
D
ubl in com-
pany Provi-
dent Technol-
o g y h a s
s e c u r e d a
deal to rol l

out SugarCRM, an open-
source customer relationship
management (CRM) solution
in the British market in part-
nership with BT.

``We are supplying all of the
professional services to deliver
SugarCRM to BT's customers
in the UK,'' said Gary Cullen,
sales and marketing director,
ProvidentTechnology.

``We are one of Sugar's long-
est-standing European part-
ners, so when BT wanted to
become a partner and needed
to skill up very quickly, Sugar
asked us to engage with them
and help their sales team deli-
ver for their customers. They
are currently closing their first
deals,andwe are starting to en-
gage with their customers.''

Provident is already creating
jobs on the back of the BTdeal.
``We are ramping up now,'' said
Cullen.

``We took on two staff late
last year, and another person
since January. We have seven
people now but, as the BTrela-
tionship gains momentum, we
will probably take on another
two new staff in April or May.''

SugarCRM is the biggest
selling, commercial, open-
source CRM appl icat ion
worldwide.

Provident first partnered
with the provider in 2004, but
Cullen believes the product is
only now reaching critical
mass.

``Before Lehman Brothers
went belly-up [in September

2008], SugarCRM did not
really have a big market open-
ing.

``A lot of people looked at
the product and liked it. They
saw it was cheap compared to
its competitors, but they were
wary ofopen source,'' he said.

``When companies were
forced to look for alternatives,
there was a huge change in atti-
tudes. People have seen the
success of open source compa-
nies such as MySQL.The situa-
tion has changed and it is an
exciting time for the open-
source industry,'' said Cullen.

CRM enables companies to
centralise customer informa-
tion in one easy-to-access sys-
tem.

``Most people come to us for
similar reasons. They want to
share distributed data ^ they
have spreadsheets, e-mail, ex-
isting older systems ^ and they
want to have better access to
their information,'' said Cul-
len.

``They want to be able to re-
cognise, cross-sell and up-sell
opportunities, reduce costs,
get better customer service
and, as a result, more repeat
business.CRMas atool should
allow all that to happen.''

Cullen said CRM gave each
employee in a company auto-
matic access to the latest infor-
mation on every customer.

``It allows for collaboration
across the business ^ for the
person in sales to draw on in-
formation from support or
marketing, without having to
pick up the phone and set up a
meeting,'' he said. ``It should all
be easily accessible at the click
of a mouse. No matter who
picks up when the customer

calls every question they have
can be answered quickly.''

Cullen said that CRM soft-
ware could be configured to fit
neatly with a company's inter-
nal processes. ``A true CRM
system has a workflow engine
in the background that you
can programme with your
business processes.The system
should make sure that if you
promised to return a phone
call to someone, then that call
is made,'' he said.

``This means a gold custo-
mer gets the level of service
paid for, without each employ-
ee having to know that or hav-
ing to search through the
documentation to find it out.
The system should take over
and drive your business for
you.''

SugarCRM benefits from
input from some 18,000 active
developers.

``Version 5.5 was released
just before Christmas. It was
focused around social CRM,
with social cloud connectors, a
built-in wireless mobile client,
and more web 2.0 services em-
bedded into the user experi-
ence, allowing sales people to
use Facebook or Twitter to
drive sales,'' said Cullen.

The next full version of the
system would continue this so-
cial development trend, he
said.

The first beta version of Su-
garCRM 6.0 is due out next
week, with the full version due
to hit the market in May.

``The front endwill feel like a
Facebook-type environment. It
is more intuitive and learns
what each user is doing and
tries to predict what they might
need. The features have also

been upgraded, with a new
marketing module. However,
the innovation is really in
adopting the trends in Web 2.0
and becoming more user-
friendly,'' said Cullen.

The versions of SugarCRM
on offer include on-demand,
on-site and appliance-based

solutions. Cullen said costs
were dependent on each indivi-
dual project.

SugarCRM is generally sold
on a per-seat, per-year model.

``The licence fee includes
hosting in the Sugar open
cloud or installing the system
on a server in your office, or

hosting it elsewhere if you
wish. As a SugarCRM certi-
fied partner, we can do some
business analysis, customisa-
tion, localisation and user
training, depending on what
the customer feels their re-
quirements are,'' said Cullen.

``We have a five-day package

which is popular, and costs
e4,500. That gets a company
with 15 to 20 users up and run-
ning.

``Businesses can get a return
on investment in about two
months, because the price
point is much lower than pro-
prietary competitors,'' he said.

Established in 2002, Provi-
dent Technologies is an open-
source supplierof security,tele-
phony and CRM solutions. Its
customers include Quinn In-
surance, Halifax, Newsweaver,
Wyse Estate Agents and the
Department of Justice, Equal-
ity and Law Reform.
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