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Questions to think about

• What do we mean by ‘image’ or reputation?

• What do you think is the image of our industry?

• What issues are damaging our industry’s image?

• Is image important?

– Why?

–Who does the industry need to be ‘impressing’?

• Who in your organisation is responsible for ‘image’?



What do we mean by industry ‘image’ or ‘reputation’?

• The ‘general impression’ the industry presents  

• Opinions that are generally held about the industry



What do you think is the ‘image’ of our industry?

• Good?

• Bad?

• Mixed?

Audiences?



Image issues

What issues are damaging our image and reputation?



Poor build quality/ design



Poor build quality/ design



Poor build quality/ design



9

Leasehold scandal



10

Greedy’ builders making ‘excessive’ profits



11

Help to Buy ‘only benefitting builders’ / ‘buyers 

trapped’



12

‘Land banking’ and ‘concreting over the 

countryside’



Plus…..

Unadopted 
roads and 
unfinished 
communal 
facilities

‘Unjustified’ or 
‘excessive’ 

management 
charges

‘Reneging’ on 
affordable 
housing 

commitments

Male only 
board 

rooms/lack of 
diversity

‘Low 
skilled’/’poorly 

trained’ 
workforce

etc



MP’s reactions



The public



Recent focus groups

• Homes

- People that live in them generally good but people that don’t

have a more negative view based on experiences of

friends/relatives and the media (small, poor quality etc).

• Builders

- Industry only cares about money, sometimes as the

expense of build quality. However, relatively low ‘brand’

awareness and nothing too negative.



Is image important?

• Why?

• Who does the industry need to be impressing?



House builder audiences

• General public 

- Sales. Perception of product/industry is key

- Planning. Localism  - opposition to development

• Potential future employees (and their parents!) 

- We need to attract the ‘brightest and the best’

• Politicians 

- Local councillors. Key to planning decisions

- Local MPs. Constituency issues get traction

- Government. Image key to future pro-development policies



Government policy – key to success

Government pro-development policies central to  industry’s 

ability to grow, eg;

• Help to Buy (extension)

• NPPF – revised this year

….. And industry’s ability to influence future policy on issues 

such as;

• Ombudsman

• Leasehold reform



Improving image - who is responsible?

Who in your organisation is responsible for your ‘image’? 

• CEO/board/senior management  

- set ethos, direction, budgets, policies

- public face of company

• Site and construction staff 

- Build and finish quality / consideration of neighbours

• Customer facing staff

- Treatment of customers /providing accurate info/ reliable service

• Planners/community liaison

- Interface with existing communities / local authorities

• Communications/investor relations

- corporate reputation / crisis management/ messaging / political liaison/       
social media

• Complaints

- dealing with unhappy customers / MPs etc



Working together

Promote positive news! 

• Big increase in output

• Improving build quality – Customer Satisfaction survey

• Wider benefits of house building.

• New Homes Week

Shape policy and direction

• Ombudsman

• Leasehold

Target audiences

• Media – ensuring get some balance into the debate

• MPs – meeting and briefing on industry progress and efforts

• Government – representing industry position to shape policy

• Potential employees – attract campaign / ambassadors



Summary

Image is absolutely key 
to industry success

We need to improve the 
current industry image

Image is EVERYONE'S 
responsibility!
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