
New build
customer manual
Welcome to your new chapter, this manual will provide you 
with some really useful information on your new home.
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Your first few weeks
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In the first few weeks you will be familiarising yourself 
with your new home, to help we’ve put together a few  
Do’s and Don’ts to help you on your way.

●   We recommend that you do not fit laminate 
 flooring until you are sure that normal  
 shrinkage has finished occurring, that the 
 house has fully dried out and the risk of  
 condensation and mould growth is minimal.  
 This could take up to 12 months or more, 
 depending on the time of year  
 you move in to your new home.

●    If you are employing your own carpet fitters,  
to avoid squeaks and creaks,  
please ask your fitters to carefully screw 
the gripper rods rather than using nails to fix 
them. This will prevent any squeaks  
and creaks occurring. If the gripper rods are 
not screwed, you may have to arrange to 
take your carpet up at a later date to rectify 
the noise.

●    Should you opt for ceramic tiles, the floating 
 floors will need cross bonding with plywood  
 prior to the tiles being laid and you must 
 have our permission first.

●    Please ensure that if your doors are 
 removed for carpet fitting, they are re-fixed  
 correctly to the original door frame and not  
 interchanged. Unfortunately, we cannot be  
 responsible for ill-fitting doors caused by  
 tradesmen you have employed. We will not  
 adjust these doors free of charge.

●    Please remember to water your turf (if  
 supplied). It can easily dry out and die,  
 particularly in warm or windy weather.  
 A sprinkler is best, new turf needs lots  
 of water. We are not responsible for  
 your garden.

●    If you have a garage this has been designed  
 purely as a shelter for your car. We will not  
 be responsible for any items damaged by  
 the effects of dampness whilst being stored  
 in a garage. Please note: rainwater can be  
 driven underneath the bottom edge of a  
 garage door and through a single brick wall  
 in extreme circumstances.

●    If you plan to hang pictures or other items  
 on the walls, it is very important to select  
 the correct type of fixing for the type of wall  
 and for the object you wish to fix. Please  
 remember to check and ensure there are no  
 pipes, cables or electrical fittings in the area  
 before you begin.

●    It is important that you make sure you know 
 where your stop taps and main isolation  
 switches are located. We would suggest you  
 place a torch near your consumer unit to  
 use in case of a power failure.

●   The smoke alarm in your home is very 
 important, please check your alarm 
 regularly and ensure you and your family 
 recognises the sound it makes. We would 
 also recommend you plan a route to vacate 
 your home in an emergency. 

●    Please remember to always observe the  
 health and safety recommendations on  
 page 5.



Living on a building site

If you are moving into your new home before the 
development is finished, there are some practical 
issues you need to know.
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Safety
Remember, while building work is going on, 
safety hazards will still exist. You should be 
particularly vigilant with visitors and children 
and take notice of any hazard signs in 
operation. We try to secure working areas, 
however there will inevitably be access points 
to allow work to proceed. Please do not enter 
or allow children to enter these areas at any 
time without a site representative.

Mud and dust
We are aware that building sites are dirty 
places. We try to keep roads clean wherever 
possible. We ask for your patience while we 
are working near your home.

Access
If you need to leave the site and a vehicle is 
restricting you from doing so, please speak 
with the driver of the vehicle or the Site 
Manager.

Maintenance items
Please avoid the temptation to ask Site 
Managers or Operatives to attend to minor 
problems. Contact our builders Tolent Living 
on 0333 101 4065 if you have any problems. 
These will then be dealt with as soon as 
possible.

Roads
Building site roads can often be uneven 
and have pot holes and raised manhole covers. 
Please take care when walking and driving.  
We will not be responsible for punctured tyres.

Adoption works
When all the house building works are finished, 
we will return to complete the roads and 
footpaths. This will involve repairing or 
replacing damaged kerbs, paving and raising 
manhole covers in readiness for road 
surfacing. This process often takes many 
months due to the local authority inspection 
process. We are as keen as you to complete 
the work and ask for your continuing patience 
during this period.



Health and safety

When you move into your new home there may 
still be construction work in progress on site. 
Please follow these simple guidelines as they 
will help to protect you and your family. 

Building sites can be dangerous places, please help us to keep them safe. 
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●    Please do not enter the construction area   
 unless accompanied by a member of staff.

●    Please ensure you wear the health and 
 safety clothing we provide and that you read  
 and sign our health and safety information 
 sheet.

●    Be especially vigilant while driving and 
 walking near the site.

●    There may be heavy goods vehicles 
 delivering materials, so please do not walk 
 or drive where it is difficult for the drivers to 
 see you.

●    Do not allow children to enter the building   
 site as this is not a safe environment.

●   Do not climb on anything on the site. 
 Ladders and scaffolds are for trained site 
 personnel only.

●    It is dangerous to climb on materials or 
 machines. Also, please keep away from 
 trenches, excavations and partially 
 completed buildings.

●    Pets are strictly banned from building sites.

●    Please take notice of any warning signs.

●    We take particular care to fence and 
 prevent access to live areas of our sites.

●    We request that you do not enter any of the 
 construction work areas.



What to do about repairs

The repairs period to your new home
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What happens next?
●   We will arrange a date that is convenient for you.
●   We will make arrangements for any work which is covered under the warranty period 

to be carried out.
●   If we need to extend the timescale due to a part on order, we will contact you to 

advise this.

●   Your new home is covered by a 24-month 
building warranty. During this time repairs to 
your home will be carried out under this 
warranty. Any repairs or defects within the 
first 12 months should be reported via the 
repairs team at Tolent Living on 0333 101 
4065. 

●   Any issues reported to Tolent Living may be 
passed to a relevant third party contractor 
for action along with your contact details. 
The third party will get in touch with you to 
make the relevant access arrangements.

●   If you do not wish for your details to be 
passed on to a third party, please advise us 
of this.

●   Items reported to Tolent Living will be 
appointed in normal working hours, we will 
action every item as quickly as possible.

●   You may wish to report non-urgent items 
together to minimize disruption.

●   After the first 12 months and prior to 2 
years, Chapter Homes will be responsible 
for undertaking any construction defects, 
you can contact us on 0330 002 0775.

●  We do all we can to ensure your new home 
 meets our high standards, we do 
 understand that once you get your keys you 
 may find something that has slipped us by, 
 therefore any items such as damage etc. 
 must be highlighted to us prior to you 
 moving any items into your home and 
 within 24 hours as, ultimately, damage can 
 happen during the moving in process.



What to do in an emergency

An emergency would be something that  
prevents you from occupying the house  
in a safe and reasonable way.
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●   For example, water which cannot be 
 contained, total loss of heating and/or hot 
 water (seasonal), total loss of electricity 
 (other than a power cut), or the smell of gas.

● If your heating fails in summer, it is unlikely 
 to be an emergency; but if it fails in the 
 winter, then this will be classed as an 
 emergency.

●    If you have an emergency, please call the 
 repairs team at Tolent Living on 0333 101  
 4065.

●   If you have an emergency outside of normal 
 office hours, please contact ‘Safeguard’ on 
 01207 503 293 who will be able to assist 
 you further.

Water, gas and electricity are classed as emergencies. If you have an 
emergency, such as flooding, you should call us immediately.



Your warranty schedule

Below you will find examples of items which are 
covered for 24 months and some examples of 
what is excluded from the warranty.
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 Items which are covered:
● Wall tiling
● Dry lining
● Hot and cold water storage and  
 distribution systems
● Gas distribution service pipework
● Central heating boilers, radiators 
 and controls
● Electrical fittings and controls
● Electrical and gas appliances
● Sanitary ware and taps
● Shower controls (where applicable)
● Mechanical ventilation

Examples of items which are not covered 
by Chapter Homes:
● Damage caused by shrinkage, thermal 
 movement or general drying out
● Condensation and the effects
● Wear and tear
● Damage caused by neglect or failure to carry 
 out normal maintenance
● Damage arising from storms and gales
● Blockages to soil and waste pipe work due to 
 improper use

We do not carry out routine maintenance or repair damage caused  
by the occupier. We are not responsible for normal shrinkage, including 

shrinkage cracks to plaster or mortar join joints in brickwork.  
However, Chapter Homes may assist with these.



The exterior
of your home
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The garden
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●  Please remember, new turf needs watering  
 (if supplied). All new lawns need substantial 
 watering and we recommend it is rolled 
 regularly for optimum condition.

●  Your turf needs to become fully established 
and rooted in. Check it regularly for signs of 
drying out. In order to keep your turfed lawn 
in good condition, depending upon your 
requirements, we recommend that you 
follow a seasonal weed and feed regime 
combined with watering, raking, aerating and 
rolling.

● If you have a seeded garden, wait until the 
 lawn has grown to around 5cm then mow it 
 with a rotary mower with the height of the 
 blades set to 2-5cm. If the mower does not 
 have a collection box, rake lightly and  
 remove all cuttings. These can be put in  
 your compost bin.

●  If you employ a landscaper to carry out any 
turfing work to the rear garden, please 
ensure that the ground is properly prepared 
before turfing.

●   Choose a type of grass suitable for your 
 lawn’s use e.g. tougher grass will probably be 
 more suitable if children will be playing on 
 the lawn frequently or if the lawn will receive 
 heavy traffic.

●   Seasonal consideration should be taken  
 into account prior to landscaping works, 
 particularly during the winter months when 
 the soil may be saturated following 
 prolonged heavy rainfall.

The gardens surrounding newly constructed properties are subject to 
compaction. Should your garden retain water for a prolonged period, 

turfing and planting can assist in recovery. 



The drive
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Where a tarmac drive has been provided to your 
property, care should be taken when 
manoeuvring a vehicle. Damage can occur when 
turning and power steering in particular has 
been known to cause damage.

Some homes will have a drainage channel with 
a grate across it, known as an ACO drain. This is 
normally found across the front of the garage if 
the drive falls down towards it. Debris and silt 
will collect in this drain and you should clean it 
regularly to reduce the risk of flooding into the 
garage.

The process is quite simple:
●  Lift the grate (having unbolted it if bolts 
 screws are fitted)
● Use a garden trowel or similar to clear the 
 channel
●   Replace the grate
●   Do not flush any silt down the main drain as 

 this could cause a blockage

Service verges 
Some developments have roads without 
footpaths. These are known as shared surfaces. 
Adjacent to this sort of road, there will normally 
be a service verge. The service verge extends 
approximately 2 metres back from the road 
edge and is the property of Chapter Homes or 
the local authority. It is not conveyed to the 
householder. This is because the gas, water and 
electrical service run underneath it and access 
to the pipes and cables may be required. 

The acceptable standard for this area is grass 
only, which the householder must maintain and 
cut during the growing season. No trees, shrubs, 
planting, fences, rockeries, wall or paving may 
be placed in this area.

Any new access to the highway, a widening of a 
driveway over the service verge for instance, is 
not permitted until the estate is adopted by the 
local authority.

Drive alterations 
We construct roads and footpaths to a standard 
and specification agreed with the local 
authority. When the roads and footpaths have 
been completed, after a short period during 
which we maintain them, the local authority 
normally agrees to adopt the roads and 
footway.

This means that the local authority takes 
responsibility for the roads and footpaths and 
will maintain them at public expense.
When the local authority inform us that they will 
adopt the roads and footpaths, we have to 
ensure that the works are presented to them in 
a condition that is built as specification and to a 
standard that is acceptable to them. You may 
not alter the footpath crossing that connects 
your drive to the road.

If your drive is altered before the roads and 
footpaths have been adopted and the kerbs, 
tarmac or verges become damaged by vehicles 
attempting to gain access to your drive, we will 
make a charge to you for any remedial works 
required to return the roads, footpaths or verges 
to the required standard.

Please note: When the local authority has 
adopted the roads and footpaths, you may not 
extend or alter your drive to incorporate a 
change to the footpath crossing (which 
connects your drive to the road) without their 
express permission and you may also require 
planning permission.
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You may notice that there are inspection 
covers, which are also known as manhole lids, 
in the garden of your new house. These covers 
allow access to the drains. Do not erect any 
structures over them or obstruct access to 
them in any way.

Blockages are rare, but if you have occupied 
the property for some time a blockage is most 
likely to have been caused by someone putting 
inappropriate objects down the toilet.

Please do not attempt to flush disposable 
nappies, baby wipes, cat litter, newsprint or 
any other large items down your WC as this 
may cause a blockage in your drain or a 
neighbour’s drain.

Please do not pour any oil, solvent or 
flammable liquid down the drains. Check with 
your local authority to find out about their 
recycling and disposal facilities.

We cannot accept responsibility for sorting out 
problems due to misuse. If a basin or bath is 
slow to drain, please ensure you try a sink 
unblocker before reporting a drainage problem.
If you use a bleach block that affixes to the rim 
of the WC pan, please ensure that it is secure 
and cannot fall into the WC trap (U-bend) as it 
may be difficult to retrieve.

Check that a cistern type bleach block does 
not foul the operation of the filling and flushing 
mechanisms of your WC.

These types of toilet blocks may be corrosive. 
We will not be responsible for repairing any 
damage caused to the toilet fittings, fixtures or 
floor coverings as a result of using these 
products.

Please do not attempt to flush inappropriate items down the toilet as  
this may cause a blockage.

The drains
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Occasionally, on a new property, white powder 
deposits may appear on the brickwork. The 
deposits are known as efflorescence and are a 
consequence of the drying out process. They 
are natural salts contained in the materials 
that were used to make the bricks and build 
the wall. As the brickwork dries out, the salts 
appear on the surface of the wall.

Do not try to wash the deposits off the 
brickwork as this will only drive the salts back 
into the wall. Simply remove with a soft brush.

If you notice fine cracks in the mortar joints of 
the brickwork, they are due to materials 
shrinking at different rates. We are not 
responsible for repairing normal shrinkage 
cracks.

White powdery deposits on the brickwork are normal and will  
eventually disappear. Do not try to wash the deposits off as this will 

increase the deposits.

The brickwork



The Damp Proof Course  
(DPC)
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Do not pile any materials up against the walls 
of the house or garage. You may bridge the 
damp proof course and cause penetration of 
damp through the brickwork.

A small amount of dampness in a few courses 
of brickwork above the DPC is normal. This is 
usually caused by rain splashing up off 
pathways and this should not be of concern.

If your house has a suspended floor it may 
also have air vents. Do not block any air vents 
in the brickwork at DPC level. They are there to 
provide ventilation to suspended floors.

Please do not pile anything up against the brickwork or block up any of 
the air vents as this will prevent necessary ventilation, which may lead to 

mould or condensation problems.
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The gutters

Please ensure that anyone working on your 
roof, cleaning your windows or cleaning out 
your gutters does not damage them while 
carrying out their work.

For example, we will not be responsible for 
repairs or replacement of gutters when they 
have been damaged or misaligned by ladders 
being leaned against them in the course of 
work being carried out.

Please do not allow your window cleaner or aerial fitter to lean their 
ladder against your plastic gutters as it could damage your home.
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The roof

Roof tiles are brittle and are not designed to 
take a person’s weight. Please do not allow 
aerial fitters or window cleaners to damage 
your roof tiles.

The roof space
Roof space is ventilated and is designed to be 
draughty. Roofs are fitted with vent tiles and 
daylight can be seen through the tiles, but they 
are water tight.

To avoid heat loss from the rooms below, the 
ceilings are insulated to a high standard.
This means the temperature in the roof space 
can be very low and conversely in sunlight can 
be very high. Condensation can appear in the 
loft space. You may find the more the loft 
hatch is opened and closed, the more 
condensation may appear.

We do not recommend that you lay boards in 
the roof space or use the roof space for 
storage, this area is not designed as a load 
bearing area. Items stored in the roof space 
may be damaged by moisture or temperature 
change for which Chapter Homes is not 
responsible.

Your house has a very high standard of 
insulation and the roof space is ventilated.

Do not put anything in the roof space that could be damaged by cold and 
damp. It is best not to put anything at all in the roof space.
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Be careful about storing anything, particularly 
tools, in the garage that may be adversely 
affected by condensation, cold and damp.  

If we install sockets or switches in your garage, 
we fit only water resistant fittings and power 
breaker protected circuits, which are designed 
for use with power tools and gardening 
equipment.

Refrigerators, washing machines and other 
domestic appliances will trip the circuits and 
are not appropriate for use in garages. Also, 
check your appliance warranty.

To avoid twisting your garage door, use only the 
central handle to pull the door open. Lifting or 
closing the door by the corner may cause the 
mechanism to become misaligned or the door 
to be twisted.

Do not leave anything on the garage floor as 
rainwater can be driven under the bottom 
edge of an up-and-over garage door during 
periods of inclement weather.

The garage

If you have a garage, the door needs regular maintenance.  
Spray the runners with lubrication at regular periods.



The interior
of your home
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Bleeding radiators
Your radiators may occasionally require 
bleeding to remove any air that is present in the 
top of the radiator. You can tell when this has 
happened; if the heating system is running at 
normal temperature, the radiators will not be 
as warm at the top as they are at the bottom.

The air should be released when the heating 
system is not running using a special ‘bleed 
valve key’ so that your radiators warm up 
evenly.  

● If the pressure drops below 1.2 bar, please 
 contact us.

Adjustment of heating
Your central heating programmer automatically 
adjusts the time to accommodate the start and 
end of British Summer Time (BST). Please refer 
to the quick guide on how to use and adjust 
your programmer.

If you move into your home during wintertime, 
try to avoid having the heating on too high.  
A constant even temperature will minimise 
shrinkage.

Heating and hot water systems
In most homes, programmers and boilers can 
be found in the kitchen, hall or utility room. 
They may also be found in the integral garage. 
Your particular type will have been explained to 
you at your home demonstration. You have 
been provided with a boiler and a programmer 
instruction manual upon completion.

Boilers
If you have a combination boiler, you will not 
normally have a cylinder tank. Hot water is 
drawn directly from the cold water feed and 
heated on demand. To ensure hot water is 
available during the summer, switch the 
controls to hot water. In the winter months, 
this switch will need to be positioned for both 
hot water and heating. If the boiler is situated in 
your garage, the system will be protected from 
freezing via a frost stat.

Other sealed heating systems
The process explained overleaf will also apply  
if you have an unvented boiler system with 
cylinders. The tap is located within your 
cylinder cupboard.

The heating system
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If your home is fitted with a cylinder, there will 
also be an electric water heater as a back up to 
your main heating supply for your convenience.

The water heater is operated by a switch which 
is generally positioned in the cylinder cupboard. 
The switch may have a neon light which will be 
illuminated when the water heater is operated. 
This will have been explained to you at your 
home demonstration.

In order to maintain your boilers warranty, you 
will need to arrange for your boiler to be 
serviced on a yearly basis.

Water heaters

Remember your heater is run by electricity. Do not leave your water 
heater switched on constantly, turn it off when you are not using it. 
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Taps
Some or all of the taps in your home will be 
lever action operated and if these taps start to 
drip it may be necessary to have the ceramic 
disc mechanism cleaned or replaced.

If you wait until the taps feel as if they are down 
to the metal, you may have damaged the 
seating within the tap body, which could cause 
you to require a replacement tap.

Occasionally, there may be a hammering 
sound, or a loud whining noise heard when 
either hot or cold water is running. There may 
be a banging noise that occurs when the taps 
are turned on or off. These noises are quite 
common and can be caused when the water 
pressure is too high.

Regulate the water pressure by simply turning 
the stop tap down a little, clockwise, until the 
noise no longer occurs. You will have been 
advised of the location of the stop tap during 
your home demonstration.

Toilets
W.C.s no longer require external overflow pipes 
which terminate to the outside of the building. 
This has been superseded by an internal 
overflow which allows excessive water to 
discharge directly into the W.C. bowl. 

Should a problem occur with the toilet flush 
continually running, please immediately turn 
off the water at the stopcock and report the 
issue to us. Please note, we will not accept 
claims for excessive water bills.

External taps
If you have an external tap it is advisable that 
during the winter months you isolate plumbing 
from under the kitchen unit and open up the 
external tap to prevent the pipes from freezing. 
This was shown to you during your home 
demonstration.

The plumbing system

To reduce the noise of your water system, try adjusting the cold water 
pressure by turning the stop tap in a clockwise direction.
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If you are fixing pictures, shelving etc. to walls, 
please be aware that your plumbing system, 
except your gas supply, is constructed mainly 
with plastic pipes and fittings. Attempting to 
drill, nail or screw into the walls may penetrate 
a concealed pipe within the walls.

Copper or plastic pipes
Please use a pipe detector before attempting to 
drill, nail or screw into the walls. A water, 
heating or gas pipe made of copper may be 
concealed within the walls.

The house building industry has recently 
started using plastic piping within the heating 
and water supply systems. Please ask your 
Customer Service team if your new home has 
had plastic pipes installed as sometimes both 
copper and plastic are used.

The areas where the pipes run are called the 
drop zones. The drop zones are usually 150mm 
in each direction from internal corners of each 
room and directly above ground floor radiators. 
On upper floors, the pipes run upwards from 
the floor to the radiators. Please note that this 
is for guidance only.

We recommend you do not attempt to fix 
anything to the walls in these zones by drilling 
or using screws and/or nails. By doing this, you 
may damage a water pipe, requiring an 
expensive repair.

Heating and  
water pipes

Please note that pipe and cable detectors do not identify the  position of 
plastic water pipes.



What to do if you have a water leak:
If a water leak is causing a flood and looks as if 
it is going to immediately damage the fabric of 
the property or the contents, treat it as an 
emergency.

●   Try to identify whether the leak is from the 
heating system, the domestic hot water 
system or from the cold water system.

●    Turn off the relevant valve or stop tap, or if  
 you are not sure, turn off the main stop tap  
 under the kitchen sink.

●    If within the 24 months warranty period 
contact the repairs team by telephone 
immediately and they will advise you if the 
leak requires immediate attention.

If the leak is containable and does not 
constitute an emergency, notify us of the 
problem in the normal manner for reporting 
repairs.

Make sure you know where the main stop tap is 
located.

Isolator valves for mains water can be found 
under the kitchen sink. The water meter is 
normally located at the front of the property on 
your driveway, garden or footpath.

Water leaks

If a radiator is leaking at a joint, you should put a suitable container 
underneath the leak and contact us as soon as possible. Do not attempt 

to tighten the joint.
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What to do if you suspect a leak:
●   Extinguish all flames and cigarettes
●   Do not use electrical switches or mobile 

phones whilst in the building
●   Turn off supply at the gas meter located 

outside your property
●   Open doors and windows where possible
●   Go outside
●   Call Transco immediately
●   Do not tamper with gas installations or 

attempt to fix it yourself

If you smell gas, then you either have a leak or 
you can smell small quantities of combustion 
fumes. These are normally outside but can be 
blown back into the house from the boiler flue 
on windy days.
If you call Transco, they will give you safety 
instructions similar to the above. An engineer 
will visit and they are obliged by law to 
disconnect your appliance and will not do 
anything else.

Gas leaks
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Report the gas leak to Transco on Freephone 0800 111 999.
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Do’s and don’ts
● Do not carry out any DIY electrical work and 
 always employ an approved electrical 
 contractor.
● Never use a portable electrical appliance in 
 the bathroom. Personal appliances that plug 
 into a purpose made shaver socket are the 
 exception.
●    Unplug any appliance before working on it 

and check fuses and wiring meet the 
manufacturer’s specification.

●    Do not remove any of the metal earth   
 clamps that are connected to pipes near   
 sinks, bathroom fittings or radiators. Take 
 care when decorating, particularly when 
 stripping or hanging wallpaper. Isolate 
 sockets and switches if necessary.

●    Remember to switch off electricity at the 
 mains if any work is being done on an   
 electric circuit.

● Always use the correct rating of fuse and 
 follow manufacturer’s guidelines when wiring 
 appliances.
●    Never use an appliance you believe to be 

 faulty.
●    If you plug an electric tool for use in your  

 garden into one of the socket outlets in your 
 home, always use a power breaker device 
 between the tools plug and the socket.  

 The socket outlet, where fitted in your 
 garage, has a power breaker (RCD). There is 
 no need to use an additional one.

●    Be aware of cable runs within your property 
 to avoid nailing through them. If necessary, 
 use a cable detector to locate them.

●    Always clean and test smoke and heat 
 detectors on a regular basis.

●   Keep a torch near the consumer unit in case 
 of emergencies.
●    Always remember electricity can kill

Checking the electrical system
To check if a faulty appliance is causing the 
electricity to trip, you should go through the 
following process of elimination to locate the 
appliance:
●    Turn off all appliances.
●    Ensure you have reset the master switch   

 correctly. It requires moving fully into the   
 reset position before releasing it to return to  
 its normal ‘ON’ position.

●    One by one, switch all the appliances back  
 on until the circuit breaker trips again. This 
 should identify the problem appliance. Have 
 it checked by a qualified person.

●    Always use an approved electrical contractor.

The electrical system

If there is a complete electrical failure, please check if this is not a 
power cut in your area. 

Check all your appliances by process of 
elimination to detect the fault
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Light bulbs
After you have been in your new home for a 
while, you may find that a number of bulbs fail 
around the same time. This is because they 
were all fitted at similar times so will be 
reaching the end of their service life together.
The failure of a bulb may cause a circuit breaker 
to trip, which is normal. 

Energy saving bulbs can be quite expensive 
initially but are good value. They will save you 
money in the long run and are also 
environmentally friendly.

Security bulbs are very delicate. Please leave in 
bubble wrap until installed as a finger print on 
the crystal can cause the bulb to blow.

Smoke alarms and heat detectors
You will find that detectors are fitted in your 
kitchen and other areas within your home. We 
have installed heat detection in your living room 
and kitchen and smoke detection in all other 
areas.

Your alarms are hard wired, which means that 
they are connected to your distribution board 
and do not rely on batteries to work. However,  
if your electric should cut off, there is a battery 
backup so your smoke alarms will continue  
to work.

It is recommended that your smoke and heat 
detectors are vacuum cleaned every week to 
ensure that they are dust free. This will help 
ensure your protection from fire and smoke.
It is also recommended that you test your 
alarms every week by using the test button on 
the individual detectors.

Extractor fans
The fans installed in your home will help to 
reduce condensation and remove steam from 
your kitchen, cloakroom and bathroom. It is 
recommended that you ensure that your fans 
are working while you are cooking or bathing to 
minimise the growth of mould and 
condensation.

Your extractor fans will work automatically 
when moisture is detected in the air. There is 
also a manual override, which is a pull cord or 
switch, however, it is advisable to allow the 
automatic sensor to work. Please note that 
some extractor fans are designed to trickle 
constantly and boost when necessary.

Earth cables and clamps
You will find green and yellow earth cables 
clamped to your gas and heating pipes. These 
are clamped to your pipes with a metal label 
with the words ‘Safety electrical connection do 
not remove’. These cables reduce the risk of 
electric shock, therefore it is important that 
the cables and clamps are never removed.

Additional alterations and repairs to 
electrical installations
As of 1 January 2005, the design installation 
and testing of electrical installations is 
controlled under the Building Regulations  
Part P.

This means that other than small jobs, all work 
to the electrical installation in your home will 
need to be notified to your local authority with a 
building regulation application or carried out by 
a competent person who is registered with Part 
P Self Certification Scheme.

The electrical system (cont)

The electrical circuits in your home are protected by a circuit breaker. 
If a light bulb goes out, it may trip the circuit breaker. This is normal.
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It is your responsibility to arrange for the 
connection of your landline with a service 
provider. When this service has been 
connected, please contact Chapter Homes and 
they will arrange with us for the extension 
points to be connected.

Please note that the telephone extensions 
cannot be connected until the main service has 
been turned on.

We do not supply or guarantee any broadband 
services.

The telephone system
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Plasterboards are fixed to the concrete block 
inner skin of the cavity wall using a special 
adhesive. The plasterboard is then given a 
plaster skim finish or taped finish.

The gap between the plasterboard and the 
concrete blocks creates a small secondary 
cavity, and because of this, if you are making a 
fixing, you will require a long enough screw to 
achieve the correct depth of fixing into the 
blockwork.

There are also cable and pipe runs behind the 
plasterboard. Use a proprietary electronic 
detector to locate them before you attempt to 
drill any holes. If your house has plastic water 
and heating pipes, avoid drop zones

External walls

Check positions of pipes and cable runs before you drill or fix into walls.
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Your internal partition walls are constructed 
from a steel or timber framework clad with 
plasterboard on both sides and finished with a 
plaster skim.

For fixing to these types of walls a proprietary 
type of plasterboard fixing for hollow walls is 
recommended.

Please consult your local DIY supplier for 
recommendations on the correct type of fixing 
to use for the weight and size of the item you 
will be fastening to the wall.

Internal partition walls

Check positions of pipes and cable runs before you drill or fix into walls.
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Shrinkage occurs in every new house. It is 
natural and cannot be entirely avoided, but 
efforts can be made by the householder to 
minimise the shrinkage that will occur once  
you move into your new home.

The shrinkage may manifest itself as cracks in 
plaster, usually at the tops and internal corners 
of walls or joints between boards. The cracks 
may also appear where materials of different 
types meet, for example, the timber of the 
staircase and the plastered wall above it.

The majority of normal shrinkage cracks can  
be filled using a proprietary brand of fill.

To minimise shrinkage, try to maintain an even 
temperature which is not too high, to allow the 
structure to dry out gradually. Ventilate to allow 
the evaporated moisture to escape.

The paint finish we use is only intended as a 
cosmetic cover to the plaster. We recommend 
redecoration within 2 years of occupation.  
Any minor imperfections in the paint finish will 
improve with subsequent redecoration.

We are not responsible for repairing minor 
shrinkage cracks in the mortar or render of the 
external brickworks which is caused by thermal 
movement and is not a defect.

Shrinkage

Most normal shrinkage cracks can be filled when you decorate.  
However, if you are concerned about any unusually large cracks in your 

home, please contact the repairs team.
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Timber floors and staircases naturally shrink as 
they dry. As this drying occurs, it may result in 
squeaking components as they move against 
each other. 

This is natural and to be expected and cannot 
be totally eliminated.

The effects of normal drying shrinkage on 
screeded floors may cause minor cracking.

Floors

Most normal shrinkage cracks can be filled when you decorate.  
However, if you are concerned about any unusually large cracks in your 

home, please contact the repairs team.
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Condensation is caused when moisture laden 
air meets a surface at a lower temperature.  
The moisture in the air turns back into droplets 
of water on that surface.

Other than shrinkage, condensation is the most 
commonly occurring effect of drying out in a 
new home.

It does not matter if the surface is horizontal  
or vertical, it can even be beneath a floor or 
wall covering or inside a wardrobe or cupboard.

Condensation occurs in new houses as a part 
of the normal drying out process. Your house 
can take a period of years to dry out 
completely.

To allow this water vapour to escape 
harmlessly, you should heat and ventilate your 
new home gently and consistently. Avoid peaks 
and troughs of temperature and leave windows 
and doors open each day as much as you can. 
Leave the trickle vents at the heads of the 
windows and patio door frames open to allow 
some air to circulate.

Leave doors to under stairs cupboards open to 
allow free circulation of air during the drying 
out period.

Damp patches at the sides of windows and 
patio doors are usually caused by 
condensation.

Condensation can build up on cold water feed 
pipes, including the cold feed pipe to the WC 
and can be mistaken for a leak.
In areas where you will be producing water 
vapour such as bathrooms and kitchens, try to 
remember to close doors while the water 
vapour producing activity is occurring e.g. 
cooking, washing, running baths and showers.
Ventilate these rooms as effectively as you can 
to avoid the vapour drifting into other areas of 
the house. Keep windows closed when using 
extractor fans.

Avoid drying laundry or towels in the house, 
particularly on radiators. The difference in 
weight between the wet and dry washing 
represents the weight of water you will send 
into the atmosphere of the house.

Condensation

Remember to close the doors and open the windows of rooms when 
water vapour is being produced to prevent vapour drifting to other areas 

of the house.
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Avoid opening the loft hatch.

The best way to prevent condensation is to heat 
your home gently and ventilate at the same 
time.

Keep heating on at all times during cold 
weather, keep heating on low if the house is 
unoccupied during the day.

Intermittent heating will cause the 
condensation to be deposited as the air and the 
building’s surfaces cool down. Ventilation is 
required to get rid of that moisture, particularly 
in bedrooms, bathrooms and kitchens.

If you have a tumble drier, unless it is a 
condensing type, remember to vent it properly 
to open air.

If condensation has occurred:
●   Mop up as much as possible.
●   Heat the room to a constant, moderate 

temperature.
●   Open the window a little.
●   Keep the door shut

Condensation (cont)

Remember that gentle constant heat and frequent ventilation will help 
your new home dry out with fewer effects of condensation.
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Mould spores are constantly in the air around 
us and they require cool, damp, unventilated 
conditions to germinate and grow into black 
mould.

If you have mould, it may be that your home 
needs more ventilation and continuous heating. 
Mould is often found under sinks, and behind 
wardrobes in little used bedrooms. You can 
prevent mould by raising the temperature, 
regular ventilation or a combination of the two.

If mould occurs, you can buy very effective 
spray cleaners from major DIY stores. 

Please ensure you follow the health and safety 
recommendations on the packaging.

Mould growth

Condensation manifests itself in black spores and is found in cold spots 
and corners of rooms and windows. Rising damp will lift wallpaper and 

flake paint, but you will not generally be affected by both.
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Mould spores are constantly in the air around 
us and they require cool, damp, unventilated 
conditions to germinate and grow into black 
mould.

If you have mould, it may be that your home 
needs more ventilation and continuous heating. 
Mould is often found under sinks, and behind 
wardrobes in little used bedrooms. You can 
prevent mould by raising the temperature, 
regular ventilation or a combination of the two.

If mould occurs, you can buy very effective 
spray cleaners from major DIY stores. 

Please ensure you follow the health and safety 
recommendations on the packaging.

Routine maintenance

Make sure that you use a non-abrasive cleaner on the bath, WC,  
hand basin and kitchen surfaces to avoid scratches.



Complaints Procedure
Customer care is our top priority.

If, however, you need to register a complaint, 
please call Chapter Homes on 0330 002 0775 
or email hello@chapterhomes.co.uk


