
GENERAL INQUIRIES

Why did Activa choose to temporarily close their home building sites in March?

Our top priority is the safety of our staff, partners, and customers. To properly  
assess the impact of the outbreak on our operations (including how our trade, 
supplier and city partners continue or not continue to operate during this time) 
and ensure that we’re able to maintain a safe environment for all, the decision 
was made to temporarily close our home building sites for two weeks. Activa has  
re-opened our sites since.

When will Activa re-open their home building sites?

With safety precautions in place and Activa being deemed an “essential service”, 
we re-opened our home building sites throughout the month of April, and have 
continued to operate with safety procedures in place.

What happens if the government mandates you to close?

Our team continues to keep up to date with government decisions and monitors 
the health and safety of the company, our team, homeowners and partners daily. 
If anything changes in the way we operate, we will keep you informed. 
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FREQUENTLY ASKED QUESTIONS
Please see the list below for frequently asked questions and answers.  
As we continue to take precautions against the COVID-19 outbreak and have 
reduced staff operating in our office, we encourage you to try and find the 
answer to your question below before calling or emailing our team.
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Should I still attend my scheduled appointments? 

For all upcoming appointments (sales, design, or warranty), we require you to 
answer ‘No’ to the following questions. You will be asked over the phone or 
in-person and will be required to sign a form. 

 - Have you travelled in the last 14 days? 
 
 - To your knowledge, have you come in close contact (within 6 feet) of 
 someone who has been medically diagnosed with COVID-19 or is a  
 presumptive positive case? 
 
 - Have you been sick or had any inkling of a cough, fever or shortness  
 of breath? 

If you’re able to answer both questions with ‘No’, please plan to attend your  
appointment unless instructed otherwise. If your answer to either of these  
questions is ‘Yes’, please contact your Activa Representative to re-schedule  
your appointment. 

If at any point you feel ill or an Activa employee feels unsafe, we will end  
the appointment.

How are you ensuring customer safety at scheduled appointments?

Your health and safety is paramount to us! For all scheduled appointments 
during this time, we are only allowing a maximum of two people whose names 
are on the agreement of purchase and sale. Children are not permitted at this 
time (for their safety). All individuals, including our staff, will be required to wash 
their hands at the beginning and end of appointments. While we’re excited to 
meet you, we will not be shaking hands at this time. We will do our best to follow 
social distancing guidelines and keep a two metre distance. 

All of our facilities are on an increased cleaning schedule, and our team is  
responsible for wiping down all surfaces after every appointment. In our Design 
Studio, samples will also be cleaned after every appointment. Hand sanitizer will 
also be available for use. 
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For pre-drywall and pre-delivery appointments, we are not allowing in-person  
appointments at this time. Our Customer Experience Coordinators will conduct 
the appointment on your behalf and mark the house with any defects. You will  
be provided with documentation that shows this (written, photo or video) after  
the appointment. 
 
What if I still don’t feel comfortable attending a scheduled appointment?

Our goal during this time is to continue to deliver a stress-free, exciting  
homebuilding journey for all of our homeowners, however we understand  
the desire to stay at home to reduce the spread of COVID-19 at this time.

 - For Sales Centre appointments, our Sales Representatives are  
 available to answer any questions via phone, video chat or email.  
 Signing can also be done virtually.

 - For Design Studio appointments, our Design Consultants are  
 available to work with you virtually or can reschedule your  
 appointment, pending availability.  
 
 - For pre-drywall and pre-delivery appointments, we are not allowing   
 in-person appointments at this time. Our Customer Experience  
 Coordinators will be a designate for you during these appointments.  
 They will document the condition of the home in detail through forms  
 and photos. Closings will continue to move forward unless we advise  
 otherwise - speak with your lawyer about ways you can conduct the  
 closing process digitially.

We’re here to help so don’t hesitate to reach out if you’re unsure about moving 
forward with your scheduled appointment.

When will your Sales Centres + the Design Studio be open to the public again?

We promise to keep you informed during this uncertain time. Once we’ve decided 
to re-open and restore regular hours, we will send an email to our mailing list, our 
customers and will update our website and social media pages.
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SALES

Will I still be able to purchase a home with Activa?

Yes – we are still available to help you with your purchase of a new home!  
Our Sales Centres will continue to be open by appointment only, so please reach 
out to our Sales Representatives through email or by calling (519) 968-3689.  
We are flexible and are able to meet and answer any questions in-person,  
over the phone or through video chat.

DESIGN STUDIO

My Colour Selections are due soon, but I have not been able to schedule my 
final review – what should I do?

Our Design team will be in touch with you to schedule your final review, once 
necessary to meet construction timelines. We are fully operational for colour  
appointment’s only, guided by our build schedule.

When will the Design Studio be fully operational and able to take customer 
appointments? 
 
If your file has been placed on hold or your appointment has been cancelled, we 
will update you directly when we’ve returned to normal operations. This will likely 
be determined by government regulations, including what’s deemed essential 
and when we can get permits for new homes, all while ensuring we can maintain 
customer safety.

My appointment was cancelled. When will it be rescheduled for and how will 
this impact my Colour Selection due date? 
 
We are currently working with homeowners who have homes under construction 
and where permits have been issued. We will continue to proactively communicate 
with our homeowners on cancelled and rescheduled appointments. Colour  
Selection appointments will be rescheduled by your Design Consultant.  
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CONSTRUCTION

How are you ensuring employee and trade safety at your home building sites? 

We mandated that any Activa employee who came back from travelling was required 
to self-isolate for 14 days. We also mandated that anyone feeling ill stay home. We 
have made our trades and partners aware of our stance to ensure they also follow 
these guidelines when it comes to individuals on our sites. 

For all locations, we have reduced the amount of people on-site by staggering start/
end times and any breaks. We have also determined a maximum number of people 
allowed on any site during a given time and are diligently practicing  physical  
distancing. Additionally, everyone is required to wear a mask in indoor, public spaces.

Hand-washing stations will be available to everyone – and we’ll be ensuring these 
stations are cleaned frequently. Hand sanitizer will also be available. Additionally, our 
teams will be regularly cleaning high-touch surfaces in all homes under construction 
and in our site trailers.

CUSTOMER EXPERIENCE 

I’ve purchased a home with Activa. How will this pandemic impact my schedule?

We, at Activa, are doing everything we can to minimize the impact to our future 
homeowners, however, material shortages, supply chain disruptions, work stoppages 
and the unavailability of government permits and approvals are out of our control. 
These all affect the timing of construction on a new home. Our Customer Experience 
team will be reaching out to all homeowners with an update on their personal situation. 
For homes closing in the near future and homeowners with scheduled appointments 
in the coming months, our Customer Experience Coordinators will be in touch to 
communicate any changes that may occur.  
 
Please know we are doing our best to get each and every one of our customers into 
their new homes on time without compromising on quality or a great experience.

Please also note that no compensation will be given for delays due to this pandemic, 
as outlined in your Agreement of Purchase and Sale. 
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If you’re purchasing a new home with Activa, you will likely receive an ‘Onset of an  
Unavoidable Delay’ letter. This is solely a precaution given that the pandemic is upon  
us. In the event that a delay be required, we will follow Tarion’s Unavoidable Delay  
clause and you will be personally notified with a new date.

How far out could my occupancy/closing be delayed?

The landscape is changing daily and we are not able to make a determination until  
things stabilize.  Many factors affect when these dates will be moved to, but we will  
do our best to continually communicate any updates with you so that you can plan  
accordingly. Our goal is to hold as many closing/occupancy dates as possible,  
without affecting quality and your home building experience.

What does Tarion say about this? 

Tarion continues to be an active voice for builders and homeowners during the  
COVID-19 pandemic. You can find their advisories here:  
https://www.tarion.com/news/64045/tarions-response-covid-19 

WARRANTY

What will happen to my warranty terms? Do deadlines still apply and can I get  
work completed?

As per Tarion, builder repair periods had been suspended for the last few months  
and were “paused” for the duration of the emergency period. This meant that all  
warranty claim submission deadlines were postponed until further notice.  
Homeowners were encouraged to submit forms to Activa and to Tarion.

The builder’s repair periods will resume on August 27th. The original suspension  
occurred on March 16th, creating a 164-day suspension. Example: If you were at  
Day #55 on March 16th, August 27th would then be considered Day #56. 

While repair timelines are suspended until August 27th (except for emergency support ),  
Activa is still available to complete warranty work for our homeowners, and any  
emergency warranty work will continue as planned. Re-scheduling of conciliations  
and inspections has also resumed.
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Our warranty team will continue to be diligent when accessing customer homes 
and are required to wear a mask when entering your home and through all  
interactions. Please ensure that there is a hand-washing location available to 
them when any interior work is required. Our warranty team, trades and suppliers 
have the discretion to refuse any unsafe work during this time. 
 
Homeowners will also be required to sign a form confirming they are not ill, have 
not traveled within 14 days, and have not been in contact with anyone who has 
been diagnosed or suspected to have COVID. All answers must be answered 
with ‘No’ in order for us to continue with service appointments.

—

Your safety and the safety of our employees, trades, suppliers and partners is of 
utmost importance to us at this time. Please do not attend your appointments or 
ask our team to come into your house unless you are healthy.  

Essential workers are counting on you to keep them safe, just as you are  
counting on us to keep you safe. We do not take this lightly, and we sincerely 
appreciate your continued support!


