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M
eaning of w

ords 

In this docum
ent, the follow

ing w
ords have special m

eanings: 

§ 
A

gent – a person, firm
 or com

pany used by a Hom
e Builder to deal w

ith any m
atter on their 

behalf (for exam
ple, an estate agent or contractor). 

§ 
C

onsum
er C

ode Schem
e or C

ode Schem
e – the set of Requirem

ents adopted by Hom
e 

Builders along w
ith the M

eaning of w
ords, Introduction, Scope of the C

ode, and the 
Introduction to the C

onsum
er C

ode Independent D
ispute Resolution Schem

e, all as set out in 
this docum

ent. 

§ 
C

onsum
er C

ode or C
ode – a set of Requirem

ents adopted by Hom
e Builders. 

§ 
C

ontract of Sale, C
ontract Exchange, Legal C

om
pletion – the term

s em
ployed in England and 

W
ales for the legal docum

ent used and the form
al stages that occur during the sale of a 

property. 

In Scotland these docum
ents and stages are know

n respectively as M
issive (or Builder’s 

M
issive), C

onclusion of M
issive and Settlem

ent.   In N
orthern Ireland they are know

n respectively 
as C

ontract of Sale, Form
ation of C

ontract and C
om

pletion.  W
here this docum

ent uses the 
term

s for England and W
ales, the term

s for the other countries are im
plied. 

§ 
C

ustom
er – a person m

aking enquiries about buying a Hom
e but w

ho has not Reserved a 
Hom

e. 

§ 
H

om
e – a property that a Hom

e Builder registers w
ith a Hom

e W
arranty Body to obtain Hom

e 
W

arranty cover, excluding those properties listed in the Scope on page 5. 

§ 
H

om
e Builder or you – a builder or developer of a new

 or new
ly converted Hom

e for sale to the 
public, and w

ho is registered w
ith a Hom

e W
arranty Body. 

§ 
H

om
e Buyer – a C

ustom
er w

ho goes on to Reserve or buy a Hom
e, excluding those properties 

listed in the Scope on page 5.  For Hom
es Reserved or bought jointly by tw

o or m
ore people, 

the Hom
e Buyer’s rights w

ill be joint. 

§ 
H

om
e W

arranty – an insurance-backed w
arranty that a Hom

e W
arranty Body issues to protect 

Hom
e Buyers. 

§ 
H

om
e W

arranty Body – any organisation that: 

• has agreed to support the C
onsum

er C
ode for Hom

e Builders Schem
e;  

• m
aintains a register of builders and developers;  

• provides Hom
e W

arranty cover;  

• has undertaken to enforce the C
ode. 

D
etails of participating Hom

e W
arranty Bodies are available from

 the C
onsum

er C
ode w

eb site: 
w

w
w

.consum
ercode.co.uk 

§ 
Independent D

ispute Resolution Schem
e – an independent process set up to deal w

ith disputes 
w

here a Hom
e Buyer believes the Hom

e Builder has failed to m
eet the C

ode’s Requirem
ents. 

§ 
Reservation – w

hen a Hom
e Buyer and a Hom

e Builder jointly m
ake a w

ritten statem
ent of 

intent (subject to contract and w
hether or not a fee is paid) to buy and sell a Hom

e.  Reserved 
and Reserve carry the corresponding m

eaning. 

§ 
V

ulnerable C
ustom

er – som
eone w

hose personal circum
stances m

ake them
 especially 

susceptible to detrim
ent. 
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Introduction 

1 
The C

onsum
er C

ode cam
e into force on 1 A

pril 2010.  This edition applies to all Reservations 
signed on or after 1 June 2019.  It sets m

andatory Requirem
ents that all Hom

e Builders m
ust 

m
eet in their m

arketing and selling of Hom
es and their after-sales custom

er service. 

2 
The purpose of the C

ode is to ensure that Hom
e Buyers: 

• are treated fairly; 

• know
 w

hat service levels to expect; 

• are given reliable inform
ation upon w

hich to m
ake their decisions; and 

• know
 how

 to access speedy, low
-cost dispute-resolution arrangem

ents if they are 
dissatisfied. 

3 
The C

ode applies to all Hom
e Buyers and Hom

es as set out in the Scope on page 5. 

4 
The Hom

e W
arranty Bodies have agreed to require all their registered builders to adopt and 

com
ply w

ith the C
ode as a registration condition.  If a Hom

e Builder is found to be in serious 
breach of the C

ode, Hom
e W

arranty Bodies can apply a range of sanctions.  These include 
rem

oval from
 the relevant Hom

e W
arranty Body’s register and exclusion from

 all registers run 
by other Hom

e W
arranty Bodies that take part in the C

ode schem
e. 

5 
Hom

e Buyers w
ho think they have a dispute because a Hom

e Builder has failed to m
eet the 

C
ode Requirem

ents, m
ay refer their dispute to an Independent D

ispute Resolution Schem
e.   

6 
The C

onsum
er C

ode M
anagem

ent Board w
ill arrange for surveys to check how

 w
ell the C

ode 
is w

orking and m
easure consum

er satisfaction.  In carrying out the surveys, the relevant 
sections of the D

ata Protection A
ct w

ill be com
plied w

ith. 

7 
To encourage Hom

e Builders to adopt the C
ode and to enable the C

onsum
er C

ode’s 
M

anagem
ent Board to check how

 w
ell it is being applied, or w

hether it needs to be 
am

ended or updated, the follow
ing activities m

ay be carried out:  

• Research. 

• A
udits, w

hich m
ay include audits of Hom

e Builders’ system
s and docum

ents. 

• M
ystery-shopping surveys. 

• A
nnual returns or reports from

 Hom
e Builders. 

• Review
s and assessm

ents of custom
er satisfaction feedback and com

plaints. 

• Training for Hom
e Builders. 

8 
N

othing in this C
ode affects Hom

e Buyers’ existing legal rights. 
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Further inform
ation 

You can get m
ore inform

ation, including copies of the C
ode docum

ents and advice on frequently 
asked questions and the results of audits, surveys and adjudications from

 the C
onsum

er C
ode w

eb 
site:  w

w
w

.consum
ercode.co.uk 

You can contact the C
onsum

er C
ode for Hom

e Builders secretariat by em
ailing: 

secretariat@
consum

ercode.co.uk 

Scope of the C
ode 

Please bear in m
ind the follow

ing provisions and lim
itations: 

1 
This edition of the C

ode applies to all Hom
e Buyers w

ho have signed a Reservation 
agreem

ent for a new
 or new

ly converted Hom
e on or after the 1 June 2019 and that has 

been built by a Hom
e Builder registered w

ith one of the Hom
e W

arranty Bodies. 

2 
The C

onsum
er C

ode Schem
e covers com

plaints m
ade in w

riting to the Hom
e Builder by 

Hom
e Buyers w

ho have signed a Reservation agreem
ent and believe the Hom

e Builder has 
failed to m

eet the C
ode’s Requirem

ents. The C
ode Schem

e applies to com
plaints m

ade up 
to tw

o years from
 the date on the Hom

e W
arranty Body’s insurance certificate, w

hich defines 
the start of the period of cover, about defects or dam

age caused by a breach of its 
technical requirem

ents. 

3 
Second or subsequent Hom

e Buyers benefit from
 the C

ode Requirem
ents but only on after-

sales m
atters they report w

ithin tw
o years from

 the date of the Hom
e W

arranty Body’s 
insurance certificate, as in 2 above.  

4 
The C

ode does not apply to: 

• second-hand properties (for exam
ple, hom

es taken by Hom
e Builders in part exchange and 

re-sold; 

• properties acquired by registered social landlords for rent; 

• properties acquired by corporate bodies, partnerships and individuals buying m
ore than 

one property on the sam
e developm

ent for investm
ent purposes; 

• properties built by self-builders for their ow
n occupation; 

• Hom
es assigned or sub-sold by an investor to a third party before Legal C

om
pletion; 

• personal injury claim
s; 

• loss of property value or blight; 

• claim
s about the land conveyed and its registered title; 

• claim
s that exceed the Independent D

ispute Resolution Schem
e lim

its. 

5 
M

atters better dealt w
ith by other dispute resolution or om

budsm
an schem

es should be 
referred to the relevant organisation.  In such cases, these other schem

es w
ill take 

precedence over this C
ode and associated Independent D

ispute Resolution Schem
e. 
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The C
onsum

er C
ode Requirem

ents 

1   A
dopting the C

ode 

1.1 
A

dopting the C
ode 

Hom
e Builders m

ust com
ply w

ith the Requirem
ents of the C

onsum
er C

ode and have regard 
to good practice guidance. 

1.2 
M

aking the C
ode available 

The C
onsum

er C
ode for Hom

e Builders’ Schem
e logo m

ust be prom
inently displayed in Hom

e 
Builders’ sales offices, those of appointed selling agents, and in sales brochures. 

A
ll Hom

e Buyers w
ho reserve a Hom

e should be provided w
ith a copy of the C

ode Schem
e 

w
ith the Reservation agreem

ent. 

1.3 
C

ustom
er service: before legal com

pletion 

The Hom
e Builder m

ust have suitable system
s and procedures to ensure it can reliably and 

accurately m
eet the com

m
itm

ents on service, procedures and inform
ation in the C

ode. 

1.4 
A

ppropriately trained custom
er service staff 

The Hom
e Builder m

ust provide suitable training to all staff w
ho deal w

ith Hom
e Buyers about 

their responsibilities to them
 and w

hat the C
ode m

eans for the com
pany and its directors. 

1.5 
Sales and advertising 

Sales and advertising m
aterial and activity m

ust be clear and truthful. 

2   Inform
ation – pre-contract 

2.1 
Pre-purchase inform

ation 

Hom
e Buyers m

ust be given enough pre-purchase inform
ation to help them

 m
ake suitably 

inform
ed purchasing decisions. 

In all cases this inform
ation m

ust include: 

• a w
ritten Reservation agreem

ent; 

• an explanation of the Hom
e W

arranty cover; 

• a description of any m
anagem

ent services and organisations to w
hich the Hom

e Buyer w
ill 

be com
m

itted and an estim
ate of their cost; 

• the nature and m
ethod of assessm

ent of any event fees such as transfer fees or sim
ilar 

liabilities. 

A
lso, if a Hom

e is not yet com
pleted, the inform

ation m
ust include: 

• a brochure or plan illustrating the general layout, appearance and plot position of the 
Hom

e; 

• a list of the Hom
e’s contents; 

• the standards to w
hich the Hom

e is being built. 
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2.2 
C

ontact inform
ation 

Hom
e Buyers m

ust be told how
 their questions w

ill be dealt w
ith and w

ho to contact during 
the sale, purchase and com

pletion of the Hom
e. 

2.3 
W

arranty cover 

Hom
e Buyers m

ust be given accurate and reliable inform
ation about the insurance-backed 

w
arranty provided on the Hom

e. 

2.4 
H

ealth and safety for visitors to developm
ents under construction 

Hom
e Buyers m

ust be inform
ed about the health-and-safety precautions they should take 

w
hen visiting a developm

ent under construction. 

2.5 
Pre-contract inform

ation 

Hom
e Builders m

ust advise Hom
e Buyers to appoint a professional legal adviser to carry out 

the legal form
alities of buying the Hom

e and to represent their interests. 

2.6 
Reservation 

Hom
e Buyers m

ust be given a Reservation agreem
ent that sets out clearly the Reservation’s 

term
s, including, but not lim

ited to: 

• the am
ount of the Reservation fee; 

• w
hat is being sold; 

• the purchase price; 

• how
 and w

hen the Reservation agreem
ent w

ill end; 

• how
 long the price rem

ains valid; 

• the nature and estim
ated cost and of any m

anagem
ent services the Hom

e Buyer m
ust pay 

for; 

• the nature and m
ethod of assessm

ent of any event fees such as transfer fees or sim
ilar 

liabilities. 

The Reservation fee m
ust be reim

bursed if the Reservation agreem
ent is cancelled.  The Hom

e 
Buyer m

ust be told of any deductions that m
ay be m

ade  

W
hile the Reservation agreem

ent is in force, the Hom
e Builder m

ust not enter into a new
 

Reservation agreem
ent or sale agreem

ent w
ith another custom

er on the sam
e Hom

e. 

3   Inform
ation – exchange of contracts 

3.1 
The contract 

C
ontract-of-sale term

s and conditions m
ust: 

• be clear and fair; 

• com
ply w

ith all relevant legislation; 

• clearly state the contract term
ination rights. 

3.2 
Tim

ing of construction, com
pletion and handover 

The Hom
e Buyer m

ust be given reliable and realistic inform
ation about w

hen construction of 
the Hom

e m
ay be finished, the date of Legal C

om
pletion, and the date for handover of the 

Hom
e. 
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3.3 
C

ontract term
ination rights 

The Hom
e Buyer m

ust be told about their right to term
inate the contract. 

3.4 
C

ontract deposits and pre-paym
ents 

The Hom
e Builder m

ust clearly explain how
 Hom

e Buyers’ contract deposits are protected 
and how

 any other pre-paym
ents are dealt w

ith. 

4   Inform
ation – during occupation 

4.1 
A

fter-sales service 

 
The Hom

e Builder m
ust provide the Hom

e Buyer w
ith an accessible after-sale service, and 

 
explain w

hat the service includes, w
ho to contact, and w

hat guarantees and w
arranties 

 
apply to the Hom

e. 

4.2 
H

ealth and safety for H
om

e Buyers on developm
ents under construction 

Hom
e Buyers m

ust be told about the health-and-safety precautions they should take w
hen 

living on a developm
ent w

here building w
ork continues. 

5   C
om

plaints and disputes 

5.1 
C

om
plaints handling 

The Hom
e Builder m

ust have a system
 and procedures for receiving, handling, and resolving 

Hom
e Buyers’ service calls and com

plaints.   

The Hom
e Builder m

ust let the Hom
e Buyer know

 of this, and of the dispute resolution 
arrangem

ents operated as part of this C
ode, in w

riting. 

5.2 
C

o-operation w
ith professional advisers 

The Hom
e Builder m

ust co-operate w
ith appropriately qualified professional advisers 

appointed by the Hom
e Buyer to resolve disputes. 
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Introduction to the C
onsum

er C
ode Independent 

D
ispute Resolution Schem

e 

A
 dispute m

ay arise w
here a Hom

e Buyer believes the Hom
e Builder has failed to m

eet the C
ode’s 

Requirem
ents but it falls outside the Hom

e W
arranty Body’s resolution schem

e for defects or 
dam

age. If so, the dispute m
ay be resolved by the Hom

e Buyer applying to the C
onsum

er C
ode’s 

Independent D
ispute Resolution Schem

e. This m
eans a trained A

djudicator w
ill review

 w
ritten 

subm
issions from

 both parties and issue a decision based on his or her conclusions.  The A
djudicator 

w
ill decide w

hether or not a Hom
e Buyer has a legitim

ate dispute and has suffered financial loss 
because their Hom

e Builder has breached the C
onsum

er C
ode’s Requirem

ents.  

The follow
ing is a sum

m
ary of this process.  M

ore detailed inform
ation w

ill be given w
ith each 

application for adjudication.  

C
om

plaint and response   

1 
A

 Hom
e Buyer m

ust first com
plain to their Hom

e Builder and give the Hom
e Builder the 

opportunity to investigate and put things right. 

2 
If the Hom

e Buyer is not satisfied w
ith the Hom

e Builder’s response, the Hom
e Buyer should 

contact the Hom
e W

arranty Body that issued the w
arranty on their Hom

e.  

A
ction by H

om
e W

arranty Body 

3 
The Hom

e W
arranty Body w

ill, if appropriate: 

3.1 
deal w

ith the com
plaint under its Hom

e W
arranty policy; or 

3.2 
 if the com

plaint falls outside its ow
n dispute resolution schem

e for defects or dam
age, 

offer the Hom
e Buyer the opportunity to refer the com

plaint to the Independent 
D

ispute Resolution Schem
e. The Hom

e Buyer can refer their com
plaint to the 

Independent D
ispute Resolution Schem

e only after 56 calendar days have passed 
since first raising it w

ith the Hom
e Builder and no later than 12 m

onths after the Hom
e 

Builder’s final response. 

The Independent D
ispute Resolution Schem

e  
A

djudication process 

4 
If a Hom

e Buyer decides to refer a com
plaint to the Independent D

ispute Resolution Schem
e, 

the follow
ing adjudication process happens: 

4.1 
The Hom

e Buyer m
ust com

plete an application form
 and send it to the Independent 

D
ispute Resolution Schem

e w
ith their statem

ent of evidence.  The Hom
e Buyer’s 

statem
ent m

ust contain all the inform
ation relevant to the com

plaint and identify the 
C

onsum
er C

ode Requirem
ent(s) they allege has/have been breached. The Hom

e 
Buyer m

ust also provide copies of receipts or other evidence of expenditure if m
aking 

a financial claim
.  

4.2 
The Independent D

ispute Resolution Schem
e w

ill ask the Hom
e Builder to respond to 

the Hom
e Buyer’s statem

ent.  A
t this stage the Hom

e Builder m
ay resolve the 

com
plaint w

ithout a form
al adjudication – this is called ‘early settlem

ent’ and costs the 
Hom

e Builder a reduced case fee of £100 plus V
A

T (1). 

(1) C
a

se fees a
re sub

ject to a
nnua

l review
. 
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4.3 
If early settlem

ent does not happen, the Hom
e Builder m

ust subm
it their response to 

the Hom
e Buyer’s statem

ent along w
ith a paym

ent of £400 plus V
A

T (1).  The Hom
e 

Buyer w
ill be given a copy of the Hom

e Builder’s response and asked to respond if they 
w

ish.  A
t this stage, the Hom

e Buyer m
ay not m

ake any further new
 com

plaints about 
this adjudication.   

4.4 
The A

djudicator w
ill consider both subm

issions and decide w
hether or not the Hom

e 
Buyer has suffered financial loss as a result of the Hom

e Builder’s alleged failure to 
com

ply w
ith the C

onsum
er C

ode.  Both parties w
ill be expected to have acted 

reasonably and to have controlled their costs. 

4.5 
The A

djudicator w
ill m

ake a decision and send it to both parties.  The decision m
ay be 

a perform
ance aw

ard (w
here the Hom

e Builder has to do som
ething) or a financial 

aw
ard (w

here the Hom
e Builder has to pay the Hom

e Buyer m
oney) or a com

bination 
of the tw

o.  The m
axim

um
 value of the com

bined aw
ard available under this 

adjudication schem
e is £15,000 including V

A
T.   

4.6 
The A

djudicator m
ay m

ake a discretionary aw
ard for inconvenience, up to a 

m
axim

um
 of £500. They w

ill do so if, in their sole consideration and opinion, the Hom
e 

Buyer has been caused m
ore than m

inor inconvenience as a result of the com
plaint 

and/or how
 the Hom

e Builder handled it. The Hom
e Buyer m

ay not receive an aw
ard 

for inconvenience alone if the A
djudicator does not find a breach of the C

ode.  The 
Hom

e Buyer m
ay not receive an aw

ard for em
otional upset and stress as aw

ards w
ill 

be judged as a m
atter of fact and on the resulting financial loss. The £15,000 m

axim
um

 
aw

ard includes any aw
ard for inconvenience.  

4.7 
 The A

djudicator’s decision cannot be appealed; it can only be accepted or rejected 
by the Hom

e Buyer.  

A
w

ards: acceptance, refusal and liability 

5 
Under the rules of registration, the Hom

e W
arranty Bodies require each registered builder to 

honour any aw
ard m

ade against them
 under the Independent D

ispute Resolution Schem
e.  If 

the Hom
e Buyer accepts the aw

ard, the courts w
ill usually recognise this as evidence that the 

Hom
e Buyer’s claim

 w
as valid.   

6 
If the A

djudicator m
akes a financial aw

ard and the Hom
e Buyer unconditionally accepts it in 

w
riting, the A

djudicator m
ust give the Hom

e Builder w
ritten notification of this.  The Hom

e 
Builder m

ust pay the aw
ard to the Hom

e Buyer w
ithin 20 w

orking days of the date of the 
A

djudicator’s w
ritten notification.   

7 
If a Hom

e Buyer refuses to accept the aw
ard, any subsequent legal action is likely to take 

account of the adjudication decision. 

8 
A

 Hom
e Builder rem

ains liable for an aw
ard, even if they are rem

oved from
 a Hom

e W
arranty 

Body’s register. 

9 
The C

onsum
er C

ode’s Independent D
ispute Resolution Schem

e is independent of the Hom
e 

W
arranty Bodies.  A

djudication decisions m
ade under the C

onsum
er C

ode’s Independent 
D

ispute Resolution Schem
e are not insured under the Hom

e W
arranty Bodies’ Hom

e W
arranty 

schem
es. 

(1) C
a

se fees a
re sub

ject to a
nnua

l review
. 
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