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APPG – More homes fewer complaints

1. New Homes Ombudsman

2. Standard sales contracts

3. Customer right to inspect their home 

4. Comprehensive information pack

5. Review of purchasing new homes laws

6. Thorough review of warranties 

7. Adoption of new quality systems 

8. Increase of skills training programmes

9. Compliance inspection minimum standards

10. Independent annual customer satisfaction survey 

10 Recommendations 



Much work has been done 

• An independent review of the customer satisfaction survey

• Template customer information pack

• Industry standard sales contract

• Development of a new inspections regime 

• Submission to CITB for funding of ‘quality’ training

• Home Building Skills Partnership: accelerating recruitment and training

• An industry charter, demonstrating a commitment to customers

• A road map to deliver an industry ombudsman 



Customers should have a clear 
route to resolution

Ombudsman (ˈɒmbʊdzmən) 

[an official appointed to investigate 
individuals' complaints against a company 
or organization]



Quality must be the focus



As an industry we need to leave a legacy of development which 
the next generation will be proud to call home.


