
BENEFITING FROM CODE MONITORING: 
ADVICE FOR HOME BUILDERS

THIS MONITORING INCLUDES:

� ��l^e_&Zll^llf^gm�\hfiebZg\^�jn^lmbhggZbk^l� 
� ��oblbml�mh�lbm^�lZe^l�h_Õ\^l� 
� ��oblbml�mh�ma^�h_Õ\^l�h_�^lmZm^�Z`^gml� 
� � Ziihbgm^]�[r�]^o^ehi^kl

K^`neZk�fhgbmhkbg`�bl�\Zkkb^]�hnm�mh�^g\hnkZ`^�ahf^�[nbe]^kl�mh�Z]him�ma^�<h]^�Zg]�
^gZ[e^�ma^�<hglnf^k�<h]^Ìl�FZgZ`^f^gm�;hZk]�mh�\a^\d�ahp�p^ee�bm�bl�[^bg`�Ziieb^]'
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USING SELF-ASSESSMENT 
TO YOUR ADVANTAGE
Each month, a number of home builders who are registered with the supporting home warranty bodies, are randomly 
selected to undertake a self-assessment audit to assess their compliance with the Code Requirements. Home builders of 
varying size, whether building a few homes per year to hundreds of homes, are chosen so that we have a broad cross 
selection and can monitor how effectively the Code is being applied. 

Taking part in our Compliance Survey is a condition of your membership with the home warranty body. But the survey 
is also a useful health check, designed to help you and your team avoid common errors and reassure you about your 
compliance with the Code.  

Over the course of our monitoring, we have had a number of developers provide feedback saying

ÉTbmV�pZl�Z�nl^_ne�^q^k\bl^Ê

TbmV�ÉaZl�[^^g�Z�o^kr�nl^_ne�ikh\^ll%�Zg]�ma^k^�Zk^�
Z�_^p�mabg`l�B�aZo^�ib\d^]�ni�hg�pab\a�p^�pbee�
T[^V�mZdbg`�lm^il�mh�bfikho^�hgÊ'

ÉmaZgd�rhn�_hk�ma^�a^ei�Zg]�Z]ob\^%�p^�pbee�ghp� 
[^�ni�mh�li^^]�pbma�hnk�k^jnbk^f^gml'Ê

ÉTbmV�aZl�\hf^�Zm�jnbm^�Z�mbf^er�fhf^gm�Zl�p^�Zk^�Z[hnm�Z�
fhgma�ZpZr�_khf�fZkd^mbg`�hnk�g^qm�ikhi^kmb^l�lh�p^�\Zg�
^glnk^�ma^�k^e^oZgm�iZkml�h_�ma^�\h]^�Zk^�\ho^k^]�pbma�hnk�
Z`^gm%�Zg]�\hgo^rZg\^kl�`hbg`�_hkpZk]lÊ

IMPLEMENTING IMPROVEMENTS
We’ve also seen developers make positive changes as a direct result of the questionnaire:

ÉP^�aZo^�k^\^gmer�Zld^]�Zee�\nkk^gm�lmZ__�mh�oblbm�rhnk�
p^[lbm^�Zg]�\hfie^m^�ma^�<hglnf^k�<h]^�mkZbgbg`Ê'

ÉBg�_nmnk^�À�p^�pbee�[^�Z]himbg`�Z�K^l^koZmbhg�:`k^^f^gm�
[Zl^]�hg�rhnk�lZfie^�k^l^koZmbhg�Z`k^^f^gm�ikhob]^]Ê'�

ÉLmb\d^kl�Zk^�]blieZr^]�Zm�hnk�lbm^l%�ahp^o^k%�Z�fbghkbmr�h_�lbm^l�p^k^�ghm�
_hng]�mh�[^�]hbg`�lh'�Ma^l^�lbm^l�aZo^�[^^g�bglmkn\m^]�mh�^glnk^�mabl�bl�k^\mbÕ^]�
[r�T]Zm^V'�:ee�[kh\ank^l�bg\en]^�li^\bÕ\�k^_^k^g\^�mh�ma^�<hglnf^k�<h]^�^bma^k�
Zl�Z�eh`h�Zg](hk�pbmabg�ma^�m^qm�h_�ma^�[kh\ank^'�Ma^k^�pZl�hg^�^q\^imbhg�Zm�
TgZf^V'�TGZf^V�aZo^�hk]^k^]�lmb\d^kl�_hk�ma^�[kh\ank^�Zg]�pbee�ni]Zm^�ma^�
[kh\ank^�hg�ma^�g^qm�ikbgm�kng'Ê
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STRENGTHENING COMPLIANCE 
AMONG SALES AGENTS 
 
Under the Code, even where agents are used to sell new homes to buyers, the 
home builder remains liable. That means you could find yourself defending a case 
through the Code’s Independent Dispute Resolution Scheme should a home buyer 
believe the Code has been breached by something said or done by your agent.

Ma^�<h]^�k^jnbk^l�maZm3

�� ma^�L\a^f^�eh`h�fnlm�[^�ikhfbg^gmer�]blieZr^]�bg�Ahf^�;nbe]^klÌ�lZe^l�h_Õ\^l�
and those of appointed selling agents

�� ahf^�[nbe]^kl�^glnk^�Z`^gml�Zk^�mkZbg^]�hg�ma^�<h]^�Zg]�maZm�ma^bk�
responsibilities are clearly explained in their contract arrangements.

  
However, our self-assessment questionnaire and visits to site sales offices have 
highlighted that this is not always happening. Those affected are now taking action 
to fill the gaps:

Ng]^k�ma^�<h]^%�
^o^g�pa^k^�

Z`^gml�Zk^�nl^]�
mh�l^ee�g^p�ahf^l�

mh�[nr^kl%�ma^�
ahf^�[nbe]^k�

k^fZbgl�ebZ[e^'

É@hbg`�_hkpZk]�p^�pbee�bg\en]^�
T\hgmkZ\m�pbma�Z`^gmlV�bg�hnk�M^kfl�
Zg]�<hg]bmbhgl�'''�Zg]�p^�pbee�
k^jnbk^�lmZ__�Zk^�mkZbg^]Ê'

ÉP^�pbee�bglblm�maZm� 
Zee�Z`^gml�ng]^kmZd^�
mabl�T<h]^�mkZbgbg`VÊ'�

É:`^gml�\nkk^gmer�lb`g�hnk�\hfiebZg\^�e^mm^k%� 
[nm�p^�pbee�^glnk^�`hbg`�_hkpZk]�maZm�ma^r� 

Zk^�ng]^kmZdbg`�mkZbgbg`Ê

ÉBg�k^eZmbhg�mh�k^jnbkbg`�
Z`^gmÌl�_nee�\hfiebZg\^%�mabl�
pbee�[^�Z]]^]�bg�mh�_nmnk^�

\hgmkZ\ml�mh�Z`^gml�Zg]�l^gm�
hnm�Zl�Zf^g]f^gml�mh�\nkk^gm�
Z`^gml''À�P^�À']h�o^kb_r�
lmZ__�Zk^�lnbmZ[er�mkZbg^]�bg�
Z\\hk]Zg\^�pbma�ma^�<h]^Ê'

The new Code and CCAS logo can be downloaded 
from the Consumer Code Website: https://consumercode.
co.uk/downloads/consumer-code-logos-guidance/ 
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LESSONS LEARNED 
FROM SITE VISITS 
 
Independent Code auditors have been conducting a series of 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.

GOOD PRACTICE 
 
The auditors have found lots of evidence of good practice across the industry, 
including:

�� Oblb[bebmr�h_�ma^�<h]^�eh`h�hg�lZe^l�[kh\ank^l�Zg]�bg�lbm^�h_Õ\^l

�� NmbeblZmbhg�h_�<h]^�hg&ebg^�mkZbgbg`

�� @hh]�phkdbg`�dghpe^]`^�h_�ma^�ikbg\bie^l�k^`Zk]bg`�k^lihglb[bebmb^l�h_� 
 the builder and the home warranty company

�� K^`neZk�lmZ__�f^^mbg`l�mh�^glnk^�lmZ__�Zk^�ZpZk^�h_�Zgr�blln^l(\aZg`^l

�� Lbm^l�\hfierbg`�pbma�ma^�<h]^Ìl�a^Zema�Zg]�lZ_^mr�k^jnbk^f^gml

�� ?ZfbebZkblZmbhg�f^^mbg`l�pbma�ahf^�[nr^kl�[^_hk^�\hfie^mbhg�mh�b]^gmb_r� 
 and resolve snagging issues 
 

GOING ABOVE AND BEYOND 
 
The auditors have also seen evidence of developers going beyond Code 
requirements to support home buyers in their purchase and promote consumer 
protection by:

�� :\mbo^er�nlbg`�ma^�<h]^�Zl�Z�fZkd^mbg`�mhhe�mh�lZr�ma^r�lniihkm�bm�Zg]� 
 that home buyers are afforded its protection

�� Ikhfhmbg`�ma^�<h]^�hg�ma^bk�p^[lbm^�Zg]�aZobg`�bm�oblb[e^�hg�ahf^�iZ`^l� 
 as well as on contact pages

�� AZobg`�ma^�<h]^�ZoZbeZ[e^�_hk�ihm^gmbZe�\nlmhf^kl�mh�k^Z]�Zg](hk�mZd^�ZpZr� 
 with them as well as providing electronic copies

�� >f[^]]bg`�ma^�<h]^�Zl�iZkm�h_�Zgr�i^klhgZe�]^o^ehif^gm�ieZg�Zg]� 
 requiring staff to undertake and evidence they have passed the on-line  
 training annually.

�� =blieZrbg`�\^kmbÕ\Zm^l�h_�ln\\^ll_ne�<h]^�mkZbgbg`�

�� Nlbg`�ma^�<h]^Ìl�fh]^e�K^l^koZmbhg�:`k^^f^gm�_hk�Zee�g^p�lZe^l%�ghm�cnlm� 
 those covered by this Code.

Ma^�Zn]bmhkl�aZo^�
_hng]�ehml�h_�

^ob]^g\^�h_�`hh]�
ikZ\mb\^�Z\khll�
ma^�bg]nlmkr%�Zl�
p^ee�Zl�lhf^�
]^o^ehi^kl�

`hbg`�Z[ho^�Zg]�
[^rhg]�mh�a^ei�

\hglnf^kl

Lhf^�[nbe]^kl� 
Zk^�Z\mbo^er�

nlbg`�ma^�<h]^�
mh�^gaZg\^�ma^bk�

fZkd^mbg`
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OPPORTUNITIES TO IMPROVE 
 
Auditors have also identified areas requiring improvement and we encourage you 
all to work on these in partnership with your agents to ensure you comply fully with 
the Code:

�� <h]^�oblb[bebmr�Ç�ma^�eh`h�pZl�ghm�lh�p^ee�]blieZr^]�bg�fhlm�^lmZm^�Z`^gml�

�� K^`bhgZe�oZkbZmbhgl�Ç�lhf^�]^o^ehi^kl�nl^]�ma^�<h]^�eh`h�bg�ma^bk�lZe^l� 
 brochure while at other sites, for the same developer, they failed to do so

�� <h]^�eh`h�Ç�ma^�\hkk^\m�<h]^�eh`h�pZl�ghm�ZepZrl�nl^]�bg�[kh\ank^l�hk� 
 on display

�� MkZbgbg`�Ç�^qmk^f^er�oZkbZ[e^�e^o^el�h_�dghpe^]`^�hg�ma^�<h]^%�iZkmb\neZker� 
 for estate agents, many of whom were unaware of the free on-line Code  
 training

�� FZgZ`^f^gm�_^^l�Ç�bg_hkfZmbhg�pZl�ghm�ZepZrl�ikhob]^]�hg�ma^�bg]b\Zmbhg� 
 of the management fee, including stating in what circumstances and on what  
 terms the charges and fees may alter

�� H__&ieZg�Ç�fZgr�Z`^gml�bg\hkk^\mer�[^eb^o^]�ma^�<h]^�pZl�hger�k^e^oZgm�mh� 
 homes being sold off-plan

�� MkZbgbg`�k^\hk]l�Ç�ghm�Zee�lmZ__�p^k^�k^jnbk^]�mh�d^^i�Z�k^\hk]�h_�paZm� 
 training they had undertaken on the Code 
 
 
The auditors have also spotted opportunities to strengthen the Code to help  
raise awareness and ensure potential home buyers know what to expect from  
the sales process:

�� Ahf^�[nbe]^k�p^[lbm^l�Ç�fZdbg`�ma^�k^jnbk^f^gm�mh�]blieZr�ma^�<h]^�eh`h� 
 on websites mandatory rather than optional as it is now.

�� LZe^�[kh\ank^l�- looking at our definitions and how Code information  
 is communicated in light of recent changes to the way sales brochures and  
 information is produced and shared.

�� JnZebmr�bgli^\mbhgl�Ç�^glnkbg`�\hglblm^g\r�bg�ma^�ZiikhZ\a�mh�lgZ``bg`%� 
 ideally requiring that snagging takes place prior to a customer moving in  
 with the intention of striving for zero defects at the point of handover. 
 
These points will be considered as part of the next review of the Code which is 
expected to be in 2020.

P^�^g\hnkZ`^�
rhn�Zee�mh�phkd�

hg�ma^l^�bg�
iZkmg^klabi�pbma�

rhnk�Z`^gml�
mh�^glnk^�rhn�

\hfier�_neer�pbma�
ma^�<h]^

Ma^�g^qm�k^ob^p�
h_�ma^�<h]^�bl�
^qi^\m^]�mh� 
[^�bg�+)+)

P^�Zk^�ZepZrl�d^^g�mh�k^\^bo^�_^^][Z\d�_khf�ahf^�[nbe]^kl�hg�paZm�bg_hkfZmbhg�rhn�Õg]�nl^_ne�Z[hnm�ma^�
<h]^'�B_�rhn�aZo^�Zgr�ln``^lmbhgl�hg�paZm�rhn�phne]�ebd^�mh�l^^%�ma^g�ie^Zl^�]h�e^m�nl�dghp�[r�^fZbebg`3�

l^\k^mZkbZm9\hglnf^k\h]^'\h'nd

Rhn�\Zg�Zelh�ln[l\kb[^�mh�hnk�fZbebg`�eblm�Zm�ammi3((^^inke'\hf(]?\>CM�mh�k^\^bo^�ma^�eZm^lm�g^pl�Z[hnm�ma^�
<h]^�Zg]�hnk�f^f[^kl'

FEEDBACK
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