sensitive and will vary depending on the module you are
searching. From the Advanced search panel, you can click "Basic Search" for
simplified searching. The buttons, checkboxes, and dropdowns available in
Advanced Search have the following functions:

The buttons, checkboxes, and dropdowns available in Advanced Search have the
following functions:
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e Search : Click the Search button or press your Return/Enter key to
perform the search.

e Clear : Click the Clear button to clear all criteria from the searchable
fields.

e My Favorites : Select this box to return only records you have marked as
favorites.

e Layout Options : Use the expandable Layout Options section to configure
your list view. For more information, please refer to the Layout Options
section.

¢ Saved Searches : Save, recall, update, and delete searches which you use
often. For more information, please refer to the Saved Search section.

Advanced search allows users to perform ranged searches on certain date or
numeric fields. Ranged search fields include a dropdown to select the type of

predefined search including the following options:
Search Documents

Document Name Category Sub Category
Marketing Marketing Collateral
Knowledge Base Product Brochures
Sales FAQ
Publish Date Expiration Date Assigned to Administrator
Chris Olliver
Jim Brennan
Max Jensen
Sally Bronsen
Sarah Smith
My Favorites
¥ Layout Options Save search as: Modify current search: Update Delete

Save

<«

Search  Clear  Browse Documents | Saved Searches -none-

e Date Fields : Equals, Last 7 Days, Last Month, Is Between, etc.
Depending on the option selected, there will be zero (e.g. Last 7 Days, Next
7 Days), one (e.g. Equals, Not On), or two (e.g. Is Between) input boxes to
search on.
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Search Campaigns

Name Start Date
Not On —_
After (v
Status Type Before
Planning Last 7 Days
Active Next 7 Days
Inactive Last 30 Days
Complete Next 30 Days
In Queue Last Month
. This Month
My Favorites Next Month
Last Year
¥ Layout Options Save search ag|]  This Year

Next Year
Is Between

Search Clear Basic Search | Saved Searches -none-

e Numeric Fields : Equals, Greater Than, Less Than, Is Between, etc.
Depending on the option selected, there will be one (e.g. Equals, Does Not
Equal) or two (e.g. Is Between) input boxes to search on.

Fields can be enabled or disabled to allow range searches via Admin > Studio. For
more information on how to enable or disable range searches on a field, please
refer to the Studio documentation in the Administration Guide.

When you run a search, Sugar will return records matching all (as opposed to any)
of the fields for which you have given a value. For example, if you select "My
Favorites" and enter a record name to search, Sugar will only return records with
a matching name that you have marked as favorites. When searching by a
multiselect or dropdown field (e.g. "Assigned to"), however, Sugar will return
records matching any of these selections. Once the search completes, the relevant
results will populate in the list view below the search panel. To see all records to
which you have access, simply click "Clear" and then "Search" to perform a blank
search with no filters. 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 in the Administration Guide.

Administrators can configure what fields appear on the Advanced Search via
Admin > Studio. For more information on editing layouts, please refer to the
Studio documentation in the Administration Guide.

Layout Options

Sugar gives users the ability to personalize the list view of each module through
the advanced search layout options feature. Users can pick which fields are
displayed in the list view, the order they are displayed in, and which column the
records are ordered by.
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Use the following steps to personalize the list view for a module using the layout
options in advanced search:

1. Click on the Layout Options link to expand the available options below.

A Layout Options Save search as: o Modify current search:  jpgate  pelete
f q Order by Document Name &8 Direction Descending
Display Columns Hide Columns column v © Ascending
.
3 Document Name E Team
File Name Modified by

Source
Category

Sub Category
Revision Date
Expiration Date

2. Select any column name in the Display Columns panel and click the right
aligned arrow to remove the column from the list view.

Display Columns Hide Columns

1

4
Document Name Team
+ D

File Name Modified by
Source
Category

Sub Category
Revision Date
Expiration Date

3. Alternatively, select any column name in the Hide Columns panel and click
the left aligned arrow to add a column to the list view.

Display Columns Hide Columns
1 e
t oocumentiame | O
File MName Modified by
Source
Category

Sub Category
Revision Date
Expiration Date

4. Select any column name in the Display Columns panel and click the up or
down aligned arrow to move a column left or right respectively in the list
view.

Display Columns Hide Columns

- 1 «

Document Mame Team
. File Name Modified by
Source
Category
Sub Category

Expiration Date

5. In the Order By column dropdown, select a field to order your results by.
Only columns in the Display panel will be available to order by and some
columns (e.g. Email Address) are not available for sorting.

6. Select a direction you wish to order the fields by: Ascending : 1-10, A-Z;
Descending : 10 -1, Z-A
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Note: Clicking on a column header in the list view will temporarily override
the sort selected here. In order to order by the selection made here again,
simply click the Search button.

Order by + Document Name Direction Descending
column Source O Ascending
Category

Sub Category
Expiration Date
User

Date Created

7. Click Search to execute the search.

4>

Search | Clear Browse Documents Basic Search | Saved Searches -none-

Not all columns in each module can be used in the layout options by default. If
there is a column you desire to add to your list view or order by, please contact
your Sugar administrator to enable the desired fields. For more information on
how to add or remove fields as options in the layout options section, please refer to
the Studio documentation in the Administration Guide.

Note: The layout options configured here supersede the default list view settings
configured in Studio for the specified module.

Sugar remembers the last search run when you return to each module including
whether or not the Layout Options panel was exposed. After changing your layout
options, click "Layout Options" again to hide the expanded panel and click Search.
Running a search locks in place whatever options you currently have on the search
screen. Now the next time you run a search, the new options will be remembered
and the Layout Options will be hidden. Click the Clear and the Search buttons to
revert back to the default layout options.

Saved Search

Sugar gives users the ability to save any layout option changes and search criteria
for easy access to perform the same search at a later time. A common example of
this would be a manager saving a search where only his or her employees are the
Assigned Users on the record. This way, the manager can review all of their team's
records at the click of a button. You can save an unlimited number of search
results and the Saved Searches dropdown displays the last saved search at the top
of the list.

Note: Saved searches are user specific and can not be seen or shared by other
users.
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Use the following steps to save a personalized search from advanced search:

—_

. Enter any number of search criteria you desire.
2. Enter a descriptive title for the search in the "Save search as" textbox and
click "Save".

Note: Any layout option changes made will also be saved with the saved
search. y Layout Options Save search as:

My Saved Search Save

Search  Clear Browse Documents Basic Search | Saved Searches -none-

3. The search is saved and executed. You now have the ability to modify any
search criteria or layout options. After any necessary modifications are
made click the Update button next to "Modify current search".

Note: The name of the search you will be updating shows below the Update
button. Save search as:

e Modify current search: Update | Delete

"My Saved Search"

4. There is no way to modify the name of a saved search. Alternatively, you
can execute a saved search, enter a new name into the "Save search as"
textbox and click save. This will create a new saved search with the same
criteria as the original with the new name. You may then proceed to delete
the old saved search.

5. To execute a previously saved search, simply select the desired search from
the "Saved Searches" dropdown.

¥ Layout Options Save search as:

=none-=

Search  Clear  Browse Documents Basic Search | Saved Searcheg v My Sales Documents
My Saved Search

. This immediately executes the saved search.
. If you wish to remove a saved search, simply click the Delete button after
executing a previously saved search.

~N O

Note: The name of the search you will be deleting shows below the Delete
button.

Save search as: Modify current search: Update Delete

Save

"My Sales Documents"
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AND vs OR

When performing searches in the Basic or Advanced search panels, Sugar uses the
"and" operator, not "or". This means that if you are searching against multiple
fields, Sugar will place an "and" in between each search field returning only
records matching all of your search criteria. For example, a search performed for a
record name containing "Sales" and the My Favorites checkbox enabled will only
return records where the record name contains "sales" and is marked as a favorite.

The only time Sugar will use the "or" operator is when using the mutiselect options
in the search criteria. For example, a search performed in the Documents module
for the Category field will allow you to select multiple options to search by.
Performing a search on the Category field with "Marketing" and "Sales" selected
will return any records where the document's category is defined as "Marketing"
or "Sales".

If any other field is added into the search criteria the operators between the
Category field and any other field will remain an "and" operator.

Basic Search:

Search Documents

Document Name | g5es My Favorites Search  Clear Advanced Search

Advanced Search:
Search Documents

Document Name g4jeg Category
Marketing
Knowledge Base
Publish Date — Expiration Date —
Wildcards

Wildcards can be used to search for criteria without including the entire word in
the search. Use a wildcard character in place of characters you do not require in
your search. You may use any number of wildcard characters in any combination
you desire. Search operators can be combined for queries, but if quotation marks
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and wildcard characters are used together, the quotation marks will supersede the
wildcard, resulting in a search for an exact match. The following wildcard
characters can be used in the related module filters in Sugar:

Character Wildcard Use

% Use this wildcard to match any number
of characters, including zero

Use this wildcard to match a single
character

Please note that a wildcard is implied at the end of all search queries. For example,
searching for "Acme" will match account names like Acme Industries or Acme
Funds. Insert a wildcard before your search query with a % sign (%Acme) to match
account names that begin with or contain the query, such as "ABC Acme
Industries". If performing a multiple word search, the wildcard is only appended to
the last word and not all words.

The following are example searches using wildcards in related record search:

Search Criteria Matches Does Not Match

rob Rob, Robert, Robin Bob, Jacob

%bert Albert, Bert, Robert Bart

rb Robert, Ruby Bob, Raab

%s 1 Dustin, Christi, Smith Sophie, Josephine

it Nita, Littrell Schmitt

r b% smit% Robert Smith, RobSmite |[Bob Smith, Robert Phillip
rob smit Rob Smith, Rob Smite |John Smith

When performing a search, Sugar will try to match your search text to the
beginning of a record's field. Therefore, if an account name starts with an article
like "A" or "The", this must be accounted for in the search by adding a wildcard (%)
at the beginning of your text. For example, to properly return an account named
"The ABC Company", you should enter "%abc" for Sugar to find a match in the
system.

Search Memory

Sugar by default automatically saves your most recent search criteria when
leaving the module then repopulates the search fields the next time you return. For
example: Perform a search in the Accounts module for "sugar". Navigate away
from the Accounts module and then return back to the Accounts module. The
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search for "sugar" will automatically be shown and the relevant results will be
shown below in the list view.

Note: This can be an unintended result if a user is unaware of this functionality.
For example, a search may have an assigned user selected that is not currently
visible in the scrolling selection box. When running a new search, best practice is
to click the Clear button before entering your search criteria.

Search memory can be set to one of the following options:

e Remember last search : This is the default behavior in Sugar

e Populate only : This will populate the search criteria, but will not execute
the search.
Note : This is recommended for systems experiencing performance issues.

e Do not remember last search : Search will be cleared and executed
every time the search is loaded

Note: These options are global settings and will affect all users. Please be sure to
inform users of any behavior change before making modifications.

Admin Configuration

A Sugar administrator has many options for configuring legacy searches. You have
the ability to add, remove, and order fields on either the basic or advanced search
layouts through Admin > Studio. For more information on how to change the basic
and advanced search layouts, please refer to the Studio documentation in the
Administration Guide.

The search results are controlled through the list view layout in Admin > Studio.
Here you can also control the possible fields a user can add to their personalized

list view. For more information on how to change the list view layout, please refer
to the Studio documentation in the Administration Guide.

Last Modified: 2021-01-06 22:33:22

Home

Overview

Sugar's Home page houses the dashboard and activity stream which allows users
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to view pertinent record information via various dashlets and activity stream posts.
Every user in Sugar can configure their dashlets based on the display options and
filters available from their dashboard. Users can also personalize their activity
stream to only view posts specific to records that are important to them. This
documentation will go over the basics of the Home page as well as the various
options available to customize the Home page to best fit your individual needs.

Home Module Tab

The Home module tab, represented by the Cube icon, is the first tab on the Sugar
navigation bar. Click the Cube icon to navigate to the Home page or click the
triangle next to the cube to perform additional actions. The following options are
available in the Home module tab's actions menu:

e Create Dashboard : Create a new dashboard and build out its layout and
dashlet set. Refer to the Dashboards and Dashlets documentation for more
information.

e Activity Stream : View your activity stream for all enabled modules. Refer
to the Activity Stream section for more information.

e Manage Dashboards : Access the Dashboards module to share
dashboards, pull dashboards to your Home page, etc. Refer to the
Dashboards and Dashlets documentation for more information.

e Dashboards List : Choose one of the available Home page dashboards to
view. Admin-designated default dashboards, shared dashboards you have
pulled to your Home page view, and personal dashboards you have created
will be displayed. For more information, refer to the Dashboards and
Dashlets documentation.

Note: Up to 50 dashboards can be displayed in the Home module tab's
menu.

e Recent Records : The three records you most recently viewed, from
across all Sugar modules, are displayed at the bottom of the menu. Click a
record name to navigate to its record view. Clicking "More recents..." will
display a fourth record.
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2 MyTeam Dashboard San Francisco Underwater Mining Inc...  Underwater Mining Inc. 2020-10-24
¥ Renewals Console Alabama 3 year Service - 14 Units ~ Dirt Mining Ltd 2020-10-12
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@ Smith & Sons
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Dashboards

Sugar's Home page allows you to build full-page dashboards by combining dashlets
and configuring the dashboard layout to suit your business needs.

Dashboards and dashlets are thoroughly documented in the Dashboards and
Dashlets documentation, which covers dashboards both on the Home page and
dashboards on list view and record view intelligence panes.

Sugar Serve users have access to a special Home dashboard called Service
Console. For more information on license types and the functionality available for
each type, refer to the User Management documentation.

Instances that are upgraded from Sugar 6.x to Sugar 7.x will have their legacy
dashboards migrated over. Users will be able to view these by selecting "My
Legacy Dashboard" from the Sugar cube icon. For more information regarding the
legacy dashboard, please refer to the My Legacy Dashboard section.

Dashlets

Dashlets reside within the dashboard and provide users with valuable information
about their records in Sugar. By default, there are stock dashlets that come out-of-
the-box with Sugar and users can easily add them to various dashboards per their
viewing preference. Please note that each dashlet can be configured to display the
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necessary information you wish to view. For more information on configuring the
dashlet, please refer to the Editing Dashlets section of the Dashboards and

Dashlets documentation.

Commonly Used Dashlets

By default, the "My Dashboard" will display on your Home page and include stock
dashlets such as "My Contacts", "Pipeline", etc. Users have the option to add
various types of dashlets to each dashboard to view information that is of
importance to them. For more information on adding dashlets, please refer to the
Adding Dashlets section of the Dashboards and Dashlets documentation.

These commonly-used dashlets are available to use on your Home page:

Dashlet

Description

List View Dashlet

Enables users to view a list of records
for a specific module (e.g. Accounts,
Contacts, Leads) in Sugar

Planned Activities Dashlet

Provides users with a list of open or
upcoming calls and meetings that are
assigned to them

Active Tasks Dashlet

Allows users to view outstanding tasks
that require attention and need to be
completed on a future or current date

History Dashlet

Allows users to view a history of
record's related activities (e.g. calls,
meetings, emails) that have already
taken place

Saved Reports Chart Dashlet

Displays charts from your saved or pre-
defined reports and allows users to drill
through to view associated records

My Activity Stream Dashlet

Displays the user's main Activity Stream
within a dashboard, eliminating the
need to navigate to the Activity Streams
view to monitor the most recent stream
activities.

Forecast Pipeline Chart Dashlet

Illustrates the flow of open sales
opportunities through the various sales
stages by displaying the total dollar
amounts for open records grouped by
sales stage.
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Adding Dashlets to Home Dashboards

Additional dashlets can be added by clicking the floating actions button on the
dashboard then selecting "Add Dashlet". By default, the floating actions button
appears on the bottom-right of the dashboard but you can pin the button to the top
corner by clicking the Pin to Top button in the floating actions menu. You can pin
the button to the bottom corner again by clicking "Pin to Bottom" in the floating
actions menu. The Add a Sugar Dashlet page will open, and you can select the title
(e.g. List View) corresponding to your desired dashlet then configure the dashlet
accordingly before adding it to your dashboard. For more information on adding
dashlets to dashboards, refer to the Adding Dashlets section of the Dashboards and
Dashlets documentation.

Please note that you can add the same dashlet multiple times in the dashboard
with different configurations to show different records or information.

My Teams Closed Won Opportunities A G
Name 4 Account Name % Expected Close Date % Status
Underwater Mining Inc...  Underwater Mining Inc. 2020-10-24 Closed Won

3 year Service - 14 Units ~ Dirt Mining Ltd 2020-10-12 Closi

10

000

24 month Service - 64 ...  Sea Region Inc 2020-11-02 Closed Won

3year Service - 41 Units ~ South Sea Plumbing Pr...  2020-07-08 Close

More opportunities...

Add Dashlet &5

4

0 Mobile E&@Shortcuts @ Help

My Legacy Dashboard

The user's existing dashboard in 6.x will be migrated over to 7.x upon upgrade and
can be viewed via the My Legacy Dashboard on the Home page. The My Legacy
Dashboard enables users to view information from their existing 6.x dashlets and
allows them to similarly configure dashlets (e.g. My Accounts, My Calls, etc.) that
are supported for 7.x in the new dashboard (e.g. My Dashboard). The overall
layout of the legacy dashboard will be the same as it was in 6.x, but dashlets such
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as My Activity Stream, My Project Tasks, and any forecast-specific dashlets will not
appear as they are not compatible with 7.x. Please note that the My Activity
Stream dashlet does not appear upon upgrade as it is replaced with the new
activity stream view on the 7.x Home page. For more information on viewing and
managing the activity stream, please refer to the Activity Streams documentation.
The legacy dashlets will migrate over with the same configurations applied and
will function in a similar fashion. For example, you can close meetings from the My
Meetings dashlet by clicking the Close icon, click the Pencil icon next to records in
the dashlet to edit via the module's record view/detail view, create new
calls/meetings in the My Calendar dashlet, etc.

. w  Accounts Contacts Opportunities Leads Calendar Reports Quotes

+ Create Dashboard larketing ~ Support  Tracker  Favorites = Reports

@ Activity Stream

& My Dashboard

My Legacy Dashboard

) Related to
Discuss contract agreement

Simply click the triangle next to the Sugar cube icon and select "My Legacy
Dashboard" to view and access your 6.x dashboard. Please note that you will not
be able to configure (e.g. change layout, add tabs, add dashlets, etc.) the legacy
dashboard, but will be able to modify the existing dashlets by clicking the Edit icon
at the top of the dashlet menu bar. This will display the pop-up Options box with
various options (e.g. Title, Display Rows, etc.) and filters (e.g. Only My Items,
Assigned to, etc.) to make any necessary changes. Unlike 6.x, administrators will
not be able to configure the Filters options or the dashlet list view display columns
via Admin > Studio as the Sugar Dashlet layout in Studio is not available.

Activity Stream

Sugar's activity stream allows users to view a list of activities performed on
records, create posts, preview posts, comment on posts, etc. Users can easily track
the most recent updates across their entire organization via the record and user
posts on the Home page activity stream. You can also personalize the activity
stream by specifying which records' posts you wish to view in the activity stream.
Please note that the modules currently enabled to generate record posts for the
activity stream are Accounts, Contacts, Leads, Opportunities, Revenue Line Items,
Bugs, and Cases. For more information on viewing posts, creating posts, etc. via
the activity stream, please refer to the Activity Streams documentation.
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Activity Stream

FIITR g All Activity Stream a

Type a note or drag and drop an attachment. Type @ to mention a user. D
Type # to reference a record.

@ Updated Primary Address Postal Code, Primary Address ¢ @
City, Primary Address Street, Office Phone on Lila

Christen,

Administrator a few seconds ago

Unlinked Lila Christen to King Software Inc. ® @

Administrator a few seconds ago

Linked Cliff Hibbitts to Follow-up on proposal. ® @

Administrator 2 minutes ago

Note: If you cannot access activity streams, the feature may have been disabled
via Admin > System Settings. For more information, refer to the System
documentation in the Administration Guide.

Last Modified: 2021-01-14 21:11:14

Contacts

Overview

Sugar's Contacts module consists of individual people with whom your
organization has an established relationship. Sugar enables you to convert lead
records to contact records according to your organization's qualification process.
Contact records are typically related to an account record, and multiple contacts
may be associated with a single account. Each contact record may then relate to
other Sugar records such as meetings, cases, opportunities, and many others,
making the contact record a hub for viewing and continuing your interaction with
the individual. This documentation will cover information and actions specific to
the Contacts module. For instructions concerning views and actions which are
common across most Sugar modules, such as creating, editing, and deleting
contacts, please refer to the Working With Sugar Modules section of this page.
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Please note that you will only be able to see contact 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 in the Administration Guide.

Contact Fields

The Contacts module contains a number of stock fields that come out-of-the-box
with Sugar. For information on using and editing various field types, refer to the
User Interface documentation. The below definitions are suggested meanings for
the fields, but the fields can be leveraged differently to best meet your
organization's needs. Administrators or users with developer-level role access have
the ability to alter, add, or remove fields via Admin > Studio. For more information
on configuring fields, please refer to the Studio documentation in the
Administration Guide.

Field Description

Account Name The account to which the contact
belongs

Alternate Address The contact's alternate address (e.g.
billing or shipping)

Assigned To The Sugar user assigned to the contact

Assistant The name of the contact's assistant

within his or her company

Assistant Phone The assistant's phone number

If an admin has turned on the Enable
Click-to-Call setting in Admin > System
Settings, phone number fields are
displayed as links that can be opened to
dial them using the default computer
telephony integration software on the
user's computer. For Sugar Serve users
logged in to Amazon Connect, calls are
dialed in SugarLive.

Birthdate The contact's date of birth

Business Center Name * The business center this contact belongs
to. In Sugar Sell, contacts created
during lead conversion inherit the lead's
business center, which is then used for
SugarBPM business hour calculations.
For more information, refer to the Stock
SugarBPM Templates documentation.
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Campaign >

The campaign, if any, from which the
contact originated

Comment Log

A shared log of messages, comments, or
other text, including the name of the
user that added the log entry and the
date and time it was added. It is possible
to tag other users and link to other
Sugar records in Comment Log entries
by inserting a clickable pill; see the User
Interface documentation for more
details.

Confirm Portal Password

When editing, confirmation of the
contact's password for accessing Sugar
Portal

Contact Source

A system-level dropdown field that
represents the origin of newly created
contacts. It is set to External on
contacts created via Portal and set to
Internal on contacts created in Sugar.
This field is not available in Studio or
the user interface and is only available

in SugarBPM.

D&B Principal ID

Unique ID number associated with the
contact in D&B

Date Created

The date the contact record was created

Date Modified

The date the contact record was last
modified

Department The contact's department within his or
her company

Description A description or other information about
the contact

Do Not Call Indication that the contact should not be
called

Email Address The contact's email address

Facebook Account

The contact's Facebook account
information

Fax

The contact's fax number

First Name

The contact's first name

Google Plus ID

The contact's Google Plus ID

Home

The contact's residence number
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If an admin has turned on the Enable
Click-to-Call setting in Admin > System
Settings, phone number fields are
displayed as links that can be opened to
dial them using the default computer
telephony integration software on the
user's computer. For Sugar Serve users
logged in to Amazon Connect, calls are
dialed in SugarLive.

Integration Sync ID

The sync key field used by external
integrations to identify Sugar records in
the external application. See the
Integrate REST API endpoints in the
Developer Guide for more details on
how to use this field.

Last Name

The contact's last name

Lead Source

The source from which the contact
originated

Note: The Lead Source field will be set
to "Support Portal User Registration"
for contacts created via portal
registration.

Mobile

The contact's mobile number

If an admin has turned on the Enable
Click-to-Call setting in Admin > System
Settings, phone number fields are
displayed as links that can be opened to
dial them using the default computer
telephony integration software on the
user's computer. For Sugar Serve users
logged in to Amazon Connect, calls are
dialed in Sugarlive.

Name

When viewing, the contact's full name

Office Phone

The contact's office number

If an admin has turned on the Enable
Click-to-Call setting in Admin > System
Settings, phone number fields are
displayed as links that can be opened to
dial them using the default computer
telephony integration software on the
user's computer. For Sugar Serve users
logged in to Amazon Connect, calls are
dialed in SugarLive.
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Other Phone

The contact's alternate phone number
If an admin has turned on the Enable
Click-to-Call setting in Admin > System
Settings, phone number fields are
displayed as links that can be opened to
dial them using the default computer
telephony integration software on the
user's computer. For Sugar Serve users
logged in to Amazon Connect, calls are
dialed in SugarLive.

Picture

An image of the contact (e.g. business
card or profile picture)

Portal Active

Indication that the contact is enabled to
access Sugar Portal

Portal Application

The portal application name. Only used
when integrating a custom portal
solution with Sugar.

Portal Name

The contact's user name for accessing
Sugar Portal

Portal Password

The contact's password for accessing
Sugar Portal

Portal User Company Name

The name of the company to which the
customer belongs to

Note: This field will display the
company name the customer enters
when signing up for the Sugar Portal.

Preferred Language

The contact's preferred language when
accessing Sugar Portal

Primary Address The contact's primary address

Reports To The contact's manager in his or her
company

Salutation Standard greeting for the contact (e.g.

Mr., Ms., Mrs., etc.)

Sync to mail client

Indication that the contact should be
synced to mail client when using the
Sugar Plug-in for Outlook, for example.
Note: This field must be set on a per-
user basis.

Tags

User-created keywords that can be used
to identify records in filters, dashlets,
and reports
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Note: For more information on creating
and using tags, please refer to the Tags
documentation.

Teams The Sugar team(s) assigned to the
contact record

Title The contact's title within his or her
company

Twitter Account The contact's Twitter account
information

! This field's value is only visible to Sugar Serve and Sugar Sell users; when this
field appears on layouts, users without a supported license type will see a
placeholder containing the text "License Required" instead of the field's value. See
the User Management page for more details on license types.

% This field's value is not visible to Sugar Serve users; when this field appears on
layouts, users without a supported license type will see a placeholder containing
the text "License Required" instead of the field's value. See the User Management
page for more details on license types.

Contact Creation via Sugar Portal

The Sugar Portal allows your customers to file bugs, cases, and review knowledge
base articles created in Sugar. Please note that customers have to be registered
users of the portal in order to be able to access the portal. When a potential portal
user visits the portal login page and completes the registration form, their
information is entered into Sugar as a new contact record with the Lead Source
field set to "Support Portal User Registration". Once the contact record is
validated and approved for portal access, you can enable the Portal Active
checkbox to activate their portal account. For more information on managing the
Sugar portal, please refer to the Portal Deployment User Guide.

@ Mark Thomas ¥ > m

Lead Source Assigned to

Support Portal User Registration

Campaign

Language Preference Partal User Company Name
English (US) ABC Company

Portal Mame Portal Active

mthomas (|

320/840


http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/Tags
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Users#License_Types
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Users#License_Types
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Portal_Deployment_User_Guide

Emails and Contacts

Contacts include an email address that can be used to email the contact as a
recipient. The methods for doing so are covered in the Emailing Records section of
the User Interface documentation. In addition to being a recipient or sender of an
email, contacts may be related to emails by being selected in the email's Related
To field. These relationships allow the contact to display all relevant email
correspondence in the Emails subpanel and History dashlet on a contact's record

view.

Emails Subpanel

The Emails subpanel in the Contacts module displays emails which are associated
with the contact record in a variety of ways:

Explicitly related to the contact : If the contact is selected in the email's
Related To field, the email and contact are explicitly related, and the email
will appear in the contact's Emails subpanel and History dashlet.
Instructions for using this flex relate field are available in the Emails
documentation.

Implicitly related to the contact : If one of the contact's email addresses
appears in the email's From, To, or Cc fields, the email and contact are
implicitly related, and the email will appear in the contact's Emails
subpanel and History dashlet. This implicit relationship is made for emails
sent from Sugar as well as any email imported into Sugar via Inbound
email contacts or email archiving.

The Emails subpanel allows the following functions to be performed:

Email Details : To view the details of an email, click the subject to open it
in detail view.
Record Count : Subpanel headers display the total count of related
records (e.g. "5 of 6+") next to the module name. The count captures the
number of records currently displayed with an additional, hyperlinked
number (e.g. "6+") where there are more records than currently displayed.
Click the hyperlinked number to see the total count of related records.
Collapse or Expand : Click anywhere in the subpanel's header to collapse
or expand it. Subpanels will remain collapsed or expanded on future visits
to the module.

o Note: Administrators can choose to disable collapse stickiness or to

collapse all subpanels by default via Admin > System Settings. For
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more information, please refer to the System documentation in the
Administration Guide.

e Column Widths : Place your cursor on the column divider. When the

double arrow cursor appears, click and drag the column to the desired size.
Please note that the column width will not be preserved when you navigate
away from the page.

Column Sort : Click a column header to sort the subpanel's items by that
value. Clicking the same header again will reverse the sorting order (e.g.
from ascending to descending).

Compose a New Email : Click the Plus button on the upper right of a
subpanel to create a new email with, by default, both an implicit and
explicit relationship to the contact you are currently viewing. The email will
automatically select the contact in the Related To field as well as add the
contact's primary email address as a recipient in the To field.

o Note: To send email from Sugar, users must configure their
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 in Admin > System
Email Settings.

o Note: Because creating a new related record opens a drawer on top
of the current record view, you should use the Cancel button to
return to record view. Using the browser's back button will return
you to the previous page.

More Records : By default, Sugar displays up to five records in each
subpanel, though administrators can alter the number via Admin > System
Settings as described in the System documentation of the Administration
Guide. If additional related records exist, click "More {Module Name}..."
(e.g. "More Emails...") at the bottom of the subpanel to load the next set of
records.

Related ~ m Filter < o
@) EMAILS (5 of 6+)
From % Subject & Status % Date —
g Sally Bronsen Demo Archived 2017-07-14 05:45am @® v
w Administrator Discuss pricing Draft 2017-12-29 02:05pm @ v
g Sally Bronsen Introduce all players  Archived 2017-10-12 08:00am @ -
w Administrator Demo Draft 2017-12-29 02:05pm @® v
Pig Will Westin Demo Archived 2017-03-07 01:00pm @ v
More emails...
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Calls, Meetings, and Contacts

Contacts can be related to calls and meetings in two ways. First, they can be
selected in the event's Related To field, indicating that the contact was the topic of
the call or meeting. Second, they can be included as invitees to the call or
meeting.

Calls and Meetings Subpanels

Each contact's record view includes a Calls subpanel and a Meetings subpanel.
These subpanels display all calls and meetings which include the contact as an
attendee. If the contact is not an attendee but is selected in the call's or meeting's
Related To field, the call or meeting will not appear in the subpanels.

When relating an existing call or meeting to a contact via the subpanels on a
contact's record view, the contact will automatically be added as an invitee. When
creating a call or meeting from the subpanels, the contact will automatically be
added as an attendee and the contact's account will automatically be set in the
event's Related To field.

vCards and Contacts

vCards are electronic business cards that are exchanged between applications
such as email and web browsers. Contacts may be created from vCards generated
by another application or saved as vCards for use in other software.

Creating Contacts via vCard
Use the following steps to create a contact in Sugar via vCard:

1. Click the triangle in the Contacts module tab and select "Create Contact
From vCard".

ContactsE Opportunities =

4 Create Contact

+ Create Contact From vCard

2. Choose the vCard file from your computer and click "Create".
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Import vCard Cancel E
~ Imp  Create

Automatically create a new Contact by importing a vCard from your file system.

| No file chosen

Downloading a Contact's vCard

The following steps cover downloading a vCard and saving it as a contact in
Microsoft Outlook as an example:

1. Navigate to a Contacts record view.
2. Select "Download vCard" from the Actions menu to download the vCard

file.
@ Johanne Bramwell # > m
Title Mobile Share
VP Operations (346) 352- ,wnload FOF
Department Do Mot Call  email POF

Manage Subscriptions

Account Name Email Addr,
Insight Marketing Inc johanne Pownload veare

3. Open the downloaded file in your mail or address book application. For this
example, double clicking opens the vCard in Outlook.

4. Make any necessary changes to the information, then click "Save & Close"
to save this lead in Outlook.

= ———
= 5 n
Save & Close Delete : E-mail Meeting M . Forward
- - Jane Smith

Marketing Manager
Office, Department, ABC Inc.

General Organization Details Mot

Phone (+
Mobile - (510) 238-5210

Internet +

Work E-mail - jane@example.com

Working With Sugar Modules
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While the Contacts module has some features that only apply to contacts, it also
uses the Sidecar user interface that most Sugar modules are based on. The
following sections detail menus, views, and actions common to sidecar modules
and contain links to additional information within the page or links to the User
Interface documentation.

Contact Menus

The Contacts module contains various options and functionality which are
available via menus in the module tab, list view, and record view. The following
sections present each menu and its options with links to more information about
each option in the User Interface documentation or, for Contacts-specific
functionality, within this page.

Module Tab Menus

The Contacts module tab is typically located on the navigation bar at the top of any
Sugar screen. Click the tab to access the Contacts list view. You may also click the
triangle in the Contacts tab to display the Actions, Recently Viewed, and Favorites
menus. The Actions menu allows you to perform important operations within the
module. The Recently Viewed menu displays the list of contacts you most recently
viewed. The Favorites menu displays the list of contacts you most recently marked
as favorites.

s v Accounts w ContactsE Opportunities «

Create Contact

+
4 Create Contact From vCard

Contacts (20 of 21+j

Name

View Contacts

¢  Deonna Ruffino
[l View Contact Reports
Y%  Robin Geist
® Import Contacts
¥¥ | Maryam Tubbs it
@ Robin Geist
Y%  Johana Konkol
@ Deonna Ruffino
¥¢  Marquita Haddix
@ Marquita Haddix
¥  Daron Bustillos c
W Derrick Roush
Ilda Arvizu h
w W Orlando Bou ‘
L4 Silas Roehr VP Sales TarToIca COrn.

The module tab's Actions menu allows you to perform the following operations:
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Menu Item Description

Create Contact Opens the record view layout to create a
new contact

Create Contact From vCard Imports a vCard file from your computer
to create a new contact

View Contacts Opens the list view layout to search and
display contacts

View Contact Reports Displays existing reports based on the
Contacts module

Import Contacts Opens the import wizard to create or
update contacts using external data

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

e The Contacts module may be marked as hidden in your user preferences
which will prevent the module tab from being displayed. Navigate to your
user profile (upper right of Sugar), click the Advanced tab, and check the
Layout Options section. If you see the Contacts module in the Hide Modules
list, simply move it to the Display Modules list. 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 Contacts module for your entire
Sugar instance. Reach out to your Sugar administrator to have the
Contacts module displayed. For more information on displaying and hiding
modules throughout Sugar, please refer to the Developer Tools
documentation in the Administration Guide.

List View Menus

The Contacts list view displays all contact records and allows for searching and
filtering to locate specific contacts. You can view the basic details of each record
within the field columns of the list view or click a contact's name to open the
record view. To access a module's list view, simply click the module's tab in the
navigation bar at the top of any Sugar page.

List View Mass Actions Menu

The Mass Actions menu to the right of the checkbox option in the list header
allows you to perform mass actions on all currently selected records. You can use
the checkbox on each record's row to select individual contact records or click the
checkbox in the list header to select all records displayed on the current set of list
view results.
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Filter ~ m
B Name

Email

Title

Mass Update

VP Operations

Director Operations

Merge Director Sales
Delete i

VP Operations
Export

VP Sales

The Mass Actions menu allows you to perform the following operations:

Menu Item

Description

Email

Email one or more contacts at a time

Mass Update

Mass update one or more contacts at a
time

Merge Merge two or more duplicate contacts
Delete Delete one or more contacts at a time
Export Export one or more contacts to a CSV

file

Recalculate Values

(Available in certain circumstances)
Updates calculated values to reflect
changes to calculated fields made in
Studio

List View Record Actions Menu

The Record Actions menu to the far right of each record's row allows you to
perform actions on the individual contact directly from the list view.

Mame = | Title

|ohanne Bram... VP Operations

Tierra Palin Fresident
Sanford Bristol IT Developer
Trish Basta Fresident

F
-

Account Name %

Insight Marketi...

Tracker Cam LP

Hammer Grou...

Hammer Grou...

Email Address % E

johanne@exa... R A

infi

veg

ph

Edit

Fallow

Delete
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The Ist view's Record Actions menu allows you to perform the following operations:

Menu Item Description

Preview (Eye icon) Preview this contact in the intelligence
pane

Edit Edit this contact

Follow Follow this contact

Delete Delete this contact

Record View Actions Menu

The Contacts record view displays a single contact in full detail including its fields,
subpanels of related records, and activity stream. To access a contact's record
view, simply click a hyperlinked contact name from anywhere within Sugar. The
record view's Actions menu appears on the top right of the page and allows you to
perform various operations on the current record.

O sotnsmin = » 30

Title Mobile Share
VP Operations (415) 788 Download POF
Department Do Mot Ca Email POF
Qperations

Manage Subscriptions
Account Name Email Addr
ABC Company john.smit Downioad vCard
Tags Find Duplicates

Copy
Primary Address Alternate Al Historical Summary
123 First 5t )
San Francisco, CA 94015 View Audit Log
LsA

View Personal Info
Fax QOffice Pho

Delete

(415) 788

The Actions menu allows you to perform the following operations:

Menu Item Description

Edit Edit this contact
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Share

Share a link to this contact via email

Download PDF

Download contact information as a PDF
file

Email PDF

Email contact information as a PDF
attachment

Manage Subscriptions

Manage this contact's newsletter
campaign subscriptions

Download vCard

Download a vCard from Sugar and
transfer this contact's information to
another application (e.g. Outlook)

Find Duplicates

Locate potential duplicates of this
contact

Copy

Duplicate this contact to create a new
contact

Historical Summary

View a historical summary of activities
(e.g. calls, meetings, etc.) related to this
contact

View Audit Log

View a record of changes to this contact

View Personal Info

Display this record's fields which an
admin has designated as personal
information

Delete

Delete this contact

Common Views and Actions

In the table below, the left column contains links to the User Interface page
covering topics that are applicable to all Sidecar modules. The right column has
links to sections of the current page that cover topics specific to contacts.

General Instructions for Working
With Sugar Modules

Contacts-Specific Instructions

Use the links below to navigate to the
User Interface page which covers topics
generic to many Sugar modules.

When Contacts-specific help exists for
each topic, use the links below to
navigate to sections of the current page.

Creating Records

Contact Creation via Sugar Portal
Creating Contacts via vCard

Viewing Records

Searching for Records
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List View List View Mass Actions Menu
List View Record Actions Menu

Record View Record View Actions Menu

Intelligence Pane

Editing Records

Deleting Records

Emailing Records Emails and Contacts
Exporting Records Downloading a Contact's vCard

Recalculating Calculated Values

Finding Duplicate Records

Merqging Records

Viewing Record Historical Summaries

Viewing Record Audit L.ogs

Record PDFs

Favoriting Records

Following Records

Sharing Records

Last Modified: 2021-01-19 17:44:46

Accounts

Overview

Sugar's Accounts module consists of companies with whom your organization has a
relationship. It is generally seen as the hub for managing and analyzing your
business' interactions with each company. Each account record may then relate to
other Sugar records such as contacts, meetings, cases, opportunities, and many
others as your relationship with the customer matures. This documentation will
cover information and actions specific to the Accounts module. For instructions
concerning views and actions which are common across most Sugar modules, such
as creating, editing, and deleting accounts, please refer to the Working With Sugar
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Modules section of this page.

Please note that you will only be able to see account 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 in the Administration Guide.

Account Fields

The Accounts module contains a number of stock fields that come out-of-the-box
with Sugar. For information on using and editing various field types, refer to the
User Interface documentation. The definitions below are suggested meanings for
the fields, but the fields can be leveraged differently to best meet your
organization's needs. Administrators or users with developer-level role access have
the ability to alter, add, or remove fields via Admin > Studio. For more information
on configuring fields, please refer to the Studio documentation in the
Administration Guide.

Field Description

Alternate Phone The account's alternate phone

If an admin has turned on the Enable
Click-to-Call setting in Admin > System
Settings, phone number fields are
displayed as links that can be opened to
dial them using the default computer
telephony integration software on the
user's computer. For Sugar Serve users
logged in to Amazon Connect, calls are
dialed in SugarLive.

Annual Revenue The company's annual revenue
Assigned To The Sugar user assigned to the account
Billing Address The account's billing address

Business Center Name ! The business center responsible for

managing this account.

In Sugar Serve, new cases inherit their
account's business center which is then
used for SugarBPM business hour
calculations. For more information,
refer to the Business Centers and
Accounts section of this page.
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In Sugar Sell, leads' business centers
are used for SugarBPM business hour
calculations during lead routing. For
more information, refer to the Stock
SugarBPM Templates documentation.

Campaign >

The campaign, if any, from which the
account originated

Comment Log

A shared log of messages, comments, or
other text, including the name of the
user that added the log entry and the
date and time it was added. It is possible
to tag other users and link to other
Sugar records in Comment Log entries
by inserting a clickable pill; see the User
Interface documentation for more
details.

Copy Address From Left

Select the box to copy the account's
billing address to the shipping address
field

Date Created

The date the account record was
created

Date Modified

The date the account record was last
modified

Date of Next Renewal

For instances using revenue line items,

the Date of Next Renewal will show the
earliest expected close date from all of

the account's related revenue line items
that meet the following criteria:

e Type = "Existing Business"
e Service = Yes

Renewable = Yes

Sales Stage is NOT "Closed
Won" or "Closed Lost"

Please note that this field is hidden from
views by default and must be added by
an administrator via Studio.

Description A description or other information about
the account
DUNS The unique 9-digit number associated

with the company in D&B
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Email Address

The account's email address

Employees

The number of employees at the
company

Facebook Account

The account's Facebook account
information

Fax The account's fax number
Google Plus ID The account's Google Plus ID
Industry The industry type to which the company

belongs

Integration Sync ID

The sync key field used by external
integrations to identify Sugar records in
the external application. See the
Integrate REST API endpoints in the
Developer Guide for more details on
how to use this field.

Name

When viewing, the account's name

Office Phone

The account's office number

If an admin has turned on the Enable
Click-to-Call setting in Admin > System
Settings, phone number fields are
displayed as links that can be opened to
dial them using the default computer
telephony integration software on the
user's computer. For Sugar Serve users
logged in to Amazon Connect, calls are
dialed in SugarLive.

Ownership Indicate if the company is privately or
publicly owned

Member Of Designate a parent-child relationship
between the account and another
account in Sugar

Rating The rating for the company compared to

other companies in Sugar

Service Level

The contractual level of service (e.g.
Tier 1, Tier 2) for the account which, for
Sugar Serve, is used by the stock
SugarBPM template to calculate case
follow-up dates

Shipping Address

The account's shipping address

SIC Code

The Standard Industrial Classification
(SIC) code for the account
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Tags User-created keywords that can be used
to identify records in filters, dashlets,
and reports

Note: For more information on creating
and using tags, please refer to the Tags

documentation.

Teams The Sugar team(s) assigned to the
account record

Ticker Symbol The stock trading symbol for the
company

Twitter Account The account's Twitter account
information

Type The account type (e.g. customer,
investor, etc.)

Website The website URL associated with the
account

1 This field's value is only visible to Sugar Serve and Sugar Sell users; when this
field appears on layouts, users without a supported license type will see a
placeholder containing the text "License Required" instead of the field's value. See
the User Management page for more details on license types.

% This field's value is not visible to Sugar Serve users; when this field appears on
layouts, users without a supported license type will see a placeholder containing
the text "License Required" instead of the field's value. See the User Management
page for more details on license types.

Business Centers and Accounts

Business centers, available exclusively to Sugar Serve and Sugar Sell users,
represent your company's centers of operation and specify a time zone, operating
hours, and holidays so that a concept called "Business Hours" can be leveraged in
SugarBPM. Each account's selected business center can be used for SugarBPM
business hour calculations.

Sugar Serve's stock SugarBPM template uses each case's business center which is
inherited from the case's account at the point of creation. For more information,
refer to the Cases documentation. If your organization does not wish to specify
various business centers on accounts and cases, the stock templates can be
modified to use a static business center. Refer to the Getting Started With
SugarBPM for Sugar Serve and Stock SugarBPM - Case Follow-Up Date
Management articles for help configuring the stock template and your instance to

334/840


http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/Tags
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Users#License_Types
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Users#License_Types
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/Cases#Business_Centers_and_Cases

work together.

Sugar Sell's stock lead-routing SugarBPM template uses each account's business
center for task due-date calculations using business hours. For more information,
refer to the Stock SugarBPM Templates documentation.

Once business centers have been set up by an admin or Business Center
Administrator, Sugar Serve and Sugar Sell users can simply select the appropriate
business center in the Business Center Name field on the account record. For
more information on creating and configuring business centers, refer to the
Business Center Management documentation.

Emails and Accounts

Accounts include an email address which can be used to email the account as a
recipient. The methods for doing so are covered in the Emailing Records section of
the User Interface documentation. In addition to being a recipient or sender of an
email, accounts may be related to emails by being selected in the email's Related
To field. These relationships allow the account to display all relevant email
correspondence in the Emails subpanel and History dashlet on an account's record
view. An account's Emails subpanel and History dashlet may also display emails
belonging to the contacts related to the account.

Emails Subpanel

The Emails subpanel in the Accounts module displays emails which are associated
with the account record in a variety of ways:

e Explicitly related to the account : If the account is selected in the
email's Related To field, the email and account are explicitly related, and
the email will appear in the account's Emails subpanel and History dashlet.
Instructions for using this flex relate field are available in the Emails
documentation.

e Implicitly related to the account : If one of the account's email
addresses appears in the email's From, To, or Cc fields, the email and
account are implicitly related, and the email will appear in the account's
Emails subpanel and History dashlet. This implicit relationship is made for
emails sent from Sugar as well as any email imported into Sugar via
Inbound email accounts or email archiving.

* Related to the account's related contacts : If the email is related, either
explicitly or implicitly, to a contact record that belongs to the account, the
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email will appear in the account's Emails subpanel and History dashlet.
o Note: Administrators can enable or disable an account from
displaying related contact emails via Admin > Related Contacts
Emails. For more information, please refer to the Emails
documentation in the Administration Guide.

For more information on working with subpanels, please refer to the User
Interface documentation.

Working With Sugar Modules

While the Accounts module has some features that only apply to accounts, it also
uses the Sidecar user interface that most Sugar modules are based on. The
following sections detail menus, views, and actions common to sidecar modules
and contain links to additional information within the page or links to the User
Interface documentation.

Account Menus

The Accounts module contains various options and functionality which are
available via menus in the module tab, list view, and record view. The following
sections present each menu and its options with links to more information about
each option in the User Interface documentation or, for Accounts-specific
functionality, within this page.

Module Tab Menus

The Accounts module tab is typically located on the navigation bar at the top of
any Sugar screen. Click the tab to access the Accounts list view. You may also click
the triangle in the Accounts tab to display the Actions, Recently Viewed, and
Favorites menus. The Actions menu allows you to perform important operations
within the module. The Recently Viewed menu displays the list of accounts you
most recently viewed. The Favorites menu displays the list of accounts you most
recently marked as favorites.
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The module tab's Actions menu allows you to perform the following operations:

Menu Item Description

Create Account Opens the record view layout to create a
new account

View Accounts Opens the list view layout to search and
display accounts

View Account Reports Displays existing reports based on the
Accounts module

Import Accounts Opens the import wizard to create or
update accounts using external data

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

e The Accounts module may be marked as hidden in your user preferences
which will prevent the module tab from being displayed. Navigate to your
user profile (upper right of Sugar), click the Advanced tab, and check the
Layout Options section. If you see the Accounts module in the Hide
Modules list, simply move it to the Display Modules list. 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 Accounts module for your entire
Sugar instance. Reach out to your Sugar administrator to have the
Accounts module displayed. For more information on displaying and hiding
modules throughout Sugar, please refer to the Developer Tools
documentation in the Administration Guide.
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List View Menus

The Accounts list view displays all account records and allows for searching and
filtering to locate specific accounts. You can view the basic details of each record
within the field columns of the list view or click an account's name to open the
record view. To access a module's list view, simply click the module's tab in the
navigation bar at the top of any Sugar page.

List View Mass Actions Menu

The Mass Actions menu to the right of the checkbox option in the list header
allows you to perform mass actions on all currently selected records. You can use
the checkbox on each record's row to select individual account records or click the
checkbox in the list header to select all records displayed on the current set of list
view results.

E Name s City

Email Denver
Mass Update Salt Lake City
Merge Sunnyvale
Delete

Alabama
Export

Kansas City

The Mass Actions menu allows you to perform the following operations:

Menu Item Description

Email Email one or more accounts at a time

Mass Update Mass update one or more accounts at a
time

Merge Merge two or more duplicate accounts

Delete Delete one or more accounts at a time

Export Export one or more accounts to a CSV
file

Recalculate Values (Available in certain circumstances)
Updates calculated values to reflect
changes to calculated fields made in
Studio
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List View Record Actions Menu

The Record Actions menu to the far right of each record's row allows you to
perform actions on the individual account directly from the list view.

Name + City

AroZ Co Ltd 5an Francisco
¥¥&Z Funding Inc Kansas City
Ajr Safety Inc St Petersburg
|l Resources Inc Cupertina

% Biling Country &

USA

USA

USA

USA

Phane - £

(415) 728-8000

Edit

Follow

Delete

The list view's Record Actions menu allows you to perform the following

operations:

Menu Item

Description

Preview (Eye icon)

Preview this account in the intelligence

pane
Edit Edit this account

Follow Follow this account
Delete Delete this account

Record View Actions Menu

The Accounts record view displays a single account in full detail including its
fields, subpanels of related records, and activity stream. To access an account's
record view, simply click a hyperlinked account name from anywhere within Sugar.
The record view's Actions menu appears on the top right of the page and allows
you to perform various operations on the current record.
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Ac Tri-State Medical Corp *

Website

+ Member of

+ Business Cente...

Assigned to

Tags

Billing Address

+ Alternate Phone

+ Fax

http://www.hrbeans.de

Sarah Smith

1715 Scott Dr
Denver, CA 77557
USA

Industry

Type

+ Service Level

Office Phone

Shipping Address

Email Address

+ Campaign

< Em

Download PDF

Share
Government

Customer
Account

Email PDF

(659) 867-7620 Account

Find Duplicates

Copy
1715 Scott Dr

Denver, CA 7755] Historical Summary
USA

sales27@exampl View Audit Log

section.qa.sales@ view Personal Info

Delete

The Actions menu allows you to perform the following operations:

Menu Item Description
Edit Edit this account
Share Share a link to this account via email

Download PDF

Download account information as a PDF
file

Email PDF

Email account information as a PDF
attachment

Find Duplicates

Locate potential duplicates of this
account

Copy

Duplicate this account to create a new
account

Historical Summary

View a historical summary of activities
(e.g. calls, meetings, etc.) related to this
account

View Audit L.og

View a record of changes to this account

View Personal Info

Display this record's fields which an
admin has designated as personal
information

Delete

Delete this account

340/840



http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Editing_Records
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Sharing_Records
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Downloading_Record_PDFs
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Emailing_Record_PDFs
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Finding_Duplicate_Records
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Creating_via_Duplication
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Viewing_Record_Historical_Summaries
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Viewing_Record_Audit_Logs
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Viewing_Personal_Information
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Deleting_via_Record_View

Common Views and Actions

In the table below, the left column contains links to the User Interface page
covering topics that are applicable to all Sidecar modules. The right column has
links to sections of the current page that cover topics specific to accounts.

General Instructions for Working
With Sugar Modules

Accounts-Specific Instructions

Use the links below to navigate to the
User Interface page which covers topics
generic to many Sugar modules.

When Accounts-specific help exists for
each topic, use the links below to
navigate to sections of the current page.

Creating Records

Viewing Records

Searching for Records

List View

List View Mass Actions Menu
List View Record Actions Menu

Record View

Record View Actions Menu

Intelligence Pane

Editing Records

Deleting Records

Emailing Records

Emails and Accounts

Exporting Records

Recalculating Calculated Values

Finding Duplicate Records

Merging Records

Viewing Record Historical Summaries

Viewing Record Audit Logs

Record PDFs

Favoriting Records

Following Records

Sharing Records

Last Modified: 2021-01-19 18:11:49
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Purchases and Purchased Line Items

Overview

Sugar's Purchases and Purchased Line Items modules consist of purchase records
and purchased line item records, respectively, that represent the products or
services you sell to clients. The data in these modules provide a historically
accurate and time-aware picture of the status and worth of your accounts.

There are various ways you can create purchases and purchased line items in
Sugar. As a Sugar Sell user, purchases and purchased line items can be
automatically generated when working with the Opportunities and Revenue Line
Items modules. As a Sugar Serve or Sell user, purchases and purchased line items
can be manually created within the modules and leveraged from within the
account record view to provide information on the product(s) you support. This
documentation covers the basics of the Purchases and Purchased Line Items
modules as well as the various options available in performing actions related to
the modules.

For instructions concerning views and actions which are common across most
Sugar modules, such as creating, editing, and deleting purchase records, please
refer to the Working With Sugar Modules section of this page.

Please note that you will only be able to see purchase records as allowed by your
license type, team membership, assigned roles, and user access type. For more
information, please refer to the referenced documentation in the Administration
Guide.

Purchases and Purchased Line Items

Sugar's Purchases and Purchased Line Items modules are designed to give you an
accurate and succinct picture of what, how much, and when your accounts have
purchased from you. Each purchase record acts as a bucket, with each bucket
representing a single product or service that an account has purchased. The
purchased line item records that fill each bucket represent every time the account
has purchased that particular product or service. As a Sugar Sell or Serve user,
purchases and purchased line items may be created manually. Additionally, as a
Sugar Sell user on a Sugar instance using the Opportunities with Revenue Line
Items model, records that meet certain criteria can trigger the automatic
generation of purchase and purchased line item records.

Ultimately, the purchase and purchased line item records will provide:

342 /840


http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Users#License_Types
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Team_Management
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Role_Management
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Role_Management#Setting_Module-Level_Permissions
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Creating_Records

e Revenue accuracy, either manually or with your ERP sync, without
corrupting historical opportunity data

» A flexible anchor point for license keys, contractual details, and other
information needed post-sale

e Building blocks for a time-aware analysis of customer worth and product
performance

e Historically accurate product or service details, per account, for customer
support to reference

Purchased Line Items Subpanel

The Purchased Line Items subpanel is accessible within the Purchase record view
and contains every record of sale in relation to the account and the product or
service. Every purchase should have one or more related purchased line items, and
each purchased line item must belong to a purchase.

Note: The related purchased line items in the subpanel determine the value for
certain Purchase fields (e.g. Start Date, End Date, etc.). For more information
please refer to the Rules of Inheritance section of this document.

Purchase Fields

The Purchases module contains a number of stock fields that come out-of-the-box
with Sugar. For information on using and editing various field types, refer to the
User Interface documentation. The following definitions are suggested meanings
for the fields, but some fields can be leveraged differently to meet your
organization's needs. Users with administrator or developer access have the ability
to alter, add, or remove some fields via Admin > Studio. For more information on
configuring fields, please refer to the Studio documentation in the Administration
Guide.

Fields identified as Inherited in the following table may have inherited values. For
more information, please refer to the Purchase Fields: Rules of Inheritance section
of this page.

Field Name Description Inherited Calculated

Account Name The account to [
which the purchase
belongs

Assigned to The Sugar user 0
assigned to the
purchase
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Comment Log

A shared log of
messages,
comments, or other
text, including the
name of the user
that added the log
entry and the date
and time it was
added. It is possible
to tag other users
and link to other
Sugar records in
Comment Log
entries by inserting
a clickable pill; see
the User Interface
documentation for
more details.

Date Created

The date the
purchase record
was created in
Sugar

Date Modified

The date the
purchase record
was last modified in
Sugar

Description A description or
other information
about the purchase

End Date The date the

purchase activity
ends

Integration Sync ID

The sync key field
used by external
integrations to
identify Sugar
records in the
external
application. See the
Integrate REST API
endpoints in the
Developer Guide
for more details on
how to use this
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field.

Product

The product
associated with the
purchase record

Product Category

The product
category associated
with the purchase
record

Product Type

The product type
associated with the
purchase record

Purchased Line
Item Count

A calculated field
that represents the
number of
purchased line item
records related to
the purchase

Note: This field is
not on the layout by
default.

Renewable

Indicates if the
purchase can be
renewed

Service

Indicates if the
purchase is
considered a
service

Start Date

The date the
purchase activity
starts

Tags

User-created
keywords that can
be used to identify
records in filters,
dashlets, and
reports

Note: For more
information on
creating and using
tags, please refer
to the Tags
documentation.
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Teams

The Sugar team(s) |
assigned to the
purchase record

Total Revenue A calculated field [

that represents the
combined total of
all related
purchased line
items' Calculated
Revenue fields

Total Quantity A calculated field [

that represents the
combined total of
all related
purchased line
items' Quantity
field

Purchase Fields: Rules of Inheritance

When a purchase record is initially created automatically, the following fields
inherit from the revenue line item:

Purchase Name
Account Name
Assigned to
Teams
Start Date (subsequent updates will be inherited from the purchased line
item)

o For services: Earliest "Start Date" of the purchased line items

o For non-services: Earliest "Close Date" of the purchased line items
End Date (subsequent updates will be inherited from the purchased line
item)

o For services: Latest "End Date" of the purchased line items

o For non-services: Latest "Close Date" of the purchased line items
Product
Product Category
Product Type
Renewable
Service

Note: If a purchase record is automatically created based on an opportunity with
two or more revenue line items with the same product, the fields will inherit from
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the revenue line item with the earliest "Date Created" value.

When a purchase is created manually, the following fields inherit from its product,
if any, and its purchased line items:

e Start Date :
o For services: Earliest "Start Date" of the purchased line items
o For non-services: Earliest "Close Date" of the purchased line items
e End Date :
o For services: Latest "End Date" of the purchased line items
o For non-services: Latest "Close Date" of the purchased line items
e Product Category: Inherits from the purchase's product, if any, and
becomes read-only
e Product Type: Inherits from the purchase's product, if any, and becomes
read-only
e Renewable: Inherits from the purchase's product, if any
e Service: Inherits from the purchase's product, if any, and becomes read-
only

Purchased Line Item Fields

The Purchased Line Items module contains a number of stock fields that come out-
of-the-box with Sugar. For information on using and editing various field types,
refer to the User Interface documentation. The following definitions are suggested
meanings for the fields, but some fields can be leveraged differently to meet your
organization's needs. Users with administrator or developer access have the ability
to alter, add, or remove some fields via Admin > Studio. For more information on
configuring fields, please refer to the Studio documentation in the Administration
Guide.

Fields identified as Inherited in the following table may have inherited values. For
more information, please refer to the Purchased Line Item Fields: Rules of
Inheritance section of this page. For more information on calculated fields, please
refer to the Calculated Purchase Line Item Fields section of this page.

Field Name Description Inherited Calculated

Account The account to 0
which the
purchased line item
belongs

Annual Revenue A calculated field [
which represents a
1 year's worth of
revenue
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Assigned to

The Sugar user
assigned to the
purchased line item
record

Calculated Revenue

A calculated field
that reflects the
worth of the
purchased line item

Close Date

The date the sale
occurred

Comment Log

A shared log of
messages,
comments, or other
text, including the
name of the user
that added the log
entry and the date
and time it was
added. It is possible
to tag other users
and link to other
Sugar records in
Comment Log
entries by inserting
a clickable pill; see
the User Interface
documentation for
more details.

Date Created

The date the
purchased line item
record was created
in Sugar

Date Modified

The date the
purchased line item
record was last
modified in Sugar

Description

A description or
other information
about the
purchased line item
record

Discount

The amount or
percentage that the
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total cost is
reduced by

End Date

The date the
service activity
ends

Integration Sync ID

The sync key field
used by external
integrations to
identify Sugar
records in the
external
application. See the
Integrate REST API
endpoints in the
Developer Guide
for more details on
how to use this
field.

Parent Revenue
Line Item

The revenue line
item that generated
the purchased line
item record

Product

The product
associated with the
purchased line item
record

Purchase

The purchase
record associated
with the purchased
line item record

Quantity

The number of
products the
customer is
purchasing

Renewable

Indicates if the
purchased line item
record can be
renewed

Renewal

A read-only
checkbox
indicating the
record is a renewal.
In Sugar Sell, this
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field is
automatically set
during renewal
generation when a
renewable service
line item is "Closed
Won".

Renewal
Opportunity

The related
renewal
opportunity;
automatically set
during pipeline
automation and
purchase
generation of a
product marked as
renewable service.

Note: This field's
value is only visible
to Sugar Sell users;
when this field
appears on layouts,
users without a
supported license
type will see a
placeholder
containing the text
"License Required"
instead of the
field's value. See
the User
Management page
for more details on
license types.

Revenue

The actual amount
received for the
purchase

Service

Indicates if the
purchased line item
record is
considered a
service

Service Duration

The length of time
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of the service

Start Date

The date the
purchase activity
starts.

Status

An indication if the
purchased line item
is a past, active, or
future purchase or
service.

Note: Process Time-
Aware Schedules
must be active and
cron must be
enabled in your
Sugar instance to
trigger the
automatic update
of records. All
production
instances hosted on
SugarCloud servers
have cron enabled
by default. For
more information,
refer to the
Introduction to

Cron Jobs help

article.

Tags

User-created
keywords that can
be used to identify
records in filters,
dashlets, and
reports

Note: For more
information on
creating and using
tags, please refer
to the Tags
documentation.

Teams

The Sugar team(s)
assigned to the
purchased line item
record
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Unit Price The amount per 0
unit the product
costs

Purchased Line Item Fields: Rules of Inheritance

When a purchased line item record is created automatically, the following fields
inherit from the related revenue line item:

e Purchased Line Item Name

e Account

e Assigned to

e Teams

e Parent Revenue Line Item

e Close Date

e Start date
o For services: Start Date of the revenue line item
o For non-services: Close Date of the revenue line item

e End Date
o For services: End Date of the revenue line item
o For non-services: Close Date of the revenue line item

e Product

e Renewable

e Renewal

e Service

e Service Duration

e Discount

e Unit Price

e Quantity

e Calculated Revenue

e Purchase

Note: When created automatically, the Purchase field is populated based on the
appropriate Account and Product that is associated with the "Closed Won" revenue
line item.

When the purchased line item is created manually, it must be associated with a
purchase record. Once selected, the following fields inherit from the purchase:

e Account: Inherits from the Account Name on the purchase record

e Purchased Line Item Name: Inherits from the product, if one is selected
from the Product Catalog on the purchase record

e Product: Inherits if a product is chosen from the Product Catalog on the
purchase record
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e Service Duration: Inherits from the product, if a product is chosen from
the Product Catalog on the purchase record

e Unit Price: Inherits from the product, if a product is chosen from the
Product Catalog on the purchase record

e Renewable: Inherits from the purchase record

e Service: Inherits from the purchase record

Calculated Purchased Line Item Fields
The Calculated Revenue, Annual Revenue, and Status fields on the purchased line

item record are read-only, calculated fields. The table and sections below illustrate
how these calculated fields use various other field values to generate their results.

Purch [Quant |Unit |[Disco |(Servic |Start |(End Calcul [Annua |Status
ased |ity Price |unt e Dura|Date |[Date |ated R|l Reve

Line tion evenu (nue

Item e

Purcha |100 $75.00 [5% 2 year |1/1/20 (12/31/ |$7,125 |$3,562 |Active
sed 19 2021 .00 .50

Line

Item A

Purcha |50 $250.0 {$500.0 |6 7/1/20 [12/31/ [$12,00 {$24,00 |Past
sed 0 0 months |18 2018 |0.00 0.00

Line

Item B

Calculated Revenue

The Calculated Revenue field is equal to the quantity value multiplied by the unit
price multiplied by the service duration less the discount. Service line items that
are related to a product catalog record will calculate the service duration amount

to be used in the formula by dividing the line item duration by the default product
catalog record's duration. For example, a customer is purchasing a service for one
year instead of the default three-year duration. Depending on which discount type
is selected (e.g. % Percent or $ US Dollars), the following calculations occur:

Non-service line items or service line items not related to a product catalog record:

e Calculated Revenue = (Quantity x Unit Price) x (1 - % Discount)
e Calculated Revenue = (Quantity x Unit Price) - $ Discount

Service line items related to a product catalog record:
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e Calculated Revenue = (Quantity x Unit Price x (Line Item Duration /
Default Duration)) x (1 - % Discount)

e Calculated Revenue = (Quantity x Unit Price x (Line Item Duration /
Default Duration)) - $ Discount

Note: For more information on using different currencies within Sugar, please
refer to the System documentation in the Administration Guide.

Annual Revenue

When the purchase is a service, the Annual Revenue is equal to the Calculated
Revenue divided by the Service Duration, multiplied by the time period. Depending

on the time period selected (e.g. Year(s), Month(s), or Day(s)) the following
calculations occur:

e Annual Revenue = Calculated Revenue / Service Duration (# years)
e Annual Revenue = Calculated Revenue / Service Duration (# months) x 12
e Annual Revenue = Calculated Revenue / Service Duration (# days) x 365

When the purchase is not a service, the Annual Revenue field is equal to the
Calculated Revenue amount.

Status

The Status field calculates its value (Past, Active, or Future) using the current date
compared to the Start and End date values.

When a purchase is not a service, two options exist and are calculated with ifElse
sugar logic:

e Past: If today's date is on or after the Start Date/End Date then the status
is "Past".

e Future: If today's date is before the Start Date/End Date then the status is
"Future".

A third option exists for service line items:

e Active: If today's date is equal to the Start Date, End Date, or falls between
the two dates, then the status is "Active".

Creating Purchases and Purchased Line Items

There are various ways you can create purchases and purchased line items in
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Sugar. As a Sugar Sell user, purchases and purchased line items can be
automatically generated when working with the Opportunities and Revenue Line
Items modules. As a Sugar Serve user, purchases and purchased line items can be
manually created within the modules and leveraged from within the Accounts
record view to provide information on the product(s) they have purchased. For
more information on manually creating records in Sugar, refer to the User
Interface documentation.

The following sections cover in detail how purchases and purchased line items can
be automatically generated by Sugar Sell users, manually created by Sugar Serve
or Sugar Sell users, or imported.

Automatically Generating Purchases and Purchased Line Items

The Opportunities and Revenue Line Items modules provide robust support for the
motions of selling and provide a historically accurate picture of the sales stages in
the customer lifecycle. The Purchases and Purchased Line Items modules pick up
where others leave off in order to support the crucial downstream operations of
order processing, support, renewal, and analytics. The Opportunities/Revenue Line
Items and Purchases/Purchased Line Items modules work together to bridge that
gap, creating a flow from managing the items you intend to sell your customers to
creating and maintaining a home for the products or services that have reached
the "Closed Won" stage of the sales cycle.

Criteria for Automatic Generation

Purchases and purchased line items are automatically created when an
opportunity's Sales Stage changes to "Closed Won"; however, the automatic
generation only occurs for revenue line items that meet the following criteria:

e The revenue line item's Sales Stage is "Closed Won"
e The revenue line item's Generate Purchase dropdown is "Yes"

In addition, cron must be enabled in your Sugar instance to trigger the automatic
generation of records. All production Sugar Sell instances, which are hosted on
SugarCloud servers, have cron enabled by default. For more information, refer to
the Introduction to Cron Jobs Help Article.

Note: The Generate Purchase field has a default value of "Yes" and is not available
on the revenue line item record view by default. An admin user may choose to add
the field to the layout and can do so from Studio.

Automatic Generation Process
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The following flowchart illustrates the steps that occur automatically when an
opportunity's Sales Stage changes to "Closed Won". Purchase data is only
generated for revenue line items that meet the Criteria for Automatic Generation.

Create a new
purchase record for
N o the product or service
and inherit values
from revenue line item

"Closed Won" For each "Cl_ose_d
Opportunity with Won" revenue line item:
EEYERE (e Has this acctl)unt ever
Item(s) purchased th]s product

or service?

Each "Closed Won"
revenue line item
generates a
corresponding
purchased line item

Relate newly created
purchased line item(s)
to the appropriate
purchase record

Purchase with
Purchased
Line Item(s)

The following Entity Relationship Diagram illustrates how two "Closed Won"
opportunities with revenue line items for an account will relate to the purchases
and purchased line item records.

Purchase X
Opportunity A Product X sold 1/1/20
Product X 1/1/20 Closed Won 4|_>
Service Y 1/1/20 - 3/31/20 = Closed Won Purchase Y
Product Z 1/1/20 Closed Lost —|_> Service Y 1/1/20 - 3/31/20
Purchase X
Product X sold 1/1/20
———3 Product X sold 4/1/20
Opportunity B Purchase Y
Product X 4/1/20 Closed Won ——8M — Service Y 1/1/20 - 3/31/20
Service Y 4/1/20 - 6/30/20 | Closed Won » Service Y 4/1/20 - 6/30/20
Product Z 4/1/20 Closed Won

Purchase Z

L Product Z sold 1/1/20

The following example illustrates what occurs when an opportunity with revenue
line items reaches a "Closed Won" stage and the products or services associated
with the line items have never been sold to the account before. In other words, we
are following the above workflow when the answer to the decision element is "No".

First, the sales stage of an opportunity with at least one revenue line item changes
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to "Closed Won". We are assuming the Generate Purchase checkbox, hidden from
view by default, is "Yes".

Op Initial Sale of Products and Services ¢

Account Name Stark Enterprise Expected Close Date 2019-12-27
Status Closed Won Sales Stage  Closed Won
Likely $1,327.00 Service Start Date 2020-01-01
Best $1,327.00 Warst $1,327.00
+ Tags
Show more...

LR R A TS Al Records

RL  REVENUE LINE ITEMS (3)

G Name %+ Expected Close Date % | SalesStage « | Service % ServiceStart Date $£ Service End Date %
(0 v  Twila Gadget 2019-12-27 Closed Won

(] s¥ 24monthService 2019-12-27 Closed Won 2020-01-01 2021-12-31

(J ¥  Agnus Gadget 2019-12-30 Closed Lost

Then, from the two "Closed Won" revenue line items, two new purchase records
are created, one for each product. In this example, the two products are "Twila
Gadget" and "24 month Service". In addition, purchased line items are created for

each purchase.

Pu  Twila Gadget +*

Account Name Stark Enterprise Product Twila Gadget
Start Date 2020-01-01 End Date 2020-01-01
Service Renewable
Product Category  Kroenke Widgets Product Type  Devices
Show more...

Related - () Fitrer [NITRIEY Sear

PL PURCHASED LINE ITEMS (1)
Name 2 Close Date % Start Date % End Date % Product

w Twila Gadget 2020-01-01 2020-01-01 2020-01-01 Twila Gadget

Note: Default layouts have been modified for this example to show relevant
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information in a more compact and reader-friendly way.

Manually Creating Purchases and Purchased Line Items

As a Sugar Sell or Serve user, purchases and purchased line items can be manually
created within the Purchases module, Purchased Line Items module, or Purchased
Line Items subpanel. Because a purchased line item must be related to a purchase,
you will need to create the purchase record first. The records can be leveraged
from within the Accounts record view to provide information on the product(s) they
have purchased. The following steps outline an example of how to create a
purchase and related purchased line item records manually:

1. Click "Create Purchase" from the Purchases Module Tab Menu and fill in
values for the purchase. Some fields may inherit values based on your
input. Click "Save" to create the purchase.

3 v Accounts ¥  Contacts ¥ | Purchases - | PurchasedLineltems - Calls ~
Name —
Pu | 4 year service agreement Cancel
Account Name | Stark Industries X - Product 48 Month Service X v
Start Date End Date
Service Renewable

Tags

Comment Log

Description
7
Product Categ... Product Type
Assignedto  Sally Bronsen X - Teams | Global « +
Date Created by Date Modified by

Show less

2. Click the Plus button within the Purchased Line Items subpanel of the
newly created purchase record to open the create drawer:
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Pu  4year service agreement

Account Name Stark Industries
Start Date

Service

Show more...

Related ~ []) riter (IIINTNEY Seo

Name % Purchase

e e

Product 48 Month Service

End Date
Renewable
o
.H
% Close Date % Product

3. Fill in your desired values. Some fields may inherit values based on your
purchase record. Click "Save":

Purchased Line Item

PL ‘ 48 Month Service

Purchase I 4 year servicea.. X - ]

| Cancel g
s

Close Date | 2020-06-26 ]

Product 48 Month Service

Revenue $(USD) + | 984.00

Quantity | 1.00

| Calculated Re...

Unit Price $ (USD) + | 984.00 Discount 000 %

Tags

Comment Log

Show more...

After saving, the Start Date and End Date fields will be populated based on the
values in the related purchased line item record(s):
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Pu 4 year service agreement v

Account Name Stark Industries Product 48 Month Service
Start Date 2020-06-26 End Date 2024-06-25
Service Renewable
Show more...
Related ~ m Filter %1
PL PURCHASED LINE ITEMS (1) +
Name % Purchase % Close Date % Produc
hirg 48 Month Service 4 year service agree... 2020-06-26 48 Mor @ -

Importing Purchases and Purchased Line Items

The import function allows you to insert multiple purchase records into Sugar
using a .csv file instead of creating them one-by-one. When you are importing
purchases and purchased line items, please be sure to import your purchases first,
followed by your purchased line items. Each purchased line item row must include
its parent purchase's ID as well as values for its amount fields (i.e. Unit Price,
Revenue). For more information on importing, please refer to the Import
documentation.

Accounts, Purchases, and Purchased Line Items

When working with account records in Sugar, you can see related purchases in the
Purchases subpanel, the Purchased Line Items subpanel, the Active Subscriptions
dashlet, and the Purchase History dashlet.

Purchases Subpanel

The Purchases subpanel is accessible within the Account record view and contains
every product or service the account has purchased from your organization.
Purchased Line Items Subpanel

The Purchased Line Items subpanel is accessible within the Account record view
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and contains every individual record of the products or services the account has
purchased from your organization.

Active Subscriptions Dashlet
The Active Subscriptions dashlet is available to add to the Case Detail drawer in

the Service Console and to the record view dashboard of any module, custom or
stock, that has one of the following:

e A one-to-one or many-to-one relationship to the Accounts module
* A relate field targeting the Accounts module

The dashlet shows a list of all of the current account's purchases that are marked
"Service", have a start date in the past, and an end date in the future. The dashlet
shows each purchase's name, quantity of units, and calculated revenue line item
amount next to "Total". A simple bar chart visualizes the time elapsed and time
remaining for the subscription, which you can explicitly view by hovering your
mouse over the bar. For more information, please review the Dashboards and
Dashlets section of the User Interface documentation.

Active Subscriptions ~

1 year Service, quantity 11 in ayear

Total $3'71 5.19 _ Start Date: 2019-12-10
End Date: 2023-12-09
) . Expires: in 4 years .
48 month Service, quantity 90 in 4 years
Total $47,340.00 e

Purchase History Dashlet

The Purchase History dashlet is available to add to the Case Detail drawer in the
Service Console and to the record view dashboard of any module, custom or stock,
that has one of the following:

e A one-to-one or many-to-one relationship to the Accounts module
e A relate field targeting the Accounts module

The dashlet shows a list of all the current account's purchases regardless of the
start or end date of the purchase record. The dashlet shows each purchase's name,
date range, quantity, and total. For more information, please review the
Dashboards and Dashlets documentation.
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Opportunities, Purchases, and Purchased Line Items

Sugar's Opportunities module allows you to track individual sales and their line
items from start to finish. The opportunity record reflects the amount and expected
close date of its revenue line items and usually progresses through the same sales
stages until it is marked either "Closed Won" or "Closed Lost". When an
opportunity reaches a sales stage of "Closed Won" and its related revenue line
items meet the necessary criteria, this will trigger the automatic generation of
purchase and purchased line item records.

Revenue Line Items, Purchases, and Purchased Line
Items

Sugar's Revenue Line Items module consists of individual line items of potential
business that are included on an opportunity record and tracked through the sales
lifecycle. Each revenue line item is the prospective sale of a particular product and
includes relevant sale data. Each revenue line item will typically progress through
several sales stages until it is marked either "Closed Won" or "Closed Lost". This
allows for greater granularity when working with opportunities and forecasting
since each line item within an opportunity can have its own sales stage and may be
related to different products from your Product Catalog. When a revenue line item
record meets the necessary criteria, this will trigger the automatic generation of
purchase and purchased line item records.

Emails and Purchases

Purchases may be related to emails by being selected in the email's Related To
field. These relationships allow the purchase to display all relevant email
correspondence in the Emails subpanel and History dashlet on a purchase's record
view. A purchase's Emails subpanel and History dashlet may also display emails
belonging to the contacts related to the purchase.

Emails Subpanel

The Emails subpanel in the Purchases module displays emails that are associated
with the purchase record in a variety of ways:

e Related to the purchase: If the purchase is selected in the email's
Related To field, the email and purchase are explicitly related, and the
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email will appear in the purchase's Emails subpanel and History dashlet.
Instructions for using this flex relate field are available in the Emails
documentation.

e Related to the purchase's related contacts: If the email is related,
either explicitly or implicitly, to a contact record that is related to the
purchase, the email will appear in the purchase's Emails subpanel and
History dashlet.

o Note: Administrators can enable or disable a purchase from
displaying related contact's emails via Admin > Related Contacts
Emails. For more information, please refer to the Email
documentation in the Administration Guide.

For more information on working with subpanels, please refer to the User
Interface documentation.

Working With Sugar Modules

The Purchases and Purchased Line Items modules use Sugar's Sidecar user
interface. The following sections detail menus, views, and actions common to
sidecar modules and contain links to additional information within the page or
links to the User Interface documentation.

Purchases and Purchased Line Item Menus

The Purchases and Purchased Line Items modules contain various options and
functionality that are available via menus in the module tab, list view, and record
view. The following sections present each menu type, using the Purchases module
as an example, and its options with links to more information about each option in
the User Interface documentation.

Module Tab Menu

The module tab is typically located on the navigation bar at the top of any Sugar
screen. Click the tab to access the module list view. You may also click the triangle
in the module tab to display the Actions, Recently Viewed, and Favorites menus.
The Actions menu displays options for creating and viewing records. The Recently
Viewed menu displays the list of records you last visited. The Favorites menu
displays the list of records you most recently marked as favorites.
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Ll View Purchase Reports
® Import Purchases
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% 1 year Service

The module tab's Actions menu allows you to perform the following operations:

Menu Item

Description

Create Purchase

Opens the record view layout to create a
new purchase

View Purchases

Opens the list view layout to search and
display purchases

View Purchases Reports

Directs you to the Reports list view
filtered to display only reports based on
the Purchases module

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

e The Purchases module may be marked as hidden in your user preferences
which will prevent the module tab from being displayed. Navigate to your
user profile (upper right of Sugar), click the Advanced tab, and check the
Layout Options section. If you see the Purchases module in the Hide
Modules list, simply move it to the Display Modules list. 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 Purchases module for your entire
Sugar instance. Reach out to your Sugar administrator to have the
Purchases module displayed. For more information on displaying and
hiding modules throughout Sugar, please refer to the Developer Tools
documentation in the Administration Guide.

List View Menus
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The Purchases list view displays all purchase records and allows for searching and
filtering to locate specific purchases. You can view the basic details of each record
within the field columns of the list view or click on a purchase's name to open the
record view. To access a module's list view, simply click the module's tab in the
navigation bar at the top of any Sugar page.

List View Mass Actions Menu

The Mass Actions menu to the right of the checkbox option in the list header
allows you to perform mass actions on all currently selected records. You can use
the checkbox on each record's row to select individual purchase records or click
the checkbox in the list header to select all records displayed on the current set of
list view results.

Filter = @
E Number % Subject

Mass Update

Recalculate Values .
Mirrors for Sn

Delete
White Cross C

Export

Computers fo

The Mass Actions menu allows you to perform the following operations:

Menu Item Description

Mass Update Mass update one or more purchases at a
time

Delete Delete one or more purchases at a time

Export Export one or more purchases to a CSV
file

Recalculate Values (Available in certain circumstances)
Updates calculated values to reflect
changes to calculated fields made in
Studio

List View Record Actions Menu

The Record Actions menu to the far right of each record's row allows you to
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perform actions on a purchase directly from the list view.

O Name % Account Name 4 Product 4 StartDate 4 EndDate % Service B 3
O ¥ Jungle Systems Inc Jungle Systems Inc Veta Gadget 2020-06-03 2020-06-03 §
(J %  1yearService Underwater Mining... 1 year Service 2020-06-01 2021-05-31 Edit

(J ¥ Underwater Mining Inc. Underwater Mining...  Mathilde Gadget  2020-06-03 2020-06-03 Delete

The list view's Record Actions menu allows you to perform the following
operations:

Menu Item Description

Preview (Eye icon) Preview this purchase in the intelligence
pane

Edit Edit this purchase

Delete Delete this purchase

Record View Actions Menu

The Purchases record view displays a single purchase in full detail including its
fields and subpanels of related records. To access a purchase's record view, simply
click a hyperlinked purchase name from anywhere within Sugar. The record view's
Actions menu appears on the top right of the page and allows you to perform
various operations on the current record.

Pu Calm Sailing Inc v« < > m

Share
AccountName  Calm Sailing Inc Product  Adan Gadget
Download PDF
Total Quantity 30.00 Total Revenue $6,022.58
Email PDF
Start Date 2021-05-25 End Date 2021-12-21
Find Duplicates
Service Renewable
Copy
+ Tags

Historical Summary
+ Comment L...
View Audit Log
+ Description
Delete

Product Categ... Kaya Widgets Product Type
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The Actions menu allows you to perform the following operations:

Menu Item Description

Edit Edit this purchase

Share Share a link to this purchase via email
Download PDF Download the purchase to your

computer as a PDF file

Note: Clicking on this menu item will
expand and contract the menu to reveal
or hide the available PDF templates.

Email PDF Send an email with a PDF copy of the
purchase as an attachment.

Note: Clicking on this menu item will
expand and contract the menu to reveal
or hide the available PDF templates. To
send emails through Sugar, users must
first configure a default user email

account via Emails > Email Settings.

Find Duplicates Locate potential duplicates of this
purchase
Copy Duplicate this purchase to create a new

purchase record

Note: The original purchase's product,
comments, and related account will
carry over to the new purchase.

Historical Summary View a historical summary of activities
(e.g. calls, meetings, etc.) related to this
purchase

View Audit Log View a record of changes to this
purchase

Delete Delete this purchase

Common Views and Actions

The following links will open specific sections of the User Interface documentation
where you can read about views and actions that are common across most Sidecar
modules.

Content Link Description
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Creating Records

Basic Record Creation
Creating via Subpanels
Creating via Duplication
Importing Records

The Creating Records section covers the
various methods of creating new
records, including via the Create button
in the module, via the subpanel on
related module records, duplication of
an existing record, and importing a list
of records into Sugar using a .csv
spreadsheet.

Viewing Records
Viewing via List View
Viewing via Record View

Viewing via Recently Viewed
Viewing via Preview
Viewing via Reports

The Viewing Records section describes
the various methods of viewing records,
including via the list view and record
view, the Recently Viewed menu in the
module tab, previewing records in the
right-hand side panel, and reports
displaying the record's data.

Searching for Records
Global Search

List View Search
Creating a Filter
Saving a Filter

The Searching for Records section
provides an introduction to the two
searching methods for locating Sugar
records: global search, which searches
across all Sugar modules, and list view
search, which searches and filters
within the module.

List View

Total Record Count
Create Button

List View Search
Checkbox Selection
Mass Actions Menu
Favorite Designation

Column Reordering
Column Resizing

Column Sorting
Column Selection

Preview

Record Actions Menu
More Records
Activity Stream
Dashboards

The List View section walks through the
many elements of the List View layout,
which contains a filterable list of all
records in the current module. While the
generic menu options are described in
the User Interface sections linked to the
left, the options specifically available in
the list view are described in the List
View Mass Actions Menu and List View
Record Actions Menu sections of this

page.

Record View

Favorite Designation
Following Designation
Next or Previous Record
Actions Menu

Show More

The Record View section walks through
the many elements of the Record View
layout which contains detailed
information about a single record. While
the generic menu options are described
in the User Interface sections linked to
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Subpanels
Related Record Subpanels

Filtering Subpanels
Reordering Subpanels
Activity Stream
Dashboards

the left, the options specifically
available in the record view are
described in the Record View Actions
Menu section of this page.

Editing Records

Editing Inline via Record View
Editing via Record View
Editing Inline via Subpanels

Editing Inline via List View
Mass Editing via List View

The Editing Records section describes
the various methods of editing existing
records, including inline via the record
view, in full edit mode on the record
view, inline via the subpanel on related
module records, inline via the list view,
and via the Mass Update option on the
list view.

Deleting Records

Deleting via Record View
Deleting via List View

Mass Deleting via List View

The Deleting Records section describes
the various methods of deleting
unwanted records, including via the
record view, an individual record's
Actions menu on the list view, and the
Mass Actions menu on the list view.

Exporting Records

The Exporting Records section provides
an introduction to the export
functionality, which allows you to
download a list of records and all their
data as a .csv file for use outside of
Sugar (e.g. in Microsoft Excel).

Recalculating Calculated Values

The Recalculating Calculated Values
section provides instructions on utilizing
the Recalculate Values list view option
to update calculated field values in the
module if the administrator has changed
the field's formula via Admin > Studio.

Finding Duplicate Records

The Finding Duplicate Records section
provides instructions for locating
duplicate records. If searching on
matching fields (e.g. Name) identifies
one or more duplicates, they can be
merged into a single record.

Merging Records
Merging via List View

The Merging Records section provides
instructions for merging duplicates,
which combines field values and related
records into a single record.

Viewing Record Historical Summaries

The Viewing Record Historical
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Summaries section describes the
Historical Summary record view option
which displays quick details of the
record's related calls, meetings, emails,
notes, and tasks.

Viewing Record Audit Logs

The Viewing Record Audit Logs section
describes the View Audit Log record
view option which displays a history of
changes to the record's audited fields.

PDFs
Downloading PDFs

Emailing PDFs

The Record PDFs section provides
instructions for these record view
options which allow you to download or
email .pdf files of record information as
configured by an administrator via
Admin > PDF Manager.

Favoriting Records
Favoriting via List View
Favoriting via Record View
Favoriting via Subpanel

The Favoriting Records section
describes the various methods of
marking records as favorites, including
via the list view, record view, or any
subpanel appearing on the record view
of a related module. Favoriting a record
allows you to easily access it from list
views, dashlets, or the module tab.

Following Records
Following via List View
Following via Record View

The Following Records section describes
the various methods of marking records
as "Following", including via the list
view and record view. Following a
record causes its activity stream
updates to be included on your Home
page and list view activity streams so
that you can easily keep up with
changes and user posts on the record.

Sharing Records

The Sharing Records section provides
instructions for the Share record view
option which composes an email with a
link to the record. If the recipient is
logged into Sugar, clicking the link will
bring them directly to the record view.

Last Modified: 2021-04-08 14:56:19
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Product Catalog

Overview

Sugar's Product Catalog and its supporting modules allow you to define,
categorize, and organize a list of all products or services that your organization
sells or supports. Products within the Product Catalog can be broadly classified
into product types, such as Software and Hardware. Each product type can be
further organized into several product categories. For example, the software
product type can contain product categories such as Spreadsheets and Word
Processors. You can also create sub-categories within a category. Users can define
the details of their products within the following products-related modules:

Module Description

Product Catalog

List of products sold by your

organization

Product Categories The categories by which products are
organized in the Product Catalog

Product Types The Type dropdown list in the Product
Catalog

Manufacturers The Manufacturer Name dropdown list

in the Product Catalog

This documentation will cover information and actions specific to the above
modules. For instructions concerning views and actions which are common across
most Sugar modules, such as creating, editing, and deleting records, please refer
to the Working With Records section of this page.

Please note that you will only be able to see product-related records as allowed by
your license type, team membership, assigned roles, and user access type. For
more information, please refer to the referenced documentation in the
Administration Guide.

Product Catalog

Sugar's Product Catalog module contains a list of all products or services that your
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organization sells or supports. This module houses essential product information
that can be leveraged by Sugar Sell users in sales-specific modules and provides
the Purchased Line Items module with the template used when creating products
to be used for Purchases including pricing and cost information and information
about the manufacturer. The Product Catalog may also provide a list of products
available for selection in the Cases, Bugs, and Knowledge Base modules if your
administrator has enabled the functionality in Studio by adding a custom relate
field to a supported Sugar Serve module (i.e., Bugs, Cases, or Knowledge Base).
For more information on setting up a Product Catalog field for bugs, cases, or
knowledge base articles, please refer to the Creating a Relate Field article.

Note: Depending on your license type, you may not have access to all modules
(e.g. Sugar Sell users will not have access to Cases or Bugs). For more information
on license types and the functionality available for each, refer to the User
Management documentation.

Product Catalog Fields

The Product Catalog contains a number of stock fields that come out-of-the-box
with Sugar. For information on using and editing various field types, refer to the
User Interface documentation. The definitions below are suggested meanings for
the fields, but the fields can be leveraged differently to best meet your
organization's needs. Fields can be altered, added, or removed via Admin > Studio.
For more information on configuring fields, please refer to the Studio
documentation in the Administration Guide.

Field Description

Availability Select if the item is in stock or not from
the dropdown list

Category Name The product category to which the new
item belongs

Cost The actual cost of the item. This will not
appear on printed quotes

Currency The currency of the given prices (Cost,
List, Unit)

Date Available Select the date of availability if the item
is out of stock

Date Created The date the product catalog record was
created

Date Modified The date the product catalog record was

last modified

3721840


http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Users#License_Types
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Users#License_Types
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/User_Interface#Field_Types
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Developer_Tools/Studio#Fields
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/System#Currencies

Date-Cost-Price

The starting date that the cost is valid

Default Pricing Formula

Select a formula from the dropdown list
to arrive at the discount price for the
Unit Price field. The formulas are as
follows:

e Fixed Price: Allows you to enter
a Unit Price without any
calculation.

e Profit Margin: Enter the points
in the adjoining field to vary the
percentage against the cost.

e Markup over Cost: Choose a
percentage to raise the price
over the cost.

e Discount from List: Enter the
discount percentage from the
List Price in the adjoining field.

e Same as List: The Unit Price
will be the same as the List
Price.

Description

A description or other information about
the product

Integration Sync ID

The sync key field used by external
integrations to identify Sugar records in
the external application. See the
Integrate REST API endpoints in the
Developer Guide for more details on
how to use this field.

List Price

The quotable list price of the product

Lock Duration'

Available when the Service field is set to
yes. When checked, the Service
Duration field value cannot be changed
by a user via a line item record (e.g.
revenue line item).

Manufacturer Name

The manufacturer of the product

Part Number

The manufacturer's part number for the
product

Product Name

The name of the product

Product Type

The specified product type

Product URL

The web address of the product if it is
available online
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Quantity in Stock

Enter the number of units that are in
stock of the product

Note: Negative values are supported in
this field.

Renewable!

Activated when the Service field is set to
yes, select whether or not the service
offered can be renewed for additional
time periods. When "Renewable" equals
yes, it will trigger the renewal pipeline
automation feature for Sugar Sell users.

Service!

Designate this product catalog record as
a service. Enabling the Service field will
make the Service Duration (required)
and Renewable fields available.

Service Duration!

Required when the Service field is set to
yes, set the period of time that this
service covers. When the Renewable
field is also set to yes, the Service
Duration will determine the expected
close date for future service
opportunities.

Support Contact

The support person's contact
information, such as the phone number
or email address

Support Desc.

Brief description or other information
regarding the support provided

Support Name

The name of the Customer Support
person

Support Term

The term (e.g. six months, one year,
etc.) in which support will be provided
for the product

Tags

User-created keywords that can be used
to identify records in filters, dashlets,
and reports

Note: For more information on creating
and using tags, please refer to the Tags
documentation.

Tax Class

Tax classification (e.g. taxable, non-
taxable) for the product

Teams

The Sugar team(s) assigned to the
product catalog record
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Unit Price The unit price of the product

Vendor Part Number The vendor's part number for the
product
Weight The weight of the product

Note: Negative values are supported in
this field.

! For more information on service-related fields in Sugar Sell, refer to the Services
and Renewable Revenue Line Items section of the Opportunities documentation in
the Application Guide.

Product Categories

The Product Categories module allows you to create categories to group records
under a Product Type. This is one of the levels of organization you can use for the
products and services that your organization offers, and will contain multiple
entries from the product catalog.

Product Category Fields

The Product Category module contains four stock fields that come out-of-the-box
with Sugar. For information on using and editing various field types, refer to the
User Interface documentation. The definitions below are suggested meanings for
the fields.

Field Description

Product Category The category's name as it will appear on
the Product Category dropdown list

Parent Category Select a parent product category if this
product category is a sub-set of another
category

Note: A record should not be selected
as its own parent category.

Description A description or other information about
the product category

Order Enter a number to specify the order in
which this category will appear in the
Product Category dropdown list
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Product Types

The Product Types module controls the Type dropdown list in the Product Catalog
fields. In addition to product categories, the product type allows you to define the
classification of a product or service that is being offered on a product catalog
record.

Product Type Fields

The Product Types module contains three stock fields that come out-of-the-box
with Sugar. For information on using and editing various field types, refer to the
User Interface documentation. The definitions below are suggested meanings for
the fields.

Field Description

Product Type The product type's name as it will
appear on the Type dropdown list in the
product catalog

Description A description or other information about
the product type

Order Enter a number to specify the order in
which this product type will appear in
the Type dropdown list

Ordering Product Types

The Order field in Product Types defines the order of the different type options
when viewing the Type dropdown list of a Product Catalog record. The Order field
allows you to organize what order the dropdown list will display, with 1 being the
highest on the list and moving down as the order number rises. When creating new
product type record options, the Order field will automatically increment to the
next number in the list, thereby adding the new option to the bottom of the list.
The Order field can be overwritten with another number if you would like to
manually re-order the options.

Manufacturers
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The Manufacturers module controls and maintains the Manufacturer Name field in
the Product Catalog module. The Manufacturer Name field allows you to select
from a list of the manufacturers you use to classify your products and specify from
which manufacturer they are produced.

Manufacturer Fields

The Manufacturers module contains three stock fields that come out-of-the-box
with Sugar. For information on using and editing various field types, refer to the
User Interface documentation. The below definitions are suggested meanings for
the fields.

Field Description

Manufacturer The manufacturer's name as it will
appear in the Manufacturer Name field
in the product catalog

Status Select "Active" or "Inactive" to indicate
which manufacturers are displayed as
options in the Manufacturer Name field

Order Enter a number to specify the order in
which this category will appear in the
Manufacturer Name field list

Ordering Manufacturers

The Order field in the module defines the order in which the manufacturer options
are displayed in the corresponding Manufacturer Name field of the Product
Catalog module. Enter the numeric value (e.g. 1, 2, 3) in the manufacturer record's
Order field to determine the order it will display in the corresponding field list
(Manufacturer Name). For example, a manufacturer record with an order value of
"1" will display at the top of the list followed by the next value (e.g. 2), and so
forth. When creating new manufacturer records, the Order field will automatically
increment to the next number in the list, thereby adding the new option to the
bottom of the list. The Order field can be overwritten with another number if you
would like to manually re-order the options.

Working With Products-Related Modules

The Product Catalog and supporting modules use Sugar's Sidecar user interface.
The following sections detail menus, views, and actions common to sidecar
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modules and contain links to additional information within the page or links to the
User Interface documentation.

Menus

Sugar modules contain various options that are available via menus in the module
tab, list view, and record view. The following sections present each menu type and
its options with links to more information about each option in the User Interface
documentation or, for module-specific functionality, within this page.

Module Tab Menus

The module tab is either displayed in the navigation bar or found by clicking the
"More" icon represented by three vertical dots to the right of the module tabs on
the navigation bar. Click the module name to access the module's list view or
expand the module tab to display the Actions, Recently Viewed, and Favorites
menus.

- . Accounts w ProductCatangE :

"

Create Prod
Product Catalog (20 *  Create Product

View Product Catalog

rF s

View Manufacturers

s o

Product Name %

View Product Categories

(J v¢ MitchellGadget | = view Product Types v
O %  Twila Gadget ® Import Product Catalog Entries @ -
() Yr @ Lettie Gadget @ Lila Gadget @ v
(J tr @ Tamica Gadget % Twila Gadget @ v

From the Product Catalog's module tab menu, you can also access the supporting
modules of Manufacturers, Product Categories, and Product Types. By navigating
to any of these modules, you can access their respective module tabs, which in
turn will offer the option to return to any of the other supporting modules.

The Actions menus in the module tab for the Product Catalog and its supporting
modules will allow you to perform the following operations:

Menu Item Description
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Create [Record]

Opens the record view layout to create a
new record in the module

View Product Catalog

Opens the list view layout to search and
display the product catalog

View Manufacturers

Opens the Manufacturers list view

View Product Categories

Opens the Product Categories list view

View Product Types

Opens the Product Types list view

Import [Records]

Opens the import wizard to create or
update records in modules that support
importing

List View Menus

The list view displays all records meeting the current search criteria. You can view
the basic details of each record within the field columns. Users with administrator
or developer access have the ability to change what fields are visible in the list
view via Admin > Studio. For more information on editing layouts, please refer to

the Studio documentation.

Mass Actions Menu

The Mass Actions menu to the right of the checkbox option allows you to perform
various actions on the currently selected records.

(J I+ ProductName % Type

Mass Update Devices
Recalculate Values Devices
Merge Devices
Delete )

Devices
Export

Devices
Yr | Johnnie Gadget Devices

The options in the Mass Actions menu allow you to perform the following

operations:

Menu Item

Description
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Mass Update

Mass update one or more records at a
time

Recalculate Values

Updates calculated values to reflect
changes to calculated fields made in
Studio (Available in certain

circumstances)
Merge Merge two or more duplicate records
Delete Delete one or more records at a time
Export Export one or more records to a CSV file

Record Actions Menu

The Record Actions menu to the right of each record's Preview button allows users
to edit, follow, or delete specific records directly from the list view.

Product Name <  Type < Category Name
Mitchell Gadget Devices Kroenke Widgets
Twila Gadget Devices Kroenkj Edit
Lettie Gadget Devices Kroenk] Delete

-~
v

CIC]

The options in the Record Actions menu allow you to perform the following

operations:

Menu Item

Description

Preview (Eye icon)

Preview this record in the intelligence
pane

Edit

Edit this record

-

elete

Delete this record

Record View Actions Menu

The record view displays thorough record information including all record fields.
The record view can be reached by clicking a record's link in the list view. You
have the ability to change the record view by configuring the layout via Admin >
Studio. For more information on editing layouts, please refer to the Studio

documentation.
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The Actions menu on the top right of each record view allows you to perform
various actions on the current record.

PC Lila Gadget +*

Availability In Stock
Date Available 2004-10-15
Quantity in Stock 58
Manufacturer Name TekWare Inc.

Service

=+ Service Duration

+ Vendor Part Nu...

<+ Product URL

Tax Class

Category Name

Part Number

Renewable

Lock Duration

Taxable
Hess Widgets

XY&Z Funding Inc 84

Share
Download PDF
Email PDF

Find Duplicates
Copy

View Audit Log

Delete

The options in the Actions menu allow you to perform the following operations:

Menu Item Description
Edit Edit this record
Share Share a link to this record via email

Download PDF

Download record information as a PDF
file

Email PDF

Email record information as a PDF
attachment

Find Duplicates

Locate potential duplicates of this
record

Copy

Duplicate this record

View Audit Log

View a record of changes to this record

Delete

Delete this record

Common Views and Actions

The following links will open specific sections of the User Interface documentation
where you can read about views and actions that are common across most Sidecar

modules.

Content Link

Description

Creating Records

The Creating Records section covers the
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Basic Record Creation
Creating via Subpanels
Creating via Duplication
Importing Records

various methods of creating new
records, including via the Create button
in the module, via the subpanel on
related module records, duplication of
an existing record, and importing a list
of records into Sugar using a .csv
spreadsheet.

Viewing Records

Viewing via List View
Viewing via Record View
Viewing via Recently Viewed

Viewing via Preview
Viewing via Reports

The Viewing Records section describes
the various methods of viewing records,
including via the list view and record
view, the Recently Viewed menu in the
module tab, previewing records in the
right-hand side panel, and reports
displaying the record's data.

Searching for Records
Global Search

List View Search
Creating a Filter
Saving a Filter

The Searching for Records section
provides an introduction to the two
searching methods for locating Sugar
records: global search, which searches
across all Sugar modules, and list view
search, which searches and filters
within the module.

List View

Total Record Count
Create Button

List View Search
Checkbox Selection
Mass Actions Menu
Favorite Designation

Column Reordering
Column Resizing

Column Sorting
Column Selection

Preview

Record Actions Menu
More Records
Dashboards

The List View section walks through the
many elements of the List View layout,
which contains a filterable list of all
records in the current module. While the
generic menu options are described in
the User Interface sections linked to the
left, the options specifically available in
the list view are described in the List
View Mass Actions Menu and List View
Record Actions Menu sections of the
module overviews below.

Record View

Favorite Designation
Next or Previous Record
Actions Menu

Show More

Dashboards

The Record View section walks through
the many elements of the Record View
layout, which contains detailed
information about a single record. While
the generic menu options are described
in the User Interface sections linked to
the left, the options specifically
available in the record view are
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described in the Record View Actions
Menu sections of the module overview
sections below.

Editing Records

Editing Inline Via Record View
Editing Via Record View
Editing Inline Via Subpanels

Editing Inline Via List View
Mass Editing Via List View

The Editing Records section describes
the various methods of editing existing
records, including inline via the record
view, in full edit mode on the record
view, inline via the subpanel on related
module records, inline via the list view,
and via the Mass Update option on the
list view.

Deleting Records

Deleting Via Record View
Deleting Via List View

Mass Deleting Via List View

The Deleting Records section describes
the various methods of deleting
unwanted records, including via the
record view, an individual record's
Actions menu on the list view, and the
Mass Actions menu on the list view.

Exporting Records

The Exporting Records section provides
an introduction to the export
functionality, which allows you to
download a list of records and all their
data as a .csv file for use outside of
Sugar (e.g. in Microsoft Excel).

Recalculating Calculated Values

The Recalculating Calculated Values
section provides instructions on utilizing
the Recalculate Values list view option
to update calculated field values in the
module if the administrator has changed
the field's formula via Admin > Studio.

Finding Duplicate Records

The Finding Duplicate Records section
provides instructions for locating
duplicate records. If searching on
matching fields (e.g. Name) identifies
one or more duplicates, they can be
merged into a single record.

Merging Records
Merging Via List View

The Merging Records section provides
instructions for merging duplicates,
which combines field values and related
records into a single record.

Favoriting Records
Favoriting via List View
Favoriting via Record View

The Favoriting Records section
describes the various methods of
marking records as favorites, including
via the list view and record view.
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Note: You can only mark records as
favorites via the Product Catalog
module. Favoriting a product catalog
record allows you to easily access the
product from the list view, Product
Catalog Quick Picks dashlet, the Product
Catalog module tab, or from within the
search and select drawer. For more
information on the Product Catalog
Quick Picks dashlet, please refer to the
Opportunities or Quotes
documentation.

Sharing Records

The Sharing Records section provides
instructions for the Share record view
option, which composes an email with a
link to the record. If the recipient is
logged into Sugar, clicking the link will
bring them directly to the record view.

Last Modified: 2021-03-03 14:54:32

Documents

Overview

Sugar's Documents module gives your users a way to access and update company-
specific files. These files can range from internal policies to customer-distributed
content. There are various ways you can create documents in Sugar such as via the
Documents module and via the quick-create menu. Once the document record is
created, you can view and edit information pertaining to the document via the
Documents detail view. Each document record may then relate to other Sugar
records such as accounts, cases, opportunities, and many others. This
documentation will cover how to use the Documents module as well as the various
actions and options available from within the module.

Document Fields
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The Documents module contains a number of stock fields that come out-of-the-box
with Sugar. The below definitions are suggested meanings for the fields, but the
fields can be leveraged differently to best meet your organization's needs. Users
with administrator or developer access have the ability to alter, add, or remove
fields via Admin > Studio. For more information on configuring fields, please refer
to the Studio documentation in the Administration Guide.

Field Description

Assigned To The Sugar user assigned to the
document

Category Primary category for locating
documents

Description A description or other information about

the document

Document Name

The name or designation of the
Document (Defaults to the filename of
the Document)

Document Type

The type of the Document (e.g. NDA,
Mail Merge, License Agreement, etc.)

Expiration Date

The date the Document expires

File Name

Click "Choose File" to navigate to the
location to upload a Document

Integration Sync ID

The sync key field used by external
integrations to identify Sugar records in
the external application. See the
Integrate REST API endpoints in the
Developer Guide for more details on
how to use this field.

Publish Date

The date the Document is published
(Defaults to today)

Related Document

A Document record that is related to
this Document

Related Document Revision

The Related Document's current
revision

Revision The most recent revision number for the
Document
Note: The Revision field becomes read-
only after the initial save.

Source Where the Document is stored (i.e

Sugar, Google, IBM SmartCloud, etc.)
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Status The current status of the document (e.g.
Active, Draft, Expired, etc.)

Sub Category Secondary category for locating
documents

Teams The Sugar team(s) assigned to the
document record

Template Classifies a Document as a template or
not

Documents Module Tab

The Documents module tab is typically found by clicking the "More" icon
represented by three vertical dots to the right of the module tabs on the navigation
bar. The additional modules will appear on the list and you can click "Documents"
to access the list view. Once the Documents tab displays on the navigation bar, you
can click the triangle within the tab to display the Actions, Recently Viewed, and
Favorites menu. The Actions menu allows you to perform important actions within
the module. The Recently Viewed Menu displays the list of documents you last
viewed in the module. The Favorites Menu displays the list of documents you most
recently marked as favorites in the module.
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The Actions menu allows you to perform the following operations:

Menu Item Description

Create Document Opens the edit view layout to create a
new document

View Documents Opens the list view layout to search and
display documents

If you do not see the Documents module tab in Sugar, please check the following:
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e The Documents module may be marked as hidden in your user preferences
which will prevent the module tab from being displayed. Navigate to your
user profile (upper right of Sugar), click the Advanced tab, and check the
Layout Options section. If you see the Documents module in the Hide
Modules list, simply move it to the Display Modules list. 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 Documents module for your entire
Sugar instance. Reach out to your Sugar administrator to have the
Documents module displayed. For more information on displaying and
hiding modules throughout Sugar, please refer to the Developer Tools
documentation in the Administration Guide.

Creating Documents

There are various methods for creating documents in Sugar including via the
Documents module, quick create, and via duplication. The full edit view layout
opens when creating the document directly from the Documents menu and
includes all of the relevant fields for your organization's documents. The Edit View
layout can be configured by administrators via Admin > Studio. For more
information on configuring layouts, please refer to the Studio documentation in the
Administration Guide.

Creating Via Documents Module

You can create a library of documents and graphics that you can share with other
users and contacts, ranging from marketing collateral to contracts. You can also
create templates for frequently used documents. One of the most common methods
of document creation is via the Create Document option in the Documents module
tab. This opens up the edit view layout which allows you to enter in all the relevant
information for the document.

Use the following steps to create a document via the Documents module:

1. Click the triangle in the Documents module tab to open the actions menu
and select "Create Document".

2. Enter appropriate values for the fields in the edit view layout. All required
fields are marked with a red asterisk and must be completed prior to
saving.

3. Once the necessary information is entered, click "Save".
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http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/Getting_Started#Layout_Options
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Application_Guide/Getting_Started#Layout_Options
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Developer_Tools#Display_Modules_and_Subpanels
http://support.sugarcrm.com/Documentation/Sugar_Versions/10.3/Serve/Administration_Guide/Developer_Tools/Studio#Layouts
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# Overview
Source: [ Sugar 3
File Name: * Choose File | US Terms Agreement.docx

Creating Via Google Docs

Sugar has the ability to create documents in the system that are linked to external
sources, the most popular of these is Google Docs or Google Drive.

Use the following steps to create a document linked to Google Docs via the
Documents module:

1. Click the triangle in the Documents module tab to open the actions menu
and select "Create Document".

2. Select "Google Docs" from the Source dropdown to reveal the External
Source selector.

# Overview

Source: (§ Google Docs %

File Name: * Choose File | N file chosen

| % File on External Source ]

Document Mame: *

Note: If Google Docs is not an option in the Source dropdown, then you
most likely need to connect your Sugar account to your Google Id through
your user profile. For more information on how to connect to your Google
Id in Sugar, please refer to the Google Docs Integration section in this
documentation.

3. Click "Choose File" to navigate to a file on your local computer. The
selected file will be uploaded to Google Docs. Not all file extensions are
currently supported for uploading to Google Docs.

The following file extensions are currently allowed:

File Description

CSv Comma Separated Values
DOC Microsoft Word 97-2004
DOCX Microsoft Word

HTML Web Text File

HTM Web Text File
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JPG Image File

ODS OpenDocument Spreadsheet

ODT OpenDocument Text

PDF Portable Document Format

PNG Image File

PPT Microsoft PowerPoint Presentation
PPS Microsoft PowerPoint Slideshow
RTF Rich Text Format

SXW OpenOffice.org XML

TAB Tab Separated Values

TXT Plain Text

TEXT Plain Text

TSV Tab Separated Values

XLS Microsoft Excel 97-2004 Workbook
XLSX Microsoft Excel Workbook

4. Alternatively, click "File on External Source" to reveal the external source
selector.

Save Cancel

# Overview
Source: | Google Docs %
File Name: * Choose File | No file chosen

Lﬁile on External Snurce]

Document Mame: *

5. Click the arrow button to launch the selector. This window will show the 20
most recently modified documents in your Google Drive.
Note: This will only show documents owned by you in your Google Drive,
and will show documents from all folders in your drive.

6. Use the Search box to find a specific document. Select a document by
clicking on the document's file name.
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Document Search

File Name: Search
The first 20 most recently modified files are displayed in descending 