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Frequently Asked Questions
1. Changes to fee model 
1.1 What is changing?
From 1 January 2027, NHQB will introduce:
· An annual registration levy based on private new home completions in your most recent complete financial year.
· A two-tier complaint fee for all valid New Homes Ombudsman Service (NHOS) complaints: 
· £300 for cases closed via early resolution.
· £500 for cases requiring a full Ombudsman decision.
· All developers will get the first three complaints for free each calendar year. These are counted at an organisation’s group level, not individually across subsidiaries/other affiliated organisations.
1.2 When do these changes take effect?
1 January 2027.
1.3 Why is NHQB changing the fee model?
The number of complaints received by the Ombudsman has increased significantly, leading to higher operating costs. The revised model aims to ensure fees are fair, transparent, and sustainable, while creating a clearer link between developers who generate more complaints, and the costs of handling them. This helps ensure that developers with few or no complaints are not contributing disproportionately to the cost of Ombudsman investigations.
1.4 Will all developers be affected?
Yes. All developers (including both active and pending developers) will move to the revised fee model from 1 January 2027.
2. Actions developers should take
2.1 What should I do now?
· Review the ‘Changes to developer registration fees effective 1 January 2027’ report in the developer portal and these FAQs.
· Use the fee calculator to find out your annual registration levy from your next renewal date in 2027.
· Consider budget implications for 2027, in particular the impact of the number of complaints going to the Ombudsman.
2.2 What will I need to do in October 2026?
We will ask you to:
· Confirm private new home completions for your most recent complete financial year.
· Review and acknowledge the updated Scheme Rules.
2.3 After reading these FAQs, who can I contact if I still have questions?
Please contact the industry engagement team at developers@nhqb.org.uk if you have any questions not covered in this FAQ or report. Please note that we will issue a series of communications in the run-up to the revised fee model taking effect on 1 January 2027. See question 2.4 for the full timetable, with further details planned to be made available to developers in 2026. 
2.4 When will I find out more details?
NHQB and NHOS will issue a series of further communications throughout 2026 ahead of the revised fee model taking effect on 1 January 2027. Key dates currently include:
· July 2026: Publication of the ‘Changes to developer registration fees’ report, FAQs and the updated NHQB fee calculator.
· August 2026: Communications to developers with renewals between 1 October and 31 December 2026 regarding invoicing arrangements.
· September 2026: Additional Ombudsman guidance provided on topics including frivolous or vexatious complaints and compensation assessment principles.
· October 2026: Request for developers to confirm private new home completions from their most recent financial year, together with publication of updated Scheme Rules.
· November 2026: Individual communications confirming each developer's revised annual registration levy and invoicing arrangements.
· January 2027: Confirmation that the revised fee model has come into effect, together with any applicable invoices or credit notes.
· From January 2027 onwards: Levy invoices will be issued on renewal and complaint fees, where applicable, will be invoiced quarterly in arrears by NHQB.
3. Annual registration levy
3.1 How will the annual levy be calculated?
The annual registration levy will be based on the number of private new home completions in your most recent complete financial year.
3.2 Why has NHQB moved away from a turnover-based model?
We undertook a consultation with developers on these changes during April and May 2026, and the responses indicated that a completions-based approach is a fairer reflection of developer activity and particularly supports SMEs and lower-volume developers.
3.3 What counts as a completed private new home sale?
A completed private new home sale is a private residential property completed during your most recent complete financial year.
3.4 Are shared ownership or affordable homes included in the levy calculation?
No. The annual registration levy is calculated using private new home completions only. 
3.5 Which financial year will be used?
NHQB will request information from your most recent complete financial year to calculate the annual registration levy.
3.6 How will NHQB collect new home completion information?
NHQB will issue a data request in October 2026 asking developers to confirm their private new home completions for their most recent complete financial year. After this, you will be required to submit this information via the developer portal on each subsequent renewal. 
3.7 What happens if I submit incorrect new home completion figures?
It is a condition of the Scheme Rules that developers are responsible for providing accurate information. NHQB may request clarification or supporting evidence where necessary.
3.8 Can I estimate my annual registration levy before 1 January 2027?
Yes. NHQB has provided a fee calculator to help developers estimate their levy from their next renewal date under the revised model. Click here to use the calculator. 
4. Renewals, invoicing and payment
4.1 Will my levy fees change immediately on 1 January 2027?
From 1 January 2027, your annual registration levy will be charged at the new fee rate. Any portion of your current renewal period that falls before this date will continue to be charged at the 2026 rate.
As a result, following the introduction of the levy on 1 January 2027, your organisation may receive either an additional invoice or a credit note, depending on whether the new fee model results in an increase or decrease in the annual registration levy.
4.2 Will NHQB issue revised invoices or credit notes?
Yes. NHQB will issue invoices or credit notes as necessary following the implementation of the revised model.
4.3 What happens if my renewal date is in the last three months of this year?
Your renewal date will not change because of the introduction of the revised fee model.
If your renewal date falls between 31 October 2026 and 31 December 2026, whilst you will renew in the normal way, we will not invoice you so close to the change in the fee model. As shown under question 2.4, we will contact you in August to outline how your renewal and invoicing will work.
You will still pay a full annual registration levy, but it will be invoiced in January 2027 based on the current fee until 31 December 2026 and then the new fee from 1 January 2027.
4.4 When will I find out my final levy amount?
You can use the fee calculator on our website to understand how the new fee model works and to calculate the annual registration levy that will apply for the 12-month period following your next renewal in 2027, based on your organisation's private new home completion figures.
In October 2026, we will ask you to confirm the number of private new home completions in your most recently completed financial year. This confirmed data will be used to calculate your final levy for your current subscription year. 
We will write to you in November 2026 to confirm your organisation’s final levy amount and any adjustment required from 1 January 2027. Please refer to Question 2.4 for the full timetable of planned communications and key milestones.
4.5 When will levy invoices be issued?
Your renewal date will not change.
In January 2027, you will receive either an invoice or a credit note to reflect the difference between the amount already paid under the current fee model and the amount payable under the new fee model for the remainder of your current subscription year.
Thereafter, when you reach your next renewal date, you will be invoiced based on the new annual registration levy for the following 12-month renewal period.
5. Complaint fees
5.1 Why will we be charged if a complaint is not upheld and we have done nothing     wrong?
Every complaint accepted as eligible by the Ombudsman incurs an investigation fee. Complaints that proceed to a full Ombudsman review require more time and resource to conduct a detailed assessment and reach a determination.
This charge applies regardless of the outcome, including complaints that are upheld, not upheld, or upheld in part.
5.2 Why are complaint fees being introduced?
Complaint fees create a clearer link between developers who generate more complaints and the costs of handling those complaints, so that developers with few or no complaints are not contributing disproportionately to the cost of Ombudsman investigations.
5.3 How much will complaint fees be?
· £300 for complaints resolved through early resolution.
· £500 for complaints that require a full Ombudsman decision.
5.4 What is early resolution?
Early resolution is where a complaint is escalated to the Ombudsman but is resolved before a full Ombudsman investigation and decision is required.
5.5 What is a valid complaint?
A valid complaint is one that has been accepted by the Ombudsman as meeting its eligibility requirements and proceeds into the Ombudsman process.
5.6 Why is there a two-tier complaint fee?
The fee structure reflects the differing costs of handling complaints. Cases resolved through early resolution typically require fewer resources than those requiring a full decision, so this is reflected in the lower cost per complaint if early resolution is achieved.
5.7 How many complaints are resolved through early resolution?
Of the total number of complaints accepted for investigation by the Ombudsman in 2025:
· 64% were resolved through early resolution.
· 19% were rejected.
· 17% went to final decision.
5.8 Are the first three complaints really free of charge?
Yes. Each developer (at group level) will receive three free valid complaints per calendar year before any complaint charges apply. 
5.9 Why are all developers receiving only three free complaints?
This is a standard approach used across a range of comparable schemes and is consistent with practices adopted by other ombudsman services across different sectors. It reflects measures government uses to ensure that requirements do not place an unfair burden on small and micro businesses. Applying this approach helps maintain fairness and consistency across the sector, while avoiding a disproportionate impact on smaller and micro developers.
5.10 Will complaint fees be charged immediately?
No. Complaint fees will be invoiced quarterly in arrears and only after the complaint has been resolved. Invoices will be issued by NHQB, not NHOS.
5.11 Can complaint fees be appealed?
The complaint fee cannot be appealed if the complaint has been accepted as valid by the Ombudsman. 
5.12 Will the Ombudsman provide guidance on frivolous or vexatious complaints?
Yes. Further guidance is planned to help developers understand how such complaints are assessed. See question 2.4 for a full timetable of when further details are planned to be published.
6. NHOS process
6.1 What is a valid complaint?
A valid complaint is one that has been accepted by the Ombudsman as meeting its eligibility requirements and proceeds into the Ombudsman process.
6.2 What are the eligibility criteria?
For a complaint to be eligible for consideration by the Ombudsman, it must meet the requirements set out in the Scheme Rules. These include:
· The complaint relates to a home purchased from a developer registered with the NHQB and covered by the New Homes Quality Code. The issue must have taken place after the developer’s activation date. 
· The issue must relate to a breach of the Code and must not be considered either vexatious or frivolous.
· The issue being complained about must have occurred no later than two years from the reservation date or legal completion of the home, whichever is later.
· The customer should first raise the issue with the developer, giving the developer an opportunity to investigate and respond.
· The customer will normally be expected to have either received the developer's Closure Letter or allowed 56 calendar days to pass from the date the complaint was first raised with the developer.
· The complaint should be referred to NHOS within 12 months of the developer issuing its Closure Letter.
Customers may contact or refer a complaint to the Ombudsman at any stage. However, the Ombusman will assess the complaint against the Scheme Rules before determining whether it is eligible for investigation.
6.3 Does every complaint referred to the Ombudsman become a valid complaint?
No. A complaint will only become a valid complaint if it meets the eligibility requirements set out in the NHOS Scheme Rules and is accepted by the Ombudsman for investigation.
Complaints that fall outside the relevant time limits, have not been through the developer's complaints process where appropriate, or otherwise do not meet the eligibility criteria may not be accepted for investigation.
Only complaints accepted by the Ombudsman as valid complaints will be charged.
6.4 Will the Ombudsman provide guidance on frivolous or vexatious complaints?
Yes. Further guidance is planned to help developers understand how such complaints are assessed. See question 2.4 for a full timetable of when further details are planned to be published.
6.5 Will the Ombudsman provide greater transparency around compensation awards?
Yes. The Ombudsman provides information on non-financial losses on their website here and intends to publish additional guidance explaining the principles used when assessing compensation levels. See question 2.4 for a timetable of when further details are planned to be made available to be published. 
6.6 What is being done to improve complaint handling times?
The Ombudsman has invested and continues to invest in additional resources and operational improvements to reduce complaint closure times and improve transparency, which is supported by the revised fee model. 
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