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New foundations  
for the built 
environment 
sector 

The built environment sector, as with many 
others, is going through significant change. 

Driven in part by the pandemic and new working 
models, but also by stiff competition and a new wave 
of digitalisation, the property industry needs to become 
more connected to their customers and occupiers.  
Here are a few of the challenges they face:

In real estate 
Tenants are demanding better experiences and more 
flexibility. There’s declining demand in central city 
locations, and an increase in demand in regional offices.

In residential
The move to a build-to-rent model is shaking things up, 
and shifting customer lifestyles are leading many to 
change their home-buying behaviour.

In office leasing
There’s demand for better customer experiences as 
tenants reconsider their need for office space in the 
wake of the pandemic.

In the industry in general
COVID-19 pushed costs up, which reduced 
construction. There’s a push to embrace technology  
like AI, the IoT, and cloud, but employees can be 
hesitant to adopt new technology.

As a result, customers and occupiers want greater choice, 
transparent pricing, a laser-focus on value, and they want 
a partner that understands their changing needs.  
To achieve that, becoming customer-centric is essential 
– and to understand your customers, you need a single 
source of 360-degree truth.

How organisations can 
adapt and thrive in  
a changing industry

By breaking down data silos and 
using up-to-the-minute insights 

from across the business, you can 
help your teams collaborate with 
ease, identify areas to automate 

and increase efficiency, and deliver 
a connected, intelligent experience 

for your customers. Let’s explore 
how you might do that.
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A connected 
approach  
for built 
environment

When an organisation tries to operate with multiple 
different CRM instances, disconnected departments, 
and siloed data sources, it’s unable to achieve 
its potential – and research has shown that the 
average company has 976 business applications.

But with the right technology platform, you can equip 
yourself with a single view of all customer interactions 
within your organisation – putting the customer 
at centre of an intelligent, data-driven experience. 
Post-pandemic, in the wake of accelerated digital 
transformation in the sector, this is top priority for those 
wishing to differentiate themselves. Salesforce can 
support landlords, developers, and facilities managers 
to gain a truly customer-centric view at every stage, 
from design and build to servicing their occupiers.

Doing so will mean you’re able to empathise 
and connect better with your customers, 
anticipating their needs, wants, and pain points. 

And that means that at every stage of the 
customer engagement lifecycle, you’re able to 
make improvements: better lead identification; 
the delivery of more engaging, relevant, and 
personalised marketing communications; and 
more proactive, cohesive interactions. 

Connecting the dots 
for a holistic view  
of your customers.

Perspective is everything when you’re trying to connect to your customers.  
Property and built environment businesses like yours have so many different customer 
touchpoints and channels for communications that it can be hard for teams to keep 
track. Often organisations can suffer at the hands of point solutions for standalone 
problems, all procured separately, and which don’t talk to each other very well.

All that will build  
trust and loyalty, and allow 
you to stay ahead of your 

competition, increase client 
satisfaction, and drastically 

lower your churn rate.

https://www.mulesoft.com/lp/reports/connectivity-benchmark


The Client 360
A powerful family of applications  
for built environment organisations

Drive innovation directly into your systems

Connect any system, Salesforce or not, cloud or on-premises, 
on one unified platform. Integration is the #1 reason digital 
initiatives fail, but with Mulesoft you can change that.

 
Innovate, automate, and empathise – with Einstein AI

With Einstein AI, you can access insights hidden 
in customer data to understand your customers 
better, automate tasks to free up employees’ time, 
and deliver personalised customer service. 

Build a smart digital HQ – with Slack

Let internal and external teams collaborate better by 
providing them with a digital HQ that brings them together, 
with all the apps and data they need, in one place.

 
Make every person a data person – with Tableau

With Tableau, anyone in your organisation has the power to 
aggregate and visualise data – putting it at the heart of every 
conversation. By visualising the opportunities that are hiding 
in your data, you can make smarter business decisions, faster.

Learn more

Learn more

Learn more

Learn more

https://www.salesforce.com/uk/products/integration/overview/
https://www.salesforce.com/uk/products/einstein/overview/
https://www.salesforce.com/uk/products/slack/overview/
https://www.salesforce.com/uk/products/analytics/overview/


Sell faster and smarter – with Sales Cloud

Increase sales efficiency, speed up deals with  
AI-powered insights, and maximise customer 
touchpoints across every communication channel.

 
Keep your customers coming back –  
with Service Cloud

Use AI-powered workflows and automation to  
provide a connected, personalised service across  
every touchpoint, that makes every customer  
feel understood.

Power effective, data-driven campaigns –  
with Marketing Cloud

Build customer relationships that last by using  
Marketing Cloud to know your customer, humanise 
every moment, and optimise on the fly.

 
and there’s more…

Client 360 gets better the more apps you use –  
95% of our customers who use more than 1  
report improved efficiency and productivity.  
And with Trailhead, our digital learning platform, 
 you can ensure your employees are able to get  
the best out of them. 

To discover more about  
Client 360, click here 

Or to see a few examples  
of how others are already  

using it, keep reading…

Continued

Learn more

Learn more

Learn more

https://www.salesforce.com/uk/products/sales-cloud/overview/
https://www.salesforce.com/uk/products/service-cloud/overview/
https://www.salesforce.com/uk/products/marketing-cloud/overview/
https://www.salesforce.com/uk/products/
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In line with our best  
of breed approach,  
we selected Salesforce 
as the number one 
customer relationship 
management platform 
on the market.

Nigel Howell, CEO, FirstPort ”

“

FirstPort puts great customer service  
at the heart of its growth plans
FirstPort, the UK’s leading residential property management and asset services 
provider, has embraced great customer service as a key differentiator. It has an 
ethos shared by all employees, informing day-to-day operations and guiding 
investment decisions – ultimately providing the blueprint for business success. 

At the core of FirstPort’s thinking is its best of 
breed approach to technology. The organisation 
uses Salesforce as one of its core platforms, part 
of an end-to-end system change programme 
designed to help it to bring its vision for  
customer service to reality.

FirstPort selected Service Cloud, Experience 
Cloud, and MuleSoft to provide the ready-
made engine room to deliver its customer-first 
philosophy. It then implemented Sales Cloud, 
Marketing Cloud, and Social Studio to achieve 
its longer-term business development ambitions 
and outcomes.

The benefits are clear: “We are already delivering 
50% of the business on the new platform so 
for anyone emailing or calling, their data is now 
in one place, the screen populates straight away 
and we’ve got all the history available so we know 
what’s going on,” says Howell.

The Internet of Things (IoT) as a huge opportunity 
for FirstPort, due to the ability of sensors to 
transmit live information on key aspects of 
property and asset management. For example, 
this would enable the team to track the status 
of lifts, with the data captured in Salesforce, 
enabling technicians to trigger preventative 
measures in the case of warning signs, or instant 
action in the case of a breakdown.

FirstPort describes MuleSoft as the ‘glue’ of 
its systems. It integrates its customer service 
platform with its third-party asset management 
and accounting software, unlocking data from 
multiple back-end sources, orchestrating it, and 
creating a whole greater than the sum of its parts. 
Built-in dashboards contain a range of graphs and 
visual tools, while customised dashboards can 
be created to display bespoke data analysis and 
reporting on all aspects of the business.

Success story

Read the full story

https://www.salesforce.com/uk/customer-success-stories/firstport/
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Grainger plc builds  
relationships that last
Grainger plc, the UK’s largest listed operator  
of privately rented homes, knows that feeling  
happy at home is about much more than  
simple bricks and mortar.

By finding out what’s important to residents and their lifestyles,  
Grainger is designing new buildings that are a benchmark for quality, 
featuring superfast Wi-Fi, Internet of Things (IoT) capabilities, on-site 
gyms, dining rooms, communal meeting spaces, and co-working areas, 
where families and communities can meet and build friendships.

In their most recent annual customer survey, 8/10 residents  
said they ‘really like’ their homes. Grainger have set themselves  
an ambitious target of nearly doubling the number of rental  
homes it operates in the UK to 18,000.

So how are they going to do that? 

By following four key tenets that’ve gotten them this far…

Success story

Seamless services

In a single ecosystem, customers 
can complete the entire rental 
process online in one single 
location. The online portal is used 
to access all the information and 
services they require to enjoy their 
home, request repairs and schedule 
maintenance appointments, 
book amenities in their building, 
and connect with neighbours.

Complete visibility and control

By creating a seamless, lead-to-lease 
process and an excellent customer 
experience, leasing completion 
times have been significantly 
reduced to just hours. Thanks to 
Sales Cloud and Marketing Cloud, 
Grainger has complete visibility of 
customers throughout their lifecycle.

Grainger’s four keys to success:

Be prepared for rapid growth

The quality of Grainger’s homes 
and their locations creates strong 
demand, and they now can 
handle that demand professionally 
and at speed. Salesforce has 
built team capacity, enabling 
improved resource planning 
and budgeting for growth.

Clients, not tenants

Feedback from residents is 
extremely positive. Jane, a Grainger 
resident explained: “One of the 
things that has impressed me 
most about Grainger is how 
responsive they are to our needs. 
They actually care about making 
us feel comfortable in our home! 
We’re treated like valued clients, 
rather than simply tenants.”

1 2

3 4

Read the full story

https://www.salesforce.com/uk/resources/customer-stories/grainger/


Ready to take 
your first step?

If you’re ready to talk, that’s great.  
If you’ve still got questions for us,  
that’s great too. Click through for:

•  Advice from our expert built environment team.

•  Information about the Salesforce platform,  
and what you could do with it.

•  More success stories from built environment 
organisations who've taken the steps  
and firms who’ve taken the steps you’re  
taking now.

Get in touch

https://www.salesforce.com/uk/solutions/industries/business-services/professional-services/
https://www.salesforce.com/uk/company/contact-us/?d=cta-header-9



