WELCOME
to your new home

Congratulations
Congratulations on reserving your dream home. Please take time
to read through the information contained in this file which will
be key in helping support you throughout your new home purchase.

Development Name

Before moving into
your new home:

Your New Address

For any questions during the purchase of your new
home please contact your Sales Executive directly.

Plot Number

A Guide

to your new home

Your Sales Executive is

Email

Contact Number

Your Site Manager is

Once your home is closer to completion you will
need to register your property online with Royal Mail,
until this point your address will not appear
on third party websites.

After you have lived in your home for 20 weeks your
Customer Experience Advisor will become your main
point of contact from this point moving forward.
However, if you have any questions before this time,
you can contact the team directly.

Once you have moved in if you have an emergency
outside of our Aftercare team working hours you
can call Safeguard Security. This service is available
during your 2-year warranty period.
Tel 01207 503 293
Transco (Emergency gas leaks):
Freephone 0800 111 999

Aftercare team contact details:
Available between 08:30am – 4:30pm Monday to
Thursday and Friday 8:30am - 12:00 noon. Our calls
may be recorded for training and monitoring purposes.
Email customercare@gentoohomes.com
Tel 0191 525 5900
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About Gentoo Homes

Customer Charter
Our customers are our number one
priority and we make this a promise
to you.

Who we are

We know buying the right home is one of the
most important decisions you will ever make.
It’s why we do everything we can to make it
clear, straightforward and enjoyable. To ensure
our standards always remain high, we adopt the
Consumer Code for Home Builders and have
our very own Customer Service Guarantee.
Our guarantee sets out key moments in your
customer journey and the level of service you
can expect from every member of the team
at Gentoo Homes.

Since 2007 we have built more than
3500 new homes and are now one
of the North East’s most successful
housing developers.
We are a responsible builder who understands that
property development isn’t just about constructing
homes with a great specification in a sought-after
location, but, creating modern, sustainable homes
our customers and future generations will be proud
to call their own.
As a part of the Gentoo Group, we’re a profit for
purpose business and reinvest back into Gentoo’s
Affordable Housing Programme. For further
information about the wider Gentoo Group visit
www.gentoogroup.com

We have been awarded a five-star
builder rating status by the Home
Builders Federation (HBF) for the
third year running.

Gentoo Homes Guarantee
•W
 e will ensure you have all the information you
need to make an informed decision before you
reserve your new home.

What we do
We build a range of 5 star HBF rated high-quality
homes throughout the North-East region from
2 bedroom bungalows to 5 bedroom luxury
homes. Our house styles are all thoughtfully
designed and based in carefully selected
locations. We take pride in every aspect of our
work and endeavour to offer all of our customers
a home that exceeds their expectations and
provides them with the lifestyle they desire.

•W
 e will provide you with all the detail you need
about your new home and its location, and keep
you informed every step of the way.
•W
 e will provide you with a copy of the Consumer
Code for Home Builders.
•Y
 our Sales Executive will share the specification
and layout of your new home, along with
the details of all necessary pre-contractual
information.

•W
 e will explain in detail about your 2 Year Gentoo
Homes Customer Care warranty, the NHBC
10 year warranty and warranties from other
manufacturers.
•T
 o ensure you have settled in well, your Sales
Executive and Site Manager will contact you after
you have moved in.
•W
 e will ask you for your feedback at regular
intervals throughout your customer journey.

•W
 e will arrange for you to meet the Site
Manager who is responsible for building your
new home.

•W
 hile we work hard to provide exceptional
service, there may be times when we don’t get
things quite right. If we do make a mistake, or you
are not happy, we will listen, and aim to resolve
the issue quickly and easily.

•A
 pproximately two weeks prior to you moving in,
we will invite you along to view your new home
at your home demonstration meeting. This is
your opportunity to familiarise yourself with the
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•O
 n the day of legal completion, we will meet you
to hand over the keys and welcome you to your
new home.

•W
 e will carefully run through the choices and
options you have to tailor your new home.

•W
 e will provide you with Health & Safety advice
to minimise the risk of danger during construction
when visiting the site and when you have moved
into your new home.
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look and feel of your home, while we explain how
everything works.

•W
 e will introduce you to our Aftercare Team who
will stay in touch after you are settled into your
new home, just in case you experience any issues.
•O
 ur intention is to treat all of our customers fairly,
and with respect.
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This section gives you some important information that we
hope you will find useful if you have not purchased a new home
before. Many of our customers say the legal process can appear
daunting, so here we have provided our buyers guide to take
you through the purchase process.
During your Reservation Meeting you would have
been given specific information about your new home
to ensure you have all the information necessary to
proceed. Your reservation fee holds your home off the
open market for a period of four weeks to allow you
to exchange contracts. Please keep your reservation
form in a secure place as you will need to refer to
it when applying for a mortgage and instructing
your solicitor.

Instruct your solicitor
Upon reservation you will have confirmed your
chosen solicitor who needs to be instructed within
48 hours of your reservation. They are an essential
part of the home buying process as they oversee the
purchase of your new home and take care of all the
legal aspects, ensuring everything goes as smoothly
as possible. This means that they will sort contracts
and fund transfers, advise on legal matters, conduct
local council searches and complete the Land
Registry. A good solicitor will make sure that you
receive regular updates and really relieve you of some
of the house buying stress.

Your mortgage /
personal finances
It is now time for you to make a formal application for
a mortgage, should you need one, based on the price
and details of your chosen home. To do this, you’ll
need to collect credit reports, documents relating to
utility bills, council tax, insurance policies, living costs
and outgoings, employment (or self-employment),
proof of benefits, proof of identification (usually a
passport or driving licence) and up to 6 months worth
of bank statements.

Home insurance
You should ensure to protect your investment by
purchasing home insurance from the date you legally
complete your purchase.

9

Buyer’s Guide

PLEASE NOTE
An exchange of contracts
in 28 days:

Buying your new home with a
mortgage: the process explained.

•  Secures your new home
• Allows you to personalise
your home
•  Allows you to focus on
your move in

Buying a new home is such an exciting time,
but there can also be a lot to think about.
You can be assured we are here to help you every
step of the way.

A step by step timeline on purchasing your new home with a mortgage

Consumer Code
The consumer code has been put in
place to protect you as a new home
buyer and Gentoo Homes as the seller.
After you reserve your new home you will be provided
with a copy of the Consumer Code for Home Builders,
which was developed by the home building industry to
make the process fair and transparent for all purchasers.
It covers:
•P
 re-contract: ensuring that home buyers are given
enough information prior to exchanging contracts to
make an informed purchase decision.

WEEK

WEEK

WEEK

WEEK

1

2

3

4

You
instruct your
solicitor by
returning your
initial pack with ID
and payment for
searches

Your solicitor
should be able
to provide an
approximate
return date for
the searches if
this has been
made available to
them by the local
authority

Gentoo Homes’
Solicitor
issues the draft
contract and legal
information for
the site for your
solicitor to review

Your solicitor
applies for searches

£

Your mortgage
adviser
submits your
mortgage
application

Your lender
arranges your
valuation on your
new home

Your solicitor
should have now
reviewed your
initial documents
and requested any
additional documents
such as evidence of
funds/gifted deposit
information
from you

Your lender
receives the
valuation and
issues your
mortgage offer

Your solicitor
receives the search
results

You
should have
returned everything
to your solicitor and
be getting ready to
pay your deposit
once requested

Your solicitor
will review your
mortgage offer and
begin to prepare
the contracts and
mortgage deed for
signature

Your lender
grants approval
allowing you
to proceed to
exchange

What you can expect from the
Consumer Code:
• To be treated fairly.
•T
 o know what levels of service
you can expect.
•T
 o be given reliable information about your purchase
and your rights before and after you move into your
new home.

•E
 xchange contract: ensuring home buyers are
provided with a clear and fair contract for the
purchase of their new home.

•T
 o know how to access resolution arrangements to
deal with any complaints you may have.

•O
 wnership: ensuring we have an accessible Aftercare
service and that clear information is made available
to inform of, and rectify, any issues which may occur.

The Consumer Code is in place to protect buyers of
new build homes. Make sure you read and understand
it, particularly around legal completion dates and
protection after you move in.

•D
 ispute resolution: ensuring that a speedy and lowcost dispute resolution system is in place to help you,
the purchaser, resolve any concern you may have
about your new home.

You
return all signed
documents to your
solicitor

You
pay your deposit
once requested

Both solicitors
exchange
contracts

Legal terms explained
Searches
Your solicitor requests information
about your property and the area
from the local authority and other
relevant organisations.
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Mortgage deed
A document from your lender
confirming your mortgage.
Initial pack
Your solicitor will send you a pack for
you to return which instructs them.

Mortgage
Your lender will instruct a valuation
of your new home and issue an offer
of mortgage.
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Welcome Meeting
You will be invited to attend your
Welcome Meeting with your Sales
Executive to explain everything you
need to know throughout your journey
with us and receive detailed information
regarding your new home.
We will spend time taking you through:
• General information about your development
•E
 ngineering details including garden gradients,
manhole positions, retaining walls and
boundary treatments
• Plot boundaries and communal areas
• Elevation finish
• The specification of your new home
• Materials used to build your new home
• Electrical and plumbing layouts/points
• Kitchen layout
• If any options have already been decided
• The Consumer Code for Home Builders
• Warranties and guarantees
• Management Company information (if applicable)
•T
 ime to answer any questions you may have
about your home

PLEASE NOTE
The purchase of a new home is a
legal process, so it is important that
you read and understand all the
information provided to you.
Copies of plans cannot be given
and therefore please ensure you
understand everything in your
Welcome Meeting.

Meet the Builder
It is important to us at Gentoo Homes that you are
given the opportunity to meet the Site Manager who
is responsible for building your new home. This will
give you the chance to ask any questions regarding the
construction of your new home or any of the drawings
you were shown at your Welcome Meeting by your
Sales Executive. Our Meet the Builder appointments are
carried out every week on a Monday, Thursday or Friday
between the construction working hours and are held in
the Marketing Suite.

Health and Safety On Site
During your customer journey you will
be required to sign our Health & Safety
disclaimer to confirm you will comply
with the below:

•B
 e aware that site traffic will be entering and leaving
the site throughout the course of the working day.

•A
 cknowledge that part of the development will still
be a working construction site and there will be some
unavoidable noise, dirt and dust associated with the
construction process.

Your Home Demonstration Meeting will give you the
opportunity to view your property prior to completion,
while work will be
advanced on your property
and the potential hazards
fairly limited, never forget
you’re on a construction
site and that the properties
around your new home
may not be as complete.
You must not enter the
While looking around your
construction site without
new home, if you have any
a member of staff from
concerns about safety or
Gentoo Homes.
construction you should
raise these with us.

•H
 eavy traffic will have access to the site through the
existing road.
•B
 e aware of all Health & Safety notices on the site
access and site enclosure, respect the site boundary
and refrain from trespassing on the construction site.
•U
 se only identified footpaths, roads and safe access
routes.
•S
 upervise children at all times.
•A
 void parking on the access road during site working
hours to avoid any obstruction to site traffic or
deliveries.
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•B
 e responsible for visitors to the home and advise
them of the need to comply with these requirements.

PLEASE NOTE
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Build Stages

Legal Completion Dates

Throughout your customer journey you
will be in regular contact with your Sales
Executive. They will act as your main point
of contact in relation to the construction
of your new home and provide you with
build stage updates.

It is important to be aware that legal
completion dates for any new build
home are likely to change as the build
progresses, as per the Consumer Code
for Home Builders.

Foundations
started

Floor slab
complete

There are many reasons why legal completion dates
can change if they are provided to you too early. For
example, a spell of bad weather, a delay on materials or
a short supply in labour and contractors.

Brickwork
- 1st lift

On reservation your Sales Executive will confirm the
anticipated three month completion window (unless the
build has passed roof stage) as we progress with the
build your build date will be narrowed down.

Brickwork
- 2nd lift
Joists

Three calendar months: When the construction of your
home begins your Sales Executive will provide you with
a three-month window for completion.

One calendar month: As the build progresses and we
have completed the boarding stage in your new home,
you will be provided with an estimated completion month.
Estimated completion date: Once your new home
has been signed off by the Council for Mortgage
Lenders (CML) and complies with all the relevant NHBC
regulations, your Sales
Executive will be able
to provide you with an
estimated date. We aim
for this to be two
weeks after CML.
Please refer to
your copy of the
Consumer Code for
more guidance on
legal completion dates.

PLEASE NOTE
Only your own Solicitor can
provide an exact date, and this
can happen around, or less
than two weeks before legal
completion.

Two calendar months: Following the completion of your
roof and service connection dates we will provide you
with a two-month window for completion.

Pitch brace
roof

Brickwork
- 4th lift

Exchange of Contracts

Brickwork
- 3rd lift

Congratulations if you now have reached
this stage, you would have paid your
deposit and signed your contractual
documents so now you can sit back and
watch the build progress on your
new home.

Top out /
roof tile

If you do not exchange within 4 weeks, you must
request an extension to your reservation expiry
date, which will need to be approved by the Sales
Management Team. Unfortunately, if this request is not
agreed your home will go on to ‘Open Reservation’
meaning it will be readvertised on our website.

‘Exchange of contracts’ is the point at which contracts
are exchanged by our solicitor and yours, and our
agreement to sell the house to you becomes legally
binding.

1st Fix

Board

2nd Fix

Paint

You have four weeks from reservation to exchange
contracts on your new home which is noted in the
reservation expiry date on your reservation form.
The contract will be prepared by our solicitor and
passed to your solicitor who is responsible for advising
you of its contents. It sets out the principles upon which
we will sell your new home to you at the purchase price.
You will also be required to pay the agreed deposit.

NHBC Sign Off (CML)

1414Welcome
Welcometotoyour
yournew
newhome
home
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Choices Meeting

Legal Completion Day

Now it’s time to personalise your new
home, one of the most exciting meetings
in the Gentoo Homes Customer Journey.

This is the day you have been waiting
for and upon completion your Sales
Executive will welcome you to your
new home.

Up until your plot is roofed and water tight you can
select your own choices to personalise your new home.
You can select from a wide range of fixtures, fitting and
extras, which are regularly reviewed to ensure we have
the latest styles available to you.
For any additional items you wish to add to your new
home to enhance the Gentoo Homes specification,
you will be required to pay 100% of the payment prior
to these being processed. Please note we are unable
to cancel or change any options once they have been
agreed and signed for.

If work is already well under way on your home, it
might have progressed too far to personalise the home
yourself, if so, your Sales Executive will provide further
information.

Legal completion takes place when the balance of
the completion money has been received by our legal
representatives. If you are part of a property chain all
parties need to be ready to legally complete on the
same day. Your solicitor will look after all the legal
matters and will confirm to our legal representatives
when the completion funds have been transferred
from their bank account to ours. Usually this is a
straightforward process, but on occasions delays
may occur.
Once the legal formalities are complete you become the
legal and proud owner of your new home.

Home Demonstration
Prior to you moving into your new home,
you will be invited to attend a new home
demonstration led by your Site Manager.
The Home Demonstration Meeting is our opportunity
to demonstrate to you all the systems and appliances in
your new home and show you exactly how things work.
We will also give advice on the best way to maintain
them, which will help you to get the best from your new
home.
We will arrange your Home Demonstration after we
have carried our own quality checks and shortly before
legal completion, which will give you the opportunity
for you to inspect your finished home before you move
in. This meeting will take place during construction
office hours and will usually last for one to two hours.
During your Home Demonstration we will:
• Allow you time to view your home.
•S
 how you how the heating system works and how it
can be set to your requirements ready for when you
move in.
•S
 how you how all your appliances work (where
installed).
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IMPORTANT
INFORMATION
TO KNOW
Electricity
Where the consumer
unit is and how you can
switch off the supply

Water
How to find the main
stopcock and how to isolate
the incoming water main

Gas

•S
 how you where the main switches, electrical
consumer unit and stopcocks are located.

The location of the mains
gas tap and how to isolate
the supply

•A
 dvise you on how to ‘run in’ your home (minimising
any condensation and shrinkage, a usual occurrence
associated with all newly-built homes).

Central heating

•P
 rovide maintenance advice about your home – this
can pay dividends in the future.
• Explain all the warranties and guarantees.
Don’t forget to...
4 Contact your removal company to confirm your
completion date.
4 Order your bins from the local council.
4 Contact your new satellite TV and internet provider.
4 Contact existing gas, water, telephone and electricity
suppliers with final meter readings of your current
home.

How to operate it and be
familiar with the operating
instructions

Contact numbers
The key contact numbers of
your Site Manager, Aftercare
team, appliance warranty
provider and 24 hour
support services

4 Tell friends, family and third parties of your new
address.

PLEASE NOTE
Any damages, chips or scratches
must be reported no later than
the 3-day visit with the Sales
Executive and Site Manager. This is
your opportunity to point out any
damage you have come across whilst
moving into your home. Any damage
reported after this time will
not be covered by your new
home warranty.
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Your Warranty
Your Gentoo home comes with a two
year warranty, ensuring you have peace
of mind should anything go wrong.
Like any insurance policy, your warranty is in place to
protect you, but also has some exclusions. All of our
homes have an NHBC warranty policy. If you sell your
home whilst still in your warranty period, the cover will
automatically transfer to the new owners: you should
pass on the warranty details so that they know what is
covered.
At a glance:
In the first 2 years Gentoo Homes will cover any issues
caused by product failure or poor workmanship that is
not to NHBC warranty standards.

Living
in your new home
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During years 3 – 10 following legal completion, the
warranty provider will cover your home for damage
caused where it is deemed that the property has not
been built to the warranty providers standards. Specific
information about other benefits of your new home
warranty can be found on the NHBC website nhbc.co.uk.
It is the responsibility of your solicitor to provide you
with the information regarding your policy, including
your policy number. If you have not received your
certificate and policy number within a few weeks of
legal completion, please contact your solicitor directly
or contact the warranty provider.
What is excluded?
The list to the right highlights some of the exclusions
which are not covered by your new home warranty:

•A
 nything resulting from or caused by the alteration or
an extension of your home.
•T
 he effects of wear and tear, neglect or failure to carry
out homeowner maintenance.
•T
 he effects of dampness, condensation or shrinkage
not resulting from a defect.
•A
 ny reduction in the value of your home.
•A
 ny loss of enjoyment, loss of use, loss of income or
business opportunity, inconvenience or distress, or any
loss arising, or cost incurred (or both) indirectly, as a
result of the events or circumstances that led to your
claim or complaint.
•A
 ny cost, loss or damage resulting from flooding, a
change in water table level, from fire or from storm
force (your home building and contents insurance will
cover this).
•C
 racking, spalling or mortar erosion which does not
impair the structural stability or protection from
weather.
•D
 amage to roof covering unless the damage results in
water ingress into your home.
•C
 hanges to colour, texture or staining on external
finishes.
•P
 aintwork – a base layer has been provided for you to
decorate your new home over time.
•A
 ny issues arising with fitted furniture as a result of
the homeowner’s failure to make adjustments as part
of routine maintenance.
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PLEASE NOTE
Before reporting a defect
please double check that
your warranty covers you
and it is not part of your
ongoing “homeowner
maintenance”.

product warranties remain valid, for example, an
annual boiler and water cylinder / tank (if applicable)
service must be carried out. Failure to undertake
regular maintenance of the product may result in the
warranty becoming invalid.
Appliances which may have a manufacturer’s
warranty in your new home include:
• Boilers / cylinder tanks.
• Ventilation systems (PV Units).
• Windows and doors.
• Retaining structures.
• Appliances.
• Light fittings.

What if I have a problem?
The Site Manager will look after you for the first
20 weeks after legal completion. You will receive a
visit at 3, 7, 14, 28 days and 20 weeks, this is your
opportunity to report any defects / issues you have
come across in your new home. The Site Manager
will ensure these issues are reported and resolved
in a timely manner. You must report any damage
within 3 days.
After the 20 week visit, provided all defects have
been resolved, the Aftercare Team will look after
you for the remainder of your warranty period.
Outside of the two-year warranty period, you will
need to report any issues you have to your warranty
provider. Please check they are covered first.
Please remember
Gentoo Homes and the warranty provider require
reasonable access during normal working hours to
rectify any defects.

• Extractor fans.
Refer to your individual warranties once you have
moved in to confirm which products benefit from
their own warranty.

PLEASE NOTE
You are responsible
for reading and understanding
the warranty cover and activating
the registration for each of the
products separately – make this
a priority once you move in and
remember to ensure annual
checks are carried out
where necessary.

Any work homeowners choose to rectify themselves
in their own time or to their own style will not be
reimbursed by Gentoo Homes. Any alteration or
extension you make to your home following legal
completion may adversely affect all, or part of your
warranty. Please liaise with the Aftercare Team if
in the first two years you plan to alter or extend
your home so you are aware of what affect this
may have.
Manufacturer’s warranty
Your new home comes complete with a variety
of appliances, some of which have their own
manufacturer’s warranty.
You must read through the manuals provided.
With many products you must take responsibility for
registering the product to ensure you gain warranty
cover, Gentoo Homes cannot do this on your behalf.
It is also important you understand the maintenance
that you are responsible for to ensure that any

20
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Gentoo Homes 2 Year Warranty
For the first two years after legal completion Gentoo Homes provide you
with a 2-year Customer Care warranty, in the unlikely event issues arise
within your new home. We want you to be assured that if anything does
go wrong, we will arrange for someone to come and fix it.
Once you have moved into your new home the site and
sales team will look after you for the first 20 weeks and
carry out several key visits to ensure you are settling into
your new home and you have no issues to report.
After 20 weeks the Aftercare Team will contact you to
introduce themselves and ensure you are settling in.
You will be given the contact details of your dedicated
Customer Experience Advisor who will look after you
for the remainder of your 2-year warranty period.

Covered

Not Covered

Chips and scratches

Damage to sanitary ware,
worktops, tiled floors and
walls and glass.

Chips, scratches, and
marks MUST be reported
to the Site Manager during
the 3-day visit.

Any cosmetic damage
reported after the 3-day
visit, or that falls within
tolerance dictated by the
NHBC.

Condensation

Condensation is forming
between the glass panes.

This may be a
manufacturing defect
which requires inspection,
please contact the
Aftercare Team.

This is normal occurrence
whilst your home is drying.
You can minimise this by
opening the trickle vents
and putting the windows
on the latch.

Condensation is forming
on the glass within a room.

Where the homeowner has
failed to ventilate the home
appropriately, for example
showering with the door
open, not using the
extractor fans or though
lack of use of the trickle
vents in the windows.

Less than 3mm in diameter.

Minor cracking is normal
and can be expected as
your home settles and
dries out.

If you need to report an issue which is covered, please
contact us, we will log your issue on our defects system
and arrange for the relevant contractor to attend within
a defined timescale.

What is the issue

Covered

Appliances

Failure.

All appliances come with
their own warranty. You
MUST register all your
appliances when you move
into your new home.

Not Covered

Cracks to ceilings, dry
lining, wood joints and
paintwork.

More than 3mm in
diameter after 6 months
of living in your home.

Your responsibility.

Damage.
Major leak in your home
or outside drainage which
is causing water to enter
your home.

What is the issue

In the event an issue occurs before reporting it we ask
that you check what is covered under your warranty,
this information can be found in the table below. If you
are unsure whether the item is covered please give us a
call or drop us an email.

Item

Drainage / blockages

Item

During normal office
hours please contact
the Aftercare Team. If it
is outside normal office
hours, please contact our
Emergency out of hours
service on 01207 503 293.

Decoration

Paintwork.

6 or more nail or screw
pops in a single room, 6
months after moving in.

(If the leak / blockage is
because of misuse you
may be charged).
Minor leak which can be
contained.

Contact the Aftercare
Team during normal office
hours.
(If the leak / blockage is
because of misuse you
may be charged).

Central heating

Complete Failure.

Unsure how to operate
system.
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During normal office
hours please contact
the Aftercare Team. If it
is outside normal office
hours, please contact our
Emergency out of hours
service on 01207 503 293.
Please refer to your
heating control manual or
user guide. Alternatively,
you can google the brand
and model.

We ask that you allow your
home to settle and dry out
for the first 6 months. If
you notice cracks after this
time, please contact the
Aftercare Team.

We ask that you allow your
home to settle and dry out
for the first 6 months. If
you notice nail pops after
this time, please contact
the Aftercare Team.

Driveway (if applicable)

Drives, paths and/or gravel. If an issue arises due to
poor workmanship or
product failure.

Doors and windows

Can’t be or are difficult
to lock, warped and / or
require adjusting to be
able to close.

Please contact the
Aftercare Team. However,
if the internal doors are
catching on the carpet that
you have had fitted this is
your responsibility.

Electrical

Complete power failure.

We ask that you check
your consumer unit has not
tripped in the first instance.
If this is not the cause of
the power failure, please
contact the Aftercare Team.

Sockets or plugs not
working, or issues with the
consumer unit.

Check the consumer unit
has not tripped initially,
if not please contact the
Aftercare Team.

Variation in colour and
finish is normal and should
be checked in natural
daylight in the middle of
the room.
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Item

What is the issue

Covered

Extractor Fans

Not working.

Check the consumer unit
has not tripped initially,
if not please contact the
Aftercare Team.

Fencing

Loose panels or posts.

If these have been fitted
incorrectly, please contact
the Aftercare Team.

Flooring

Garage Door

Creaking / squeaking
6 months after you have
moved in.

We ask that you allow
your home to settle in and
dry out. If you experience
excessively creaking floors
after this period, please
contact the Aftercare
Team.

If you are experiencing
problems closing or
locking your garage door.

Please contact the
Aftercare Team.

Damage.

Gardens

Rear Garden – Within 3
metres of your home.

Waterlogging due to
weather conditions
is normal, however, if
you experience severe
waterlogging within 3
metres of your home,
please contact the
Aftercare Team.

Please contact the
Aftercare Team.

Gas

Smell or leak.

You MUST contact
TRANSCO immediately.

Guttering and Downpipes

Broken.

Please contact the
Aftercare Team.
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What is the issue

Covered

Kitchen Units

Damage/scratches.

Any damage must be
reported to the Site
Manager during the 3 day
visit. Gentoo Homes will
not take any responsibility
after this time.

Leaks

Any plumbing leaks which
cannot be contained.

During normal office
hours please contact
the Aftercare Team. If it
is outside normal office
hours, please contact our
Emergency out of hours
service on 01207 503 293.

Roof

Slipped Tiles.

If slipped roof tiles are not
caused by severe weather,
then please contact the
Aftercare Team.

Roof flashing, leaking or
loose.

Please contact the
Aftercare Team.

Please note any damage to
your roof caused by severe
weather is not covered
under your Gentoo Homes
warranty. In this instance,
please contact your Home
Insurance.

Minor shrinkage and
cracking are normal in a
new home as it settles and
dries out.

Less than 3mm in diameter
(approx the width of a £1
coin).

More than 3mm in
diameter after 6 months of
living in your new home.

Not Covered

Your unit doors overtime
may need adjusting. This
can be done by adjusting
the screws located on the
hinges.

Door Alignment.

Woodwork (shrinkage)
Waterlogging due to
weather conditions is
normal anything 3 metres
away from your home is
normal and is not covered
under your warranty.

Excessive movement on
paths and paving.

Item

If these have become
loose or damaged due to
severe weather conditions.
Please contact your Home
Insurance.

Damaged caused by you
through misuse.

Rear Garden – Over 3
metres away from your
home.

Blocked.

Not Covered

We ask that you allow
your home to settle and
dry out for 6 months
after moving in. If you are
experiencing excessive
cracks and shrinkage after
this time, please contact
the Aftercare Team.

It is your responsibility to
keep the gutters free from
leaves and debris. (Please
note if we attend and the
blockage has been caused
by leaves and debris you
may be charged for the
call out).
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Registering Appliances
Please remember it is your responsibility
to register the appliances in your home.
Generally, you can register your appliances online, you
will need to provide the appliance purchase place and
date, use your legal completion day as the purchase
date and Gentoo Homes as the place where it was
purchased from. It is important to do this as it will:
• Activate the appliance warranty.
•K
 eep you informed about any product and safety
related information and if the product needs to be
recalled you will be contacted directly.
•Y
 ou may be contacted when your warranty is coming
to an end and may be offered the option to extend
the cover.
As there is a manufacturer’s warranty for each of your
appliances you should contact the manufacturer or
service force directly to report any issues. They will
organise for an engineer to come and review the fault
and either repair or replace the item, subject to the
warranty.
Care for your appliances
Following these handy hints will help to keep your
appliances in good condition.
Fridges and freezers
• Regularly defrost your freezer if it is not ‘frost free’.
•O
 ccasionally clean the rear of your fridge and freezer,
keeping the drainage hole clear.
• Keep seals clean and clear of debris.

Ovens and hobs
•C
 lean the inside of your oven regularly and wipe
glass and ceramic hobs clean after use.
•P
 lease note general cleaning products can tarnish
stainless steel. You should regularly clean stainless
steel using warm soapy water.
• Change cooker hood filters as and when required.
Washing machines
• Check the filter occasionally and clean if necessary.
• Run a maintenance cycle a few times a year.
•L
 eave the door open after use to allow the washing
machine to dry.
Dishwashers
• Check the filter regularly and clean when required.
Microwaves

Health and Safety
Living on a building site

• Clean after each use with a clean soapy sponge.
Immersion heaters
•T
 hese should only be used in an emergency – please
refer to the manufacturer’s user guide.

If you move into your new home before the development is
finished there are some key things you need to be aware of. It is
important that you consider your own personal safety, along with
the safety of any dependents. Weather and materials can create
dirt, dust and noise and we will aim to keep the development
clean and tidy and ensure you have unrestricted access to your
home while we continue to build. Please note that Gentoo Homes
are not responsible for cleaning vehicles, or the exterior of your
home should any dust from site gather.
Onsite safety

Finishing the roads

Most machinery movements will be kept to restricted
areas but may need to travel through occupied
areas of the development. This may cause a hazard
for pedestrians so please remain vigilant. If you see
anyone who you believe is driving outside the traffic
management rules, for example speeding, or driving via
the wrong entrance or agreed route, please report this
to the Site Manager.

We work with our subcontractors to construct the
roads to a base course level before anyone moves
in. This is one level below the finished surface, for
example block paving or wearing course tarmac. The
roads are completed, or topped off, on a phased basis
as we complete various sections of the development.
These phases are determined on a site-by-site basis,
usually to avoid finished surfaces becoming damaged
by construction traffic. The completion and adoption
of these areas rely on third parties, such as the local
authority, to be in agreement. Whilst Gentoo Homes will
strive to complete these areas as soon as possible, it
is not always possible to do so, and it may take up to
2 years after the final plot has legally completed.

If there are ongoing building works on your
development, at no time should you access restricted
construction areas. If you need to access these areas,
please speak to the Site Manager.
Before the roads and pavements are surfaced there may
be possible trip hazards due to the uneven surfaces.
We aim to keep such hazards to a minimum by putting
temporary measures in place, however, please be aware
of such hazards to ensure the safety of your family and
any visitors.
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Any issues with street lighting or any other services
should be reported to Gentoo Homes until the local
authority adopt the roads. Grit bins will be installed on
your development if it is deemed necessary. Residents
and visitors should drive with care, as Gentoo Homes
cannot be held responsible for any damage caused
to vehicles.
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Management Companies
As part of your new development,
Gentoo Homes in conjunction with
the Local Planning Authority have
designed some public grassed areas,
which may include, for example,
grass, shrub planting, trees, SuDs
ponds (Sustainable Urban Drainage
System), play areas & paths.
On reservation you will have been shown a drawing
that details the areas of open space on your
development.
These areas will not be maintained by the Local
Authority, instead they will be maintained by a
specialist and experienced Management Company
appointed by Gentoo Homes.
The Management Company will take on the
responsibility of these areas and will provide a
year-round quality service to maintain and manage
the landscaping helping to secure the long-term
attractiveness of the development.
To deliver this service the appointed Management
Company will charge each individual new
homeowner an equal share of the annual
management cost known as the annual
management fee. The initial annual management
fee will have been identified on your reservation
agreement and the first payment will be collected
from you upon legal completion.

This obligation will also be covered in the title deeds
of your new home.
The annual management fee may increase yearly in
line with retail price index.
Gentoo Homes will maintain the areas of open
space until such time when the landscaping works
are complete, and the areas are ready to be used. At
this point the appointed Management Company will
take over the legal ownership of the areas and will
contact you to introduce themselves and to outline
details of the service they will provide including the
number of annual scheduled visits, ensuring a longterm management and maintenance solution for the
future.

Aftercare Appointments
in Your New Home
If you report a defect to our Aftercare
team that is covered as part of your
2-year warranty, an appointment will
be made for one of our colleagues or
sub-contractors to visit your home
and inspect and rectify the issue.
It is your responsibility to provide Gentoo Homes
with reasonable access to rectify any defects. Our
teams work Monday – Thursday 8.30am - 4.30pm
and Friday 8.30am - 12 noon.

Contact details for the Management Company will
also be supplied should you have any queries or
concerns associated to the maintenance work.

Gentoo Homes cannot be held liable for any costs
associated with appointments, such as time off
work, childcare, pet accommodation or storage
of personal items.

If you decide to sell your home, you will need to
ensure that the buyer of your home is aware of the
Management Company arrangements as they will be
required to comply with these when they become
the new legal owners.

One of our Aftercare Operatives or a trusted third
party sub-contractor will attend the appointment,
prior to their arrival there are some things we ask
you to consider:
Pets
If you have a pet, please ensure that they are kept
away from the work area and be aware that if at any
time our colleagues feel threatened by your pet,
they may leave your home.
Personal items
Ensure that all personal items are removed from the
work area. Our Aftercare team will do their best to
ensure that all items are protected but cannot be
held liable for any damage if reasonable effort was
not taken to move them.

Moving items
We may ask you to move items to enable remedial
works to take place. Please note Gentoo Homes are
not insured for the removal of items and, if you need
to move any personal items into storage, this would
be at your own cost.
Children
If you have children under the age of 16, please
ensure they are not left unattended in your home
during any appointment. Our colleagues have the
right to refuse to enter your home if this occurs.
Behaviour
Gentoo Homes will not tolerate, abusive or
threatening behaviour. We ask that when our
colleagues attend your home you treat them with
respect. If at any point during the appointment our
Aftercare team feel threatened in any way, they will
leave your home.
Our colleagues will respect your home during
their visit; if you have any feedback following
an appointment, please email
customercare@gentoohomes.com
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Practical Maintenance
and Common Occurrences
There are a few things that will happen in
your home over the first few months.
Please be assured these are all completely normal and
there are a number of things you can do to minimise the
risk of any problems.
Drying out
As your home is lived in and heated, timber and other
natural materials may shrink, and this can cause small
cracks in wall and ceiling finishes. Small cracks or gaps
may also appear at joints, corners of skirting boards and
other interior joinery. These cracks are not structurally
significant and can be put right in the normal process of
redecoration; and therefore not covered under your
2 year warranty.
We advise:
• To minimise cracking, keep a reasonably even
temperature throughout your home, even in
unoccupied rooms.
• When you move in you should use your central heating
to aid the drying out process, even if it is warm
outside. If you move in during the winter months, use
it sparingly at first, so that the structure of your home
warms up and dries out gradually.
• Leave windows or, at least, the trickle vents (slotted
vents in the window frame) open for as long as you can
each day to keep your home well-ventilated.
• Until your home has dried out, which usually takes
nine months to a year, you should avoid decorating the
walls as the effects of shrinkage and drying out may
result in a need to redecorate once the process
is complete.
Efflorescence (external walls)
A consequence of the drying out process may be
the appearance of white deposits on walls, known
as efflorescence. It is caused by natural salts coming
out of the wall materials and is not harmful, usually
disappearing over time.
• If efflorescence occurs on internal wall’s, it can be
wiped or brushed away. If it persists internally, it could
indicate a water leak, in which case please contact the
Customer Aftercare Team.
Condensation
Gallons of water are used during the construction of
your new home, materials which absorb water will
need to dry out. Once the building materials have
dried out, you should no longer experience significant
condensation. However, normal daily activities produce
a great deal of water vapour, which may cause
condensation. Here are our top tips to help reduce
condensation:
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Produce less moisture
• Cover pans when cooking to reduce steam.
• Avoid drying clothes on or over doors and radiators.
• If you use a tumble dryer, make sure that it is vented to
the outside air (unless it is a self-condensing type).
Ventilate your home
• The trickle vents in the window frames are intended to
provide constant background ventilation and should be
left open when rooms are occupied.
• If your home has a ventilation system fitted, this should
not be switched off.
• Use extractor fans and keep doors and windows closed
when cooking, washing, bathing and drying clothes indoors.
Provide even heating
• It is best to leave the heating on throughout the course
of the day to maintain an even temperature. The
temperature can be set a few degrees lower when you
are out and turned up when you return.
Mould
If condensation is allowed to build up it can cause mould
on walls and ceilings. In exceptional circumstances,
condensation and mould can damage clothes, bedding,
floor coverings, decoration and the home itself. Until your
home has dried out, keep furniture an inch or so away from
the walls. Avoid over-filling any under stairs cupboards and
ensure they are ventilated.
Nail pops
As you settle into your new home you may notice small
bumps or crescent-shaped cracks in the walls and ceilings:
these are referred to as nail pops. They are caused when
construction screws work themselves loose and pop out
from the plastered surface. Nail pops are not structurally
significant and can be put right in the normal process
of redecoration. Unless you have six or more nail pops
in close proximity, they will not be covered by your new
home warranty.
Render
As your home dries out, natural shrinkage occurs. This
can cause small cracks and crazing on your render. Such
cracking does not impair the render or structural integrity
of your home and would not be covered by your 2-year
warranty. We can fill cracks which are thicker than 3mm
in width if we think they pose a future problem, however,
such works would not be classed as an emergency and
need to be completed in the right weather conditions.
If cracks are warranted to be rectified the colour match
will not be perfect. This is because the mix used to fill the
crack may be slightly different from the original render
mix and weathering can also affect the appearance of the
original finish. A slight colour difference is to be expected
and will not be covered by your warranty.
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Homeowner Maintenance
It is your responsibility to carry
out regular maintenance to ensure
everything remains in good condition.
General wear and tear is not covered by your new
home warranty.
Key maintenance areas are:
Kitchen
Your new kitchen has its own manufacturer’s
warranty. Refer to this for advice on what is and
is not covered. Here are some key points to bear
in mind:
• Never use abrasive cleaners on kitchen units.
•A
 void placing an electric kettle and steamers
directly below wall units and on worktop joints.
•R
 egularly check that all handles and screws are
secure and tighten them if they are not.
•W
 hen storing items in cabinets, load the heaviest
items on the base of the cabinet, with lighter items
on the shelves.
• If you need to adjust your kitchen doors, please
refer to the specific adjustment guidelines in the
manufacturer’s manual.
•W
 ipe any spills away quickly to avoid staining your
worktops.
•Y
 ou should not use steam cleaners in your kitchen
or on your flooring.
Boiler/water cylinder
Your boiler and water cylinder/tank must be
checked and serviced every 12 months by a gas safe
registered maintenance engineer to maintain the
validity of your warranty. In between these services
there are things you can do to help keep the boiler
running smoothly.
•C
 heck that the water pressure is correct; generally,
the optimum pressure is 1.5 bar. For guidance on
how to top up the pressure if it is below this, refer
to your user manual.
•T
 o avoid frozen and burst pipes during extremely
cold weather conditions, keep your heating on a
constant setting.
•A
 ny radiators in your home which are fitted with a
manual radiator valve should always have the valve
left open to ensure the smooth running of the
heating system.
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Radiators
A standard home should be heated to around 18
degrees Celsius. However, it does depend on the
weather, so if it is cold outside you need to turn up
the heating to warm your home to an appropriate
temperature. A home will not heat up instantly so
bear this in mind when you set up your heating
system. If your radiators are cold at the top but warm
at the bottom, some air may have become trapped
in the radiator, and it may require bleeding. This is
when you let out air that has become trapped inside.
Trapped air causes the radiators to have cold spots,
reducing their efficiency. If your radiator is cold at
the bottom and hot at the top it may be due to
build-up of sludge. This is usually caused by lack
of boiler maintenance. You should not empty
sludge yourself; if you face this issue, please
contact a plumbing contractor.

•A
 void pouring fatty substances down the sink as
this can solidify in your pipes.
•D
 o not flush wipes of any sort down your toilet
as this will cause a blockage. Please note, if you
report a problem and this is found to be the cause,
Gentoo Homes will bill you for any work which has
been carried out.
•D
 o not cover external drains as this may prevent
natural drainage of water.
•C
 heck the gutters and drains surrounding your
home regularly and clear out any debris or leaves
which could be blocking drainage.
Driveway

If your home has a hot water system (water
cylinder/tank) it should be serviced by a competent
installer in accordance with the manufacturer’s
recommendations at least once a year. Never
attempt to service or alter an unvented system
yourself as there is risk of explosion.

If your house has a block paved drive, this is a
finished surface and should require little to no
maintenance. However, the joints between the
paviours are filled with sand, and persistent hosing
or cleaning with a jet washer would remove the
sand and encourage weeds to grow in the gaps and
also allow movement within the blocks, which could
cause cracks or sinking in areas within the driveway.
You should purchase sand to top up the joints
as required. Jet washing could also cause drain
blockages nearby due to the build-up of sand.

Windows, doors and handles

Outside tap

All locks and hinges to windows and doors should be
regularly lubricated to keep the mechanisms in good
working order. General cleaning can be completed
using warm soapy water and a non-abrasive cloth.
During periods of hot weather external doors can
expand; if you have trouble closing your doors
after long periods of exposure, please allow them
to cool down before retrying. As your home dries
out, internal doors can be susceptible to movement
depending on seasonal humidity levels, please be
assured that your doors will go back to how they
were as the humidity levels decrease. Garage door
springs, latches, wheel spindles and pivot points
should be lubricated using a light lubricating oil
yearly. Lock cylinders should only be lubricated with
graphite dust. You should also inspect the springs to
check for wear and tear.

If your home has one it is advisable in the winter
to turn off the shut valve on the pipe and the tap so
that the pipe is drained. The valve is located where
the external tap is connected to your water supply.
Generally, this is either beneath your kitchen sink
or in the garage.

Unvented hot water systems

Drains and gutters
Your new home has been fitted with a drainage
system that has been designed for the needs of your
development. Please note:
•A
 natural build-up of things such as hair can cause
blockages in plugs. Use a hair trap to prevent this
and if you see your water drainage slowing, you can
purchase substances that unblock plug holes and
destroy hair.

Service strips
Your new home may have a service strip outside
of it, this is an area which enables access to mains
services, such as electricity ducts. These service
strips might look like they form part of the boundary
of your home, but they are not included in the
boundary and must be accessible at all times.
Service strips can be found on grassed areas
surrounding your home, footpaths, and at the
entrance of your driveway. In most instances, it is
your responsibility to maintain these areas, which
cannot be altered; any unauthorised planting or
works within these areas will be removed and the
area will be reinstated. Any changes to service strip
areas will impact on the adoption of the roads by
the highway’s authority, therefore it is important
that you do not alter these areas. During your home
demonstration your Site Manager will identify the
service strip areas, which you can also find by
following the footpath and drive crossing lines.
If you have any questions, please raise them with
your solicitor.
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Gardens
It is your responsibility to undertake
maintenance to ensure your new
garden is cared for.
Some of the biggest concerns homeowners have
with their garden can be resolved through regular
and ongoing maintenance.
Gentoo Homes will:
•P
 rovide a suitable garden and soil preparation,
including topsoil.
•P
 rovide turf in a good condition upon legal
completion of your new home where applicable.

How to take care of your garden:
•A
 void walking on your new lawn for the first six
weeks.
•M
 ow your lawn regularly from late March until
early October to maintain the grass at 25 – 50mm
long. Adjust the mowing height as required to
avoid scalping the ground and leave the grass
slightly longer on the last cut of the year to give
better protection for the winter months.
•A
 erate your lawn by spiking with a garden fork
to the full depth of the fork or with a powered
aerator. This improves the drainage and aerates
the surface topsoil to encourage root and rhizome
growth and a healthy sward.
•A
 void allowing pets to foul on your lawn.

PLEASE NOTE
Gentoo Homes are not responsible for
the ongoing care and maintenance of
your garden after legal completion.In
summertime for example, turf can easily
dry out and die, and in winter, if not
maintained, heavy rain or snow can
cause problems. Areas close to
edges and fences, or shaded areas,
are also often neglected
and can die without
proper maintenance.

•N
 ewly laid turf should be watered daily until
well-rooted during the coolest part of the day to
avoid boiling the turf. Water the lawn thoroughly
in dry periods. As a guide you should water the
lawn if there has been no rain for 5 – 10 days
but more frequent watering will be required in
warmer months. If lawns turn brown and dry
during summer, they usually recover when the rain
returns. Do not rely on natural rainfall to water the
entire area of the lawn as areas sheltered from the
prevailing wind could remain dry after rainfall.
•F
 eed the lawn in late March to April with a spring
or summer fertiliser and again in May to August if
the grass has lost its freshness. Fertilisers should
be applied when the soil is moist, or when rain is
expected.
•A
 pply a selective lawn weed killer which will
not harm the grass in April to May and again in
September. Further applications may be required.
Hand weeding of difficult weeds may be required.
Treat the lawn for pests and diseases as required.
•R
 ake out dead moss, thatch, and leaves in autumn,
to encourage healthy growth.

34

35

Practical Information
Trees and shrubs

Soil condition

Planting trees and shrubs can make your garden
more attractive but be aware that trees and hedges
take moisture out of the soil. If you have clay soil
in your area, new planting may cause the earth to
shrink, while removing existing trees and hedges may
make it swell. Any trees planted are a compulsory
part of planning and will have been agreed by local
authorities.

The soils within your garden are naturally occurring
and therefore variable in their characteristics.

Garden levels
You will have been shown the levels of your garden
during your Welcome Meeting. The finished level(s)
of your garden will be contoured, and you should
be aware that no garden will be completely flat.
Retaining walls and structures are commonly used to
overcome significant changes in levels. Slopes within
your garden will be used to overcome smaller level
variances. We aim to provide a reasonably sized,
relatively flat area within your garden but the exact
size and nature of this is unique to each plot.

You should note that clay-based soils are prevalent
in many parts of the country, as are high levels
of rainfall. As a result, garden areas may become
saturated during and following periods of heavy
rain. This may, of course, restrict the usability
of your garden areas on a seasonal basis.
Garden drainage
NHBC industry guidance indicates it is accepted
good practice that green areas, such as gardens,
are not drained as they contribute towards natural
attenuation of rainfall.

Whilst it is important that you take
care of your new home it is also vital
that you do this safely; there are some
tasks which you should not carry out
yourself.

Roofs

Gas and electricity

Storage – roof space

The repair or altering of gas, heating and
electrical appliances should be done by a qualified
professional. If you suspect any issues with your gas
or electricity you should use the following advice:

Storing items in your roof space is not recommended
as it increases the risk of condensation and mould.
Loft spaces are not load bearing; you may find that
the ceiling acquires a dip from anything heavy placed
in the roof space. Please note that adding boarding
to the loft space may invalidate your warranty.

Gas
You will find within your gas cabinet a cut off valve
which you will need if you need to isolate your gas
supply. If you suspect a gas leak:
• Turn of the gas at the meter box.
• Extinguish all flames (if safe to do so).
• Open doors and windows.
•C
 ontact the Gas emergency helpline on
0800 111 999.
• Do not operate electrical appliances or switches.
• Where practical, leave the property.
•N
 otify our Aftercare team at your earliest
opportunity.
If your home is outside of its 2-year warranty, please
ensure that you use an engineer who is Gas Safe
Registered.
Please note: You should not restrict air supply to
any gas appliance by closing or blocking ventilators.

Tiles on sloping roofs are brittle and easily cracked;
they are not designed to take a person’s weight.
You should not access the roof yourself and anyone
who does should ensure that suitable access
equipment is used.

Storage – garage space
Generally garages are constructed with a single
skin of brickwork therefore they can be exposed
to the elements and any items stored are at risk of
condensation and mould and are done so at the
homeowner’s own risk.
Personal safety tips
Things to be mindful of:
•E
 ntering the roof space – do not disturb the
insulation as it will create dust and wear a mask if
you are there for any length of time. Always walk
on boarding or joists, we recommend not accessing
this space where avoidable.
•D
 rilling (or nailing to) walls – there may be buried
service. A cable detector may help locate any
services. If in doubt seek professional advice.
•F
 ixing into any wall – ensure that the method and
number of fixings used will support the load.

Electricity
If you suspect a power failure, check with your
neighbours to give you an idea of whether the fault
is in your home, or whether it could be a localised
power cut. If you think that the power failure is
occurring in your home only, check your consumer
unit to see if the circuit breakers are on (also known
as fuse box). If one is down you should check for
damage and if it is not damaged, reset it:
• If the circuit breaks again then unplug or turn off
all appliances and reset the circuit breaker.
• If it trips again, you probably have a short circuit
and will require help.
• If it did not trip, test all your appliances until you
find the one that is faulty.

36

37

Making Changes to Your New Home

Gentoo Homes Value Your Feedback

If you choose to make any changes to
your new home in the first two years
we request you be mindful of:

Our customers are our number one
priority, and we value your feedback
on how we are doing. To ensure
we are delivering on our Customer
Service Guarantee we have developed
a Customer Feedback Framework.
During your home purchase journey,
we will gather your feedback at regular
intervals, four weeks after you have
reserved your new home and four
weeks after you have moved into your
new home.

•A
 ny changes you wish to make after legal
completions must abide by the rules set out in
your Gentoo Homes contractual agreement, often
known as the covenant, and any local authority
planning regulations.
•A
 ny extensions are subject to planning permissions
which need to be secured. Please check the
covenant to understand what permission you
require from Gentoo Homes.
•A
 ny changes you make to your home may not
be covered by Gentoo Homes 2-year warranty,
or your 10-year build warranty. Please check
with Gentoo Homes and your warranty provider
before undertaking any work which may affect or
invalidate your warranty. This does not affect your
statutory rights.
•A
 n administration fee maybe payable to Gentoo
Homes if you apply to make a change to your
home. Please check your contract and covenant
documents to see if this applies. If you would like
to see a copy of the covenant, please speak to
your conveyancer or check your legal documents.
Drawings of Gentoo Homes’ properties are for
illustration purposes only and are the property
of Gentoo Homes. We will not provide these to
customers.
If you would like to request to make changes to your
home, please email our Aftercare Team and they will
confirm what we require to deal with your request.
Home decoration
We strongly recommend that you do not paint or
wallpaper your home until the drying out process is
complete. This usually takes around nine months to
a year. Applying wallpaper before the house has had
time to settle may mean that you see gaps appear
between the paper. When the time comes to start
your decoration, make sure you fill in any minor
shrinkage and plaster cracks with a decorator’s filler.
We also recommend keeping a reserve of wallpaper
and/or paint for any future touch ups.
Flooring

If this guidance is not followed you may discover
imperfections with your new flooring once it is laid.
All new build homes have some moisture content
from construction, and this takes time to dry out.
If your floor is not prepared in the appropriate way,
you may find that the moisture content affects the
overall look and finish.
Gentoo Homes is not responsible for preparing floors
if you are fitting your own flooring, and by fitting
your own flooring you are accepting that the floor
slab laid by Gentoo Homes is correct.
Emergencies
As part of your Gentoo Homes 2 year customer care
warranty we offer all of our customers a 24 hour
emergency call out service 365 days a year if you
experience:
•C
 omplete failure of the combined central heating
and hot water system.
•A
 n uncontrollable water leak that is causing
damage.
• If your home is unsecure due to damage or
faulty locks.
•B
 locked drains if they are causing a flood or
overflowing internally/externally.

Your feedback is valuable in helping us shape our
service delivery and make sure we are helping
you every step off the way of your home purchase
journey.
Once you have legally completed and moved into
your new home the NHBC on behalf of the Home
Builders Federation (HBF), may be in touch by post
or email around eight weeks after you have moved
in. Once again, the feedback we receive from this
survey is invaluable as it benchmarks us against other
housebuilders and helps us shape our future service.

You may also receive a further survey around nine
months after moving into your new home to enable
us to understand if your satisfaction levels remain
the same.
We appreciate your time is precious, we would really
appreciate it if you could take the time to complete
the various surveys.
Gentoo Homes encourage both positive and negative
feedback. If at any point during your customer journey
you would like to provide us with feedback you can do
so by email or telephone.
Should you wish to make a formal complaint please
email customercare@gentoohomes.com. Your
complaint will be logged and acknowledged by
the member of staff allocated to deal with your
complaint. You will receive an acknowledgment letter
outlining how we will manage your complaint.
For further information please visit our website
gentoohomes.com.

•B
 locked toilets if there is no other usable toilet in
your home.
If you think you have total loss of gas, power or water
you should contact your provider directly to check
that the supply has not been turned off at the mains
to carry out works. Should you suspect a gas leak
and are unable to reach your gas supplier we advise
you call the emergency gas number on 0800 111 999.
If you experience any of the below out of hours
please contact the Aftercare team and they will
contact you to rectify:
•A
 toilet that is not working when there is another
usable toilet in the home.
•A
 shower/bath that is not working when there is
another one in the home.
If you experience an incident that is classed as
an emergency situation you can contact our
24-hour emergency Service, Safeguard Security
Tel 01207 503 293

Your flooring has been selected based upon the
floor slabs used during construction of your home
and were signed off by the warranty provider.
If you fit your own flooring, we advise that you
choose a qualified and knowledgeable company
to assess, measure, and fit your flooring, and they
will advise on any additional preparation required.
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