
Revenue

 £447.7m +14%
Growth from £393.8m to £447.7m (these figures include acquisitions made)

Profit from operations

 £68.3m -10%
Decrease from £75.7m to £68.3m, due to an exceptional gain of £19.6m in 2020 mainly relating to the 
disposal of a subsidiary, see note 8 

Adjusted EBITDA*

 £95.4m +21%
Growth from £79.0m to £95.4m

Dividend per share

 13.2p +13%
Grew from 11.7p to 13.2p

*  All adjusted measures set out throughout this document which are described as “adjusted” represent Alternative Performance 
Measures (“APMs”) and are defined and reconciled in the Financial Review section and are applied consistently. Where reference 
is made to adjusted EPS this is stated on a fully diluted basis (“FD”). Our policy on the use of APMs is included in note 3.

The Group had a strong 
financial performance 
with good growth across 
all key product categories 
during the year.



Dividend per share

 13.2p +13%
Grew from 11.7p to 13.2p

Earnings per share

 55.2p -17%
Decrease from 66.6p to 55.2p, due to an exceptional gain of £19.6m 
in 2020 mainly relating to the disposal of a subsidiary, see note 8

Adjusted earnings per share

 64.0p +25%
Grew from 51.3p to 64.0p

Cash generated by operations

 £89.8m +28%
Grew from £70.3m to £89.8m

Overview of results 
Group revenue for the year ended 31 December 2021 increased by 
£53.9m to £447.7m (2020: £393.8m), an increase of 14% on the prior 
year. Profit before tax for the year was £67.2m, a decrease of 10% 
from the prior year figure of £75.0m; the reduction is driven by the 
2020 exceptional gain on the sale of our subsidiary, The Loop (the 
fibre business based in Manchester). Adjusted EBITDA for the Group 
increased by £16.4m (21%) to £95.4m (2020: £79.0m). Adjusted 
items are explained and reconciled in the Financial review and note 3.

Fully diluted earnings per share for the year decreased by 17% to 
55.2p (2020: 66.6p); the prior year figure was increased by the profit 
of £19.5m made on the sale of our subsidiary, The Loop. Adjusted 
earnings per share (Fully Diluted) for the year increased by 25% to 
64.0p (2020: 51.3p). 

The cash generated by operations for the year was £89.8m 
compared to £70.3m in 2020. The closing Net Cash balance for  
the year was £49.5m (2020: £48.0m). It is pleasing to see that this 
cash balance has increased despite investing £16.8m on capital 
expenditure, £49.3m on acquisitions and paying £11.7m in 
dividends. This is testament to a strong focus on cash generation 
from management.

Overview of the year
As outlined in this report, the year has been one of strong strategic 
execution for Gamma with the following highlights:

• The whole business has continued to respond well to the 
ongoing difficulties COVID-19 has brought; we have 
demonstrated that we are able to run the business with the vast 
majority of our staff working from their homes. We are moving to 
hybrid working for some parts of our business which we believe 
will allow us to attract and retain staff.

• The Group’s revenue model has proved robust and its product 
set supports businesses which have either had to work remotely 
or have chosen to do so because they see the advantages of 
flexible working patterns. 

• On 3 March 2021 we significantly expanded our software 
development capability through the acquisition of Manchester 
based Mission Labs. Gamma had been partnering with Mission 
Labs for over 18 months on projects such as PhoneLine+. The 
acquisition gives Gamma additional development capabilities in 
the rapidly evolving markets of Cloud Contact Centre and Cloud 
Communications.

• The acquisition also enables us to accelerate our digital strategy. 
Mission Labs owns a digitally based voice application CircleLoop 
(www.circleloop.com). This is a UCaaS technology platform which 
provides a cloud-based telephony product fully serviced through 
web, desktop and mobile applications. It is aimed at the micro-

   2021 has been another good 
year for Gamma. The year has been 
one of strong strategic execution.

Richard Last
Chair

Chair’s overview
Scan to watch a video of our Chair, 
Richard Last, talking about our 
Partnerships and new Board 
appointments. 

Chair’s statement
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business market. The fact that we own this capability will enable 
us to roll it out in other territories to address a key market 
opportunity in the UK and Europe.

• During the year we have increasingly seen the importance of 
partnering with Microsoft Teams. We had previously launched a 
Microsoft Teams Direct Routing product to our Channel Partners, 
making Gamma’s market-leading SIP trunks available to 
Enterprises which use Microsoft Teams. On 27 September 2021 
we announced we had been successful in our efforts to work  
with Microsoft to join the Operator Connect for Microsoft Teams 
programme. Operator Connect is a new operator-managed 
programme from Microsoft designed to enable seamless and 
integrated PSTN calling to Teams. 

• In July 2021 we launched a product enhancement which allows 
users to integrate their Horizon Cloud product with Microsoft Teams. 

• During the first half we launched our Cloud Contact Centre 
product – Horizon Contact. This was developed by our team of 
in-house software developers and is a fully integrated additional 
module that attaches to our core Horizon Cloud product. 

• We committed to becoming a carbon net-zero business by 2042.

Board and governance
In December 2021, I was pleased to announce two key 
appointments which reiterate our focus on developing our senior 
leadership capacity, ensuring that we capitalise on Gamma’s 
significant growth opportunities.

First, Andrew Belshaw, who has been Chief Financial Officer since 
Gamma’s IPO in 2014, will be appointed Deputy Chief Executive 
from 1 May 2022. He will continue to report to Andrew Taylor and  
to be a member of Gamma’s Board of Directors. In this role, Andrew 
will take on a range of strategic and operational responsibilities  
to support the development and growth of the Group. These 
responsibilities will include overseeing aspects of product 
management, product development and operations and the 
execution of M&A. Andrew will also oversee Gamma’s group people 
strategy, ensuring that Gamma attracts and retains great talent 
while continuing to be a great place to work.

Taking over from Andrew Belshaw, Bill Castell has been appointed 
Chief Financial Officer. Bill will report to Andrew Taylor and will join 
the Company and the Board of Directors on 1 May 2022. Bill is 
currently Chief Financial Officer at OVO Energy, the technology-led 
green energy business. Before joining OVO Energy in 2020, Bill 
spent three years at Virgin Media which he joined as Deputy Chief 
Financial Officer and later became acting Chief Financial Officer. 
From 2005 to 2017, Bill was at Barclays Bank where he held a number 
of senior finance roles including Chief Financial Officer at Barclays 
Corporate Bank and Chief Financial Officer of Barclaycard Europe.

We continue to adhere to the QCA Corporate Governance Code 
(2018 edition) (the ‘QCA Code’).

Employees
At 31 December 2021, we had 1,745 employees in the Group based 
in seven countries (2020:1,530). During the year I was pleased to 
welcome the staff of Mission Labs into the Gamma Group.

We encourage all employees to own shares in the Company. For 
our UK based employees, we offered a Sharesave scheme for the 
fifth year in a row. Once again, it was pleasing to see the high take-up, 
with 402 staff choosing to participate in the scheme (2020: 449). 
We also run an “Evergreen SIP” scheme which gives employees a 
further opportunity to buy shares in the Company in a tax-efficient 
way. We are actively exploring ways in which our non-UK based 
employees can own Gamma shares.

During the year we have found recruitment harder than previously 
and we are also seeing inflationary pressure in wages. However, we 
continue to see the Gamma culture as a differentiator which allows 
us to recruit and retain the talented individuals that we need to drive 
the business forwards.

We would like to express our thanks to all of our staff for their dedication, 
hard work and enthusiasm. 

Dividend
Gamma remains committed to a progressive dividend policy which 
has seen the dividend increase by between 10-15% every year 
since our IPO in 2014. Gamma has paid one third of the dividend as 
an interim dividend with the final two thirds paid as a final dividend 
once the results for the full year are known. 

The Board is pleased to propose a final dividend, in respect of  
the year ended 31 December 2021, of 8.8p per share (2020: 7.8p), 
an increase of 13%. Subject to shareholder approval at the 
forthcoming AGM, this dividend will be payable on Thursday 23 
June 2022 to shareholders on the register on Monday 6 June 2022. 
When added to the 4.4p interim dividend (2020: 3.9p) this would 
make a total dividend of 13.2p for the year as a whole (2020: 11.7p).

Environmental
As a business which enables other companies to reduce their 
carbon footprint by communicating and collaborating from multiple 
sites and thereby reducing the need to travel, we continue to 
challenge ourselves on our own environmental credentials. 

Over the last 12 months Gamma has made significant progress  
in extending its reporting boundary in line with the Streamlined 
Energy and Carbon Reporting (SECR) regulations and has 
increased the scope of reporting to include all recent acquisitions 
in Europe. Using this extended scope in 2021 Gamma has set its 
baseline energy and carbon emissions data which will be used to 
support future emissions reduction targets. 

I am pleased to announce that Gamma has developed a plan for 
carbon reduction which allows us to commit to moving from a 
Carbon Neutral business to become a carbon net-zero business 
by 2042, supporting both the Paris Treaty’s aims to limit the 
temperature increase to 1.5°C globally by 2050 and the  
UN Sustainable Development Goal 13: Climate Action.

Current trading and outlook 
Gamma will continue to concentrate its efforts and investment to 
develop a product set which facilitates flexible working for businesses 
of all sizes, building on an already strong reputation for operational 
excellence and service quality. We will also partner with organisations 
such as Microsoft (Teams) and Amazon (Amazon Connect) to provide 
solutions to our Enterprise and Public Sector customers.

Our business is confined to the countries in which we operate. We 
therefore are not expecting a significant direct impact on our results 
caused by the war in Ukraine. Our sympathies are with all those who 
are affected by the conflict, and I am proud of the Gamma family who 
are raising funds to support those affected. 

We have had a positive start to the year following the pre and post 
Christmas lock down periods in most countries and the Board is 
positive about the outlook for the Group in 2022 and beyond.  
We believe that more and more businesses of all sizes are seeing  
the advantages of UCaaS and we expect to see continuous growth  
in UCaaS product sales.

Richard Last 
Chair

21 March 2022
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SIP trunking and call 
management
With the UK’s leading SIP 
trunking service we give 
businesses a more versatile, 
resilient phone service at less 
cost. Gamma SIP trunks come 
with powerful business 
continuity features plus 
exceptional inbound call 
management functionality.

Unified Communications
Our award-winning range of 
Unified Communications 
products enables businesses to 
raise productivity, boost agility 
and increase collaboration. 
From messaging and video 
calling to instant conference 
services, we help reduce costs 
and operational complexity 
while increasing employee 
engagement.

Our product categoriesHow we create valueOur differentiators

The Gamma business

Supporting business 
acceleration

A developer and provider of 
UCaaS, CCaaS, voice, data and 
mobile communication services.

Strong Business Model – with high visibility and quality  
of earnings through 2021 and beyond.

• New UcaaS products 

• New channel development 

• Technology acquisitions 

• New routes to market 
acquisitions

Opportunities

We offer 
flexible 

solutions

We have a 
collaborative 

culture

We deliver 
connected 

communications

We provide 
end-to-end 

control

We believe we are a truly 
different and unique 
communications service 
provider and it is these five 
areas that set us apart from 
other businesses:

• Product and network quality

• Channel automation

• Digital platforms

• Commercial agility

• Our people

Gamma’s financial performance 
reinforced by our robust 
business model.
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Our product categories

Market trends
The future of business communications:

• The opportunity for UX and CX to win in the Experience Economy

• Hybrid here to stay

• Fundamentals are more important than ever

Outputs

  s172 statement 
Page 30

Addressing multiple indirect, 
direct and digital channels, 
driving growth opportunities 
across all business market 
segments.

  CEO statement 
Page 10

Gamma is a leading technology-based 
provider of communication services to the 
business market in Western Europe via our 
extensive network of trusted channel partners 
and also directly.

The combination of network investment, a 
digital-first approach and in-house development 
skills has enabled Gamma to develop a 
comprehensive portfolio of communications 
services with a significant amount of intellectual 
property, which has given us a heritage of 
disrupting the market with innovative and 
market-leading cloud-based services such 
as SIP trunking and UCaaS in the UK.

How we sell

We supply a broad range of simplified communications and 
software services to small, medium and large sized business 
customers, both through our large network of channel partners 
and directly.

60% UK Indirect 
Our primary route to market, the channel is at the 
heart of what we do. We provide market-leading 
products to 1,000+ channel partners, with an 
exceptional service wrap.

24%

  Market trends 
Page 06

Shareholders

 115%
Total shareholder return 
over three years*

Our people

 1,745 
employees in seven 
countries

Customers

Innovative 
UCaaS 
solutions
 

Suppliers

 £277m
Spent over £277m  
per annum 

* As at 31 December 2021

Mobile
Our business-only mobile 
service features flexible tariffs 
and powerful bolt-ons. When 
combined with Gamma’s Unified 
Communications services, 
employees can keep working 
wherever they are, remaining 
‘always-on’ to customers.

Connectivity
Our high-performance 
connectivity products deliver 
outstanding speeds combined 
with robust security and 
resilience measures; from 
broadband and Ethernet to 
advanced WAN services, we 
provide businesses with the 
customisable connectivity they 
need to grow.

Proportion of sales

UK Direct 
Our Direct business supports the requirements 
of Enterprises and Public Sector organisations 
looking to contract with the network operator.

16% European
Our European businesses sell both directly and 
through the channel consisting of sales in the 
Netherlands, Spain and Germany.
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Consumer buying behaviours and 
expectations around service have changed 
drastically over the past few years. They 
expect a seamless, easy and intuitive user 
experience (UX), and are making decisions 
on purchases based on experiences rather 
than goods. 

This is adding to what has been called the 
Experience Economy, which is projected  
to be worth $12bn by 2023. More than two 
thirds of businesses now compete on the 
basis of customer experience (CX) – a 
competition that is driving businesses to 
transform in order to remain relevant, avoid 
commoditisation and take advantage of 
the opportunity.

Gamma’s response
Gamma understands the importance of  
CX and UX to differentiate in the Experience 
Economy, and has, therefore, significantly 
increased our investment in both.

In the last 24 months, we have invested 
significantly in both people and tools to 
better understand our customer and user 
needs; to help us to make more informed 
decisions about designing intuitive solutions 
to solve customer problems; and in turn,  
to build products that empower people to 
communicate and work smarter, together.

In 2020, we formed the Gamma CX function, 
demonstrating the importance of designing 
intended UX and CX as part of the Gamma 
product and technology strategy. The team 
covers several roles that are essential to 
supporting successful software design, 
including product owners, business 
analysts, UX designers and researchers, 
and digital content designers.

In addition to a highly skilled team, we’ve 
deployed a range of tools to build our 
customer insight. Utilising qualitative and 
quantitative data we can better understand 
the UX and critically drive improvements  
in our product and process design. 

The future of business 
communications

Market trends

   The opportunity for UX and CX 
to win in the Experience Economy
Market trend:
1

Gamma provides business communication services that are flexible, 
scalable and secure to meet today’s and tomorrow’s challenges. 
Underpinning the business and user trends are a number of technology 
and industry directions that support the overall changes in how 
businesses operate.

We have also built the capability to run 
extensive research activities from surveys 
through to moderated and unmoderated 
testing of products, with an emphasis on 
prototype testing. This allows us to build 
prototypes quickly and at low cost, so that 
we can then test with users to capture early 
feedback that can, in turn, be reflected in 
our product designs. 

Gamma has seen a wide range of benefits 
as a result of this approach: analytics have 
allowed us to identify customer pain points 
and iterate the product design to improve 
usability and accessibility; early prototyping 
allows us to test user reaction to our products 
and refine the designs quickly, at low cost 
and without distracting development teams. 
We’ve also seen a much greater focus on 
data-driven decision making as a result of 
research and empirical data, and we’ve seen 
cultural benefits of our teams learning new 
skills and allowing for increased collaboration.

We are excited to pass on the benefits of 
our increasing investment in CX and UX  
to our channel partners and users. 
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The end of the pandemic appears to be in 
sight. Yet, the world will be moving on with 
lasting change. In a recent survey by the 
Office of National Statistics 85% of adults 
currently homeworking wanted to use a 
“hybrid” approach of both home and office 
working in future*. Many organisations, large 
and small, will need to adapt to a hybrid 
working culture, enabling employees to 
continue to benefit from the work life balance 
they have come to value, as well as enjoying 
time back in the office with colleagues. 

Despite many businesses transforming the 
way they work quickly, and with some even 
reporting a rise in productivity, having a 
dispersed workforce split between remote 
and office-based leads to new challenges  
in how employees collaborate and work. 

Businesses need to ensure that those  
who prefer to work remotely have the same 
experience and opportunities as their 
office-based colleagues. In this light, cloud 
communications technology will play a vital 
role in the way businesses enable their 
employees to collaborate and communicate 
efficiently, regardless of their location.

   Hybrid here to stayMarket trend:
2

   Fundamentals are more 
important than ever
Market trend:
3

applications with an enhancement to its 
Direct Routing proposition and a new PBX 
integration for Microsoft Teams.

Building on the previously released Direct 
Routing for Microsoft Teams proposition, 
we expanded the solution to automate  
and simplify the provisioning experience 
with the launch of the Gamma Voice 
application. We also launched Horizon  
for Microsoft Teams, a bolt-on solution to 
Horizon bringing the features of Gamma’s 
leading business-grade cloud PBX within 
the Microsoft Teams environment.

Our wide range of products to enable 
Microsoft Teams calling allows us to 
deliver tailored solutions for our customers 
and their team, giving them flexibility and 
adapting to their business requirements.

The addition of these solutions to our 
portfolio, coupled with our Managed Services 
solution and our 15 years’ experience 
enabling voice solutions for Microsoft 
Teams, perfectly positions Gamma to help 
our customers navigate the challenges  
of hybrid working and to offer our channel 
partners different routes to market. 

In addition, Gamma also expanded our 
Access portfolio to include Single Order 
Generic Ethernet Access (SoGEA) broadband 
to respond to the changes in the UK telecom 
infrastructure due to the PSTN Switch Off.

Customer service also continues to be 
fundamental to achieving our mission to 
provide straightforward cloud 
communication and collaboration services 
for business. Our Net Promoter Score (NPS) 
results are consistently above industry 
average, and we continuously strive to 
deliver service excellence. 

Moreover, beyond the day-to-day customer 
service support, we are proud to support our 
customers and partners through challenging 
and unprecedented times, as demonstrated 
by our Support and Recovery Packages 
launched to help channel businesses 
weather the COVID-19 storm. 
 
 *  Business and individual attitudes towards the 

future of homeworking, UK: April to May 2021 
Office for National Statistics (ons.gov.uk).

 ** 451 Research. 

 *** According to Ookla, 2021.

With 90% of enterprises having at least 
one application or part of it in the cloud  
in 2020**, the need for stable, reliable and 
secure connectivity and bandwidth has 
never been more important.

Uninterrupted and good quality access, the 
fundamental of any cloud-based application, 
is now simply expected by business users 
and their clients. They require an infrastructure 
provider that is able to maintain access to 
cloud-based applications, irrespective of 
whether that application supports video, 
voice or simply document sharing. 

Moreover, as many people continue to work 
away from the office, whether at home or on 
the road, mobile connectivity has grown in 
popularity for businesses hoping to deliver 
the same experience to their employees, 
regardless of location.

Reliability of service, coupled with 
consistent, quality support, has become a 
key differentiator in the cloud communications 
market, as businesses simply can’t afford 
any downtime and require a provider that 
can support through challenging and 
transformational times.

Gamma’s response
As one of the leading providers of UCaaS  
in the UK and Europe for 20 years, Gamma 
is well positioned to support businesses in the 
transition to a full hybrid working environment. 

Our comprehensive portfolio of 
communications solutions and services allows 
us to cater for the short and long-term 
needs of a variety of businesses, adapting to 
their challenges and requirements.

In 2021, Gamma continued to work closely 
with Microsoft to deliver enhanced calling 
capabilities within Teams. Building on our 
position as the UK’s No.1 SIP provider and 
the acquisition of Exactive, we were proud 
to join the Operator Connect for Microsoft 
Teams programme.

Operator Connect, a new operator-managed 
programme from Microsoft designed to 
enable seamless and integrated PSTN calling 
to Teams, allows us to deliver a reliable and 
secure service to easily maximise value 
from their Microsoft Teams environment. 

In addition, Gamma also deepened its 
interconnection with Microsoft’s 

Gamma’s response
Gamma fully understands the importance 
of connectivity to ensure application quality 
and efficiency. 

Built on the back of our strong network, 
our fixed and mobile connectivity products 
deliver fast, secure and reliable access, no 
matter the operational size. This is supported 
by our highly-skilled group of UK-based 
support staff and engineers, ready to help 
if a problem were to occur.

In 2021, we strengthened our partnership 
with Three UK to enhance our Gamma 
Mobile service. Gamma Mobile customers 
can now benefit from 99% outdoor coverage 
and the fastest 5G network in the UK***.  
The service allows businesses to give their 
employees the capability to seamlessly 
work on the move to a similar standard they 
would experience in the office.
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Our stories

Our key stories

Building on over 15 years’ experience in delivering voice solutions 
for Microsoft, Gamma was pleased to have been chosen as one of 
a select number of providers in the Operator Connect for Microsoft 
Teams programme. 

The COVID-19 pandemic accelerated Unified Communications (UC) 
technology adoption in 2021 seeing Microsoft Teams grow its user 
base to over 270 million monthly active users. However, only a 
fraction of those users are leveraging Teams’ calling capabilities.

Microsoft has worked to enable seamless and integrated PSTN 
calling to Teams by designing a new operator-managed 
programme, Operator Connect. 

Gamma’s inclusion in the programme streamlines calling 
capabilities for Teams users by bridging the gap between their 
Teams environment and Gamma as their operator.

The addition of Operator Connect further enhances Gamma’s 
existing Microsoft Teams telephony offering for its customers and 
channel partners, with the Company already enabling Teams seats 
across the Group via its Microsoft Teams Direct Routing and 
managed service offering, Cloud UCX™.

Gamma’s growth in delivering Microsoft Teams telephony was  
built on the combination of the acquisition of Exactive in 2020,  
and Gamma’s market-leading SIP trunking service.

Gamma provides  
calling capabilities  
for Microsoft Teams 

Customer demands and behaviours have grown and changed in 
recent years. With digital channels becoming more prominent 
during the pandemic, customers expect to communicate with 
businesses, whenever they want and via the communication 
channel of their choice. With a rise in customer interactions taking 
place in public forums such as social media platforms, customer 
experience has never been more crucial and the latest contact centre 
technology can play an important part in the success of an organisation.

Gamma acquired Mission Labs in March 2021, which has brought 
the Company leading capabilities in the rapidly evolving markets of 
Cloud Contact Centre and Cloud Communications.

Mission Labs has been working with Amazon Web Services (AWS) 
since 2016, helping clients to bring the future of business 
communications and customer experience with AWS cloud-based 
and serverless technologies.

Mission Labs is an approved Amazon Connect Service Delivery 
Partner, and an AWS Advanced Consulting Partner, recognising 
its successful track record and experience in designing, building 
and supporting AWS-based solutions for clients. Mission Labs 
works with a large range of AWS services – Amazon Connect in 
particular – enabling its team to deliver powerful, client-specific 
solutions which improve efficiency, reduce costs and supercharge 
customer experience.

Mission Labs and AWS work together to identify opportunities to 
help organisations improve customer-centricity, and to leverage 
the benefits of the world’s most comprehensive and broadly 
adopted cloud platform.

Mission Labs is 
accelerating Gamma’s 
ability to take advantage 
of the transforming market

  Market trend 1 
Page 06

  Market trend 2 
Page 07
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Gamma to deploy 
recycled Eco-SIM 
across its network  
of channel partners 
and business mobile 
customers

Gamma’s primary route to market, the channel, is at the heart of 
what we do. We provide market-leading products to 1,000+ channel 
partners, with an exceptional service wrap.

Demonstrating the Company’s continued loyalty and commitment 
to its partners and customers, Gamma was recognised by the CRN 
Channel Awards for the Best Lockdown Project/Initiative. 

The CRN Channel Awards celebrates the latest technology 
innovations and advancements and recognises the ingenuity and 
exceptional achievements of the UK channel industry over the year. 

The Best Lockdown Project/Initiative award recognised the 
innovation and exceptional support that companies have 
demonstrated during the pandemic. Gamma’s award entry focused 
on the two packages it developed to assist partners and their end 
customers during the pandemic.

Gamma launched the Support and Recovery Packages in 2020,  
to help channel businesses and customers weather the COVID-19 
storm, with a raft of immediate and practical measures to assist 
them during the challenging times. 

The Packages allowed Gamma partners to hibernate customers 
(i.e., temporarily pause their contracts) or to provide homeworking 
capability without charge from Gamma.

Gamma was recognised for the project, and hopes that the initiative 
took some of the financial burden away from channel partners and 
users who may have been suffering the effects of the lockdown. 

Gamma celebrates National 
Customer Service Week
For the third consecutive year, Gamma celebrated National 
Customer Service Week (NCSW) across its UK businesses. 

Held between Monday 4 to Friday 8 October, NCSW is a week-long 
opportunity to raise awareness of customer service and the vital 
role it plays in successful business practice and the growth of the 
UK economy.

Throughout the week, Gamma recognised its customer service 
heroes and the great work they do for customers and partners with 
a series of themes spanning the changing world of work, through  
to strategy and leadership.

Providing great customer service is key to Gamma’s mission. We 
offer 24/7 support and technical help, and assign customer service 
managers to each account giving a consistent point of contact 
within Gamma.

Gamma also offers a service scheme to allow customers to choose 
the level of service required to match the right support in place 
whatever the end customer needs. Our services and support 
infrastructures are co-located meaning that end users get through 
to the right person to handle the query.

As the world continues to be unpredictable, Gamma will continue  
to keep customer satisfaction paramount to its mission.

Gamma awarded Best 
Lockdown Project/Initiative at 
CRN Channel Awards 2021

Supporting the Company’s long-term commitment 
to safeguarding the environment, Gamma has 
expanded its partnership with Thales, a global 
technology business, to deploy Eco-SIM across its 
network of channel partners and business mobile 
customers.

With 4.5 billion SIM cards produced every year – 
amassing to 20,000 tons of plastic – Thales’ Eco-SIM, 
developed in partnership with Veolia, is made from 
100% recycled polystyrene recovered from discarded 
refrigerators. This step in the Thales-Gamma 
partnership acts as a force for sustainability within 
the telecoms market, offering a green plastic supply 
flow to Gamma.

Gamma is a certified Carbon Neutral company and 
continues to look for ways to build upon its ESG 
strategy. Thales’ carbon offsetting programme 
ensures its Eco-SIM is certified Carbon Neutral, and 
as a result, further supports Gamma’s ESG strategy, 
and the adoption of the UN Sustainable Development 
Goals announced in January 2020. 

Thales has thus far provided SIM cards and related 
services to Gamma, delivering SIM applications  
and device management services since 2016. The 
switch to Eco-SIM provides an opportunity for both 
companies to enhance their ecological transformation 
and contribution to a circular economy.

Traditional SIM cards consume nearly 20,000 tons 
of PVC every year, but these new Eco-SIM will save 
nearly 5,000 metric tonnes of virgin plastic every year.

   ESG 
Page 36

  Market trend 3 
Page 07

09

Strategic report Governance report Financial report Supplementary information

Gamma Communications plc 
Annual Report and Accounts 2021



Chief Executive Officer’s statement 

    We have delivered strong results, 
and while executing very well against our 
short-term business and financial objectives, 
we have continued to invest widely across 
our business and make significant 
progress against our strategic objectives.

Andrew Taylor
CEO

• PhoneLine+ which is a cloud-based product designed to enable 
partners and end-customers to replace a single telephone line, 
which presents a significant market opportunity over the next 
2-3 years. 

I am very happy to report that the attachment rates to our core 
Horizon Cloud PBX are 20% for new sales of Horizon Collaborate 
and 10% for Horizon Contact which is very pleasing and making an 
increasing contribution to ARPU levels. Our strategy is very much 
focused on maintaining and driving higher attachment levels with 
both new, and importantly, existing Horizon customers. This will 
enable us to grow current ARPU levels, while ensuring that we 
provide an opportunity for channel partners to up-sell and 
cross-sell additional features and functionality to end-users. 

Partnering with global providers
Gamma differs from pure providers of UCaaS software because  
we have the capability in each of the countries in which we operate 
to send and receive calls from the public telephone network. This 
enables us to not only provide the UCaaS product set which is used 
by our customers, but we can also provide high quality voice calls. 
Our ability to provide both sets of services is important to 
customers who need quality and reliability alongside functionality.

Many providers of UCaaS software do not have this capability and 
hence they partner with an organisation like Gamma to ensure that 
their customers can get the best from their software. Whilst 
Gamma works with organisations like 8x8, Vonage and Five9 to 
provide these services, we also focus on two partnerships which 
have developed strongly during 2021 – Amazon and Microsoft.

I am pleased to report another excellent set of financial results for 
2021 and to highlight the great progress that we have made in the 
development and execution of our shorter term operational and 
longer term strategic objectives.

Despite the very strong performance, the year was once again 
impacted by the pandemic, and I am very pleased with how the 
whole Group responded to the challenges and opportunities that 
this presented. At some point in the year, each country in which  
we operate was in lockdown, and although our overall business 
performance was very robust, both our direct and indirect partner 
sales efforts were impacted to some degree.

The level of support and engagement from all our staff and key 
stakeholders has been excellent throughout, and I want to give my 
thanks and gratitude to the entire Gamma team for how they have 
responded to what has been a challenging but highly successful year.

Development of our UCaaS suite
I am delighted with the continued investment and progress we  
have made throughout 2021, to both expand and strengthen  
our technology, platforms, products and services, and delivery 
capabilities across Gamma. As our Chair has set out in his report, 
we released a number of our in-house developed UCaaS products 
and services in 2021 which complement our growing UCaaS 
portfolio. Gamma partners and end-customers can now purchase: 

• Our core market-leading Cloud PBX product – Horizon

• Horizon Call recording – a fully integrated product with Horizon

• Horizon Collaborate – a fully integrated product to Horizon which 
adds a suite of additional features including instant messaging 
and video conferencing

• Horizon Contact – also fully integrated with Horizon, this CCaaS 
product was designed for informal call centres but has 
functionality which will support any user who needs omnichannel 
capability (i.e. e-mail, social media, web chat, text, etc.)

Chief Executive  
Officer’s overview
Scan to watch a video of our CEO, 
Andrew Taylor, summarising our 
performance and growth over 2021.
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Revenue

 £447.7m +14%
Grew from £393.8m to £447.7m

Gross profit

 £228.5m +14%
Grew from £200.8m to £228.5m

Amazon Connect
Amazon Connect is an omnichannel cloud contact centre that 
helps larger Enterprises provide customer service at a lower cost. 
As part of our acquisition of Mission Labs we have acquired a market 
leading technology and software application called SmartAgent. 
This is an in-house developed software product which provides our 
customers’ contact centre agents with all of the data, information 
and reporting that they need to provide excellent levels of 
customer experience. We have two revenue streams associated 
with this product – software license fees and professional services 
associated with the development and implementation of the 
product. Current customers include large online retailers and travel 
companies, and we see strong demand in many other business sectors.

Unlike pure software companies, Gamma is able to use its network 
capability to route calls to and from the agents using Amazon 
Connect. This means that not only can Gamma assist businesses 
who wish to deploy Amazon Connect to get the most from the 
application but we can also provide connection to the PSTN.

This product complements our Horizon Cloud Contact offering 
which is aimed at the SME end of the market whereas Smart Agent 
is designed for larger businesses.

Microsoft
Gamma has always maintained a strong relationship with Microsoft 
to ensure that our products work seamlessly with Microsoft 
products, and as a result of the increasing customer demand that 
we saw for Microsoft Teams, in February 2020 we acquired Exactive 
Holdings to support and strengthen our reputation and capabilities 
in this space. Our relationship with Microsoft is important and 
strategic to us and is focused on three core areas:

• Microsoft Teams Direct Routing. In October 2020, we launched 
Microsoft Teams Direct Routing which is a variant of SIP which 
allows Microsoft Teams users to make and receive calls from the 
PSTN network (i.e., using phone numbers). We sell this service to 
the business market both directly and via our channel partners 
and are considered a market leader in this space, with examples of 
some very significant Enterprise and Public Sector deployments. 

• Microsoft Operator Connect. We were delighted that in September 
2021 Microsoft added Gamma to the Operator Connect for 
Microsoft Teams programme (and we are presently one of a small 
number of partners globally on the programme), which is a new 
operator-managed programme designed to enable seamless  
and integrated PSTN calling to Teams. Customers using Operator 
Connect benefit from an augmented set of services from Gamma 
(e.g., Gamma native fraud management and Gamma enhanced 
Teams Phone capabilities through our SIP Trunk Call Manager).

• Horizon Cloud PBX and Teams Integration. Some Teams users 
require full PBX functionality, and this can now be achieved 
because Gamma’s Horizon Cloud PBX product can now be 
integrated into Teams. For those customers who need a 
complete managed service, we also offer the Exactive Cloud 
UCX product.

Business review
I am pleased to report that each of our businesses has performed 
strongly throughout 2021.

UK Indirect Business
The UK Indirect Business accounted for 60% of our Group revenue 
in 2021, with gross profit up 8% to £143.2m and revenue up by 9% 
to £270.2m. Gross margin reduced slightly from 53.5% to 53.0% 
due to mix. 

Our indirect channel partners have provided Gamma with a robust 
and reliable platform for growth, and in the face of a challenging 
economic and business environment, they have adapted their 
businesses well and delivered strong financial results. They have 
focused on providing excellent customer support, and as a result 
have delivered strong retention levels, net positive product growth 
and very low levels of attrition and bad debt. In addition, their strong 
business models have enabled them to invest in order to 
strengthen their businesses and maximise growth in what  
is a highly attractive marketplace.

Our channel partners continue to benefit greatly from Gamma’s 
product development programme, including the successful launch 
of those new UCaaS products highlighted earlier, coupled with new 
fixed and mobile access products (e.g., SoGEA and Gamma Mobile) 
which we launched during 2021. Gamma’s current technology and 
product capabilities and our exciting product roadmap, coupled 
with our very targeted partner support programme is designed to 
strengthen partner capabilities and enable them to compete and 
win against the competition in the marketplace. Our partners have 
demonstrated real commitment and success in embracing our new 
products and successfully up-selling and cross-selling these to 
existing customers, while winning new customers in both existing 
and new market segments. It has been pleasing to see high and 
increasing product attachment levels, and continued strong 
engagement from the channel as we drive sales and marketing  
to both existing and new end-customers. 

We have continued to increase the number of active Gamma 
partnerships, while being very focused on expanding the business 
that we do with existing channel partners. With those larger more 
strategic partners we have been very successful in re-signing  
new contracts which are delivering increased rates of growth for 
Gamma (opening new product and market segments for both 
Gamma and the partner) and ensuring a joined-up approach  
that maximises our long-term growth opportunities. 

Relationships across the indirect channel have continued to 
strengthen, reflecting our overall consistency and loyalty as a 
strategic partner, which is evidenced by us receiving a record 
number of industry awards in 2021. This included “Best Carrier 
Sales Team” at the Global Carrier Awards and winning both “Best 
Wholesale Provider” and “Best UCaaS Platform” at the Comms 
National Awards. 

The immediate and longer-term market opportunity for the channel 
and for Gamma is significant and is driven by several structural 
growth drivers which Gamma and our channel partners are both 
strategically and operationally well positioned to benefit from. 
These include:

• An acceleration of the adoption of UCaaS across all markets and 
business segments to support remote and flexible working.
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Chief Executive Officer’s statement continued 

European business
We continue to be pleased with the development and growth of  
our European business. The growth was predominantly through the 
inclusion of a full year of trading from acquisitions made in 2020, 
with gross profit increasing 47% to £32.7m and revenue increasing 
by 50% to £72.7m. Gross margin decreased from 46.0% to 45.0% 
because of a full year of lower gross margins from Epsilon, the 
mobile focused distribution business which we acquired as part of 
our acquisition of HFO in Germany. In 2021 our overseas business 
represented 16% of our Group revenue and 10% of our Group 
adjusted EBITDA.

Gamma Germany
Despite the impact of COVID-19 throughout the year, we have made 
very good progress in transforming our German business from a 
pure SIP provider to a provider of cloud communications. We are 
achieving this through the implementation of a multi-product 
strategy and by investing and strengthening our indirect channel 
capabilities, including investment in our channel sales and 
marketing efforts. This is designed to fully support our partners and 
their end-customers in their transition to the cloud and ensure that 
we collectively build the strong business, operational and sales and 
marketing foundations which are required to maximise what we see 
as a significant long-term market opportunity. 

As part of our structured Group operating model, our team in Germany 
has been fully involved in the planning and implementation of our 
broader Group technology and product strategy, and in 2021 we 
integrated the German component of GnTel (the Dutch/German 
cloud PBX business which we acquired in July 2020) into our German 
operations. This now forms an important part of our cloud product 
portfolio and our go to market sales and marketing capabilities in 
the German market. Although small, this is performing well, and we 
have well-defined plans to introduce other Group products which 
will enable us to broaden our market and business segment reach. 

Our Epsilon mobile distribution business has delivered a very 
strong performance throughout 2021. As a part of this we have 
continued to focus investment into our IOT (Internet of Things) 
business (Fusion IOT) which provides IOT solutions to the SME 
business segment. Although early days, the business is performing 
well, and we have closed some very encouraging customer wins 
and have signed longer-term partnership agreements with 
Vodafone Global and Telefonica Spain.

Throughout 2021, and as part of our M&A integration plan, we have 
been planning to transition to a full Gamma brand in the German 
market. This will be implemented during the first half of 2022, in 
addition to launching a reinvigorated wholesale cloud partner 
proposition across the marketplace. This proposition is designed 
to appeal to IT integrators within the channel who prefer a 
wholesale model where they own the end-customer, and where  
we believe Gamma can provide a key differentiator in the market.

Gamma Spain
Notwithstanding the more difficult COVID-19 related trading 
conditions in Spain throughout 2021, we have been pleased with 
the performance of our Spanish business. 

Importantly, our cloud business has performed well, and similar to 
our cloud growth strategies in our other Gamma markets, we have 
continued to strengthen and invest in developing both our product 
capabilities and existing and new direct and indirect channels to 
market. For example, we have launched a reseller programme which 
is targeting PBX resellers, and providing them with the best cloud 
communication product, marketing tools and financial support to 
succeed in the UCaaS market. Initial partnership contracts were 
signed during 2021 and we expect more partners to be onboarded 
in 2022. Our efforts are beginning to deliver results and we continue 
to see a significant long-term growth opportunity. 

• A rapid roll-out of fibre which will substitute legacy broadband 
products and services with new high-speed replacements. 

• The wider roll-out and rapid adoption of 5G mobile services which 
will be transformational in supporting businesses. 

• BT 2025 switch off which will drive a significant opportunity to 
provide new cloud-based communication product and services 
to businesses of all size. 

UK Direct business
The UK Direct Business accounted for 24% of our Group revenue in 
2021, with gross profit up 14% to £52.6m and revenue up by 7% to 
£104.8m. Gross margin increased from 47.2% to 50.2% as we had 
fewer lower margin installations in the year.

Overall, we have delivered a strong financial performance in 2021, 
and despite the impact of the pandemic which delayed customer 
decision making and new sales during 2020 and H1 2021, our team 
delivered a strong sales performance in H2, and we therefore enter 
2022 with a high-quality contracted order book. As part of our 
growth strategy, a key feature of our performance has been the 
high-level of cross-selling and up-selling that we achieved with 
existing customers. Our customers are fully benefiting from 
Gamma’s broad and growing product portfolio, which includes the 
contributions from the acquisitions that we made recently to 
extend our UCaaS, CCaaS and overall Microsoft and Amazon 
product and service capabilities. In addition, we have been very 
pleased with the quality of new customers that we have won during 
the period, all of which are procuring multiple products and 
services from Gamma. 

We have won several multi-year, multi-product contracts, including 
those with NFU Mutual (SDWAN), The Automobile Association 
(Inbound), Carr’s Group (SDWAN & UCaaS) and CJ Lang & sons 
(SDWAN & UCaaS). 

In addition, in the Public Sector we have made excellent progress 
and were awarded a significant number of contracts across local, 
regional, and central Government, including a very large and 
strategic UCaaS (Managed Microsoft Teams) deployment for the 
DWP. Other notable contract awards included:

• Five new County Councils who contracted for a mix of SIP and UCaaS. 

• Seven NHS trusts who contracted for a mix of UCaaS, SIP 
and connectivity.

• Three further central Government agencies who contracted 
for a mix of SIP and mobile services. 

• We have also been awarded over 14,000 mobile connections  
via the Public Sector procurement frameworks, demonstrating 
the strength of Gamma’s new mobile product within this sector. 

As highlighted previously, the acquisition of Exactive in 2020 
significantly enhanced Gamma’s Microsoft capabilities, and we are 
now one of the largest providers of Microsoft Teams Direct Routing 
in the UK. Exactive is now fully integrated as a Microsoft “centre of 
excellence” within Gamma, and we are providing services to a broad 
set of customers and partners across all business segments, and 
as highlighted previously, in October 2021 Gamma’s direct routing 
service became available directly from the Microsoft Teams 
platform via their Operator Connect service. 

We include the results of CircleLoop the digital UCaaS service  
and channel which we acquired with Mission Labs in our Direct 
business. We now have almost 4,000 customers who are using  
the CircleLoop service via our digital platform.
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Overall, our cloud and mobile product performance has been 
positive, and we delivered strong net growth from both existing and 
new channel partners. We established a new channel partnership 
with Másmóvil (one of Spain’s largest mobile network operators) 
which is strategic and delivered excellent results for both cloud and 
mobile sales throughout 2021. On the mobile side, this relationship 
enables us to compete very well in the market, while we have 
established a wholesale cloud capability that enables Másmóvil  
to deliver bundled mobile and cloud products and services directly 
to their business customers. A true partnership!

In H2, we launched a second channel programme aimed at 
Microsoft partners who are expanding their business by adding 
telephony services to their customers (through MS-Teams).  
This programme is one of the first in the Spanish market and is 
generating a lot of interest in the sector. In addition to this, we 
launched Microsoft Teams integration, enabling any Gamma 
customers in Spain who are using our cloud PBX or SIP products to 
use the Teams application to make and receive calls in a seamless 
and easy way. Additionally, we have integrated cloud contact centre 
features to our UCaaS product.

The non-cloud part of our Spanish business (Comymedia and VT 
Andalucía) has been more severely impacted by COVID-19 and 
underperformed against our expectations in 2021. Our sales 
performance and overall outlook improved through H2, and we 
have taken actions to ensure an improved performance of these 
businesses in 2022. 

Gamma Netherlands
The COVID-19 pandemic had a more serious impact on the 
economy and overall business market in the Netherlands, resulting 
in restrictions and lower levels of cloud growth in the market. 
Notwithstanding this, we delivered positive net growth across 
our key cloud and mobile products. 

Our multi-tenant business (Schiphol Connect and Nimsys) 
benefited from increased activity at Schiphol airport and from 
businesses optimising their way of working. During the year we 
signed several large long-term contracts and focused on cross-
selling and up-selling to existing customers, all of which delivered 
net new business, improved retention, and an overall stronger 
performance for the business. 

Throughout the year, and building on our work in 2020, we have 
continued to focus on developing and strengthening both our 
cloud and overall wholesale partner proposition in the market. 
Examples were the launch of Collaboration and voice recording as 
part of our Cloud PBX offering, while we also launched Microsoft 
Teams Direct Routing to support the increasing demand for 
Microsoft services in the market. Looking forward, and as part  
of our Group Operating Model, we have an exciting roadmap of  
new products and features which we are planning to launch in the 
market during 2022. 

As well as being focused on strengthening our sales and overall go 
to market activities, after making several acquisitions during the 
last years, we have made good progress in moving towards a more 
simplified and fully integrated operating environment. We have 
integrated Dean One, GnTel, Schiphol Connect and Nimsys, and in 
Q4, we launched the new Gamma Benelux brand in the market. 
Alongside our brand launch, we also introduced a renewed 
wholesale partner program which supports our ambitious partners 
with dedicated initiatives in marketing, lead generation and training. 

In addition to strengthening our cloud products, we also renewed 
our long-term partnership contract with T-Mobile, which will enable 
us to continue to deliver a strong and competitive retail and wholesale 
mobile offering to our mobile dealers and channel partners. 

Summary and outlook
I am particularly pleased with how we have performed as a business 
in 2021. We have focused on maximising opportunity, while 
responding to challenges and mitigating risk. We have delivered 
strong results, and while executing very well against our short-term 
business and financial objectives we have continued to invest 
widely across our business and make significant progress against 
our strategic objectives. Importantly, I am absolutely delighted with 
our continued focus on supporting our staff, our channel partners, 
and our end-customers. 

Looking forward, we will stay focused on developing and strengthening 
our technology and product capabilities across the Group. We have 
created a strong technology and software development capability 
and although this is work in progress, we do have an exciting product 
roadmap, which will reinforce and further enhance our market 
credentials. We have launched several new products and features 
during 2021 which have been positively received by the market, and 
these are now making a meaningful contribution to our product and 
financial performance, and I expect this to continue in 2022. As part 
of our Group operating model, we plan to launch these products 
across all Gamma markets.

Within our Indirect business, we will continue to evolve and adapt 
our partner proposition to support growth opportunities across all 
markets, ensuring that our channel partners have the tools to 
compete and be successful. Within our Direct business, we have 
seen delays to some projects for our Enterprise customers caused 
by the global chip shortage; this means that sometimes it takes 
longer than we had anticipated for billing to start and this may affect 
growth in 2022.

As an important part of our strategy, we will continue to assess 
acquisition opportunities that enable us to strengthen our 
technology and product capabilities and expand and strengthen 
our position in our core UK and European markets. We believe that 
scale in these key markets is important, and this will continue to be 
a key focus for Gamma during 2022 and beyond. The technology 
and product-based acquisitions we have made, have enabled us to 
accelerate our strategy and fundamentally strengthen our technology, 
product, and software development capabilities across Gamma. 
This is a core foundation that will support our strategy to deliver 
long-term sustainable growth and long-term shareholder value. 

We continue to see the structural changes in the UCaaS market 
as very positive and reinforcing our strategy and future growth 
opportunities. The awareness and adoption of cloud communication 
services, and the shift towards a more flexible and remote way of 
working, we believe will support significant growth in the market 
and an acceleration towards cloud communications. The significant 
benefits of the UCaaS, CCaaS and fixed and mobile access products 
that we sell across the UK and Europe have never been more 
important, and notwithstanding the risks of possible economic and 
business market headwinds, we continue to see a positive business 
and long-term market outlook. 

As a final point, I would like to personally thank our staff, partners 
and customers for their contribution and ongoing support. 

 

Andrew Taylor
Chief Executive Officer

21 March 2022
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Our strategy

During 2021, we began a five-year strategic review mapping the 
competitive and market landscape out to 2026. This has been in 
the context of the pandemic and the resulting disruption in the 
natural evolution of the market. Strong trends are starting to 
emerge, albeit with varying perspectives on the pace of change 
we might experience through the period. We will provide more 
information during 2022 on the conclusions we have drawn.

Based on the work we have done so far, we don’t see any major 
deviation from the 2023 Strategy we presented back in 2019 
however the pace of change increased through the pandemic and 
we are tracking how that will settle post pandemic, across all the 
markets we serve.

A strategy driven  
by an engaging culture

Cloud telephony and UCaaS
Evolve our strong cloud telephony 
position into the UCaaS market

Achievement
In March 2021, we acquired Mission Labs bringing additional 
technology and product capabilities to the Group (Smart Agent  
and CircleLoop) as well as adding important software development 
capabilities. The integration of Mission Labs has gone well and is 
proceeding in line with expectations. We are leveraging Mission 
Labs’ relationship with Amazon to expand our offering into the 
Enterprise market through the Smart Agent product, which has 
generated new customers during the period. The CircleLoop 
product (which is a digitally based Cloud PBX product aimed at the 
micro business market) is also growing in line with expectations. 
Moreover, the Mission Labs team is working well with the existing 
Gamma technology and product teams which have collectively 
accelerated progress on product and feature development.

In line with our plan, we launched ‘Horizon Contact’ (which is a 
Contact Centre as a Service product) and we also integrated 
Microsoft Teams to our Horizon Cloud PBX product. These two 
integrations demonstrate significant progress in our ability to 
become more integral to our customers’ business applications  
and processes, a cornerstone of the emerging UCaaS market.

We continued to develop our relationship with Microsoft and 
launched Microsoft Teams Direct Routing in March – essentially a 
SIP Trunk which works specifically with Teams. We were also added 
to Microsoft’s select list of carriers who offer the “Operator Connect” 
service which is designed to enable seamless and integrated calling 
between Teams and the local telephony infrastructure (known as the 
PSTN). This selection demonstrates our strength in having both a 
UCaaS offering as well as an ability to provide integration to the PSTN.

Future priorities
Our main strategic priority in 2022 is to begin the programme 
to roll out our product portfolio across all Group businesses. 
Tangible progress can be achieved during 2022 but this is a 
multi-year programme.

Our focus as stated in 2019
Having established market-leading positions in both the SIP and 
Hosted PBX markets, our focus is to build on that position and take 
advantage of the fast growing UCaaS market. This requires us to 
gain market share for both team collaboration (Instant messaging, 
Video conferencing, Screen Share) and Multi-Channel customer 
contact products and services. In both cases these need to be 
integrated with our core Hosted PBX and SIP offerings, underpinned 
by our fixed and mobile network solutions. The pandemic has 
accelerated adoption of these technologies and we are aligning  
our programmes accordingly.

The major influencing factors we see include:

• Communications delivered as an application on a desktop or 
mobile device and becoming increasingly integrated with other 
business tools like CRM and Collaboration.

• Real acceptance of technologies such as video plus growth  
of social messaging being used for business interactions.

• Business models adapting to a more even balance between 
home, mobile and office working – hybrid working.

• Evolution of fixed and mobile access technologies.

Over time these factors will change the way businesses purchase 
and use our services and will accelerate the convergence of IT  
and Telecommunications. 

Relevant KPIs: 
 2   7   8  

Associated risks: 
 4   5   7  

14 Gamma Communications plc 
Annual Report and Accounts 2021



Fixed and Mobile telecom
Build on our fixed and mobile 
telecom strength to differentiate 
our proposition from pure OTTs

Achievement
In November 2019 we announced the partnership agreement  
with Three UK that supports a smooth transition from our legacy 
operating model onto their 5G-ready network. Whilst some 
elements of this programme were disrupted by the first lockdown 
in March 2020, we launched the new service in the summer of 2021. 

In each country in which we operate we have a mobile offering with 
one or more MNOs.

We also work with a number of data providers in each country to be 
able to deliver business grade broadband and ethernet products 
which support our UCaaS product portfolio.

Future priorities
Our priority in 2022 is to complete the implementation of the new 
operating model with Three and the migration of customers to the 
new platform. It should be noted that this is largely a background 
system process with minimal customer disruption.

Group Expansion
Expand into Europe to gain 
continued growth and scale

Digital Progression
Continue to build on our digital 
capabilities to assure agility and 
sustain competitiveness

Achievement
The acquisitions of HFO Telecom, Voz Telecom and GnTel in 2020 
significantly increased our market presence in Europe. During 2021 
we have developed and started executing our short, medium and 
long-term plans to drive growth. During the year we placed an 
emphasis on developing an improved proposition to our sales 
partners in these countries, as well as designing the operating 
model we need to move towards a single product platform across 
the Group. We have also continued to assess options to deliver 
scale through acquisition and we continue to evaluate a number 
of potential targets.

Future priorities
Our primary focus is to continue to execute the organic and 
inorganic growth plans with these businesses. In parallel we will 
start the introduction of our common product platforms and 
establish the supporting group operating model.

Achievement
The acquisition of Mission Labs and in particular its product 
CircleLoop provided a step change in our Digital capabilities.  
Circle Loop is a ‘Digital first’ product with full self-service interfaces 
from initial enquiry, through provisioning, billing and support and  
is designed to address the micro end of the business market. This 
acquisition completed our portfolio of route to market channels, 
covering the full spectrum from Direct Digital, through Dealer and 
Wholesale models to fully managed services for Enterprise.

Future priorities
We now have a comprehensive set of capabilities to design, 
develop and take to market well designed, digitally orientated 
products and support services. We will continue to utilise these 
capabilities to enhance our existing products and move towards  
a single product portfolio across all Group businesses.

Our focus as stated in 2019
In anticipation of the forecasted market shift from low end ethernet 
to high speed broadband our focus is on strengthening our 
broadband proposition and adding value into these services. At the 
same time, we have to ensure we are competitive in high speed 
ethernet services. Whilst the mobile market is relatively flat, we see 
significant disruption through the adoption of 5G services and 
‘Unlimited’ data bundles. This reinforces our decision in 2018 to 
move to a light MVNO model with an appropriate partnership model 
that allowed us to exploit this disruption.

Our focus as stated in 2019
There are a number of large European markets where the adoption 
of Cloud communications services is much lower than the UK. While 
each country will have its own unique reasons for this, we believe that 
the advent of UCaaS and the shift to desktop and mobile applications 
for communication in all forms, will be a new and disruptive driver for 
the adoption of cloud-based services (catalysed further by the 
pandemic). Our focus is to gain a position in relevant markets through 
acquisition and leverage our UK experience to gain significant 
market share through organic and inorganic growth.

Our focus as stated in 2019
To ensure that we have straightforward sales, service management 
and product user interfaces which align with customer expectations 
and differentiate our overall proposition, whilst at the same time 
allowing us to optimise our operating model and grow efficiently.

  KPIs, Pages 16-17
 1  Revenue
 2  Gross profit
 3  Gross margin
 4  Adjusted EBITDA

 5  Cash
 6  Cash generated by operations
 7  EPS
 8  Fully diluted adjusted EPS

 Principal risks, Pages 22-25
 1  Unplanned service disruption
 2  Data loss and cyber attacks
 3  Over-reliance on suppliers
 4   Inability to attract and retain 

top talent

 5  Uncertain competitive landscape
 6  Price erosion
 7   Legal and regulatory  

non-compliance
 8  Unsuccessful M&A strategies

Relevant KPIs: 
 2   5   7   8  

Associated risks: 
 5   8  

Relevant KPIs: 
 2   5  6   7   8  

Associated risks: 
 4   5   8  

Relevant KPIs: 
1   3   6   7   8  

Associated risks: 
1   5  
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Key performance indicators

The assessment of our KPIs, their link to our strategy, movement  
in the year and their progression is described below.

Key performance indicators

Revenue (£m)

 £447.7m
+14%

2021 447.7

2020 393.8

2019 328.9

Definition
Revenue from sales made 
to all customers (excluding 
intra-Group sales which 
eliminate on consolidation).

Strategic focus
Gamma monitors growth  
in revenue as it shows how 
successful Gamma has been 
in expanding its markets and 
growing its customer base. 

Progress
Revenue has grown in the  
year due to continued growth  
in our key products in the UK  
as well as full year trading of 
acquisitions in 2020 
across Europe.

Outlook
Continued growth as further 
adoption of cloud.

Gross profit (£m)

 £228.5m
+14%

2021 228.5

2020 200.8

2019 166.5

Definition
Revenue less cost of sales.

Strategic focus
Gross profit is the measure 
used to evaluate the 
performance of the Group as 
well as each of the operating 
segments.

Progress
Gross profit has continued to 
grow as a result of increased 
revenue and efficiencies 
achieved across the Group.

Outlook
Continued growth as further 
adoption of cloud.

Gross margin (%)

 51.0%
+0.0%

2021 51.0

2020 51.0

2019 50.6

Definition
Gross profit as a percentage 
of revenue.

Strategic focus
Gross margin is a measure  
of the Group’s profitability. 

Progress
Gross margin is in line with the 
prior year.

Outlook
Gross margin is expected  
to remain consistent as the 
product mix across the Group 
tends to an equilibrium.

Adjusted EBITDA (£m)*

 £95.4m
+21%

2021 95.4

2020 79.0

2019 63.5

Definition
Adjusted earnings before 
interest, taxation, depreciation, 
gains and losses on disposal  
of fixed assets, amortisation 
and exceptional items.

Strategic focus
Adjusted EBITDA is the  
measure used to evaluate the 
performance of the Group as 
well as each of the operating 
segments, including their 
support functions.

Progress
Adjusted EBITDA has continued 
to grow. 

Outlook
Continued growth as further 
adoption of cloud.

*  Adjusted EBITDA is now being shown 
as a KPI rather than EBITDA as it gives 
a reader of the accounts a view of the 
underlying trading picture which is 
comparable year to year.
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Cash (£m)

£52.8m
-2%

2021 52.8

2020 53.9

2019 53.9

Definition
Cash and cash equivalents  
held at the end of the year.

Strategic focus
Cash demonstrates financial 
strength and the ability to pay 
sustainable dividends to our 
shareholders.

Progress
Cash has decreased slightly 
despite spending £49.5m on 
acquisitions during the year 
(note 18). 

Outlook
The Group expects to increase 
the cash balance subject to 
any further acquisition 
opportunities that may arise. 

Cash generated by 
operations (£m)

£89.8m
+27%
2021 89.8

2020 70.3

2019 54.0

Definition
Net cash flows from operating 
activities before tax paid.

Strategic focus
Cash generated by operations 
is a measure of the quality of 
Gamma’s earnings. It provides 
financial strength and the ability 
to pay sustainable dividends to 
our shareholders. 

Progress
Cash generated by operations 
has continued to grow.

Outlook
Cash generated by operations 
is expected to grow in line with 
EBITDA – cash conversion is 
expected to remain strong.

EPS (p)

55.2p
-17%

2021 55.2

2020 66.6

2019 36.1

Definition
Earnings after tax divided by the 
full diluted number of shares. 

Strategic focus
Long-term growth in EPS 
is a fundamental driver to 
increasing shareholder value.

Progress
EPS has declined as a result of 
an exceptional item relating to 
the sale of The Loop in the prior 
year (note 8).

Outlook
Expected to grow in the absence 
of any unforeseen events.

Fully diluted adjusted EPS (p)

64.0p
+25%

2021 64.0

2020 51.3

2019 40.8

Definition
Adjustments to earnings include 
in the current year amortisation 
arising on business combinations, 
change in fair value of acquisitions, 
exceptional items and related 
tax benefits.

Strategic focus
Fully diluted adjusted EPS is  
a measure of how successful 
we are in our strategy and 
ultimately how Gamma 
increases value for 
its shareholders. 

Progress
Fully diluted adjusted EPS  
has continued to grow.

Outlook
EPS is expected to continue  
to grow. 
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Key performance indicators continued

Performance metrics

Number of UK hosted seats 
(‘000s)

 676
+12%
2021 676

2020 601

2019 522

Definition
Number of billed seats at the 
end of the year on Horizon 
(Cloud PBX) products.

Strategic focus
Growth in this metric 
demonstrates the ability of 
the sales force to win new 
customers while also retaining 
existing relationships.

Progress
We have achieved growth from 
prior year as planned.

Outlook
Continued growth. 

Number of UK SIP Channels 
(‘000s)

 1,430
+21%
2021 1,430

2020 1,185

2019 1,016

Definition
Number of billed UK SIP 
channels at the end of the year.

Strategic focus
Growth in this metric 
demonstrates the ability of the 
sales force to win new customers 
while also retaining existing 
relationships.

Progress
We have continued to grow our 
number of SIP channels during 
the year. 

Outlook
Continued growth. 

UK Network Availability  
(%)

 100.000%
+0.0%
2021 100.000

2020 99.994

2019 99.997

Definition
Availability of UK strategic 
platforms.

Strategic focus
By having a stable, available 
network this helps to attract 
and retain customers. 

Progress
The network has continued 
to have strong availability 
throughout the year.

Outlook 
To continue to have strong 
availability.

R&D Spend  
(£m)

 £19.6m
+52%
2021 19.6

2020 12.9

2019 11.3

Definition
The sum of research costs 
expensed through the 
statement of comprehensive 
income and capital expenditure 
on development costs in 
intangibles during the year. 

Strategic focus
New and continued 
development on our products 
contribute strongly to overall 
growth, maintaining high returns 
and strengthens our overall 
market position.

Progress
We have continued to invest  
in research and development.

Outlook
Continued investment. 
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Recurring Revenue  
(%)

89%
-2%
2021 89

2020 91

2019 93

Definition
The percentage of revenue 
recognised over time over total 
revenue. See note 5 in the 
financial statements. 

Strategic focus
Recurring revenue gives 
an indication of future 
performance of the business. 

Progress
Recurring revenue remains at 
a high level though showing a 
slight decline as a result of a full 
year of the mobile focused 
distribution business which was 
acquired as part of the HFO 
acquisition in July 2020.

Outlook
Maintain a high proportion 
of recurring revenue.
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Understanding the risks  
that affect the Group

Risk management framework

How Gamma manages risk 
Gamma operates a robust and well-established structure for the 
management of risk in each area of its business. This process 
includes the identification, evaluation and scoring of risks based  
on the likelihood of occurrence, when it may impact Gamma and 
the potential impact when it does, alongside the adequacy of the 
mitigation or control actions in place. Risks are categorised and 
aligned to Gamma’s business priorities to ensure appropriate 
senior visibility, evaluation and mitigation exists. An integrated  
risk management process provides visibility of risks across the 
Company and facilitates consistent data-driven decision making. 
Each generic area of risk has clearly assigned accountability within 
the Senior Leadership Team (‘SLT’) with reporting lines to the CEO 
and ultimately the Board. A centralised risk register is maintained 
which includes all identified risks, their scores, prioritisation, the 
status of existing controls and action planning. 

Risk management happens at multiple levels within the organisation 
and all employees are encouraged to consider Company risks 
throughout their working routines. The organisation level at which 
risk is owned is determined by its severity. This ensures the owner 
has appropriate level of authority to decide upon the response to  
a risk. Alongside an ongoing education and training programme, 
the Company continues to build a risk aware culture. 

Gamma continues to grow and reinforce its position in core UK 
markets, whilst in parallel executing on strategic acquisitions to 
expand its addressable markets internationally, and in 2021 Gamma 
conducted a thorough review of its principal risks to ensure they are 
representative of the Group with adequate international perspective.

Risk governance 
The Board has overall responsibility for the establishment and 
oversight of the Group’s risk management framework, for ensuring 
that an appropriate risk management culture exists within the 
organisation, and for ensuring the effective identification, 
assessment and management of individual risks. 

To assist in this process, with respect to non-financial risk, the Board 
established a Group Risk Committee under the stewardship of 
Martin Lea, Senior Independent Non-Executive Director. In addition 
to its Chair, the Risk Committee comprises the Company’s Chair, 
two other Non-Executive Directors, the CEO, the CFO and the Group 
Operations Director. It generally meets quarterly or as otherwise 
required and liaises where necessary with other Board committees. 

The main tasks of the Risk Committee are to ensure that:

• Management has implemented an appropriate and effective risk 
assessment, management and internal control system. 

• There is an effective system in place for the identification and 
assessment of new and emerging risks.

• The nature and extent of the principal risks faced is understood 
and that they are effectively managed and mitigated.

• An appropriate risk management culture exists within the 
organisation.

Additional governance is applied to manage the risk of data loss, 
which is one of the Company’s principal risks. A subset of the Senior 
Leadership Team (SLT) forms the ’Data Protection Committee.’ In 
addition to establishing strong governance controls for the 
protection of personal data and the business’ GDPR obligations,  

This section describes the principal risks that could have a material adverse 
impact on the Group and how those risks are identified, evaluated and managed.

Risk management

Risk Management Process

Group Risk Committee

Senior Leadership Team

Identification Evaluation Monitoring Mitigation

Data Protection Committee Executive Directors
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the Committee also oversees Gamma data assets and ensures these  
are adequately protected. This Committee is advised by the Data 
Protection Officer, Information Security Director and Chief Architect 
to ensure all aspects of the data lifecycle are appropriately assessed, 
managed and protected.

Gamma utilises certified frameworks for the management of risk 
related to information security (ISO 27001), business continuity 
(ISO 22301) and environmental management (ISO 14001). 

Gamma has a series of policies regarding anti bribery and 
corruption, modern slavery and human trafficking, ethical behaviour 
and wider social and governance matters; but the Board does not 
consider there to be significant risks in these areas. There is also  
a whistleblowing policy in place.

The risk management process 
Within the Risk Management governance framework, Gamma has  
a well-established process for managing risk. The process follows 
four simple steps:

Stage 1 
Risk identification

Stage 4 
Risk 

monitoring, 
reporting and 

escalation

Stage 3 
Risk response

Stage 2 
Risk  

assessment

Communication 
and consultation

Identification – All employees are encouraged to consider and 
document risks within their working routines and the risk 
management process supports this at every organisational level.

Assessment – Risks are assessed by reference to likelihood 
(i.e., probability of occurrence), proximity and impact against the 
assessment criteria. By measuring risks against consistent criteria, 
it allows comparison of risks on a like for like basis and this assessment 
also sets out the thresholds which determine at which level a risk 
should be owned. 

Risk response – Once assessed, a risk response option is selected 
and implemented which will determine any action that is required  
to reduce the risk impact and/or likelihood.

Monitoring, Reporting and Escalation – Every risk is monitored to 
keep the relative impact, likelihood and proximity current. Additionally, 
the risk owner must review, and where required, update the risk 
register on a quarterly basis.

Unpredictable and significant events
Where highly unpredictable, significant, and close proximity risks 
(sometimes referred to as black swan events) occur they are 
managed through Gammas Risk Management Process and are 
closely managed by the relevant team within Gamma. They are 
assessed, scored and managed using the integrated framework, 
recognising the assessment must be completed at the pace of the 
event. An important aspect of an unpredictable risk is that, in hindsight, 
it may have been predictable or visible had certain data or knowledge 
been available. As such a post risk review occurs to ensure the 
Company learns and adjusts its risk framework where appropriate. 

Risk appetite 
The Company’s risk appetite is reflected in the way it assesses, 
scores, ranks and then manages individual risks. 

As part of the annual review of the risk framework Gamma conducted 
a review of its risk appetite surrounding its principal risks. Risk 
appetite statements have been developing and are owned by  
the SLT and approved by the Risk Committee. Gamma appetite 
statements are directional and ensure that those managing 
operational risks understand Gamma’s desires and willingness  
to take risk within the area. The purpose of these statements is to 
strengthen risk assessment and allow prioritisation of risk response 
activities. This allows efficient use of time and resources when 
managing risk, whilst ensuring acceptable levels of risk are taken 
to deliver the strategic objectives. 

An example of this is demonstrated within the ‘Unplanned service 
disruption’ principal risk. This was assessed by the SLT and the 
appetite set such that service interruption must be avoided, in 
particular across Gamma’s mature products and services where  
a large number of customers rely upon them for business critical 
operations. Equally, Gamma do recognise that technology failure 
cannot be completely avoided and for the deployment of new 
products it is also important to counterbalance maintaining highly 
available products and services at scale with the pace in which 
Gamma takes these to market. Once the risk appetite is defined 
and approved by the Risk Committee, this then helps employees 
working within Gamma’s development, engineering and operational 
teams understand the importance of maintaining high levels of 
service availability. 
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The assessment of the principal areas of risk, their potential impact to achieving Gamma’s strategy, movement in the year and how the 
Company seeks to mitigate them are described in the table below. The occurrence of any of these potential risk scenarios could to a 
greater or lesser extent potentially adversely result in damage to Gamma’s reputation and/or business performance. The risk impact 
considers both the financial impact of the risk, when it may impact Gamma and the likelihood of it occurring.

Gamma’s principal risks  
and how they are mitigated

Unplanned service disruption

Risk Impact:  High
Change on prior year:  
Link to strategy:  1   2   

Description 
Reliable, high-quality business communications services are critical 
to Gamma and are the core components of its products and strategy. 
Therefore, maintaining very high levels of service availability is central 
to Gamma’s credibility, competitive positioning and its financial 
performance. This is particularly so as it serves the business market, 
and any disruption to Gamma’s service affects the ability for its 
customers to provide services.

Potential impact 
If Gamma’s products and services perform below our customers’ 
expectations, then this could have a direct impact on product and 
revenue growth through reputational impact and could also result  
in significant financial loss. 

Mitigating actions 
Gamma operates a comprehensive operational governance 
framework to manage the availability and performance of its services. 
This includes the design and architecture of the network for 
resilience, capacity planning, change management and security. 

Business continuity planning and rehearsals are routine components 
of the governance framework. This governance is subject to external 
audit via the ISO 22301 certification.

Regular reviews take place with key suppliers and there is an internal 
fortnightly ‘Supplier Management Meeting’ chaired by Gamma’s 
procurement team, which seeks to improve supplier performance  
as well as address risks as they arise. 

There is a mature Incident Management process that is rehearsed  
on a regular basis. This capability is available 24x7x365 and ensures 
the business can respond immediately to events that may impact  
the performance of the services provided to customers. 

The Company has established an Emergency Communications 
Committee as part of the communications process which is initiated 
during any major service incident. This committee ensures that the 
Company maintains effective communication both internally and 
externally with customers, suppliers and where necessary the media 
and regulatory bodies (the latter supported by specialist agencies). 
This process is normally rehearsed at least once a year and was last 
tested during the heightened cyber security threat in mid-2021.

Gamma recognises that occasional technology failures cannot be 
avoided and are more open to this risk when it comes to the deployment 
of new products at pace to maintain a competitive advantage.

Data loss and cyber attacks

Risk Impact:  High
Change on prior year:  
Link to strategy:   1   2   3   4    

Description 
By its very nature, Gamma’s network infrastructure provides 
customers with open access to the internet and global voice 
networks. As such there is a risk from cyber threat and telephony 
fraud, as well as to the physical infrastructure. 

Cyber attacks are constantly evolving, and Gamma recognises that  
it could be a target for both sophisticated targeted attackers as well 
as nuisance attackers. Gamma may also be targeted based on the 
downstream services provided to key sectors within the UK and 
European markets or may also be subject to potential breaches of 
security within its supply chain. 

Gamma holds various types of data and its network carries customer 
communications, which heightens the risk of data related attacks. 

Potential impact 
A breach of security could have a significant impact on the Group’s 
reputation and in some cases also impact its commercial position. 
Potential fines could also be enforced if the Company was found  
to be in breach of its obligations relating to various regulations. 

Mitigating actions 
Gamma continues to adapt its governance structure to ensure best 
practice is followed in the identification and management of information 
and cyber security threats. This includes increased frequency and 
broadened scope of both routine and bespoke penetration testing; 
continuous compliance checks; integrated security behaviours 
training, which is mandatory for all employees; dedicated security roles 
to track how cyber threats are evolving and are best detected; and 
Board visibility of the maturity of the governance structure. 

Gamma’s core infrastructure and operations is certified under ISO 
27001 for security. 

Gamma carefully considers the cost vs benefit when it comes to 
investing in controls against cyber attacks, as well as how its peers are 
approaching this risk. Targeted investments are made in preventative, 
detective and responsive controls but it is accepted that some service 
disruption resulting from cyber attacks is possible.

A large proportion of the Gamma workforce has continued to work 
remotely in 2021, and Gamma has invested in automated data 
controls to limit the chance of data leakage as well as continuing with 
an online awareness training package adapted to focus on security 
threats relevant to remote working. 

The Company is represented in various industry forums to ensure  
it is aware of emerging risk, methods employed by malicious actors 
and best practice in the identification and mitigation of cyber risk. 

The Company also has fraud management applications used to identify 
unusual voice traffic patterns quickly with its 24/7 operational monitoring. 

Our principal risks
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Key to change in risk profile
  Risk profile increased year on year

  Risk profile no change year on year
 Risk profile decreased year on year

Key to strategy, Pages 14-15
 1   Cloud Telephony and UCaaS 
 2   Fixed and Mobile Telecom
 3   Company Expansion
 4   Digital Progression

Over-reliance on suppliers

Risk Impact:  High
Change on prior year:  
Link to strategy:  1   2   3

Description 
The business relies on a number of key suppliers to provide elements 
of its products and services. For example, access circuits purchased 
from other operators to connect to customer premises, and equipment 
from various hardware and software suppliers that facilitate the 
provision of Gamma’s services.

Potential impact 
Failure of one of these suppliers to perform may have an impact on 
the Company’s ability to deliver products and services within the UK 
and European markets. Due to the nature of the services provided 
over-reliance may result in unplanned service interruptions or 
inability to provide equipment required to provide services. The  
latter has materialised in 2021 with the global shortage of chipsets.

Mitigating actions 
Where possible, the business avoids significant reliance on suppliers, 
reducing the potential for operational issues or resulting in Gamma’s 
inability to react to market and customer developments. Gamma is 
more tolerant when it comes to reliance on dominant “tech suppliers” 
as their risk profile is lower and working with them is essential in 
certain selected market or product segments. 

Suppliers of important services are monitored carefully and are 
subject to regular performance reviews which include adherence  
to Gamma’s information security requirements and broader service 
KPls. The Risk Committee reviews the most significant risks and the 
status of related mitigation actions quarterly. 

Recognising the global shortage of chipsets in the supply chain 
during 2021, Gamma invested in over £5m of stock which ensures 
that the Company is well positioned to continue to provide product 
hardware to its customers. In addition, new hardware options have 
also been introduced into the Gamma portfolio so that the Company 
can ensure continuity of service to customers and partners should 
key stock lines become scarce.

Inability to attract and retain top talent

Risk Impact:  High
Change on prior year:  
Link to strategy:  1   2   3   4

Description 
The business has grown rapidly over the last few years and so far,  
has experienced low staff turnover, and has generally been able to 
develop or recruit the number and quality of staff required to support 
Gamma’s strategic development. 

There is a risk to continued growth, product portfolio expansion and 
entry into new markets, if the business cannot attract, develop and 
retain people of the required skill and experience.

The COVID-19 pandemic has intensified the market demand for 
UCaaS skills and as this market continues to accelerate, it will 
become increasingly important to differentiate the Company’s 
business and brand to continue to attract new talent to Gamma.

Potential impact 
Loss of key individuals or an inability to recruit the required quantity 
or quality of people could have an impact on the future growth of the 
business or the quality of services provided. For instance, in order for 
the business to achieve its strategic priorities, it is dependent upon 
recruiting and retaining highly skilled technical development and 
operational people with experience of modern technologies and 
design principles.

Mitigating actions 
Gamma has a well-established reputation for being a good employer. 
Gamma encourages internal promotions with external hires in 
specialist areas, Gamma recognises the need for strong mitigation 
activities including appropriate value and reward propositions 
supported by performance management systems. In order to  
attract new technology focused skills, the Company has launched  
a technology careers webpage, demonstrating the different roles 
within Gamma and showcasing its existing talent. 

Employee satisfaction is measured formally every six months using 
the Gamma Pulse survey. Anonymous feedback is provided through 
this platform which has enabled managers to act more swiftly to 
reinforce positive trends and tackle any negative sentiment. 

Gamma sees the opportunity that flexible working provides as part  
of its employee value proposition and in 2021 established a flexible 
work framework which will be open to all its employees from 2022. 

Additionally, the Company is committed to regularly reviewing the 
employee rewards package to ensure that it remains competitive  
for existing staff and attractive for new starters. The Company is 
committed to its People Agenda, with focus on development and 
leadership programmes, succession planning, employee wellbeing, 
developing our diversity, charitable giving, as well as effective 
employee engagement initiatives.
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Our principal risks continued

Uncertain competitive landscape

Risk Impact:  High
Change on prior year:  
Link to strategy:   1   2

Description 
The lack of a clear view of the competitive landscape and Gamma’s 
future positioning within the market could result in Gamma being 
unable to identify new entrants or potential competitive threats and 
respond accordingly. These threats could include for example, new 
market entrants such as software firms, disruptive technologies and 
competitive market consolidation. 

Potential impact 
These factors may impact Gamma’s position in the market due to  
the loss of its customers and growing competition may dilute the 
addressable market and slow down the rate of business growth.  
If the Company does not at least keep pace with the evolving market 
in terms of product and service development, then its plans for 
revenue growth may be negatively impacted.

Mitigating actions 
Gamma is not an innovator of novel products but a “fast follower”  
and seeks to address growing markets tailoring products for the  
target market quickly. However, in light of the changing competitive 
landscape close monitoring is required to remain relevant and 
competitive and it is accepted that Gamma will likely need to become 
more disruptive and innovative in selected segments going forward.

Gamma aims to provide products and supporting services which 
are more attractive to its customers than those of its competitors. 
The planning, development and marketing of products and customer 
service that Gamma provides are closely aligned to the evolution of 
market demand and of relevant technologies.

Market insight is gathered, both through recognised industry and 
market experts, and internal analysis. This insight informs decision 
making and execution plans across multiple time horizons.

In addition, the Company undertakes a thorough strategic review 
every three years and in 2021 Gamma ‘stress-tested’ its UCaaS 
strategy considering the market changes and evolving competitive 
landscape. This has driven complementary strategies to continue  
to grow market share within its UK and European geographies.

Price erosion

Risk Impact: High
Change on prior year:  
Link to strategy:  1   2

Description 
Gamma could be exposed to increasing pricing pressure in its existing 
markets. This could be due to factors such as market consolidation, 
increased competition or the commoditisation of its products. 

Whilst Gamma focus’ on its UCaaS strategy, it continues to benefit 
from its position within more mature markets within the UK such  
as SIP trunking where price erosion could become more prevalent.

Potential impact 
Price erosion may not be comparable with Gamma’s cost base as  
the Company grows, which may impact margins achieved. This may 
ultimately impact Gamma’s profitability and reduce outside 
investment interest.

Mitigating actions 
Gamma takes a cautious approach to protect price and margin 
on its existing products and services. This is tightly governed by its 
pricing committee in the UK. However, it strives to be more creative 
and disruptive with pricing models for future or improved products 
and services.

Gamma’s strategy is to leverage its skills and experience of operating 
communications products at scale in mature markets and penetrate 
less mature markets with its modern UCaaS product portfolio.  
In addition, it continues to introduce complementary features  
and services to its products to add value and protect profitability. 

Gamma also strives to reduce operating costs by driving efficiency 
activities throughout the business.

Legal and regulatory non-compliance

Risk Impact:  Medium
Change on prior year:  
Link to strategy:   2   3

Description 
The UK’s telecommunications sector does not have a ’licence’ 
requirement; it operates under a General Authorisation regime 
whereby, in combination with relevant UK and European statute,  
the sector’s regulator outlines the required compliance which is 
presumed from telecommunications companies such as Gamma.

As UCaaS develops and begins to diverge from traditional telephony,  
each regulator may take a different view on the level of regulation required 
and therefore Gamma may either inadvertently breach local numbering 
regulations (resulting in regulatory penalties and reputational damage) 
or could be slow to act and lose ground to competitors through over-
compliance with regulation which no longer applies.

As Gamma broadens its routes to market, the territories in which it 
operates and its pricing strategies evolve, there could be a greater risk 
of anti-competitive behaviour and non-compliance to competition law.

Potential impact 
The Company’s activities can be impacted by the decisions of relevant 
legislative, regulatory, or judicial bodies both domestically and in other 

non-UK territories within which it operates, the outcomes of which 
could put Gamma at a competitive disadvantage in its target markets.

Legal and regulatory non-compliance could lead to significant 
reputational damage and resultant fines.

Mitigating actions 
Gamma does not seek to influence regulations in every market, but 
may choose to do so in selected markets, considering various factors, 
such as the market size, our presence, and the regulatory maturity  
of that market.

Gamma mitigates this risk by continuing to monitor likely legislative 
or regulatory changes within UK and non-UK territories, assessing 
their risk and potential impact, and by regularly engaging with 
regulators as appropriate.

In addition, Gamma carefully governs its pricing strategies, setting 
reasonable thresholds and a governance process that extends across 
the Gamma Group. In the UK where Gamma carries a large market share 
of Cloud PBX and SIP trunking, a central pricing committee operates  
to control and agree pricing limits and incentives.

Furthermore, specific training surrounding competition law and 
anti-competitive behaviour is provided to employees with roles 
where this risk may occur.
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Unsuccessful M&A strategies

Risk Impact:  Medium
Change on prior year:  
Link to strategy:   3

Description 
Gamma faces multiple risks surrounding its M&A activity with the 
significant risks being: 
• an over-reliance on organic growth instead of M&A which could limit 

Gamma’s potential for growth;
• disruption to its business through a more aggressive in-organic 

strategy or poor integration; and
• potential inappropriate governance or poor due diligence on M&A 

leading to the purchase of a business that fails to deliver.

Potential impact 
The result of one or more of these risks occurring could limit both 
Gamma’s geographical reach as well as the opportunity to improve 
shares in its existing markets, which could ultimately result in the loss 
of competitiveness.

Mitigating actions 
Acquisition targets are identified based on Gamma’s strategic 
objectives. Giving in depth consideration to what the new company 
could contribute to Gamma, such as geographical expansion into 
new markets. 

Acquisition of new businesses, particularly those in different countries, 
introduces both financial and operational risk. In order to reduce the 
risks associated with acquisitions: pre-purchase, Gamma applies 
adequate specialist resource to due diligence, negotiation, and 
contractual preparation; post-purchase, adequate resource is applied 
to the integration and strategic direction of the acquired business and 
bringing it under the main governance control processes.

Gamma also ensures that its SLT responsibilities are aligned to 
effectively support the development and growth of the Group. 

Gamma recognises that entering markets is a risk that can be 
tempered by effective M&A activities.

Adjustments to Gamma’s principal risks 
from prior year

Customer Service experience
Gamma’s principal risks were reviewed in 2021 and the risk of 
delivering poor customer service recorded within its 2020 Annual 
Report was subsumed into the present principal risk relating to 
unplanned service disruption. The rationale for this change was 

driven by the potential for a greater impact to Gamma’s customer 
experience, reputation and revenue growth if Gamma’s products and 
service availability were to perform below customer expectation.

Emerging risks

In addition to the Principal Risks facing Gamma, the Company also 
considers emerging risks, which have different characteristics and 
are defined as a risk which is either highly ambiguous and therefore 
cannot yet be impact assessed or is a risk that materialises and 
evolves rapidly and therefore requires frequent re-assessment  
to gauge the potential impact to Gamma.

Russian / Ukraine conflict
Gamma is closely following the conflict between Russia and the 
Ukraine and continues to monitor and adjust its risk assessment as 
the situation evolves. 

Gamma does not have customers in either Russia, the Ukraine or any 
other non-EU bordering territories and therefore does not anticipate 
any immediate threat to financial performance. Additionally, Gamma 
does not anticipate any significant impact to the Company through 
the application of sanctions. Direct operational threats have been 
assessed as well as potential consequences in Gamma’s upstream 
and downstream supply chain.

However, the following areas of risk have been identified and remain 
under regular review.

• The increasing cyber threat, where Russian state sponsored attacks 
could by targeted at UK or European communications providers and 
national infrastructure as a direct response to sanctions.

• The risk of further escalating energy and fuel costs in the medium-
term would subsequently increase Gamma’s costs to power its data 
centres and offices.

• Longer-term economic downturn or a period of high inflation may 
have a detrimental impact on Gamma’s financial performance.

Gamma’s core network operates within the UK and best practice is 
followed in the identification and management of information and 
cyber security threats which are constantly evolving. Gamma also 
receives intelligence from the National Cyber Security Centre, which 
enables the dynamic adaption of cyber controls to help mitigate 
targeted threats. As a precautionary measure Gamma has also 
brought forward planned cyber security investments to further 
strengthen its rapid response capability in preparation for any 
large-scale network attack.

Energy supply to Gamma’s UK data centres represents the largest 
proportion of the company’s usage and Gamma has multi-year fixed 
energy pricing on its UK office facilities and its largest UK data centre. 
This helps to contain company exposure to short-term price 
escalation, however risks do still remain with energy price increases 
to power network equipment located in 3rd party data centres.

Climate change
During 2021 Gamma has made significant progress on the 
assessment of climate-related risks, assessing the impact of both 
transition and physical risks, both of which are judged to be minimal 
at present and more detail of which can be found in Gamma’s Climate 
Related Business Risks & Opportunities section on page 42.

The profile and therefore impact of climate-related risks are set to 
change as government policy evolves through the transition to a 
carbon net-zero economy and Gamma’s physical assets expand  
to new geographies. 

To support the management of emerging risks in this area,  
Gamma has roles dedicated to environmental management and has 
established a Group Environmental Management Policy with senior 
management responsibilities to oversee related risks.
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Section 172

Our Stakeholders
Maintaining strong stakeholder relationships  
is essential to Gamma’s long-term success.

Our principal means of engaging with our shareholders 
are through:
• Communications such as trading updates, use of the 

Regulatory News Service (“RNS”), Annual Reports and 
notices of general meetings.

• 142 one-to-one meetings with shareholders with the  
CEO and CFO being available to shareholders or potential 
shareholders and regularly meeting with them.

• Two Capital Market Days were run, one talking about 
Gamma’s product suite and one to talk about the 
European business.

• Attendance at roadshow events organised by the brokers 
who provide analyst coverage of the Group.

• Information on the investor section of our corporate 
website: www.gammacommunicationsplc.com. 

• Discussions held during the Annual General Meeting (AGM).

How we engage:

Shareholders are key beneficiaries 
in the value that we create. We are 
committed to transparent and open 
engagement with them.

Our People • Henrietta Marsh (Independent Non-Executive Director) 
is the Workforce Engagement Director.

• During 2021 the Gamma Pulse Survey, which was piloted 
in 2020, was rolled out across the Group. It is conducted 
on a bi-annual basis and provides valuable insight to 
senior management. Results are reported to the Board 
who have the opportunity to shape future surveys to 
areas of interest. 

• Monthly webcasts led by the CEO and other senior 
management on Company performance and activities 
of the Group.

• As a result of the pandemic, the large majority of the 
workforce has worked from home for most of 2021. A 
Special COVID-19 Taskforce was arranged to provide 
regular communication to staff.

• New processes were set up to ensure that managers 
engaged more frequently and to ensure they covered 
general employee wellbeing.

• Safe working 
environment

• Development and 
progression

• Competitive 
remuneration

• Diversity and inclusion
• Environmental footprint
• Workplace policies
• Collaboration
• Share price

Developing and attracting high-quality 
talent is a key driver of our success. As 
of 31 December 2021, we have 1,745 
employees worldwide.

• Financial performance
• Dividends
• Share price appreciation
• Strategy
• Business model
• Behaviours towards 

other stakeholders 
including in 
Environmental, Social 
and Governance areas

Customers: 
Channel 
partners

• Gamma Channel Partner Programme.
• 24/7 UK-based technical help.
• Each channel partner will have a dedicated Business 

Development Manager who is responsible for ensuring 
that they have what they need from Gamma to build their 
own business. Channel partners also have access to the 
Senior Management Team.

• Regular in-person or virtual roadshows to showcase new 
products and to share the development roadmap.

• Innovative solutions
• Long-term relationships
• Value
• Service
• Product development

Gamma’s ethos is to provide a robust 
product at a fair price. Where we are 
selling via channel partners, we want 
our partner to be able to make a fair 
margin for the value that they are 
adding to the end user.

Key areas of interest:

Shareholders
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• Continued strategic investment both organically and through acquisition, bringing new 
capabilities, new geographies and new market opportunities to the Group.

• Formed the ESG Committee.
• In 2020 we appointed a Senior Independent Director who is available to meet with major 

shareholders, if such meetings are required.
• Further strengthened internal governance through creation of a Group procurement 

team and an internal audit function.
• Gamma continues to comply with the Quoted Companies Alliance Corporate 

Governance Code (QCA Code), this was confirmed by the Board on 3 September 2021.
• Improved disclosure in the Annual Report.

  Our strategy  
Pages 14-15

  Our business model  
Pages 04- 05

  Environment, Social and Governance 
Pages 36-47

What we have done: Links to other relevant sections: 

• Invested in our People function, including strengthening the Learning and 
Development teams.

• Conducted bi-annual reviews of the employee engagement surveys and completed 
the feedback loop on any actions taken by reporting to employees. 

• Supported employees to establish appropriate working conditions with appropriate 
equipment during the pandemic.

• Including a “people” section in our monthly Board reports which focuses on key people metrics.
• Rolled out a Whistleblowing facility across all Group companies, using external 

contractors, and reporting in the first instance to two Independent Non-Executive 
Directors, and communicated its availability to employees who wish to raise concerns.

• Formulated a plan to improve diversity and inclusion.
• Adopted the UN Sustainability Goals as long-term objectives.

  Environment, Social and Governance 
Pages 36-47

• Through the Gamma Channel Partner Programme, we offer a suite of additional training 
resources – The Gamma Academy. These resources, tools and information are all 
accessible online. The programme has been designed to help channel partners reach 
into the marketplace by increasing the knowledge base and partner expertise. It also 
creates a deeper, more collaborative relationship with Gamma. This programme has also 
been rolled out in the Netherlands.

  Our business model  
Pa ges 04-05
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Customers: 
End users

• We assign customer service managers to each account 
giving a consistent point of contact within Gamma.

• We offer 24/7 support through our support team.
• The support infrastructure is co-located, meaning 

that end users get through to the right person to handle 
the query.

• Gamma offers a service scheme to allow customers to 
choose the level of service required to match the right 
support in place whatever the end customer needs. 

To provide reliable, innovative 
products and services that meet 
the needs of the end users. 

Suppliers • We partner with key suppliers to ensure that we have 
common goals and strategy.

• We ensure responsible procurement, through the Board 
approved policy.

• Gamma’s supplier payments policy is to always pay 
suppliers on or before the agreed term (which will vary 
from contract to contract).

• Social and ethical impact
• Payment practices
• Long-term partnerships 

to develop innovative 
products and solutionsDeveloping strong operational 

relationships is key to success.

• Product quality
• Product availability
• Product cost

Regulators • Engagement with Ofcom both formally and informally. 
• Participation in consultation responses as a Group or  

as a member of industry bodies.

Ofcom’s duties are set out 
in the Communications Act 
2003.

Its primary duties are:

• To further the interests 
of citizens in relation to 
communications 
matters; and

• To further the interests 
of consumers in relevant 
markets, where 
appropriate, by 
promoting competition.

We operate within the requirements 
of a regulated industry. 

How we engage:Key areas of interest:

Communities • We are committed to supporting the communities in 
which we are based and are enhancing our charitable 
giving plan.

• Environmental and 
social impact

• Improving quality of life
• Protecting people
• Diversity and Inclusion 

We have a duty to conduct 
business in a responsible way that 
aligns with our purpose and values.

Section 172 continued
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• Our UK Direct business unit organises an annual conference for our customers which 
allows them to stay in touch with the senior team at Gamma as well as to share 
knowledge with their peers. 

• In our UK Direct business we have continued to develop our online sales and support 
platform in line with our strategic plan.

What we have done:

• During the year we have built our Group procurement function to ensure best practices 
are applied across the Group.

• Annual approval of the Modern Slavery Statement by the Board.

• Defend the Channel – we recognise that many channel partners are SMEs who do not 
always have the resources to engage with regulatory bodies.

• Give a voice to businesses – regulation is often aimed at protecting the domestic 
consumer but with unintended consequences when applied to business users.

• Challenge the cost assumptions of implementation – these can be underestimated.
• Ensure that regulation stays current – to help provide adequate protection for end users.

• Supporting communities via financial donation including a matching scheme for funds 
raised by employees.

• Supporting through time donated, where employees are given one day a year to help 
support their chosen charity.

• Formulated a plan to improve diversity and inclusion.
• Formed an ESG committee and improved reporting in this area. In 2021 a Charity forum 

was set up to add focus to this area. 

  Our business model  
Pages 04-05

  Our strategy  
 Pages 14-15

Links to other relevant sections: 

  Environment, Social and Governance 
Pages 36-47

  Environment, Social and Governance 
Pages 36-47

  Environment, Social and Governance 
Pages 36-47
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Section 172

The Board considers the matters set out in section 172 of the 2006 
Act in all its discussions and decision making. That includes:

The likely consequences of  
any decision in the long term:
The Directors recognise that the decisions they make today will 
affect the Group’s long-term success. During the year the Board 
continued to monitor the Group’s strategy, which is discussed 
further on pages 14-15, which shows how the Group will increase 
value for all our stakeholders. This guides the Board’s decisions 
between short and long-term investments.

The interests of the Company’s employees:
The Board recognises that Our People are a key differentiator and 
they are always considered as part of the Board’s discussions and 
decision making. The Board is committed to the People Agenda, 
with focus on development and leadership programmes, succession 
planning as well as effective employee engagement initiatives. The 
Group has invested in our People function, including strengthening 
the Learning and Development teams. Regular employee engagement 
surveys are performed across the whole Group with results and 
actions being discussed at the Board level. Henrietta Marsh 
(Independent Non-Executive Director) is the Workforce Engagement 
Director. The Remuneration Committee takes an active interest in 
the remuneration of employees at all levels to ensure that the 
overall reward is equitable.

The need to foster the Company’s business 
relationships with suppliers, customers and others:
The Board understands the importance of fostering good 
relationships with its stakeholders. More detail about how it 
engages with it stakeholders is on pages 26 to 29. The Board does 
also rely on its subcommittees and senior management to develop 
relationships and to share the views of the relevant stakeholders. 
Board members meet with customers as well as monitoring the 
relationship with key customers via the Executive Directors and  
the Senior Leadership Team (SLT). The Board additionally actively 
monitor the relationships with key suppliers through the Executive 
Directors and the SLT.

The impact of the Company’s operations 
on the community and the environment:
The Board recognises the importance of its decisions on the 
community and the environment. The Gamma Board adopted the 
UN Sustainable Development Goals in January 2020 and since that 
time Gamma has assessed each goal in depth to understand how 
the business is best placed to make a meaningful contribution. 
Through the ESG Committee, the Board also ensures that 
environmental policies and suitable governance structures are 
established to align with Gamma’s committed environmental 
targets. In 2021 the Group appointed a Group Sustainability 
Director who has responsibility for the Company’s emissions 
reporting and carbon reduction planning. Gamma has held 
‘Certified Carbon Neutral Company’ status (conferred by Natural 
Capital Partners) since 2006 and has committed to become a 
carbon net-zero business by 2042.

The desirability of the Company maintaining a 
reputation for high standards of business conduct:
The Board intends that Gamma be a positive contributor to society 
as a whole, to the UN Sustainable Development Goals, to its 
employees, customers, suppliers, shareholders and other 
stakeholders, and to the environment. To this end Gamma requires 
that all its employees and Directors: a) comply with the law in each 
jurisdiction where Gamma operates; b) where specified in a 
Company policy, meet a higher standard than basic ‘compliance 
with local law’, and c) maintain high ethical standards whenever 
representing Gamma or its Group companies. This is set out in the 
Ethical Conduct policy which is publicly available on the Group’s 
website. There is a whistleblowing facility across all Group 
companies, using external contractors, and reporting in the first 
instance to two Independent Non-Executive Directors, which 
enables employees to raise concerns if they wish.

The need to act fairly as between 
members of the Company:
The Board recognises that they have to balance competing 
interests in reaching its decisions. Where there are conflicting 
interests, the Board will act as equitably and fairly as it is able  
to take into account the implication for each stakeholder.

The Board of Directors consider, both individually and together, that they have acted in the way 
that they consider, in good faith, would be most likely to promote the success of the Group for 
the benefit of its members as a whole, having regard to the stakeholders and matters set out 
in section 172 (a)-(f) of the Companies Act in the decisions taken during the year. 

Section 172 continued
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Decisions made during the year:
The principal decisions taken by the Board during the year, along with how the Directors considered stakeholder  
interests when taking into consideration their duties under section 172 of the Companies Act, are set out below.

Dividend Dividends consistent with the Company’s 
financial performance without detriment to 
the strength of the balance sheet and future 
sustainability.

Shareholders, Our People, customers 
and suppliers.

Acquisitions

Capital allocation

Board Composition – 
Executives

Carbon net-zero

The Board consider the long-term benefits 
of the investment versus the short-term 
impact on different stakeholders.

Balancing investment for future growth 
whilst supporting Our People and 
customers in the short term as well as 
meeting shareholder expectations.

The role of Deputy CEO helps supports the 
strategic growth of the Group in both the 
short and long term.

Gamma is pleased to announce its 
commitment to move from a Carbon  
Neutral business to become a carbon 
net-zero business by 2042, maintaining 
carbon neutral status in the interim period 
to achieving net-zero.

The Executive Directors provide information 
to the Board on potential acquisitions. The 
Board consider this information taking the 
Group’s strategy as well as the impact on 
different shareholders into account. The 
acquisition of Mission Labs in March 2021 
went through this process. 

The Group’s budget, approved by the 
Board, sets the allocation of capital to 
deliver our growth strategy through 
investment in R&D, capital expenditure, 
talent and acquisitions. The weighting 
of each is determined by our strategic 
priorities over the short to medium term.

The role of Deputy CEO was established to 
take on a range of strategic and operational 
responsibilities to support the development 
and growth of the Group. This new role was 
offered to Andrew Belshaw (the incumbent 
CFO). He will start on 1 May 2022 when the 
new CFO arrives in post. A new CFO was 
recruited with emphasis being placed on the 
diversity of the long list to ensure that 
candidates of different ethnicities and both 
genders were considered.

The Board considered the time frame to 
become net-zero taking into account the 
investment requirements along with the 
environmental considerations.

Shareholders, operating companies, 
suppliers, future employees and partners, 
and professional advisers.

Shareholders, Our People and customers.

Shareholders and Our People.

Shareholders, Our People, customers, 
suppliers and communities.

The Board considers its commitment to a 
progressive dividend policy which has seen 
the dividend increase by between 10-15% 
every year since IPO in 2014. It considers the 
financial resources required to execute our 
strategy, including organic investment needs 
and acquisition opportunities; maintaining 
a sufficient level of dividend cover and 
equitable treatment of our stakeholders. 

Long-term considerationsBoard’s decision making process 
Principal decision and 
stakeholders considered
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Overview
Gamma has performed well during the year increasing revenue by 
14% to £447.7m (2020: £393.8m) and gross profit by 14% to £228.5m 
(2020: £200.8m). The two UK businesses have in aggregate seen 
growth in Revenue of £29.7m (+9%) and Gross Profit of £17.3m 
(+10%). The growth in the Revenue of the European Business of 
£24.2m from £48.5m to £72.7m is primarily due to a full 12 months 
of results of businesses acquired in 2020. Adjusted EBITDA increased 
by 21% to £95.4m (2020: £79.0m). Adjusted EPS (FD) increased by 
25% to 64.0p (2020: 51.3p).

Revenue and gross profit
UK Indirect

2021
£m

2020
£m Increase

Revenue 270.2 247.2 +9%
Gross Profit 143.2 132.2 +8%
Gross Margin 53.0% 53.5%

Overall, the growth in the UK Indirect Business unit has been strong. 
There have been no acquisitions in either year which affected 
revenue or gross profit and hence the growth shown in the above 
table is entirely organic.

Gross Margin has been broadly consistent with the prior year which 
is a change in trend following growth historically. The historical growth 
was largely driven by an improving mix of high margin UCaaS 
products against lower margin legacy products but this mix has 
now stabilised. The revenue from the sale of legacy product is now 
negligible and hence the mix is more constant. This change is in line 
with our expectations. We do not expect Gross Margin to increase 
as the mix of UCaaS and access products stays broadly constant.

UK Direct

2021
£m

2020
£m Increase

Revenue 104.8 98.1 +7%
Gross Profit 52.6 46.3 +14%
Gross Margin 50.2% 47.2%

The UK Direct business continued to grow. There was some inorganic 
growth driven by the Mission Labs acquisition in March 2021; this 
was in part offset by the disposal of The Loop Manchester Limited 
in 2020.

As previously communicated, the growth in revenue for 2021 was 
lower than it would have been had sales activity in mid 2020 not 
been severely hampered by COVID-19. We won fewer new projects 
in 2020 which meant less work started in 2021. This situation has 
now reversed and we have seen significant levels of sales activity  
in late 2021 and we enter 2022 with a strong pipeline. 
Notwithstanding, the global chipset shortage has the potential to 
cause some installations to become delayed which will mean that 
billing starts later than planned, which may dampen growth slightly.

Financial review

Andrew Belshaw
Chief Financial Officer

Revenue

 £447.7m +14% 
Grew from £393.8m to £447.7m

Gross profit

 £228.5m +14% 
Grew from £200.8m to £228.5m

Adjusted EBITDA

 £95.4m +21% 
Grew from £79.0m to £95.4m

Cash generated by operations

 £89.8m +28%
Grew from £70.3m to £89.8m

EPS (fully diluted)

 55.2p -17% 
Fell to 55.2p from 66.6p

Adjusted EPS (fully diluted)

 64.0p +25% 
Grew from 51.3p to 64.0p

Financial performance

Chief Financial  
Officer’s overview
Scan to watch a video of our CFO, 
Andrew Belshaw, discussing our 
2021 financial performance.
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The gross margin has increased due to mix – first, as a result of 
Mission Labs which is a higher margin as a result of being a SaaS 
model; and second, as mentioned earlier, fewer new projects 
started in the year (the start of a project is lower margin due to  
low margin installations and hardware sales).

Europe

2021
£m

2020
£m Increase

Revenue 72.7 48.5 +50%
Gross Profit 32.7 22.3 +47%
Gross Margin 45.0% 46.0%

Our European business saw growth primarily as a result of the 
inclusion of a full 12 months of results of the acquisitions made in 
2020 – Voz Telecom in Spain (acquired April 2020), HFO in Germany 
(July 2020) and Gamma Communications Benelux expanded in July 
2020 with the acquisition of gnTel.

Because of acquisitions, the year on year growth is not indicative of 
business performance. The revenue in H1 for Europe was £35.4m 
and this grew by 5% to £37.3m in the second half. The growth in 
revenue was driven by increased commissions earned by our 
Epsilon business in Germany (where revenues can fluctuate). 
Revenues from UCaaS seat sales grew in all European territories 
but the associated traffic revenues were lower – unlike the UK, in 
Europe traffic is not bundled into the seat pricing which results in 
more fluctuation.

Gross margins have decreased from the prior year as a result of 
“high revenue/ low margin” business within the Epsilon subsidiary  
of the HFO business which offers mobile connections – which was 
acquired in July 2020. The margins on a product by product basis 
are consistent with those in the UK.

Operating expenses
Operating expenses grew from £125.1m to £160.2m; when the 
exceptional items are eliminated then operating expenses grew 
from £144.7m to £160.2m – much of the increase comes from 
including a full year’s costs of business acquired in 2020 and also 
an increase in our development activity. We break these down 
as follows:

2021
£m

2021
£m

2020
£m

2020
£m Growth

Expenses included within cash 
generated from operations
– UK Businesses 101.8 95.5 +7%
– European Business 23.3 18.3 +27%
– Central Costs 8.0 8.0 +0%

133.1 121.8

Depreciation and amortisation
– tangible and intangible assets 14.9 14.7 +1%
– right of use assets 2.7 2.2 +23%
– acquisition 9.5 6.0 +58%

27.1 22.9
Operating expenses (before 
exceptionals) 160.2 144.7 +11%
Exceptional items – (19.6)
Operating expenses   160.2   125.1 +28%

Movements in expenses were driven by:

• The UK Businesses’ operating expenses growing by 7% 
(compared to Gross Profit growth of 10%). This growth has been 
lower than originally expected as a result of continued lockdowns 
in 2021 resulting in unexpected cost savings (for example, travel 
and subsistence expenses continue to be significantly lower). 
Not all of these savings are expected to continue in the long run 
as “normality” returns post COVID. We expect to see our travel 
and marketing (event attendance) costs increasing “post Covid” 
in 2022. We are also seeing signs of wage inflation being above 
historical norms.

• There were two areas of overhead growth which were 
disproportionate: 

 ○ We continue to invest in the development and maintenance of 
our voice application products and associated software tools 
(for example our portal). Our spend in this area during the year 
was £19.6m (of which £14.8m was charged to the profit and 
loss and £4.8m was capitalised; in 2020 these figures were 
£10.2m and £2.7m respectively). The increase is driven by our 
desire to develop more of our own technology which included 
the acquisition of Mission Labs, which brought more 
development costs into our cost base.

 ○ Share-based payments costs increased from £3.5m to £4.8m 
(+£1.3m). This is mainly due to the increasing take up of the 
various share schemes which are offered.

 ○ Aside of the effect of development and share based payments, 
the UK business overheads grew by only £0.4m year on year;  
as noted above we do not expect to be able to keep overheads 
increases to this level in 2022.

• The increase in European costs is reflective of the cost base 
growing by acquisitions (that is to say that it is not organic 
growth). In 2022 we intend to invest more in sales heads in each 
of the three countries which will increase the cost base a little (i.e. 
below £1m). The increase in sales heads is expected to increase 
the rate of sales of Cloud PBX seats by investing in the sales function.

• Central costs are inline with the prior year. They include the costs 
of our M&A programmes (which are not adjusting items).

Depreciation and amortisation on tangible and intangible assets 
have increased from £14.7m in 2020 to £14.9m in 2021. This is 
slightly below our annual capital spend and may therefore increase 
slightly in future years.

Exceptional items
There were no exceptional items in 2021. 

In the prior year there were exceptional transactions related to  
the disposal of a subsidiary (The Loop Manchester Limited) where 
an exceptional gain of £19.5m was recognised relating to the 
proceeds on disposal less the book value of the net assets of  
the business and a difference between the estimated deferred 
consideration and amount paid in relation to Nimsys.
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Financial review continued

We believe that these measures provide a user of the accounts 
with important additional information by providing the following 
alternative performance metrics:

• Profit before tax is adjusted for exceptional items and it is also 
adjusted for the amortisation of intangibles which were created 
on acquisition and the change in the fair value of acquisitions. 
This enables a user of the accounts to compare performance 
irrespective of whether the Group has grown by acquisition 
or organically.

• Profit after tax is adjusted in the same way as Profit before tax 
but it also considers the tax impact of these items. To exclude 
the items without excluding the tax impact would not give a 
complete picture.

• Adjusted earnings per share takes into account all of the factors 
above and gives users of the accounts information on the 
performance of the business that management is more directly 
able to influence and on a basis comparable from year to year.

In addition to the above adjustments to statutory measures, we add 
back the depreciation and amortisation charged in the year to Profit 
from Operations (2021: £68.3m; 2020: £75.7m) to calculate a figure 
for EBITDA (2021: £95.4m; 2020: £98.6m) which is commonly 
quoted by our peer group internationally and allows users of the 
accounts to compare our performance with those of our peers. We 
further adjust EBITDA for exceptional items as this gives a reader of 
the accounts a view of the trading picture which is comparable from 
year to year (adjusted EBITDA: 2021: £95.4m; adjusted EBITDA: 
2020: £79.0m).

An adjustment to Cash and Cash equivalents has been presented 
because the Group believes that adjusted performance measures 
(APMs) provide valuable additional information for users of the 
financial statements in assessing the Group’s performance as  
Net Cash is a better measure of liquidity.

2021
 £m

2020
£m

Cash and Cash equivalents  52.8 53.9
Borrowings (3.3) (5.9)
Net Cash  49.5 48.0

Adjusted EBITDA
Adjusted EBITDA grew from £79.0m to £95.4m (21%). 

Taxation
The effective tax rate for 2021 was 19% (2019: 14%). The underlying 
rate in 2021 applied to trading profits was slightly above the 19% 
statutory UK rate due to disallowable expenditure, the increasing 
impact of higher taxation rates in European countries and an 
upcoming change in tax rates in the UK from 19% to 25%, which is 
increasing deferred tax charges in the year. We would expect these 
trends to continue and hence to see the effective rate of tax 
increase slightly above the UK headline rate in future years. 

The rate in 2020 was depressed due to non-taxable income on the 
disposal of our subsidiary, The Loop.

Alternative performance measures
Our policy for alternative performance measures is set out in note 3.

The tables below reconcile the alternative performance measures used in this document:

2021

Measure
Statutory

Basis
Amortisation 

of intangibles

Change in
fair value of

acquisitions
Adjusting tax

items
Exceptional

items**
Adjusted

basis
PBT (£m) 67.2 9.5 0.5 – – 77.2 
PAT* (£m) 53.6 9.5 0.5 (1.5) – 62.1 
EPS (FD) (p) 55.2 9.8 0.5 (1.5) – 64.0 

2020

Measure
Statutory

basis
Amortisation 

of intangibles

Change in  
fair value of 

acquisitions
Adjusting tax

Items
Exceptional

items**
Adjusted

basis
PBT (£m) 75.0 6.0 0.3 – (19.6) 61.7
PAT* (£m) 64.2 6.0 0.3 (1.5) (19.6) 49.4
EPS (FD) (p) 66.6 6.2 0.3 (1.5) (20.3) 51.3

 * PAT is the amount attributable to the ordinary equity holders of the Company.
 ** See note 8 for further details.
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Net Cash and cash flows
The Group has Net Cash of £49.5m (2020: £48.0m) – “Net Cash” is 
Cash and Cash Equivalents less Borrowings. The Cash and Cash 
equivalents balance at the end of the year was £52.8m, a slight 
decrease from the previous year and the Group had borrowings of 
£3.3m (2020: £5.9m) which are held by trading subsidiaries outside 
of the UK and pre-dated their acquisition by Gamma. We do not 
class contingent consideration as debt for the purpose of quoting  
a net cash figure.

Cash conversion from trading during the year increased from 
previous years. The ratio of adjusted EBITDA to cash generated 
from operations was 94% (2020: 89%).

Items which are not directly related to trading were:

• Capital spend was £16.8m, which is an increase from £15.4m  
in the comparative period. This is discussed below.

• £49.3m was the total payment for acquisitions net of cash 
acquired (2020: £47.7m) of which £40.8m was paid for the 
acquisition of Mission Labs, £1.5m was paid in deferred 
consideration for the acquisition of Exactive, £2.0m was paid  
to acquire a SIP Trunk base from another carrier and £5.0m for 
the exercise of options relating to HFO.

• £5.9m was received from the issue of shares (2020: £1.5m). 
This significant increase on the prior year was as a result of the 
reinvestment in Gamma by former shareholders of Mission Labs 
(£2.8m) and HFO (£0.7m). The other share issues relate to 
exercise of options held by employees. 

• £11.7m was paid as dividends (2020: £10.4m).

Capital spend
Capital spend in 2021 was £16.8m (2020: £15.4m) as follows:

• £9.1m was the spend on maintaining and increasing capacity  
on the core network as well as other minor items such as IT and 
fixtures and fittings (2020: £9.5m).

• £4.8m was the capitalisation of development costs incurred 
during the period (2020: £2.7m) – the increase is due to 
development of our own voice applications products (in part 
using the capabilities acquired with Mission Labs).

• £2.9m was spent with third-party software vendors for the 
software which underpins our Cloud PBX products (2020: £3.2m).

Adjusted EPS (FD) and Statutory EPS (FD)
Adjusted EPS (FD) increased from 51.3p to 64.0p (25%). The growth 
in adjusted EPS (FD) has been driven by the continued growth in a 
difficult market as well as the acquisitions. Adjusted EPS is EPS as 
adjusted for exceptional items and other items as defined in note 3 
and a reconciliation to the statutory measure is shown in the table 
on p34.

EPS (FD) decreased from 66.6p to 55.2p (-17%). The growth is lower 
than the adjusted metric as a result of the exceptional income item 
in the prior year relating to the disposal of The Loop.

Going concern
The Group’s business activities, together with the factors likely to 
affect its future development, performance and position, are set 
out in the Strategic Report. In assessing going concern 
management and the Board has considered:

• The principal risks faced by the Group, discussed further in the 
Annual Report for the year ended 31 December 2021.

• The financial position of the Group as well as budgets and 
financial plans.

• The strong cash position – at 31 December 2021 the Group had 
cash and cash equivalents of £52.8m (2020: £53.9m). Net Cash 
(being cash and cash equivalents less borrowings) was £49.5m 
(2020: £48.0m). All borrowings were acquired with acquisitions 
made in the prior year. 

• Future cashflows including liquidity and borrowings. 

• Sensitivity analysis, which has shown that EBITDA would need  
to decrease by 94% for the Group to need additional borrowing 
(assuming no mitigating actions had been taken). We consider 
this to be highly unlikely.

• The ongoing impact of COVID-19. Whilst this impacted new wins 
in 2020 and slowed growth in 2021, the Group has continued to 
grow. In the medium term, as a result of COVID-19, the adoption 
of cloud services will accelerate and this reinforces our overall 
UCaaS strategy.

The Directors are satisfied that the Group has adequate financial 
resources to continue in operational existence for the foreseeable 
future, a period of at least 12 months from the date of this report. 
Accordingly, the going concern basis of accounting continues to 
be used in the preparation of the Annual Report for the year ended 
31 December 2021.

Dividends
The Board has proposed a final dividend of 8.8p (2020: 7.8p). 
This is an increase of 13% and is in line with our progressive 
dividend policy.

Subject to shareholder approval, the final dividend is payable on 
Thursday 23 June 2022 to shareholders on the register on Monday 
6 June 2022. 

Andrew Belshaw
Chief Financial Officer

21 March 2022
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ESG

Environmental, Social 
and Governance report

Gamma takes its responsibilities towards the environment 
seriously and it is systematically assessing its environmental 
impacts and developing programmes to minimise them. The 
Company is committed to social responsibility and embeds  
this into its policies and practices. Gamma believes that sound 
corporate governance is essential and that everyone within  
the business has a duty to behave responsibly and ethically. 

The ESG Committee oversees the development and activity  
of Gamma’s ESG agenda, further details of which can be found  
on page 64. 

The Gamma Board adopted the UN Sustainable Development 
Goals in January 2020 and since that time Gamma has assessed 
each goal in depth to understand how the business is best placed 
to make a meaningful contribution. Four goals were selected by 
Gamma and these goals form the foundation on which to develop 
its environmental, social, and ethical policies and will influence how 
we do business in the future.

The goals are:

Goal 5: Achieve gender equality and empower all 
women and girls

Goal 8: Promote sustained, inclusive and sustainable 
economic growth, full and productive employment and 
decent work for all 

Goal 10: Reduce inequality within and among countries

Goal 13: Take urgent action to combat climate change 
and its impacts 

During 2021, supported by a specialist third party, Gamma 
undertook a materiality exercise of environmental, social and 
governance issues, with the aim of understanding the most 
impactful sustainability objectives, target areas and high-level 
actions that the Company should consider as part of its overall 
strategic plan. 

This exercise included peer reviews, analysis of current and 
emerging regulation, and consultation with internal and external 
stakeholders, including shareholders, to understand their views 
and priorities. All of these activities enhanced Gamma’s 
understanding of current expectations of its stakeholders. 

The priorities identified as most material will be used to inform 
Gamma’s ESG plans and strategic decision-making moving forwards.
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Environmental
Understanding environmental impact 
Gamma recognises the increasing risk climate change poses to our 
planet. Although Gamma as a service business has a lower impact 
on the environment than many other businesses and many of its 
services have a positive impact by reducing the need for travel, 
Gamma understands that all companies have a responsibility to act. 

Over the last 12 months Gamma has increased the scope of 
reporting to include all acquisitions in Europe. Using this extended 
scope in 2021 Gamma has set its baseline energy and carbon 
emissions data which will be used to support future emissions 
reduction targets, more detail of which can be found below. 

Gamma is pleased to announce its commitment to move from a 
Carbon Neutral business to become a carbon net-zero business by 
2042, supporting both the Paris Treaty’s aims to limit the temperature 
increase to 1.5°C globally and the UN Sustainable Development 
Goal 13: Climate Action. 

Gamma has also committed to set near and long-term Company-
wide emission reductions in line with climate science and with the 
Science Based Target initiative (SBTi). The Company will seek 
validation of its target within the SBTi timeframes. 

 Our carbon net-zero ambition  
Page 41

Responsibilities
The Board has responsibility for oversight of environmental issues 
and also risks related to climate change which are discussed below. 
The CEO is responsible for executing strategies that have been 
agreed with the Board which maintain the values to which Gamma 
has subscribed since its foundation. Through the ESG Committee, 
the Board also ensures that environmental policies and suitable 
governance structures are established to align with Gamma’s 
committed environmental targets. 

As part of Gamma’s executive management team, the Group 
Operations Director has responsibility for the Company’s 
emissions reporting and carbon reduction planning. In addition,  
at the end of 2021, Gamma appointed a Group Sustainability 
Director responsible for the planning of all aspects of ESG, with 
specific responsibility for Gamma’s Group environmental policy  
and carbon net-zero commitment. 

During 2021 Gamma appointed an Environmental Data Manager  
to support the commitment to measure and reduce its carbon 
emissions through a clear and science-based carbon net-zero plan. 

Gamma has published a Group Environmental Management Policy, 
available on the Gamma website, defining its commitment to 
reduce its impact on the environment and outlining the controls  
put in place to do so.

Measuring Gamma’s impact on the environment
Re-baselining of emissions
A baseline is a quantitative reference providing a basis for 
comparison of energy/carbon performance over time. Gamma 
specifies the period to which baseline data applies as one year. It 
was important for Gamma to reset its energy and carbon emissions 
baseline in 2021 for several reasons. 

The first and most important reason is that the data presented for 
emissions and energy consumption in 2021 relates to activities 
across the Gamma Group. While previous disclosures did include 
small operations in Hungary, Poland and Germany, the majority of 
historical emissions reported derived from UK-based operations 
and excluded acquisitions. These have now been included, with the 
exception of Mission Labs in the UK that was acquired by Gamma in 
March 2021. Mission Labs will be included in emissions calculations 
from 2022 onwards as this will be the first full year as a Gamma-
owned company. 

The acquisitions of Dean One and gnTel in the Netherlands (now 
Gamma Communications Nederland), HFO Telecom in Germany, 
and VozTelecom in Spain, supported by strong organic growth in all 
markets, have increased the number of employees and floor space in 
the business, reflected in the Group’s GHG reporting scope for 2021. 

Furthermore, the re-baseline gives the Company an opportunity to 
better define the remit on which Scope 3 emissions are reported. 

The extent of emissions sources included in Scope 3 calculations 
has increased year on year and in 2021 Scope 3 includes IT 
equipment, hotel accommodation, and private commuting for  
the first time. 

The emissions generated by Gamma are reported within three 
defined reporting scopes, as per the Greenhouse Gas Protocol. 
Primarily used to identify sources of emissions and methodically 
address their reduction, this data is also used to manage Gamma’s 
carbon offset. All carbon offset projects are validated and verified 
to the ‘Carbon Neutral Protocol’ global standard and carry 
guarantees of origin. 

Environmental overview
Scan to watch a video of our Group 
Sustainability Director, Sarah Kirton, 
talking about our plans to become 
Carbon Net-Zero.
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ESG continued

Scope Description How this applies to Gamma

Scope 1 – Direct 
GHG emissions

CO2e emissions that come from sources that 
are owned or controlled by an organisation. 
Typically, these are emissions generated by 
gas boilers and owned or leased cars, vans & 
lorries. A telecoms specific example would be 
an off-grid generator to power a base station.

Gas boilers are used for building and water heating within Gamma 
office premises. 

Air conditioning units are operated in staff premises and data 
centres that use refrigerant gases. 

Off-grid generators are utilised at Gamma’s critical operational sites.

Gamma has a fleet of vehicles utilised by engineers for the 
installation and repair of connectivity and communications services. 

Scope 2 – Indirect 
GHG emissions 

Greenhouse gases released into the 
atmosphere from the consumption of 
purchased electricity, steam, heat and 
cooling. Although the CO2e emissions result 
from an organisation’s activities, they occur 
at sources it doesn’t own or control. As a 
result, they are indirect emissions.

Electricity is used within office premises and dedicated data centres.

Scope 3 – Other 
indirect GHG 
emissions

Other emissions resulting from business 
activities or sources connected to, but not 
directly generated by the business itself for 
example business travel, employee 
commuting, supplier or distributor activity. 

Gamma consumes electricity which incurs transmission and 
distribution losses.

Gamma employees use trains, planes, taxis, ferries and hire cars for 
business travel.

Gamma employees commute to and from offices and other areas of work.

Employees often stay in overnight accommodation when travelling.

Many Gamma employees work from home.

Waste and waste water is produced at facilities.

Gamma procures products from suppliers including capital goods.

Gamma utilises third party data centres and Points of Presence 
across its UK and European networks.

Emissions are generated through the transportation and distribution 
of products required for Gamma’s services.

Energy Performance
Due to ongoing business growth and because of its acquisitions, 
Gamma’s total GHG emissions have increased year on year. This 
increase is not unexpected, and the Company is in the process of 
defining carbon reduction activities to support its carbon net-zero 
commitment. Gamma acknowledges that further acquisitions, 
coupled with more primary emissions data, will inevitably add to the 
total carbon emissions and therefore, Gamma understands that 
complementary metrics such as carbon intensity, regularly tracked 
over time, are vital barometers of improvements and efficiencies made. 

In order to normalise its energy and carbon management 
performance the Company has chosen to define its emissions data  

 
in relation to floor space. The largest source of Gamma’s GHG 
emissions is derived from the use of electricity for its network, 
data centres and offices. As such, tonnes of CO2e per total square 
metres of floor space provides a consistent comparison of energy 
efficiency and carbon management performance over time. 

The carbon emissions intensity ratio data for 2021 reflects a 
significant increase in floorspace (42.15%) because of the 
acquisitions made to the business. An increase of 24% tCO2e per 
sqm in 2021 is associated with Gamma’s acquisitions, an increase 
in Scope 3 sources and improved data collection methods. 

GHG Emissions Intensity Ratio

 2018-2019* 2020* 2021

Annual 
Change  

(%)
UK GHG Emissions (tCO2e) 1,620 2,409 3,630 +50.71
Non-UK GHG Emissions (tCO2e) 81 120 862 +618.96
Total GHG Emissions (tCO2e) 1,701 2,529 4,493 +77.67
Total Floor area (m2) 8,964.6 9,174.6 13,041 +42.15
GHG Emissions per sqm floor space 0.190 0.276 0.344 +24.64***
Total FTE 980 1,163 1,631** +40.24
GHG Emissions per FTE 1.74 2.17 2.75 +26.7

 * 2018 – 2019 represents 12 months emissions data from July 2018 to June 2019. 2020 and 2021 represents 12 months emissions data from January to December.
 ** Total Group employees on 31 December 2021 was 1,745. Mission Labs employees (114) removed from this total as not in scope for environmental data reporting in 2021.
 *** Reflects the increase in floorspace and emissions due to European acquisitions.
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Gamma emissions by scope
Gamma’s GHG emissions have been quantified by applying the 
most relevant emission factors. GHG emission factors relating to 
the 2021 reporting period are predominantly sourced from DEFRA’s 
2021 UK GHG Conversion Factors for Company Reporting. For air 
travel, Gamma has elected to apply an Aviation Impact Factor (AIF) 
of 1.2 for the 2021 GHG assessment as per the requirements of the 
updated Carbon Neutral® Protocol.

Scope 1 
Scope 2 
Scope 3 
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Gamma emissions by scope (tCO2e)
Location-based

 * GHG emissions data is location-based
 **  To calculate 12 months’ emissions for 2020, 18 months’ emissions data 

was produced by a specialist third party and then apportioned between 
reporting periods.

 ***  To allow for greater accuracy of GHG emissions reporting, in 2020 Gamma 
moved the carbon emissions measurement from biennial to annual and aligned 
the reporting period to the Company’s financial year. Emissions recorded 
between July 2019 and December 2019 total 1,264 tCO2e. Of these emissions, 
58 tCO2e were recorded under Scope 1, 539 tCO2e recorded under Scope 2, 
and the total recorded under Scope 3 was 667 tCO2e.

Gamma’s emissions by source

Scope Emissions Source Category tCO2e
1 Direct emissions from owned, leased or directly 

controlled stationary sources that use fossil 
fuels or emit fugitive gases

87.6

Direct emissions from owned, leased or directly 
controlled mobile sources

352.3

2 Emissions from the generation of purchased 
electricity, heat, steam or cooling

2,443.2

3 Water 2.1
Capital Goods 15.1
Upstream emissions from purchased electricity 
and fuels

781.2

Transmission and Distribution (T&D) losses 200.4
Waste 6.4
Wastewater 3.9
Business Travel 71.9
Hotel Accommodation 20.5
Employee Commuting 129.9
Homeworking 378.8

Total (location based) 4,493.3

During 2021, electricity was Gamma’s largest source of emissions 
(approximately 54%), followed by Scope 1 vehicles (17%) and 
homeworking (15%). All remaining sources account for 
approximately 14% of Gamma’s GHG emissions.

Gamma GHG emissions by source

Electricity 54%

Scope 1 vehicles 
17%

Homeworking 15%

Staff commuting 
5%

Mains gas & diesel 4%

Business travel 3%

Capital goods 1%

Refrigerant gas 1%

Waste <1%

Water & wastewater <1%
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Gamma emissions intensity (tCO2e/m2)
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ESG continued

Gamma’s energy usage
Electricity

 2018/19 2020 2021

Annual 
Change 

(%)
UK (kWh) 8,542,592 8,011,782 7,339,515 -8.39
UK (kWh / m2) 1,067.14 916.62 839.71 -8.39
Non-UK (kWh) 39,816 36,953 2,008,130 +5334.28***
Non-UK (kWh / m2) 91.57 84.98 466.79 +449.29
Total (kWh) 8,582,408 8,048,735 9,347,645 +16.14
Total (kWh / m2) 1,016.88 877.21 716.70 -18.30
 
Gas

 2018/19 2020 2021

Annual 
Change 

(%)
UK (kWh) 103,026 86,881 198,411 128.37
UK (kWh / m2) 12.87 9.94 22.70 128.37
Non-UK (kWh) 35,390 26,591 175,738 560.89
Non-UK (kWh / m2) 81.39 61.16 40.85 -33.21
Total (kWh) 138,416 113,472 374,149 229.73
Total (kWh / m2) 16.39 12.37 28.69 131.93

 *  2018–2019 represents 12 months’ gas data from July 2018 to June 2019. 2020 
represents 12 months’ emissions data from January 2020 to December 2020. 

 **  For the purposes of measuring energy efficiency trends, electricity and gas 
usage between 2018-2019 has been calculated retrospectively using the 2020 
reporting boundary.

 *** Reflects the increase in emissions due to European acquisitions

In 2021, Gamma used 9,347,645 kWh of electricity and 374,149 kWh 
of gas. More than 78% of Gamma’s electricity usage in 2021 was 
within the UK, with less than 22% used in non-UK locations. 
In 2021, 53% of gas was used within the UK and 47% of gas used 
in non-UK locations.

Waste management 
As well as producing CO2, like any business, Gamma produces 
other waste. The larger waste items are network assets which need 
to be retired. These are disposed of in compliance with the Waste 
Electric and Electronic Equipment Directive (WEEE Directive). Such 
assets are sent to a WEEE certified operator which is engaged to 
dispose of the items appropriately in compliance with the 
certificates they provide to the Company. 

In order to effectively implement the waste hierarchy once waste 
has been produced, “office waste” is separated into recyclable and 
non-recyclable materials in Gamma staff premises:

Tonnage
tCO2e 

diverted
tCO2e 

landfill
UK 36.47 0.69 2.54
Non-UK 31.28 0.57 2.60
Total 67.74 1.26 5.14

Total mass estimated diverted from landfill = 83.67%, equal to 
0.04 tonnes per FTE. 

Key Biodiversity Areas
Gamma’s operational impact on ecology and biodiversity is very 
low. At Group level there are three offices within 1km of Key 
Biodiversity Areas. Gamma will continue to assess proximity  
to KBAs in respect of staff premises and other facilities. 

Taking climate action
Carbon Neutrality
Gamma has held ’Certified Carbon Neutral Company’ status 
(conferred by Natural Capital Partners) since 2006. Over the 
years Gamma has invested in a variety of “offset projects” which 
have been a combination of environmentally friendly power 
generation projects in the developing world and forest 
conservation. Following a review of the projects in which Gamma 
invests, and in an effort to align the investment with Gamma’s 
aim to support the UN Sustainable Development Goals, the 
offsetting projects for 2022 include:

• Acre Amazonian Rainforest Conservation Project (Brazil) 
which aims to protect 105,000 hectares of rainforest in the 
Amazon basin from deforestation. The project works with 
communities and local groups to help protect ecosystem 
services while providing alternative models of economic 
development which avoid destruction of the forest.

• Meru and Nanyuki Community Reforestation Programme 
(Kenya) offers hundreds of individual tree planting activities 
and enables local communities to improve access to food and 
create additional sources of income beyond subsistence 
farming, helping to improve the biodiversity of the local area.

• Improved Water Infrastructure Project (Uganda): this project 
provides clean drinking water to small rural communities by 
repairing and drilling new boreholes, helping to reduce water 
scarcity. Boreholes can be used as water wells by installing a 
vertical pipe casing and well screen, which allows water to be 
extracted from the ground. By providing clean water, 
communities no longer need to purify water through boiling. 
This alleviates pressure on local forests, the predominant 
source of firewood, and reduces greenhouse gas (GHG) 
emissions.
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Gamma Aggregated Emissions Trajectory (Target) (tCO2e)
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line with 1.5C pathways:
Scope 1 = -95%
Scope 2 = -95%
Scope 3 = -82%

Total = -90%

Residual emissions
achieved (SBTi)

Baseline =
4,493 tCO2e

Residual gross emissions Net Zero Emissions

Gamma’s carbon net-zero ambition
Gamma acutely understands the need to contribute to the climate 
challenge with ever more ambitious plans and targets. As such, 
following the baselining of GHG emissions in 2021, Gamma is 
committed to becoming a carbon net-zero company by 2042. 

Net-zero requires a reduction in emissions to a point at which 
Gamma can demonstrably show any remaining emissions are 
business critical. Net-zero plans can be backed and verified by 
science-based targets which quantifies what can be considered 
‘residual’, e.g. total reduction =~90%. 

Gamma has committed to set near and long-term Company-wide 
emission reductions in line with climate science with the Science 
Based Target initiative (SBTi) and the Company will seek validation 
of its target within the SBTi timeframe of 24 months from commitment. 

Gamma has constructed a plan over five, four-year carbon emissions 
reduction periods, ensuring the Company’s efforts are consistent 
with the need to decarbonise the wider economy at pace.

Goals
• Gamma will commit to reducing internal carbon emissions 

through five key reduction periods – the two periods between 
2022-2030 will target a 90% reduction of both Scope 1 & Scope 
2 emissions, in line with the 1.5°C pathways.

• Gamma will seek to have net-zero plans ratified by external 
accreditation (SBTi).

• Gamma is committed to maintaining Carbon Neutral status in  
the interim period prior to achieving net-zero.

Reducing energy consumption  
and environmental initiatives
Gamma understands that energy and carbon reduction is 
the priority in implementing a science-based net-zero plan.

Emissions reduction projects have been ongoing throughout 
2021. Gamma’s commitment to move its small fleet of cars and 
vans over to self-gen hybrids is ongoing, with completion 
expected in 2023. In line with the reduction activities for the 
carbon net-zero plan, Gamma will then target the switch over 
to electric vehicles prior to 2030.

Gamma continues to improve the energy efficiency of its 
data centres and its technology. Annual capital expenditure 
investment ensures that the Company deploys energy efficient 
technology and continues to optimise its heating, ventilation and 
air-conditioning in key data centres. A rolling programme of 
decommissioning ensures that legacy and energy-hungry 
infrastructure is replaced. 

Gamma has partnered with Thales and announced that it will 
switch the Gamma SIM supply with eco-designed card, made 
from recycled refrigerators, further reducing its environmental 
impact and contributing to a circular economy. You can read 
more on page 9. 
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ESG continued

Mitigating actions 
Gamma has strengthened the governance around potential climate 
change impacts, ensuring that the Company submits to the Carbon 
Disclosure Project (CDP) annually.

Activity required to support CDP disclosures include identification  
and management of transition risks relating to regulation changes, 
disclosure requirements and carbon offset costs. Gamma’s 
environmental programme of work ensures that its understanding 
of the market and emerging regulation is understood and assessed. 
Any strategic acquisition will include climate-scenario planning 
and emissions assessments to understand the potential impact  
on the Company’s net-zero ambition and the risks outlined here. 
Any new premises will also be assessed thoroughly in terms of 
environmental credentials.

Gamma is committed to reducing its emissions and energy usage, 
and the Company will continue to remain Carbon Neutral by 
investing in carbon offset initiatives that are validated and verified 
to recognised global standards (Verified Carbon Standard (VCS), 
the Gold Standard, and Climate, Community and Biodiversity 
Standards (CCB). 

Gamma has announced a carbon net-zero plan, aiming to be 
net-zero by 2042. To support its ambition, the Company has 
committed to set near and long-term Company-wide emissions 
reductions in line with SBTi, the Business Ambition for 1.5°C and the 
UNFCCC Race to Zero campaign. Aligned to SBTi key principles, 
Gamma’s net-zero commitment consists of five key emissions 
reduction periods, facilitating the setting of interim targets to track 
progress. Gamma has committed to cutting emissions in line with 
halving emissions by 2030 and is aiming to have its target officially 
validated by the SBTi within SBTi guidelines of 24 months.

Gamma’s business continuity planning is certified to the ISO22301 
standard and the business can rapidly respond to climate-related 
incidents. In the event of extreme weather Gamma has well-
rehearsed procedures to protect all critical business operations. 
There are ‘hot standby’ operational sites, and the business can 
operate almost entirely remotely with secure, multi-factor 
authentication access to the network. Gamma has also installed 
back-up generators at key network and customer support sites to 
mitigate the risk of power cuts.

Gamma is also proud that one of its biggest contributions to 
mitigating climate change is through the products that its 
employees and customers utilise. Unified Communication products 
enable users to reduce their travel and thus, reduce their own 
carbon footprint. 

Additionally, there exists an opportunity to extend Gamma’s waste 
management processes to customers through the recovery, 
re-use, and repair of consumables such as handsets and routers. 

Gamma’s 2022 environmental targets
In 2022, Gamma will extend its emissions measurement to include 
Mission Labs that was acquired in 2021. 

Supported by its Ethical Procurement Policy, Gamma has started to 
work with major upstream suppliers to understand the applicable 
Scope 3 emissions and this work will continue into 2022 to 
understand the greatest opportunity to influence reductions. 

Gamma is certified with the ISO14001 for Environmental 
Management in the UK and the Company will complete an 
assessment to consider extending its scope to include its 
European subsidiaries during 2022.

Climate-related business risks and opportunities 
As well as working to reduce Gamma’s effect on the environment, 
the Board has also considered the business risks which are 
associated with climate change. 

Working within the Company’s risk management framework and 
using the Taskforce on Climate-related Financial Disclosure (TCFD) 
scenario-based risk and opportunity assessment criteria, Gamma 
has identified potential climate change risks, none of which are 
considered of material impact at present. An extensive financial 
impact analysis will be completed in 2022. 

Transition risks are risks related to the transition to a lower-carbon 
economy. These might include risks relating to policy and legal 
changes, technology, market and finally reputation. 

Physical risks are related to the physical impacts of climate change 
in the short term (acute) or longer term (chronic). These risks may 
have financial implications for Gamma, such as direct damage to 
network assets, or indirect impacts from its supply chain. 

Potential impact 
The impact of both transition and physical risks to Gamma is 
assessed to be minimal at present. 

Gamma recognises that current and emerging regulations in both 
the UK and Europe are likely to lead to enhanced disclosure 
requirements, with additional metrics and monitoring. Gamma’s 
expansion strategy, the demand for carbon credits, as well as 
potential increases in carbon taxes, could have a negative impact 
on its financial performance. Additionally, the Company’s existing 
commitment to remain carbon neutral could become prohibitively 
costly should carbon offset credits increase significantly in price.

Although Gamma’s energy costs are a small proportion of its costs, 
the increasing demand for low carbon energy is likely to drive up 
electricity prices, which will impact its operational costs. Given the 
material importance of climate change to Gamma’s internal and 
external stakeholders, as demonstrated by the results of a materiality 
exercise conducted in 2021, Gamma considers that there is a risk of 
reputational damage if it does not continue to respond appropriately 
to reducing its contribution to global climate change. 

Gamma has assessed the physical risks of climate change both in 
the short term and longer term to be minimal. There is potential for 
disruption to the power supply to Gamma’s data centres during a 
prolonged, extreme heatwave, leading to higher consumption and 
costs for cooling. Additionally, an acute flooding event would 
increase the likelihood of damaged infrastructure both in buildings 
(data centres/offices) and below ground level (network equipment). 

Longer term, temperature increases in its key locations has been 
identified as potentially impacting the cost of cooling offices and data 
centres, as well as increasing Gamma’s impact on the environment 
through carbon emissions. Wildfires are considered low risk overall 
but using climate factors and scenario forecasting, Gamma 
appreciates that this risk is heightened in Spain and Morocco. 
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Social
Gamma has established processes to consider the welfare 
of all of its stakeholders systematically which are set out in 
detail below. 

Customers
Gamma produces products which allow end users to communicate 
easily and reliably. 

Gamma’s ethos is to provide a robust product at a fair price. Where 
Gamma sells via channel partners the Company wants the partner to 
make a fair margin for the value that they are adding to the end user. 

The Company has a strong reputation for service and support, and 
it invests time engaging with customers across a range of topics to 
ensure the Company remains straightforward to deal with. Regular 
satisfaction surveys are run across the UK businesses in order to 
understand overall customer satisfaction levels and the ‘Likert 
Scale’ continues to be used as the method to measure customer 
satisfaction. Gamma is pleased to report a 68% CSAT rating in 
2021 (2020: 69%) with improved engagement from its partners. 
Gamma tracks an annual Net Promoter Score (NPS) and recorded a 
positive score of 48 for 2021, which remains well above the industry 
sector average.

Gamma continues to provide an online digital learning management 
system called the ‘Gamma Academy’ to support channel partners 
with their product knowledge and during 2021 a series of 
independent knowledge bases have been launched to end users 
with the aim of improving knowledge about how they consume 
Gamma products and reduce the need for additional support from 
channel partners.

Data protection and privacy
Gamma recognises its duty to ensure that any personal data that  
is collected is properly protected and that the Company is 
transparent and responsible in the way data is handled. Details 
regarding Gamma’s privacy policy can be found on the website.

Suppliers
Gamma works with carefully chosen suppliers. The main suppliers 
are those who provide equipment (both for the Gamma network  
and for onward sale to customers) and other telecoms businesses.

The process of improving and standardising the management of 
suppliers is key to Gamma and is constant as the Company strives 
for continuous business improvement. Preferred and strategic 
suppliers have their performance managed, monitored and 
reviewed to ensure the supply relationship always represents best 
value to Gamma and to underpin constructive discussion and 
resolution of any issues that might arise. 

Employees are asked to ensure that any issues relating to the 
supplier’s service provision, quality of goods or any other indicator 
of performance (positive or negative) are reported to the appropriate 
category procurement representative, so accurate performance 
records can be maintained and supplier performance managed. 

Regular performance reviews take place with key suppliers and 
there is also a fortnightly ‘Supplier Management Meeting’ chaired 
by Gamma’s procurement team, with inputs from key internal 
representatives on behalf of its Commercial, Customer, Network, 
Product and Regulatory functional areas. This forum is used to 
discuss supplier performance and risks.

To ensure that Gamma’s business is conducted ethically, 
sustainably and within the local law, Gamma has implemented an 
Ethical Procurement Policy and expects its suppliers to meet the 
principles outlined in the Policy. 

This policy is designed to support the procurement of goods and 
services from all its suppliers that minimise negative and enhance 
positive impacts on the environment and society whilst meeting 
business needs and maintaining alignment with its values. Gamma 
encourages suppliers to require the same of their supply chains. 

Gamma requires suppliers to complete an Ethical Procurement 
Policy Questionnaire and assesses supplier responses as the 
mechanism to assess these risks. The Company audits its supply 
chain continuously to identify compliance risks. Failure to complete 
the questionnaire or unsatisfactory responses may result in 
suppliers being excluded from the Gamma supply chain.

Gamma people
Employee engagement
Employee engagement is fundamental to Gamma’s success at 
retaining highly motivated employees and contributes to the 
achievement of its strategic objectives. 

By engaging with employees, the Company gives employees a 
voice to create a culture in which everyone can thrive. Gamma 
wants its people to bring their best selves to the working 
environment which should be a place where they feel safe, 
they belong, and they matter.

The majority of Gamma’s employees continued to work remotely 
during 2021, and as seen in the previous year, engaging with staff, 
understanding how they are feeling and giving them a voice 
remained a high priority.

Gamma’s engagement tool, The Gamma Pulse, is a resource tool 
for managers and employees that ensures Gamma not only engages 
with its people in real time, but quickly gives insights to enable 
actions to be implemented and to communicate results efficiently.

Social overview
Scan to watch a video of our Chief 
People Officer, Chris Bradford, talking 
about some key People initiatives.
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ESG continued

Gamma Pulse surveys became biannual in 2021. The tool was 
introduced to the European subsidiaries during 2021 and the survey 
will extend out to the recent UK acquisition, Mission Labs, in 2022.

In September 2021 the Company surveyed 1,539 people, with an 
81% participation rate and received 6,800 comments. The survey 
results were communicated directly to the CEO, Senior Leadership 
Team and the Gamma People Business Partners, and via a webcast 
and email communication to all employees. In addition, the results 
were explained to the Board. 

2021 also saw the launch of an Employee Forum pilot in the UK. 
Comprised of nominated employees with a range of diverse roles, 
the forum aims to further strengthen the connection between 
employees and management through sharing ideas and feedback 
in a safe environment. It is the ambition to extend this forum more 
widely in 2022.

Employee experience
Gamma is committed to lead with a culture that enables 
employees to be their best, to feel connected to the Company, and 
contribute to its long-term success. Gamma’s culture is underpinned 
by four values – Aim High, Consider Others, Think Differently, and 
Stronger Together.

The Company recruits people from a wide variety of backgrounds 
which supports one of its values making the Company ‘Stronger 
Together’. The experience Gamma employees have within the 
Company remains a key focus of Gamma’s People Function agenda 
and across the business in general. 

Gamma has 12 qualified Mental Health First Aiders working on a 
rota system across all UK office locations, sign posting to external 
organisations where applicable and offering ‘in-house’ and 
‘bite-sized’ training on topics such as managing remotely, dealing 
with stress, and work-life balance. The Employee Assistance 
Programme has provided employees with access to online 
information and advice. 

Financial wellbeing is also important to Gamma’s employees and 
the Company offers a salary sacrifice pension scheme, life 
assurance and income protection. Gamma offers a reward package 
which includes: the government cycle to work scheme, childcare 
vouchers, as well as access to a health cashback plan. The flexible 
holiday trading package offers employees the opportunity to 
purchase additional holidays or sell back holidays, with additional 
trading windows open during the pandemic. Gamma has also 
partnered with Reward Gateway to offer staff a variety of discounts 
from retail outlets and access to health and fitness discounts 
including gym memberships, saving employees over £38k in 2021. 
Gamma offers enhanced adoption, maternity and paternity pay and 
shared parental leave.

Wellbeing will continue to be a key focus in 2022 to help support 
employees with advice, training and assistance where needed. 

Sharing in the success of Gamma’s business growth
As well as providing long-term incentive schemes which offer 
options to key employees, Gamma is keen to ensure that all 
employees who would like to be shareholders can do so in a 
tax-efficient way. In the UK Gamma has an optional Save As You 
Earn (‘SAYE’) scheme which allows eligible employees to acquire 
shares and a Share Incentive Plan (‘SIP’) to allow employees to buy 
shares on a monthly basis. In 2021 34% (2020: 43%, 2019: 47%) of 
eligible employees chose to participate in the SAYE scheme, with 
options being granted over 155,514 (2020: 345,953, 2019: 377,800) 
shares. The Gamma share schemes have been extended to Mission 
Labs and there remains a desire to extend the plan out to the 
European subsidiaries. 

Health and safety
Gamma’s health and safety initiatives evolved in 2021, ensuring 
employees had safe offices to return to. The Company’s return plan 
focused on a steady increase, stopping at 50% capacity to ensure 
social distancing could be supported to at least the end of 2021. 
This has allowed employees the flexibility to use an office in which 
to collaborate with colleagues safely as well as the ability to 
continue to work remotely where possible. 

As a service business, Gamma experiences few workplace injuries, 
however during the return to the office Gamma experienced an 
anticipated increase in very minor accidents and absenteeism 
related to COVID-19 infections. Gamma had no fatalities or major 
injuries related to work during 2021.

A quarterly report is provided to the Board that outlines accidents, 
updates regarding health and safety initiatives, and relevant 
metrics such as contact made to the Mental Health First Aiders.

Gamma’s health and safety policy has developed alongside the new 
working environment and the Company continues to work with third- 
party specialists to ensure its employees are supported and 
environments are safe. 

Skills and talent
Gamma is focused on attracting, retaining and developing the 
critical skills required to support its strategic ambitions.

During 2021 a new induction and onboarding platform was launched 
in the UK businesses. This provides a blended learning approach 
to equip all new starters in the Company with a foundational 
understanding of the Gamma Group, its products, markets and 
customers, as well as its way of working, culture and values. The 
platform supports the additional role-specific onboarding activity 
that already takes place across the business, including interactive 
technical product training.

Gamma has extended its learning and development offering during 
2021, recognising that the skills and capabilities of its existing 
employees need to change with evolving modern technologies. 
The Company’s learning and development team has delivered 
2,700 hours of technical product training across 186 different 
courses to its customer services teams. This is supported by the 
Gamma Academy, also available to internal users, on which 2,000 
courses have been completed by 760 distinct internal users. 

Gamma has also introduced LinkedIn Learning within its 
Technology areas, providing employees with access to over 16,000 
expert-led courses, enabling continuous growth and development.
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Apprenticeships and Technology Graduate 
Programme
The Gamma apprenticeship programme has continued during 2021 
with 20 apprentices in various functions (2019: 24, 2020: 15). Most 
of Gamma’s apprentices are continuing studies from previous 
years, in some cases up to degree level, or existing employees 
continuing their professional development through the 
apprenticeship model.

Alongside a newly launched Technology Careers Site, Gamma 
has been working closely with the Graduate Recruitment Bureau 
to onboard 10 graduates by September 2022. The aim of the 
programme is to offer graduates experience of four different areas 
of technology across a two-year period. Gamma guarantees the 
graduate a permanent position at the end of successfully 
completing the programme.

Gender pay gap
In 2022 Gamma will continue to assess its gender pay gap and look 
at ways to continually support closing the gap between male and 
female employees and working to ensure that all employees are 
treated fairly.

The gender pay gap report for the snapshot date of 5 April 2021 
shows 1,123 employees within the Gamma Telecoms Holdings Ltd 
UK workforce, excluding Mission Labs: 783 men and 340 women. 

Gender
% of Workforce  

2021 vs (2020)
Male 69.72 (69.60)
Female 30.28 (30.40)

Below is the data from the UK Gender Pay Gap analysis.

The median pay gap is the difference between the midpoints in the 
ranges of hourly earnings of men and women. The mean gender 
pay gap is the difference between the average hourly earnings of 
men and women.

Pay and Bonus Gap

 
Mean %  

2021 vs (2020)
Median % 

2021 vs (2020)
Pay Gap 19.60 (25.45) 19.80 (23.19) 
Bonus Gap 59.41 (63.27) 20.07 (26.47)

Proportion of Males and Females receiving bonus

Gender
% receiving a bonus 

2021 vs (2020)
Male 92.66 (94.57) 
Female 94.00 (93.56)

Pay Quartiles

Quartile
Male %

2021 vs (2020)
Female %

2021 vs (2020)
Upper 77.94 (80.53) 22.06 (19.47) 
Upper middle 75.00 (72.41) 25.00 (27.59) 
Lower middle 62.99 (61.83) 37.01 (38.17) 
Lower 62.99 (63.60) 37.01 (36.40) 

Gamma operates in a sector where there is a shortage of 
technically skilled females who choose to pursue a career in 
telecommunications and technology. As seen across the sector, 
male employees continue to make up much of the workforce, 
however, we are seeing improvements in the mean figures.

Group employee numbers at 31 December 2021
Male Female Total

Directors of Gamma 
Communications plc 7 (78%) 2 (22%) 9
Senior Managers of the Company 
(including subsidiary Directors) 26 (96%) 1 (4%) 27
Employees 1,192 (68%) 553 (32%) 1,745

Group employee numbers at 31 December 2020
Male Female Total

Directors of Gamma 
Communications plc 8 (80%) 2 (20%) 10
Senior Managers of the Company 
(including subsidiary Directors) 28 (97%) 1 (3%) 29
Employees 1,057 (69%) 473 (31%) 1,530

Whistleblowing Scheme
Gamma has a Whistleblowing Policy and reporting system via  
an independent third party available to all employees, workers, 
suppliers, customers and other relevant third parties.

The approach provides employees with a confidential channel in which 
to raise any wrongdoing anonymously. The system is available 24/7 
either online or via the telephone with multi-language functionality. 

To ensure concerns are treated objectively, wrongdoing reports 
initially are sent directly from a third-party provider to Gamma’s 
Whistleblowing Officers who are Independent Non-Executives on 
the Board. After an initial assessment, the report will either be 
delegated to a panel which is made up of representatives of 
Gamma’s Senior Leadership Team or the Whistleblowing Officers 
may choose to deal with it independently, including obtaining 
external advice. Gamma has trained appropriate level employees  
to manage the investigation process. Reports of wrongdoing 
concerns are reported to the Board on a regular basis.

The Gamma induction programme explains the Whistleblowing 
approach to all new starters and Gamma remains committed to 
providing awareness and training to existing staff.
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ESG continued

2022 Activity
In 2022, Gamma will be focusing on Equality, Diversity and Inclusion. 
The Company has partnered with ENEI (Employers Network for 
Equality and Inclusion) to complete a benchmarking exercise to 
understand the gaps and strengths in its current approach. The 
exercise will focus on key areas such as Gamma’s workforce, 
strategy, leadership and accountability, recruitment and attraction, 
training and development and other employment practices. The 
outcomes will be used to set the ED&I strategy moving forwards. 
Gamma will also collect demographics data to better understand 
its workforce and align its future plans to support and strengthen 
its approach to attracting, developing and retaining 
underrepresented groups. 

As part of Gamma’s goal to impact and inspire young people the 
Company has formally partnered with Speakers for Schools and is 
designing a nationwide programme to support young people with 
understanding the technology industry, raising their confidence 
levels, mentoring and providing opportunities for work experience. 

Gamma is also targeting talent communities internally and 
externally. Internally, the Company will be creating employee 
communities, to strengthen inclusion and belonging.

Externally, its Recruitment team has started to build networks 
to broaden the Company’s connections with specific groups, 
focusing on Women in Technology, apprenticeships, and other 
underrepresented groups. This will include participation in hosted 
events and the creation of targeted recruitment campaigns to 
attract a more diverse talent pool. Gamma’s Senior Leadership 
Team has committed that, starting this year, all senior roles at 
Gamma must have a diverse shortlist and Gamma will ensure its 
partners in executive search are working to deliver this.

Giving something back
As part of the 2021 social plan within Gamma’s ESG strategy, 
the Company is committed to supporting the communities  
in which it is based and enhancing its charitable giving plan. 

Supporting the UN Sustainable Development Goal 8: Decent 
work and economic growth, Gamma’s technology teams have 
continued to provide remote Hi-Tech Horizons sessions 
through an initiative run by the Education Business 
Partnership. The initiative aims to engage and inspire the 
future workforce, raising awareness of the hi-tech sector  
and the opportunities available.

Additionally, Gamma has partnered with Speakers for Schools 
to deliver STEM insight to pupils in the North-West of England 
during Virtual Work Experience week in April, and Digital Careers 
in September. Gamma has a broad range of colleagues that 
volunteer to support these events to help inspire students 
and provide them with a wider perspective on what their 
options are for their future careers and opportunities.

Working in the communities in which the Company operate, 
Gammas ‘Direct’ customer business unit has worked with 
local authorities in the Manchester and Portsmouth areas  
to support their efforts in tackling digital poverty, address 
emerging skills gaps and prepare young people for the world 
of work in addition to providing employment in the area. 

Gamma is committed to maintaining these relationships 
as well as building new ones during 2022 and the Company 
will endeavour to contribute to the UN Sustainable 
Development Goal 10: Reduced Inequalities through the 
extension of initiatives.

Gamma has always encouraged charitable initiatives , and 
often a worthy cause will find people’s time just as valuable  
as any financial donation. Employees can contribute one day 
a year to help support their chosen charity or community 
support project and Gamma has continued to provide match 
funding across a range of charitable events that its staff has 
completed during 2021. A Charity Forum exists to support its 
employees to raise funds as well as use their charity day. 

‘Giving something back’ is important to Gamma and its 
employees and is aligned to its “Consider Others” value. 
Driven by the Gamma Charity Forum, the Company will 
continue to build on its community and charity plan in 2022 to 
help make a difference to good causes and local communities.
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Governance
Gammas approach to governance
Gamma understands the importance of having a well-established 
governance regime across its business and how fundamental this 
is to its continued success. Gamma recognises that different 
governance structures are appropriate at different stages of a 
company’s development and as a rapidly growing business it is 
seeking to keep the maturity of governance structures ahead of the 
level that would be deemed appropriate for the size of the business. 

The Board is responsible to the shareholders for the proper 
management of the Group and more on Corporate Governance  
can be found in the Governance report.

Management oversees the establishment of controls across the 
Company which are managed through a combination of internal 
frameworks and externally recognised and audited standards. 
These controls take the form of Group and local level policies which 
determine the requirements for technology protocols such as 
access to internal systems, critical processes such as commercial 
approval or the management of network change, and the expectations 
that Gamma places upon its employees and its stakeholders. 
These internal controls align to and inform Gamma’s Corporate 
Governance, reported on here, ensuring Board level oversight. 

Governance process
Gamma’s risk management framework is closely coupled to 
its governance priorities and this connection ensures that 
these priorities are owned and managed at a suitable level within 
the Company.

In 2021 Gamma built on its internal governance, with investment in 
first line capabilities to bolster internal controls and moving internal 
governance activity to be managed by a specialist team. The result 
of this is an independent review of internal controls, driving a 
continuous improvement ethos. 

In 2021 Gamma launched a new policy framework to ensure its policies 
are owned, defined, implemented, and updated in an effective way. 
Specifically, this framework encourages greater consistency in 
policy design, clear behavioural guidelines and encourages greater 
use of conformance measures. All Group policies are signed off at 
the relevant Board subcommittee. All policy is governed by the 
internal governance team to drive consistency.

Current Group policies include:

• Anti-bribery and Corruption policy

• Environmental Management policy

• Ethical Conduct policy 

• Political Contribution policy 

• Risk Management policy

• Share Dealing policy 

• Whistleblowing policy 

The Company wants to ensure that it continues to empower 
employees to challenge boundaries but without taking 
inappropriate risk.

External Certifications 
Gamma holds various certifications within its UK business and it is 
the intention to apply common standards to its recently acquired 
subsidiaries within the UK and Europe. Gamma UK is certified to: 

• ISO 27001: Information Security, certified since 2012 

• ISO22301: Business Continuity Management, certified 
since 2013

• ISO 14001: Environmental Management, certified since 2013

• ISO 9001: Quality Management, certified since 2003 

• ISO 10008: Electronic Information Management, certified 
since 2020

• Cyber Essentials, certified since 2019

Group subsidiaries ‘Gamma Benelux’, and ‘HFO’ attained ISO27001 
certification in 2021. 

In 2022 Gamma will begin to bring its standards under a single 
Integrated Management System (IMS), which will ensure greater 
consistency in the way in which these standards are managed 
across the Gamma Group.

Internal Audit 
Gamma’s internal audit structure ensures it reviews a wide range  
of capabilities that align to its ISO certifications and Principal Risks. 
The output of the audits is shared with the teams subject to the 
audit to ensure a culture of continuous improvement is maintained. 

Since the introduction of ISO standards within the Company 
Gamma has been conducting regular internal audits to assure 
ongoing compliance. Since this time the Company has continued 
to extend the reach of its internal audit function and is now in its 
second year of enhancing this capability, regularly working with an 
external partner to provide audit resources when Gamma’s own 
internal capability is not considered suitable. In addition, Gamma’s 
UK business is regularly and successfully audited by its larger 
Enterprise and Public Sector customers. 

The Strategic Report was approved by the Board of Directors 
on 21 March 2022.

Andrew Belshaw
Chief Financial Officer
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