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SugarCRM UI Redesign:  
Customer FAQs 
 

The following document covers frequently asked questions for SugarCRM’s UI redesign, 
available starting January 2023.  

Questions Solution Answers  

Availability & Impact 

Why are you making 
this change? All  

We listened to your feedback. In preparing for 
this UI redesign, we listened to feedback 
customers shared with us directly, and we 
proactively reached out to others to get their 
insights on how we could make the platform easier 
to use. Bringing “Search” front and center is one of 
those enhancements we learned from our 
customers. 

 All  

We stay current with UI Research-based best 
practices. Researchers found that left-hand 
navigations are faster to operate and help reduce 
time and clicks to find data. A left-hand nav. also 
leads to fewer cursor movements and reduces 
selection errors. 

 All  

It’s easier to scan. More than 73% of users tend to 
scan web pages from the top-left and work their 
way down. Left navigation allows the user to scan 
vertically, improving speed and reducing visual 
fixations.  

 All  

It’s easier to scale. Sugar has many top-level items 
that can’t be categorized into a few buckets; left-
side navigation helps organize all the modules and 
capabilities. We can easily add more items as 
product or service options grow.  

 All  
It supports variable menu structures.  A left-side 
navigation pane is easy to scale, so variable menus 
are important to your users. 

 All  

It’s consistent. The interface more closely 
resembles other modern UIs you use regularly (e.g., 
Outlook, Gmail, Slack, and others), so you will 
perform tasks more quickly because of its highly 
intuitive design. 
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Can I opt out of this 
new UI change? All  

No. This is a part of Sugar’s standard release. This 
and future releases will include this redesign. Plus, 
once you try it, you are going to love it! 

Can I revert settings 
back to a traditional 
format? 

All  
No. This redesign is a part of a new fixed layout and 
doesn’t include the option to revert to older 
settings. Once you try it, you won’t want to go back! 

Will this UI redesign 
impact any of my 
customizations? 

Sell, Serve, 
Enterprise 

We have assessed all customer instances, and 
most of them will upgrade smoothly. We have 
identified a small percentage of Sell and Serve 
customers with header or footer customizations 
that may not transition with this upgrade. To assist 
with this, we have a recorded developer training 
and a list of other helpful resources available in 
SugarClub. We will also provide a services package 
for direct customers and partners to assist with 
the upgrade. 

How can I get the 
new UI if I’m on Pro? Sell 

As part of the V12.0 release you received access to 
the Pro/Ent conversion script in the download 
manager. This allows you to access the Enterprise 
product functionality without a change to your 
existing contract terms. Once converted to 
Enterprise you can upgrade to the 13.0 release. 

Timing & Preparation 

When will you 
upgrade my 
environment to the 
new UI? 

All  

Current SugarCloud Customers: We will start your 
upgrade between January 17 and March 15 and will 
follow the same process used for every quarterly 
Sugar release. You will receive an email informing 
you that we will upgrade your sandbox seven days 
beforehand, followed by another email saying we 
will upgrade your production instance seven days 
later. 
 
Enterprise On-Premises Customers: The new UI 
is a critical feature we will include as a part of the 
download package for Enterprise in the April 2023 
release. We encourage you to download, install, 
and test it as soon as possible to take advantage of 
the new UI and additional capabilities. 
 
Market Customers: We will include the new UI in 
the January/February ‘23 release of Sugar Market. 

How do I prepare for 
this release? All 

A release preview is already available for 
Sell/Serve, with a preview for Market coming soon. 
Contact your authorized Sugar Partner or 
Customer Success Manager for a demonstration. 
As is our custom, we will upgrade your Sell/Serve 
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sandbox seven days before we upgrade your 
production environment. We encourage you to 
fully use that time to familiarize yourself with the 
new UI before we upgrade your production 
instance. If you want more than the standard 
seven-day period for additional testing or need an 
alternative upgrade date, open a ticket with 
support by emailing support@sugarcrm.com, and 
we will be happy to help. Upgrades must start no 
later than March 15, 2023. For Market, upgrades will 
occur during the January/February Market release. 
Sugar will provide training and preparation 
materials prior to that release. 

Will I have to pay 
extra for this UI 
change? 

All 
No. This UI redesign is a part of our standard 
release and reflects our continued commitment to 
delivering fantastic products to our customers. 

There are a lot of UI 
changes happening 
for Market. Will there 
be end user training 
to help my team?    

Market 

Yes, please keep an eye on your email and 
SugarClub for specific UI redesign training. We are 
also planning to build guided walkthrough features 
directly within the platform. 

Where can I learn 
more about this 
upcoming release? 

All 

Feel free to contact your Sugar Customer Success 
Manager or your authorized Sugar Partner or visit 
us on SugarClub, where you can find all the latest 
details for this release. We will also send you 
additional emails with invitations to webinars and 
other posts as we approach the release. 

Affected Areas  

Will this affect my 
local language 
settings? 

All 

No. Your user and product settings will remain 
intact. We will also provide additional information 
on how to prepare for this release in [insert local 
language here]. In addition, we will make standard 
product documentation and information available 
in English. Your local Sugar support team, Sugar 
account manager, or your authorized Sugar partner 
is available to help with any additional questions. 

We have customized 
dashboards, reports, 
etc. Will this change 
honor those 
customizations? 

Sell, Serve, 
Enterprise  

Yes. To give added confidence to your users, we 
recommend your sandboxes get upgraded first, 
and your users can review their dashboards, 
reports etc. there. If you do not have a sandbox, 
email support@sugarcrm.com to request one. 

Technical Impact 

How many modules 
can you have on the 

Sell, Serve, 
Enterprise 

Currently, four modules will show on the collapsed 
navigation bar. We are gathering feedback about 
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collapsed navigation 
bar? 

configurability to show more or fewer as a future 
improvement. For now, we have the option through 
sugar_config described here. 

Can you control 
which modules 
appear on the 
collapsed navigation 
bar? 

Sell, Serve, 
Enterprise  

Yes, the previously existing admin and end-user 
controls for module visibility and order in the main 
navigation bar are still respected. 

Can you change the 
icons used for each 
module, including 
custom modules? 

Sell, Serve  

Yes, new in this release, admins will be able to set 
an icon or abbreviation for each module, including 
custom modules. Icons defined in metadata will be 
honored and displayed accordingly. 

Can a user Pin the 
expanded side Nav if 
they want to keep 
the full view in 
display? 

All  No, but we are gathering feedback and considering 
this feature as a future improvement. 

Can we still view 
recent records and 
favorites? 

Sell, Serve, 
Enterprise 

Yes, the submenus for each module remain 
unchanged and will include the same actions, 
favorites, and recently viewed modules as before. 

I’m based in EMEA. 
Where can I get 
help? 

All  Feel free to contact your customer success team 
at customersuccess-emea@sugarcrm.com  

Will the mobile app’s 
main navigation be 
affected? 

Sell, Serve, 
Enterprise  

The SugarCRM mobile app’s main navigation will 
remain on the left as it is today. The app will start 
respecting module color and icon/abbreviation. 
We also may consider changing the app’s main 
menu color in the future. 

Did you build or 
migrate the Menu 
CTRL key functions 
for visually impaired 
navigation?  

Sell, Serve, 
Enterprise  

Key functions remain unchanged and work as 
before; however, the Shortcut button previously in 
the footer is now a profile action called “Shortcuts.” 

Colors, Icons, Look & Feel  

What will happen 
when the module 
name is "long"? Text 
wrap? Truncate? 

All Long names will be truncated and display an 
ellipsis ('…') next to the text. 

Are there any plans 
to let us use custom 
images instead of 
Sugar icons? 

All 
No, but we welcome the community to help Sugar 
to improve our SugarIcon library. We have added 
the “Abbreviation” option as well in case you 
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cannot find the icon you require. More information 
is available on the Expected Behavior page. 

Will there be 
different skin colors 
customers can 
choose from?   

All  This is under consideration as part of our future 
roadmap. 

Can we show the 
module colors in  
the expanded menu? 

All  
 

No, sidebar/rail menus will show module icons or 
abbreviations without module-specific colors in 
both collapsed and expanded menus. 
 
We are gathering feedback and may consider 
showing module colors in the nav bar as part of our 
future roadmap. 

User Roles  

Do you plan to allow 
an admin to set a 
different choice (and 
number) of sidebar 
modules for each 
role? 

Sell, Serve, 
Enterprise  

For Sell/Serve, we are gathering feedback and are 
considering allowing admins to change the number 
of modules shown in the collapsed rail as part of 
our future roadmap.  
 
We also are considering allowing admins to give 
different default module order and number to 
different groups of users so that, for example, 
service users and sales users each have the 
modules they will most commonly use.  
 
Stay tuned to Sell/Serve release notes for the 
latest updates. 

Will we keep the 
possibility for any 
user to define the 
modules they want 
to see from their 
profile? 

Sell, Serve, 
Enterprise  

Yes, the previously existing admin and end-user 
controls for module visibility and order in the main 
navigation bar are still available and respected.  

 
 
 

 


