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“

The capability of the system to do even
more than we needed meant we could
improve our business in line with Connex
One’s functionality.
Emma Stewart, Head of Service

”

OVERVIEW
It’s fair to say that you may be more familiar with Gulf for
having 117 years of history in a range of fields including
motorsports, fuel, oil and lubricants. But in 2018 Gulf went
from horsepower to house power and launched a gas and
electricity supply company in the UK.
As a new entrant in this competitive industry, aside from
offering great value, it was imperative for Gulf to provide
exceptional customer service to enable them to stand out.

THE CHALLENGE
In order to deliver the exceptional customer service levels
they had targeted, Gulf Gas and Power needed to bring
their outsourced customer service in-house. A process the
project team knew from previous experience would require
some infrastructure and a flexible, modern Cloud Contact
Centre solution that had a variety of features benefitting
both customers and their own staff.

GOALS
The team at Gulf Gas and Power invested time in creating
and understanding their business requirements to make the
best decision, deciding on three main criteria for choosing
the solution; flexibility, support and capability.
From a capability perspective, Gulf Gas and Power needed
a solution that would support both inbound and outbound
activity, offer real-time reporting and enable the business
users to build their own campaigns.

“My advice to anyone
looking to make a
decision on the best
Cloud Contact Centre
solution is to invest
time in creating
and understanding
your business’
requirements”
Emma Stewart,
Head of Service

THE SOLUTION
The team selected Connex One as it fulfilled these goals:
Flexibility - Combined with the functionality fulfilling the capability need, the ease of integration of
Connex One with the rest of Gulf Gas and Power systems limited risk
Support - The full-time availability of technical support was key to the decision to select Connex One
Capability - The functionality of the platform exceeded the project teams initial requirements,
enabling them to improve the business in line with Connex One’s functionality.
In addition, commercial risk was also a big factor, so the simple pricing model, monthly fee and
payment structure made the Connex One solution an attractive one.

“A recommendation from another business offered us the
peace of mind that we had selected the right solution for our
requirements”
Emma Stewart, Head of Service

THE RESULTS
Rapid time to value - Simple setup, easy to use dashboards and training, meant Gulf Gas and Power
were able to quickly see value from the platform with limited disruption to the business.
Service efficiency - The project team were able to develop
processes, reports and activities to drive efficiencies
across all service channels, focussed on key performance
measures including speed to answer, abandon rate, call
handling times and first contact resolution.
Customer Insight - Effective reporting and analysis on
the reasons why customers contacted the service team
allowed Gulf Gas and Power to improve other areas of the
customer experience, including the website, online tools,
customer communications and technical support.

THE CONNEX ONE PLATFORM
The Connex One Customer Engagement
platform enables interactive sales support
and customer service on a variety of channels
through a secure, cloud based, omnichannel
engine, efficiently orchestrating each
conversation and the agents that respond.

14m

The Connex One
Customer Engagement
platform handles over 14 million interactions per day

25%

Our clients have seen a 25% increase in sales within
the first 4 weeks of using the platform

33%

Our clients have seen a 33% increase in sales
team performance with the implementation of
gamification through our platform

91%

We pride ourselves on providing high levels of
customer service and that’s why we have received a
91% satisfaction rate from our clients.
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