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Executive Summary 

Gamma is delighted to respond to confirm our pricing and capabilities for Hosted Telephony 

services for CUSTOMER.  

• Unrivalled Customer Experience 

The most important part of any Hosted Voice deployment is the customer experience. By 

owning and controlling all parts of the service Gamma can offer a level of service that other 

providers are simply unable to replicate. Gamma owns our own data infrastructure that is used 

to run the hosted voice service over, proactively manages the edge and core routers, and can 

offer guarantees that the all-important voice packets will receive priority across the data 

infrastructure. Gamma also manages our own voice core network which is used to deliver the 

voice elements to the outside world. Furthermore, the hardware deployed and the software 

used in the Horizon service are again all owned and managed by Gamma. Only by managing 

every piece of the service deployment can Gamma control the quality of service in the way we 

do.  

• Quality of access 

One of the persistent problems with hosted deployments is inadequate bandwidth on DSL lines 

designed for data. Gamma’s constant pursuit to raise the levels of service we can offer to our 

partners led us, in 2010, to build our own ISP infrastructure. The primary reason Gamma 

decided to take this path was because no other ISP at the time could provide the levels of 

access quality needed to run hosted telephony services over data connections. This decision 

now enables us to offer a full range of managed data services to CUSTOMER, from Assured 

DSL based Services for small sites, right through to a full Ethernet portfolio designed for large 

offices including converged technologies over the likes of EFM and FTTC. Furthermore, as the 

data network is supported by the same people as the hosted voice services, CUSTOMER can 

be guaranteed that if a problem occurs there is one single point of resolution within Gamma.  

• Financial stability 

Trusting your voice services to a third party is a big decision for any business. Ensuring that 

you select a partner with the right level of financial stability is vital, as a failure of a partner can 

lead to catastrophic consequences to your business. Gamma is a debt free, fast growing, 

profitable business that is trusted by some of the largest telephony providers in the UK.  

• High resilience and security to ISO standards 

Gamma’s hosted voice service not only leads the way in terms of the customer experience 

offered by the graphical user interface and feature set, but also offers CUSTOMER the levels 

of resilience and security that it needs to service its customer base. Gamma holds both 

ISO22301 and ISO27001 standards, which are mandatory to service the enterprise market. 

ISO22031 shows Gamma has evaluated the business risks and has built comprehensive 

business continuity plans for all our services and infrastructure. The ISO27001 award (as well 

as ND1643 for network interconnect security) shows that Gamma has the relevant Information 

Security Management and assures CUSTOMER that its customers' data will be kept 

confidential and secure.  
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• A modern slick interface for the UK market 

The hosted voice service deployed by Gamma is built using a bespoke GUI (graphical user 

interface) which is then powered by a number of application platforms. Gamma uses Broadsoft 

to provide most of the core features on the hosted service, however where Gamma has our 

own application platforms in the network (call recording and call queuing for example), the GUI 

is built to talk to these. This means that we have a commercial, technical, and flexibility lead 

compared to other Broadsoft only platforms and crucially provide and own an interface that 

uses straightforward language and navigation (unlike the raw Broadsoft GUI designed for a US 

and global market). At the end of the day it is only the GUI and the handset that the customer 

sees and it has to be slick. 

• Seamless deployment 

As Gamma has enjoyed growth in its next generation voice products, we have invested in 

operational improvements to ensure that our partners can best service their customers. These 

improvements include a market leading portal that enables CUSTOMER to port and provide 

numbers in a scalable and automated fashion. Last year Gamma ported in over 475,000 

numbers from other providers to its hosted telephony, SIP and inbound platforms. Porting has 

become a real USP for Gamma and will give CUSTOMER an operational edge over that of 

other hosted providers. 

• Competitive pricing 

Gamma recognises the need to be commercially aggressive. Gamma offers: 

- Free calls to UK destinations (01,02,03) 

- Free calls to UK mobile destinations 

- Free selected Cisco, Polycom or Yealink handsets (when purchased with our access 

services on a three year term) 

- Free fraud management 

 

We look forward to discussing our proposal in more detail and welcome any questions you may 

have in the meantime. 
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Gamma's Hosted Telephony 

Service - Horizon 

Our hosted "Cloud" IP telephony solution essentially offers the same features and benefits of a 

normal IP Telephony solution, with the exception that most of the infrastructure - and consequently 

complexity - is held within Gamma's core network and secure Data Centres - thus removing the 

need to host, manage and maintain PBX equipment locally. 

We therefore propose to replace the current telephony solution, including the removal of any on-

site PBX and handset equipment (and all associated maintenance contracts), with Gamma’s 

Horizon, complete with fully configured Cisco, Polycom and Yealink handsets. 

What is Horizon? 

Horizon is Gamma’s hosted telephony system designed to deliver a complete feature rich and 

versatile telephony solution for the single office and extension, through to multi-site offices requiring 

multiple extensions. 

It enables the end user to administer and control their telephony (including a whole array of calling 

and network features) through a web-based control panel. 

It is available on a range of customer premises equipment (CPE) from multiple manufacturers, 

configured uniquely for use by Gamma, and includes a fully managed complete service wrap, from 

installation and training, to complete front line support and on-going maintenance where required. 

In addition to the call management features you would expect from a standard PBX, Horizon 

provides extra services such as; call recording, auto-attendant, desktop assistant, hunt groups, 

disaster recovery options, twinning and end-user profiling, with further applications being developed 

as the service continues 

to evolve. 
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The Horizon service is a cost effective alternative to on-site PBX and ISDN that gives your 

customers' businesses flexibility and business continuity. Benefits include: 

• Cost effective – Hosted Voice is typically more cost effective than on-site PBX and ISDN. 

Free calls to local, national and UK mobile as well as internal calls between users and offices 

(including international calls and lower line rental costs for multi sites) reduces your overall 

call spend. 

• Flexible geographic numbering – allows you to move office and keep your same geographic 

number without any on-going call forwarding costs and costs associated with new company 

stationary that states your telephone number. 

• Increase productivity – Flexible working, inbound services and self-management ensure you 

get the best out of your workforce. 

• Business continuity – if your office has to be temporarily relocated in an emergency, this can 

quickly and cost effectively be achieved with Horizon. Inbound calls would be forwarded on at 

no extra charge. 
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User features 

The following table shows the standard features included with all hosted voice subscriptions. 

Authentication Account codes 

Authorisation codes Automatic Call Back 

Busy Lamp Fields Call Admission Control 

Call Capacity Management Call Forward Always 

Call Forward Busy Call Forward No Answer 

Call Forward Not Reachable Call From Anywhere (Remote Office) 

Call Log/history (Top 10 missed, received, dialled) Call me Anywhere 

Call Notify by Email Call Park 

Call Pickup Call Return 

Call Recording Inbound Call Recording Outbound 

Call Transfer Call Waiting 

Calling Line Id Blocking Calling line id Delivery (External) 

Calling line Id Delivery (Internal) Calling Name Retrieval 

Calling Plan Call Hold 

Distinctive Ring Diversion inhibitor 

Do not Disturb Hot Desking 

Hunt Group – Circular Hunt Group – Regular 

Hunt Group – Simultaneous Hunt Group – Uniform 

Hunt Group – Weighted Distribution Instant Group Call 

Last Number Redial Music on Hold 

Music on Hold User Ad-Hoc Conference Calling (max 4 participants) 

Pre-set availability Profiles Scheduling on Auto Attendant 

Scheduling on Hunt Group Selective Call Rejection 

Sequential Ring Site Administrator 

Single Digit Dialling Three way Call 

Two Digit Dialling Voice Messaging – User and Hunt Group 

 

Further details on features can be found in the attachment below, double click on the icon to access: 

Horizon Feature 

List
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Bolt-Ons 

Bolt-ons have been designed outside of the core Horizon provision to offer more specialised 

customisation of the service.  

The current bolt-ons available are: 

• Call Centre 

• Call Recording Storage  

• Call Queue Group 

• Desktop Client software 

• Receptionist Console 

• Akixi Call Management and Contact Centre Reporting Service 

• Horizon Integrator - Click-to-dial, Outlook and CRM Integration 

 

Call Centre 

An extension to the Horizon hosted telephony platform, this add-on service enables businesses to 

easily manage their call centre environments through the creation of supervisors and agents. It 

allows more detailed reporting on agent behaviour, customisable messaging to callers - including 

estimated wait and call queue position, and increased capacity for queued calls. 

Additional licences that can be ordered are: 

• Call Centre Agent 

• Call Centre Agent Client 

• Call Centre Supervisor Client 

 

Features include:  

• Monitoring agents, statuses 

and queues 

• Call Barging 

• Unavailable codes 

• Escalations 

• Call queue messaging 

• Call distribution 

• Agent Log In/Out 

• Agent States 

 

Call Recording Storage 

Provided in a range of charging tiers and designed to complement the on demand or X% of calls 

recorded capability over both user and groups. 
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Call Queue Group 

A basic simultaneous Hunt Group with the ability, should all users be engaged, to queue up to 25 

calls at the network level. Each Call Queue Group can be customised with its own Welcome, 

Comfort, and Hold music/messaging and has the added capability of a user breakout. 

Charging is only applied to a user who can be part of a Call Queue Group, therefore you could have 

3 users over multiple groups and only be charged for those 3 users, rather than users per group. 

Desktop Client Software 

Separate from the core Horizon web interface, a Horizon client 

can be added to any PC or MAC to offer an easy to use desktop 

client for the Horizon service.  

Within this client the customer will have the ability to: 

• Manage incoming calls 

• Make outgoing calls both from the Horizon Handset or the 

Horizon Client 

• Manage call settings such as call forwarding, twinning, 

remote office 

• Send Instant Messages to other members of the “Company” 

or other IM contacts where publicly available 

• View the Presence of a contact for both telephony (on the 

phone or not), and client (availability profiles) 

• Access the company directory 

 

The desktop client software can be downloaded from our Horizon website and is available for use 

against an existing user subscription - therefore does not incur additional subscription costs over 

and above the cost of the client bolt on. 

Receptionist Console 

To complement the Horizon web interface a dedicated receptionist console is available to manage 

incoming calls over a single or multiple sites. 

This console provides the ability to: 

• Monitor incoming calls to key numbers over all Horizon sites 

• Monitor fixed (200) or dynamic (800) users over all Horizon sites 

• Monitor call queues and adjust priority of callers within these queues 

• Add notes to contacts to show related information such as leave 

• Establish and manage conference calls in the site 

 

The receptionist console is provided when this additional bolt on is provisioned and uses the chosen 

receptionist user subscription - therefore does not incur additional subscription costs over and 

above the cost of the console bolt on. 
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Akixi Call Management Reporting  

For a more comprehensive reporting solution, Gamma has teamed up with Akixi to provide full call 

logging, call management, wallboard and ACD reporting systems available in real-time. 

• Real time stats – Wall boards with real time traffic information and alarms to ensure critical 

routes into the business are constantly monitored. 

• Accessible from any internet-facing device – Use the service through traditional desktop 

devices or monitor on the go through your mobile.  

• Abandoned call recovery – Ensuring if you do miss a call, you can see instantly if it has been 

returned. 

• Activity and extension activity monitoring – Quickly and easily monitor key extension or call 

routes to ensure they are working efficiently. 

• Cradle to grave reporting – Monitor a call throughout its path within your organisation by 

seeing every divert leg and call detail, easily and accurately segmented, for identification. 

• No server on site – Allowing multi-site monitoring and business continuity in the event of an 

emergency. 

 

  



 
 

Customer | Horizon Proposal 

© Gamma 2017. All rights reserved. Confidential. 
 

Page 13 of 45  
 

Horizon Integrator 

Integrator is a powerful piece of software that allows a user to control their Horizon service from 

their desktop without having to log in to their Horizon portal or navigate through phone menus. In 

addition, the software integrates with a user’s Outlook program making contacts easily accessible 

and dial-able from Outlook and the desktop. Accessing key features and settings becomes very 

quick and easy, and finding and dialling contacts very fast - helping users to work more efficiently 

and be more productive. 

Telephony presence (with Click to Dial) is also provided for up to 20 work colleagues, definable by 

each user. Furthermore, for those businesses who use Microsoft Lync ®, they will enjoy the benefit 

provided by the integration of Horizon’s phone status with a user’s Lync status (on a call or DND). 

Key features provided are: 

• Click to Dial from Outlook ® 

• Screen popping from Outlook ® contacts and Horizon Company Directory 

• Click to Dial from web pages 

• In-call control features – hang up, hold, deflect, consult and transfer 

• Desktop feature control – Do Not Disturb and Forward All Calls 

• Desktop Address with Click to Dial (searches Horizon Company Directory and Outlook 

Contacts) 

• Desktop Call History  

• Desktop Recent Call Search 

• Telephony Presence (with Click to Dial) 

• Integration with MS Lync ® status (on a call or DND)  

 

Integrator CRM provides the full functionality and associated benefits of Integrator, as well as 

providing integration with 20 of the top CRM systems in the UK market today. The additional CRM 

functionality provides screen popping and Click to Dial from the chosen CRM and integrates it with 

the Desktop Address Book with Click to Dial. 

  



 
 

 

Page 14 of 45 

Customer | Horizon Proposal 

© Gamma 2017. All rights reserved. Confidential  

 

Mobile / Tablet Apps 

Gamma has developed a Mobile Application that adds value and ease 

of use for users of the Horizon hosted voice service. 

The mobile client is available as a downloadable app on Android. Both 

apps enable the user to: 

• Make a call over WiFi or GSM 

• Send messages with Instant Messaging to other contacts and 

other messaging systems 

• Access the individual users' telephony settings for complete call 

control including diverts, transfers, conferencing, profiles, remote 

access etc.  

• Enable Telephony and Client Presence 

The mobile client will provide you with the opportunity to significantly reduce mobile call costs by 

pushing calls over WiFi and therefore potentially utilising your mobile data packages.  

PC clients 

The Horizon product can be associated with an additional PC client 

that provides enhanced and easy to use services to users of the 

service. 

The desktop client is installed on the users’ Windows enabled desktop 

or laptop and will give the user the ability to: 

• Make calls from their phone or computer 

• Send messages with Instant Messaging to other contacts and 

other messaging systems 

• Access the individual users telephony settings for complete call 

control including diverts, transfers, conferencing, profiles, remote 

access etc. 

• Enable Telephony and Client Presence 

• Log in as an Agent to a Call Centre and select agent status 

Remote Working 

Remote office allows the end user to use their home phone, mobile, or even a hotel phone as their 

business phone. This application allows the user to make phone calls from this remote phone and 

have them billed to the business. This service also directs all calls coming to the user’s business 

phone number to ring the remote office phone. 

Alternatively the user could plug their office handset into any internet facing network anywhere in 

the world and they would still make and receive calls using their UK DDI. 
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Services Supported by Horizon 

As part of the core product offering we also provide the following services: 

Call Barring 

Call barring is available for the following destinations: 

• UK national – 01, 02, 03 

• UK mobile – 07  

• UK non-geographic (05, 08 and 09) 

• International – 00, 155 

• International mobile 

• Directory Enquiries (118 XXX) 

• Operator Services - 100 

 

CLI Presentation  

CLI Presentation is supported on Horizon and allows an administrator to present a choice of either 

the “Site” number, “Withheld” aka Private or “User DDI”. 

The numbers presented have to be Horizon numbers either allocated at point of order or ported to 

the Horizon product.  

Alternative Number Presentation is also available where any number owned by an End User can 

be presented, as long as it meets Ofcom guidance on CLI Presentation.  

This means it must be: 

1. A Diallable number, or 

2. A number that has been received from the public network and passed on unchanged 

3. It will have been allocated either to the caller or if allocated to a 3rd party only used with the 3rd 

party’s explicit permission 

4. It must not be a number that generates an excessive call charge (i.e. one prefixed 090 or 091) 

5. It is supported by an underlying network number and service 

 

For calls to the Emergency Services Operator, the presentation to the Called Party will always be 

defaulted to the Site Number allocated to the Company, and where address information is stored. 
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Call Diverts  

Where call diverts are setup from the Horizon user account to an external number then the following 

rules will be applied: 

User Provided CLI / 
Outgoing Caller ID  

Presentation to Called Party *  CDR Record * 

Site Number  Site Number Site Number 

Private  The displayed “presentation” to the called party will be dependent 
on what is supported within the destination network. For example 
“Unavailable” or “Private Number” may be presented to the called 
party  

Site Number 

Individual CLI  Individual CLI Individual CLI 

 

* Note: In the case of call divert, the Presentation CLI and CDR Record entry will be a number from the HORIZON 
Platform, not the originating CLI of the calling party. 
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Handsets 

Horizon offers a choice of Polycom, Cisco or Yealink IP handsets, from an entry point phone for the 

home worker, to the executive handset at head office. Unlike other solutions, an installation can 

combine manufacturers in any configuration to ensure the best handset is used for the customer’s 

requirement. All of our handsets are pre-configured before being sent to site and designed to be 

plug and play. The only manual intervention required will be plugging the handset into a PoE switch, 

the handset will then load all the firmware required and automatically connect to the Horizon 

platform. 

A sample of handsets is provided below: 

Cisco 

 

Cisco 525G 

• 2 line/3 function keys 

• Colour display 

• DND key 

• Redial 

• Transfer key 

• Call return 

• Conf. key 

• PoE or PSU power 

Cisco 504G 

• 2 line/ 2 function keys 

• DND key 

• Redial 

• Transfer key 

• Conf. key 

• PoE or PSU power 

 

 

Cisco 122 

• Analogue Terminal Adapter 

• Horizon Specific 

• 1 port enabled 

Cisco SPA 500 DS 
expansion unit 

• 15 programmable buttons 

• page for up to 30 functions 

• 2 consoles can be linked 

• suitable for the Cisco 500 
series 

 

 

Yealink 

 

Yealink W52P DECT Phone 

• 50 Metre indoor/300m 
outdoor range 

• Option to add additional 
repeater 

• Up to 5 handset per base 
station 
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Polycom 

 

Polycom VVX 201 

• Entry Level 2 Line Handset 

• 4 soft keys 

• 4-way navigation cluster with 
centre "select" key 

• HD Voice 
 

Polycom VVX 310 GigE 

• Backlit grayscale graphical 
LCD 

• 6 line or speed dial keys 

• HD Voice 

• 2 x Ethernet GigE  

• Hard Keys: 12-key dial pad, 
home, speaker, mute, 
headset, volume, messages, 
hold, transfer 

• 4-way navigation cluster with 
centre "select" key 
 

 

 

Polycom VVX 411 GigE 

• 3.5" TFT 

• 12 lines or speed dial keys 

• HD Voice 

• 2 x Ethernet GigE 

• Hard Keys: 12-key dial pad, 
home, speaker, mute, 
headset, volume, messages, 
hold, transfer 

• 4-way navigation cluster with 
centre “select” key 

• USB port 
 

Polycom VVX 500 
Touchscreen 

• 3.5” TFT (320x240) 

• Up to 12 line appearances 

• HD Voice  

• 2 x Ethernet 10/100/1000 

• “Green” – low power 

• Hard Keys: 12-key keypad, 
home, speaker, mute, 
volume, headset 

• Headset & Accessories: RJ9 
wired headsets, Wireless 
connectivity via electronic 
hook-switch 
 

 

 

Polycom VVX600 

• Gesture based, multi-touch 
capable capacitive 
touchscreen 

• 4.3” LCD (480x272) 

• 16:9 aspect ratio 

• Integrated Bluetooth 

• Up to 16 line appearances 

• HD Voice 

• 2 x Ethernet 10/100/1000 

• “Green” – low power 

• Hard Keys: 12-key keypad, 
home, speaker, mute, 
volume, headset 

• Headset & Accessories: RJ9 
wired headsets, Wireless 
connectivity via electronic 
hook-switch 
 

Polycom 7000 Conference 
Unit 

• 20ft (6.1m) microphone 
pickup 

• Optional expansion 
microphones or multi-unit 
connectivity 

• Automatic Gain Control 
intelligently adjusts the 
microphone sensitivity based 
on where participants are 
seated 

• Resistant to interference 
from mobile phones & other 
wireless devices 

• POE or optional PSU power 
 

 

 

Polycom 5000 

• 12-key keypad 

• 4 soft keys 

• full menu 

• 7 foot range 

• PoE or PSU power 
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Polycom VVX expansion 
module LCD-based 

• 1 x VVX Expansion Module 
can be attached to any VVX 
phone 

• 4.3" LCD (480x272 pixel 
resolution) 

• Colour graphical user 
interface 

• 28 multifunctional line keys 
configurable as line 
registration, call appearance, 
speed dial, DSS, or BLF 

• Dual-colour (red or green) 
illuminated LEDs for line 
status information 

• 3 page keys for additional 
line appearances (up to 50 in 
total) 
 

Polycom VVX expansion 
module Paper-based 

• 1 x VVX Expansion Module 
can be attached to any VVX 
phone 

• 40 multifunctional line keys 
configurable as line 
registration, call appearance, 
speed dial, DSS, or BLF 

• Dual-colour (red or green) 
illuminated LEDs for line 
status information 

 

 

As part of Gamma’s development programme we are continually reviewing the handsets and CPE 

devices and will look to add devices that provide overall value to our customers. 

Portal 

Horizon’s web portal has been specifically designed by Gamma’s in-house development teams to 

provide a positive user experience for both using the service and monitoring performance. Through 

the web portal you can implement a wide range of features in real-time either at a company, site, 

or user level - giving you and your customers full and easy control of your/their entire telephony 

environment, even over multiple sites. 

This offers improved efficiency, leading to increased productivity through lack of downtime and 

speed of change, and saving on expensive and numerous IT resources required for site visits and 

manual infrastructure intervention. 
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Management Information 

Horizon has a complete statistics package that provides call logs 

on company, site or user level. This can then be drilled down to 

internal or external, inbound or outbound, and defined by date and 

time. A graphical representation is also provided giving details on 

missed, answered or engaged calls on a monthly, weekly and 

hourly basis. It also provides details of where callers are calling 

from together with who within the organisation is making the most 

calls, or receiving the most calls. These call logs can then be 

downloaded for further interrogation  

 

 

 

 

A more comprehensive reporting solution 

is available via our partners Akixi which 

provides full call logging, call 

management, wallboard and ACD 

reporting systems all available in real-time. 

 

 

Access 

As part of the overall service, Gamma can provide a wide range of data products. For small site 

offices we offer a range of voice prioritised and guaranteed throughput connections through our IP 

Assured range, whereas for head offices or larger deployments requiring converged data access, 

Gamma has a range of Ethernet, FTTC and EFM solutions. 

One of the key benefits of using the portfolio of Gamma access solutions is that CUSTOMER's 

customers’ voice traffic will never leave our network when making or receiving calls. This ensures 

our ability to guarantee the quality of every business call made.  Furthermore, should an issue 

occur, there is only one phone call needed - to a helpdesk that has sight of the entire call route from 

CUSTOMER’s customer’s site. Gamma can assist CUSTOMER in resolving the customer’s issue 

whilst on the phone with the CUSTOMER support desk. 

The Gamma network and company philosophy leads on quality of service, reliability, scale and 

security. This allows CUSTOMER to pass on the highest quality of telephony experience to the end 

customer. 

Should CUSTOMER wish to use a preferred supplier for access other than Gamma, or there is an 

existing connection already, the Horizon product offering is compatible with any publicly available 

access solution. 

Administrator 
Functions: 

Moves, Adds and 
Changes 

Site Management 
Schedules 
Call Barring 

Number Management 
Call Policies 

Music on Hold 
Auto Attendant 
Hunt Groups 
Conference 

management 
Device management 

Directory Management 
Recorded Call 
Management 

Statistics 
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Disaster Recovery 

The Horizon service offers a number of DR solutions: 

• Number Unreachable – if the Horizon platform cannot forward a call to its destination due to a 

site power outage, access issue etc. then it will automatically forward to a predefined 

destination. This could be a user’s mobile, another site, a voicemail box, an auto-attendant 

with additional call routing options etc. 

• Twinning – all users have access to twinning, or simultaneous inbound calling. This enables 

the user to specify a number of devices that will simultaneously ring when their DDI is called. 

This could include a mobile phone, so if the site goes down for whatever reason, the user’s 

mobile will still ring. 

• Hunt Group Forwarding – if a hunt group is not answered within a user predefined time, then 

a call forward number can be added, this could be to another hunt group or site. 

• Portal – all users’ parameters can be changed from the portal which can be accessed from 

any device. A user could therefore activate or deactivate their call forwarding remotely for 

example, or change an auto-attendant message. 

 

  



 
 

 

Page 22 of 45 

Customer | Horizon Proposal 

© Gamma 2017. All rights reserved. Confidential  

 

Platform Architecture 

Gamma's Horizon service is based on the following outline architecture: 

• The core of the service is a fully resilient Broadsoft Broadworks platform deployed in two 

geographically diverse data centres, managed and operated by Gamma in the UK. Broadsoft 

Broadworks is the market leading multi tenanted softswitch in the world and Gamma has 

deployed the most up to date version available in the UK - enabling us to bring new services 

to market in a cost effective and timely manner. 

• The Broadworks platforms are embedded in the core Gamma MPLS network and are 

augmented by a number of Gamma developed and supported applications providing the 

following additional services : 

- User Portal access - providing users an industry leading, intuitive and easy to use web 

interface to control and manage the service. 

- Core Network based services such as Call Recording and voicemail are provided from 

the Core Gamma application servers that are scaled to support the entire Gamma product 

requirements.  

• The Horizon product utilises the Gamma core network SBCs/softswitches to ingress / egress 

traffic to the wider PSTN. This core network supports approximately 800million minutes per 

month of UK business traffic. 

• The GUI or Graphical User Interface used by Gamma has been developed at the cost of 

£2.4m and it gives a unique look and feel to the product and enables it to be differentiated 

from the other “me too” Broadsoft soft platforms available in the UK. 

• Perhaps more importantly, it allows Gamma to control which core application platforms are 

used by the GUI. For example, Gamma is being deliberately disruptive in the market of call 

recording as we have our own platform and do not need to source this from Broadsoft. This 

gives us a significant commercial advantage over service providers who simply offer the 

Broadsoft platform alone. 

  

ʽ 
As a long-term BroadSoft partner, Gamma has grown to one of our largest 
customers in the UK. Gamma is a preferred BroadSoft distributor in the UK to 
communications providers seeking hosted Unified Communications services. 
Mark Llewellyn 

Director Solutions Marketing, BroadSoft Inc. , 
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This architecture allows Gamma to provide a highly resilient, available and scalable Hosted Voice 

Platform that can accommodate CUSTOMER's requirements. Furthermore, in January 2013 

Gamma gained full certification for the ISO22301 Societal Security standard (formerly BS 25999 

Business Continuity Management). ISO22301 is based on a detailed business impact and risk 

analysis that enables us to build comprehensive business continuity plans and appropriate 

exercises and test plans for our products, services and infrastructure. 

The plans and test schedules are reviewed on a regular basis by independent external auditors to 

ensure that they are effective and appropriate. Compliance with the standard brings many business 

benefits including: 

• increased resilience when faced with organisational threat 

• improved competence to maintain critical business services through action plan rehearsal 

• enhanced capability to handle disruption and protect brand reputation for Gamma and its 

partners 

Gamma believes that we are unique in the hosted voice market in gaining such a certification.  Other 

large UK carriers of course will have this, but they source their hosted platforms from vendors that 

do not adhere to these stringent standards. CUSTOMER can trust that its customers are procuring 

services from a provider that takes risk and business continuity seriously. 
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Capability 

Gamma has provided Hosted Voice services via Channel Partners since 2006 and has 100,000+ 

connected users to our Hosted Voice platforms, 275,000+ channels of SIP and 986,000+ intelligent 

inbound numbers providing enhanced call routing. The number of hosted seats is growing rapidly 

as Horizon (Gamma’s primary hosted voice platform) is adopted by our 750 strong partner base. 

Other unique selling points Gamma can offer CUSTOMER are:  

• The ability to provide a full end to end managed service for customers, including Assured 

Broadband and Ethernet services delivered on Gamma's own infrastructure. All services are 

provided with a full SLA and all managed directly by Gamma provisioning and support staff. 

• The Gamma Hosted Voice Service is supported by a range of fraud management and billing 

solutions all designed to ensure that CUSTOMER can provide a complete solution to the end 

customer and an unparalleled service / billing experience. 

• Full automated UK numbering for both port and provide, with a full project management wrap. 

• A single portal for all provisioning and service support. 

• The ability to work with customers in customising the user portal to reflect their corporate 

branding requirements. 

• Integrated dial plan and free of charge on-net calls with SIP, especially useful for large 

enterprises that wish to combine the use of hosted voice for small branch offices and 

enterprise IP PBXs for the larger sites, creating a Gamma SIP and hosted Horizon hybrid 

solution. 
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Why Gamma? 

Financial Strength 

Founded in 2002, Gamma has maintained a position of financial strength from the outset. The 

company now employs over 700 people spread across sites in Glasgow, Manchester, Newbury, 

London, Port Solent and Budapest. Our latest published financial report showed gross profit up 

20% to £98.8m and EBITDA growing by 20.8% to £34.2m. As well as being debt free, Gamma has 

a significant asset base which includes its wholly owned Tier 1 fibre network. Much of Gamma’s 

recent financial success has come from adding software based fixed and mobile communications 

services that use the core network asset as a platform. 

Our financial strength has allowed us to form some key strategic partnerships with blue chips such 

as Vodafone, Microsoft, Cisco and Polycom. This financial strength ensures that both our channel 

partners and their end-users can have confidence that Gamma will be around to provide their 

business critical communication services for time to come. 

 

Commercial Flexibility 

Gamma aims to have the greatest commercial flexibility of any Tier 1 carrier within the 

Telecoms Sector. One of the reasons we are able to offer such great commercials is due to the fact 

that we own and maintain our own voice and data networks, meaning we buy as a carrier and are 

able to negotiate exceptional buy rates on our products. Couple this with the sheer spend of a £213 

million pound turnover business, and our partners are able to garner the benefit of the economies 

of scale this creates. Gamma is also happy to be commercially supportive of our partners’ 

businesses with regard to funding of acquisitions and enhancing cash flow with cash up front 

incentives. 

In addition to this, we are also in a position to be flexible on individual products due to the breadth 

of our portfolio and the fact that we own the infrastructure. When a reseller takes numerous products 

from the Gamma Portfolio, we are able to look at the overall margin of the account when performing 

reviews of individual products within the portfolio. As such, we are often able to offer additional 

discount on an individual product, by off-setting this against other products taken within the portfolio. 

A prime example of this is the free handset offered with Horizon and the additional pricing benefit 

when it is placed on a Gamma access circuit. 

Whilst Gamma understands that any benefits gained from a rate review are important to a business, 

some partners prefer to invest potential savings into joint events for partners and their customers. 

As such, Gamma has access to a wide range of hospitality events, from Club Wembley tickets, right 

through to trips on the Orient Express or going skiing. In addition to these events, Gamma is happy 

to sponsor company days at locations such as outdoor activity centres or go karting, where all staff 

from a business can get involved. The aim for Gamma is to reward the people who have helped us 

to achieve our goals, as well as building deeper relationships throughout our client base. 
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Don't just take our word for it - industry awards 

Company Awards 

Sunday Times Top 100 Best Companies To Work For 

The Sunday Times Best Companies to Work For 2017 recognises the opinion of 

Britain's motivated workforces and it is widely acknowledged as the most searching 

and extensive research into employee engagement carried out in this country. All 

the scores and ratings that are assessed to compile the lists are based on employee 

opinions and companies are scored in the following categories: The Sunday Times 

100 Best Small Companies to Work For (SMEs of up to 250 employees), 100 Best 

Companies to Work For in the 250-4,999 employee range, the 25 Best Big Companies to Work For 

with 5,000-plus in the workforce and the 100 Best Not-for-Profit Organisations to Work For. In 2017 

Gamma was voted the 47th Best Company to Work For. 

Best Company 

Being a Best Company is an external recognition of the emphasis we place on recruiting 

and retaining the best people and giving them the trust and freedom to do a great job in 

looking after our customers, our technology and, ultimately, our future. 

Sunday Times Top Track 250 and Profit Track 100 

The Sunday Times Top Track 250 league table ranks Britain's growth mid-market private 

companies with the biggest sales. The Sunday Times Profit Track 100 table ranks Britain's 100 

private companies with the fastest-growing profits, based on their latest 3 years of available 

accounts. 

  

Industry Awards 

Comms Business Awards 

The Comms Business Awards recognise excellence in the channel. Acknowledging the successes 

of the reseller community, these Awards are one of the industry's most sought-after accolades. 

Gamma has been a consistent winner in its fixed line network award categories since 2008. 
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In 2015 Gamma was awarded ‘Most Innovative Cloud-based Channel Product’ for its flagship 

hosted telephony solution, Horizon. 

 

Launched in 2011, Horizon is widely recognised across the channel as one of the leading cloud 

PBX solutions in the market and is currently sold through Gamma’s extensive network of channel 

partners. 

 

Comms National Awards 

The Comms National Awards are independently judged by a panel of experts to recognise vendors 

for the service and solutions they offer to channel partners and resellers. Comms Dealer magazine 

was the first to recognise excellence in the channel and the Comms National Awards remain one 

of the channel’s most respected and coveted prizes. Since 2009, Gamma has won awards each 

year in one or more of CNA's fixed line, mobile or ISP network categories. 

 

 

  

ʽ 

Right from the start, we developed Horizon in partnership with our Channel Partners 
based on the needs of their customers. We’ve given Horizon lots of clever features 
to help organisations overcome their telephony challenges, with an emphasis on 
customer experience and making it easy for them to manage their own telephony 
estate via an intuitive web interface. Being recognised as the most innovative cloud-
based product in the channel confirms that Horizon really is hitting the spot in today’s 
market. We’re delighted to have won this award, and I’d like to take this opportunity 
to thank our Channel Partners for their invaluable insight and ongoing support in 
helping us make Horizon the product it is today 

 
 Bob Falconer 

Gamma’s Chief Executive 

ʼ 

 



 
 

 

Page 28 of 45 

Customer | Horizon Proposal 

© Gamma 2017. All rights reserved. Confidential  

 

ITSPA 

ITSPA – the Internet Telephony Services Providers’ Association – is the voice of the 

next generation communications industry. They are a UK membership-led organisation 

that represents companies who provide or resell business and residential customers 

voice services over data networks (VoIP) as well as other “over the top” applications 

including instant messaging and video. The membership is a mixture of network operators, service 

providers, resellers, suppliers and consultants involved in a sector that is diversifying rapidly from 

just voice services to other innovative IP applications. In 2016, Gamma won ‘Best VoIP 

Infrastructure’ for its market-leading Gamma SIP Trunks service. 
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Added value - what's in it for you?  

We add value to the provision of telecoms by providing web based solutions which 

speed up provisioning, provide highly accurate, up-to date billing data, and minimise the overhead 

required by our customers to provide a very high quality service. 

The Portal 

Reduced resource requirements 

Whether you want to set up numbers for Horizon or reserve and translate NTS numbers, provision 

Broadband or SIP, you can now achieve all of this through ONE interface - the Gamma Portal. 

Factor in the management information reports which are proactively emailed to our channel 

partners, negating the need to proactively log in and check for updates, and the time required to 

carry out ordering, provisioning or management tasks is drastically reduced.  

Simple, easy processes via one system allow you to streamline your own operations and therefore 

service your customer needs quicker; ultimately allowing you to provide a higher quality of customer 

service. 

 

  



 
 

 

Page 30 of 45 

Customer | Horizon Proposal 

© Gamma 2017. All rights reserved. Confidential  

 

Speedy accurate billing 

Everything you need to bill our services is available at your fingertips. The portal provides everything 

you will need to onward bill and reconcile our services including invoices, pricing and CDRs. 

Gamma’s monthly invoice is supported by a complete itemisation of all calls and charges. The text 

files containing these itemisations can be downloaded from the portal and they are also available 

via FTP.  

 

 

 

Having a single unified billing platform within Gamma enables us to achieve an average billing 

accuracy of 99.9%. In any one month we will typically deliver in excess of 2,000 invoices to 845 

partners.  

 

To underpin our continual commitment to providing and developing best in class billing solutions, 

we are proud to have signed up to the on-going monitoring of our systems by the British Standards 

Institute.  

In recognition of our achievements we have been awarded a BSI Kitemark® License for 

our Metering and Billing services. 

The raising of both pricing and billing queries is also carried out through the portal. Gamma’s billing 

team are qualified, or part qualified, accountants with industry relevant qualifications. One person 

is assigned to any billing query you raise - you won't be passed around from one person to another. 

They will acknowledge receipt of your query and aim to resolve it within 5 working days. 
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Simplified and trackable incident management 

Partners can raise an incident 'Trouble Ticket' online. The progress of all tickets can also be viewed 

through the Portal making the progress easy to track efficiently. 

 

Push reports provide partners with timely feedback on service affecting issues such as late CDR 

file delivery, application issues and faults on our network. Partners are in a position to be able to 

manage the issues effectively and provide comprehensive responses to their customers. 
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Proactive Marketing 

At Gamma we understand the importance of proactive marketing to exploit growth 

from even the strongest product portfolio. Our experienced marketing team are 

dedicated to working with our partners to shape and deliver an effective marketing strategy, 

underpinned by Gamma’s extensive track record and breadth of experience. 

As a channel focussed business, Gamma provides a comprehensive suite of marketing tools and 

capabilities designed to underpin our partners' growth campaigns and strategies. Our industry 

recognised on-line portal gives access to Accelerate, our marketing base, containing a succinct 

overview of each Gamma service, backed up by comprehensive product brochures, white label 

client facing presentations, and case studies.  

Our easily accessed library of customizable collateral and data sheets allow partners to simply and 

effectively project a professional image to their clients whilst strengthening awareness of their own 

brand. These tools are specifically designed with the channel in mind and enable partner sales 

teams to deliver an effective and compelling pitch to both prospective and existing clients. 

To further support our partners, Accelerate provides a fully managed mailer service designing, 

sending and monitoring targeted partner branded e-shots, thereby enabling effective campaigns at 

low cost. These activities, alongside co-hosted events and innovative channel incentives, all focus 

on stimulating revenue and margin growth for channel partners. 
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Presales and tender support 

Gamma offers a full range of professional services - from bid/tender support through 

to full project management and roll out of services. 

Presales / Solutions Design 

Each member of the Pre-sales team possesses detailed technical knowledge covering all products 

within the Gamma portfolio. All have many years of experience in designing, architecting and 

deploying converged voice and data solutions to a wide range of clients, each having a different set 

of specific technical and commercial requirements. 

The Pre-sales team are available to be involved at the earliest opportunity to help in the scoping, 

designing and costing of your customers projects. Happy to take on the role of providing face-to-

face consultancy, supporting the development of both high level and low level solution designs, or 

just providing Gamma product expertise, the team are skilled and ready to take your projects from 

pre-sales right through to delivery. 

Bid Support 

Our APMP accredited Proposal Management team can assist with the provision of Gamma 

standard “boilerplate” text in response to any RFI/RFP questions you require assistance with. 

Project Management 

All our dedicated project implementation staff are PRINCE2 trained, meaning that you can have 

complete confidence in the support Gamma can provide for end-to-end project delivery and the 

smooth transition of services. 

Our project team can be involved early on in the project lifecycle to ensure they have a detailed 

understanding of your customer’s requirements to ensure these are included in the project plan, 

and through a single point of contact and a flexible approach you can be assured that all the key 

events are managed to desired timescales during the transition of services to Gamma.  
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Service Assurance 

As a tier one telecommunications operator it is Gamma’s prime responsibility to 

ensure that multiple options are in place for technical and operational resilience, so 

that services are secure and available. Gamma handles the telecommunications services of over 

175,000 UK businesses across all sectors from FTSE 100 through to the SME market. With a focus 

on business rather than residential markets, the integrity of services is crucial therefore our security 

and service assurance is inherent throughout the architecture of the network, support systems, 

organisational structure and business processes.   

Business Continuity 

In January 2013 Gamma gained full certification for the ISO22301 Societal Security standard 

(formerly BS 25999 Business Continuity Management). ISO22301 is based on a detailed business 

impact and risk analysis that enables us to build comprehensive business continuity plans and 

appropriate exercises and test plans for our products, services and infrastructure. 

The plans and test schedules are reviewed on regular basis by independent external auditors to 

ensure that they are effective and appropriate. Compliance with the standard brings many business 

benefits including: 

• Increased resilience when faced with organisational threat. 

• Improved competence to maintain critical business services through action plan rehearsal. 

• Enhanced capability to handle disruption and protect brand reputation for Gamma and its 

partners. 

 

Security 

Gamma obtained certification for ISO 27001 in 2012. ISO27001 is the International standard for 

Information Security Management. It focuses on the confidentiality, integrity and availability of 

products, infrastructure and associated systems and processes. The controls within the standard 

address every facet of security best practice, from staff awareness through to detailed analysis of 

equipment and facilities. The standard requires all assets within scope to be identified and a 

comprehensive risk analysis carried out. Controls are then applied to ensure that the recommended 

best practice within the standard are met. Compliance is regularly audited by professional and 

independent external auditors. 

Achieving the above certification (and also ISO 22301) demonstrates Gamma’s continuing 

commitment to industry ‘best practice’ through complying with industry standards, and joins with 

existing certification for Quality Management - ISO9001 and Carrier Interconnect Security - ND1643 

(An Ofcom requirement for all carriers). Commitment to these standards allows Gamma and our 

partners to differentiate ourselves in an increasingly competitive market. It addresses head-on the 

growing and valid concerns that consumers of our products and services have in the essential areas 

of Information Security and Business Continuity. 
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Demonstrate Green Credentials 

By choosing us, you can demonstrate green credentials. 

Gamma recognises the need to set an example to the industry. We take our 

responsibilities very seriously and are totally committed to being not just the most 

efficient low cost operator, but also the greenest. 

We made a commitment to reducing carbon footprint across our network back in 

2006 through investment in the efficiency of our IP based network and other assets 

and today Gamma is a fully certified CarbonNeutral company making us one of the few 

communications providers in the UK to have a net zero carbon footprint.  

Why do we do this? We are keen to differentiate our service proposition from that of other network 

operators, and to provide our channel partners with another differentiator to their customers - 

namely that customers who use any of our services, whether CPS minutes, SIP Trunking or data 

services, are using an environmentally friendly service that has net zero carbon output. 

Being green isn’t simply one of those nice-to-have optional extras that get overlooked in tougher 

economic times. It is essential, especially for organisations within the public sector. 

It will become increasingly important for organisations to demonstrate green credentials in business 

arrangements where a ‘green supply chain’ is required. 

Working with Gamma as an environmentally pro-active company means that: 

• Carbon emissions from our entire range of applications and services are now offset to net 

zero. 

• Your profile will be boosted and it could help you to win more business. 

• Our services can help organisations in the public sector where carbon reduction is a key 

objective. 

• We're an environmentally friendly provider. 

 

While constantly addressing our own carbon footprint, by the nature of our business vision we 

remove inefficiencies across our customers' estates and consolidate equipment and infrastructure. 

Implementing any number of Gamma's products offers a method by which our customers can 

significantly reduce their carbon footprints through the reduction in business travel and increased 

remote working opportunities. 
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Wholesale focussed Customer Services 

Gamma runs a specialised channel customer services operation, providing you with 

a faster more effective service - helping you win and retain more customers more 

effectively. 

The Gamma Portal contains a section dedicated to providing channel partner support. The Gamma 

Academy provides a full range of provisioning and fault support information and tools to help in 

initial diagnoses. 

From the portal you can also 

subscribe to service alerts for all 

Gamma products providing you 

with proactive information to pass 

on to your customers. 

Service updates and the latest 

news about Gamma support can 

also be found on our Twitter 

channel providing instant access to 

important service affecting 

information. 

Logging an issue or a fault is 

initiated either on-line using the 

Gamma Portal or via telephone to 

our 24x7 UK based Service Desk 

which has a simple IVR structured to enable us to deliver calls quickly and efficiently to the correctly 

skilled operator. 

We operate specialist IP, Data, Voice, Mobile and Number Porting support teams to provide 

specialist assistance and understanding – this means your issue is being addressed by the right 

people more quickly and your team spend less time on-hold or re-explaining an issue. 

Gammas’ policy is one of ownership where an operative will see an issue through to resolution or 

escalate to someone who can.  

Escalation 

Gamma provides access to which ever escalation contact you deem contextually appropriate from 

Service Desk to Operations Manager, Network and Operations Director and CEO. 

The timing of the escalation is driven by the channel partner as they see fit, we do not limit our 

partners to a structure which means you have to clock watch – this means that churn is reduced as 

you will never be prevented from getting the right focus on a customer issue. 
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Account Management 

Gamma prides itself on the support that its field based account managers provide.  

Your Business Development Manager (BDM) will be the central point of contact for all 

commercial enquiries and can help your organisation answer any general questions about Gamma, 

its products, services or portal. 

The key role of the BDM is to focus on helping you grow your business, by introducing you to new 

and innovative products and services and by sharing successful strategies with you that we see 

working elsewhere. The BDM will also work with our marketing teams to create joint propositions, 

collateral and any co-funded events to assist you in driving sales. 

Gamma has a broad range of products and services which are supported by a team of product 

specialists and subject experts. These resources can be called upon via your BDM to help grow 

new products and services with Gamma. 

Another key role of the BDM is to sell with you and support you on customer presentations and 

bids. Growing your business for our mutual benefit is a key focus for the entire Gamma organisation. 

We want to support you whenever we can. 

Sometimes things do go wrong and if they do, your BDM will work alongside our support teams to 

champion any issues you may have to ensure they are resolved in a speedy manner. The same 

can also be said for complex installations or delivery of complex services - the BDMs will coordinate 

project management resource and ensure that services are deployed in a seamless and problem 

free manner.  

Finally, with so many products and services in the Gamma portfolio, your BDM can arrange for 

training for new or existing staff on all the Gamma products and services. This will ensure that you 

can successfully sell, deliver and support in-life the entire Gamma portfolio.  

Our focus is all around building lasting business relationships that are advantageous to both you 

and Gamma. We believe the BDM role at Gamma remains pivotal to our ethos of “being easy to do 

business with” and plays a major part in our overall offering. Understanding you and your customers' 

needs is vital and creating targeted and often bespoke ways to support you and help you to grow 

your business is at the heart of what we do. 
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Pricing 

Cost model 

Unlike other hosted offerings we don’t break down each component of a customer’s phone system 

and charge you for each item, but instead provide you a single subscription per user which covers 

all requirements from Call forwarding to Call Recording. 

In addition, Gamma does not charge for calls to 01, 02, and 03 numbers from Horizon services, as 

well as offering free calls to all UK mobile operators. 

 

Description Quantity Setup Annual 

  £ £ 

  £ £ 

 

What's included in the price:  

• Free calls to 01 / 02 / 03 numbers 

• Free calls to UK mobile  

• Guaranteed voice quality when using Gamma Access 

• Free Installation including testing of number porting and functionality 

• Free Handsets 

• User handset training (basic handset functionality and user portal training) 

• Administrator training (handset functionality and admin portal training) 
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Contact IVR Flow 

 




