
CRM SUPPORT

EXECUTIVE SUMMARY 
Your CRM business applications are an essential part of your organisation and need to 

perform at all times. You need the assurance that you have access to the right expertise 

to help keep these systems reliable, secure, cost effective and performing as needed.

However, whether you are embarking on a new CRM venture or replacing an existing one most 

organisations aren’t always setup to provide their own levels of CRM support effectively. We are 

happy to provide the on-going support you need, whether we have worked with you in the past or 

if this is a new relationship. Starting with an initial service assessment to identify your needs, we can 

help you keep your critical CRM systems running smoothly.

Gap Consulting provides comprehensive support service options that give you peace of mind and 

assurance over operational efficiency and system stability. We develop long term relationships with 

our customers that focus on improving their systems and processes to give them on-going competitive 

advantage. We are confident we can deliver the support you need at a cost to suit your business.

THE SOLUTION
Gap Consulting designs, implements and provides on-going support for Microsoft 

Dynamics CRM systems across a wide range of customers. Whatever the size of your 

organisation and whether we have helped you implement your CRM system or not, we 

can offer you our expertise via our support service to ensure your CRM system works for 

you (subject to an initial service assessment where we have not been involved to date).

CRM support keeps your vital 
systems running smoothly

 Gap Consulting have  

 been excellent to work 

with. They have understood 

our business requirements and 

our values as an organisation, 

ensuring that the solution 

is fit for purpose. They have 

been very responsive  

to our needs.

Stephanie Hague, Head of Learning 

at Merseytravel



Optional Support Services

Gap Consulting can provide you with a range 

of tailored CRM services and expertise, and a 

series of support service enhancements, such 

as offering extended hours, a named account 

manager, additional consulting days (as 

needed) and monthly management meetings. 

We would be very happy to discuss your 

particular needs with you.

THE BENEFITS
• Confidence that your CRM system is 

working properly.

• Fast response times to keep you operational.

• Dedicated and certified support engineers 

on hand.

• Access to CRM specialists when needed.

• Notification of all Microsoft fixes and 

updates.

• Early identification and resolution of issues.

• GAP Support portal gives easy management 

of incidents.

• GAP Account Manager and monthly reports 

keep you in control

WHY GAP CONSULTING?
We are a business based in the UK and we pride 

ourselves on the reputation we have achieved 

for delivering a quality service that’s responsive 

and personable at an affordable level.

We are a Microsoft Gold partner, meaning we 

are fully supported to help improve products, 

our processes are well established, tried and 

tested, and we have support from Microsoft 

resources 24/7.

Put simply, we help ensure our clients remain 

100% operational.

WHAT TO DO NEXT 
To find out more about how Gap Consulting’s 

Support service could help your business 

contact us on 0800 019 2406 or  

info@gapconsulting.co.uk. One of our 

consultants will be happy to discuss your 

requirements further. 

CRM SUPPORT

support engagement. It is assumed that you 

will provide Gap Consulting with reasonable 

remote access when required, as Technical 

Incident resolution may take longer otherwise.

7. Third Party Add Ons: By providing 

full transparency from the outset through 

our initial service assessment, we ensure 

everyone is clear on the scope of which 

third party add-ons are covered by Gap 

Consulting’s support service.

8. Microsoft Time: As a leading Microsoft 

partner, Gap Consulting participates in the 

Microsoft Partner Advantage Plan, giving us 

a close relationship with Microsoft, including 

access to expert technical resources, 

personalised services and faster response  

to problems.

9. Monthly reporting: Every month you 

will receive a bespoke Dynamics CRM report 

that details cases and solutions, providing 

confidence that we are meeting our service 

requirements.

10. Change Advisory Support: We provide 

advice (following ITiL’s methodology) when 

you wish to customise your application, to 

ensure any changes do not negatively impact 

on your existing solution design.

11. Interface support: As part of the 

initial scoping exercise we will review your 

integration requirements. This forms part of 

the support agreement to ensure integration 

and interfacing is right for your requirements.

 

Service Assessment

Gap will review the current landscape 

and complexity of your CRM system and 

work closely with you to understand your 

requirements. From this we can agree the 

most appropriate level of service you require 

to support your CRM 

system. No matter how 

complex, we can provide 

the right level of support, 

giving you peace of mind 

and assurance over system 

stability and continuity.

Standard Support Service

Our standard packaged 

support service is based on 

the following components:

1. Hours of Coverage: 

Gap Consulting provides 

support from 09:00 to 

17:00 Monday to Friday, excluding UK Bank 

Holidays. Extended hours can be offered.

2. Support Levels: Our support service 

operates from level 2 onwards. The client is 

responsible for providing level 1 support, i.e. 

you will attempt to resolve the support issue or 

question internally before escalating it to us.

3. Multi-channel support: We provide 

a range of contact channels to suit you, i.e. 

portal, email and telephone. The standard 

channel is via our support portal. Once our 

support team has opened the incident,  

they will make contact with the customer 

and progress the incident. Customers can 

open, review, update and close incidents  

via the portal.

4. Newsletter: We issue a monthly customer 

newsletter with Microsoft Dynamics CRM 

news, roll-ups and service updates, helping 

you stay up to date. We will always notify 

you of any product enhancement, fixes or 

major releases.

5. Multiple environment support: 

Organisations often have multiple 

environments, such as development, test, 

train and production. We can provide support 

for however many environments you need.

6. Response Times: Our clearly defined 

service level agreements set out response 

times based on urgency and impact, and 

range from 15 minutes to 1 day. These 

are agreed by all parties at the start of the 

For further information contact
Gap Consulting Ltd, 1 Royal Court

Gadbrook Way, Gadbrook Park,  

Northwich, Cheshire, CW9 7UT

Tel: 0800 019 2406

Email: info@gapconsulting.co.uk

www.gapconsulting.co.uk


