
Learning from independent site audits
Using the latest audit findings to strengthen compliance with the 

Consumer Code for Home Builders
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The Consumer Code for Home Builders runs a continuous site inspection 
programme to identify gaps in compliance with our Code and help builders 
provide good customer service to home buyers. 

Our site audits are conducted independently by the Chartered Trading 
Standards Institute. Audits are carried out at random throughout the UK,  
reaching a representative sample of sites across our membership each year.  
To help all builders benefit from these compliance checks, we have summarised 
the main learnings from audits carried out over the past 12 months, all of  
which relate to the current (Fifth) edition of the Code.

“I am delighted to see 
that everything was 

found to be in compliance 
with the Code” 

Builder



Section 1: Complying with the Code
Key elements of complying with the Code include ensuring buyers are aware of the Code, that staff 
understand and comply with customer service standards, and that the needs of consumers who may 
be vulnerable are appropriately considered.

Our auditors found that all sites visited were meeting the Code’s requirements for true and compliant 
sales and marketing information and sales practices. In most cases the Code was made available to 
consumers, and staff were knowledgeable about the Code. Opportunities for improvement included:

Displaying the Code logo: Although there 
was strong compliance with Code promotion, 
with so many of us now reliant on digital tools, 
the Code logo must be included in online 
brochures, and prominently displayed and 
readily accessible from your website.

Regular training:  
The Fifth Edition of the Code  
requires you to refresh Code  
training for all customer-facing  
staff at least annually.  
It’s important to record when this is done –  
our free training creates a printable certificate of 
completion for every participant to enable you to 
easily evidence compliance. Did you know we also 
offer a ‘train the trainer’ package so you can run 
your own Code-compliant training in-house?

Customer service standards: Agents operating on 
your behalf should be aware of the requirements of 
the Code and the procedures used by you to comply 
with the Code. This includes the commitments you 
make to customer service, information and monitoring 
in relation to the Code, and being  
able to comply with any  
awards (including financial)  
made under the Code’s 
Independent Dispute  
Resolution Scheme.

Customer vulnerability: In some cases, staff 
were unable to explain what made a customer 
vulnerable and/or what steps were in place to 
support someone who might be vulnerable.  
The Consumer Code with Builder Guidance 
includes some useful links  
which explain more  
about consumer  
vulnerability and  
your responsibilities.
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“Many thanks for the update on your audit ref our position on 
compliance with the Consumer Code... We are committed to provide 

the highest of standards to all our customers and your help in this 
journey is very much appreciated.”  

Builder

Remember: Your sales agents need to know your obligations under the Code. 
You can be found in breach of the Code if agents acting on your behalf are not 
complying with Code requirements. Our Compliance Starter Pack is designed to 
help you work with your sales agents to understand and comply with the Code. 

https://consumercode.co.uk/home-builders/what-training-is-available/
https://consumercode.co.uk/wp-content/uploads/2023/09/Consumer-Code-Requirements-and-Good-Practice-Guidance-for-Builders_digital.pdf
https://consumercode.co.uk/wp-content/uploads/2024/01/Code_Starter-Pack_Jan-2024_VFN.pdf
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Section two: Pre-contract

Our auditors found plenty of examples of strong compliance at pre-contract stage. All sites complied fully 
with health and safety information, part exchange terms and provision of new home warranty information. 
However, there were some areas for improvement, particularly in relation to newer requirements introduced 
in the Fifth Edition of the Code (from January 2024).

The Code provides a list of information that must be provided to help buyers 
make an informed decision but some of this was missed. Common omissions 
included the Detailed Planning Consent reference number and/or a copy of the 
builder’s complaints procedure. Use our free compliance checklist to help ensure 
you provide all the necessary information.

In some cases, information that should be included in a Reservation Agreement 
was missing, usually relating to:

•	 The 14-day cancellation period

•	How buyers can include in the Contract of Sale any spoken statement that is 
to be relied upon

•	The scope and process for making changes to the home (such as paint colour, 
or design and/or specification changes)

The Code provides a free sample Reservation Agreement which includes all the 
necessary prompts to comply with the Code.

Pre-contract information: 

Reservation Agreements:

Appointing professional advisers: 
Our auditors found that some home buyers weren’t informed about any fee, commission 
or any other reward or advantage builders may receive for introducing an adviser.  
This is a clear requirement under the Code and is essential for transparency and fairness.

“Thank you for the report…actions 
have been taken to ensure that our 

paperwork matches the sales process. 
Thank you for the inspector’s time,  
the team found it extremely useful.” 

Builder

covering note

Name:

Plot No:

Development Name:

Postcode:

Plot Address:

at the time of entering into the Reservation agreement dated D D  / M M  / Y Y Y Y  in compliance 

with the Consumer Code for Home Builders’ Requirements.

This document is signed and the attachments initialled by the Home Buyer and Home Builder to 

confirm that this information clearly represents the nature and content of the Home being sold and 

supersedes any prior visual, written or verbal statements which may have been made or given.

The purpose is to ensure that the Home Buyer has a clear and fair understanding of what is being sold, 

and has written commitment to any statements made by the Home Builder.

Any concern regarding the nature and content of the Home being Reserved should be raised in writing 

at the foot of the statement, and clarified by the Home Builder, and in any event, no later than when 

*contracts are exchanged/prior to Missives being concluded in Scotland.

*Delete as appropriate.

CC1478_sample reservation agreement form_v1.indd   1

10/07/2018   16:48

This sample reservation agreement covers the types of 

information that must be included to comply with the 

Code as well as an example layout.

Sample Reservation Agreement

The following details and information have been provided to:

Effective January 2024

https://consumercode.co.uk/wp-content/uploads/2023/09/Consumer-Code_Compliance-Checklist_vfn.pdf
https://consumercode.co.uk/resources/sample-reservation-agreement/
https://consumercode.co.uk/resources/sample-reservation-agreement/
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Section three: Contract Exchange

Section four: Legal Completion 

No contract exchange compliance issues were found in the 
latest audits. In previous years, auditors have witnessed gaps 
in compliance where buyers were not always informed about 
their contract termination rights or how their deposit would be 
protected. It is encouraging to see full compliance among this 
sample of sites at this important stage.   

In most cases, auditors found strong compliance at legal completion stage. This is particularly encouraging 
given the importance of this stage and the need to keep buyers regularly informed. However, opportunities 
to improve remain, particularly in relation to the pre-completion inspection which was introduced as a Code 
requirement in 2024.

“It is pleasing to hear you found 
our team to be professional 

and knowledgeable….We find 
your audits useful for ensuring 
compliance and thank you for 

your continued support.”   
Builder

Remember: Pre-completion 
inspections can make life 
easier for you and your 
buyer. You can organise 
remedial work more quickly,  
without having to work 
around buyer availability,  
and reduce the likelihood 
of complaints once people 
move in.

Pre-completion inspection: 
The Fifth Edition of the Code introduced a right for buyers to conduct a pre-completion 
inspection to identify snags or defects which need resolving prior to completion. Some 
builders have not been giving homeowners the opportunity to do this – which must be 
offered in writing and take place at least 14 calendar days before legal completion. 

Incomplete works:
In some cases, buyers were not given a statement of incomplete works. This should cover 
items which are not in the home but serve and/or directly affect it such as landscaping, 
roads or utilities.



•	 Subscribe to our newsletter
•	 Visit our website to read our blogs, news and case studies
•	 Check out our resources portal, for free compliance tools and information.
•	 Follow us on LinkedIn

To keep up to date with tips, guidance and lessons learned:

Resources:

FACTSHEET: Right first time

The Code requires builders to have in place, and follow, procedures for 

handling customer calls and complaints. The Fifth Edition of the Code also sets 

timescales which your policy should adhere to (or improve on): 

• Acknowledge complaints in writing within five working days 

• Provide a more detailed response within 20 working days.

You must give buyers a copy of your complaints procedure both at reservation 

stage and at legal completion, and it must be made available on your website. 

You should make it easy for customers to raise complaints. These tips will help 

you get complaints handling right first time: 

1. Provide a clear complaints process and stick to it. Be open about your 

procedures for handling complaints and stick to the promises you set out. 

2. Ensure all customer-facing staff are properly trained on the Code 

requirements as well as your own complaints process. Code training is free 

and should be refreshed annually.

3. Take time to acknowledge and understand each complaint. In responding, 

set out what you agree with, as well as, where applicable, anything you 

disagree with and why. If further investigation work is needed to determine 

the outcome of your decision to either accept or reject the complaint, 

explain this to your buyers, including timescales for a response.

4. Keep communication lines open. Complex complaints may take longer to 

resolve but you should still provide an update within your normal timescales, 

including reasons for the delay and when you expect to be able to resolve 

the issue. Regular updates will help give buyers confidence that things are 

progressing.

5. Communication alone is not enough. While updates are important, 

adjudicators will often find against builders who do not to resolve a 

complaint in a timely manner unless there are clear and unavoidable 

reasons why.

6. Set clear service standards for contractors. Where work to resolve 

complaints is undertaken by sub-contractors, make sure they are aware of 

the standards you expect when liaising with your customers and completing 

remedial works on your behalf.

Complaints handling is consistently one of the most common causes of 

disputes raised through the Code’s Independent Dispute Resolution Scheme. 

But handling complaints effectively can improve your buyer’s experience 

and enhance your reputation.

Handling customer 

complaints
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The Code defines a complaint as ‘an expression of dissatisfaction about an issue 

brought to the builder’s attention by the buyer’

Case studies with 

lessons learned

Code Compliance 

Starter Pack

Guide to effective 

complaint handling

Code training

Code Requirements with 

Builder Guidance

Remember: Throughout the 

selling process, good record 

keeping and recording in 

writing all conversations with 

your buyers will help avoid 

misunderstandings that could 

lead to complaints later.

“… it was incumbent 

on a home builder, 

in implementing a 

complaints handling 

system, to reach a 

resolution and carry 

it out.”

Resources:

FACTSHEET: Right first time

1. Be transparent at the outset about what is and isn’t included in a property.

2. Make potential buyers aware of anything that could affect their decision 
to purchase, including location information or ongoing costs associated 
with the development.

3. Share accurate and up to date information throughout the buying 
process with home buyers and record that you have done so.  
Keep notes of conversations with home buyers, including dates/times,  
who has spoken to them and about what.

4. Notify the buyer of any changes to the home’s appearance, and/or 
fundamental changes made to the garden/landscape drawings or wider 
environment, preferably in writing.

5. If you substantially alter the size, appearance or value of the home from 
what was shown to the home buyer in the Reservation agreement and  
sale contract, you must inform the buyer and document their agreement  
to the changes in writing.

6. Address potential issues early on to reduce the risk of complaints arising. 
Follow up discussions in writing/email, including how any concerns raised 
have been addressed.

Making the buying and selling of new-build homes fairer and more 
transparent relies on clear and truthful sales, marketing, and advertising 
materials, which is why it’s included as a Code requirement. Providing 
misleading sales information or omitting information that may affect a 
buyer’s decision is also covered by the Consumer Protection Regulations 
to help protect home buyers from unfair practices.

Here are some top tips to help you get it right first time:

Clear and truthful 
sales and advertising 
material

www.consumercode.co.uk

“the information 
was not entirely 
clear and may, 
at the least, have 
caused confusion”
IDRS Adjudicator

“the kitchen installed did not represent the kitchen presented 
to the Home Buyer on the drawing at reservation” IDRS Adjudicator

Starter Pack

Adjudication Case 
Summaries

Blog – What do agents 
need to know about the 
Code?

Training

Code Requirements with 
Builder Guidance

Section five: Complaints and Disputes

Want to boost your compliance and customer service?

After-sales and complaints handling continue to be among the most common Code breaches our 
adjudicators deal with. It was encouraging, therefore, that most sites showed strong compliance with 
section five of the Code. However, detail matters. Providing the right information at the right time 
can determine whether you comply with the Code.  

“This letter is extremely helpful… 
we have already actioned a 

number of the points that have 
been raised as part of the Audit”. 

Builder

Complaints procedure: 
Auditors found that some sites were failing to comply with the 
requirements around complaints procedures. It is not sufficient 
to have a complaints procedure – the Code requires that you 
make buyers aware of it and that you follow it. A copy of 
your complaints procedure must be given to your buyer and 
be available on your website. Even if you have provided your 
policy earlier in the process, it must be given again at legal 
completion, so it is easily accessible as people move into their 
home.

Site audits continue to be a major feature of compliance monitoring, alongside self-assessment questionnaires.  
These measures are designed to drive up standards across the industry and help builders provide a great service to 
consumers. If you would like to know more about our compliance programme, contact secretariat@consumercode.co.uk

Download our suite of ‘Right First Time’ factsheets which cover:
•	 Five key elements of customer service
•	 Clear and truthful sales and advertising material
•	 Providing sufficient pre-purchase information
•	 Reservation agreement
•	 Making information easy to understand
•	 An accessible after-sales service
•	 Supporting vulnerable customers
•	 Handling customer complaints

“failure to provide 
information until 
more than four 
months after the 
reservation was a 
failure to assist the Home Buyer to make informed decisions 

about the purchase”
IDRS Adjudicator

Resources:

FACTSHEET: Right first time

1. Make sure you provide home buyers with comprehensive pre-purchase 
information. This includes a written Reservation Agreement, an explanation 
of the Home Warranty cover, details of any associated management 
services and organisations together with an estimate of the costs involved, 
and details of any additional fees such as transfer costs.2. If the home has not yet been completed, the home buyer must also be 
given a brochure or plan illustrating the general layout and appearance, 
location within the development, and the standards to which it is being 
built. 

3. Use the Code’s resources, including our checklist, sample Reservation  
Agreement and Builder Guidance to help ensure all relevant information 
has been provided, including the home’s contents, fixtures and fittings. 
Ask your home buyer(s) to sign and date when the information has been 
provided and that it has been understood so you have a clear record of 
what was provided, when.

4. The information you provide must be accurate and provided in plain  
English. Take time to go through the documents and details with home 
buyers and encourage them to ask any questions. Consider the additional 
needs of vulnerable customers and be prepared to offer  
additional resources and information to support their specific needs.  

5. Inform your home buyers about any changes you make to their home,  
garden or the site as a whole that could affect their purchasing decision 
and keep a record. If the changes are significant and substantial and 
could change the size, appearance or value of the home, it is essential to 
document and agree these with the buyer in advance or give them the 
option to cancel. 

6. Keep a record of conversations with home buyers, including details of 
any concerns raised and how they were resolved. Follow up discussions 
in writing to reduce the risk of misunderstandings, particularly following 
phone calls or web chats.

7. Make sure your sales staff and agents have completed our free online 
training on the Code Requirements and what’s expected of them.

The Code states that home buyers must be provided with “enough 
information to help them make suitably informed decisions throughout the 

buying process”. This requirement often features in complaints, so we’ve 
put together some tips to help you provide the right information, first time.

Providing enough pre-purchase 
information
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Code compliance 
starter pack

Adjudication Case Summaries

Pre-purchase info - how much is enough?

Code Requirements with Builder Guidance

Resources:

FACTSHEET: Right first time

1. Make sure you have understood and implemented the Code’s 
requirements about providing an accessible after-sales service and 
complaints procedure.

2. Always provide new home buyers with clear information about how and 
who they should raise concerns with once their home is complete. It is not 
enough to say you provide an after-sales service – you must make it clear 
to home buyers how they can access it and what it covers.3. Respond to all enquiries in a timely manner. This means both 
acknowledging the issue and dealing with any necessary repairs quickly 
(including those that involve using sub-contractors).4. Set reasonable and achievable timescales by when any issues will be put 
right and then comply with them.5. If problems or delays arise, keep the home buyer informed and 
consider alternative solutions. This could include a financial remedy for 
inconvenience caused, if appropriate.6. Follow up discussions in writing/by email, including how any concerns 
raised have been, or will be, addressed and by when as well as any 
other commitments or decisions agreed.7. Provide your customers with details of your complaints process and in the 
event of a complaint, ensure you respond with the required information 
within the specified timescales.

Failure to provide an accessible after-sales service is one of the top 
complaints raised through the Code’s Independent Dispute Resolution 
Scheme. 

An accessible 
after-sales service

www.consumercode.co.uk

An accessible after-sales service is one which is clearly explained, easy to contact, and responsive. It’s essential to follow-up on enquiries and complaints and stick to any commitments you make.

What do we mean by ‘accessible’?

consumercode.co.uk/resources/#home-builders

Adjudication Case Summaries

Guide to Effective Complaint Handling

Training

Code Requirements with  Builder Guidance

“the Home Builder did not have suitable systems in place to ensure service 
commitments were met and did not have an adequate after-sales service through 
which it dealt with the issues raised regarding outstanding and defective works”.
IDRS Adjudicator

Here are some top tips to help you get it right first time:

Resources:

FACTSHEET: Right first time

1. Use the guidance provided by the Code to prepare your reservation 
agreement. The Consumer Code Scheme with Builder Guidance sets out 
the information that must be included in your agreement, including a full list 
of contents included with the property. The guidance notes will help you 
make your information clear and complete.

2. Make sure your agreements meet the latest requirements. The Fifth Edition 
of the Code states that a 14-day cooling off period must be included with 
any reservation agreement, which should be explained to your buyer. Use 
our sample reservation agreement as the basis of your document to aid 
Code compliance.

3. Be clear about the cancellation terms. Specify what proportion of the 
reservation fee might be retained if the buyer changes their mind after 
the first 14 days. You must provide an amount or range and be able to 
evidence the costs you have incurred in dealing with the reservation. 
Buyers can use the Code’s Independent Dispute Resolution Scheme to 
challenge any deductions they feel are excessive. You must also make 
buyers aware of the legal basis of the agreement and any changes to a 
buyer’s circumstances which could affect their reservation.

4. Buyers must be given enough information to properly understand the 
reservation agreement. Make sure buyers understand what information 
in your sales brochure is general and what is specific to avoid 
misunderstandings later. This is particularly important if your buyers are 
buying off plan and may not be able to picture the property. Explain 
any terminology or measurements that may not be clear such as garden 
gradients and garage capacity.  

5. Use our handy checklist to check and record what information has been 
provided. However, be aware that simply providing information is not 
always sufficient. Encourage buyers to ask questions and clarify information 
to help ensure they have understood what you have provided. This is 
particularly important for consumers who may be vulnerable.

The Code requires builders to provide home buyers with a Reservation 
Agreement which clearly sets out the terms of the reservation. This crucial 
document marks the beginning of your relationship with your customer 
and is the official start of protection for buyers under the Code. The 
following tips will help you get your reservation agreement right first 
time and begin your customer relationship on a positive footing.

Reservation 
Agreement
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“the Home Builder 
has not provided a 
copy of the terms 
and conditions of 
the Reservation 
Agreement, and it 
has not explained 
the legal basis upon 
which a break-down 
of a chain affects 
the Reservation 
Agreement”
IDRS Adjudicator

“the amount in question does not appear to reflect reasonable costs incurred, 
nor has the home builder sought to provide a breakdown of this” IDRS Adjudicator

Code Compliance 
Starter Pack

Sample Reservation 
Agreement

Case Studies

Training

Right  
First Time

Home buyers will not 

necessarily identify as 

being in a vulnerable 

position so the onus 

is on you to recognise 

those buyers who may 

need extra support.

Resources:

FACTSHEET: Right first time

1. Train your staff and establish a policy detailing how you recognise 

consumer vulnerability and the steps you take to accommodate the needs 

and safeguard the interests of those affected. 

2. If a customer declares a vulnerability, or it is obvious that one exists, 

consider the potential effects and make suitable adjustments. If it becomes 

apparent that there may be a vulnerability, seek clarification sensitively, 

ensuring enquiries are considerate, unlikely to offend and avoid the risk of 

being interpreted as discriminatory.

3. Adopt a more flexible approach when working with vulnerable customers, 

such as adapting how you communicate to suit their needs. Some buyers 

may prefer hard copy documents or telephone appointments rather than 

digital documents or email communication, for example.  

4. Stick to plain English in your sales materials. Avoid the use of jargon, 

acronyms and industry terminology where possible, and provide clear 

definitions where needed. 

5. Consider the complexity of the information being discussed and make 

reasonable adjustments – for example, staggering the buying process over 

several meetings and/or allowing more time to think before making a 

decision. Ask your buyer to repeat their understanding of what they have 

been told before moving on.

6. Keep written notes of your conversations with the home buyer and discuss 

your approach with other relevant members of staff. Where possible 

provide one or two dedicated points of contact to help ensure continuity  

of your approach.

7. Remember that consumers can move in and out of periods of vulnerability 

due to changes in personal circumstances so keep these tips in mind 

throughout the buying and selling process.

Home builders must ensure that all new home buyers are treated fairly, 

and it is particularly important that you are aware of your responsibilities 

towards buyers who may be vulnerable due to their circumstances.

A customer is potentially vulnerable if their personal circumstances make them 

especially susceptible to detriment.  This could include those facing challenging 

personal situations and those less able to make decisions in their own best interest 

due to health conditions or other factors such as bereavement or divorce. 

Vulnerability can also be caused by market conditions. Many people will have 

limited experience of the home buying process, and first time buyers may be 

particularly at risk of detriment. 

Here are some top tips to help you get it right first time:

Supporting vulnerable 

consumers
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Business Companion 

guide to Consumer 

vulnerability (CTSI and 

Government backed)

BSI ISO Standard 22458: 

Consumer vulnerability

Code Requirements with 

Builder Guidance

Training

Buying a new home is a long and complex process that most people are unfamiliar with, particularly those buying a 
property for the first time. Taking steps to ensure buyers are clear on all aspects of their purchase early on will help 
reduce the risk of issues arising further down the line.

Code requirements cover the 
home including its gardens, 
boundary, fencing, communal 
areas and curtilage.

Remember:

“A Home Buyer could 
not reasonably be 
expected to understand 
the engineering 
drawings at the point 
of reservation” 

Resources:

FACTSHEET: Right first time

1. Provide clear, truthful information that is free of jargon and written in 
plain English. This includes follow-up conversations and correspondence 
as well as promotional materials. 

2. Sensitively try to understand your buyer’s situation and how that might 
affect their needs. If they are first time buyers or their circumstances 
make them more vulnerable to detriment, you may need to provide 
additional support or provide information in different ways/formats. 

3. Take the time to check buyers have understood all points discussed and 
agreed, particularly when liaising over the phone. Highlight and explain 
any aspects that a buyer cannot reasonably be expected to interpret, 
particularly where a home is still under construction.  

4. Make your buyers aware of location information and aspects such as 
gradients, access and third party services that may affect their property 
or immediate environment as this could affect their decision to purchase.  

5. Don’t rely on technical markings on diagrams to communicate key 
information. Interpret this for your customers so they understand what to 
expect and put the explanation in writing. 

6. It’s a good idea to share your meeting notes with your buyer and follow 
up verbal discussions in writing so that any potential misunderstandings 
can be quickly highlighted and resolved.

Under the Code, home buyers must be given clear and reliable 
information on which to make informed decisions. But what may feel 
clear and understandable to you as a builder or sales agent may be  
less accessible to your buyer. 

It’s important to check your buyers understand the information you provide 
and that you enable them to clarify anything that may be unclear throughout 
the buying process.

Here are some top tips to help you get it right first time:

Making information 
easy to understand
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Code requirements with  
builder guidance

Supporting vulnerable 
consumers

Training

Code compliance  
starter pack

Case studies

Resources

Resources:

FACTSHEET: Right first time
1. Provide the right information at the right timeUse the Code’s checklist to prompt you to provide the 
required information to help buyers make an informed 
decision. The Code’s sample Reservation Agreement also incorporates a checklist as a further reminder.Remember: The Fifth Edition of the Code, which applies 

to properties reserved from 1 January 2024, has expanded the pre-contract information required. Check 
the latest Builder Guidance for details.
2. Keep buyers informed throughout the processAvoid surprises. If there are changes to the specification, timeframe, landscaping, shared spaces or 

any other aspects of the build, let your buyers know. Even if changes relate to elements that may only have 
been indicative at reservation stage, it’s still good practice to share details as they are confirmed.Remember: You must inform and seek agreement from buyers of any major change to the property which directly 

or materially affects the home’s value or appearance. 3. Keep an audit trail
Keep a record of conversations with home buyers, including details of any concerns raised and how they were resolved, and share with your buyers. Follow up discussions in writing (email or hard copy) to avoid misunderstandings. Encourage buyers to ask questions about anything they are unsure of. 

Remember: Both buyers and builders will need to provide evidence to support any claims or statements made if a dispute is raised via the Code’s Independent 
Dispute Resolution Scheme (IDRS). 
4. Be accessible and responsive
Make sure your after sales service is accessible and that responses are timely. Set timescales by when issues 
will be remedied. Where an issue takes longer to fix, keep the home buyer informed and consider whether there is a suitable alternative remedy. Remember: Code guidance states that most issues should be addressed within 30 days. Where this isn’t possible, provide regular updates, at least monthly,  until the issue is resolved.

5. Don’t ignore the IDRS
Do not ignore an application form from CEDR, the IDRS administrators - there are strict timeframes for a response which must be adhered to. Failure to engage with the IDRS could be a breach of the Code and of the Rules of Registration with your warranty provider for which they could apply sanctions.Remember: Adjudicators can continue to reach decisions just on the evidence provided by buyers, without receiving any defence or evidence from you. Once the decision is accepted by the home buyer,  you are required to comply with it.

Whatever the root cause of a complaint, there are usually common factors which contribute to or 

exacerbate the issue and can quickly escalate. In addition to our themed Right First Time factsheets, 

we’ve outlined some top tips that apply to customer service in general, to help you deliver a great 

customer experience and reduce the likelihood of complaints.

Five key elements  of customer service
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Code Compliance Starter Pack
Right First Time 
factsheets

Lessons learned from site audits Consumer guide to complaints and disputes

Supporters of The Code

https://consumercode.co.uk/subscribe/
https://consumercode.co.uk/videos-blogs/
https://consumercode.co.uk/code-news/
https://consumercode.co.uk/case-studies/
https://consumercode.co.uk/resources/#home-builders
https://www.linkedin.com/company/consumer-code/
mailto:secretariat%40consumercode.co.uk?subject=
https://consumercode.co.uk/resources/right_first_time/
https://consumercode.co.uk/resources/right_first_time/

