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Your Homeowners Guide has been prepared to provide you with all the information you should need about your new home, and some useful information about the facilities and services available.

For your safety and comfort, please take some time to read through the guide and refer back to it for more detailed information whenever queries arise.
Within this guide you will find details of your new home and advice on how best to maintain it. 
You will need to complete and return any manufacturer’s warranty form in order to ensure that you are guaranteed should the need arise. Subsequent claims against manufacturer’s guarantees may be difficult to achieve if your ownership has not been registered in this way.

Should a problem arise with your new home please refer to this guide in the first instance or feel free to contact our Customer Care Team, whose contact details are on page 6 at any time.

To maintain and exceed our customer’s expectations, your feedback is vital to our continued improvement.  A survey questionnaire regarding your new home will be sent to you within six weeks of legal completion.  We would be very grateful if you could take a few minutes to complete and return this, as we value the opinions of our customers in order for us to continue to build homes suitable to our customer requirements. 
ADDRESS 

Your new address is:
	

	

	

	

	


Your Car Parking Space (if applicable) is 
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Sales Executive
Available Thursday to Monday 10.00 to 17.00 hours
	Name:
	

	Tel No:
	


Customer Care
Customer Care Team available Monday to Thursday 09.00 – 17.00 and Friday 09.00 – 15.30.
Tel No: 
0345 481 8805
Email:
customercare@elan-homes.co.uk
Your Solicitor
	Name:
	

	Tel No:
	


Mortgage/Financial Advisor
	Name:
	

	Tel No:
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At Elan Homes, we are committed to building you a quality home.  Our dedicated Customer Care Team ensures that if any problems are encountered, they are remedied promptly.  You will find their contact details on page 6.
All new homes require initial care and attention, please read the pages within the Caring for your New Home section which provides running-in advice to help you enjoy your new home.

CUSTOMER CARE SERVICE
Getting the Keys
Your Sales Executive and Site Manager will meet you at your new home to inspect the property and hand the keys over to you. They will ensure all remedial work from your Customer Demonstration report has been completed to your satisfaction. Any other outstanding items will be recorded on the Handover Form, which, once signed, will be forwarded to the Customer Care Team who will monitor and make sure the work is completed to your satisfaction.
Settling In

Your Site Manager and Sales Executive will contact you after you have been in occupation for approximately seven days. Any further questions you may have regarding your new home can then be answered and noted. Items noted during handover and up to 7 days after occupation will normally be remedied within 1 month of occupation by our site construction team. 

Peace of Mind 
For a period of two years after legal completion, Elan Homes provides you with a Developers Warranty for your new home and will rectify items that arise in line with the NHBC ‘Guide to Your New Home’ booklet enclosed. 
From the end of the two year Developers Warranty period until the tenth anniversary of registration, your home remains covered by the NHBC Buildmark Cover against structural defects. 

Should you encounter any problems which require our attention within the first two years please contact the Customer Care Team. 
Elan Homes Developer Warranty is transferable to new owners if the property is under two years old and will run to the end of the two year period.
In addition the NHBC Buildmark Warranty is also transferable to the new owners if the property is over two years old and it will run to the end of the ten year period.
Contact Details
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Customer Care Team 

Elan Homes Ltd 
Oak House 

Lloyd Drive

Cheshire Oaks Business Park
Ellesmere Port
Cheshire 

CH65 9HQ
Telephone:  
0345 481 8805
Fax:  

0345 481 8806
E-mail: 
customercare@elan-homes.co.uk 

Once an item is reported, our Customer Care Team will arrange an appointment, as necessary, to view any items that are causing you concern and co-ordinate any necessary works. Our dedicated team of Customer Care Technicians will attend to smaller items of repair at a convenient time to you during normal working hours.  For any larger items our Customer Care Team will arrange for the appropriate subcontractor to visit at a convenient time to you during normal working hours.
In an emergency it is important to know what to do and who to call. For your safety and peace of mind Elan Homes provide an Emergency Helpline should you have an emergency when our offices are closed.
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Please contact 0345 155 2375

Make sure that you know where the various valves and switches are situated so that you can turn off the water or electricity in an emergency.

In the event of any emergency arising between Monday to Thursday 09.00 to 17.00, Friday 09.00 to 15.30 please contact our Customer Care Team for assistance.  Outside these hours, please contact the Emergency Helpline.  The list below details the situations deemed an emergency, please refer to this prior to calling the helpline.

· Failure of the heating and hot water systems

· Failure of an electric circuit

· Faults affecting the security of your home i.e. access to your home due to jammed/broken lock

· Blocked or burst internal/external drains or pipes

Before calling, please make sure you have your full postal address to hand.  If the fault relates to the central heating boiler, please make sure that you have the details of the make and model.

When contacting the Emergency Helpline, the call handler will provide immediate advice to try and resolve the problem.  Following this, should the problem still exist, a decision will be made to either dispatch an Elan Homes subcontractor or an approved local contractor.

For Gas Leaks please contact National Grid (was Transco) on 0800 111 999
[image: image16.emf]     

Caring for your new home  

The aim of the Elan Homes Team is to provide you with a quality home and excellent customer service by helping you throughout your purchase and long after you have moved in.  Our Charter sets out our commitment to you so you can have complete confidence in purchasing an Elan home.
1. We will provide you with detailed information about the home you have chosen and all necessary contractual information so you can make an informed purchasing decision.  Including details about any management service, an estimate of the costs and how to cancel a reservation should you no longer wish to buy.


2. We will tell you how we protect your deposit and how we deal with any other pre-payments you make.

3. We will assist you in respect of questions, choices and options throughout the purchase of your new home and provide confirmation of specification and lay out.


4. We will advise you about the necessary health and safety precautions when visiting our developments.


5. We will give you regular and realistic information about the timing of the construction and anticipated completion of your new home.
6. We will provide you with an information pack about your new home and the opportunity for a comprehensive customer demonstration to display and explain all of the functions and features.


7. We will ensure you are aware of the benefits of your initial Developers warranty, manufacturer’s warranties and the industry regulated NHBC Buildmark cover.

8. We will provide you with customer service via our Customer Care Team, their contact details and our out of hour’s emergency helpline, to ensure that you have support 24 hours a day, 365 days a year.


9. We will listen to you in order to improve and maintain the quality of our customer service and remain professional, efficient and helpful at all times.


10. We will provide you with a copy of our Complaints Handling Policy, which will provide you with details of who to contact, should we fail to meet expectations as set out in this Charter.
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At Elan Homes our aim is to provide you with excellent customer service. Occasionally, we may fail to meet your expectations, unfortunately problems can occur and if they do, we will try to put things right as quickly as possible.

Please give us the opportunity to put things right

At Elan Homes we want to provide the best possible service. However, we also appreciate there may be times when you feel we haven’t quite met your expectations. 

If you are not happy about any part of our service we want to know. That way we can hopefully correct the situation and use your feedback to continuously improve.  Whatever your concern, let’s work it out together. 

Step 1 – Tell us about your concerns

To help you, we want to deal with any concerns or suggestions you may have as quickly as possible via any of the following channels;

· Phone  
0345 481 8805 

· Fax  

0345 481 8806

· Email 

customercare@elan-homes.co.uk

· Post  

Elan Homes Ltd, Customer Care, Oak House,   
                        Lloyd Drive, Cheshire Oaks Business Park, Ellesmere Port, Cheshire, CH65 9HQ.

We will aim to sort out your concerns as soon as possible and respond to you within five working days. 

Step 2 – If we have not resolved your concerns at Step 1

If you notify us that you are not satisfied by the outcome of Step 1 for any reason, we will refer your concerns to our Group Customer Care Manager for further review and you will be contacted within 5 working days acknowledging your concerns.  You will be kept informed throughout the review and on completion will be provided with a written response within ten working days.

Should you notify us to say you remain dissatisfied for any reason we will refer your concerns to the relevant Director who will be asked to review your concerns and provide a final written response within ten working days.

Step 3 – What to do if you still feel we have not dealt with your concerns satisfactorily 

If our final response fails to satisfy you, you can ask the NHBC Resolution Service to look into the matter on your behalf.  This is a free independent and impartial service for resolving disputes between House Builders and their customers. 
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The NHBC Resolution Service will only be able to assist after you have given Elan Homes the opportunity to explore all options to resolve your concerns first. 

· Post

NHBC House, Davy Avenue, Knowhill, Milton Keynes, Bucks, MK5 8FP

· Phone 

0844 633 1000
· Web: 

www.nhbc.co.uk

Should your concerns fall outside the NHBCs own disputes resolution scheme they will offer you the opportunity to refer your concerns to the Independent Disputes Resolution Scheme.
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i) Non Emergency

For non emergency calls, letters, faxes and emails we will endeavour to respond within five working days of receipt of customer notification.

By the 10th working day we will endeavour to fully investigate your concerns, this may where appropriate include a home visit and agreement of an appropriate action plan to resolve your concerns.

By the 20th working day, if standard labour / parts are required, we will endeavour to complete all agreed remedial works.
By the 30th working day, if special labour / parts are required, we will endeavour to complete all agreed remedial works.  However some specialised labour / parts may involve longer lead in and delivery times and we will notify you accordingly.

Please note we are unable to progress requests for remedial repairs to be completed during a weekend and we respectfully refer you to Section 2 of the NHBC Build Mark cover which states:
“You must allow the Builder reasonable access during normal working hours to carry out the work.”
ii) Emergency

For emergency calls, faxes and email we will endeavour to have the appropriate trade in your home within four hours to resolve the emergency.

In the event that your require help in dealing with an out of hours emergency, please contact our emergency helpline: 
If you purchased your home prior to 30th June 2013 please contact 0345 601 3538.

If you purchased your home after the 30th June 2013 please contact 0345 155 2375.
This service includes emergencies relating to:

· Plumbing and drainage

· Electrics

· Security

· Primary heating system
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EFFLORESCENCE 

White deposits may appear on the surface of walls inside or outside your new home. This condition is called efflorescence and is caused by the natural seepage of salts. These salts come from materials used to construct the walls and can appear as a white powder on the surface of new brickwork while the bricks are drying out. Efflorescence can be easily removed by wiping or brushing with a dry, fairly stiff brush.  Externally, the wind and rain will usually help it to disappear.  Do not try to wash off the salts since this may make matters worse. 

If efflorescence persists internally, it could indicate a water leak, in which case you should contact the Customer Care Team. 

ELECTRIC HEATING SYSTEM 
Panel Heaters 
The panel heater is a direct acting convector heater that is thermostatically controlled directly by the temperature dial on the right hand side. It gives instant heat at any time using standard rate electricity. 

Combination Heaters 
The combination heater is two heaters in one. The top part is a storage heater that takes a charge in overnight making use of the cheap rate Economy 7 tariff. The heat is then released evenly during the day. The bottom part is an independent fan heater that acts as a boost and runs on standard rate electricity. 


There are two easy to use controls and two easy steps: 
1:.Set the output 
2:.Set the input (1 = minimum, 6 = maximum) 

Output (left hand control) 

This controls the fan heater.  Set the control to your required temperature and when needed, the fan heater will switch on to maintain your required comfort temperature. You can adjust the control up or down during the day to suit your needs. The fan heater can also be used without having the storage part of the heater switched on. 

Input (right hand control) 

This controls the amount of heat that is stored overnight. If you are running out of heat during the day increase the input control for a higher overnight charge. If you are not using as much heat during the day decrease the input control for a lower overnight charge. 
Automatic Storage Heater 

The storage heater will automatically take the required overnight charge, making use of the cheap rate Economy 7 tariff, to maintain the required temperature during the day.  Heat is released during the day by the flap inside the heater, which will open and close automatically to maintain the room temperature. 
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There are two easy to use controls and two easy steps: 

1. Set the output 

2. Set the input (1= minimum, 6 = maximum)

Output (left hand control)

This controls the amount of heat released from the heater.  Once you have your desired setting you can leave this control and the thermostat will automatically maintain the temperature. 

Input (right hand control)

This controls the amount of heat that is taken in and stored overnight. Once you find your desired level of charge you leave this control and it will automatically charge to maintain your heating requirements. 

FENCING
In the event your new home has wooden garden fencing we recommend that you surround each post with gravel to avoid running grass up to the posts thus protecting each post from damp.  In addition we advise homeowners to treat any wooden fencing, at least every two years, with a quality wood preservative.

GAS HEATING SYSTEM & RADIATORS

Your central heating system is fully covered by your Elan Homes two year Developers Warranty. This cover does not include routine servicing and only remains valid if the boiler and system have been serviced within twelve months of your legal completion by a Capita (formerly known as Corgi) registered installer. 

Your radiators have been pre-balanced in accordance with your central heating system design; however you may occasionally experience a radiator failing to heat. This is caused by a build-up of air pressure. This air pressure can be released by turning the valve in the top corner of the radiator in strict accordance with your instruction NHBC booklet. Please note that with pressurised systems this will affect the pressure and the system may require re-pressurising. 

 GARDEN TURF
  Watering Turf
  It is important to water new turf, particularly in dry or hot periods. A newly turfed garden looks

  deceptively mature but, in fact, the grass has only a very small reserve of moisture in the soil

  attached to the roots when laid. If not watered the turf is likely to dry out and shrink until the grass roots  

  grow into the underlying soil. This can cause unsightly gaps that never disappear. It is also probable that

  the grass will die rather than ‘greening up’ as established grass will, usually after rain. Light rain

  or drizzle is often insufficient to properly wet the turf and underlying soil, and a thorough soaking
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  with a hose/sprinkler is recommended.(where permitted)

Damage to Turf
We strongly recommend that new turf should not be walked on for between 4 and 6 weeks,

depending on weather and soil conditions. Dents and hollows caused by walking on will not

disappear, and may be hazardous or unsightly. If it is necessary to walk on the turf (for instance to

move a hose/sprinkler) please use wide boards to spread the weight, and then remove the boards

immediately after use.
HOT WATER 

Hot water for domestic use is provided by either a gas boiler or an electric immersion heater.  Both  systems effectively provide hot and cold water at mains pressure. 

Please refer to your appliance manuals for instructions for the use of your immersion heater, cylinder and integrated programmer. Your immersion heater is covered by the manufacturer’s two year warranty. 

IRONMONGERY 

External and internal brass / chrome ironmongery will normally have been treated with a coat of clear, hard lacquer. It is important that abrasive cleaners and metal polishes should not be used to clean the ironmongery as this will almost certainly cause a degradation of the lacquer. 

The protective lacquer can be damaged by contact with hard objects and, in particular, is prone to wear and tear resulting from contact with finger jewellery. The protective coating to the external ironmongery will almost certainly break down after a period of time due to atmospheric conditions. 

KITCHEN / VANITY 

Units & Worktops 

Units and worktops should be cleaned using a liquid domestic cleaner or soap suds, rinsed down with clean water before polishing with a soft, non-abrasive cloth. Please do not use any cleaning solutions which contain acids or scouring agents as any damage caused will not be covered by your Elan Homes two year Developer Warranty.
Ceramic Tiles

Wipe regularly with a damp cloth or sponge, using a non-abrasive household cleaner. 

Appliances 
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Each appliance carries a manufacturer’s warranty of two years. In some cases there is an option to extend this guarantee period. Should you wish to extend this guarantee period or experience a problem with any of these appliances you should contact the manufacturer direct. 
Maintenance information, together with full details of the manufacturers’ warranties, may be found in your appliance booklets.  

Appliances Day to Day Care
Stainless Steel is widely used for kitchen equipment because of its strength, its ability to resist corrosion and its ease of cleaning.  In fact, stainless steel ranks alongside glass and new china in terms of “ease of cleaning” and in percentage removal of bacteria during washing up.  As a result of these virtues, the metal is often taken for granted and it is assumed that no problems will arise during its usage.  However, some care is required to ensure that the stainless steel can live up to this reputation.

To maintain the original appearance of the item, a regular cleaning routine should be carried out using the following guidelines:-

1. After use, wipe the item with a soft damp soapy cloth and rinse with clean water, preferably warm/hot water.  This should remove most substances encountered within the kitchen environment.

2. For more tenacious deposits, including oil, grease and water-borne deposits, use a multi purpose cream cleanser (such as Jif) and apply with a soft damp cloth.  This should be followed by rinsing with fresh water, as above.

3. For really stubborn dirt or burnt on grease, a nylon scouring pad may be used in conjunction with the cream cleanser.  On no account should “wire wool” pads be used unless they are made of stainless steel.

4. Harsh abrasives and scouring materials should not be used for cleaning stainless steel as they will leave scratch marks in the surface and damage the appearance of the article.  Likewise do not use wire brushes, scrapers or contaminated scouring pads.

5. If the article has a directional polished grain, any cleaning with abrasives should be carried out along this grain, and not across it.

6. After use, always remove wet cleaning aids (such as cloths, pads, containers) from the surface, to avoid formation of water marks/stains.

7. If required, dry the item after use with a soft dry cloth or towel.
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If the preceding guidelines are adhered to, the stainless steel article should offer excellent life and should live up to its reputation of being “stainless”.

Neglect of this practice, however, can lead to deterioration of the surface and, in some extreme cases, corrosion of the steel itself.  The two most common types of corrosion that may be encountered, particularly on stainless steel sinks, are rust marks and pitting of the surface.

Rust Marks
When this type of staining occurs it is unlikely that the marks are caused by, rusting of the stainless steel itself (similar marks can be found with both porcelain and plastic sinks).  The rust marks are more likely to be the result of small particles of “ordinary-steel” which have become attached to the surface; these have subsequently rusted in the damp environment of the sink.  The most common source of such particles is from “wire-wool” scouring pads, but contamination may also occur from carbon steel utensils and old cast iron water supply pipes, or use of wire wool during installation.

These brown marks are only superficial stains, which will not harm the sink; they should be removable using a soft damp cloth and a multi-purpose cream cleanser (such as Jif and Astonish).  Occasionally, it may be necessary to resort to a proprietary stainless steel cleanser, to return the surface of the sink to its original condition.  (Solvol-Autosol, Solvol-Autochrome, Silvo or Brasso).

To avoid re-occurrence of any “rust-staining” it is essential that the source of the contamination is eliminated.  In cases where contact cannot be avoided, it is even more important that the sink is given a thorough cleaning treatment after use.

Pitting
Another form of corrosion, which occasionally occurs in stainless steel sink bowls, is pitting of the surface; in extreme cases this may lead to perforation of the metal.  The reason for this corrosive attack can usually be attributed to certain house products, for example:-

1. Bleaches
Most common domestic bleaches/sterilising solutions contain chlorine in the form of sodium hypochlorite. If used in concentrated form, bleaches can attack the stainless steel, causing pitting of the surface.  They should always be used to the strengths prescribed by the manufacturer and should be thoroughly rinsed off with clean water immediately after use.    All cleaning agents containing hypochlorites are unsuitable for long term contact with stainless steel and, even when used in the highly diluted form, they can give pitting under certain conditions.  For this reason it is not advisable to use a stainless steel sink for soaking fabrics in these solutions, especially over long periods of time (e.g. overnight).
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Silver Dip Cleaners
These are particularly harmful as they contain strong acids which can very quickly cause discoloration and pitting.  If this type of cleaner comes into contact with the surface of the sink it should be thoroughly rinsed off with clean water.

3. Foodstuffs
In general stainless steel is fully resistant to all foodstuffs in common use.  Only in isolated cases, such as when concentrated salt and vinegar mixtures are allowed to remain in contact with the steel for a long period, can any surface marking result.

It is always good practice to wash down the stainless steel surface after food preparation.

4. Acids
When equipment is used for purposes other foodstuffs e.g. photographic processing, it is essential that all traces of the solutions should be washed off immediately.  Strong acids such as sulphuric and hydrochloric are very corrosive and should not be allowed to come into contact with stainless steel catering equipment.
LUBRICATION 

There are many areas within your new home which benefit from regular lubrication.  In particular, we recommend garage doors and locks are regularly lubricated to help keep the mechanisms in good working condition. 

MOISTURE FROM CONSTRUCTION & DRYING OUT
A new build home contains more moisture than one which has been lived in for a time which means a new home is more at risk of condensation.   Materials used in the construction of your new home, such as bricks, blocks, mortar, concrete, timbers and plaster, will have absorbed water and the process of this moisture evaporating will still be ongoing when you move into your new home.  Your newly constructed home needs to be acclimatised gently for at least six months so it can dry out gradually. 

The average new home contains 1500 gallons (5700 litres) of water when first built from plaster, brickwork, concrete etc and this needs time to dry out.  Because of this, condensation may form in your new home and if left unattended can lead to mould growth and damage to décor and building fabric.  During the drying out period your new home may need extra heating, ventilation, condensation and mopping up, especially during the first winter. 
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This is usually a very minor effect and if condensation occurs in your new home the precautions described in this section will help you to avoid problems.

Condensation Control

This process can be assisted by the following;

Heating & Ventilation

· Keep all rooms warm and ventilated.

· Keep the heating on at a low level for long periods, especially in cold weather.  Constant heat on a low setting is better than bursts of heat at high settings. We recommend that central heating thermostat settings should be no higher than 20°C unless in extreme weather conditions.
· At the same time, the evaporating moisture needs to be ventilated away in order to avoid problems with condensation. Please leave windows open for as long as you can each day and ensure the trickle vents are left open at all times.  
· Never block ventilators in rooms with combustion appliances installed.

Internal doors within your home should be left open where possible to allow appropriate air circulation and wardrobe and cupboard doors should be left ajar to prevent the formation of mildew. 

· Extractor fans and cooker hoods, where fitted, should be used whenever water vapour is being produced, i.e. when cooking, washing clothes and bathing. 

Cooking

· Where possible keep the kitchen door closed and the cooker hood or kitchen extractor operating when cooking.  If windows show signs of misting, open them slightly.  Leave the extractor running after cooking until misting has cleared.

Washing & Bathing

· Keep the bathroom door closed and the extractor operating when bathing or showering.  If then windows show signs of misting, open them slightly.  Leave the extractor running after using the bathroom until misting has cleared.

Drying Clothes

· Where possible do not dry clothes indoors, if this is unavoidable only use a room with an extractor fan or where windows can be opened.
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Never dry clothes in unventilated rooms, especially those kept at low temperatures.

· Tumble dryers must be vented to the outside or be of the condensing type.

Curtains & Blinds

· Curtains or blinds further reduce the surface temperature of windows and increase the risk of condensation on the glass.  Keep window vents (trickle vents) open to reduce this problem.

Furniture

· Do not place wardrobes, fitted cupboards or other large items of furniture directly against external walls, as the resulting pockets of trapped air can lead to surface condensation and mould growth.

· Leave a gap of air to circulate behind such furniture to avoid this problem.

The Loft Space

· Most new houses have an unheated loft space with an insulated ceiling below it.  The loft space will therefore always be colder in winter periods than the rooms below.

· Any warm moist air from inside the house that may enter the loft space could condense and on the surfaces where it might not be noticed until it becomes a serious issue.  To minimise condensation risk in this area your home has been built so that:

· The ceiling is well sealed to prevent air leakage from the house into the loft space.

· The loft space itself is ventilated to flush out any water vapour that might find its way in.

· In the unlikely event of condensation occurring, observe the following precautions to avoid problems.

· Keep the loft access hatch closed at all times except when in use.  This is particularly important in winter when the temperature difference between the house and the loft space is greatest.

· Do not leave the loft access hatch open, many people believe it is good practice to leave it slightly ajar in winter to prevent pipes and water tanks from freezing.  This is not correct, any pipes and tanks located in the loft area are insulated to prevent freezing.

· The roof will have ventilation openings usually in the eaves or through special tiles to provide a clear air path over insulation, please ensure that roof ventilation is not blocked by goods stored in the loft space or by boarding to make a floor.
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Failure to acclimatise your home correctly may cause damage to finishes and fittings and invalidate your Elan Homes Developers Warranty.
MOVEMENT & SHRINKAGE 

As the drying out process occurs and your new home is lived in and heated, the building materials shrink, which may cause small cracks to appear, this is normal and any such cracks can be filled and covered.  Some may reoccur to a reduced extent and such minor cracks are not covered by your Elan Homes Developer Warranty. 
The period of drying out should be about six months, but subject to weather conditions during the build period it can be up to eighteen months. Minor shrinkage cracks should be left for this period and then filled with filler or a flexible decorator's caulk. 

If you plan to redecorate, we recommend that you wait at least 12 months until the drying out process is substantially complete, as certain paints applied too soon after the build completion may crack or peel as the moisture from the construction process continues to evaporate. 

To support the drying out process we have applied an industry standard breathable emulsion paint to the interior walls of your home.  It is important to note that this paint type will wipe off if washed, and is used because other emulsions, such as vinyl, would significantly extend the drying out process and cause plaster finishes and new decorations to crack or peel.

Your Elan Homes Developer Warranty does not cover damage due to decorations which have been applied too soon. 

Drying and shrinkage of the floor joists, and other timber components used in construction of your new home, may result in the appearance of the following features, which are quite normal and can be easily remedied;

The bath and/or shower tray may drop slightly and may require resealing around the edges with a good quality silicon sealant. 

Screw heads may start to show in the ceiling finishes. These should be screwed back tight to the ceiling, the hole filled and made good with filler and paint. 

Wooden door frames and windows (where fitted) may move, necessitating adjustment of the door keep or window handles to ensure smooth operation. 
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Floors may drop slightly, leaving a gap between the skirting and the floor itself. This is not a structural problem, merely normal shrinkage and can be addressed with the use of filler or flexible decorator's caulk.
PUMPING STATION

If a pump station serves your home, you are not connected directly to the main sewer systems and waste from your property flows into a storage chamber fitted with submersible pump(s) which discharges automatically, when the level rises, to the main sewer system.

Sewage pump systems are designed to handle foul water, natural human waste and biodegradable products only.  Other household waste and non-biodegradable products should never be disposed of through the drainage system i.e. sinks and toilets as they will affect the reliability of the pumping station e.g. causing pumps to block and storage chambers to become blocked.

We respectfully request that homeowners refrain from disposing of the following items through their drainage system:

Nappies, ladies sanitary products, incontinence materials, cooking oils, bandages, hypodermic needles, cloths, cleaning rags, cleaning wipes, make-up removal wipes, condoms, ear buds, cotton wool.

Such items create major problems and blockages which require emergency remedial works.

REDECORATING

Internal

If you plan to redecorate your new home, we recommend that you wait between 9-12 months until the drying out process is complete. Please refer to page 17 for further guidance. Care must also be taken when nailing or drilling into ceilings and walls to avoid contact with any plumbing pipes or electric cables which may lie below the surface. We strongly recommend that you use a cable detector, which can be bought from most DIY stores. Plasterboard should be able to take a weight of approximately 11kg using a simple pin or screw fixing. 
External

The recommendation from the NHBC is that the external paintwork should be regularly repainted or re-stained to preserve the wood within the first two years. Once the first repaint has been completed, provided it is properly done, repainting/staining should only be necessary every four to five years, depending on local atmospheric conditions.
SANITARY WARE 

It is important when cleaning sanitary ware that the appropriate product is used to avoid any damage. Where acrylic baths, basins and shower trays are fitted, these should be cleaned as regularly as possible to prevent a build up which will make it increasingly difficult to clean. Abrasive cleaning materials should not be used with acrylic products under any circumstances, as this may result in the acrylic surface being scratched. The use of abrasive cleaners should also be avoided on taps, in both chrome and other finishes, as the surface material is likely to be scratched, eventually leading to the full removal of the surface material and subsequent corrosion. 
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TROUBLESHOOTING 

	SYMPTOM
	POSSIBLE CAUSE
	REMEDY

	My electricity supply has failed and nothing works
	The consumer unit (your main fuse box*) in your new home is fitted with very sensitive MCB safety trip switches. If a light bulb blows, the trip may automatically switch off.  Electrical appliances can also overload the electrical system in the same way.
	Reset the MCB trip switch by opening the cover on the Consumer Unit to see the MCB switches. Check which MCB switches have tripped to the OFF position, turn these MCB switches to the ON position.

If the MCB trip goes again it is probably being caused by a faulty appliance. Identify which appliance is causing the problem. Each MCB switch will have been labelled to show the area they effect.



	I may have a gas leak
	Faulty appliance. 

Damaged pipe work.
	Turn the Gas off immediately at the mains meter cupboard. DO NOT TURN ON LIGHTS OR USE A NAKED FLAME! 

CALL OUT THE NATIONAL GRID ON 
0800 111 999.



	I may have a water leak
	The pipe has been cracked or punctured. 

A joint is not holding.
	Turn off the Stop Valve to cut off mains supply. Contact our Customer Care Team who will instruct a plumber. If out of hours, contact our Emergency Helpline:

Please contact 0345 155 2375.

	My smoke alarm keeps beeping.
	The smoke alarms in your new home are fitted with a battery as a back up to the main power supply. If the batteries are running low then the smoke alarm will bleep.


	Replace the battery and test the smoke alarm by pressing the test button on the smoke alarm.

	My front door, back door or patio door will not lock. 
	The handle must first be lifted in order for the locking mechanism to engage. 
	Lift handle as high as possible until key is turned and door is locked. 



	My extractor fan will not work.
	The isolator switch is turned off.
	Locate isolator switch and ensure it is switched on. It is normally located outside the bathroom, usually above the door frame.



	One of my kitchen appliances does not work when plugged in and switched on. 

	The separate fused spur switch maybe turned off.
	Each appliance will have a separate spur switch on the wall above the kitchen worktop, ensure they are switched on.



	 SYMPTOM
	POSSIBLE CAUSE
	REMEDY
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My outside tap does not work when turned on.
	The stop valve may be turned off or frozen.
	Ensure the stop valve is turned on or leave to defrost naturally before trying again.



	One of my lights does not work when switched on. 
	The light bulb may need replacing or the circuit breaker has tripped.
	Either reset the MCB trip switch on the Consumer Unit by turning it back on or change the light bulb.

	My boiler is not working.
	The thermostat and programmer may not be set correctly.

The gas supply may have been turned off.

A circuit breaker has tripped. 
	Check the times setting on the programmer and the temperature set on the thermostat is correct.

Contact your gas supplier. 

Re-set the affected MCB trip switch on the Consumer Unit by turning it back on. 

	My toilet is continually running.
	The ball valve may be stuck or faulty.
	Check the ball valve is floating and that the water flow stops when lifted.


*The locations of the Consumer unit, gas mains meter cupboard and stop valve were indicated during your Customer Demonstration by your Sales Executive and Site Manager.
If you require any further advice or assistance please contact our Customer Care Team on 0845 481 8805.
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FIRE SAFETY
Your new home is fitted with one or more inter-connected mains powered smoke detectors, with battery back-up to ensure safe operation in the event of a power failure. The operation of these alarms should be checked on a regular basis.

In addition to sounding in the event of a fire, your smoke detector may give various audible indications of a malfunction.

Please refer to your appliance manual for a full and clear description of how the detector functions and maintenance instructions for this important piece of equipment. IT MAY SAVE YOUR LIFE.
Some homes have fire escape windows fitted. These will be pointed out to you during the demonstration of the features of your new home. We advise you to make sure these windows are clearly identifiable in the event of a fire.  For your own safety please read this section carefully and draw its contents to the attention of other members of your family or visitors to your home, particularly young children.
Alterations or modifications to any part of your new home could affect the ability to retain a fire, therefore, before any such work is carried out we strongly advise that you seek professional advice. 


Create an Escape Plan

As recommended by the Fire and Rescue Service every household should have some sort of escape plan just in case the worst was to happen.  Hopefully you will never have to use it, but it is important to prepare for it so there is no delay when put into action.

The Fire and Rescue Service can help you devise an escape plan free of charge. Key things to consider when devising an Escape Plan are:

· Plan together as a family ensuring that all the children in the household know the plan and what to do in the unlikely event of a fire occurring.

· Consider any special arrangements that may be needed for example elderly people.

· Ensure the escape route is practicable and clear from obstruction.

· Consider where any keys necessary for escape are kept and familiarise yourself with the operation of any windows and doors which might be needed for escape.

More information on how to devise an Escape Plan can be found on the Fire and Rescue Service website (www.fireservice.co.uk)
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SITE SAFETY 
You are likely to be moving into your new home while we are still constructing other properties on your development and during the construction of a new housing development, it is inevitable that life for new residents will be greatly influenced by the building works as they take place.

Construction work including heavy plant, equipment and delivery vehicles make it essential we co-ordinate our activities with foreseeable situations of residents and their visitors.  The Traffic Management Plan shall be displayed near our Marketing Suite and incorporates our future intentions. Please take some time to study it regularly and note how it may affect you.

The permanent tarmac pavement/footpath will be installed as soon as practical in all locations.  Where this is not possible, a smooth stoned temporary footpath will be laid, usually on the service verge to properties.  A strung hazard tape will delineate these from customers grassed areas. These footpaths are for the use of all pedestrians.

Road barriers may be placed local to sharp bends to prevent vehicles mounting the footpaths.

Our Site Manager and Sales Executive will have advised you of the continuing hazards from our construction activities which are also included within Your Homeowners Guide.

Elan Homes will endeavour to keep roads clean by regular sweeping as often is deemed necessary, but it is inevitable that some dust will be created during construction works.

We apologise for any inconvenience you may experience whilst your development is being completed and would ask you to co-operate with us in our endeavours to ensure your safety and those dear to you.

GUIDELINES

· Keep pets and young children under your direct control and do not allow them to leave your property unaccompanied

· Ensure that pets or children do not enter construction areas at any time

· Take care at all times and be aware of activities around you whether walking or driving a car 

· When walking, please keep to footpaths wherever provided and do not step onto any road until you are sure it is clear in both directions

· When manoeuvring a vehicle, check the area around the vehicle is clear

· Drive at low speeds as pedestrians, children and visitors will not be familiar with the road layouts

· If there is a machine or vehicle nearby, make eye contact with the driver to make sure he is aware of you

· Tell the Site Manager of any trip hazards and any other safety concerns immediately you notice them 

· Please do not park on the road as this may cause an obstruction

· Do not enter the construction site at any time, even when construction work is not taking place
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Visits to incomplete plots can only be carried out with prior permission and when accompanied by the Site Manager.

SAFETY IN YOUR NEW HOME 

Electricity 
· Always switch off the electricity supply at the mains before attempting any work
· Unplug any appliance before working on it, and check fuses and wiring are to manufacturer’s instructions
· Do not overload any socket using plug adapters
· Never take any mains electrical appliance into a bathroom, shower or en-suite 
· Always use correctly rated fuses in appliance plugs

· Never use an appliance you believe to be faulty
· Electrical installation should be inspected and tested at appropriate intervals as recommended by a competent person.

· Always remember - electricity can kill!
Gas 
· If you suspect a leak: Extinguish all flames and cigarettes. Do not use electrical switches 
· Turn off supply at the gas meter 
· Open doors and windows where possible and go outside 
· Never tamper with gas installations
· Call the National Grid on 0800 111 999 
· Gas boilers, fires and flues should be checked and serviced annually, please refer to the appliance manuals for further information.  Please note the following important safety advice: 
Carbon monoxide is a poisonous gas produced by the incomplete burning of carbon-based fuels such as gas, you can’t see it, taste it of smell it, but it can kill and injure quickly and without warning.  We therefore strongly recommend that you have all your gas appliances checked and your gas boiler serviced annually by a Gas Safe registered engineer.  This will help keep these appliances working safely and efficiently.  You can get more information about Gas Safe registered engineers online at www.gassaferegister.co.uk or by telephone on 0800 408 5500.

Water

· During Winter, to avoid frozen pipes, try to leave some background heating on all the time. 
· If you think the pipes are frozen do not turn the hot taps on. 
· The main stopcock valve should be closed before beginning any work to the plumbing system. 
[image: image36.emf] 

Your Safety  

Do not let water flow from storage tanks or cisterns if there is a leak. 

· If the system is drained down, do not light the boiler or switch on the immersion heater until the system is refilled. 
Be aware of pipe runs within your new home to avoid nailing through them. 

Alterations to your Home

· Please be aware when excavating deep holes or foundations for conservatories or extensions, there may be buried services in that location.  It is recommended you employ a survey carried out by a competent person.  Please contact our Customer Care Team prior to such excavations who will be pleased to offer guidance.

Canopies

· If your home has an external canopy e.g. over front door / windows please note they are decorative features and not designed to be load bearing. They should not be used to enable access to complete external home maintenance such standing on to clean windows.
Roofs
Any works carried out on the roof of your new home should be carried out by skilled personnel using full safety equipment. 

Roof Space 
· We advise you to avoid placing heavy items in your roof space as the roof construction is not designed for this purpose. Neither should you board out the roof space without consulting expert advice.

· In the event that you wish to access the loft area, please be aware of the risk of fall when positioning any form of access steps or ladder 
Hanging Pictures
· Most homes from Elan Homes have dry lined walls.  In order to hang pictures or mirrors safely, you should ensure that you use the correct fixing. On the majority of our houses, the ground floor walls are constructed of blocks with plaster board attached (dry lined) providing the smooth surface, which is then painted.  In order to hang a heavy item on this, you can use a plastic plasterboard fixing.  For heavier items you must ensure that the screw penetrates through to the blocks or timber frame behind
· Please note care must be taken to locate electrical services and pipe work prior to drilling. Wires should run horizontally and vertically from all sockets and switches, but may not do so in every case. The safest method would be to use a cable detector available from all DIY outlets.
We often use plastic plumbing and whilst we install a metal wire to aid in their location please be careful as this is not always detected by all cable detectors. 
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SECURITY MEASURES
All the external doors of your new home are fitted with multi-point locks. Some homes have an approved alarm system which meets NHBC standards and is BS4737 compliant.

You may like to consider the following measures to keep your new home safe when you are away:

· Remember to lock all windows and remove window keys whenever you are out;
· Try to make your new home look occupied;
· Remember to cancel papers, milk and other regular deliveries before going on holiday.
Ask a neighbour to remove free papers and parcels;
· Leave lights on in the evening (not just in the hall and landing) and use an automatic time switch. 
· It is a good idea is to have a radio playing, on a talk station, on a similar time switch. Ask a neighbour to come in to switch these items on and off periodically.

Arrange for someone to cut the grass and generally keep an eye on your new home;
· Always lock away garden tools such as spades, forks, etc. and particularly ladders; 

Never leave valuable and easily transportable items, like DVD players or car keys etc where they can be seen;
· Photograph valuable items and use an indelible pen to add your postcode and house number, so that your property can be traced if recovered after a theft;
  
· Similarly, make a note of all serial numbers. 

· Make sure that the contents of your new home are fully insured against fire and theft. 
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SUPPLIERS

Your services are currently supplied by the following companies, to whom any queries with regard to supply, tariffs and alternative options should be addressed.

The meter readings, inserted below were taken on the day you completed the purchase of your new home, and will be used to calculate your consumption and your bills afterwards.

	ELECTRICITY
	
	WATER 


	

	Supplied by:
	
	Supplied by:
	

	Telephone:
	
	Telephone:
	

	Meter Reading:

	
	Meter Reading:
	

	Date:
	
	Date: 

	

	
	
	
	

	GAS
	
	LOCAL AUTHORITY 

	

	Supplied by:
	
	Name:  
	

	Telephone:
	
	Telephone:
	

	Meter Reading:

	
	
	

	Date:
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


TELEPHONE  

A landline connection can be made upon application to BT. Please note that although wiring is in place, there will be a charge for connecting a new line, fixing outlets and the telephone. You can obtain further information from BT Sales by dialling 0800 800 150.
ELECTRICAL SERVICES
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Supply & Distribution
The electrical supply enters your new home via a meter located in the meter box. The meter and cable leading to it belong to the electricity company and should not be tampered with in any way. All cables and equipment on the ‘homes side’ of the meter are your responsibility as the householder.

The wires leading from the meter go to the consumer unit. This unit contains the main on/off switches and a number of MCB trip switches (miniature circuit breakers), which protect individual circuits. Written alongside each MCB is a description of the circuit it protects – power, lighting, water heater etc. MCB’s have different current ratings suitable for their type of circuit; a cooker circuit will require 30 Amps, but lighting only 5 Amps etc.

Fused Circuits
If a circuit fails, you should disconnect (rather than just switch off) any appliance you think may have caused the problem.  It will be obvious which circuit has been affected at the consumer unit, where the switch on the relevant MCB will be in the "off" position. Switching the MCB back on should restore the circuit. To be sure you have identified the faulty appliance, reconnect all other appliances and see if the MCB trips again. If it does, this means there is still a faulty appliance somewhere, which you should try to locate by disconnecting all appliances and reconnecting them in turn, switching them on as you do so. If you still cannot find the fault, call our Customer Care Team (if you are still within your two year Developer Warranty period), as you may, for instance, have a fault inside a socket or switch. 

The MCB within a consumer unit are very sensitive and a loose wire, or even a light bulb blowing, can cause them to trip. 

Wiring 

The wiring system in your new home services both appliance sockets and lighting. The wiring from switches and power points will usually run vertically up or down the wall behind the plasterboard. It is important to note that an area of at least 200mm on either side of the wiring (switch or power point) is avoided when applying fixings. It is advisable to obtain and use a suitable cable detector, available from DIY stores, prior to attaching wall fixings for pictures, shelving, etc. 

GAS SERVICES
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Main Supply
The main gas supply to your new home will enter via a meter, usually located on an exterior wall or at ground level, in the meter box, through a control valve. Your meter reading can be taken from this point. You may note an earth bonded cable is attached to the main pipe running out of the meter into your home. This cable must not be removed as it protects the internal gas pipe work from becoming electrified due to accidental contact with power cables.

The boiler in your new home will be fitted with a suitable flue system allowing exhaust gases from normal operation to be expelled. The type of flue system can vary and details of which type you have should be made available. It is important to note that some flue systems rely on a vent within the room to provide fresh air. To ensure that adequate fresh air is always available for combustion within your boiler, this vent must not be closed or covered. Please refer to the manufacture’s instructions for the safe operation of your system.

IMPORTANT: If you suspect a gas leak, please call The National Grid on 0800 111 999
DO NOT use any electrical appliances or switches (including light switches). 

WATER SERVICES

Water Supply
Your new home is provided with its own mains supply, fed directly from a water meter to a stop-cock, the location of which was pointed out by your Sales Executive during your new home demonstration. This stop-cock will shut off all water to your new home if required. There will also be an external stop-tap at the connection with the water meter which may be in the drive or footpath leading to your new home.

Waste Plumbing
Waste water from your kitchen and bathroom fittings is drained, via plastic pipe work, directly into the underground drainage system. You are responsible for the maintenance of all your fittings and their waste plumbing.  Please note that disposable nappies or similar articles must not be disposed of via the waste system.
Some homeowners may have drainage access points located within the boundary of their garden, these are access points to the underground drainage system to allow any necessary maintenance.
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It is important to note that these access points are covered with plastic lids which are placed on top of the pipe work, they are not fixed to enable easy access.  They are a simple slot fit as designed by the manufacturer.
It is also important to note that they are not load bearing and we advise homeowners not to install any heavy items on top of the covers e.g. pots, planters, any type of garden equipment or furniture. 
External Taps
We strongly advise taking the following precautionary measure during spells of extreme cold or freezing weather.  This will stop the water in the pipes from freezing and help prevent the possibility of flooding inside your new home.

Ensure the isolating valve, which is located on the inside wall where the plumbing passes to the outside tap, is in the “off” position and the external tap is turned to the on position to allow existing water to drain away.  Once the cold weather has passed the valve can be safely put back to the “on” position and the external tap put back to the “off” position.
RUBBISH COLLECTION & RECYCLING

All bins, collection services and recyling services are provided by your local authority,  if you have any issues please contact your local authority direct.
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WALL TILES


	

	Cloakroom
	Main Tile:



	
	Border Tile:



	Kitchen
	Main Tile



	Utility
	Main Tile:



	En-suite 1
	Main Tile:



	
	Border Tile:



	En-suite 2
	Main Tile:



	
	Border Tile:



	Family Bathroom
	Main Tile:



	
	Border Tile:




	FLOOR 

	

	Kitchen 

	Floor Tile:



	Utility
	Floor Tile: 




	The tiles in your new home were manufactured by :


	

	Telephone: 
	


The above specifications were correct at time of publication
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PAINT 

	Ceilings & Coving:


	

	Woodwork & Skirting:


	

	Walls:
	


KITCHEN

	Supplier:


	

	Telephone: 


	

	Units:


	

	Handles 


	

	Worktop: 


	

	Sink:


	

	Taps:
	

	Appliances:


	

	Extractor Hood

	

	Cooker 


	

	Hob 


	

	Microwave 


	

	Fridge/Freezer 


	

	Dishwasher 


	

	Washing Machine 


	


The above specifications were correct at time of publication
[image: image44.jpg]


BATHROOM 

	Sanitary Ware 


	

	Taps


	


ENSUITE

	Sanitary Ware 


	

	Taps


	


FITTINGS 

	Fire Surround 


	

	Wardrobe Doors 
	


GENERAL MATERIALS 

	Roof Tiles :


	

	Bricks: 


	

	Windows: 


	

	External Doors: 


	

	Garage Door: 


	

	Paving Stones:


	

	External Lights:


	

	Light Switches:


	

	Power Sockets:
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ELAN HOMES DEVELOPER WARRANTY

Elan Homes, as the developer will cover your new home for the initial period of two years after legal completion in accordance with the NHBC Buildmark Warranty. Throughout this time your property will have a warranty against defects in the fabric with a minimum of two year’s appliance cover. While we will remedy defects in your home within the two year period we do not cover general wear and tear, decoration or normal routine maintenance. 

Elan Homes NHBC Number: 
92703
Your New Home’s NHBC Number:
NHBC BUILDMARK POLICY

The NHBC Warranty will cover your new home for year’s three to ten following legal completion.
Your warranty policy details will be forwarded to you by your solicitor together with the NHBC ‘Guide To Your New Home’, which gives further details and clarification on what the policy does, and does not, cover.

The contact details for the NHBC Advice Centre are as follows:
Post:
NHBC
Buildmark House

Chiltern Avenue

Amersham 

Bucks, HP6 5AP

Tel:

0870 2414302 
Web:

www.nhbc.co.uk
We would like to take the opportunity to wish you all the best in your new home, we are here to help you so please do not hesitate to contact us if you have any queries.

Best Wishes

Elan Homes[image: image1][image: image2][image: image3][image: image4][image: image5][image: image6]
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