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Hi, I’m the chief executive officer (CEO) at Havebury, and I want to give you a warm welcome to
your brand new home. 

Our vision is ‘to be the trusted provider of good quality homes and services’, and we hope
you’ll be very happy in your new home. 

Our team are always on hand to help if you need it, so please don’t hesitate to get in touch with
us if you need us. You’ll find the relevant contact details for each team below.  

For more information about our services, please visit our website - www.havebury.com, 

Andrew Smith 

A message from our CEO,
Andrew Smith 

Repairs team 
Options 2 and 0 - Liberty Group 
Options 2 and 1 - emergency repairs 
Options 2 and 2 - new repairs 
Options 2 and 3 - existing repairs 
Options 2 and 4 - damp and mould 
Options 2 and 5 - fire safety 
repairs@havebury.com 

Neighbourhood and Estates team 
Options 2 and 1 or extension 7333
myarea@havebury.com 

Income team 
Options 3, 2 and 1 or extension 7843
myaccount@havebury.com 

Financial Inclusion team 
Options 3, 4 and 1 or extension 7305 
myadvice@havebury.com 

Heating Services team 
Options 2, 5 and 1 or extension 7318
heating@havebury.com 

Supported team 
Options 3, 4 and 2 or extension 7307
independentliving@havebury.com 

If you have an emergency at any time, 
please call 0300 3300 900

Call us on 0300 3300 900
We’ve added the options and extension numbers of all our teams below, plus their email
address. We are open: Monday - Thursday 8.30 am - 5 pm and Friday - 8.30 am - 4 pm
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Useful information 

Keeping warm 

Instructions for your heating system have been left in your kitchen. Your heating is currently set to
be the most effective for your home, but you will be able to programme your thermostat to your own
requirements. 

If you cannot locate your instructions, please contact us, and we will provide another copy or send
you a link to an online manual. 

Bleeding radiators 

If your radiator feels cool at the top, this usually means there is an air lock in the system. This
reduces heating efficiency and, if the air is not removed, it can also lead to rusting inside the radiator. 

To release the air:

Turn off the heating
Attach the radiator key to the bleed valve and turn anticlockwise
Open the valve with care – it can come out completely. 
Carefully open it enough to hear the hiss of air escaping.
Hold a cloth under the bleed valve to catch the water when the last of the air is released
When water comes out, close the bleed valve. You can buy radiator keys from most DIY shops. 

Repressuring your gas boiler 

If you’re having problems with your boiler, like no heating or hot water, loss of water pressure might
be to blame. To find out for sure, check the water pressure gauge on the front on your boiler. This
will be either a hydraulic dial or a digital reading.

Ideally, the gauge should read between 1 and 1.5. If it reads less than 1 bar, your boiler pressure is
too low and needs repressurising. This means allowing more water to enter the system, and most
modern combi-boilers rely on a filling loop to do this.
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While the vast majority of boilers and filling loops follow the same process, always check the
manufacturer’s booklet for your boiler before starting.

Switch off the boiler and allow it to cool down.
Find the filling loop. This is a flexible, silver pipe with a valve at either end. Double-check that it’s
securely attached to the boiler’s pipes.
Open up both valves so that they’re in line with the pipe to allow cold mains water into the
system. You should be able to hear it.
Wait for the water pressure to reach between 1 and 1.5 on the pressure gauge.
Once it has, shut off both valves one after the other.
Switch the boiler back on and, if needed, press the reset button.

Please note: If you are struggling to work your heating system, please speak to us. If you simply
report it as not working and the developer attends, believing there is a fault, a recharge may be
made for an unnecessary call out. Please ensure you have checked for any error codes, bled the
radiators and topped up the pressure following the above steps before reporting this as a defect or
repair. 

Air Source Heat Pump (ASHP)

An ASHP is similar to a boiler and ensures you have heating and hot water. Instead of burning fossil
fuels, ASHPs use a small amount of electricity to collect a large volume of low-grade heat from the
air, transforming it into high-grade heat for your home.

This heats water, which is stored in the hot water cylinder. The temperature of the radiators is
controlled by thermostats located on each floor and by thermostatic valves on each radiator. The
most efficient way to run ASHP heating systems and to use the least electricity is to decide on a
comfortable temperature and set the thermostats to this level and to leave them at this temperature
throughout the day and night. This is as opposed to turning temperatures up in the evening and
down during the day. 

Please note: The heat output of the radiators, unlike oil or gas heating systems, operates at a lower
temperature and won’t necessarily feel hot to the touch. To ensure the ASHP continues to work
correctly, you should not turn the main unit off.

5



Finding your wheelie bins 

Some councils may have already delivered your wheelie bins, and the developer will have left them in
your garden or shed. Some will only deliver them once you contact them to set up your council tax
account. If you do not have a bin and believe it should have already been delivered, please let us
know. 

Registering with your utility suppliers

Please make sure you register for all your utilities (including gas, electricity, water and council tax)
when you first move in. If you are unsure of who your provider is for these, please get in touch with
us. 

You will need to take meter readings when you first move in and supply these readings to the utility
suppliers when you register for an account. You will have been left a meter key to access your meter
to take these readings. If you can’t locate your meters or your keys, let us know. 

Setting up your TV

Aerial connections have been installed for you. To watch TV, you’ll need to attach an aerial. 

If you would like to have Sky installed, you’ll need to contact Sky directly to arrange this. You’ll also
need our permission to fit a satellite dish, you can request this by visiting www.havebury.com and
typing ‘permissions’ into the search bar. 

Getting online

Your home already has internet connections in place. We recommend using price comparison
websites to find out which suppliers provide internet to your address. It may be that your current
provider will not supply your new home.
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Plumbing in your washing machine

Your kitchen has been supplied with the connections for you to plumb in your washing machine. You
will need to arrange for a plumber to attend to connect this for you and to ensure it is done correctly.
If your home has space for a dishwasher, then you will also be responsible for arranging for this to
be plumbed in. Developers will try to leave a space at the top of a cupboard to feed pipework
through; however, in some instances, your plumber may need to pass the pipes through the
cupboard wall.

Connecting your oven

Your kitchen has been supplied with the fittings for you to connect your oven. All homes will have an
electrical supply for the oven, but if your home is heated by gas, you will also have a gas connection
in your kitchen. This gas supply will have been left capped off, and you will need to arrange for a Gas
Safe engineer to attend to safely install your gas oven if this is your preference.
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The importance of home contents insurance

Insuring your home contents gives you peace of mind should the worst happen.

Please note that we do not cover your contents as part of your tenancy or tenancy agreement.

It’s a good idea to consider what a home contents insurance policy would cover, to help you make an
informed decision about whether you need one.

Contents insurance is designed to help protect your possessions. No matter how careful you are,
there’s always a risk that your belongings could be broken, damaged, or stolen. Home contents
insurance can offer reassurance by providing financial support if something unexpected happens.

My Home Contents Insurance Scheme

We have teamed up with Thistle Tenant Risks, who provide specialist contents insurance for
residents. The My Home Contents Insurance scheme is designed for people living in social and
affordable housing, and eligible residents can apply directly.

This scheme can cover the contents of your home, including furniture, carpets, curtains, clothes,
bedding, electrical items, jewellery, pictures, and ornaments.

Scan the QR code to find out more:

Of course, you don’t have to use Thistle Tenant Risks for your home contents insurance. You can also
explore other options by visiting price comparison websites. The most important thing is to take the
time to ensure you have something in place, just in case the worst happens.
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Your home has been built outdoors, in all types of weather and by a number of different
tradespeople. Whilst we would like to guarantee that there will be no problems with your new
home, sometimes minor issues will become apparent once you move in.

What is a snag?

Snags are minor cosmetic issues or imperfections which don’t affect the functionality and safety of
the home. For example, paint marks, scuffs and scratches. Your home would have been inspected by
us before we took handover from the developer, and any issues we identified at that point must be
fixed by them. After this stage, the developer will only attend to genuine defects (significant issues)
and not snags.

What is a defect?

A defect is a more significant issue which affects the functionality of your home. This could be due to
the materials, design or workmanship of the developer. A defect is not accidental damage, a general
repair or to do with the way the property has been maintained.

Please note: Some items in your home have been gifted to you (for example toilet roll holders, coat
hooks, sheds). Please refer to your tenancy agreement for a full list. These items will be your
responsibility to maintain, and the developer is not liable to attend to any issues related to them. 

The Defects 
Liability Period 

Defects may include: 

Leaking roofs
Leaks from pipes and plumbing installed
at the time of build
Doors not closing or locking properly (not
caused by carpet installation)
Major cracks in walls/ceilings (that are
wider than the width of a £1 coin)

Issues not classed as defects:

General wear and tear or issues caused by
accidental damage
Garden maintenance
Minor decorative issues – scratches to
glass, hairline cracks thinner than a £1
coin (these are considered common as
part of the ‘shrinkage’ with new build
homes)

Your home comes with a Defect Liability Period with the developer who constructed it. During this
time the developer is obliged to attend to any genuine defects reported by us or yourselves. 

This liability period begins on the date the property handed over from the developer to us, not
the date your tenancy started. 

The Defects Liability Period 
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What happens at the end of your home’s Defect Liability Period

Near the end of the defects liability period, we will contact you to arrange a date for an ‘End of
Defect Inspection’. Members of our team and the developer will visit your home to ensure all
outstanding defects have been fixed. If you aren’t available for us to visit, alternative arrangements
can be made.

Any outstanding defects will be listed, and the developer will have to make arrangements with you to
attend to fix them. Please note that only items included on this list will be fixed; no additional defects
can be added to the list after the appointment. We’ll then keep in touch with you to ensure all works
have been satisfactorily completed. For further information on our ongoing repair responsibilities as
your landlord after this defect period, please visit our website.  

Making the most of your Defect Liability Period

Please make sure you report any defect repairs directly to us and not to the developer. Please
include as much information as you can, and if able to, please provide supporting photos or videos
so we can see the issue. The contact details for our Repairs team are below: 

Phone: 0300 3300 900 Extn 7800
Email: repairs@havebury.com
Online: via our resident app, myHavebury 

If you have an emergency repair, please call 0300 3300 900, ext 7800, to avoid any delays in this
being reported to the developer. 

We will log your reported defect repair on our system and pass it to the developer for you. We will
also check in with the developer regularly to ensure an appointment gets booked to fix this for you. 

If you log a repair that is not considered a genuine defect, we’ll get in touch with you and let you
know. This will then be cancelled on our system, and we’ll let the developer know they don’t need to
attend.

You must allow the developer access to your home to fix any genuine defect repairs. If you
continually cancel appointments or don’t allow them access, we’ll cancel the appointment on our
system. 

Building warranties 

Our new homes benefit from an extended building warranty, typically for ten years from the date of
build. This warranty may be supplied by different insurers, including NHBC (National House Building
Council), LABC (Local Authority Building Control) and Premier Guarantee. 

These insurers provide similar cover although their warranty provisions will differ slightly. If you have
an issue that has not been rectified via the defect process and needs to be referred to the building
warranty provider, please speak to us first so that we can assist with logging a claim.
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Looking after your home

Drying out and shrinkage

New-build homes hold a lot of moisture when they’re first built due to the amount of painting and
plastering they go through. The drying out time varies and is typically between 9-12 months. We
recommend allowing at least 12 months before you start decorating. 

While this moisture will dry out naturally over time, you can help the process by having the heating
on a low level and making use of extractor fans, trickle vents and windows to keep it ventilated. 

After your home dries out, you are responsible for fixing any minor cracks and ‘nail pops’. You’ll find
suitable products, plus advice, at most DIY shops. 

Please note: If you experience any cracks wider than a £1 coin, please let us know. We will need a
photograph of the crack to confirm its size, and if we agree it’s a defect, we will ask the developer to
fix this. 

Windows and glass

There may be some imperfections or marks that affect the appearance of glass surfaces in your
home. If they are superficial, they may be buffed out using specialist glass polishing compounds.
We’ll make a note of any deep scratches during our handover and ask the developer to fix them.

If you move in and notice scratches on glass in your home, the developer will only be liable to attend
if it was noted when the property was handed over to us. It will also have to be visible in natural
daylight from a distance of two meters to be classed as a defect. This follows standard NHBC
guidance for glass.

Your kitchen

If you receive any kitchen appliances with your home, these items are gifted to you and any
registration and warranty information for them would have been left in your kitchen. 
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If your appliances break, you should contact the manufacturer directly as per your warranty. They
will advise on any next steps and may arrange a home visit if necessary. 

Please note: Issues with your appliances are not defects for the developer.

Your bathroom

Blockages in the baths and sinks are often caused by soap residue and hair. Please make sure you
regularly clean your sink and bath plug holes using domestic cleaning products. 

Many new toilets are designed to meet environmental standards to help reduce water wastage. In
many cases, this means the strength of the flush is also reduced.

Please do not flush the following items down the toilet and ensure they are disposed of
appropriately:

Nappies 
Cleaning/baby wipes 
Sanitary products 
Cooking oil 
Bulky items

Please note: If these items are found to be the cause of a blockage, you may be charged for putting
this right.

Servicing your heating system

To ensure it remains working as it should, we’ll arrange for your heating system to be serviced every
12 months by our contracted heating engineers. Please work with us to make sure this appointment
goes ahead so you’re heating system remains safe. 

The installation date of your heating system can be found in your commissioning booklets and may
also be displayed on a sticker on the unit itself. The heating system will need to be serviced within
one year of this date.

Your loft 

Lofts are typically prone to condensation, and good ventilation is really important to prevent mould.
As detailed in your tenancy agreement, you are not permitted to use your loft for storage because
placing bulky or heavy items here can affect the benefits of ventilation.

Internal doors and fire doors

All doors and locks need to be regularly maintained. If they become stiff to open and close, you can
use WD-40 to help clean and lightly oil the working parts. This is not classed as a defect, and it’s your
responsibility to maintain these. 
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If you decorate your new home with carpets or flooring, you may need to arrange for the bottom
of your doors to be trimmed to stop them catching. Again, this is your responsibility, not the
developers. 

Please note: No alterations should be made to fire doors; this includes fitting hooks or trimming
the bottom to suit your flooring. Fire doors will be heavier than standard internal doors, and for
your safety, they should also never be left propped open.

Damp, mould and condensation 

Condensation occurs when warm air collides with cold surfaces or when there's too much
humidity in the home. This can then cause patches of black mould.

Kitchen and bathroom extractor fans ventilate steam from cooking or bathing, either outside or
through a filter. If the steam isn't extracted, it will build up as condensation. This creates the
perfect environment for mould. Please ensure your extractor fans remain turned on at all times.
They are very efficient and cheap to run, typically costing less than £3 a year.

How can you try and avoid condensation in your home?

Leave a small gap between your walls and furniture. This allows air to
circulate and move, which can stop mould from developing.
Put lids on your cooking pans. This will reduce the amount of moisture
in the air.
Where possible, avoid drying clothes indoors. If this isn’t an option,
close the door and leave a window open, even just a little, to provide
ventilation.
Keep the bathroom and kitchen ventilated and ensure your extractor
fans are fully working and turned on. If there’s no extractor fan, open
windows and shut the door to prevent moisture from entering other
rooms. 
Try and keep your home at a constant temperature.
Clear condensation from windows, using an old towel or similar.
Open windows every day, to maintain a healthy airflow.
Report leaks immediately. If mould suddenly starts growing in a part of
a room, it hasn’t before, give us a call. For example, there may be a slow
leak or another repair we need to fix.

What to do if you are struggling with damp and mould in your home? 

If you’ve noticed damp or mould in your new-build home, 
please let us know as soon as possible. 

You can do this by scanning this QR code.
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When reporting the issue, we’ll ask you to confirm the following:

Which room(s) is the mould in?
When did you first notice it?
How do you ventilate your home?
How do you dry your washing?
Do you routinely use your extractor fans?
Have you cleaned the surfaces where the mould has appeared?

It’s also really helpful if you can send us photos showing the mould and its location in your home.

Next steps

We’ll log your report and get back in touch two weeks later to see whether the situation has
improved or worsened.

If the mould has not improved after this initial two-week period, we’ll arrange for our aftercare
coordinator to visit your home at a convenient time to take a look at it. 

During the visit, we’ll inspect the affected areas and take photographs.

If the mould is found to be caused by the natural drying-out process of your home, we will
provide you with a dehumidifier to help speed this up.
If the mould appears to be caused by a defect in your home, we will ask the developer to
investigate and fix any issues.

Alterations 

As detailed in your tenancy agreement, you are not permitted to make any structural alterations to
your home. If you would like to make any non-structural changes, you’ll need to request permission
to do so. 

Please note: We recommend waiting until your home’s 12-month defect period has finished before
doing so.

To submit a permissions request, type ‘permissions’ into the search bar of our website. Alternatively,
you can scan this QR code and it will take you straight to the form. 

www.havebury.com 
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Staying safe 

Electrical safety

All electrical work should be carried out by a qualified electrician. If you're doing any DIY, please take
care as electrical wires can be hidden in walls and ceilings.

Please note: Damage to electrical wires is not considered a defect

Suspected gas leak

If you suspect a gas leak or smell gas:

Leave the house immediately.
Turn off the gas supply at the meter.
Call Cadent Gas immediately on 0800 111 999 (freephone).

Gas supplies must not be turned back on until a qualified engineer has confirmed it is safe to do so.
All gas escapes should be reported immediately, even if you’ve already isolated the leak.

Water leaks

If you experience a water leak:

Turn off the water at the mains stop tap, this is usually located under your kitchen sink.
For internal leaks, try to contain the water as much as possible and call us on 0300 3300 900.
For external leaks, contact your water provider directly.

Your smoke alarms 

Smoke alarms play an important role in saving lives, and all new homes come with them fitted as
standard. Most alarms are mains-powered with a battery backup. It’s best practice to test your
alarms once a week by pressing the test button.
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If you hear periodic beeping from a smoke alarm, this usually means the battery is running low and
needs replacing. You may also need to vacuum the alarm to remove any dust buildup and ensure it
continues to work properly.

Any equipment or alarms located in communal areas of flats are serviced and maintained by us and
must not be tampered with. If you notice any issues in a communal area, please report them to us as
soon as possible. 

Your fuse board 

A key safety feature in your home is the trip switch. These are fitted to most modern electrical
circuits and will instantly cut off your electricity supply if a fault develops. This helps protect you and
your household, as well as preventing damage to appliances such as your TV, kettle, or microwave.

The most common causes of a tripped switch are:

A blown light bulb
A faulty appliance
An overloaded circuit

If your sockets trip, start by unplugging all appliances connected to the affected circuit. Then,
reconnect them one at a time to identify the cause.

Once you’re confident the issue is resolved, you can switch the trip switch back on, and your
electricity should return to normal.

Electric car chargers 

If your home has an electric car charger wired into it, you can isolate it at the fuse board by switching
it off. This ensures no one can use the charger without your permission. The charger will be switched
off in this way when you move in.

If your home does not have an electric car charger and you would like to install one, please complete
a permissions form on our website before arranging installation with your chosen supplier. See page
13 for more details. 

Some flats may have access to communal car charging points, which can be used by following the
instructions displayed on the unit. If a charger is present but has not yet been commissioned for use,
and you would like to use it, please contact us to request activation.

Solar panels 

Some homes have the benefit of solar panels. If your home has them, the developer should have left
you more information about them. You don’t need to do anything; your solar panels will
automatically help power your home.

Please note: The energy generated will help reduce your electricity use, but will not cover your full
energy bills. Alongside this, the panels do not generate an income.
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Outside area 

Outdoor taps 

If you have an outdoor tap, it’s important to isolate or switch off the water supply before winter. This
helps prevent the tap from freezing, which could lead to bursts or serious leaks.

Please note: If you experience a leak during your home’s defect period and your tap was not
isolated during winter, the developer is not liable to attend to fix any damage. 

Gates and fences

Fencing is made from natural timber, so over time you may notice cracks, splits, knots, or twisting,
these are all natural characteristics of the material and are not considered defects.

Gates may require occasional adjustment due to the expanding and contracting nature of wood. If
your gate becomes difficult to latch, it likely needs adjusting, and this is considered part of routine
household maintenance which is your responsibility. 

Garden levels 

It’s normal to expect some variation in the levels of your garden. 

Please note: We inspect garden gradients several times during construction. If we’ve deemed the
slope to be too steep, appropriate measures, such as steps or handrails, will have been installed
before you moved in. 
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Drainage

When your home was built, the existing ground level would have been reduced as the topsoil was
removed to allow for the construction of the foundations. Once complete, the ground level of the
garden is raised using a combination of subsoil and topsoil. As the topsoil is sourced from
surrounding areas, you may find some stones within it.

It is normal for gardens to become wet during the winter months. We recommend avoiding walking
on the grass during these periods to prevent damage. If your garden becomes waterlogged following
heavy rain, please avoid walking on it until the water has fully drained. Spiking the grass at regular
intervals with a garden fork can help improve drainage.

Please note: If your garden becomes waterlogged and the water does not drain naturally, and this
occurs within 3 m of your home, please contact us.

Looking after your lawn

If your home has a new lawn, it will need extra care and attention to help it establish properly and
ensure you can enjoy your garden to the fullest.

During extremely hot weather, new turf must be watered daily. If turf is not watered regularly, it may
become discoloured or develop gaps between the rolls. This is not considered a defect if the turf has
not been properly cared for.

Please note: You are responsible for maintaining your garden. Issues with lawns or gardens are not
generally classed as defects.

Gutters 

Keeping your gutters clean and free from debris is a simple but effective way to prevent blockages
that could lead to damage to your home.

Watch out for wet patches on the walls below the guttering or pipes, as these may indicate that the
gutters need cleaning. Please report any issues with your gutters to our Repairs team. 
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Wildlife features 

Your home or garden may include one or more of the following features, designed to support the
local environment and provide habitats for wildlife and pollinators.

Hedgehog highways

Your fence may include a small hole designed specifically for hedgehogs. This allows them to move
freely between gardens in search of food. If possible, please keep this opening clear. No
maintenance is required.

Bee bricks and bug hotels

These features provide nesting places for solitary bees and other pollinating insects. While there is
no requirement to clean them, doing so once a year can improve their effectiveness. If you choose to
clean them, do so after the nesting season ends in October.

Bat boxes or tiles

These offer a safe roosting place for bats. Once bats have moved in, a bat box must not be opened,
moved, or disturbed unless by someone who holds the appropriate licence. This legal protection
applies year-round, even if bats only use the space part-time.

Bird boxes

Bird boxes provide nesting sites for birds, typically used in the spring and early summer. The Royal
Society for the Protection of Birds (RSPB)  recommends removing old nests in the autumn (from
September onwards) after birds have finished using the box. Use boiling water to kill any parasites,
and allow the box to dry thoroughly before replacing the lid. Do not use insecticides or flea powders.
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Your community 

We want your home and neighbourhood to remain a safe and enjoyable place to live. If you have any
concerns about anti-social behaviour, please don’t hesitate to contact our Neighbourhood and
Estates team.

We may maintain some of the green areas around your home, while others may be looked after by a
management company or your local council. If you notice an area of land that appears untidy and
you're unsure who is responsible, just get in touch with us,  we’re happy to help.

You can contact us by emailing myarea@havebury.com or calling 0300 3300 900 (Ext. 7333).

You can also use myHavebury to report the following:

Abandoned vehicles
Fly-tipping
Grounds maintenance issues

Manage your tenancy 24/7 via our resident
app, myHavebury. You can: 

Report repairs
Make payments or check your rent balance 
Report neighbourhood issues 
Manage your garage tenancy 

Scan the QR code to create your account or
visit my.havebury.com 
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Havebury House, Western Way,
Bury St Edmunds, Suffolk, IP33 3SP 

0300 3300 900

www.havebury.com 

If you would like this publication in another language or large font, please email
communications@havebury.com  

https://www.havebury.com/
https://www.havebury.com/

