
Guest Information Book 

Inside you will find: 
• General information about our Country Club
• Troubleshooting instructions for issues involving- tv's, witi, water, heat, etc.
• After hours emergencY., maintenance number. *Please only use this

number in the event of a true emergency*
• Check-out instructions
• Recommendations for restaurants, coffee shops, activities, etc.

2 bedroom; 102 Sugar Ski Drive #231 Sugar Mountain NC 28604
1 bedroom; 111 Sugar Ski Drive #11-103 Sugar Mountain NC 28604

SugarSkiHaven@gmail.com
www.SugarSkiHaven.com



Notes:

1. Linens for the sleeper sofa can be found in the leather ottoman (11-103) or chaise (231) in the living room.
2. The “on” button  for the Keirig coffee maker is on the right side. Regular coffee maker is in cabinet below (231).
3. The fireplace is controlled by the remote (both units).
4. The remotes need to stay in their designated rooms as the tvs, fans, etc. will not operate properly otherwise (both units).
5.  Replacement batteries for remotes can be found in coffee bar cabinet (both units).
6.  In the sceond bedroom there is a wall switch AND remote that control the fan (231).
7.  Please remember to sign out of all your streaming accounts (netflix, etc) (both units).
8.  Fire extinguishers are under the kitchen sink.

Guest Information Booklet 

Your detailed Guest Information Booklet can be found on the coffee table or on/near the coffee bar. Please refer to this booklet for 
detailed instructions as well as additional information about the property, ski resort and area attractions. Two Amenity Cards for the 

Clubhouse Pool & Fitness room will be in the basket on the coffee table. PLEASE leave the amenity cards in basket on the coffee table. 
Replacement cards are $35/per card and will be charged to the credit card on file if not left in the unit. The Clubhouse is open to our 

guests from 8am to 9pm seven days a week. Bring your own towels to the Pool and remember if you leave the pool area and enter the 
restroom, you will need the Amenity Card to get back in the pool. 

Four Wheel Drive & Snow Chains 
During inclement weather conditions, the Village of Sugar Mountain requires vehicles traveling on the mountain to have either Four 

Wheel Drive, All Wheel Drive, or Snow Chains. Warnings are posted at the bottom of the mountain. If you attempt to travel the mountain 
and become stuck, Sugar Mountain PD can ticket you and you will be responsible for towing your vehicle. If you are in your unit and 

have questions, you may call Town Hall at (828) 898-9292. 

Parking Passes 
You have 2 parking passes available, as well as 1 front door key in the basket on the coffee table. In addition, you accessed 1 front door

key from the Lockbox upon entry to the unit. Please return these to those locations upon departure. Replacement cost for the parking
passes is $50 and $10 for the keys and will be charged to the credit card on file if not left in the unit.

Bears & Other Wild Animals
While here on property you may see wild animals such as a bear, coyote, fox, or mountain lion. If you see any of these animals on 

property DO NOT approach them as they are looking for food. We recommend taking your trash to the receptacle between late morning 
and early evening. Please do not leave any FOOD in your car that may attract them. trash receptacles (outside gate)

No Pets
Pets are allowed by OWNERS ONLY! If a pet is reported and/or found in a rental unit, it is grounds for immediate eviction and a 

possible fine of up to $250.00 per violation. We can refer you to a local kennel in the event your pet must travel with you.

Our units have washer/dryers. If using, please leave BED & BATHROOM DOORS open during use for adequate ventilation. Check 
and clean the lint filter after each dryer load. Laundry detergent is not provided at this time. Any damage will be charged to your security 
deposit or filed against the agreed upon waiver. There is a coin operated laundry on property in the gazebo beside Building 6 for larger 

loads or units without washer/dryers. Please report any problems with washer/dryers to the host immediately. We will be happy to
exchange towels and/or linens for you for a small fee. 



1. Report any problems to your host at 813-334-4387 or 813-505-4427.
2. If you have an after-hours emergency (ACCIDENT, FIRE & WATER RELATED ONLY), please call one of   
     the above numbers. PLEASE only call this number if there is a true emergency; otherwise please call in        
     the morning.

1. Place dirty dishes in the dishwasher and start the dishwasher.
2. Make sure all trash has been removed from the unit (trash compactor is just outside the gate on the left).
3. Per housekeeper, do not remove linens from beds.
4. Check behind for items you may have left under the beds, in closets, drawers, etc.
5. Turn heat to low setting.
6. Close and lock all windows and sliding glass doors.

Final Check Out Procedures

Maintenance 

Ski & Boot Storage 
If you are in our 2 Bedroom unit, you will lock/unlock the ski closet in the hallway with a separate key. Please keep all skis and boots 
in this closet during your stay. *Please note that some owners have locked their ski closets for personal use and may not be available 

for guest use*. For all units lacking a ski closet- please knock as much snow, ice, or dirt off your equipment before taking inside the 
unit. Please keep equipment just inside the unit door or on non-carpeted surfaces. 

Ski Rentals & Lift Tickets 
There are many places locally that rent ski equipment in Banner Elk and Boone NC. 

You may also get rental equipment at the Sugar Mountain Ski Resort itself. 

Sugar Mountain Ski Resort is the ONLY place you can purchase Ski lift tickets. Our office does NOT sell lift tickets nor do we 
have any rental equipment. 

Troubleshooting Upon Arrival 
You will more than likely find the water & hot water heater ON when you arrive. However, to avoid broken pipes during our 
winter months, the water may have been turned off. Please read these instructions if you have no water upon arrival. 

If you have no water (Hot or Cold) 
1. Locate the water heater - master bath closet in 2-bedroom units/ hallway or kitchen closet in all other units.
2. In Buildings 10 & 11, make sure both knobs on valves are turned hard counterclockwise. In all other buildings, the water cut on

is either a handle or knob over the water heater. 
3. Find the breaker panel & make sure all the breakers are turned ON.
4. If the breaker to the hot water heater was off, once it is turned on, you can expect the water to heat up in approximately 30

minutes. If you run out of hot water during your stay, it may take 20 - 30 minutes for the water to heat back up. Please plan 
your showers accordingly. 

Departure Procedure 
CHECK OUT IS AT 1 0AM 

Prior to Leaving Unit: 

1. Return keys to lock box ONLY AFTER you have completely vacated the unit and are ready to leave the property
2. If you are planning to return the following year during a busy time, we highly recommend that you reserve your unit now 

with your host.

"Return 1 front door key to the lockbox and place additional key to lock box (front door & ski storage closet-231 only) 
with the 2 amenity cards and the 2 parking passes to the basket on the coffee table". Please let us 
know if there is anything that we need to address in the unit. Reserve your unit for future stays 
now with your host (www.SugarSkiHaven.com or SugarSkiHaven@gmail.com).

If you enjoyed your stay, please leave us a great review! If you had problems during your stay, please email us at 
SugarSkiHaven@gmail.com and let us know what we need to address in the unit. 

Thank you for staying with us! 
Have a safe trip home and we will see you next time! 

Keys, Amenity Cards, Parking Passes: 



 Important Information 

911: 

Your 911 address is 
2 bedroom: 102 Sugar Ski Drive #231; Sugar Mountain, NC 28604
1 bedroom: 111 Sugar Ski Drive # 11-103; Sugar Mountain, NC 28604 

 They do not need a gate code as they have 24 hour access to our gate. 

Sugar Ski Emergency Numbers: 

There is information in this book regarding troubleshooting any issues involving 
water and hot water. Please refer to this before calling emergency numbers.  

Contact Your Host If Needed:

Carol Lewis @ 813-334-4387 or John Lewis @ 813-505-4427

(text or phone) for emergency only please.

Host prefer texts or emails if possible; SugarSkiHaven@gmail.com 

Gate: 

You were assigned a gate code upon completion of your reservation. Refer to 
your reservation emails to find your gate code. Press the# then the 
four-digit code. Please make sure all members of your group have this code 
so that they can access the gate at any hour. 

For personal emergencies call 911 which include accidents, medical, fire-related, 
etc.
For any problems that are non-emergency or building related, please contact your 
Host and they will contact the appropriate response representative needed.



Internet Troubleshooting 
If you are having trouble connecting to the wireless modem in your unit, please follow the 
steps listed below BEFORE calling the office to report a problem. 

If you cannot connect to the modem: 
I) Check to make sure you at"e using the correct SSID and password

a. These can be found on the back of the router itself.

2) Make sure the DSL/WAN light on the rnuter is solid.

If you answer YES to the above questions but still have difficulty connecting to the 
internet, follow these steps: 
I) Unplug router:

a. The power cord is on the back of the router just below the antenna.
b. Leave unplugged for at least 15 seconds.
c. Plug power cord back into power port on router.
d. The power light at the top of the router will begin blinking.
e. The DSL/WAN light will blink, then become solid.
f. The Internet light will blink and become solid.

i. It is normal for the internet light to blink occasionally.
2) If connection problem persists:

a. Power cycle the device you are trying to connect to the internet.
b. Make sure the DSL filter is plugged in correctly.

i. The phone line is connected to the correct port ii. The
DSL line is connected to the correct port.

c. Make sure you're using the correct SSID & Password for your unit.

Spectrum 833-267-6094 or 833-224-6603
Sugar Ski & CC has a BULK commercial account, unit owners are LEWIS 

.... All units have SMART TV's and have some free channels in addition to the cable tv.  We recommend 
that if you choose streaming accounts please sign out of all your accounts so the next guest will also 
start fresh.

Contact Your Host If Needed
Carol Lewis @ 813-334-4387 or John Lewis @ 813-505-4427
(text or phone) for emergency only please.
Host prefer texts or emails if possible; SugarSkiHaven@gmail.com 

UNIT 231 WIFI ID:   SpectrumSetup-A8

WIFI PASSWORD:  orangeapple178 (all lowercase)



Internet Troubleshooting 
If you are having trouble connecting to the wireless modem in your unit, please follow the 
steps listed below BEFORE calling the office to report a problem. 

If you cannot connect to the modem: 
I) Check to make sure you at"e using the correct SSID and password

a. These can be found on the back of the router itself.

2) Make sure the DSL/WAN light on the rnuter is solid.

If you answer YES to the above questions but still have difficulty connecting to the 
internet, follow these steps: 
I) Unplug router:

a. The power cord is on the back of the router just below the antenna.
b. Leave unplugged for at least 15 seconds.
c. Plug power cord back into power port on router.
d. The power light at the top of the router will begin blinking.
e. The DSL/WAN light will blink, then become solid.
f. The Internet light will blink and become solid.

i. It is normal for the internet light to blink occasionally.
2) If connection problem persists:

a. Power cycle the device you are trying to connect to the internet.
b. Make sure the DSL filter is plugged in correctly.

i. The phone line is connected to the correct port ii. The
DSL line is connected to the correct port.

c. Make sure you're using the correct SSID & Password for your unit.

Spectrum 833-267-6094 or 833-224-6603
Sugar Ski & CC has a BULK commercial account, unit owners are LEWIS 

.... All units have SMART TV's and have some free channels in addition to the cable tv.  We recommend 
that if you choose streaming accounts please sign out of all your accounts so the next guest will also 
start fresh.

Contact Your Host If Needed
Carol Lewis @ 813-334-4387 or John Lewis @ 813-505-4427
(text or phone) for emergency only please.
Host prefer texts or emails if possible; SugarSkiHaven@gmail.com 

UNIT 11-103 WIFI ID:   SpectrumSetup-11

WIFI PASSWORD:  hotelquick374 (all lowercase)



Television Troubleshooting 
If you are having trouble with the television in your unit, please try these before 

contact your host to report a problem. 

If television is ON but picture is "snowy": 
1 . Make sure television is on channel 3 

a. If the unit TV is an HD, make sure the source is on HDMI 1 or 2

If television is ON but cable box is not (blue power indicator off): 

1. On the TV remote, press CBL, then POWER on the top right of the remote.
The blue power indicator light should come on after this is done.

If the television is ON and there is a blue screen only: 

1. Un-Plug the cable box from the wall outlet
2. Wait 15 seconds
3. Plug the power cord back into outlet
4. Turn the cable box ON

5. Screen will prompt you upon start-up & give you an error code if there
is an actual error

If a DVD Player is connected to the TV in your unit, but isn't working 

1. Make sure the DVD player is turned ON
2. Push the Video Source button on the bottom left side of remote
3. The source should be set to either AUX or DVD
4. You can control the DVD player with a separate remote

Spectrum : 833.267.6094

TV Internet Home Phone: 833.224.6603

All units have SMART TV’s and have some free channels in addition to the cable tv. 
We recommend that if you choose streaming accounts and please sign out of all 
your accounts so the next guest will also start fresh.

Contact Your Host If Needed
Carol Lewis @ 813-334-4387 or John Lewis @ 813-505-4427 
(text or phone) for emergency only please.
Host prefer texts or emails if possible; SugarSkiHaven@gmail.com 



Internet Info
Internet Troubleshooting

If you are having trouble connecting to the wireless modem in your unit, please fol-
low the steps listed below BEFORE calling the office to report a problem.

If you cannot connect to the modem:

I) Check to make sure you are using the correct SSID and password
  a. These can be found on the back of the router itself.

2) Make sure the DSL/WAN light on the router is solid.
  If you answer YES to the above questions but still have difficulty connecting 
  to the internet, follow these steps:

I) Unplug router:
  a. The power cord is on the back of the router just below the antenna.
  b. Leave unplugged for at least 15 seconds.
  c. Plug power cord back into power port on router.
  d. The power light at the top of the router will begin blinking.
  e. The DSL/WAN light will blink, then become solid.
  f. The Internet light will blink and become solid.
  i. It is normal for the internet light to blink occasionally.

2) If the connection problem persists:
  a. Power cycle the device you are trying to connect to the internet.
  b. Make sure the DSL filter is plugged in correctly.
   i. The phone line is connected to the correct port     
   ii. The DSL line is connected to the correct port.
  c. Make sure you’re using the correct SSID & Password for your unit.

If still unable to connect, contact your host to report a problem, or you can contact 

Spectrum at
855.632.7020 or 833.697.7328. Sugar Ski & CC has a bulk account. 
The unit owner is LEWIS



Water 

If there is no water: 

Buildings 10 & 11: 

1. Locate the water heater in a closet. Make sure both knobs on the valves are turned hard,
counterclockwise.

2. Locate breaker panel. Make sure all breakers are turned ON. Expect hot water in
approximately 30-40 minutes if the breaker to the water heater was off.

Buildings 1. 2, 3, 4, 5, 6, & 8: 

Water valves are located above the water heater in the hall closet of one-bedroom units & in 
the master bath closet of two-bedroom units. The breaker box is in the hallway. Make sure the 
water heater breaker is on. If the breaker was off, turn it on & expect hot water in approximately 
30-40 minutes.

Heat 
If you are experiencing heat issues in Buildings 10 & 11: 

Locate the heater. In the center, near the top, should be a red button that reads "RESET". Once 
you push the reset button the heat should turn on. Do not use anything metallic to reset the 
heat. We recommend a pen or pencil. 

The one bedroom and two bedroom units should have either thermostats or baseboard heaters 
that you can adiust. If you cannot get these to work- give our office a call and we will send 
someone to assist you! 

Thank you for choosing to stay with us! We hope you genuinely enjoyed your time at 
Sugar Mountain and felt right at home during your stay. It was our pleasure to host you 
and we hope you will return soon to make more wonderful memories. Please refer to our 
website for future booking instructions, as well as local activities and events. We look 
forward to welcoming you back!!

Warmly,

John and Carol Lewis & Stitch, CHO

SugarSkiHaven@gmail.com

www.SugarSkiHaven.com 



Miscellaneous - Additional Notes

SugarSkiHaven@gmail.com

www.SugarSkiHaven.com 
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