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Online Homeowner Warranty and
Maintenance If You Have Questions?

Your phone line will be muted by default,
but questions may be submitted at any
time during the presentation.

| €—

To submit a question:

Click on the Question Mark icon (?) on the % C]
floating toolbar (as shown at the right). IR

This will open the Q&A window on your
system only.

Type yvour question here. There is a 256 character
lmit. _ Send |

Type your question into the small dialog box

and click the Send Button. aski | AllPanelsts |
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Why Online Homeowner
Warranty and Maintenance ?

" Enhance “green” profile — save paper
= Rapid customer adoption of online services
" Closing is logical place to go online

= Wide availability of web-based warranty
Information

= Better regulatory compliance and monitoring

" Enhances customer relationship and referral
“rates
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Enhance “green” profile
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Enhance “green” profile

= Convert homeowner manual and
documentation into digital formats for faster
delivery and easier handling

= Reduce transit and labor costs by shifting
more training to web-based formats

= Save time, gas and transit costs with virtual
meetings

= Use e-mail to send digital documents to save
paper
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Customer adoption of online
services
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http://upload.wikimedia.org/wikipedia/commons/b/b5/Cloud_computing.svg

Customer adoption of online

services
" The four trends driving enterprise online
services (Rishi Chandra, Google mgr.)
 Consumers are driving innovation
* The rise of the power collaborator
* The economics of IT are changing
* Premise is that software isn't'going away, it's
going to be a progression

" Otherindicators... dramatic growth of
Netbooks, Google Apps, Facebook, Linkedln
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Closing is a logical online
transition point

Sales

*+=—0—0—¢

Construction
. e

Home Ownership Transfer and Warranty Process
E osi _ . Warranty Warranty Post-
Closing Orientation \y 55 Completion Warranty
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Closing is a logical online
transition point

= Simple online guide with content dedicated
to information regarding home ownership
and maintenance

= Closing represents project completion,
property transfer and change of responsibility

= New homeowner portal, different from sales
and construction process, and a different set
of expectations
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Wide availability of warranty
resources online

= Almost all manufacturer and regulatory
warranties now offer user manuals and
warranty documents via web

= Builders can organize list of products and
warranties with the manufacturer’s URL and
product numbers

= Builders can enhance homeowner relations
by creating simple dedicated homeowner
guides for each community or project
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Better regulatory compliance and
disclosure reporting
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GetitinWriting ¢

Risk: ith “Unds d
el | earn About

Leam Abou
= Contractor's Business Warranties o WP k
bt S INSUraNe poore hiring to do work on your home, you should know what warranty they will N
@ Liens provide on ials and ip. For this warranty to be enforceable, it must be in writing © What to do

and should form part of your contract. Verbal assurances from a contractor that they will “come when you hire

= Building Permits
& Inspections

= Business Registration ¢
BI/GST Humber Depending on the type of work you are contracting for, there are a number of types of warranty ;

* Cooling Off Periods i y
Cooling Off Periods that may be important to you.
= Warranties
= Bonding and Business
e

back and fix anything that goes wrong” will be very difficult to enforce after the job is finished.

Licences Your contractor should provide you with a contractor's warranty on work for the quality of the
installation or construction work done. It should be clearly stated what is covered and for how
long.

»
Other:
Building product retailers and other companies that provide contract installation services
normally provide a warranty on products and installation for a specified period.

The Right Way to Hire a Read the Get it in Writing!
Contractor A manufacturer's warranty covering the products or materials used by the contractor should _zf_":‘:‘"e' l:::wh'elt i
also be provided. Most manufacturers warrant their products to be free from defects for a IR W dowaed
specified length of time (provided they are installed in accordance with the manufacturers | R
instructions). Other products, such as flooring, are warranted against excessive wear fora _ggx‘l’l:‘b'i‘a":lé"s:““s"
specified number of years. If the contractor buys materials on your behalf, you should be given Click here to downioad.
the relevant warranty information or documents. If you buy these products or materials yourself,
get the information from your supplier. Be aware that if you buy materials and products directly, Do you live in the =
you will have to deal with warranty issues yourself, rather than through you contractor. Frovince.of Quahes 2.
so, Click here to
download.

If you are hiring a builder to construct a new home, new home warranties are available in all
provinces and your builder should offer you this important third-party coverage. In B.C., Ontario
and Quebec, new home warranty coverage is mandatory, and your builder must provide it. New
home warranty coverage protects you in the event that the builder is unable or unwilling to
complete the project or provide required after-sales service. New home warranties are limited,
50 make sure you understand the coverage you are getting

In the Province of Quebec, there is also a third-party renovation warranty available through
d Forii ion on this program, click HERE.

ppi T
Copyright © 2007, All rights reserved

[Site design by Indeveo com Inc]
‘Get it in Writing!" is & registered trademsrk of the Canadien Home Builders' Assodistion
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UMITED STATES OF AMERICA

FEDERAL TRADE COMMISSION

WASHINGTON, D.C. 20530

Division of Marketmg Practices

February 17, 2009

Thomas M. Hughes
Hunton & Williams LLP
1900 K Street NW
Washington, DC 20006

Dear Mr. Hughes:

This letter responds to your request for a staff advisory opinion regarding compliance
with the Magnuson-Moss Warranty Act (“Act”), 15 U.S.C. §§ 2301-2312, and the Commission’s
Rules promulgated under that Act. You seek guid: on whether providing product
warranties via electronic media, rather than in paper form, would comply with the Actand the
Disclosure Rule. Based on the information you provide in your letter, and after considering the
purposes of the Act, it is the staff’s opinion that warranties provided inelectronic formats could
comply with the Act and the Disclosure Rule.

In your letter you indicate that your client manufactures a variety of consumer
electronics, such as desktop, book, and handheld printers, televisions, and digital
cameras, and provides written warranties on those products. Your client’s past practice has been
to include the product’s warranty in paper form within the product’s package (“in-package”
warranty).! You indicate that these in-package warranties can range in size from three to
eighteen pages, which requires printing millions of copies of warranties each year on tons of
paper.

Your Client’s Proposal

Your client proposes to “replace ‘in-package’ paper warranties with electronic written
warranties. Depending upon the product, the electronic warranty would be preloaded on an
internal fixed drive, or portable media such asa CD or DVD. The product ‘set-up guide’ will
inform consumers that the warranty terms are provided electronically

Your client would continue to provide its warranties to retailers so that retailers can make
them available to consumers pre-sale. In addition, your client “will continue to make warranties

' Your letter also states that your client provides copies of its written warranties in paper
form to retailers, in compliance with the Pre-Sale Availability Rule, 16 C.F.R. § 702.3(b)(1)Xi).

*FTC staff agrees with the assertion in your letter that such an advisory would not be
considered part of the written consumer product warranty, and there fore, would not implicate the
single document requirement of the Warranty Disclosure Rule.
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Better regulatory compliance and

disclosure reporting
" Provincial and state mandated statutory
warranty requirements

= Magnuson Moss warranty act requirements

= Digital copies of warranties meet legal
hurdles for consumer disclosure

= Online activity tracking tools provide detalil
reporting e-mail and website responses

= Protects builder from unfortunate defect
~claims and litigation
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Enhances customer relationship
and referral rates

L2 e G
Reminders and Tips

g

Home Maintenance Planner Products Resource Center
Summer Update for %%Project or Group Name%%
Ze ndesk Supmrt Welcome to our late summer edition of Ownership Guide Reminders Home BU}’E(
) and Tips. This is an ideal time to take care of routine checks and Referral
How may wa hedp you? Pleasa fll in details below, and well get back 10 you as 5000 as maintenance of your bathrooms, countertops, exterior doors and
* possibla. electrical systems, Please use the interactive buttons in the topics Program
below to view audio-visual presentations, access product manuals Earn up to $2500
and important heme care information from the Ownership Guide
CD-ROM.

Save on your energy bills

‘You may be able to reduce your cooling and heating bill by as much
as 10% by taking advantage of the following energy saving tips.
View Energy Star Tips

Subject

Exterior finishes protect walls - take inventory

Small gaps will often develop where two different materials come

together, such as stucco, stone, brick, wood vinyl or at wall

penetrations. Filling gaps and maintaining exterior finishes will help
reduce damage to walls and structure.

Your email address \iew Presentation | Maintenance Guide | Manufacturer's Guide

e Doors: consider exposure to sun, wind and rain
ﬂzc"ldfﬁk | Submit } Exposure to weather, natural variations in material, and sunlight
makes exterior doors more vulnerable to wear and tear. Exterior
door finishes and weather-stripping require routine evaluations and
refinishing. Review product care information....

View Presentation | Maintenance Guide | Manufacturer's Guide

Straight Talk: directly from manufacturers

Flooring maintenance varies significantly (carpet, hardwood, tile,
etc...) so it is important to understand the differences. Get details
here directly from the manufacturer.

Manufacturer's Guide
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Enhances customer relationship
and referral rates

" Thirty percent of homeowners who receive
online updates about warranty and
maintenance click for more information

= Homeowner referral rates have been almost
twice a high in communities that receive
these updates compared to those who do not

= Regular updates and immediate access to
information reduces the stress of the new
~home ownership and the warranty process
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Sample: Online Homeowner Guide

. . Ay ) ’ C{}:ﬂ\'ﬁhip
Dedicated Customer Website for Home Care N - $A=Guide
Manage regulatory compliance and maintain positive r———
homeowner relationships. Customers access personal —
website for homeowner manual, warranties and ::w::":m L
resources specified by the builder. Web-based program Wespan of you home R,
enables access via computers or mobile devices. iy ‘:f:';:ﬂ:fi":"

Online Access -“m

Communication Tools and Services
Send newsletters and warranty notices automatically. Use electronic messages to drive users to access and
utilize their the website and Ownership Guide. Track homeowner receipt of warranty information and manuals.
Seasonal Newsletters Warranty Notices CD’s, USB Drives and Printed Handbook Formats

Home Buyer
Referral
Program

Earn up to $2500



http://www.ownershipguide.com/enter.aspx?CID=184&regid=hcm-755016-184
http://www.ownershipguide.com/email/std/sample/seasonal.htm
http://www.ownershipguide.com/email/std/sample/11-Month-Letter.htm

Sample: Collaborative Workstation

W ‘@SthfgsContact

B-E -

@ i L}'Eage v, {;‘;PTgols -

STAR

HOM ES Ownership Guide Administration

Docs and Resources | Planner & Presentations | Product Information

Configure Order & Status | Ownership Guide - Homeowner's View

StdMfgsContact

Ownership Guide Administration > StdMfgsContact

——

View Al Site Content New ~ | Actions v Settings ~

HCM-Categories HCM-Products

=) HCM-Categories : Appliances (12)

= Standard Product EIHCM-Products : All Products (12)

HCM-Manufacturer

HCM ite Link HCM-Contact Phone

Contact Listing _3 Appliances All Products Amana WWW,.amana.com 800-843-0304
2 Em':;t Doaument »j Appliances All Products Bosch www.boschappliances.com  800-944-2904
_3 Appliances All Products Dacor www.dacor.com 800-793-0093
gm“ Order & »j Appliances All Products GE Appliances www.geappliances.com 800-626-2000
Guide - 3 Appliances All Products Jenn-Air WWW.jenair.com 800-688-1100
Homeowner's View [ Applances Al Products Kitchen Aid www.kitchenaid.com 800-541-6390
= Usage Reports _7 Appliances All Products Maytag www.maytag.com 641-792-7000
5] Recyde Bin _7 Appliances All Products Sub-Zero www.subzero.com 800-222-7820
== 3 Appliances All Products Thermador www. thermador. 800-735-5547
_3 Appliances All Products Vent-a-Hood www.ventahood.com 800-331-2492
3 Appliances All Products Viking www.vikingrange.com 662-455-1200
; Appliances All Products Whirlpool www.whirlpool.com 800-253-1301
[+l HCM-Categories : Doors & Hardware (3)
[+l HCM-Categories : Electrical & Lighting (2)

2] HCM-Categories : Electronics (12

1+l HCM-Categories : Exterior (2)

3l HCM-Categories : Fireplace (3)

2 HCM-Categorie:

[ HCM-Categorie:

: Heating & Air Conditi
[+l HCM-Categories : Plumbing (27)
1 HCM-Categories : Roofing (7)

[ HCM-Categories : Windows, SGD's (10)

Flooring & Countertops (22)

Online Product Registration

No
No

Yes
No
No

No
No

No
No

|

(% @ mntermet

®100% v
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Online Demo Site
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http://www.buildserv.net/osg-d1/default.aspx

Sample: Customer Activity Report

Session History Search Criteria

Report Type:
O By Groupi) PersonBy Tacking ID

¥ Y 3
E:tt_':'r Start, \ 3 i
Tracking [ Select 3 Campaign —
1D: .
Parent [ Select 3 Parent Group — ae|
Group: !
Sub | Select 3 Group- M|
Group: — r
Person: [ Select a Person— v
Totals [
Only:

ActionTypeDescActionDateTime ActionURLPath

Gk
S 252008
Email Bouncad

94007 AM
Email Link Click 1242005 http:fwww ownershipguide.com/ Enterazpx?
SRR 10:04.08 AM cid=A88regii=T7853138goto=Plannerddt=48doc=1021
S, 16t 3] httpfwww ownershipguide.comé enterzspx’?
EmailLink Click 1054.12AM  cid=T18ampigoto=planner&ampyegii=757480
g g
. 12472008 httpwww ownershipguide.comy enteraspx?
mail Link Click . <, > 8
Emil Lk Giicle 102807 AM cid=738ampgoto=planner@amp;regid=817628

e : httpufwww ownershipguide.com Enteraspx?
Email Link Click P P SH:

cid=088regid=TE59138goto=Flannerddt=48doc=1021
Ermadin Cick e e
e
http:fwww ownershipguide com/! Enteraspx?

Email Link Click

cid=1018r2gid=4202848goto=Flannarddt=48doc=1021

G2 g httpfaww. s.comimain.cfm?
Email Link Click =

! o dir=about &ampsec=contactdamp temp=contact

-t OB 2008 httpwww ownershipguide.com. lenterzspx’?
EmailLink Click 127008 AM  cid=1078regid=798121
12420

Email Link Click /242009 httplownershipguidecomy  newslettersivinter htm

11:37:06 AM
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TriggerDateTime SessionGUIIEmailAddress
@=pongsdesign.com
1/24/2003
103:48PM
1242008
1.03:55 PM
1242008
12730PM
1242003
15244 P
1242003
202:10PM
1242008
2:10:18 PM

2412009

@thelbisrs com
@indus jnj.com
\@aol.com
@thelbiers.com
@gmail.com

@verzon.nst

2:1022FPM @hotmail.com
1242003
1633 PM Boox.net
{@cox.net

@sbeglobalnat

@garrett-tully.com

Nt Nt Nt N
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How to Profit

= Send regular warranty e-mails to “educate”
homeowners and reduce service call-backs

= Save cost of printing and distributing
unnecessary customer documents

" Create means for sharing manufacturer’s
warranty and maintenance guides online

" Provide web based access homeowner guide
and mechanisms for immediate response

= Monitor online homeowner activity to
~improve customer service and referral rates

4 CONSTELLATION 18
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Why Online Homeowner
Warranty and Maintenance ?

" Enhance “green” profile — save paper
= Rapid customer adoption of online services
" Closing is logical place to go online

= Wide availability of web-based warranty
Information

= Better regulatory compliance and monitoring

" Enhances customer relationship and referral
“rates
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Q&A

bbrickman@constellationhb.com
1-888-280-0128

Website: http://www.constellationhb.com

Blog: Surprising Pathways for making warranty and
product support profitable
http://blog.buildserv.com

Brad Brickman, VP BuildSERV
Constellation HomeBuilder Systems
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http://blog.buildserv.com/

Online Homeowner Warranty and
Maintenance If You Have Questions?

Your phone line will be muted by default,
but questions may be submitted at any
time during the presentation.

| €—

To submit a question:

Click on the Question Mark icon (?) on the % C]
floating toolbar (as shown at the right). IR

This will open the Q&A window on your
system only.

Type yvour question here. There is a 256 character
lmit. _ Send |

Type your question into the small dialog box

and click the Send Button. aski | AllPanelsts |

. CONSTELLATION

') HomeBuilder Systems



