
CUSTOMER CARE
WARRANTY GUIDELINES

Your new home is covered by an initial two year warranty, and from the 3rd to the 10th anniversary of 
moving into your new home, you have the added security and protection of the NHBC Buildmark Warr
ranty (or equivalent) against the unlikely event of structural defects.

Any request for service is co-ordinated by our Customer Care Administrator, and we recommend you 
follow the guidelines set out below before contacting the Customer Care Department.

1.	 Please refer to the Warranty Checklist at a Glance.   This explains which items are covered by the 
warranty and which items are not.

2.	 In the event that you have a problem with an item covered by the warranty, please prepare a clear 
and comprehensive list of items and advise us in writing either by letter or e-mail.

TTo enable us to administer an efficient service it is essential that all correspondence is directed to our 
Customer Service Department and not forwarded or delivered to any site based staff.

On receipt of your enquiry the Customer Care Administrator will log this on the database and take the 
appropriate course of action. Most minor service requests will be automatically issued to the relevant 
contractor for action; however there may be occasions where our Customer Care Technician will need 
to visit your home to assess the works, during normal working hours. Should this be necessary we will 
advise you, and arrange a mutually convenient appointment.

3.3.	 Please be aware our Customer Care Department is open between the hours of 9.00 a.m. and 16.30 
p.m., Monday to Friday.

All necessary remedial works are carried out by authorised contractors between the hours of 9.00 a.m. 
and 17.00p.m., Monday to Friday, excluding statutory Bank Holidays.

4.	 In the unlikely event of an emergency please refer to the Emergency Procedure outlined below.

YYour call will be answered personally and the service is available 24 hours a day / 365 days a year. 
Please note this is for plumbing, drainage and electrical emergencies only.  General service enquiries 
should be directed to the Customer Care Department.

If we need to carry out work in your home, please ensure the relevant area is clear of any items of furr
niture etc., before our Customer Care Technician/contractor arrives.


