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Built in 2012 - to be demolished
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A not so popular way to solve the housing crisis



Our annual survey - 38% say low build quality is  a
disadvantage of new homes

“New houses are rabbit hutches thrown up….with small
rooms, small gardens, thin walls, dubious build quality”

- Survey respondent



…with build quality…things don’t seem to be getting better

Satisfaction areas (House
Builders Federation):

2013-
2014

2014-2015 2016-
2017

Report snags or defects to
builder since moving in

93% 93% 98%

New build owners reporting
16 or more problems to their
builder

20% 22% 25%

More problems than
expected to have

27% 43% 38%

Fairly/ very dissatisfied with
builder

17% 17% 18%

Would not buy from same
builder again

19% 19% 20%

Fairly or very dissatisfied
with the level of finish

16% 25% 17%
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What consumers think is covered by the 10-year warranty…

Exterior faults (79%)
Damp / ingress of water (79%)
Electrics wiring faults* (71%)
Plumbing faults* (63%)
Insulation* (58%)
Sound proofing insulation faults* (55%)
Garden drainage faults (50%)
*None of the above covered by standard 10 year warranty
Damp/ ingress would expect to be rectified in first year by the builder
Garden drainage faults are only covered if deemed to put at risk the structure
of the building



And what people want from a warranty….

Important from 10 Year Warranty

%

Total UK Adults
That claims are paid without any fuss 63

Quick handling of claims/ problems

(i.e. response within 5 days)
61

Insurance/ warranty provider responsible for getting
problems rectified with minimal effort from me

59

Cover of temporary rehousing costs if you need to vacate for
extensive building fixes

59

Full cover to the rebuild value of your home (i.e. after an
issue has been fixed)

53

Non-structural items being covered like plumbing, wiring,
doors, cupboards/ kitchen units

51

That it covers garden drainage within your plot 41
Cover that doesn't rely on the builder coming back to fix

problems
38





People’s experiences

We purchased a beautiful looking house in
good faith in our retirement with a xxx
guarantee.  All we have now is an
uninhabitable shell of a building with no
end in sign and totally disrupted lives

I have been duped into thinking that those developers
backed by government must adhere to good quality
standards, but find out that is not the case.

I’m really disappointed because we were
told we would have a new home that
would not need any work as we want to
start a family. We have reached rock
bottom with the circumstances that we
find ourselves in



Not environmentally friendly/energy-efficient, but
• Lower running costs, more comfortable (warm/cool), easy to maintain

Not just meeting minimum building regs
• Built to last, safe, reassurance via 3rd party checks
• Protected via warranties, resolution services, complaints

Not smaller/cheaper homes but homes that are adaptable and meet their
needs

Not just to be sold a product, but end to end service (from sales office to
after care)

So what do consumers want from their new
homes….



– Expectations

– Sales patter

– Sales contract

– Homebuying process

– Completion

– Post completion

– Longer term – 2-10 years  (warranty period)

And where the current system is failing…



– Better consumer protection

– Fairer contracts

– More information for consumers (choose the
right developer)

– More industry data

– Redress

What we want to see changed….




