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The Customer Care Journey....

e NHBC - 10 year buildmark warranty (other warranty
providers are available)

e CML-2002

e Barker Review 2004

e |nifial Customer Rating Scheme — 2005

* Consumer Code - 1" April 2010 (now 5+ codes) o
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All Party Parliamentary Group for Excellence in the Built Environment
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More homes,
fewer
complaints

Report from the Commission of Inquiry into the
quality and workmanship of new housing in England
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The Customer Care Journey....

e HBF “5 star rafing”
e [he Five Star Builder Inifiative — early 2019

e Ombudsman (TPO) and provide for a ‘single
code’ - TBC
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Why Customer Service matiters?

79% By 2

26%

Customers would pay more

£ r aveo t carvie
for excellent service

9.9 million
.:V_; \: e b"
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The Customer Landscape

e Compare & contrast
e Trust and purpose....

e UK Customer Satisfaction Index:
— Calibre of Staff
— Ease of doing business
— A good experience
— If a complaint is made — how was | made to feele
— How long did it take to resolve?

o>

e Social media
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Changing Customer behaviours

Experience

not stuff

Omni
Not
v Multiply

Self Service Instant Gratification
More Savvy &
More Aware )

] Rise in N . _ # Transaction
- Community \Y; )
‘ _ Relationship

Not
Monologue

( Dialogue

Source: The Institute of Customer Service
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The Customer is King

A,
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....out the Customer is not always right

THE CUSTOMER IS
ALWAYS RIGHT!

"We've talked it over and we've
decided that you must not o
really be a customer.”
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So how are we doing? (NHBC stats....)

e |n last 4 years Scotfland has out performed
England on:
— Quality & recommended scores

— Completing homes on time
— Standard of finish

e However, we have a higher number of identified
problems 11+

e And like most regions, quality has dropped as -
output has increased
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HBF and Mactaggart & Mickel

Would you recommend your builder to a friende

2011 -2012-91.5%
2012 - 2013 - 95.8%
2013-2014 - 97.4%
2014 - 2015 - 96.5%
2015-2016 - 96.8%
2016 - 2017 - 95.4%
2017 - 2018 - Currently sitting 96.4% -
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What we do....

e Plot complete 2 weeks in advance of handover date
e Sales Consultant and Site Manger inspect home
e A Director inspects plot 2 weeks before handover

e Any “snagging” work is complete before entry

Client familiarisation home visit before entry

e One point of contact during first 2 years o~
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