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SUMMARY

Catalyst

Although customer relationship management (CRM) is a mature market from an enterprise software 

application perspective, many organizations across all sectors and regions of the world continue to 

invest in CRM systems. Some organizations are already on their third or even fourth deployment. As 

can be expected in a mature software market, the differences between competing systems' capabilities 

are often marginal. Decisions based on relative functional merits can be secondary to the overall scope 

and purpose of the CRM initiative (see Figure 1, "CRM continuum," below), where additional 

considerations and applications need to be assessed. While application requirements are relatively 

stable, delivery models are still developing, most notably cloud. Therefore, CRM investment decisions 

may also be impacted by considerations such as compliance or privacy issues that pertain to the 

individual organization and its industry, or the wish to take a more modular approach instead of 

investing in an entire CRM suite.

For these reasons, the Ovum Decision Matrix for CRM serves as a reference guide; broader and 

deeper investigation may be required prior to any selection, depending on the breadth of the 

organization's CRM vision. When the scope of CRM is limited to a department or collection of 

departments, such as the usual triumvirate of sales, marketing, and service, the relevance of 

feature/function and price comparisons is much greater. However, for organizations with more 

transformational ambitions (further to the right in the diagram below), the relative degrees of difference 

in functionality matter less.
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Figure 1: CRM continuum 

 

Source: Ovum 

Ovum view

Given the dramatic shift in power to the customer, citizen, and consumer we have seen in recent years, 

many organizations across all sectors are focusing on the customer experience (often referred to as 

"customer experience management," and shortened to CEM or CX). Although the CRM vision may 

encompass CX, no single CRM system is sufficient alone to provide the all-channel, context-aware, 

personalized customer experience demanded today. Organizations that have made great strides in 

creating a seamless customer experience are now looking further ahead to what Ovum refers to as the 

customer-adaptive enterprise (CAE). Such an organization has highly acute peripheral vision and can 

sense and respond rapidly to changes in customer demand and adapt at the right frequency to remain 

persistently relevant to its customers. Continuous, timely, and relevant innovation is the hallmark of 

such an organization.

Any transformational CRM vision, whether CX or CAE, requires a portfolio of applications that work 

seamlessly together to enable anyone in contact with the customer to deliver context-aware, relevant 

information. This trend to look beyond the front-office triumvirate of sales, marketing, and service is a 

reflection of this inexorable shift in power to the customer, and is accelerating rapidly. Increasingly we 

see organizations trying to connect a portfolio of technologies that will enable them to interact with the 

customer on the customer's terms, including via social networks, mobile devices, and in customer 

communities. These organizations then look to leverage their knowledge through greater collaboration 

across the enterprise, aided by enterprise social networks and innovation management applications, for

example.

The mega-vendors, such as Microsoft, Oracle, and SAP, together with Salesforce.com, continue to 

acquire, develop, and fold applications adjacent to CRM into a pre-integrated portfolio of enterprise 

applications to make this broader CX capability easier to implement and more compelling for their 

customers. In this scenario, CRM software becomes more like a hub for recording and analyzing 

customer transactions and interactions that is fed by adjacent systems to provide a more complete view

of the customer.
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The smaller vendors such as NetSuite, Sage, Swiftpage (which acquired Saleslogix and Act from 

Sage), and SugarCRM will thrive if they focus on segments of the market where they can differentiate 

and either avoid head-to-head competition from the four majors or, in the case of SugarCRM, stick with 

IBM and be selective in determining where they do battle.

Finally, this Ovum Decision Matrix report, for the time being, excludes the many niche CRM vendors 

that may prove more suitable for some organizations in the specific markets they address. However, 

these may be threatened as the major vendors – through partners or directly – create niche extensions 

to their standard products.

Key findings

• Use this guide with care. The relative importance of CRM software functionality diminishes as 

the customer vision widens to the customer experience or beyond to a customer-adaptive 

enterprise. 

• The traditional CRM software market is mature and all the CRM solutions evaluated provide 

appropriate functionality for their target markets. 

• The leader category includes Microsoft Dynamics CRM, Oracle Siebel CRM, Salesforce.com, 

and SAP CRM, with very little difference in their positions within the Ovum Decision Matrix. 

• The more holistic the customer vision, the greater the importance of the vendor's portfolio of 

pre-integrated offerings or its ecosystem of ISVs and implementation partners to do the heavy 

lifting required for more enterprise-wide and complex projects. 

VENDOR SOLUTION SELECTION

Inclusion criteria

The customer relationship management market has many vendors that offer solutions to customers of 

all sizes. However, the criteria to be included in this report are based on the ability to offer solutions that

span the whole CRM lifecycle and offer the benefits of an integrated platform that go beyond a set of 

point sales force automation (SFA) or marketing management solutions. As this vendor solution market 

is quite large, particularly those targeting SMEs, Ovum has set guidelines to assess only those vendors 

that have achieved a measure of market presence.

• The vendor must provide the three essential CRM disciplines – SFA, basic marketing campaign

management, and customer service and support. 

• The solution's target market should include mid- to large-size enterprise customers, typically 

those with over 1,000 employees. 

• The vendor should have CRM license revenues over $25m or total CRM-related revenues over 

$50m, or the vendor should have over 200 individual current customer companies. 

Exclusion criteria

Ovum has not included vendors who are strong solely in one segment of CRM. For example, a number 

of vendors in this space specialize in customer service and support or marketing automation and will 
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integrate and partner for the missing segments. However, this is insufficient in our opinion for the 

vendor to be considered a CRM solution provider.

Methodology

Technology assessment

The vendors in this report were invited to complete a CRM features matrix – a detailed list of product 

features that Ovum identified as being required in a CRM solution. The final ranking of vendor solutions 

in the technology dimension of the Ovum Decision Matrix for CRM 2013–14 is based on the scores that 

solutions achieved from this analysis. The criterion for a vendor to answer "yes" to the availability of a 

feature is that it must be available out-of-the-box in any product within its range of products. A 

third-party provider, custom integration, or partnership is not sufficient to merit a "yes." (The Ovum 

Interactive Decision Matrix, found on the Ovum Knowledge Center, provides the detailed list of features 

and functionality reviewed as part of the technology assessment.)

Customer satisfaction assessment

Ovum conducts a survey of IT decision-makers around the world to seek their opinion on the 

performance of enterprise software vendors and relevant solutions across ten parameters. Each 

solution is ranked by respondents who are either current or previous customers for a given software 

category. For past customers, Ovum sets a limit of having used the software solution in the past twelve 

months. This ensures version accuracy and keeps the responses relevant for further analysis. Ovum 

does not use any vendor-supplied references for its survey, but instead relies on third-party survey 

platforms and independent panels for its research. This helps keep the survey data free from bias and 

makes it an important indicator of end-user sentiment for the given enterprise software category. The 

solutions were rated on a scale of 0–10.

• Product quality – sales force automation: Respondent's perception of the quality of the 

solution's SFA product/module. 

• Product quality – customer service and support: Respondent's perception of the quality of 

the customer service and support product. 

• Product quality – marketing management: Respondent's perception of the quality of the 

marketing management product. 

• Solution user experience: Respondent's satisfaction level with the product's usability and 

overall user experience. 

• Capabilities specific to respondent's customer sector: Respondent's opinion of solution's 

capability to meet the requirements of its industry vertical, in terms of vertical-specific features 

and functionality. 

• Business changes: Respondent’s opinion of the ability of the vendor and its solution to support

rapid changes within an enterprise. 

• Integration across sales force automation, customer service and support, and marketing:

Respondent's perception of how well integrated the main CRM modules are. 

• Value for money: Respondent's perception of whether the solution provides "value for money." 
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• Customer support: Respondent's perception of the quality of the vendor's business and 

technical support offerings, and the vendor's responsiveness to customer issues and inquiries. 

Market impact assessment

Ovum analysts use data collected through primary and secondary research to determine a vendor's 

global market impact. Market impact is measured across five categories, each of which has a maximum

score of 10.

• Revenue: Each solution's global CRM revenues are calculated as a fraction of the market 

leader's and scaled to ten. 

• Geographical penetration: Ovum determines each solution's revenues in three regions: the 

Americas; Europe, the Middle East, and Africa (EMEA); and Asia-Pacific. These revenues are 

calculated as a percentage of the market leader's revenues in each region, and multiplied by 

10. The solution's overall geographical reach score is the average of these three values. 

• Size-band coverage: Ovum determines each solution's revenues in three company size 

bands: large enterprises (5,000 employees and above), medium-sized enterprises 

(1,000–4,999 employees), and small enterprises (fewer than 1,000 employees). These 

revenues are calculated as a percentage of the revenues of the market leader in each region, 

and multiplied by 10. The solution's overall company size-band score is the average of these 

three values. 

• Vertical penetration: Ovum determines each solution's revenues in the following verticals: 

energy and utilities; financial services; healthcare; life sciences; manufacturing; media and 

entertainment; professional services; public sector; retail; wholesale and distribution; 

telecommunications; and travel, transportation, logistics, and hospitality. These revenues are 

calculated as a percentage of the market leader's revenues in each vertical, and multiplied by 

10. The solution's overall vertical penetration score is the average of these three values. 

• Marketplace recognition: Survey respondents are asked to select CRM solutions they are 

aware of. The percentage of the solution recognition is then divided by the highest percentage 

of the solution recognition, and multiplied by 10. 

Ovum ratings

• Leader: This category represents the leading solutions that we believe are worthy of a place on

most technology-selection shortlists. The vendor has established a commanding market 

position with a product that is widely accepted as best of breed. 

• Challenger: The solutions in this category have a good market positioning and the vendors are 

selling and marketing the product well. The products offer competitive functionality and a good 

price-performance proposition, and should be considered as part of the technology-selection 

process. 

• Follower: Solutions in this category are typically aimed at meeting the requirements of a 

particular kind of customer. As a tier-one offering, they should be explored as part of the 

technology-selection process. 
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Ovum Interactive Decision Matrix

To access the Interactive Decision Matrix for CRM – an online interactive tool that provides the 

technology features that Ovum believes are crucial differentiators for leading solutions in this area – 

please download the Ovum Interactive Decision Matrix tool from the Ovum Knowledge Center.

MARKET AND SOLUTION ANALYSIS

Ovum Decision Matrix: customer relationship management

CRM technology comprises software to automate and support sales, services, and traditional marketing

campaign processes. This Ovum Decision Matrix is limited to this narrow scope and does not cover the 

entire portfolio of applications that may be necessary to deliver a transformational CRM strategy, such 

as that required for a complete and seamless customer experience (CX) or the even wider scope of a 

customer-adaptive enterprise (CAE). It should therefore be used with that caveat in mind. In examining 

the CRM solutions provided by vendors, we do touch on their broader vision and capabilities, which 

may impact overall selection. What we provide therefore is an analysis of the CRM software 

applications and their relative capabilities, and some additional information about each vendor, which 

together will help Ovum clients make more informed decisions.

Figure 2 demonstrates the solutions clustered together in the full-scale Ovum Decision Matrix for 

technology (x-axis), customer satisfaction (y-axis), and market impact (size of bubble). This shows the 

quality of the solutions reviewed, in that they are all highly efficient tier-one CRM solutions. We have not

labeled the bubbles in Figure 2, as Figure 3 shows an expanded view of the same data plot.
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Figure 2: Ovum Decision Matrix – customer relationship management, 2013–14 

 

Source: Ovum 
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Figure 3: Expanded view of Ovum Decision Matrix – customer relationship management, 
2013–14 

 

Source: Ovum 

Table 1: Ovum Decision Matrix: vendors

Market leaders Market challengers Market followers

Microsoft Dynamics

Oracle Siebel CRM

Salesforce.com

SAP CRM

NetSuite

Oracle CRM On Demand

Sage CRM

SAP Business All-in-One

SugarCRM

Swiftpage Saleslogix

None

Source: Ovum

Market leaders: Microsoft Dynamics CRM, Oracle Siebel CRM, 
Salesforce.com, and SAP CRM

Microsoft Dynamics CRM, Oracle Siebel CRM, Salesforce.com, and SAP CRM are all identified as 

market leaders in this Ovum Decision Matrix. These solutions are comprehensive, suitable for a very 

broad range of large enterprise requirements, and are widely recognized and successful in the CRM 

market. While capabilities across the three CRM disciplines vary, every solution in the leaders category 
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comfortably covers the breadth of essential features. Every "leader" solution provides deep SFA 

features and some would easily be near the top on a list of leading customer service and support and 

basic campaign management solutions. Through a combination of native and partner-provided 

capabilities, these solutions cover a wide variety of niches, including sector-specific requirements. In 

some cases, the portfolios feature deep industry sector-specific expertise, such as Oracle Siebel CRM 

for pharmaceutical organizations, where specific sales processes are supported (e.g., e-detailing). Two 

of the solutions in the leader category – Microsoft Dynamics CRM and Salesforce.com – are also 

eminently suitable for the mid-market.

All four vendors have their eyes set on a broader CRM prize than simply the sales, marketing, and 

service trio. This is manifested in two ways: first, in the continued investment by all four vendors in key 

enabling applications, such as e-commerce, digital marketing, enterprise social networking, community 

management, and realtime and predictive analytics, to support a more customer-centric, cross-channel,

and context-aware customer experience; and second, through the development of flourishing partner 

and ISV ecosystems.

Market challengers: NetSuite CRM+, Oracle CRM On Demand, Sage CRM, SAP
Business All-in-One, Sugar Enterprise, and Swiftpage Saleslogix

NetSuite CRM+, Oracle CRM On Demand, Sage CRM, SAP Business All-in-One, Sugar Enterprise, 

and Swiftpage Saleslogix are all identified as market challengers in this Ovum Decision Matrix. These 

solutions cover the breadth of features across the three CRM disciplines, either on their own or 

thorough another solution from the same vendor. All the Oracle solutions, including those in the market 

leader category, can leverage the class-leading services support from Oracle RightNow CX.

Oracle CRM On Demand, along with Sugar Enterprise, focus on large enterprises, whereas the other 

challengers are focused on the mid-market where they are more likely to compete with Microsoft 

Dynamics CRM and Salesforce.com solutions (which address both mid-market and large enterprises).

Market followers: None

Given the maturity of the CRM software market, it is perhaps not surprising that we see only leaders 

and those in hot pursuit with broadly similar capabilities, but which either are more suited to narrower 

segments of the market by either size or industry, or are relative newcomers, as could be said for Sugar

Enterprise.
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VENDOR ANALYSIS

Microsoft Dynamics CRM – Ovum recommendation: Leader

Figure 4: Microsoft Dynamics CRM radar diagrams 

 

Source: Ovum 

Ovum Decision Matrix analysis

A top-ranking technology score and a reasonable customer satisfaction score led us to assign a 

"leader" rating to Microsoft Dynamics CRM. This solution scores well across technology and market 

impact dimensions and reasonably well for customer satisfaction. Many organizations that use Outlook 

as their standard email system find that the native integration and familiar look and feel aid adoption by 

users.

Microsoft Dynamics CRM also integrates with the Dynamics AX ERP system, which together provide 

greater visibility of customer orders, availability of stock, and financial position. This level of integration 

also allows for the measurement and monitoring of customer lifetime value (CLV).

In response to the increased usage of smartphones and the bring-your-own-device (BYOD) trend, the 

platform supports all common smartphone operating systems, such as Android, BlackBerry, iOS, and 
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Windows 8, which will facilitate the work of sales and service personnel in the field and remote 

managers.

Addressable market segments

Microsoft Dynamics CRM supports mid-sized and large enterprise organizations across all sectors.

Deployment options

Deployment options include on-premise, cloud, or a hybrid of both. Microsoft and its partners have data 

centers in all major geographies, which can be important for organizations concerned about privacy and

data protection rules.

Transformational CRM capabilities

Microsoft's published report on its vision, entitled "Dynamic Business," recognizes the importance of 

connecting to customers, partners, and suppliers, and the need for constant adaptation and agility to 

remain relevant. Although this messaging has been a bit quieter than that of other leading vendors, the 

firm recognizes the importance of enabling the workforce to deliver more value through pervasive 

intelligence, greater collaboration, and a connected environment. Increasingly Microsoft is focusing on 

improving and simplifying the UX to drive greater adoption and to create a more consumer-like user 

experience.

Microsoft has also augmented its broader CRM capabilities through acquisitions of, most notably:

• Yammer (June 2012) for collaboration 

• MarketingPilot (November 2012) for more advanced digital multi-channel marketing automation,

including complete integration with Microsoft Dynamics CRM (March 2013, MarketingPilot 15). 

Vendor ecosystem

Microsoft Dynamics CRM has a strong ecosystem of ISV, SI, and reseller partners, which provides 

industry-specific extensions to the standard product as well as implementation support for both simple 

and complex CRM environments.
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NetSuite CRM+ – Ovum recommendation: Challenger

Figure 5: NetSuite CRM+ radar diagrams 

 

Source: Ovum 

Ovum Decision Matrix analysis

There are no obvious gaps in the NetSuite CRM+ portfolio, and the core CRM features – SFA, service 

and support, and campaign management – meet the needs of many mid-market organizations. 

NetSuite scores below some of the other vendor solutions in this Ovum Decision Matrix in categories 

more relevant to large enterprises, such as process automation. However, as a tier-one CRM solution, 

the technology offering is entirely sufficient for the target market. NetSuite has also successfully 

addressed the long-standing criticism of inadequate data center redundancy.

On the customer satisfaction front, NetSuite ranks well against several measures, including "product's 

ability to accommodate changes to the business" and "value for money." Respondents to the 2013 

Ovum Decision Matrix survey have therefore validated NetSuite's two self-reported differentiators – 

configurability and overall suitability to the SME segment.
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Addressable market segments

The sweet spot for NetSuite CRM+ is the mid-market up to 1,000 users, seeking a highly integrated 

SaaS-delivered business applications suite combining ERP, CRM, professional services automation 

(PSA), and e-commerce. Although companies with fewer than 1,000 employees form the most 

important segment for NetSuite, the vendor has a number of reference cases in the large enterprise 

segment (e.g. Qualcomm and Honeywell), and the sector is an area of strategic focus. In the large 

enterprise segment, the typical deployment scenario is in relatively autonomous subsidiaries.

Deployment options

NetSuite is a multi-tenancy SaaS offering.

Transformational CRM capabilities

NetSuite started out by offering businesses a highly integrated SaaS platform, in keeping with a more 

transformational CRM vision. NetSuite has a large installed base of over 12,000 companies, is publicly 

traded, and has grown consistently over the last decade. CRM is very important for NetSuite, and 70% 

of customers make use of at least some CRM capabilities.

The acquisition of Retail Anywhere (January 2013) boosts NetSuite's relevance to online retail, a very 

fertile environment for vendors with more-integrated offerings.

Vendor ecosystem

NetSuite is aggressively growing its reseller ecosystem through several partner recruitment programs, 

which include:

• NetSuite Solution Provider Program 

• Systems Integrator Partner Program 

• SuiteCloud Developer Network (designed to attract ISVs) 

• Partner Referral Program (offers a 10% finder's fee) 

• Accountant Program (aimed at influencing and attracting business through accountants). 
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Oracle CRM On Demand – Ovum recommendation: Challenger

Figure 6: Oracle CRM On Demand radar diagrams 

 

Source: Ovum 

Ovum Decision Matrix analysis

From a technology perspective, Oracle CRM On Demand's feature sets are comprehensive across all 

three CRM disciplines, and come in just behind the highest ranking vendors in the "leaders" cohort. The

solution's market impact is lower than those within the leader pack based on revenue and market 

recognition. The solution is hosted on Oracle's own data centers (one each in North America, EMEA, 

and Asia-Pacific) and offers an availability SLA of up to 99.7%.

Addressable market segments

Oracle CRM On Demand, with its roots in Siebel (On Demand came to the Oracle fold through the 2005

Siebel acquisition), is geared towards serving the large enterprise (1,000 employees and above). 

Oracle CRM On Demand provides large enterprise-grade CRM software that is particularly well suited 

to automotive, high tech, insurance, life sciences and pharmaceuticals, and wealth management 

verticals, where it supports industry-specific data models and object models, processes, and associated
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industry-specific business rules. By our estimate, a $1bn company with 500 subscribers within the 

above industries is the sweet spot for CRM On Demand.

Deployment options

Deployment options include hosted multi-tenant, single-tenant, standard edition, and a single-tenant 

enterprise edition.

Transformational CRM capabilities

Oracle is heavily focused on delivering an all-channel, context-aware customer experience, and has 

built up a formidable portfolio of applications to support the complete customer journey from search 

through to post-purchase support and beyond. These include:

• enhanced analytics for social marketing 

• integration with Oracle Service Cloud to support realtime collaboration to bring the right 

expertise to bear quickly and to speed resolution of customer issues 

• enhanced workflow capabilities to improve responsiveness 

• social media shop with Oracle Commerce (ATG) catalogue 

• support for social media landing-pages through integration with Oracle Eloqua Marketing Cloud 

service 

• provision of a localized UI for 21 languages 

• CRM campaign support 

• media support for Facebook-promoted posts and sponsored stories. 

All the Oracle CRM solutions can be integrated with this CX suite of applications, and in such 

environments the CRM solution acts as the customer hub and provides the more traditional support to 

sales, marketing, and service.

Vendor ecosystem

Oracle has an extensive global array of partners, consisting of ISVs and major systems integrators and 

resellers, which provide extensions to Oracle CRM On Demand or provide implementation support to 

customers. Oracle can also provide strategy support to customers seeking to understand the customer 

journey and to work out how best to harness technology to deliver a superior customer experience.
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Oracle Siebel CRM – Ovum recommendation: Leader

Figure 7: Oracle Siebel CRM radar diagrams 

 

Source: Ovum 

Ovum Decision Matrix analysis

Oracle Siebel CRM is the most developed – and oldest – large-enterprise CRM solution (Siebel CRM 

was founded in 1993 and acquired by Oracle in 2006). Oracle Siebel CRM has, predictably, a 

top-ranking technology score. Siebel CRM's customer satisfaction scores, unusual for a solution 

focused on the large enterprise, rank consistently high. Siebel CRM has ratings in the top three for 

customer service and support and marketing management. Solutions of Siebel's nature do not usually 

score high on perception of value for the money. Siebel scores lower than average, but higher than its 

biggest competitors in the large-enterprise segment.

Oracle Siebel CRM's user experience has been the target of criticism, and for a long time browser 

support was inadequate. Siebel released the new Open UI for Service and Call Center, including 

redesign for CTI, Smart Scripts and Task Based UI, Field Service Mobile Solution, Optimized 

scheduling, and enhanced search solutions to address these concerns, which may have resulted in 
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Siebel's user experience ratings being higher than average, and higher than a number of "more 

contemporary" SaaS solutions.

Addressable market segments

For over 20 years, on account of its vertical industry/sector focus, Oracle Siebel CRM has provided a 

more complete CRM offering for large enterprises in industries with particular practices that cannot be 

supported by most out-of-the-box or cloud CRM applications, without additional customization. The 

pharmaceutical industry is a case in point with its industry-specific sales process of e-detailing.

As Oracle continues to embed its Oracle Social Network (OSN) into all its CRM offerings, together with 

its CX suite of applications, the power of Oracle Siebel as a customer hub at the heart of the customer 

experience extends the value of the offering and overcomes some of the UX concerns.

Deployment options

Oracle Siebel CRM remains an on-premise CRM solution.

Transformational CRM capabilities

As a customer hub at the heart of a transformational CRM vision, Oracle Siebel CRM provides a very 

strong foundation. As with other Oracle CRM solutions, Oracle Siebel CRM can be integrated with the 

Oracle CX suite of applications, which should appeal to large enterprises with significant investments in 

Oracle Siebel CRM.

Vendor ecosystem

As with all Oracle CRM systems, Oracle Siebel CRM is supported by an extensive global partner 

network which can be used to build on Oracle Siebel CRM as part of a more transformational CRM 

vision.
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Sage CRM – Ovum recommendation: Challenger

Figure 8: Sage CRM radar diagrams 

 

Source: Ovum 

Ovum Decision Matrix analysis

The combination of a technology score that reflects the requirements of its target market (SME) and a 

reasonable customer satisfaction score led us to assign a "challenger" rating to Sage CRM. Having 

recently trimmed its CRM solution portfolio through the sale of Act and Saleslogix, Sage is in a much 

healthier position to focus R&D on its ERP X3 and integrated Sage CRM software applications, 

supporting over 12,000 customers worldwide.

Addressable market segments

Sage is completely focused on the SME marketplace, in over 70 countries around the world.

Sage's leaner development strategy will allow it to accelerate its customer-driven transformation. North 

America is a major market for Sage and having a modern and highly engaging platform will resonate 

well with owners and managers of SMEs, who have aspirations to deliver a joined-up customer 

experience and engineer greater flexibility into their businesses. Sage's target market rates ease of use 
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as a critical requirement, and the company has done much to both simplify the application and deliver a 

more compelling user experience with a focus on mobile devices (tablets and smartphones).

Overall, there is little to argue about Sage CRM's applicability in the target market. Analysis of survey 

results indicate that Sage CRM is widely recognized in the sub-1,000 employee market, both in EMEA 

and North America. Sage CRM's feature set and roadmap align well with contemporary CRM 

requirements, such as social and SaaS.

Deployment options

Sage offers two deployment models: on-premise and cloud.

Transformational CRM capabilities

The development of the Sage CRM / Sage ERP X3 integration on Sage's standard technology platform,

SData, provides the potential for SME organizations to develop a more transformational CRM capability

than simply using CRM as a sales force automation, campaign management, or service tool. Having 

greatly enhanced the mobile capabilities, face-to-face engagement with customers through field sales 

or field service is now far more responsive and collaborative.

Sage has signaled its intentions to offer native mobile apps to interface with its core products in 2013, 

starting with iOS apps and followed soon after by Android. Ovum believes this bodes well for Sage's 

long-term growth and enables it to move firmly onto the front foot.

Vendor ecosystem

Sage supports a thriving customer and partner community which provides both valuable feedback on 

Sage CRM developments as well as software extensions to the solution and implementation support for

customers. Sage has developed its partner network over many years and is well placed to grow in Latin

America, Asia, and Africa, enabling it to reach over 70 countries and have a direct presence in 24.
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Salesforce.com – Ovum recommendation: Leader

Figure 9: Salesforce.com radar diagrams 

 

Source: Ovum 

Ovum Decision Matrix analysis

Analysis of the number of competitor mentions and the customer survey results indicates 

Salesforce.com has among the highest levels of market presence in the CRM industry. The vendor has 

performed well in this Ovum Decision Matrix, with a top-ranking aggregate technology score and a 

top-ranking customer satisfaction score on the sales force automation dimension. However, criticism of 

Salesforce.com's pricing is a concern; as a result, the vendor ranks less favorably on value for money. 

The feature set is comprehensive, although much more so on SFA than customer service and support 

and marketing automation. Salesforce.com, which started by focusing on the SME market, is now 

commonly found in large enterprises across all sectors and industries.

Addressable market segments

As mentioned above, Salesforce.com started out focused on the SME market but in recent years has 

expanded its portfolio of solutions through acquisition and further development and has moved from 
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being a pure-play SFA and traditional CRM solution player to an enterprise platform, particularly through

Chatter. It now has many flagship large enterprise clients using the Salesforce.com platform as the 

corporate glue to foster enterprise-wide collaboration and beyond.

Deployment options

Salesforce.com is an SaaS multi-tenancy platform. Its data center is in the US, which has sometimes 

worked against it in Europe; however, in 2014, it is opening a data center in Europe (in the UK, in 

partnership with NTT Europe), which will make it much more attractive to those concerned about the 

ambiguity of the EU position with regard to Safe Harbor status.

Transformational CRM capabilities

One of the major attractions of Salesforce.com to those organizations with a more holistic CRM and 

customer strategy is that it has developed into an enterprise platform guided by the vision of the 

"Customer Company" (2013), which evolved from the more amorphous "Social Enterprise" (2012). The 

firm has moved aggressively to develop and acquire applications and technologies that support a more 

joined-up and connected enterprise. Chatter, Salesforce.com's enterprise social network (ESN) 

platform, provides a collaborative environment and has been extended to support both internal 

company communities and external customer and partner communities, bridging the gap between the 

two. Salesforce.com significantly added to its marketing capabilities by recently acquiring ExactTarget 

(May 2013), which, when allied to Marketing Cloud, provides a more complete digital marketing 

capability, spanning traditional and social marketing automation. The acquisition of EdgeSpring in June 

2013 also enhances Salesforce.com's enterprise analytics capabilities.

Vendor ecosystem

Salesforce.com's App Exchange contains a rapidly expanding ecosystem of ISVs providing extensions 

to the platform and major SI partners for large-scale deployments. Ovum anticipates that 

Salesforce.com will continue to expand its capabilities through its own R&D efforts and further 

acquisitions. The speed of development and its single-minded determination to take the number one 

spot makes Salesforce.com a very formidable player in the CRM space and more particularly where 

organizations are seeking to fulfill a more holistic and connected vision such as the Customer Company

or customer-adaptive enterprise.
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SAP Business All-in-One – Ovum recommendation: Challenger

Figure 10: SAP Business All-in-One radar diagrams 

 

Source: Ovum 

Ovum Decision Matrix analysis

Business All-in-One (BAiO) is SAP's CRM (and ERP) solution for enterprises with between 500 and 

2,500 employees. The code base is the same as that of SAP CRM, and BAiO is underpinned by the 

same NetWeaver application infrastructure, with access to a subset of functionality and rapid 

deployment options. This means that fast-growing SMEs can expand the installation as opposed to 

migrating to a new, more enterprise-suitable platform as they grow. In addition to this important 

differentiator, BAiO offers a comprehensive set of features, scoring consistently high across all three 

CRM disciplines. Customer satisfaction scores are uniformly high as well. In fact, BAiO scores the 

highest in customer perception of the quality of SFA, customer service and support, and marketing 

automation products. Customers also believe that the three modules are better integrated than is the 

case with other products featured in this Ovum Decision Matrix report. Most importantly, BAiO's 

customer rating for solution UX is next to highest. The 2013 Ovum Decision Matrix customer 

satisfaction survey shows that UX is the most important decision criterion, nearly 1.5 points higher on a 

ten-point scale than the quality of the SFA product. The solution is also among the top three in value for 
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money. Across every dimension of customer sentiment, BAiO scores in the top three, a feat equaled by 

no other vendor featured in this report.

The highest customer satisfaction score and a technology score just lower than solutions in the 

"leaders" cohort led us to assign a "challenger" rating to SAP BAiO.

Addressable market segments

The solution's proposition is very compelling for growing sub-1,000 employee companies and those 

seeking to integrate ERP and CRM. SAP BAiO also provides industry-specific processes suitable for 

the demands of growing businesses across a wide variety of industries.

Deployment options

SAP BAiO is offered on-premise or as SaaS, and is sold through a wide ecosystem of partners.

Transformational CRM capabilities

By fully integrating CRM with a scalable ERP system, companies can be far more responsive to their 

customers and handle expansion with minimal disruption. SAP BAiO provides a highly integrated 

platform with industry-specific processes built in, enabling organizations in the sub-1,000 employee 

segment to take advantage of these embedded best practices to get up and running quickly. Those with

ambitions to grow through acquisition or organically can also evolve into the richer and more extensive 

SAP CRM environment.

Vendor ecosystem

SAP has an extensive global partner ecosystem to support small and medium enterprises with their 

implementations of SAP BAiO.
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SAP CRM – Ovum recommendation: Leader

Figure 11: SAP CRM radar diagrams 

 

Source: Ovum 

Ovum Decision Matrix analysis

SAP CRM is in the leaders category with a top-ranking technology score and a very reasonable 

customer satisfaction score. The ratings are consistent across all three CRM disciplines, and overall our

research did not reveal even minor gaps in SAP's comprehensive portfolio. Customer opinion on SAP's 

capabilities across the three areas is also remarkably consistent.

Addressable market segments

SAP CRM is designed for large enterprises and was developed with many leading organizations across

25 different industry and public sector segments.

For new customers, SAP offers pre-packaged industry-specific variants through its Rapid Deployment 

Solutions initiative. This compresses the implementation cycle and enables organizations to get up and 

running quickly with 70–80% of their needs met and, through Agile approaches, to fine-tune the solution

progressively over the longer term.
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Deployment options

SAP CRM is currently an on-premise solution, though with SAP's significant investment in cloud we can

perhaps anticipate much of the capabilities of SAP CRM being offered in the cloud or in support of a 

hybrid setting. SAP has not announced anything in this regard to date.

Transformational CRM capabilities

As with the other leaders, SAP has its sights firmly set on the broader CRM agenda, enabling 

organizations to get better connected to customers, partners, and suppliers, and through SAP HANA, 

provide faster data to support more rapid response to changing customer needs. As stated earlier in 

this report, much of the new development is to augment CRM software, such as improving sales 

productivity through analytics, mobility, user experience, and better collaboration, and extending CRM's 

presence to social networks.

The SAP 360 initiative – which is essentially a product bundle – spans all of the above, comprising SAP 

Jam (for collaboration), Customer Value Intelligence (rating customers), Audience Discovery and 

Targeting (segmentation), and Account Intelligence. SAP recently announced an agreement to acquire 

the Swiss company Hybris Software (June 2013), a leading e-commerce platform, as part of its push to 

deliver content across all channels that is seamless, customer context-sensitive, and relevant.

Ovum's analysis of CRM selection priorities indicates that integration with existing ERP systems is the 

fourth most important selection criterion, ahead of quality of the marketing management product. SAP 

360 Customer is targeted not at existing SAP enterprise application customers, but customers of HANA 

that are not yet SAP CRM customers. This is a logical approach as HANA customers have already 

demonstrated a desire for high-performance data management. Ovum's analysis is that CRM is a 

perfect use case for HANA because CRM requires both Big Data and Fast Data functionality.

Vendor ecosystem

SAP has a global partner ecosystem of leading systems integrators to support even the most complex 

enterprise-wide implementations. SAP has also embraced the methodology of Design Thinking (DT), a 

process for innovation developed by the Hasso-Plattner Institute of Potsdam in Germany, which is used 

to help customers reimagine and address the more complex customer-related challenges, such as the 

broader customer-adaptive enterprise vision.
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SugarCRM Sugar Enterprise – Ovum recommendation: Challenger

Figure 12: Sugar Enterprise radar diagrams 

 

Source: Ovum 

Ovum Decision Matrix analysis

SugarCRM has performed well on the Ovum Decision Matrix evaluation dimensions, with a technology 

score that is not significantly behind the largest and most prominent vendors. On the customer 

satisfaction dimension, SugarCRM scores well on value for money and usability and user experience. 

The open source vendor, however, lacks the market recognition enjoyed by the market leaders.

SugarCRM's technology breadth, largely positive customer perception, its transformational partnership 

with IBM, and the successful entry into the large enterprise segment led us to assign a "challenger" 

rating to the vendor.

Addressable market segments

Traditionally, the technology and software sector – where SugarCRM has found success – has 

accounted for over 20% of the installed base of over 7,000 companies. SugarCRM has certainly grown 

very rapidly in the last few years. Headcount has doubled in the 18-month period between June 2011 
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and January 2013. The vendor also raised $33m in venture funding in 2012. All signs point towards a 

company on the rise that is successfully transitioning to a large adjacent market, while still serving its 

core constituency of sub-1,000 employee organizations. Of particular significance is the Smarter 

Commerce alliance with IBM, which should help SugarCRM penetrate major enterprises that buy in to 

the IBM vision. Without this alliance it is hard to see how SugarCRM would thrive in markets dominated 

by the big four of Microsoft, Oracle, Salesforce.com, and SAP.

Deployment options

SugarCRM Sugar Enterprise can be deployed on-premise or as SaaS hosted by a partner or in a public

cloud (Amazon EC2, Rackspace, or Microsoft Azure).

Transformational CRM capabilities

Of greater significance than being the only open source CRM vendor is SugarCRM's alliance with IBM 

(2011) and consequent focus on the large enterprise segment. As an integral component of IBM's 

Smarter Commerce initiative, SugarCRM has found a powerful ally, enabling it to slipstream into 

organizations with more-transformational CRM agendas. This is also synergistic with SugarCRM's 

longitudinal vision of providing realtime access to customer information to everyone in an organization 

who comes into contact with customers, not just the traditional triumvirate of sales, marketing, and 

service (for more information, see Ovum's April 2013 Opinion, "Organizations need to rethink the 

addressable market for CRM"). The partnership has multiple components. IBM has rolled out 

SugarCRM internally – across the company – replacing Siebel CRM. A reference case with the brand 

name recognition of IBM and that involves – almost by definition – among the largest CRM deployment 

sites in the world, bodes well for SugarCRM's enterprise business.

IBM has already integrated the CRM capabilities of SugarCRM with several advanced applications, 

including IBM Unica Campaign and IBM Unica Interact for more advanced digital marketing capabilities;

IBM Connections for greater collaboration; IBM Cognos Business Intelligence to enhance realtime 

intelligence; IBM SmartCloud for Social Business for enhanced social collaboration; and IBM WebSpere

Cast Iron Cloud Integration to speed integration in hybrid environments.

Vendor ecosystem

SugarCRM has global reach through an array of reseller and SI partners in all regions of the world. The 

biggest boost to SugarCRM in the large enterprise market undoubtedly comes through its alliance with 

IBM. What is less well publicized is the SugarExchange, where customers can download extensions to 

SugarCRM. It is early days but taking a page out of Salesforce.com's book is a positive move.
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Swiftpage Saleslogix – Ovum recommendation: Challenger

Figure 13: Swiftpage Saleslogix radar diagrams 

 

Source: Ovum 

Ovum Decision Matrix analysis

Swiftpage acquired Saleslogix from Sage in March 2013; Swiftpage is a Sage partner that already had 

extensive experience in Saleslogix implementations. Such disruptions can have a negative impact, but 

in this case Ovum feels that both Sage and Swiftpage will benefit: Sage from concentrating its R&D 

energies on its core ERP and Sage CRM applications, and Swiftpage by adding Saleslogix to its small 

and medium business solutions portfolio, which includes digital marketing for the smaller organization.

Swiftpage Saleslogix is a mature product and has scored reasonably well across all Ovum Decision 

Matrix dimensions for a solution focused on the SME marketplace.

Saleslogix has been in existence for 16 years and in 2007 had a complete technology overhaul by Sage

to help it fight back against the rapidly growing CRM platforms of Microsoft Dynamic CRM and 

Salesforce.com. Since then, it has not enjoyed the hoped-for growth, which is due to a combination of 

factors, including the massively greater reach and superior ecosystems of the two leading CRM 
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vendors as well as the divided attention at Sage that arose from having too many products in its CRM 

portfolio.

Addressable market segments

Swiftpage's heritage is the micro and small business market, which it has supported through its digital 

marketing capability and simple contact management. With both Act and Saleslogix acquired from 

Sage, the question is: Can Swiftpage fare better than Sage with Saleslogix? Clearly, Swiftpage's 

investor, private equity firm Accel-KKR, believes it can. This should reassure existing customers; 

however, to grow the business more aggressively, Swiftpage will need to identify niches where it can 

succeed and avoid going head-to-head with the leading CRM vendors, as well as fellow challengers 

SAP Business-All-in-One and Sage CRM.

Deployment options

Swiftpage Saleslogix can be deployed on-premise, in the cloud, or as a hybrid.

Transformational CRM capabilities

Swiftpage, with its focus on small businesses, can now combine its email marketing and social network 

marketing capabilities with Saleslogix. However, this offers limited transformational support.

Vendor ecosystem

Swiftpage will also need to develop a broader more geographically spread partner ecosystem if it is to 

reignite interest in the US and Europe, which has seen former Saleslogix partners deserting to Microsoft

and Salesforce.com.

NOTABLE MENTION

Ovum clients considering Oracle Cloud enterprise applications 

Oracle Cloud a "best of breed" modular approach to enterprise applications

Ovum did not include Oracle Sales Cloud, Oracle Service Cloud (RightNow), and Oracle Marketing 

Cloud (Eloqua) in our Decision Matrix analysis, but we believe that enterprise clients in pursuit of 

transformational CRM should also consider Oracle's offerings. We came to this conclusion based on the

high recognition of the Oracle Fusion platform, as revealed by our client research, and the importance 

of Oracle's service and marketing acquisitions to the overall strategy to provide a best-of-breed and 

more modular set of CRM-related offerings.

The Oracle Cloud CRM-related enterprise applications available today

Oracle's Cloud portfolio of enterprise applications, which provides an alternative to the more traditional 

CRM suite approach, is more modular and potentially faster to deploy. In terms of CRM capabilities, 

Oracle Cloud includes three enterprise applications: 
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• Oracle Sales Cloud, built on the 11.g Fusion middleware platform; offers 100% SOA and open 

standards. 

• Oracle Service Cloud (RightNow) for service. 

• Oracle Marketing Cloud (Eloqua) for marketing. 

The latter two are Oracle acquisitions, with the solutions developed on .NET.

Together, these provide a set of CRM applications that can cover the traditional triumvirate of sales, 

service, and marketing, but with added social networking, social marketing, and analytical capabilities. 

This provides a very modern and future-oriented cloud-based CRM platform, which can also be 

augmented to take advantage of Oracle's CX suite of applications. This enables organizations to 

engage with customers in more relevant ways and through the customer's preferred medium, 

irrespective of communications channel – web, contact center, smartphone, or social.

Oracle Sales Cloud

Oracle Sales Cloud provides a feature-rich SFA application, with smartphone and tablet mobility and 

customer data management features. Other features of Oracle Sales Cloud include: CRM Desktop for 

Outlook, Enterprise Contracts, Incentive Compensation, Quota Management, Sales Catalog, Sales 

Predictor, Territory Management, Transactional Business Intelligence, and Oracle Partner Relationship 

Management.

Oracle Marketing Cloud

Oracle's recent acquisition of Eloqua adds a high degree of sophistication within the marketing 

environment. Oracle believes that Marketing Cloud will address the complex challenges facing 

marketers wishing to engage with customers in far more relevant ways and across any channel. 

Organizations wishing to become more customer-adaptive will recognize the importance of behavioral 

analysis, customer preferences, and pull versus purely push marketing in engaging prospective 

customers at the right time and place to influence purchasing behaviors in a timely manner. Marketing 

Cloud also addresses the need for clearer attribution of marketing event cause and sales impact 

through its enterprise marketing automation and support capabilities.

Oracle Customer Service and Support Cloud

Based on the RightNow acquisition, Oracle Service Cloud provides an omni-channel service 

environment to help organizations address customer needs more appropriately. This includes the ability

to recognize the customer's intent based on realtime behavioral analysis, and to provide what Ovum 

refers to as smart, connected interactions (SCIs).

APPENDIX

Further reading

2013 Trends to Watch: Customer Relationship Management, EI015-000005 (October 2012)

Oracle: Supporting CX Through the Customer-Adaptive Lens, IT015-001819 (December 2012)

Ovum Decision Matrix: Selecting a Customer Relationship Management Solution, 2013–14 (EI015-000010) 24 Jul 2013  

© Ovum. Unauthorized reproduction prohibited Page 30



SAP Well Positioned to Support the Customer-Adaptive Enterprise, IT015-001818 (November 2012)

"SAP 360 Customer solution leverages CRM and HANA functionality," IT015-001813 (November 2012)

The Customer-Adaptive Future, IT015-001822 (December 2012)

"Sage trims its CRM portfolio to accelerate renaissance," IT015-001841 (February 2013)

Strategy Framework for Transformational CRM, IT018-001409 (March 2013)

"How customer-adaptive is your organization?" IT015-001858 (April 2013)

Marketing Automation Technologies: What's Next for Vendors and Customers? IT013-000206 (May 

2013)

"Salesforce.com outlines its 'customer company' vision," IT015-001867 (May 2013)

"Oracle's CX portfolio gathers pace, increases reach beyond the enterprise," IT015-001866 (May 2013)
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We hope that this analysis will help you make informed and imaginative business decisions. If you have

further requirements, Ovum's consulting team may be able to help you. For more information about 

Ovum's consulting capabilities, please contact us directly at consulting@ovum.com.

Disclaimer

All Rights Reserved.

No part of this publication may be reproduced, stored in a retrieval system, or transmitted in any form by

any means, electronic, mechanical, photocopying, recording, or otherwise, without the prior permission 

of the publisher, Ovum (an Informa business).

The facts of this report are believed to be correct at the time of publication but cannot be guaranteed. 

Please note that the findings, conclusions, and recommendations that Ovum delivers will be based on 

information gathered in good faith from both primary and secondary sources, whose accuracy we are 

not always in a position to guarantee. As such Ovum can accept no liability whatever for actions taken 

based on any information that may subsequently prove to be incorrect.
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