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Independent Code auditors conduct compliance checks to give you and your agents an independent view of 
current strengths and identify any gaps in customer service and Code compliance at the point of sale. Initial 
learnings were shared in our ‘Benefiting from Code Monitoring’ leaflet which can be downloaded here.

In the first of a series of updates, we’ve summarised some of the latest learnings from audits completed in autumn/winter 
2020, all of which were held online due to the coronavirus pandemic. Additional consideration has been given to the 
changing way home buyers and home builders have been interacting during lockdown, with greater reliance on online 
information. 

“We have found the audit experience to be both informative and  
helpful as we continue … to shape our Customer Journey, and we look  

forward to welcoming you back to visit us in the coming months.” 
Audited home builder

https://mk0consumercodemytl1.kinstacdn.com/wp-content/uploads/2020/04/Consumer-Code-Compliance-Monitoring-Lessons-Learned-October-2019.pdf


LESSONS LEARNED FROM
2020 SITE AUDITS
The auditors found examples of good practice as well as picking up areas to improve on, 
relating principally to the following requirements:

• Code requirement 1.2 – Making the Code available

• Code requirement 1.4 – Staff training

• Code requirement 2.6 – Reservation 

• Code requirement 4.1 – After sales service

• Code requirements 2.4 and 4.2 - Health and Safety

Displaying the Code logo: 

The audits found more developers using the new style logo (with the CTSI logo 
included) on display in their premises and on sales brochures. The majority of 
websites also reference the Code somewhere – some on the front-page, others in 
drop down menus. The majority include a copy of the Code logo in addition to a 
summary of the Code requirements or a link to it. This is particularly encouraging 
given the greater reliance on online communication and electronic brochures.

Staff training: 

Most sales staff were found to be knowledgeable 
about the Code requirements.  

Covid-safe site visits: 

Although fewer site visits  
have been made during 
the pandemic, where they  
were taking place, all  
developers had taken  
necessary action to comply with  
Covid requirements such as sanitised PPE,  
full briefings and timed visits with limited people. 

EXAMPLES OF GOOD PRACTICE
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“I am extremely grateful for all the help and feedback … 
Compliance with the Consumer Code for Home Builders is of the  
utmost importance to us and we are proud to be part of this.” 

 
Audited home builder
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Positive action taken following site audit: 
“We have included a Consumer Code logo in the automated email a 

customer receives when they complete a form to download a brochure 
making sure this gap is filled and all customers are aware of the code” 

Audited home builder

OPPORTUNITIES TO IMPROVE
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Innovative solutions to  
lockdown challenges: 

A number of developers have introduced videos to 
replace Home Demonstration visits and to provide 
details both on the after-sales service and customer 
complaint handling. 

Home demonstration visits have always been a 
key part of the whole process for most developers 
and the use of a video enables customers to refer 
back to information which is extremely helpful. 
This is something worth considering providing as a 
permanent service, beyond lockdown restrictions.

GOING ABOVE AND BEYOND

Boosting Code visibility: 

As we have found with previous audits, some developers were not displaying the 
Code on the premises, on the sales brochure, or both, or the logo was hidden from 
view. You should display the Code logo prominently to clearly indicate the additional 
support available to home buyers. Logo files can be downloaded here.

With potential home buyers more frequently turning to the internet as a source of 
information, we encourage you to visibly display the Code logo on your websites 
prominently on the first page. This will enable home buyers to better understand the 
protection the Code provides and is within the spirit of the Code which requires the 
logo to be “prominently” displayed (albeit in site sales offices and brochures).

“We have found this a very useful tool to carry out to ensure our sales 
procedures and welcome packs include all that is required.”

Audited home builder

https://consumercode.co.uk/home-builders/what-material-is-available/


“We have noted the areas that we were not compliant in and can report 
that those items have now been addressed with a training session on the 

Code in the diary for our sales team in the coming weeks.” 
Audited home builder
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Taking the right approach to reservations: 

Recent audits have highlighted a couple of areas of concern regarding reservations.

1. It is becoming increasingly common for reservations to be a two-stage process, using different 
documentation, but this can risk falling foul of Code requirements. The first stage is often referred 
to as a pre-reservation form, checklist, or similar, and the second is the reservation agreement 
itself. These documents may or may not be completed at the same time. If this results in a 
reservation fee being taken prior to the necessary information (such as a reservation agreement) 
being provided to the home buyer, this would likely be a breach of the Code. A full list of what 
needs to be provided to the home buyer is available here.

2. The Code clearly states that home buyers should be informed about the ‘nature and method of 
assessment of any event fees such as transfer fees or similar liabilities’ prior to reservation. Our 
auditors found that some home builders felt consent fees are a matter for solicitors to discuss with 
their clients. This would mean that home buyers could reserve without necessarily knowing when 
consent fees are charged and the costs involved which would likely be a breach of the Code. 

“We would like to use this feedback for training and development ….   
This would allow us to take any recommendations up with the team,  

and to commend them for where compliant.” 
Audited home builder

Training top up: 

For a small number of developers, training on the Code had not been 
undertaken or knowledge of the Code was not suitably up to date.

Training on Code compliance is free, quick to complete and easy to access 
online. Ensuring all your sales staff have been trained (including agency and 
temporary staff) is a great way to strengthen compliance with the Code.

https://mk0consumercodemytl1.kinstacdn.com/wp-content/uploads/2021/01/Consumer-Code-Check-List-for-Builders-and-Estate-Agents-June-2019.pdf
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IMPROVING THE AUDITING 
PROCESS FOR ALL

Co-operation:  Once site audits had been arranged, all staff were extremely helpful. Thank you to all those  
  who took part - particularly in light of the additional pandemic pressures and pre-Christmas  
  sales demand. 

  Unfortunately, in most cases, booking audits was complicated by a lack of knowledge or  
  expectation among sales teams that these are necessary part of Code compliance, sometimes  
  resulting in calls to senior managers to request consent to comply.

  We encourage all home builders to ensure their site staff are well informed about Code  
  compliance and the need to take part in audit visits to speed up the process for all concerned.

Reality check:  Face to face audits have traditionally been unannounced which is not possible with virtual  
  audits. As such, the auditors have been interviewing more senior staff who tend to be more  
  knowledgeable about Code compliance than those who typically meet auditors on unannounced 
  visits. While this is not a bad thing in itself, information collected from face to face visits are not  
  truly comparable with information gathered during online visits as the auditors have less of a  
  feel for the real customer experience.

Want to boost your 
compliance and  
customer service? 

Have a look at our suite of 
‘Lessons learned’ factsheets, 
available to download here.

SITE PERSPECTIVE: 
A MINI CASE STUDY

One of the sites we visited showed compliance in 

a number of areas, with a couple of points picked 

up for review. We’ve summarised their feedback 

to show how audits can positively impact your 

approach. 

I’m pleased to see that the majority of the feedback 

is very positive.  On the two issues raised that require 

action, I can provide the following feedback:

1. Knowledge of Consent Fees and implications.   

The Sales Adviser is receiving refresher training  

on leasehold enquiries this week.

2. Consumer Code logo on our websites.  

This has been requested from our web team  

and will be live on our brand websites before  

the end of February.

https://mk0consumercodemytl1.kinstacdn.com/wp-content/uploads/2021/03/Consumer-Code-Lessons-learned-2020-audits_vfn.pdf


We are always keen to receive feedback from home builders on what 
information you find useful about the Code. If you have any suggestions 
on what you would like to see, then please do let us know by emailing: 

secretariat@consumercode.co.uk

You can also subscribe to our mailing list at http://eepurl.com/dFcEJT  
to receive the latest news about the Code and our members.

FEEDBACK

The Consumer Code for Home Builders was launched in 2010 
to improve service standards in the buying and selling of new-
build homes. In ten years, we have achieved the following:

10 
YEARS

Proportion of home buyers who 
would recommend their builder:

In 2010 Now

46% 87%

FREE ON-LINE 
CUSTOMER SERVICE TRAINING  

for developers, lawyers and agents

Approximately 8,000 people trained

95% 
of all new-build homes 
now covered by the 
Code. Over 12,600 
developers covered.

Nearly 500 cases handled by our  
Independent Dispute Resolution Scheme

All complaints, sanctions and penalties 
judged completely independently 

STRENGTHENING COMPLIANCE:

Over 2,000 site compliance activities  
including mystery shopping and site visits

THE FUTURE:

Raising awareness and understanding 
of the Code among consumers

Working with Warranty Providers and industry 
on continuous improvement both in service 
standards and build quality

Working towards a New Homes 
Ombudsman and single Code

Helping industry to learn from 
complaints

THE CODE IS SUPPORTED BY:

www.consumercode.co.uk

Free access  
for consumers 
from 2019

Lessons learned  
shared with 

industry  
to improve 
standards

of the Code through our  
contact centre, website,  
social media and promotional activity. 

n	 Approx 4,000 web visitors per month 
n	 New consumer helpline set up in 2019 
n	 Over 700 general enquiries received in 2018/19

GROWTH IN 
AWARENESS

mailto:secretariat%40consumercode.co.uk?subject=
http://eepurl.com/dFcEJT

