
Gamma Telecom Unlocks Customer-
Centric Growth 
with Salesforce CRM



How makepositive Made Digital 
Transformation Happen
With today’s marketplace moving toward a digital-first world, more 
companies are shifting gears to focus on engaging customers across all 
platforms. By unlocking customer-centric growth, they have been able to 
improve customer relationships at a time when customer satisfaction has 
become more crucial than ever.

Companies are accelerating their shift to digital business in order to create 
personalised, robust digital channels that work across all aspects of their 
business. This ensures there's a seamless end-to-end experience for all 
customers, whilst employees are able to effortlessly interact with internal 
business units to get a single source of truth for all business data and 
forecasts.

Marketing Cloud
A way to manage marketing relationships and campaigns 
with customers.

Commerce Cloud
A multi-tenant, cloud-based commerce platform that 
empowers brands to create intelligent, unified buying 
experiences across all channels—mobile, social, web, and 
store.

Experience Cloud
A digital platform that helps companies build connected 
CRM-powered digital experiences.

• Deepening customer relationships

• Building loyalty

• Accelerating company growth

By unlocking customer-centric growth companies 
have been able to successfully create sincerely 
connected experiences—all of which benefit the 
business by:



The makepositive Solution

makepositive invested significant time and effort into the pre-sales 
process to understand how Gamma wanted the solution to look 
and feel. A team of makepositive consultants worked closely with 
the core project team at Gamma to build a collaborative plan, from 
design to implementation, including new processes and 
workflows. makepositive’s onshore and offshore dev and test 
teams worked in an agile way to deliver and refine prototypes over 
the course of the build.

A Real-World Challenge

Gamma Telecom is a leading supplier of voice, data, and mobile products 
and services in the UK. The company provides communications solutions 
to small, medium, and large business customers, as well as the public 
sector and not-for-profit organisations. Sales are done both directly and 
through a network of more than 1,000 channel partners.

Formed out of the merger of several business units, including external 
acquisitions, the direct sales arm of Gamma was using a mixture of 
systems and processes. Senior managers wanted to achieve significant 
growth from this part of the business, but recognised that the existing 
solution architecture and business processes would not scale to meet 
their ambitions.



The makepositive Solution (Continued)

Gamma recently went live with the first release of its new Salesforce 
environment – based on Sales Cloud, Service Cloud, Community Cloud, 
and Pardot marketing automation. This initial solution covers sales and 
support for the direct business. The environment will later grow to 
encompass field service and fulfilment, and Gamma ultimately expects to 
replicate it to serve their larger channel sales business.

David Doherty, Product Director Access and Digital Strategy, Gamma

We brought together and cleansed data 
from several systems to create detailed and 
consistent information on customers. 
Having this single lens on customers will 
help us to better understand and serve their 
needs.



The Results

The new solution covers the whole bid-to-cash cycle and provides a single 
point of control and source of consolidated data. Sales processes and 
related reporting for the direct business are now standardised and more 
intuitive for users, helping drive higher adherence to internal standards. At 
the same time, improved data quality translates into higher quality reporting 
and lower effort in preparing management information.

Gamma also now has a single ticket management system for fault 
monitoring and resolution, backed by consistent SLAs. This saves time and 
effort for support staff, as does using Salesforce Chatter instead of email for 
collaboration.



How Accelerating Transformation Translates into Better Business 
Performance

By unlocking customer-centric growth, makepositive can assist clients 
across industries to drive business speed, scale, relevance, and 
resilience.

Speed empowers business leaders to make better business decisions 
quickly. They’re able to swiftly adapt to changing business demands by 
utilizing technology that optimises work by:

Scale enables faster innovation and maximum growth by utilising a CRM 
platform and tools that easily meet customer needs, no matter the size of 
the customer base. Along with increased reach, it also:

• Integrates any application, system, or database

• Adapts to the latest market and customer demand

• Intelligently automates customer and employee experiences

Relevance helps companies reinvent and improve customer engagement 
by making it more personalized, which engages customers with 
meaningful and relevant digital experiences. • Unlocking customer data

• Analyzing information faster

• Taking action in real time, as one company



We’ve taken a major step towards 
proactive support rather than being on 
the back foot, and we expect to achieve 
faster resolution for our customers as a 
result. We’ve also started to drive digital 
engagement with customers, adding 
the ability to raise and track incidents 
through our web portal, which will help 
us offer better service at lower cost.

James Hilton, Head of Business Change & Customer Deployment, Gamma

Resilience empowers the workforce with flexible tools and technology, so 
they can focus on the most important thing—customers. Employees are 
able to: 

• Work from anywhere

• Support instant collaboration

• Upskill with knowledge and training



Unlocking customer-centric growth is more than just personalizing an 
email with a person’s name. It’s about dynamically creating a unique 
experience for every individual customer at each moment of their 
journey.

That’s the way the Cookie Crumbles

One last important thing to note: In 2022, Google Chrome will join Safari 
and Firefox in phasing out the third-party cookie—a change that’s set to 
shake up the way many companies personalize their ads and digital 
marketing campaigns. Using the power of the Salesforce CRM, 
companies can stay ahead of the game by preparing for a post-cookies 
world ahead of time by utilizing smarter segmentation and bringing the 
human touch back into digital marketing.

It was fantastic to be able to support 
Gamma in obtaining a single, detailed and 
intuitive view of their customer base, whilst 
at the same time improving data quality to 
enhance high quality reporting and lower 
effort in preparing management information.

Sam Joyce, Senior Account Executive at makepositive



What This Means for You

If you’re interested in unlocking customer-centric growth with Salesforce, 
makepositive can provide services to help lead the way. Click below to 
find out how making the transformation allows your company to grow 
revenue, elevate innovation, and increase influence across your 
industry.

Learn More



About Salesforce
Salesforce is the global leader in Customer Relationship Management 
(CRM), bringing companies closer to their customers in the digital age. 
Founded in 1999, Salesforce enables companies of every size and 
industry to take advantage of powerful technologies—cloud, mobile, 
social and artificial intelligence—to create a 360° view of their 
customers. For more information about Salesforce (NYSE: CRM), visit: 
salesforce.com

About makepositive
makepositive (part of Sabio Group) is a multi-award-winning Platinum Salesforce 
consulting partner with a team of over 180 experts who have successfully 
delivered over 1500 projects so far.

Our team has over 600 Salesforce certifications between them and many years 
of experience under their belts. We have a wealth of knowledge and experience 
across the entire Salesforce platform, from Sales Cloud to Service Cloud, 
including Field Service Lightning, Quote to Cash, Marketing Cloud, Pardot and 
uniquely an Experience Design capability. We are also proudly recognised as a 
MuleSoft Partner.

Our award-winning customer success approach and our years of experience 
ensure that your project will be safely and successfully delivered regardless of its 
size or complexity.

https://www.salesforce.com/
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