
 
 

  



 
 

“Why UK SME developer site managers shouldn’t run customer care” 

In many UK SME housebuilding businesses, customer care is still treated as an extension 
of site management. Once homes are handed over, the site manager often becomes the 
default point of contact for defects, snagging, and homeowner complaints. 

On the surface, this appears efficient. After all, the site manager knows the development, 
understands the build, and has relationships with subcontractors. 

But in practice, asking site managers to run customer care is one of the most common 
operational mistakes SME developers make. 

Site managers are measured on delivery - not customer experience 

A site manager’s primary responsibility is programme delivery, build quality, health and 
safety, subcontractor coordination, and cost control. Their success is judged by practical 
completion dates, inspections, and production targets. 

Customer care requires a completely different mindset: 

• Communication 
• Empathy 
• Expectation management 
• Issue resolution 
• Administrative tracking 
• Resident relationship management. 

These are specialist disciplines, not extensions of construction management. When the 
same person is responsible for both, customer care almost always becomes reactive and 
deprioritised. 

Customer complaints escalate faster than build issues 

A delayed repair may only take one hour to fix, but if the homeowner receives no 
communication for two weeks, the issue becomes reputational rather than operational. 

This is where many SME developers struggle. 

Site managers are frequently: 

• Difficult for customers to contact 
• On multiple developments at once 
• Focused on future completions rather than occupied homes 
• Managing subcontractor shortages and programme pressure. 



 
 

As a result, communication gaps emerge. Buyers feel ignored, frustration escalates, and 
minor defects become formal complaints. 

Poor customer care damages future sales 

For SME developers, reputation is a commercial asset. 

Unlike major national housebuilders with large marketing budgets, regional developers 
often rely heavily on: 

• Word-of-mouth referrals 
• Local reputation 
• Repeat buyers 
• Agent confidence 
• Community perception 

One poorly managed aftercare experience can influence multiple future sales - particularly 
on phased developments where early buyers shape market sentiment. 

Increasingly, prospective purchasers research developer reviews before reserving homes. 
Customer care is now part of the sales function whether developers recognise it or not. 

Customer care requires systems - not informal processes 

Most site managers operate through informal communication: 

• Phone calls 
• WhatsApp messages 
• Verbal subcontractor instructions 
• Ad hoc visits. 

That approach may work during construction, but it fails in customer care. 

Effective aftercare requires: 

• Defect logging systems 
• Response KPIs 
• Appointment scheduling 
• Contractor accountability 
• Complaint escalation procedures 
• Reporting and trend analysis. 

Without structure, developers lose visibility of recurring defects, contractor performance, 
and unresolved issues. 



 
 

The best SME developers separate construction from customer experience 

The strongest-performing SME developers increasingly treat customer care as a standalone 
operational function. 

That does not mean large departments or excessive overhead. 

It means recognising that: 

• Site managers build homes 
• Customer care teams protect reputation 
• Both functions require different skills, priorities, and measurements. 

When customer care is properly resourced and professionally managed, developers 
typically see: 

• Faster issue resolution 
• Lower remedial costs 
• Improved online reviews 
• Better customer satisfaction 
• Stronger referral sales 
• Reduced dispute risk 

In today’s market, post-completion experience is no longer an administrative afterthought. 
It is a critical part of the product itself. 

For SME developers looking to scale sustainably, separating site delivery from customer 
care is no longer optional - it is operationally essential. 

 

 

 

 

 


