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CUSTOMER SERVICE PROCEDURES
Customer satisfaction is important to the staff of Northwest Homes; we take pride in our product and want to be sure that your new Northwest Home is a source of satisfaction and comfort to you for many years to come.

Any product as large and complex as a new home may require corrections due to failures in workmanship or materials during the warranty period.  In order that you may receive prompt and efficient service from Northwest Homes, we ask that you read and familiarize yourself with the following customer service procedures.  Your cooperation in following these procedures will be greatly appreciated and will permit us to respond in at timely manner to your service requests.

1.
All requests for repairs must be directed to the Customer Service Department in writing.  

COMPLETED SERVICE REQUEST FORMS SHOULD BE MAILED TO:

Northwest Homes

Customer Service Department

1822 Buenaventura Blvd., STE. 105
Redding, CA 96001

OR emailed to:

alliebergstrom@gmail.com
BE SURE TO INCLUDE YOUR NAME, ADDRESS, HOME & BUSINESS PHONE NUMBERS.

IMPORTANT NOTICE:
It is important to remember that in order to protect your warranty rights, all repair requests must be submitted to Northwest Homes in writing during the warranty year.  Verbally advising any of our field or office personnel will not protect your rights, nor will it guarantee you that the item in questions will be inspected and/or repaired.
2. When possible, Northwest Homes recommends that all new homeowners wait approximately thirty (30) days before submitting their first request for warranty inspection.  Most buyers find it helpful to place one of the pre-printed warranty request forms in a handy place and jot down repair request items as they are noticed.  *Please also note that drywall cracks and paint touch up will only be repaired once during your warranty year.  We suggest you wait until your year is almost up to request service for these items as noted on the 11-month warranty service request form. 

3.
In case of an emergency situation, please see the “Emergency Repair Requests” sheet on page 3.
All requests for service are taken in order of receipt.  You will be contacted to schedule an appointment to inspect the items on your list.

Service inspection appointments are scheduled between the hours of 7:00 a.m. and 3:00 p.m. Monday through Friday.  In our continuing effort to maintain high levels of communication with our buyers and improve our service, Northwest Homes does require that at least one of the property owners be present for every service inspection.

After inspection of the listed items by a service representative, the items, which are covered under the warranty, will be noted to the appropriate subcontractor for attention.

The selection of a method to repair an item or the decision to replace it will be made by Northwest Homes.  Action taken by Northwest Homes to repair or replace a defect shall not extend the warranty period beyond that set out in the Homeowner Limited Warranty.

All work done by the Customer Service Department will be in response to your written request.  Northwest Homes’ personnel are not permitted to perform warranty work in a home at the homeowner’s request without first getting written authorization from the Customer Service Department.
Similarly, subcontractors will perform work in home only upon receiving written instructions from Northwest Homes.  Repair requests, work orders or purchase orders signed by an authorized Northwest Homes representative are considered verification to perform said work.

Any work performed by a subcontractor without the knowledge and approval of Northwest Homes Customer Service will be at the homeowner’s expense.
SERVICE NOTICE:
NORTHWEST HOMES CANNOT ENTER YOUR HOME IF CHILDREN ARE HOME UNLESS AN ADULT OVER THE AGE OF 18 IS ALSO PRESENT.

Please remember that Customer Service personnel do not handle regular maintenance items, which are your responsibility as the homeowner, nor will we handle requests for service to items, which are specifically excluded from coverage as outlined in your contractual warranty.

Thank you in advance for your cooperation and patience.  We hope you will enjoy your new Northwest Home, and look forward to being of service to you.

EMERGENCY REPAIR REQUESTS
Sometimes a situation may arise with your new home that you feel is an emergency situation.

Please remember that if the situation is an inconvenience rather than a true emergency, you will get assistance much more readily by following the normal procedures for submitting a request for inspection.

Northwest Homes considers the following situations to be emergencies, which require immediate attention:

(
TOTAL STOPPAGE OF THE PLUMBING SYSTEM

Please remember that toilet overflows are not warranted by the builder beyond the first thirty-(30) days after delivery of the home.  A blocked or clogged toilet is not considered an emergency unless all bathrooms are affected. 


In case of a leak at a sink or toilet line, you can temporarily control this problem by turning the water supply line to the affected fixture off.  Water control valves are located inside the sink cabinets at the rear and toilet supply line valves are located behind the toilet near the floor.

(
A SEVERE WATER LEAK WHICH REQUIRES ALL WATER SERVICE TO THE HOME TO BE SHUT OFF TO AVOID SERIOUS DAMAGE TO THE BUILDING AND/OR FURNISHINGS


Please take immediate steps to turn off the water main until a service representative can contact you.  Your main water shutoff valve is located at the front of your house near the street and its operation was explained to you on the Homeowner Orientation tour.

(
TOTAL ELECTRICAL FAILURE.  IF RESTRICTED TO JUST YOUR HOME


In the unlikely event of a widespread electrical failure in the subdivision, contact your local electrical company directly.

(
COMPLETE LOSS OF HEAT DURING PERIODS OF COLD WEATHER

(
LOSS OF AIR CONDITIONING DURING EXTREME HEAT CONDITIONS.  

(
ROOF. WINDOW OR OTHER STRUCTURAL LEAKS
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