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Bovis Homes – When things go wrong
(#youtoo?)



A building storm

• The warning signs – internal and external
• HBF scores
• Anecdotal
• Increased social media activity
• Local newspapers chasing unhappy 

customer stories
• MP letters

• Bovis Homes Victims Facebook Group
• Social media “chatter”
• Watchdog – board attention

• Profits warning
• CEO resignation



The Maelstrom

9 January

10 January
• National journalists looking for a follow-up 

+ a group of active social media 
detractors = conflation of customer 
(operational) delivery with City stories 
(first time for us)

• New angle is quality issues plus incentive 
payments to customers to legally 
complete – badged as ‘bribes’ and 
inducements by the press

• CEO resignation announced
• BHVFG details sent to national journalists



The Maelstrom - a mis-step 



The s# Storm

• One Show
• Five Live Drive
• You and Yours
• Nightmare New Builds
• Victoria Derbyshire etc
• NHBC – Today programme
• Three Counties Radio



• Key messages and statements -
personalised and apologetic

The Storm - response 

Communications side
• City PR agency

• No spokesperson
• Underpinned by significant 

internal communication sweep
• Social media inhouse - 7-day, 8am-8pm 

4-hour response time
• Internal communications – keep the 

staff updated



The Storm - response 

Operational side
• Project team – focus on most unhappy customers
• Interim CEO and other senior directors face to face with customers
• Senior Directors face to face with politicians and key stakeholders
• Mea Culpa
• Homebuyers Panel  announced
• Investment into customer care teams and universal training
• Enhanced quality assurance process 
• Review of complaints procedures both pre- and post-legal completion
• Appointment of new Customer Experience Director



Another storm

• Results announcement – 20th February



The immediate aftermath

• Social media detractors
• Media legacy – esp digital
• City response
• Subject Access Requests
• Customer connectivity 
• Contagion
• Politics …



#Whereto?

• GDPR
• Facebook Group with nearly 3,000 members 
• Trending at the top end of 4-star
• Clear direction and focus on operational delivery
• Customer Experience revamp
• New systems, process and culture



#Youtoo?

• Trust and transparency … 
• Ombudsman
• Consumer rights legislation
• Letwin review – profit over homes
• Corporate remuneration 
• Gender Pay Gap Reporting
• Tolerances
• Standard terms of contract

• Quality
• GDPR
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