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INDUSTRY CODE FURTHER STRENGTHENS CUSTOMER CARE 

A new code of conduct being developed by the house-building industry to assist in maintaining high levels of customer satisfaction, will build upon the already strong industry track record revealed in the results of a comprehensive OFT study released today.    

Whilst welcoming the report findings, which gives the industry a largely clean bill of health in the areas that had originally prompted the study, including competition and land banking, the industry is aware of the need to continually improve in the area of customer satisfaction.  

The new code will build on measures already adopted, and means that in the small percentage of cases where there are problems, the consumer has some clear guidelines to ensure they can get their issues resolved quickly and with minimum disruption. It will provide almost universal coverage for the new home-building sector and be a sound basis for ongoing improvement in customer satisfaction and service levels. 

A cross-industry steering group was set up in the early stages of the OFT study to look into customer satisfaction, an issue that has been a key focus for the industry since the Barker Review of Housing Supply in 2004. It has since been developing the code in consultation with the OFT and a range of key stakeholders, including trade bodies, warranty organisations and mortgage lenders.

Rod MacEachrane, Chairman of the Code Steering Group said; “This initiative is part of the continuing proactive stance already taken by many in the house-building industry to address customer satisfaction and recognises that further improvement in this area remains one of the key challenges we face.  

“A lot of good work has been done since customer satisfaction was rightly highlighted in the 2004 Barker Review of Housing Supply, and I am delighted that all the bodies involved in developing this code remain committed to delivering an industry-led and industry-wide response that both enhances customer satisfaction and will significantly reduce customer detriment experienced by a small minority of homeowners."

The key features of the scheme, to be in place by 2010 will include:

· A Code of Conduct to reflect the core criteria of OFT’s Consumer Code Approval Scheme (CCAS). 

· An education programme to ensure consumers are aware of the Code and their rights under it.

· A programme to monitor and track complaints and other data to continually improve the Code and measure its effectiveness

· Mystery shopping and other research to demonstrate the impact of the Code and its application

An essential feature of the proposed Consumer Code for Homebuilders will be the provision of a speedy, low cost dispute resolution procedure that will provide an alternative to legal action for consumers seeking redress on issues not covered by existing warranty protection schemes. 

Stewart Baseley, Executive Chairman of HBF said: “There are many reasons why people buy a brand new home, and this will help ensure people can be confident that they have made the right choice. The industry is constantly looking to improve and I believe the Code is a welcome and positive step for our customers.”
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Notes to Editors:

The current membership of the Cross Industry Steering Group comprises:-

Chairman – Rod MacEachrane – 01494 735748

Construction Employers Federation (NI) – Nigel Lucas  - 028 90877143

Council of Mortgage Lenders – Matt smith – 020 7438 8924

Federation of Master Builders – Richard Diment – 0207 092 3801

Home Builders Federation –Stewart Baseley – 0207 960 1606

House Builders Association –Roger Humber – 01603 507855

Homes for Scotland – Jonathan Fair – 0131 455 8350

LABC New Home Warranty – Gary Devaney – 0151 650 4343

National House Building Council – Imtiaz Farookhi – 01494 735315

Premier Guarantee – Gary Devaney – 0151 650 4343

Retirement Housing Group – Jamie Puckering – 01788 574511

Zurich Building Guarantee – Martin Horsler – 01252 387504

