
 
 



 
 

“The true cost of Director involvement when managing customer 
complaints” 

Across the UK SME housebuilding sector, there is a common operational pattern that 
quietly damages efficiency, profitability, and business growth. When customer complaints 
escalate, directors step in personally. 

At first glance, this seems positive. It demonstrates accountability, leadership, and 
commitment to resolving issues. Many SME developers pride themselves on maintaining a 
hands-on culture where directors remain close to both projects and customers. 

But when directors become routinely involved in complaint handling, it is rarely a sign of 
strong customer care. 

More often, it is evidence that the business lacks the operational structure needed to 
manage aftercare effectively at scale. 

And the hidden cost to the business can be substantial. 

Director time is one of the business’s most expensive resources 

In SME development businesses, directors are typically responsible for: 

• Land acquisition 
• Funding relationships 
• Planning strategy 
• Commercial negotiations 
• Investor confidence 
• Joint ventures 
• Pipeline growth 
• Risk management 
• Senior recruitment 
• Business development. 

These are high-value strategic activities that directly influence future profitability and long-
term growth. 

Yet in many businesses, directors spend significant amounts of time: 

• Chasing subcontractors over defects 
• Responding to customer emails 
• Managing escalated complaints 
• Visiting occupied homes 



 
 

• Mediating disputes between teams 
• Handling online criticism 
• Overseeing snagging resolution. 

This creates a major opportunity cost that is rarely measured internally. Every hour spent 
firefighting customer complaints is an hour not spent growing the business. 

Complaints escalate faster without proper systems 

One reason directors become heavily involved is because customer care processes are 
often informal within SME developers. 

Common issues include: 

• No clear complaint ownership 
• Inconsistent communication procedures 
• Lack of defect tracking systems 
• Poor coordination between construction and aftercare 
• Reactive subcontractor management 
• Unclear escalation pathways. 

When systems are weak, customers escalate concerns directly to senior leadership 
because they feel nobody else is taking responsibility. 

Once a complaint reaches director level, expectations rise significantly and resolution 
pressure intensifies. 

In many cases, issues that could have been resolved operationally become emotionally 
charged management problems instead. 

Director involvement often masks structural problems 

Many SME developers mistakenly view director intervention as good customer service. 

In reality, frequent escalation usually indicates: 

• Insufficient customer care resource 
• Lack of process ownership 
• Weak communication standards 
• Poor internal accountability 
• Limited operational visibility. 

The problem is that director’s involvement can temporarily conceal these weaknesses 
rather than solve them. 



 
 

Complaints may eventually be resolved through senior intervention, but the underlying 
causes remain unchanged — meaning the same problems continue to repeat through 
future developments. 

Over time, this creates a cycle of operational dependency where customer care relies on 
directors to maintain stability. 

That model becomes increasingly unsustainable as the business grows. 

The hidden financial impact is larger than most developers realise 

The direct cost of complaint resolution is only part of the picture.  
 
The wider commercial impact includes: 

• Delayed strategic decision-making 
• Reduced operational focus 
• Slower business development activity 
• Increased staff dependency on directors 
• Lower management scalability 
• Reduced leadership capacity 
• Higher stress and burnout risk 
• Reputational vulnerability. 

In practical terms, businesses become operationally trapped in reactive management. 

This is particularly dangerous in the current UK market where SME developers are already 
facing: 

• Tight margins 
• Build cost inflation 
• Planning delays 
• Funding pressures 
• Labour shortages 
• Increased buyer expectations. 

Under these conditions, inefficient use of leadership time becomes a serious commercial 
risk. 

Customer care is becoming a specialist discipline 

The most effective SME developers are increasingly recognising that customer care should 
operate as a structured business function - not as an extension of Director oversight. 



 
 

That means: 

• Defined response procedures 
• Dedicated ownership 
• Professional communication standards 
• Structured escalation processes 
• Clear contractor accountability 
• Centralised defect management 
• Performance reporting and analysis. 

Importantly, this does not remove directors entirely from customer experience. 

Senior leadership should still oversee standards, monitor trends, and support exceptional 
cases. But they should not be functioning as the default escalation point for day-to-day 
aftercare management. 

Scaling becomes impossible without separation 

One of the clearest signs that an SME developer is struggling to scale operationally is 
excessive reliance on directors to manage customer issues. As unit numbers increase, 
complaint volume naturally rises alongside them. 

Without proper customer care infrastructure: 

• Director workload expands disproportionately 
• Internal bottlenecks emerge 
• Response times slow 
• Customer satisfaction deteriorates 
• Operational stress increases across the business. 

Eventually, growth itself becomes difficult to sustain. 

Businesses that scale successfully are usually those that separate: 

• Strategic leadership from 
• Operational customer care management. 

That distinction becomes increasingly important as buyer expectations continue to rise 
across the UK new homes sector. 

Conclusion 

Director involvement in customer complaints is often treated as a sign of strong leadership 
within SME development businesses. 



 
 

But when it becomes routine, it usually reflects something else entirely: 
an underdeveloped customer care operation. 

The true cost is not simply the time spent resolving complaints. It is the strategic 
opportunity lost while leadership attention is diverted away from growing the business. 

For UK SME developers, the long-term solution is not more Director intervention. 

It is building customer care systems robust enough that Directors no longer need to 
intervene in the first place. 

 

 

 

 

 

 

 


