With house prices still on the downturn, ensuring
the buyers you do attract are kept happy is more
crucial than ever. Roger Hunt rounds up the best
of the market's snagging solutions.
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TOP Octagon’s show house at Burwood Park, Walton
on Thames, Surrey MIDDLE Plastic Surgeon carries out
last minute invisible repairs on everything from a
chipped bath to a damaged worktop ABOVE After
.Build’s service includes taking the occupant’s initial call;
diagnosing the problem and instructing either the
original sub-contractor or an After Build operative to
attend the property and resolve the issue

resources are limited, but there are
companies that will take on the
responsibility on behalt of the housebuilder.
After Build has been established to manage
the developer’s warranty defect obligations
during the liability period in years one to
two, operating with developers and HAs tv
provide a total solution for which the house-
builder pays a one-off fixed-price pet plot.
“First and foremost, we are a customer
care business,” explains Mike Probert, After
Build's joint managing director. “However,
we act as the insuring body — we take the
information on board so we don't take the
side of the consumer or the developer, we

just look as what needs to be done.”

The company’s service includes taking the
occupant’s initial call, diagnosing the
problem and, where necessary, instructing

either the original sub-contractor or an After

Build operative to attend the property and
resolve the issue. Optional 24/7 emergency
response cover is also available.

“The important thing is that customers
want to have a contact point that enables
them to have a dialogue and understand
what they need to do,” says Probert.

After Build now has responsibility for
properties in Scotland, the north, Midlands,
Home Counties, London and the south-east
which generate 14,000 calls every year from
homeowners with problems.

The company systemises everything, which
means it knows every homeowner before
they call. Maintaining detailed records of
every call and each piece of work over years
one and two, coupled with detailed
reporting, means the developer receives a
weekly account of all activity but has no
need to be involved on a daily basis,

A similar service is offered by Property
Consortium UK (PCUK). It is
predominantly a nationwide network of
approved contractors working on behalf of
insurers and has a call centre which is open
24/7. Operating for a number of large UK
housebuilders, the company provides an
emergency and non-emergency call handling
facility for new homeowners for the first two
years from completion of the build.

Homeowners who have snagging or other
related problems can call PCUK and, in
cases where it is not an emergency, a note is
made of the message, and this is forwarded
to the developcr to act upon. If the call is

relating to an emergency, PCUK will initially
try to resolve the issue over the phone.
Where the situation requires immediate
attendance, the company will first try to
contact the tradesmen that installed the
defective item. Alternatively, it will instruct
one of its own contractors to attend.

For housebuilders who are trying to work
through a snagging list of accidental
damage, there is help. Founded in 1985,
Plastic Surgeon now claims to be the UK's
largest and only national provider of
cosmetic repairs indoors and out.

Plastic Surgeon’s team of over 160 finishers
are trained to carry out last minute invisible
repairs on everything from a chipped bath to
a damaged worktop, be the substrate plastic,
wood, glass, metal or stone. The company
claims it is far more cost effective and
environmentally friendly to repair than
replace, and that it also saves delays.

While all this is good news for
housebuilders and homebuyers, it is worth
heeding the finding of the OFT's study.
Overall, it believes the picture to be that
some homebuilders and their sales people

are managing homebuyers’ expectations
well but “some may be too dismissive about
the possibility of any imperfections in a
new home”.
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