
 

Warranty Standards 

 

 While we strive to build a defect free home, we are realistic enough to know we may 

make mistakes.  When we do, we will correct them. 

 

 In support of this valuable commitment, Mastercraft Homes, Inc. provides you with a 

limited warranty.  In addition to the information contained in the limited warranty itself, 

Mastercraft Homes, Inc. has included supplemental details about material and workmanship 

standards.  The purpose of this is to let you know what our quality standard is for 

the common concerns that typically come up in a new home.  For each item our standards are 

described and what we will do to remedy items which do not meet our standards is explained. 

 

 We suggest that you carefully read through this information as well as the service 

procedures that are discussed in this section of your manual.  If you have any questions regarding 

standards or procedures, please contact our office at 781-7200. 

 

FOR YOUR OWN PROTECTION, TO COMPLY WITH THE TERMS OF YOUR 

WARRANTY 

AS WELL AS FOR REASONS OF ACCURACY, NON-EMERGENCY ITEMS FOR 

WHICH YOU REQUEST SERVICE MUST BE REPORTED IN WRITING.  WE DO 

NOT ACCEPT 

REPORTS FOR ROUTINE WARRANTY ITEMS OVER THE PHONE.  

 

 

REPORTING PROCEDURES 

 In order for our service program to operate at maximum efficiency, as well as for your 

own convenience, we suggest that you wait 60 days before submitting a warranty list.  This 

allows you sufficient time to become settled in your new home and thoroughly examine all 

components. 

 

 

Emergency Service 

 Emergency, as defined by the warranty, includes the following: 

1. Total loss of heat when the outside temperature is below 45 degrees. 

2. Total loss of electricity. (Check with utility company prior to reporting this 

circumstance to Mastercraft Homes, Inc. or Walcker Electric.) 

3. Plumbing leak that requires the entire water supply be shut off. 

4. Total loss of water.  (Again, check with your water department to be certain the 

problem is not a general outage in the area.) 

5. Gas leak.  (Contact your utility company or plumber if leak is at the furnace or water 

heater supply lines.) 

 

 



During business hours, call the Mastercraft Homes, Inc. office at 781-7200.  After hours, 

weekends, or holidays call the necessary subcontractor directly.  Their phone numbers are listed 

on the “Emergency Phone Numbers” sheet you will receive after moving in.  

Other Warranty Service 

 

If you wish to initiate non-emergency warranty service, you are welcome to do so by sending in 

a service request form writing a letter.   

 

Kitchen Appliance Warranties 

 

The manufacturers of kitchen appliances will work directly with you if any repairs are needed for 

these products.  Customer service phone numbers are listed in the use and care materials for the 

individual appliances.  Be prepared to provide the model and serial number of the item 

and the closing date on your home.  Appliance warranties are generally for one year; refer to the 

literature provided by the manufacturer for complete information. 

 

SERVICE PROCESSING PROCEDURES 
 

 You can help us to serve you better by including complete information: 

 

1) Name, address, phone numbers where you can be reached during business hours. 

2) A complete description of the problem.  For example, “Guest bath—cold water line leaks 

under sink”  NOT, “plumbing problem in bathroom.” 

 

Upon receipt of a warranty letter, a Mastercraft Homes, Inc. representative will contact 

you for an appointment. 

 

1) Appointments are available Monday through Friday, 7:30 am to 5:00 p.m. 

2) The items listed in your written request will be inspected to determine appropriate action. 

3) If subcontractors are required to complete repairs, we will notify the appropriate 

companies and you will be contacted to schedule needed work. 

 

Completion of service items can be expected within forty-five (45) business days unless you are 

otherwise notified. 

 

 

 

 

 

 

 

 

 

 

 



SEPARATION OF WARRANTY & MAINTENANCE 

 

The following is an effort to establish a friendly definition of the difference between warranty 

service and homeowner maintenance.  It is our desire to be known as the homebuilder with the 

absolute best customer service in town.  In order for this happen, we must both understand what 

each of our responsibilities is.  

 

EXTERIOR CAULKING:  Since the windows and exterior trim are exposed to constant 

temperature changes they have a tendency to expand and contract.  Therefore, once we have 

inspected and accepted the exterior caulking, any further caulking will be considered homeowner 

maintenance. 

 

INTERIOR CAULKING: Due to high humidity levels inside the home during construction and 

then rapidly decreasing those levels during the heating season, the interior trim caulking 

sometimes separates and can be quite alarming to those who haven’t been forewarned of the 

possibility.  When this happens, it is quite normal and your home is not falling apart.  It just 

needs to be re-caulked where the separations occurred.  We will be happy to provide this service 

to you during our normal 1-year warranty period.   

 

NAIL POPS & DRYWALL CRACKS: These are a normal occurrence as the home dries and 

settles no matter how much the home cost.  It is just a function of the settling process.  We will 

gladly repair these problems within the 1 yr. warranty period.  Nail pops are corrected by driving 

the nail back below the drywall surface and resurfacing the drywall with the drywall compound.  

Both are sanded and repainted with the touch up paint you were given.  All subsequent drywall 

repairs made by normal shrinkage will be the Homeowner’s responsibility. 

 

Readily noticeable defects in workmanship or blisters in tape will be corrected.  Damage caused 

by leaks or other warranty covered defects will be repaired and refinished with the original paint.  

Repairs will not be made on flaws which are only visible under the particular lighting conditions. 

 

CONCRETE CRACKS: Cracks in concrete, masonry, basement, and interior walls and ceilings 

may develop from natural causes beyond the control of Mastercraft Homes, Inc., who, under 

such circumstances, is not liable for these cracks. 

 

These problems cause more misunderstandings and truly are some of the easiest cosmetic 

problems to solve.  We hope that the explanations are helpful in knowing what you can 

expect from us in respect to these problems.   
 
 

 

 

 

 

 

 



CUSTOMER SERVICE PROCEDURES 

 

CUSTOMER ORIENTATION INSPECTION 

After occupancy of your new home, you and our construction manager will meet at your new 

home for an orientation and inspection.  The purpose of this meeting is to familiarize you with 

the features of your new home, how the systems and equipment work, how to properly maintain 

the various fine finishes and identify any cosmetic defects that need to be corrected prior to your 

move.  Repair of subsequent cosmetic damages (chips, dents, scratches, etc.) is considered 

to be your responsibility after you move in. 

 

CORRECTION OF ORIENTATION INSPECTION PUNCHLIST 
We will make every effort to correct all items on the orientation punchlist.  Sometimes 

subcontractors need to be scheduled or materials need to be ordered, in which case you should 

expect completion within 45 business days unless access to your home is difficult to schedule or 

materials take longer to order. 

 

WARRANTY SERVICE 
As you settle into your new home you may discover items that may require customer service. We 

like to minimize the number of visits our workers make into your home once occupied, so we ask 

that you keep a cumulative list of attention items so that we can send a person to your home and 

correct everything at once.  This system is very important to us to be able to provide top quality 

service for everyone.  Requests for service must be in writing.  ONLY REPORTS OF 

EMERGENCY ITEMS CAN BE TAKEN OVER THE PHONE.  We consider emergency 

items those which make the home uninhabitable, such as plumbing, heating, electrical etc.  We 

will provide you with emergency phone numbers for these related trades. 

 

We do not keep keys to your home.  You will be responsible for providing workers access to 

your home.  Mastercraft Homes, Inc. is not responsible for any losses customers allege during 

workers’ visits.  If you are not comfortable with workers being in your home when you are away, 

we suggest you schedule service visits at a time when you can be home. 

 

CORRECTION TIME  
We will normally be able to make all corrections within 45 business days.  The most common 

causes of delays are usually scheduling problems with the homeowner and subcontractors, or 

parts or materials that need to be ordered.  The more flexible you can be on scheduling, the 

sooner the work will be done. 

 

 


