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Today’s agenda

Welcome and Introductions

Development updates and upcoming releases

Recent activities

Insights from Partners

Roadmap Updates

Updates on collateral

Partner success stories.



Welcome and 
Introductions
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Business Partner Advisory Council

• The Business Partner Advisory Council Goals

• Ensure Understanding of Strategy

• Validation of strategy

• Identification of blind spots

• Roadmap adaptation

• Strengthen relationships

• Membership by invitation

• Meets 5 or 6 times a year

• If you want an invitation apply to sagecrmteam@sage.com
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“Sage has a long-term strategy for Sage CRM.  
Our target us to keep Sage CRM relevant and 
customers renewing/buying. We are 
modernizing (code & experience), innovating, 
and the team is freed to act like a startup as 
needed to accomplish this goal.”
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Product Vision
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• Seamless integration capabilities: our top 
priority.

• Empower customers: holistic view, actionable 
insights.

• Powerful APIs, effortless 3rd party connections.

• Delight users with a modern, intuitive 
experience.

• Deploy anywhere: cloud or on-premise.
Continuously innovate Sage CRM.

• Great performance, reliability, and scalability.

• Simple licensing: full power, no barriers.
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The power of 
connected Sage CRM

Businesses all around the world are already experiencing the power of 
a connected  Sage CRM solution. You can too. Drive revenue growth in 
your business and reap all  the benefits of a connected Sage CRM 
solution and transform your company into one.

Pitches new

products  to the 

right people

With better business insight,  

you will be able to leverage

reliable customer data and target  

customers who want your new  

products and services.

Market more 

effectively

With a connected solution, you  

will be able to create targeted  

campaigns based on customer  

information and deliver a better  

return on your marketing budget.

Work faster  

and

smarter

Automating work flows  

that seamlessly connectone

department to the next ensures  

your business processes run  

smoothly and efficiently.

Empowers more  

productive people

teams  

A connected solutiongives

your colleagueswhat they need  

to become moreproductiveand  

efficient, helping to avoid the  

duplication ofwork.

Uses visibility 

to  drive

profitability

Using real-time information  

about the volume and value of  

trade in your business, you can  

identify sales patterns and  

cross-sell opportunities.

.

Improves  

customer

service

With a complete view of the  

customer life cycle, your customer  

service team gains the tools they  

need to resolve queries fasterand  

with more personal responses.

Marketing Customer Service Finance Operations ManagementSales

Retain and delight customersAttract customers



Development 
updates and 
upcoming releases
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Exchange Online 
Integration
Sage CRM has updated its integration with Exchange 
Online to use the MS Graph API.

Initial Patches were made available

• Sage CRM 2024 R2.1  - 14th March 2025

• Sage CRM 2023 R2.4 – 21st March 2025

• Sage CRM 2022 R2.6 – 21st March 2025

Revised Patches released 15th May 2025 

• Sage CRM 2024 R2.2 

• Sage CRM 2023 R2.5

• Sage CRM 2022 R2.7

10
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Issues Resolved in Patches released 15th May 2025

The following defects have been addressed:

• CRM-2913 / CRMS-2039

o Synchronized appointments appeared 1 hour earlier than originally scheduled 

• CRM-2919 / CRMS-2055

o Appointment start and end times were identical in Sage CRM

• CRM-2921 / CRMS-2042

o 30-minute appointments appeared as several hours long in Sage CRM

• CRM-2928 / CRMS-2056

o Appointment start time was 1 hour later than end time in Sage CRM

Additional fixes are included in the version-specific patches. For details, refer to the accompanying 
ReadMe notes or visit help.sagecrm.com
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Sage CRM 2025 R1 summary

Key Feature 
Improvements

• Exchange Online 
Integration 
modernization

General Admin 
Improvements

• Import Emails button 
moved from the 
Summary to the 
Communications tab

• Streamlined display of icons on a Main Menu Item or Summary gadget

• Relationships between 
sibling entities can 
share the same name

Development and 
Implementation 
Improvements

• Self Service 
Enhancements

• Security Enhancements

Improvements to User 
Experience

• Support cases resolved

• Refreshed eLearning

• Updated User Assistance

• Supporting content on 
Community 



Recent activities
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TPAC Toronto
April 6–8, 2025 | Hyatt Regency 
Toronto, Canada

TPAC 2025 brought together 150+ delegates focused on 
Sage 300 and related ISV products.

Sage CRM had a strong presence across keynote, 
exhibitor sessions, and partner discussions.

Over 20 exhibitors participated—1 in 4 showcasing Sage 
CRM integration or services.

Sage CRM featured in the Big Win session with 2 of 5 top 
case studies.
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APAC Sage CRM – 
Partner Update 
Webinar - 15th 
April 2025

Jonathan Hapke, Partner 
Engagement Manager for APAC

Jeff Richards, Head of Training 
Program Development, Sage CRM

Purpose of the Meeting

To update APAC partners on Sage 
CRM’s current position, recent 
developments, roadmap, and 
partner resources.

To reinforce Sage’s commitment to 
Sage CRM across multiple 
accounting product ecosystems.
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Talking Points

• Sage is fully committed to Sage CRM, with an active roadmap through 2027 and beyond.

• A highly profitable product delivering consistent value to Sage and partners.

• Integrates seamlessly with Sage 100, 300, X3, and Intacct – out of the box or via ISVs.

• Flexible deployment options: cloud, on-premise, or hybrid.

• Strong ROI and TCO story; proven to displace competitors like Salesforce and HubSpot.

• Expands the ERP value proposition and strengthens account retention and growth.

Page 19
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Free Training:
Sage CRM Fundamentals

• Getting Started with Sage CRM

• Adding and Changing Contact Data

• Searching for Data

• Advanced Find

• Creating and Using Groups of Records

• Working with Appointments and Tasks

• Working with Emails and Documents

• Customer Care features

• Leads and Opportunities

• Working with Sales Forecasts
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Free Online 
eLearning
https://youtube.com/@sagesupport
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Recent Community Articles
https://blog.sagecrm.com

Sage CRM: Empowering 
SMBs for Over Two Decades

Reporting from TPAC 
Toronto: A Big Win for CRM 
and Partner Collaboration

Choosing the Right Theme 
for Field Staff: Desktop vs 

Mobile in Sage CRM

Don’t Miss a Thing: Stay 
Updated with the Sage CRM 

Email Digest

Page 22



Insights from 
Partners



Colin Chambers

Sr CRM Consultant

CRM Systems, Inc.

Petroleum Insights CRM





Petroleum Insights CRM



Petroleum Insights CRM

Director, CRM Solutions, DM2 Software, 
Vancouver, WA, 2013 - 2017

Petroleum Insights – Sage 100 ERP vertical 
solution for petroleum marketers – 300 installs – 
30 years of customizations

Petroleum Insights CRM – Sage CRM – 40 
installs – up to 125 users

Oil & Gas sector

Petroleum Marketers
❑ Companies involved in the distribution, sale, and marketing 

of refined petroleum products such as gasoline, diesel, 
heating oil, propane, lubricants, and jet fuel. They serve as 
a critical link between petroleum refiners and the end 
users— gas stations, fleets, businesses, farms, or 
consumers.

PDI Software acquired DM2 Software in 2018



Petroleum Insights CRM
Selected Features

Sage CRM with GUMU Sage 
CRM/Sage 100 ERP integration

Petroleum Marketer specific: 
Fields and Screens; Company, 
Lead, Opportunity and Case 
workflows

Opportunity Gallons/GP 
Statistics Box

Customer Onboarding 
Workflow, Dashboard & Online 
DocuSign Credit Application

Location Management

Equipment Management

Opportunities for Multiple 
Product Lines

Integration with Exxon Mobil 
& Chevron



Opportunity Stages

Chevron

• Phase I Qualification

• Phase II Needs & Solutions Identification

• Phase III Presentation

• Phase IV Activate & Transition

• Phase V Retain & Grow

Exxon Mobil

• 0 – Nurture 

• 1 – Qualify 

• 2 – Identify Needs 

• 3 – Value Proposition

• 4 – Quoted 

• 5 – Closing

• Closed Won

• Closed Lost

Custom



CRM for Multiple Product Lines



Multi-Team Opportunity Summary Screen



Petro Marketing Oppo Statistics Box



Lead to Opportunity To Customer



Customer Onboarding Workflow
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Connect with Colin

https://www.linkedin.com/in/colinchamberscrm/

Page 36
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Expanding Sage CRM’s capabilities

New Accounting integrations

Expanded BI and 
cross application dashboards

Mapping and route planning

Project Management

Service Management

Advanced Mobile App



Roadmap Updates
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Extending the reach of Sage CRM

39

Unified 
customer 

profile

Contact and 
account 

management

Duplicate 
management

Consent & 
privacy 

tracking 
(GDPR/CCPA)

Lead and 
opportunity 

management

Pipeline 
forecasting

Quote and 
order 

management

Territory and 
quota 

management

Mobile sales 
functionality

Campaign 
management

Email and SMS 
marketing

Lead scoring 
and nurturing

Customer 
segmentation 

and lists

Integration 
with 3rd-party 

marketing 
tools

Ticket and 
case handling

SLA and queue 
management

Knowledge 
base/self-

service portals

Omnichannel 
support (email, 

chat, voice, 
social)

Customizable 
workflows and 

approvals

Rules-based 
routing

Notifications 
and 

escalations

Visual workflow 
designer

Dashboards 
and KPIs

Sales 
performance 

reporting

Campaign 
analytics

Custom report 
builder

Drill-down 
capabilities

Open APIs and 
SDKs

Marketplace or 
app store

ERP 
integration

Microsoft 365, 
Teams, 

SharePoint 
integration

AI & Predictive 
Analysis

Sage Tech ISV
New Tech 
ISV

Multi-Language, Multi-Purpose
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Functional & Competitive Gaps in Sage CRM
New and Emerging Features differentiate market leaders like Salesforce, Creatio, HubSpot, Dynamics 365)

Page 40

Area Missing or Underdeveloped

AI Assistance No native AI for lead scoring, forecasting, or next-best-action. We do have automation 
capabilities. Opportunity for Sage Co-Pilot

Marketing Automation Lacks strong email/SMS campaign automation. Sage CRM lacks WhatsApp and social 
automation and relies on third-party tools.  Opportunity with additional option of 3rd 
Party integration.

Conversational Interfaces No native chatbot or AI assistant is available for users or customers to interact with 
data.  Opportunity for Sage Co-Pilot

Customer Service No omnichannel routing or chat integration. Sage CRM lacks WhatsApp and social 
automation.

CDP-like Capabilities No real-time web/app tracking or behavioural analytics, some possibility with 3rd Party 
integration like LeadInfo & Spotler

Advanced Analytics Dashboards are manual; lacks predictive analytics or natural language query. 
Opportunities with Sage Enterprise Intelligence and ZAP BI

Low-code Tools Workflow & Configuration is developer-focused, not “citizen-developer”-friendly.

Integration Marketplace No formal app store; integration ecosystem is smaller and partner-driven.
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Top 5 Strategic Gaps
Development Priorities

Page 41

Priority Feature Area Why It Matters Mitigation

1
Mobile App & Offline 
Access

Must-have for field users 
and parity with rivals

Existing ISV Mobile App (CRM Together).  
Investigating new relationship with 3rd Party to 
create powerful options for partners

2 AI for Sales & Service
Key differentiator in mid-
market and enterprise CRM

Leverage Sage Co Pilot

3
Omnichannel Messaging 
(chat, WhatsApp)

Essential for modern 
customer engagement

Include Outbound and Inbound Message Capture on 
Roadmap

4 Built-in Marketing Tools
Increases stickiness and ROI 
for small-to-mid users

Develop new relationships with ISVs.  Include the 
new 3rd Party option within the product.

5 Low-Code Customization
Empowers users and reduces 
total cost of ownership

Revise Dashboards (SEI dashboards) and implement 
Kendo Grids across the User Interface. Prioritise UX 
experience. Including report generation.
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Sage CRM | Roadmap
2024 2025 2026 2027

Sage CRM 2024 R1
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Sage CRM 2025 R1 Sage CRM 2026 R1 Sage CRM 2027 R1
Sort favourites
Prevent external URLs in website 
gadgets
Apply formatting to text fields
Use tags to classify records
Support for 64-bit Java Runtime 
Environment
Prevention of accidental 
deletion of Screens and Lists
REST API Query Enhancements

Exchange Online Integration modernization
Import Emails button moved from the Summary to the 
Communications tab 
Streamlined display of icons on a Main Menu Item or 
Summary gadget
Relationships between sibling entities can share the 
same name
Self Service Enhancements
Security Enhancements

WhatsApp integration
Review lists & grids behaviour - 
Switch to Kendo Style
Dashboards across all entities
Additional Templates for 
Advanced Mail Manager
Further Report UX Improvements
REST API Enhancements

Implementation of Natural 
Language Queries for Report and 
Group definition
REST API Enhancements

Sage CRM 2024 R2 Sage CRM 2025 R2 Sage CRM 2026 R2 Sage CRM 2027 R2

Mobile UX enhancements
Ask Sage CRM Ally (beta) AI 
chatbot (Product and Help 
Center)
Document Merge & Mail Merge 
Experience Enhancements
Mailchimp Enhancements
Calendar Improvements
REST API Enhancements

Avatar for User profiles – Icons in Calendars
Reporting improvements
Generate and email ad hoc and scheduled reports
Implementation of Web hooks
New Dashboard showcasing chart types
Enable automated deployment of software as silent 
install
Logs - Zip and Send feature to improve support 
experience
REST API Enhancements

Improve Lead behaviour 
(Mapping, ACW, Email 
Management)
Refactoring Client-Side Script
My Companies and My Persons to 
My CRM menu
New Admin Screen to control 
Nested Mail Merge definitions
REST API Enhancements

Support Sage ID, Single Sign 
On (SSO) & MFA
Centralized User Management 
with Entra ID (Azure Active 
Directory)
Integration with Sage Network 
(Quote approval and Call List 
creation)
REST API Enhancements

This roadmap is indicative and is subject to change and all dates are estimates. Items may be delayed and reprioritised.

42
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Public Roadmap

https://my.sage.co.uk/pub
lic/help.aspx?#/roadmap/
sage-crm
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Updates on 
collateral
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Updates on collateral
New Handouts



Partner success 
stories.



Any Questions?
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Thank you!
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