
CRM & ERP-Driven Sales 
Transformation at Sky UK
A comprehensive case study of how Trident Sales Lab partnered with Sky UK to 
transform their sales operations through strategic CRM and ERP integration, resulting in 
improved efficiency, revenue growth, and customer retention.



Client Overview & Challenges

Sky UK is a leading telecommunications and media company delivering 
television, broadband, mobile, and enterprise connectivity services to 
millions across the UK and Europe.

Facing rapid growth and increasing complexity, Sky needed to optimize its 
internal sales systems, retention workflows, and partner-facing platforms 
to drive efficiency and revenue growth.

Key Challenges

Fragmented CRM usage across teams

Manual, error-prone quote-to-close workflows

Disconnected customer data between ERP and CRM systems

Limited visibility into sales KPIs and retention risk indicators

Inconsistent customer engagement across product lines



Our Partnership Approach

Comprehensive CRM Audit
Conducted thorough assessment of 
workflows across Sales, Support, and 
Retention teams

System Integration
Aligned Salesforce CRM with ERP and 
provisioning systems to enable real-time 
data syncing

Team Training
Trained regional and offshore teams on 
structured discovery, demo, and renewal 
processes

Unified Dashboard Development
Created comprehensive monitoring for 
pipeline health, churn risk, and sales 
velocity

Customer Touchpoint 
Standardization
Standardized engagement across 
acquisition, onboarding, and renewal 
phases

We collaborated closely with Sky's teams in Belfast, Leeds, Bangalore, and Manila to deliver a scalable, repeatable sales operations framework.



CRM Optimization & Integration

End-to-End Journey Mapping
Mapped complete lead-to-renewal journeys within Salesforce

Automated Updates
Implemented ERP-triggered deal stage updates

Smart Reminders
Created auto-reminders and ownership flags for smooth handoffs



Sales Enablement & Playbooks

Tailored Templates

Created discovery and demo templates by vertical (SMB, Hospitality, 
Retail, Tech)

Automated Approvals

Streamlined quote approvals through ERP-CRM synchronization

Renewal Sequences

Established multi-stage renewal outreach combining emails and 
calls



Pipeline Visibility & KPI Tracking
We integrated Tableau dashboards to provide comprehensive visibility into key 
performance metrics:

Revenue Tracking
MRR by vertical with trend analysis

Deal Velocity

Time spent at each stage with bottleneck identification

Churn Predictors
Early warning indicators by product line

Coaching Insights
Manager-level guidance driven by activity and conversion data



Cross-Team Collaboration

Key Improvements

Enabled shared deal notes between sales and support teams

Reduced duplicate data entry by 60% through automation

Improved field mapping between systems

Created unified customer view across departments

This collaborative approach ensured that all customer-facing teams had access to the same accurate, up-to-date information, significantly improving the 
customer experience while reducing internal friction.



Key Results
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Additional achievements include saving 800+ hours per month in manual workflow time and increasing pipeline visibility 3x per region/team.



Return on Investment

Accelerated Sales Cycles
Reduced provisioning delays and streamlined approval processes led to faster deal 
closures and improved cash flow.

Unified Customer View
Comprehensive visibility across sales, support, and service teams enabled more 
personalized customer interactions.

Strengthened Retention
Improved renewal management resulted in higher customer retention rates and 
increased lifetime value.

Scalable Framework
Deployed consistent CRM methodology across multiple teams and product lines, 
supporting future growth.



Conclusion

By partnering with Trident Sales Lab, Sky UK achieved a fundamental transformation 
in how sales and service teams operate.

The seamless integration of CRM and ERP systems, combined with strategic workflow 
redesign and comprehensive team enablement, empowered Sky to move beyond 
fragmented data and manual processes.

This transformation not only accelerated revenue growth and improved customer 
retention but also established a robust, scalable sales infrastructure designed to support 
future innovation and expansion.

Sky is now positioned as a market leader with enhanced operational agility, data-driven 
decision-making, and a customer-centric approach that delivers sustained competitive 
advantage.


