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Thursday 23 February – for immediate release

Three quarters of home buyers are satisfied with quality of new homes

National survey undertaken in response to Barker Report shows high levels of customer satisfaction

A major national survey of new home buyers shows that 76% of purchasers are satisfied with the overall quality of their home and 75% would recommend their builder to a friend. 

The results of the survey - undertaken by the Home Builders Federation (HBF) in partnership with NHBC - will be announced today at the HBF’s Responding to Barker Conference at which Rt Hon David Miliband MP will be making the keynote address. 

The survey questioned the new home purchasers of 22 home builders building more than 500 units per year between April and September last year. It found that:

· More than three quarters (77%) were satisfied with the service provided during the buying process, including just over one third (35%) saying they were very satisfied 

· Almost three quarters (73%) regarded their builder as very (43%) or fairly (30%) good in relation to completing the home on time 

· When asked about the condition of their home on move-in day, 70% were satisfied, including almost a third (31%) who were very satisfied

· Over two thirds (69%) regarded the standard of finish as good

· A clear majority (62%) were either very satisfied (29%) or fairly satisfied (33%) with the service after moving in

· Although most home purchasers had reported a problem to their builder after moving in, such as a defect or snag, a majority regarded the number of problems as either in line with expectations (38%) or fewer than expected (22%)

Kate Barker’s Review of Housing Supply (March 2004) called on the industry to address the issue of customer satisfaction. Recommendation 32 stated that “the housebuilding industry must demonstrate increased levels of customer satisfaction”, and called on the HBF to develop a strategy.

Home builders have undertaken a wide range of initiatives and programmes to improve customer satisfaction. Many members both regularly survey their purchasers and incorporate their survey results into staff bonus schemes, incentivising all levels of staff to further increase levels of customer satisfaction. 

HBF’s inaugural survey illustrates that customer satisfaction has become an integral part of most companies’ operating culture. HBF’s survey, which measures individual builders according a star rating, will be undertaken on an annual basis as part of the HBF’s strategy on customer satisfaction. 

Stewart Baseley, Executive Chairman of the HBF states, “The overall picture is one of improving levels of customer satisfaction, demonstrating that home builders are committed to high levels of customer satisfaction and that real progress is being made. 

“However, the evidence also shows clear areas for continued improvement. To raise satisfaction levels further, home builders need to focus on reducing post-occupation defects and improving their handling of after-sales service.

“The home building industry is acutely conscious of the fact that it sells customers their single most important asset and there is widespread recognition at senior management levels of the fundamental importance of customer satisfaction in securing commercial objectives. The task now is to build on the important progress being made.”

- Ends -

For media information, or to attend the conference, please contact:

Toby Orr

0207 421 6124

07736 175311

toby.orr@portlandpr.co.uk
Notes for Editors
1. The Home Builders Federation (HBF) is the principal trade federation for private sector home builders and voice of the home building industry in England and Wales. The HBF’s 300 member firms account for over 80% of all new homes built in England and Wales in any one year, and include companies of all sizes, ranging from multi-national, household names through regionally based businesses to small local companies: www.hbf.co.uk
2. HBF’s Responding to Barker Conference is taking place on Thursday 23 February 2006 at One Birdcage Walk, Westminster, London. Guest Speakers include Rt Hon David Miliband MP, Kate Barker, Professor Sir Peter Hall and James Paton of HM Treasury. The conference will examine the Government's response to Barker, especially its proposals for planning reform (draft PPS3) and a Planning-gain Supplement. The HBF will also be announcing the results of HBF's first Customer Satisfaction Survey and its strategy on skills: http://www.hbf.co.uk/index.php?id=742&tx_julleevents_pi1[showUid]=49&cHash=10d91cf48b
3. The HBF National New Home Customer Satisfaction Survey is a self-completion postal census of the new home purchasers of 22 home builders building more than 500 units per year. Based on NHBC registration records, the participating companies account for 43% of annual NHBC registrations. 


The survey results cover purchasers legally completing during the six months April-September 2005. Purchasers were sent a questionnaire approximately eight weeks after legal completion. Any private tenants receiving a questionnaire were asked not to complete it. The statistical methodology used in the analysis of this survey has been discussed with, and approved by the Statistical Services Centre, University of Reading. Ipsos MORI has acted as a consultant, advising on the methodology and analysis.


Just over 35,000 eligible questionnaires were mailed for the six month period. 15,295 eligible questionnaires were returned, a response rate of 42.8% of eligible questionnaires. Blank responses were excluded from calculation of the results for each question.

The industry results are weighted to take account of each home builders’ total NHBC registrations. Individual company results are not weighted. However the impact of weighting by region and house type was tested and was found to have very little impact on the company results.

Company results for the question on levels of satisfaction with the overall quality of the home (Question 7) and whether purchasers would recommend their builder to a friend (Question 8) are presented in bands as follows:

	90%+
	5 star

	80% to less than 90%
	4 star

	70% to less than 80%
	3 star

	60% to less than 70%
	2 star

	50% to less than 60%
	1 star



For Q7, stars were allocated according to the proportions responding Very and Fairly satisfied. 
For Q8, stars were allocated according to the proportion responding ‘Yes’ (i.e. they would 
recommend their builder to a friend). 


The major benefits of the chosen system of star ratings is that it provides a fixed benchmark 
against which future results can be compared, and the bands are transparent and easily 
understood.

Individual home builder results

	
	Q7 Quality of home
	Q8 Recommend to a friend

	Barratt
	***
	***

	Bellway
	**
	**

	Ben Bailey
	***
	****

	Berkeley Group
	****
	****

	Bovis
	**
	**

	Cala
	****
	****

	Countryside
	***
	**

	Crest Nicholson
	***
	***

	David Wilson
	****
	****

	Fairclough
	***
	***

	Galliford Try
	****
	****

	George Wimpey
	****
	****

	Kier Residential
	***
	***

	Linden
	*****
	****

	Lovell Partnerships
	***
	***

	McCarthy & Stone
	*****
	*****

	Miller 
	****
	***

	Morris
	****
	****

	Persimmon
	***
	***

	Redrow
	***
	**

	Stewart Milne
	****
	****

	Taylor Woodrow
	***
	***















































