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MEET MARK BIRCH

Mark has been with Broadacres for
over 10 years. He started as Head of
IT and is now the Chief Technology
Officer. His role covers everything
across Technology, IT services to
Cybersecurity and Business
Transformation.

He started his career in IT after
university and later worked at Tristar
Homes and Gateshead Housing.

Then joining Broadacres because he
wanted more autonomy and
flexibility to make real impact.
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Read on to learn about
Mark’s journey implementing
Salesforce at Broadacres Housing.
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Transforming Housing Services with Salesforce

We sat down with Mark to talk through how they’ve reimagined
service delivery with Salesforce, and what the rest of the housing
sector can take away from their journey.

When Mark joined Broadacres, he brought a varied background
across IT and housing. With experience in both technical roles and
service delivery, he understood early on that “Digital transformation
isn’t just about systems, it's about people, culture, and mindset.”
That mindset would shape the journey to come.

Broadacres Housing Association embarked on a transformative
digital journey, putting innovation and customer service at the
forefront of its operations.

At the heart of this change is the adoption of Salesforce, a world
class platform that has not only redefined how the organisation
manages its data and workflows but also how it engages both its
customers and its staff.

Digital Transformation: The Intersection of People, Process, and
Platform

Broadacres, like many in the housing sector, was facing increasing
pressure to modernise. Internal teams were frustrated with the
limitations of legacy systems.

Broadacres’ digital transformation has been carefully orchestrated
around three critical pillars: people, process, and platform. The
journey began with a vision for the future aligned to the challenges
faced by the organisation to guide every decision. The
transformation has underscored the importance of thoughtful
planning, active listening, and engaging with staff at every level.

By blending technology with human insight, Broadacres has
managed to create solutions that are both practical and forward-
thinking. This holistic approach has ensured that the technology
serves as an enabler, fostering an environment where continuous
improvement is not only possible but expected.

“In Technology & Transformation, a lot of what we do isn’t really
about the technology. It's about understanding people and helping
them adapt to change.”
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Why Salesforce?

When Broadacres set out to reinvent its CRM, the goal was clear, to
move beyond the limitations of niche products and establish a
platform that grows with the organisation. They made the deliberate
decision to adopt Salesforce, a global, multi industry platform known
for its continuous innovation and investment.

What made Salesforce stand out was its scalability, robustness, and
openness. It allowed Broadacres to be in control of their own destiny.
They could choose from a wide ecosystem of experts and partners. It
gave them flexibility and autonomy to achieve their desired outcomes.

From day one, Salesforce approached the partnership with precision
and clarity. Broadacres felt closer to the end product from the start,
which gave them the confidence to move quickly and build with
purpose. The structure and architecture were already in place, allowing
their team to hit the ground running.

Training and development were also a huge part of the decision.
Salesforce’s learning platform, Trailhead, enabled Broadacres’ internal
team to upskill at their own pace, developing confidence and
capability on a world class system. It wasn’t just about using
Salesforce; it was about owning it.
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Benefits to Colleagues

Digital transformation often succeeds or fails based on how well you
bbring your people along. At Broadacres, this meant showing, not just
telling, how the new platform would help.

Early wins, such as achieving a 54% boost in efficiency within the Money
Advice team, helped build excitement and confidence throughout the
organisation. Next came the contact centre, and then complaints
handling. Each success helped to build momentum for the next.

With Salesforce, colleagues now have access to a single,
comprehensive view of every customer, enabling them to work
efficiently from any location. The platform has also opened new growth
opportunities for staff, allowing them to develop their skills through
ongoing training and development programs. This investment in
people has not only improved day-to-day operations but also set the
foundations for long-term career development and digital literacy
across the organisation.

Benefits to the community

The transformation at Broadacres is delivering tangible benefits to its
customers, even if these improvements sometimes go unseen. As soon
as a customer calls, their complete record is instantly accessible to the
team, eliminating the need to repeat basic information and ensuring
interactions are both smooth and personal. Everything is tracked,
logged, and visible, which means that any colleague can pick up the
conversation exactly where someone else left off.

Salesforce has enabled multi channel communication such as phone,
SMS, WhatsApp, and email into a single unified system. As Broadacres
continues to evolve the platform, customers will in future be able to see
and manage their own cases, from repair bookings to service updates.
This seamless flow of information contributes to a more informed and
confident customer experience, aligning Broadacres’ digital services
with the high standards expected in today's fast paced world.

These improvements might not always be visible to customers on the
surface, but they significantly improve the experience behind the
scenes. Better systems lead to quicker resolutions, more joined-up
service, and a sense that someone is truly listening.
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Embracing New Ways of Working — Post Go Live

The launch of Salesforce marked only the beginning of Broadacres’
journey. In the period following implementation, teams had to adopt
new ways of working and embrace the idea of change as a constant.
While there was a huge appetite to innovate, it was important to pace
the journey. Teams have learned to pace their innovations thoughtfully,
ensuring that each change is well tested and aligned with business
goals before scaling.

To help manage this, Broadacres established a cross functional
Champion Group made up of senior leaders and frontline staff. This
group evaluates ideas, helps prioritise requests, and keeps the focus
on outcomes. This collaborative approach has ensured that, even as
the pace of technological change accelerates, the focus remains on
delivering value and improving outcomes for the people Broadacres
serves.

By putting customers at the centre and listening closely to the people

using the system every day, Broadacres has built a sustainable model
for change, one that can keep evolving over time.
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Navigating Challenges

No transformation comes without its hurdles. For Broadacres, one of the
biggest challenges was balancing the pace of innovation with the day-
to-day demands of service delivery. The team was moving fast, but the
business needed time alongside continuing to deliver their great
services and meet the every increasing demands on the housing sector.

When people saw what Salesforce could do and how it could be tailored
to their needs, the tricky part became managing expectations. That's
why having clear rules, structure, and good communication is so
important.

Crucially, the IT team wasn’t driving change alone. Business ownership of
decision making helped ensure that projects were aligned with real
needs, and not just technical possibility.

One of the biggest lessons from Broadacres’ journey is that digital
transformation is not just a technical project, it's a cultural one.

The Future of Salesforce in Housing

Mark sees a bright future for Salesforce in the social housing sector. The
platform’s flexibility means providers can shape their own destiny,
moving at the pace that works for them.

Broadacres are already looking at what's next, and exploring things like
Al to further improve service.

The platform also opened the door for sector wide collaboration. As
more housing providers adopt Salesforce, innovations can be shared,
adapted, and reused, raising the bar across the board. Collaboration
across the sector is now well established with sharing of ideas and
technical knowledge and even developed applications.
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Final Thoughts: Guidance for Fellow Housing Providers:

Broadacres’ journey offers valuable insights for other housing providers
considering a similar transformation. Starting small and proving the
benefits incrementally can build the necessary buy in from both staff
and customers.

By focusing on people rather than just technology, organisations can
foster a culture of continuous improvement and digital readiness.
Above all, the experience reinforces the importance of viewing digital
transformation as a holistic process, one that combines technology
with thoughtful change management and a relentless commitment to
serving customers better.

Mark’s story is a powerful example of what's possible when an
organisation embraces a bold, collaborative approach to innovation.
With Salesforce as a strategic partner, the future of housing services is
not just digital, it's transformational.

If you're in the housing sector and considering your own journey
toward digital transformation, Mark’s experience offers inspiration,
practical guidance, and a testament to the power of combining
people, process, and technology to drive meaningful change.
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Have a story to Share?

Want to learn more about social housing and Share with Purpose?

Get in touch with the Recruit with Purpose team!
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