
About believe housing

believe housing is one of the largest housing 
associations in the north east of England, with 
over 18,500 properties.

believe prides itself on putting tenants at the 
heart of what they do and making them part of 
the journey in providing better housing services, 
homes and communities.

Key information

Futr products deployed: Automate + Live Chat 

Use case: Automatic Resident Support 24/7

Languages: 100+

Case study: believe housing

Automatically 
supporting 
customers at  
believe housing



Case study: believe housing

Housing associations are closely regulated 
and need to support their residents on a 
wide range of topics.

As a large provider – with over 24,000 
tenants – believe’s leadership team are 
constantly juggling various strategic 
initiatives to best support their residents 
whenever needed.

In particular, the Technology & Digital 
team at believe are working to both 
enable and encourage their residents to 
digitally self-serve, in the language they 
speak, wherever possible – improving 
customer experience whilst freeing up 
customer service advisor time to spend 
with customers who need it.

believe had been trying to solve a number of  
overarching problems for a while:

Reduce the number of contacts to their Customer 
Experience team

Improve customer experience & drive adoption of self-
serve tools

Gain customer insights to guide further 
content addition & broader improvements

“In the past, we had to use external 
translation services - not only costly, 
but also time consuming and not a 
great customer service.”

Carol Crathorne
Service Transformation Manager, believe 
housing

Supporting tenants is a 
complicated business

“We receive over 2,000 calls a day to 
our contact centre; our ultimate 
ambition is to shift 80% of that 
online to be self-served digitally.”

Colin Tempest
Director of Technology and Digital 
Solutions, believe housing



Futr solution

Automatically supporting 
residents in any language,  
anytime
The Technology & Digital team at believe, led by 
Colin Tempest, continually seeks out and considers 
new & better ways to support both their customers 
and staff – aiming to improve digital self-serve and 
user experience, whilst reducing support costs.

This led them to partner with Futr.

Impact:

“The project with Futr is the 
easiest I’ve ever been involved 
in - it was that good..”

Mark Welsh
Core Systems Manager, believe housing

“Without any promotion, we had 
good initial uptake of Futr’s
chatbot, which has remained 
consistent and should grow 
with upcoming promotional 
work”

Colin Tempest
Director of Technology and Digital
Solutions, believe housing

As part of this, they were looking for an integrated 
technology solution to better support their 
customers – to provide more options and 
encourage self-serve, without eliminating person-
to-person contact.

In particular, the team sought an end-to-end 
solution where  they could easily add & amend 
Q&As to automate customer support anytime, 
signpost customers to existing self-serve tools, 
introduce an advisor when needed, and derive 
substantive insights from customer use.



Futr solution

Measurable impact
& insight

91.7%
Contacts automated

Of an annualised 5,052 
users of the service, just 
426 required a live chat 

conversation beyond the AI 
bot’s automatic response

10,974
Questions answered

Annualised non-urgent and 
repeat questions which were  

previously served by a call  
handler

Rich analytics  
& user data

believe were able to  track – in 
real time – the questions that 

mattered  most to their
residents, guiding further 

content creation

Users able to access  
services 24 / 7

Customers now access 
information, get answers to 

questions, and are upskilled on 
using self-serve tools 

whenever they need it

Annualised usage based on a 2 month period

“Futr’s platform provides us with useful 
insights to help us better manage and equip 
our contact centre to work more effectively.”

Colin Tempest
Director of Technology and Digital Solutions, believe housing

“We’re aiming for 80% of customer 
transactions to be digitally self-served by 
2022. Futr is a key part of meeting this target.”

Carol Crathorne
Service Transformation Manager, believe housing

Insights &
feedback

believe were able to better 
understand - and then improve -
how contacts into the Customer 
Experience team were managed



Interested in learning  
more? Get in touch at
hello@futr.ai

Find out more at futr.ai/housing

Futr helps organisations manage  engagement with 
anyone – automagically.

The intelligent chatbot that’s helping  
organisations engage and support their  
customers and staff, in any channel, anytime,
anywhere.

Trusted by


