
A CRM solution that supports  
the office of the future 

ACS is a leading IT company which has operated in the UK for 18 years. The company is 

split into four divisions: IT solutions; workplace furniture and interiors; cloud computing; 

recruitment. Its Head Office is in Northampton, and it has offices in Milton Keynes and 

London. ACS has a turnover of £25 million and has been in the Sunday Times Top 100 Best 

Companies to work for in the UK for three years running. 

A more flexible CRM system needed to support business growth
Before ACS engaged Gap Consulting around six years ago, the company was using a CRM system 

which at the time was the top product globally, to run the front end of its business. “We constantly 

ran into challenges of wanting to make changes as our business grew,” explains Jon Thorpe, 

Managing Director at ACS. “The cost of making changes to the platform was prohibitive and our 

implementation partner was not flexible enough in terms of the timescales we needed: it was 

slowing our speed of growth.” 

 The company needed a more flexible, customisable CRM system if the business was going to 

grow against its forecasts. ACS was a Microsoft Gold Partner and running its back office using 

Microsoft Dynamics, so Microsoft Dynamics CRM was an attractive option as it would give the 

company the opportunity to take more ownership of changes to the platform. Microsoft introduced 

the company to three potential partners, and Gap Consulting was engaged for the project. “Gap 

stood out head and shoulders above the competition,” says Thorpe. “They understood how our 

processes and procedures work within an ITIL framework, which was a big differentiator. They also 

challenged some of those existing processes, which was quite refreshing.”

ACS’s partnership with Gap Consulting delivers a  

scalable, flexible solution that has transformed the  

way the business communicates

“Gap Consulting clearly 

demonstrated an understanding 

of our sector and of mapping 

processes. They were talking 

our language and stood out 

head and shoulders above  

the competition.”

Key Benefits:

• Self-sufficiency to scale the business 

• Easily customised CRM platform 

• Improved management of  

 sales information

• Flexibility to integrate social media 

• Improved data visibility across  

 the business 
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Customisation that  
encourages growth 
Gap Consulting worked closely with the 

Marketing Manager from ACS to draw up 

a project plan for the initial implementation 

to minimise disruption to the business. “We 

can’t allow down-time during the working 

day, so it all had to be carefully planned,” 

explains Thorpe “The deployment was done 

over different weekends, put into a testing 

environment and signed off before we  

went to the live environment. Gap held  

our hand to the point where we became  

self-sufficient.”

 ACS began to reap the benefits of the 

new CRM platform straight away and their 

team began to customise the system to 

enable the business to grow. “What Gap gave 

us after the initial installation was the ability 

to make changes ourselves,” says Thorpe. 

“We couldn’t do that with our previous CRM 

system. It was also clear that we didn’t need 

to be programmers to achieve the ongoing 

customisation and tweaks we needed to 

make as the business grows.”

 In the past nine months the company 

has worked with Gap Consulting again to 

upgrade the platform to CRM 2011 which 

has delivered a range of additional benefits. 

The Microsoft Dynamics solution is used by 

120 users across 3 locations and is growing 

as the company grows. 

Transforming the way the 
company does business
The flexibility of the Microsoft solution has 

enabled ACS to run all four of its businesses on 

a single CRM platform, enabling the company 

to maintain all its client relationships in one 

place, and making cross-selling much easier.

 This easy access to a huge range of sales 

data and customer information has transformed 

communication throughout the business. ACS 

takes the real-time reports produced by the 

SQL database and represents that information 

graphically via dashboards on plasma screens 

around its buildings and on the iPad issued 

to each individual employee. “Microsoft CRM 

has given us the ability to communicate so 

much more that was just unachievable before,” 

explains Thorpe. “From CRM we can publish 

live statistics on performance, successes, sales 

pipelines – everything. I don’t believe you can 

get that kind of ease of reporting from other 

platforms that is so tailored to what you want 

to communicate.”

 The latest step has been to use the 

CRM to support the company’s social media 

activities. ACS can access its data more easily 

and integrate it with social media, helping the 

marketing team run campaigns quickly and 

efficiently. Similarly, salespeople are able to 

monitor and respond quickly to what potential 

customers are saying about ACS on social 

media and use that to drive sales.

 

The Benefits
The Microsoft Dynamics CRM platform has 

provided ACS with a wide range of benefits.

Enabling Growth: The main objective for 

this project was to implement a system that 

was easy to manage and customise and 

would grow with the business. “This CRM 

platform has given us self-sufficiency to scale 

our business,” says Thorpe. “It’s given us 

ownership to make changes as our business 

changes and made it easier for us to attack 

new markets quickly.”

Increased Efficiency: ACS is able to run all 

four of its businesses within a single Microsoft 

CRM platform. This has enabled the company 

to cross-sell between the divisions and gives 

full visibility of customer activity across any of 

the businesses. 

System Customisation: The ease of 

customisation has enabled ACS to use 

the CRM as the springboard for exciting 

communications projects. Chris Burton, 

Marketing Manager at ACS says “The big win 

for me is the flexibility to be able to plug in all 

of the additional things we want to be doing 

around mobility, dashboards around the 

building and making the most of our  

data visibility.” 

Social Media Integration: ACS is now using 

social media as an effective business tool. It 

monitors what prospects and customers are 

saying on Twitter, pulls that information into 

the CRM so the sales teams can follow up and 

convert into sales. The company uses CRM to 

manage its own content and news enabling 

staff to access and share it on social networks 

using their iPads. 

Summary
“Our customised CRM platform is helping 

us support the office of the future. It has 

given us the ability to differentiate how we 

do our business, helped us communicate 

more quickly and transformed the way we 

view and report on data. It has given us the 

ownership we needed to make changes as 

our business changes: we’ve been able to 

add in new products and services seamlessly,” 

concludes Thorpe. 

For further information contact
Gap Consulting Ltd, 1 Royal Court

Gadbrook Way, Gadbrook Park,  

Northwich, Cheshire, CW9 7UT

Tel: 0800 019 2406

www.gapconsulting.co.uk

“I’d say that partnering with Gap Consulting has been one of 

the best decisions we’ve made in six years and given us our 

best return on investment in the last ten years. One of the best 

things we’ve done is move to Microsoft CRM and Gap has 

played a key part in us getting the best value out of it.”

JON THORPE, MANAGING DIRECTOR AT ACS 


