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Abstract:

Luxury high-rise residential closeout often produces a large volume of manuals, warranties, product
records, care guides, and service documents. The value of those records depends on whether they can be
converted into usable homeowner information after occupancy. This paper presents a de-identified case
study of a digital homeowner turnover workflow developed for a luxury high-rise residential project. The
study examines how a master turnover matrix, categorized source folders, linked unit folders, product
documentation, service information, and specialty-system records were used to filter broad closeout
material into unit-level handover packages. The paper proposes a unit-specific digital turnover framework
based on collection, verification, organization, translation, transfer, and post-occupancy support. It also
defines quality checks for completeness, applicability, traceability, usability, service readiness,
maintenance readiness, and audience separation. The contribution is not a new software platform, warranty
guide, or facility-management system. It is a construction-management method for preserving the link
between the installed item, the verified source record, and the future user. The case shows that homeowner
turnover becomes effective when technical closeout information is not only collected, but selected,
checked, structured, and made usable at the level of the individual residence.
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I. INTRODUCTION

Construction closeout is often treated as the final administrative step of a building project [1]. In luxury
residential construction, however, closeout also determines whether a completed unit can be understood,
maintained, serviced, and protected after occupancy. A condominium may be physically complete, but if
the information behind its products, finishes, systems, warranties, and service pathways is scattered or
difficult to use, the handover remains incomplete in practice.

This problem becomes more important in high-rise residential projects because each unit may contain a
different combination of appliances, fixtures, finishes, glazing systems, shower systems, door hardware,
controls, and specialty amenities. Traditional closeout records are usually organized for contractors,
vendors, owners, or facility-management teams. Homeowners and property managers need a different
structure: information organized by unit, installed item, care requirement, warranty path, and service need.
The central issue addressed in this paper is the gap between construction closeout records and homeowner-
usable turnover information. A general project archive may contain the correct documents, but that does
not mean each homeowner receives the correct records for their unit. Too much irrelevant information
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creates confusion. Too little information weakens post-occupancy support. The required control is not more
documentation, but better selection, organization, and traceability [2], [3].

This paper presents a design-oriented case study of a luxury high-rise residential turnover workflow. The
case uses a master turnover matrix, categorized source folders, linked unit folders, product manuals,
warranties, care guides, service information, specialty-system records, and subcontractor/vendor
correspondence to examine how project-wide closeout material can be converted into unit-level homeowner
turnover packages.

The contribution of this paper is a unit-level digital turnover framework for homeowner handover. The
framework shows how a project team can collect, verify, organize, translate, transfer, and preserve closeout
information so that it remains usable for homeowners, property management, and service professionals
after occupancy. The paper does not claim measured reductions in service calls, warranty disputes, or
maintenance cost. Its contribution is a practical construction-management method for converting closeout
evidence into a unit-level knowledge system that remains traceable, usable, and supportable after
occupancy.

II. LITERATURE FOUNDATION AND RESEARCH GAP
Construction handover is widely recognized as more than the submission of final documents. It is the
transfer of project knowledge from the delivery team to the people who will use, operate, manage, or
maintain the completed asset [1], [12]. During construction, information is distributed across designers,
contractors, subcontractors, suppliers, vendors, commissioning teams, and closeout records. At turnover,
that distributed information must become usable by downstream users.
The quality of handover information matters as much as its existence. A large digital closeout package can
still fail if the records are inaccurate, incomplete, outdated, difficult to search, or unclear to the intended
user. The main quality requirements are accuracy, completeness, timeliness, traceability, and usability [2],
[3]. Accuracy confirms that a record reflects what was actually installed. Completeness confirms that
operation, care, service, warranty, and product-identification information is present. Timeliness ensures
that information is available at turnover rather than reconstructed after a problem occurs. Traceability keeps
simplified handover information connected to the original manual, warranty, product sheet, service record,
or approved closeout file. Usability allows the intended user to retrieve and understand the information
without knowing the project team’s internal filing system.
Digital handover standards and asset-information practices provide an important foundation for this paper.
COBie, ISO 19650-related information-management principles, and BIM-to-facility-management research
all support the idea that building information should be structured, controlled, and useful beyond
construction completion [4]-[11]. These approaches help owners, operators, and facility-management
teams manage asset data, documents, warranties, systems, and maintenance information across the building
lifecycle [6], [9], [10], [12].
However, those approaches do not fully solve the homeowner-level turnover problem in luxury residential
construction. A facility manager may need asset databases, equipment tags, preventive-maintenance
schedules, commissioning records, and system-level documentation. A homeowner usually needs a simpler
but more personalized access path: what is installed in the unit, how it should be used, how it should be
cared for, what warranty path applies, and where service support begins.
This creates a specific research gap. Existing handover literature supports information quality and
structured digital exchange, but less attention is given to how a general contractor converts project-wide
closeout material into homeowner-usable packages at the individual residential unit level [3]-[12]. The
challenge is not only digital storage. It is the translation of contractor-facing records into unit-based,
homeowner-readable, and management-supportive information.
This paper is positioned inside that gap. It does not propose a new BIM platform, legal warranty guide,
product manual, or facility-management system. It proposes a practical digital turnover framework that
adapts established handover and information-quality principles to the residential homeowner context. The
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framework focuses on selecting applicable records, preserving source traceability, organizing information
by unit and use, and supporting post-occupancy service and maintenance questions.

III. CASE STUDY AND DIGITAL TURNOVER METHOD
This study is based on a de-identified luxury high-rise residential project where homeowner turnover
packages were prepared for individual condominium units. The case was selected because the turnover
scope included standard residential items, unit-level variations, specialty amenities, product documentation,
service information, warranties, care guidance, and technical records. This made the project suitable for
studying homeowner turnover as a controlled information process rather than a final document-collection
task.
The unit of analysis is the homeowner turnover package, or HTP. In this study, the HTP refers to the digital
package prepared for a specific residential unit so that homeowners and property-management teams can
locate records connected to the items actually installed in that unit. The study does not examine the entire
building closeout archive, legal warranty interpretation, product performance, or a software platform [1]. It
focuses on how broad closeout material was filtered and organized into usable unit-level handover
packages.
The evidence base included the master turnover matrix, categorized source folders, linked unit folders,
O&M and product manuals, warranties, datasheets, care guides, finish information, service records,
specialty-system documents, and subcontractor/vendor correspondence used to obtain homeowner-relevant
information. These materials were treated as evidence of an information workflow: how documents were
collected, classified, mapped to units, and prepared for turnover.
The method began with a controlled source library. Project-wide records were gathered from trade closeout
files, vendors, suppliers, manufacturers, service providers, warranty documents, care instructions, and
internal project documentation. At this stage, the records were not final homeowner deliverables. They
were working source material because a document could be valid for the project but irrelevant to a specific
unit.
After collection, the documents were sorted into practical turnover categories, including appliances,
plumbing fixtures, windows and sliding doors, shower enclosures, steam systems, flooring, paint, cabinetry,
vanities, door hardware, service information, warranties, finish-care documents, and specialty-system
records. This classification changed the working environment from scattered closeout files into a searchable
preparation structure. The project team could search by item or document function rather than by
subcontractor file name, email attachment, or submittal history.
The central control tool was the master turnover matrix. Each row represented a turnover item or document
category, and each column represented a residential unit. Cell entries showed whether an item applied,
whether a quantity was required, or whether no document was needed. Unit identifiers were linked to the
corresponding digital folders, allowing the matrix to function as both a tracking sheet and an access point
[7]. This reduced reliance on memory and made document inclusion visible.
The matrix was especially important because the project contained repeated conditions and controlled
variations. Some records applied across many units. Others depended on kitchen layout, appliance
selection, finish condition, specialty system, or owner-driven change. The matrix allowed those differences
to be managed as visible conditions rather than hidden assumptions. This was the key move from general
closeout storage to unit-level turnover control.
Final unit folders were assembled from the classified source material. Each folder received only the
document categories that matched the unit condition. Standard units received records connected to typical
residential products, finishes, and systems. Units with specialty amenities received additional documents
for the applicable scope, such as private pool or spa-related care, equipment, service, warranty, and
technical records. The package depth changed by unit, but the control logic stayed consistent.
The appliance workflow illustrates the method. Appliance records were collected as separate source files
and then grouped by kitchen and appliance configuration. Where a unit’s appliance set differed because of
layout or owner selection, the final folder was adjusted to include only the applicable manuals, warranty
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records, and service information. This prevented two common errors: missing a required appliance
document or giving a homeowner records for products not installed in that unit.

Specialty systems followed the same method but required deeper documentation. A unit with a private pool
or similar amenity required care instructions, equipment records, warranties, service pathways, and
technical documents that could support property management or licensed service professionals. These
materials were not placed into regular unit folders because they did not apply there. They were included
only where the installed condition required them.

The final output was a set of digital unit folders supported by a master control matrix and broader source
library. The source library showed what documents existed. The matrix showed where those documents
applied. The unit folder showed what information was delivered. Together, these elements created a visible
path from broad closeout material to final unit-level handover.

Digital Homeowner Turnover
Workflow

Source Library

'

Master Turnover Matrix

'

Unit Applicability Check

'

Linked Unit Folder(s)

v

Final HTP

Fig. 1. Digital homeowner turnover workflow showing how broad closeout records are filtered through
a master matrix and converted into unit-level homeowner turnover packages.

IV. HOMEOWNER TURNOVER PACKAGE FRAMEWORK

The homeowner turnover package should be treated as a structured information system, not as a container
for closeout files [3], [4], [7]. Its purpose is to connect three elements that are often separated at the end of
construction: the installed item, the source document, and the future user. In luxury residential projects, this
connection matters because homeowners, property-management teams, and service professionals may need
different levels of detail from the same underlying record.

The package begins with the information most directly needed for residential use. Operation and
maintenance manuals explain how products or systems should be operated, cleaned, maintained, and
serviced. Warranty records identify coverage, duration, responsible parties, support requirements, and
conditions that may limit coverage. Product sheets and datasheets provide model numbers, finish
information, dimensions, compatible parts, performance information, and other identifying details. Care
guides explain how finish materials and specialty products should be protected during normal use. Service
records identify who should be contacted, what information must be provided, and how a request should
be routed.

These records should not be presented as one flat folder. A homeowner may need clear access to use, care,
warranty awareness, and basic service guidance. Property management may need service contacts, model
information, warranty coordination records, and deeper source documents to respond to owner questions.
A licensed professional may need drawings, equipment data, installation information, inspection records,
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or other technical documents to evaluate a deeper issue. A strong HTP separates information by audience
while keeping the source trail intact [3], [7], [12].

The framework proposed in this paper has six control layers: collection, verification, organization,
translation, transfer, and post-occupancy support [4]-[7]. Collection captures homeowner-relevant records
before project participants demobilize. Verification checks those records against the actual product, finish,
unit condition, and substitution history. Organization places verified material into searchable categories.
Translation changes the access path from contractor-facing logic to homeowner-facing logic without
rewriting the original documents. Transfer delivers the correct level of information to the correct unit. Post-
occupancy support preserves the package as a reference for service, warranty, care, repair, and maintenance
questions after turnover.

Six-Layer HTP Framework
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Fig. 2. Six-layer HTP framework showing the control sequence used to convert closeout information
into unit-level homeowner turnover support.

Each layer controls a different failure mode. Missing records are controlled through collection. Incorrect
records are controlled through verification. Hidden records are controlled through organization. Confusing
access 1s controlled through translation. Irrelevant or incomplete unit packages are controlled through
transfer. Knowledge loss after demobilization is controlled through post-occupancy support. Together,
these layers convert closeout material into usable homeowner knowledge without breaking the connection
to the technical record [3], [7].

The framework therefore defines the HTP as a controlled handover system with four functions: identify
what is installed, explain how it should be used and maintained, support service and warranty navigation,
and preserve source documentation for deeper review. The next section applies this framework to standard
residential units and specialty amenity units, where the need for different documentation depth becomes
most visible.

V. CASE APPLICATION, EVALUATION, AND QUALITY CONTROLS

The case shows that a homeowner turnover package cannot be issued as one identical folder for every
residence. Standard units and specialty amenity units may follow the same package architecture, but the
required document depth changes with the final unit condition. The governing question is practical: which
information belongs to this unit, who will use it after occupancy, and what level of detail is necessary?

For standard residential units, the package focused on records connected to ordinary homeowner use, care,
and maintenance. These included appliance, plumbing, shower, steam, glazing, flooring, finish-care,
cabinetry, door hardware, HVAC, and selected control-system records. The purpose was not to reproduce
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the full construction archive. It was to provide a usable reference for the products, finishes, and systems
actually present in the unit.

Kitchen and appliance variation required tighter control because similar units did not always contain
identical appliance conditions. Some records applied broadly, while others depended on kitchen layout,
appliance configuration, or owner-driven selection. A generic appliance folder would create risk in both
directions: one homeowner could miss a required manual, while another could receive documents for
products not installed in the residence. The matrix-and-folder workflow controlled this variation by
assigning appliance records according to the final unit condition.

Specialty amenity units required deeper packages. A residence with a private pool or similar amenity
needed the standard homeowner records plus additional care instructions, equipment information,
warranties, service pathways, and technical documents for property management or licensed service
professionals. These materials were not placed into regular unit folders because they did not apply there.
They were included only where the amenity condition required them, keeping specialty information useful
in the correct folder and out of unrelated packages.

The case therefore demonstrates the balance between standardization and controlled customization.
Standardization provided a common folder structure, recurring document categories, and a consistent
handover process. Customization adjusted the contents based on unit condition, product variation, finish
selection, and amenity scope. Without standardization, turnover becomes inconsistent. Without
customization, different units receive the same information even when their conditions differ.

The HTP was evaluated as a documentation-control system, not as a measured post-occupancy performance
study [2], [3]. The available evidence supports review of whether the package was assembled, filtered,
organized, linked, and prepared for use. It does not support claims that the system reduced service calls,
lowered maintenance cost, shortened warranty response time, or eliminated homeowner confusion. Those
outcomes would require separate post-occupancy measurement.

The evaluation used four practical quality checks [2], [3]. First, completeness and applicability confirm that
required records exist and belong to the unit receiving them. The key control is a matrix-to-folder
comparison: if the matrix shows that an item applies, the related document should appear in the unit folder;
if it does not apply, it should not be placed in the homeowner-facing package.

Second, traceability and usability confirm that the package can be trusted and used. Traceability requires
each homeowner-facing record to remain connected to the original manual, warranty, product sheet, service
record, or technical document [3], [7]. Usability requires the intended user to retrieve information without
knowing the project team’s internal filing logic. A package may contain correct files and still fail if the user
cannot find the right document when a service, care, or warranty question arises.

Third, service and maintenance readiness confirm that the package can support real post-occupancy
questions. Service readiness depends on product identity, warranty references, support contacts, and issue-
reporting information. Maintenance readiness depends on accessible care guidance for finishes and
products that may be damaged by incorrect cleaning, moisture exposure, abrasion, harsh chemicals, or
improper handling. In luxury units, this is not a minor concern; finish protection is part of long-term quality
control.

Fourth, audience separation confirms that information is placed at the proper depth. A homeowner needs
use, care, warranty awareness, and basic service direction. Property management needs coordination
records and deeper support information. A licensed professional may need drawings, equipment data,
installation information, inspection records, or other technical documents. A strong package does not hide
technical information, but it also does not force every homeowner to navigate it as the first layer of handover

[31, [12].
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User-Layered HTP
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Fig. 3. User-layered HTP information depth showing how homeowner, property-management, and
technical-support users require different levels of access to the same turnover record system.

Together, these checks make the HTP auditable without overstating the evidence. The demonstrated claim
is precise: the framework provides a practical way to check whether homeowner turnover information is
complete, applicable, usable, traceable, and prepared for real post-occupancy use.

VI. DISCUSSION
The case suggests that closeout quality should be judged not only by document delivery, but by information
continuity after the construction team exits. In luxury residential projects, the people who inherit the
residence are not the same people who produced the construction records. This makes homeowner handover
a usability problem, not only an administrative closeout task [3], [12].
The main insight from the case is that homeowner turnover depends on the movement from document
possession to information usability. Manuals, warranties, product sheets, care instructions, and service
records have limited value if they are not connected to the correct unit or presented through an access path
the future user can follow. The practical question is therefore not only whether the documents exist, but
whether they can be trusted, found, and applied when a homeowner raises a question about use, care,
service, or warranty support.
For general contractors, the proposed approach reframes closeout as active information control. It
encourages teams to identify homeowner-relevant records before turnover pressure peaks, request specific
information from subcontractors and vendors, and preserve a visible connection between source documents
and final unit folders. This reduces dependence on individual memory and limits the risk that important
knowledge disappears when project staff demobilize or vendor communication slows down.
For property-management teams, the value is operational continuity. After occupancy, management often
becomes the first point of contact for homeowner questions, even when the answer depends on construction
records, product data, service instructions, or warranty documents. A structured HTP gives management a
more direct starting point [6], [10], [12]. It does not guarantee faster resolution, but it improves the
information base from which service routing, warranty review, and maintenance guidance can begin.
For homeowners, the value is practical clarity. A resident should not need to understand trade packages,
specification sections, submittal numbers, or vendor file names to find basic information about the unit.
The handover structure should reflect how the residence will be used after occupancy: by room, product,
finish, care need, service issue, or warranty question. This does not simplify or rewrite the technical record.
It makes the path to the correct record more usable.
The case also shows that repeatable structure and unit-level variation are not opposing goals. A common
package architecture creates consistency, while controlled filtering allows each folder to reflect the actual
residence. In this context, the strongest handover system is not the largest folder, but the most accurate one.
The approach is transferable, but it must be adapted to the project type [4], [6], [10], [12]. Luxury
condominium projects, multifamily residential buildings, branded residences, hospitality-residential
developments, and mixed-use residential towers can all benefit from unit-level turnover control. However,
the document categories, user roles, legal context, technology platform, and required detail will vary. A
simpler project may require fewer finish-care records. A project with smart-home systems may require
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stronger service-routing information. A project with shared amenities may require clearer separation
between private-unit records and common-area documentation.

The study has limits. It is based on one de-identified case, so the proposed model should be treated as a
practical construction-management contribution rather than a statistically validated industry standard. The
available evidence supports documentation-control evaluation, including completeness, applicability,
traceability, usability, and readiness for service or maintenance support [2], [3]. It does not prove measured
reductions in homeowner complaints, warranty disputes, response time, or maintenance cost. Those
outcomes would require a separate post-occupancy study with defined metrics and user feedback.

The method also depends on upstream document quality. A well-organized turnover system cannot fully
correct missing manuals, vague care instructions, incorrect model information, or incomplete warranties if
the proper records were never provided [2], [3]. It can expose gaps and make follow-up more visible, but
it cannot replace disciplined subcontractor, vendor, and manufacturer closeout performance.

The broader implication is that homeowner handover should be treated as a continuity problem. The
construction team leaves, but the residence remains in use. The HTP preserves the link between the installed
item, the verified source record, and the future user. That link is the mechanism by which construction
knowledge survives into occupancy.

VII.CONCLUSION
Homeowner turnover in luxury high-rise residential construction should be understood as a controlled
transfer of usable knowledge, not as the final movement of closeout files. The case examined in this paper
shows that a completed unit is not fully handed over when documents merely exist in a project archive.
Handover becomes meaningful when the information connected to the unit can be selected, verified,
organized, accessed, and used after occupancy.
This paper presented a unit-level digital turnover framework that converts broad construction closeout
material into homeowner-usable packages while preserving the technical record needed by property
management and service professionals. The framework does not replace formal closeout requirements,
manufacturer documents, warranty terms, or facility-management systems. Instead, it provides a practical
construction-management layer between those source records and the people who inherit the residence.
The central contribution is the control logic: the right information must reach the right unit, at the right
level of detail, without breaking the connection to the original source documents. The master matrix,
categorized source library, linked unit folders, audience-based information layers, and quality checks
together show how homeowner turnover can be made traceable, usable, and defensible while keeping the
paper’s claims within the limits of the available evidence [2], [3], [7].
Future research can build on this work by testing homeowner and property-management use after
occupancy, measuring retrieval time, tracking missing-record rates, evaluating warranty-service
workflows, and comparing turnover systems across different residential project types. The practical
foundation established here is clear: technical closeout becomes homeowner-ready only when it is
transformed into a structured, unit-level knowledge-transfer system.
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