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Our customer research made very clear that
this is an absolute foundation stone for
customer satisfaction. Our customers rightly
expect high-quality homes that are
professionally built and free from defects. We
believe that investment in quality upfront
effectively benefits all stakeholders as getting it
right first time saves significant time, cost and
energy in putting things right. Having spent time
and resources on ensuring the quality of
products handed over to customers is
consistent and meets our high standards,
including the introduction of a Taylor Wimpey
national quality manual, we are now focused on
ensuring that a right first time approach is
adopted consistently through all stages of build.

Quality product range

We build homes that people want to live in.

We are proud of the homes we build and the
communities we create. Our focus is on
providing high-quality, well-designed,
sustainable homes and communities that meet
the needs and aspirations of local residents.
Our mix of homes is informed by the local area.
We continue to offer a wide range of homes
from one-bedroom apartments to six-bedroom
houses, with prices ranging from under £70k
to over £3 million. In 2018 the proportion of
apartments in our private completions was
12% (2017: 16%). The average square footage
of our total completions also increased slightly
to 1,017 square feet (2017: 1,013 square feet).

New house type range

During 2019, we will finalise our new house type
range and begin the initial stages of the roll out.
This has been developed using extensive
customer research and will include further
consultation with customers, with the objective
of identifying customer needs while delivering as
aspirational a product as possible, within
practical and commercial limitations. This house
type range will have the added benefit of
reducing costs and will offer us new choices in
how we deliver homes to our customers in a
way that serves the needs of more customers
effectively and adds additional value. We have
also introduced a timber frame standard house
type range and an apartment range, as we look
to provide more affordable options to customers.
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Our strategy continued

Quality assurance

We have clear quality and finish standards for all
Taylor Wimpey homes and during 2017 and
2018 we continued to strengthen our quality
assurance processes. Each one of our homes
should meet our quality standards and we want
every customer to receive excellent service.

During 2018 we rolled out our Consistent
Quality Approach (CQA) guidelines to make
sure our Site Managers, subcontractors,
production and customer service teams all have
a consistent understanding of the finishing
standards we expect on all Taylor Wimpey
homes. We are developing specific guidance
within the CQA for the different trades working
on our sites that will form part of our framework
agreements with contractors in the future. We
plan to produce a version of the CQA for
customers in 2019 so they know what they
should expect from us.

We have introduced the National House-
Building Council (NHBC) Construction Quality
Review score as a new KPI in the business
which measures build quality at key build
stages. In 2018 we scored an average of 3.93
(2017: 3.74) from a possible score of six. This
compares with an industry average score of
3.68 and we have moved from 12t to 5
nationally over the last year. We aim to improve
this further by ensuring our quality assurance
processes are embedded at every stage of
build. Our target is to achieve at least a four
rating by 2020 for each regional business.

Innovation

We are also exploring how technology can help
us improve quality. For example, using 3D
animated drawings can help site teams to
visualise site plans and improve accuracy. We
have equipped our Site Managers with mobile
devices they can use to help them monitor
quality on site and reduce paperwork. This
allows them to complete the Build Quality
Checklist electronically, attaching photographs
to enable them to better monitor progress.

In practice

— Getting it right first time saves
significant time, cost and energy in
putting things right

— Increased customer satisfaction

— Sustainability benefits associated with
achieving high-quality standards
including greater durability, less waste
and fewer resources used for repairs
and maintenance

— New house type range offers
customers more choices in all market
conditions

Key priorities

— Ensuring that a right first time
approach is consistently applied
through all stages of build

— Roll out new house type range

Our KPIs

Construction Quality Review

Average reportable items
per inspection

2018

2017

2016

e Read more on page 107
@ Read more on page 24

(7]
-
=

Q

-
[0}
e
(7}

=

o

O

o

-




