
CONSUMER CODE 
COMPLIANCE AUDITING

A guide for developers and agents

The Consumer Code for Home Builders’ Management Board is keen to secure compliance 
with the Code’s Requirements to enhance the service home buyers receive when 
purchasing a new-build home.

As well as completing self-assessment questionnaires, independent auditors carry out site visits 
on our behalf to review Code compliance and identify opportunities for improvements.

This guide outlines what to expect if an auditor knocks on your door.
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Audits are carried out for the Code by Quincetree Ltd – an independent organisation run by former 
Trading Standards specialists. They will carry identification and are authorised to act on our behalf.

Our auditors are not able to pre-book visits but if they arrive when you are particularly busy, every 
effort will be made to arrange a mutually convenient time for them to return.

WHO ARE THE AUDITORS?

The audits normally take around an hour. The auditors will want to talk to you about how you and your 
organisation comply with the Code. They may want to look at some paperwork such as reservation 
agreements, brochures and training records, but most of the assessment will be based on a conversation.

WHAT DOES THE VISIT INVOLVE?

There is no need to prepare for a visit other than doing your best to comply with the Code requirements. 
If some paperwork is not available for review immediately, this can be provided after the visit.

DO I NEED TO PREPARE ANYTHING?

The audit focuses on how your organisation is complying with the Code rather than on an individual or 
team. Where non-compliance is identified, the Code will encourage you to prioritise compliance which 
might include running additional staff training. The objective is to help you improve, so that consumers get 
a better service.

Findings from your site and others will only be shared with the Code’s Management Board and with 
your head office on a quarterly basis to aid learning and development.

HOW WILL THE FINDINGS IMPACT MY TEAM?
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WHY WE RUN AUDITS 
 
The revised Code, which came into effect in April 2017, repositioned the approach to 
compliance to help improve customer service and introduced an independent auditing regime.

Monthly desktop audits are already underway whereby home builders are asked to self-
assess their compliance against the Code Requirements. To complement this work, the Code’s 
Management Board appointed external auditors Quincetree Ltd to visit sites to assess compliance 
within a company and most importantly, at the point of sale. 

A pilot of the site visit audits was undertaken in the North East to test our own approach before 
we rolled out further across the country. Feedback following the audits is provided to developers 
as appropriate in relation to examples of good practice and/or where things might be improved. 

Those developers that have already received a site visit have found it of value. We are confident 
that if, in future, one of your sites is chosen for an audit, you will benefit from the opportunity to 
independently review your compliance with the Code.
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HELPING YOU TO 
COMPLY WITH THE CODE

To help you comply, a copy of the Code Requirements, along with the good practice 
Guidance for home builders, can be seen here:  

http://www.consumercode.co.uk/wp-content/uploads/2019/02/Consumer-Code-Requirements-
with-Builder-Guidance-Fourth-Edition-September-2017_210219.pdf 

A free on-line training package is also available via our website:  
http://www.consumercode.co.uk/home-builders/what-training-is-available/ 

and we also provide a free Train the Trainer programme, details of which  
can be obtained by emailing: secretariat@consumercode.co.uk 


