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The Past Informs the Future

Something that is labelled as ‘traditional’ is sometimes 

tarnished with a reputation for being stuck in the past 

and due a review.  That isn’t always the case.  In certain 

regards, ‘traditional’ could be viewed as a medal of 

honour for something that has stood the test of time 

due to its continued effectiveness, even as the world 

around it changes.

In the context of this chapter, ‘traditional’ will be 

expanded to include various established, non-digital 

methods of aftercare.

The invention of the electric telephone in 1876 

represents something of a paradigm shift in the history 

of customer service.  Prior to this, customer service was 

handled on a face-to-face basis or via written letter.  

Merchants would rely on their own personality and 

quality of products to enhance their reputation, while 

customers would have to return faulty goods in person; 

something that was particularly impractical when 

dealing with travelling salesmen.

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare


3

Traditional Aftercare
Quick Guide for Developers

In the 17th century, shops were replacing produce markets, 

providing popular destinations for people to socialise.  

The Industrial Revolution in the 18th and 19th centuries 

was a catalyst for urbanisation, prompting more retail 

opportunities in cities.  When the Central Telephone Exchange 

opened in 1902, the wheels were set in motion for customer 

service to be handled remotely, eventually leading to the 

advent of call centres.  

Customer service has come on leaps and bounds in the 

following years, with a demand for practicality driving new 

technology.  It is all the more telling, then, that the ‘traditional’ 

customer care methods of face-to-face interactions and phone 

calls still play a key role in companies’ approach to customer 

service today.

Written by Classic Folios, the market leader in new homeowner 

handover solutions, in partnership with Fixflo, this guide 

highlights some of the most widely-used methods, vital to any 

effective aftercare strategy.

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
https://www.classicfolios.com/
https://www.classicfolios.com/
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A Face in the Crowd

The retail and hospitality industries, in particular, rely heavily  

on providing a high standard of face-to-face customer service to 

uphold their reputation and attract repeat business.  Customer-facing 

employees, such as shop assistants and waiting staff, are expected 

to embody the company’s values and ensure an enjoyable customer 

experience, through politeness, helpfulness and attentiveness.  

While high street stores and chain restaurants will likely also 

provide access to call centres and online aftercare services, the most 

immediate source of customer service and aftercare will be the 

in-house employees.  They may have to deal with complaints, returns 

and general queries, and are therefore expected to have a strong 

knowledge of the product.  A lack of care or knowledge can damage  

the brand’s reputation, despite the fact that the employee is just   

an individual in a large corporation.

It is therefore important that, irrespective of industries, 

a customer-facing presence is important and adequate training 

is provided to those personnel.  In the property industry, this may 

translate to sales advisors for pre-completion customer care, and site 

staff for aftercare.  Even if this is not the primary source of aftercare, it 

is important that on-site personnel directly employed by the developer 

provide a high standard of aftercare and are equipped to either answer 

queries or direct the customer to the best person to deal with them.

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
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Contact Details

Are resources in place to allow for a dedicated customer 

care phone number?

If not, homeowners should be provided with the most 

suitable and frequently manned number, along with details 

of who they should ask to speak to with certain queries  

and issues.

If the contact number is not available 24/7, the developer 

should provide details of an out-of-hours service or 

emergency contractors.

Clear instructions on who to contact for certain issues  

is beneficial to both the developer and homeowner,   

as it ensures the homeowner isn’t redirected to various 

people, while only valid issues are reported.  These pitfalls 

can present an implied cost to a developer, either as a result 

of internal resources being misused by staff responding 

to issues outside their area of responsibility, or due to  

a tarnished reputation and market position, as homeowners 

grow impatient after being passed between contacts.

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
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Communication

Research conducted by the Aberdeen marketing and sales solution group 

found that businesses that provide consistent customer service using multiple 

modes of communication will retain 89% of their customers, in comparison to 

only 33% for companies that do not provide cross-channel communications[1].

This exemplifies how important communication is to customers as part of   

the aftercare they receive.

During the settling in process, queries are likely to arise, and a proactive 

aftercare service can reinforce a continued culture of care and support from  

the developer.  Proactive aftercare is not as straightforward a term as it may 

seem, however.  Rather than simply sending a message to the homeowner,   

it means making sure that message is received.  According to NICE inContact,  

9 out of 10 consumers want to receive omnichannel customer service[2].  

As well as just sending an email or posting a letter, customers may expect,   

for example, a follow-up phone call.

In an interesting reflection of the incorporation of technology into aftercare 

processes, 90% of consumers expect an online portal for customer service, 

according to Microsoft[3].  The introduction of online portals, such as Spaciable, 

have revolutionised the way aftercare is provided in the property industry.    

As well as providing bespoke, key information about each new home   

on a development, they also allow the developer to manage notifications sent to 

homeowners, while sharing important documents and even respond to reported 

defects.  Microsoft’s research suggests that this is becoming the favoured 

communications platform for consumers, and developers could, therefore, 

utilise this in their aftercare processes.

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
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Aftercare Strategies

Although briefly covered in the previous sections, 

there are a number of approaches developers 

can take with regards to executing their aftercare 

strategy, which will be explored here in greater 

detail.

On-site Teams

As mentioned in the previous section, a personal 

presence can act as the literal face of your 

aftercare strategy.  If personnel resources allow, 

on-site aftercare teams or representatives can 

be a very time-effective way of dealing with any 

complaints or queries.  While this may not be 

feasible for all developers, it can provide a level 

of reassurance and ease of availability that is not 

always present over the phone.  It is important 

to communicate the location and hours of 

availability to homeowners, so they know where 

and when they can reach the on-site aftercare 

representative.

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
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On-site aftercare is especially important on large 

developments, where more queries are likely to arise about 

estate or block management.  For schemes of this size, 

homeowners might expect to be able to speak   

to a representative in their block, for example.  This may 

be a concierge or an estate manager, and helps to reassure 

residents that issues that are reported will be dealt with 

immediately.  A concierge may also offer additional services, 

such as arranging transportation, making reservations  

and accepting deliveries when the homeowner is out, 

thereby taking aftercare to the next level, transcending 

the purely practical and entering into a luxury service.  

Many concierge services are also available 24/7 and are 

considered the first point of contact for queries and issues.

The cost of a concierge service will likely be built into the 

service charge and the fact that, at the time of writing, 

8,655 properties were listed on Zoopla in London featuring  

a concierge/porter/security, suggests that people are willing 

to pay a premium for this level of personalised aftercare, 

thereby highlighting the importance of face-to-face 

customer service.

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
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Dedicated Aftercare Line

While on-site staff may not be a plausible 

option, providing a homeowner with details   

of a dedicated aftercare phone number can be 

the next best thing.  While some developers just 

have a general office number, offering direct 

access to a team that is solely responsible 

for rectifying defects and answering queries 

instils a level of confidence that issues will be 

sorted efficiently, rather than disappearing in a 

tangled web of sales, marketing, in-house and 

media communication.

In a survey conducted by New Voice Media, 77% 

of participants considered a phone call to be 

the most effective way to get a quick answer[4].  

This suggests that creating a dedicated 

customer service number would pay dividends 

in terms of how homeowners view their level 

and accessibility of aftercare.

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
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Referral Incentives

Referrals are becoming an increasingly valuable marketing tool.  A Nielsen survey 

revealed that 28% of millennials claim they won’t try a product if it doesn’t have 

the seal of approval from their friends[5].  As this is a market that developers will 

soon be targeting, if they are not already, it is important that they recognise  

the importance of referral marketing.

Whatever form the incentive takes, consumers like to be rewarded for sharing 

a positive experience.  The fact that they know they will be rewarded serves to 

emphasise the positivity even further.  Especially on an investment as significant 

as buying a home, receiving a cash reward for referring a friend can emphasise  

the notion of value for money.  Particularly for new homeowners, this injection  

of cash can be very useful in helping to furnish their home.

The statistics also suggest the effort and cost of this type of aftercare pays off: 

people referred to a product by a friend are four times more likely to purchase 

it and customers can receive a 16% increase in profits from referred customers.  

Furthermore, the appeal of incentivised referrals creates a chain effect, whereby 

those people who have been referred to a product are five times more likely   

to continue the chain of referrals[6].

While this may be considered more of an aftersales service, rather than aftercare, 

it does help achieve the goal of strengthening the bond between the developer  

and homeowner, as well as encourage the homeowner to share positive 

experiences.  If this is offered in conjunction with an effective and attentive 

aftercare process, it can benefit all parties.

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
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Letters

Written correspondence can be a contentious method  

of aftercare, as there is increased pressure on companies 

to go paperless.  Research found that the average office 

worker uses 10,000 sheets of copy paper each year, 6,800 of 

which are wasted[7].  Coupled with the fact that only 57% of 

people opened their mail when it arrived[8], there is not 

 a huge demand for letters as a form of customer service or 

aftercare, due to its perceived impracticality.  Occasionally, 

signatures will be required, in which case a letter may  

be used; however, this is likely to be coupled with an email 

or phone call.  The movement away from direct mail can 

be linked to the growing popularity of digital methods  

of aftercare, which will be covered in the following chapter.

Handover Literature

Providing well-written, clearly structured handover materials 

can solve many aftercare issues before they even need 

to be escalated.  Aspects of living in a new build property, 

such as the drying out period, maintenance of new fittings, 

and details of systems and services can all be addressed, 

minimising queries and time taken to resolve issues.

When handover literature is produced and presented 

properly, to a plot-specific level, it will serve as an extension 

of aftercare, rather than an alternative, albeit one that frees 

up a lot of internal resources.

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
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The Impact

Embracing traditional methods of customer service and aftercare reflects 

a commitment to some of the longest-standing values of the customer 

experience, while also benefiting from the familiarity to a brand that a face 

or a name encourages.

That being said, the world is evolving and industries are embracing digital 

solutions for streamlining processes and maximising the efficiency  

of their service.  We will explore these possibilities in the final ebook  

in this series.  Keep an eye out for its release here.

CLICK HERE TO SUBSCRIBE

Found this useful?

Imagine getting one of these every week in your inbox.  Click the button below to subscribe to our 

Newsletter or click here to browse and download all of our ebooks.

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
https://www.fixflo.com/resources/ebooks?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
https://www.fixflo.com/sign-up-to-fixflos-newsletter?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
https://www.fixflo.com/resources/ebooks?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
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Classic Folios is a dynamic company that has dedicated over 20 years to creating handover 

solutions for over 250 regional and national property developers and housing associations.  

We work closely with our clients to offer bespoke products that suit a range of budgets  

and fulfil our ethos of binding relationships. 

Our products span beautifully presented and expertly written Completion and Reservation 

manuals, a groundbreaking online portal, welcome gifts, virtual reality home tours   

and professionally produced home demonstrations or promotional videos.

Words like ‘manual’ and ‘portal’ may sound nice and practical but truth be told, our product  

is more than that: we help our clients hand over a brand – or rather, their brand, elevated.

Fixflo develops smart, web-based software for residential and commercial Property Managers.  

Used by over one million properties worldwide, Fixflo product suite offers integration-ready 

solutions for one-click works order management and planned preventative maintenance.  

They can also be used on their own for simple reactive repairs.  Running on a cloud-based 

system, they allow for easy use anywhere.

Why Property Managers use Fixflo: 

 · Schedule PPM tasks and stay compliant

 · Track reactive and planned maintenance works from end-to-end

 · Automate repetitive tasks

 · Ensure contractors have valid certification and qualification

 · Record time-stamped communication with occupiers

https://www.classicfolios.com/
https://www.fixflo.com/?utm_campaign=btr_asset&utm_medium=ebook_only&utm_source=&utm_content=guide_for_developers_traditional_aftercare
https://www.classicfolios.com/
https://www.classicfolios.com/
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