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Customer Care Service Guidelines
WHAT IS COVERED:
The primary purpose of the one-year customer care service visit is to inspect and/or repair any warranty defects.  Request forms are included in the Homeowners Guide you received at the final walk-through. Our office will review your list, in accordance with the warranty attached to your contract.  If an item is not covered, or requires the service of a subcontractor, you will be notified.

PLEASE BE AWARE THAT DEGRAFF BLOOM CUSTOM BUILDERS, INC. WILL USE THEIR DISCRETION IN COMPLETING NON-WARRANTY ITEMS.

WHAT WORK IS DONE:
DRYWALL:
Repair all nail pops and sheetrock cracks as per Warranty
PAINTING:
Touch up paint to match as closely as possible - one time only

INSPECT:
All items on the service request list

REPAIR:
Legitimate warranty items

Upon receiving your completed customer care service request form, our customer care coordinator will contact you to schedule a convenient day to come to your home.

WHY CAN’T I SIMPLY CALL?

It has been our experience that when a customer care service form is mailed, faxed or e-mailed, we can respond more quickly and professionally to your needs.  Too often, valuable time is lost in attempts to make telephone contact, and verbal descriptions can be incomplete. Using a written form allows us the opportunity to thoroughly review your home’s history, better prepare for the service visit, and to track any required work.

SCHEDULING

1. The customer care coordinator will call you to schedule an inspection or service visit.

2. If a follow up service call is needed based on an inspection, the customer care coordinator will contact you.

3. If parts are needed, we will order the parts and re-schedule the work.

4. You will always be updated on work orders.

PREPARING FOR OUR VISIT
1. Mark any sheetrock cracks or nail pops with a “post it” note.  We can only repair those that are clearly marked because some blemishes are only visible during certain light conditions.

2. Please remove any fragile or personal items from the work areas.

3. Please make sure an adult is present who is authorized to sign our work orders.


SUBCONTRACTOR SERVICES

If during the warranty period, you require the service of a subcontractor, please contact the customer care coordinator in writing, either by mail, fax, or e-mail, describing the problem.  We will then contact the appropriate subcontractor, and have them call you for an appointment to assess the problem. 
If the problem is an emergency, please feel call the appropriate subcontractor listed below.  If you contact the subcontractor directly, please also advise the customer care coordinator of the problem so that we can accurately track resolution of the problem.

IN AN EMERGENCY SITUATION

PLEASE CONTACT THE APPROPRIATE PROFESSIONAL

Service



Provider



Phone

HVAC




APPOLO HEATING & COOLING
518-355-0433
PLUMBING



ALFORD PLUMBING


518-526-4976
ELECTRICAL



BOB VAN DUSEN


518-541-2282
ROOFING



OLD TYME CONSTRUCTION
      
518-229-6460

AN EMERGENCY SITUATION IS DEFINED AS: 
SEVERE PLUMBING PROBLEMS; LOSS OF HEAT DURING EXTREME COLD WEATHER; HAZARDOUS ELECTRICAL CONDITIONS; SEVERE ROOF LEAKS; OR ANY PROBLEMS THAT ENDANGER THE OCCUPANT’S SAFETY
SUMMARY

1. Written notice is required for all customer care service visits. Request forms are included in the maintenance manual.  They can be mailed, faxed, or e-mailed to the attention of our office.
2. Upon receipt of your customer care service form, an inspection or repair service will be scheduled.

3. After an inspection, service work will be coordinated, or a letter sent explaining a warranty denial based on the warranty.

4. Only EMERGENCY situations will be handled over the phone and must be followed up with a written warranty claim form (included in your customer care folder).

5. It is required that an adult be present when we arrive and that they have the authority to sign our service order acknowledging that the work was performed satisfactorily.
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