
 

 

 

 

 

Success Story  

Orthosurge Botswana  

Salesforce centralises sales activities for enhanced customer satisfaction  

 

Orthosurge was founded in 1992, as a citizen owned distributor of Pharmaceuticals, 

Surgical, Laboratory equipment and reagent, along with the installation and repair of 

medical equipment, Orthosurge has thrived for the past 28 years, and boasts a staff 

complement of 80 employees. 

 

 

Company Facts Challenging business environment  

Overview 

X    Location: Botswana  

X    Industry: Medical Equipment 

   

Success Highlights 

 

Challenges 

X    Improving customer service  

X    Improving time to market and turnaround times 

X    Empowering a remote workforce 

  

Solution 

X   Salesforce – Sales Cloud 

 

Benefits 

X    Higher Customer Centricity 

X    Improved Account and Lead Management 

X    Enhanced Sales analysis and forecasting 

 

“The business has grown significantly over the years, due to our diversified product 

range and significant investment in human resources, training and infrastructure to 

support our growing network of customers” states Oremeng Motshegare, Managing 

Director of Orthosurge. 

 

Orthosurge has invested in growing their niche product portfolio with a focus on driving 

medical value to their customers, to meet the needs of an ever-changing business 

environment. “To achieve this, we had to make a significant investment and pivot 

around customer centricity to allow for faster time to market, within a market that is 

highly saturated and competitive,” continues Motshegare. 

 

The greatest challenge that Orthosurge experienced, fast tracked by COVID-19, was to 

effectively quantify generated leads, along with the quality of reporting, working, and 

selling in a structured manner. “We needed to find a way to track Sales team activities 

and accounts remotely and efficiently, whilst identifying areas where we could improve 

customer satisfaction,” states Motshegare. 

 

Making Decisions for Growth and Transformation 

The Orthosurge strategic road map, grounded in their ambitious 10-year vision, showed 

that, to meet their strategic goals, the company would have to go through a re-alignment 

process. This in-depth analysis uncovered inherent weaknesses within Orthosurge, one 

of which one was the lack of a comprehensive Customer Relationship Management 

(CRM) solution. 

 

Up to this point, the Orthosurge Sales team had not been using any centralised 

systems, but benefits were clear from their Engineering division, which had the correct 

systems in place to support business operations. 

 

 



 

 

 

 

 

Implementation and Solution 

“We evaluated a number of CRM products and settled on Salesforce, 

which was one of the few that was able to address all our critical 

objectives,” continues Motshegare. 

 

Orthosurge understood that they needed a solid CRM solution that 

would allow for the: 

• Achievement of their strategic goals around customer 

centricity. 

• Empower a remote workforce. 

• Provision of quality data for the analysis of market trends 

and yielding a faster turnaround time. 

Partnering for growth 
 

The journey of optimally and efficiently deploying Salesforce is not a 

path that is meant to be travelled alone. Partnerships for deployment 

yields desired results and return on investment in a greatly reduced 

time frame. 

 

“New Era has been highly professional in helping us roll out 

salesforce to our organisation.  They have literally held our hands and 

worked us through the implementation process effortlessly and would 

not hesitate to recommend their service,” states Motshegare. 

 

 

 

“Orthosurge had exact and clear goals with regards to what they 

wanted to achieve with the implementation of their Salesforce Sales 

Cloud solution. Their goals fitted neatly into the NES Salesforce Quick 

Start approach. We knew that with their active engagement and 

openness to industry best practice application, we had a recipe for 

success from day one of the deployment.,” notes Adeline Cruywagen, 

Operations Manager at New Era Solutions (NES). 

 

NES’ Quick Start approach on Salesforce allows for an exceptionally 

quick implementation time without sacrificing quality, all while still 

utilising industry-best practices that have been learned over 20 years 

of experience.  

 

Through the implementation of Salesforce Sales Cloud, Orthosurge 

are now able to: 

● Better manage accounts. 

● Accurately track and manage leads. 

● Perform enhanced sales analysis and forecasting. 

● Track quotes that have been generated. 

● Share knowledge within the internal sales team. 

 

 

 

 

 

 

“Working with the Orthosurge team and taking them on their 

Salesforce journey was greatly rewarding for us,” states Cruywagen. 

“They were open to any suggestions of improvements and 

enhancements and eager to see to project through successfully. The 

Orthosurge Salesforce project is a great testament to the ability of a 

well configured, world-class CRM solution, such as Salesforce, can 

change the trajectory and insights of your business,” concludes 

Cruywagen. 

 

What will the future hold? 
 

Orthosurge have put in place ambitious targets for the near future. 

 

“We firmly believe that Salesforce will give us the advantage, over our 

competitors as we will be in a position to react to market trends 

faster,” concludes Motshegare. 

 

Through Salesforce, Orthosurge has a solution that will assist in 

identifying leads quicker, improving customer service, creating faster 

issue resolution and accurate sales forecasting – ultimately providing 

a solid base for any future growth aims. 

 

 

 



 

 

 

 

 
 

About New Era Solutions  
Founded in 1999, NES began with a core focus on ERP (Enterprise Resource Planning) implementations in the Financial Services and 

Distribution sectors. Our customer base has broadened significantly and, today, most of our customers fall into the Distribution, 

Manufacturing, Retail and Service-Based sectors. 

 

At NES, our sole purpose is to improve the lives of our customers by transforming software into innovative solutions that provide total control 

and a firm foundation for growth. We believe in building long-term relationships with our customers, inspiring trust and open communication 

and giving our customers the assurance that we will continue to add real, tangible value to their businesses. 

 

NES fully understands the needs of our customers and drives full-lifecycle implementations of complete business solutions for medium and 

large businesses in this space. We deal with a variety of customers across South Africa, the United Kingdom and North America. 

 

NES specialises in integrated and customisable IT solutions, partnering with global specialists in ERP, CRM, and Mobility. We offer a 

single-source solution where customers benefit from one seamless working relationship that has established a strong network of 

connection. 

 

 

About Salesforce  
Globally, Salesforce is the leading CRM platform in the market, and it is a cloud-based solution that can scale from one user to thousands 

of users. It also covers all aspects of customer interaction, from Marketing to Sales and Service. 

 

Sales Cloud is the most widely used of Sales Tools and Sales Automation software, speeding up and streamlining all phases of sales from 

Lead Management to Analytics and Forecasting. Thanks to Sales Force Automation (SFA) from Salesforce, more than 100,000 clients and 

two million subscribers worldwide can manage people and processes more effectively. It also allows clients to pursue more business in less 

time and close more deals. 

 

Salesforce aims to transform your customers' experience using intelligent service conversations. From the Contact Centre to Self-Service 

Communities, as well as social media and beyond, Salesforce strives to make your agents smarter and your customers happier by 

connecting them on one service platform.  

 

The CRM platform works with companies across every industry and company size. As a result, customers are redefining success reporting, 

and, on average, there is a 35% increase in customer satisfaction. Ultimately, Salesforce has proven to be an immensely valuable asset to 

NES, and our valued customers. 

 

 


