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Welcome to your new home! 

We hope you enjoy living in your new property and have a pleasant Tenancy.

Inside this guide you will find some useful tips and important information which 
you may need to refer to throughout your Tenancy, so please keep this guide safe 
once you receive it.

If you have any questions, please do not hesitate to contact a member of our 
team who are on hand to help. 
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WELCOME

A snapshot of your key responsibilities are below. For a more detailed explanation 
please refer to Schedule 1 of your Tenancy Agreement .

Your number one responsibility is to pay your rent in full and on time. Not doing 
so may put you in breach of your Tenancy Agreement obligations and at risk of 
losing your home. 

Look after the property. Keep it clean, and take care of any furniture and 
appliances. Don’t attempt any repairs or decorating without first contacting your 
designated Property Manager to seek permission and guidance.  If you notice any 
issues contact us to arrange repairs. Not reporting minor issues that turn into 
major problems can be a risk to your deposit.

Familiarise yourself with how the boiler and major appliances work. Find out 
where the stop cock, fuse box and any meters are located. Much better to know 
now rather than wait for an emergency to try and find them.  Please ask us if you 
need to.

Last but not least, be considerate to the neighbours. Anti-social behaviour will 
be a breach of your Tenancy Agreement obligations, so please bear this in mind.
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YOUR 
SAFETY
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SMOKE 
DETECTORS

Smoke and carbon monoxide (a colourless, odourless and tasteless gas) 
are known as silent killers. It is the Landlord’s legal obligation to install 
smoke alarms on each floor of a property and a carbon monoxide alarm 
in any room with a gas fired central heating boiler, fire, oven or stove.

• Never block airvents in rooms containing a gas or other carbon burning 
appliance.
• Test alarms weekly using the button located on the alarm.
• Replace batteries regularly, this is your responsibility, but faults should 
be reported immediately.
• Keep alarms free from dust and other obstructions.
• Portable alarms, which you can take with you when you move out,
are readily available.



LEGIONELLA

Legionella bacteria, which can live in water systems, can pose potential 
health problems, particularly for higher risk groups. Whilst such problems 
are rare when a system is operating normally, you should nonetheless 
take reasonable precautions.

When a hot water system is operating normally water should be delivered 
to outlets such as showers and taps at between 50 & 55 degrees.

• Promptly report any problems with hot water not being delivered within 
these tolerances.
• Care should be exercised when testing the water temperature to avoid 
scalding.
• When first using the water system after a period of non use (1 week or 
longer), allow at least 1 hour for the hot water to reach temperature.
• Showers and taps should be flushed through following a period of non 
use.
• Showers and taps (especially those with aerators) should be regularly 
cleaned and disinfected.
• Douches and taps with pre-set mixers operating below 50 to 55 
degrees should be cleaned and disinfected more regularly. Use of these 
should be avoided by higher risk groups, including those suffering from
chronic respiratory or kidney disease, and people whose immune system 
is impaired.
• Hot tubs and whirlpool baths should be cleaned and operated 
in accordance with the manufacturer’s.
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REPORTING 
AN ISSUE

Overleaf is a chart of possible emergencies but is not exhaustive as it 
would not be possible to cover every emergency or whether or not it 
would be deemed an emergency. The use of common sense is needed 
when calling out the contractors. Their rates are increased due to it being 
out of hours therefore if you can wait until the next working day it is best.
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Broken windows or doors following a 
break-in – a handy man will attend;
• to temporarily board up the 
window/make the property safe and 
will re-attend during working hours 
to replace glass/doors etc.
• you must also report damage to the 
police and obtain a crime reference 
number.

No heating or hot water – A plumber 
will attend if;
• you have checked the timer to 
check the times are set correctly
• you do not have an immersion 
heater
• you have young children
• you are an elderly person
• adults with no children may have 
to wait until the next working day.

No lights – An electrician will attend 
if;
• you have checked the fuse box and 
checked that the switches have not 
tripped
• you have contacted the Electricity 
Board to ensure they have not 
turned it off in the street/ building

Serious structural damage (resulting 
from storm, for instance) – a builder 
will attend;
• to check that the building is safe
• if the property is uninhabitable 
then you will be contacted by a 
member of staff  from Peter James 
with further advice

Smell of gas
• you must call Transco on 
0800 111 999

Serious leaks – a plumber will 
attend if;
• the stopcock cannot be turned off 

WHAT TO DO 
IN AN 

EMERGENCY
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Immediately report any repairs to Peter James, if you fail to report a 
repair and the situation worsens, you may be responsible for any 
additional costs involved.



Our out of office team must only be called in a genuine emergency, when 
our office is closed. If the problem is not deemed to be an emergency you 
may be liable for the call out charge. Some appliances may be covered 
by guarantee or extended manufacturers warranty and failure to use the 
correct contractor could result in the warranty becoming null and void. In 
this case you may be charged for the expenditure incurred.
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The person answering the call will ask you to confirm the following:

1. That you are a Peter James Tenant
2. The address of the property you are living in
3. Your contact details
4. The receiver of the call will decide if you have a legitimate emergency 
and their decision is final. If their decision is that your call is not an 
emergency then your details will be recorded and sent to a Property 
Manager and you will be contacted on the morning of the next working 
day for an appointment to be arranged.

If you are confident you have an emergency please telephone  
07494 974 384 or 07494 974 385 leave a message and send a text 
with your property address.

WHAT TO DO 
IN AN 

EMERGENCY
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Gas Leaks
If you smell gas you should call the National Gas Emergency Service on 
0800 111 999 and vacate the building until help arrives.
Remember to ventilate the room as much as possible and do not turn on 
lights or electrical appliances.



Within the email please supply the following details:

1. Your address
2. As much useful information as possible about the issue
and rooms/areas affected
3. Any pictures of proof
4. Your name and best contact details
5. Your authority for your property to be assessed without you being 
present using management keys or if you want to be present when the 
work is being carried out, your availability
6. Confirmation if there are any vulnerable occupiers at the property

This is the best way to report an issue in the first instance and will provide 
us with all the information we need to get any issue rectified as possible.

We endeavour to contact you within 24 hours of your email being sent to 
confirm we have received notification of your issue and have organised 
appropriate attendance.

To report a non-emergency issue, send an email or call your designated 
property manager.

T: 020 8463 1550
E: propertymanagement@peterjamesestates.co.uk
Mon-Fri: 9.00am - 5.30pm

HOW TO 
REPORT 

AN ISSUE
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THE START 
OF YOUR 
TENANCY
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YOUR DIRECT 
DEBIT

Should I check if my rent is being paid from my account?

Yes – although you would have set up your Standing Order yourself, it 
would be prudent to check that your first rental payment has been made. 
If there are any problems with this, please contact our Accounts 
Department on 020 8463 1556.  

Does Peter James automatically stop collecting rent at the end of the 
tenancy?

No, it is therefore important that you cancel your Standing Order once 
your final rental payment has been made. We cannot be held 
responsible for any delay in recovering your money if you forget.

What about insurance?

Your Landlord is responsible for insuring the building and his possessions 
and you are responsible for insuring your possessions.
You should ensure you have adequate contents insurance to cover all 
of your personal belongings. Your Landlord will not be held responsible 
for any damage to your personal belongings if you fail to have adequate 
contents insurance. 
Many Tenant insurance products include accidental damage cover 
which gives protection should you accidentally damage the Landlord’s 
belongings. If you would like an open market quote, please contact your 
Property Manager who can help you with this.

INSURANCE
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UTILITIES

What about the transfer of utilities?

Under normal circumstances, with all long let tenancies the payment of 
utility charges and council tax will be your responsibility as Tenant. You 
can choose a provider and a tailored tariff that best suits you.
It is important that you ensure your obligations for the transfer and 
payment of utility charges and council tax are met as neither we, nor your 
Landlord can accept liability for unpaid or estimated accounts.

Always ensure that utilities are promptly transferred into your name.

What about media services?

Subject to location and services available within your building you may be 
able to take advantage of media packages from providers such as Virgin 
Media, Sky and British Telecom.

Please remember that you will need permission from your Landlord for 
the installation of any wiring or satellite dish that might be required.

Your Landlord’s permission is required for installations other than those 
you can plug in and use.

Useful numbers for your move in

British Gas 0800 072 5230                                                                                             
Transco  0800 111999
EDF Energy 0800 365000                                                                               
Thames Water 0845 9200800
Lewisham Council 020 8314 6000                                                             
Greenwich Council 020 8854 8888



CLEANING

What if the property isn’t clean when I move in?

Your property will usually have been professionally cleaned prior to 
you moving in. Any deficiencies in this regard should be noted on the 
inventory check-in. You will not be responsible for returning the property 
in a cleaner condition than that noted on the check-in unless additional 
cleaning took place afterwards at your Landlord’s expense.
However, you are required to leave the property in the same standard of 
cleaning as noted in the inventory/check in and may be charged if you do 
not.

Please contact your Property Manager if you have any concerns in this 
regard. Please note however that a professional clean cannot restore a 
property to “as new” condition and your Landlord is not responsible for 
rectifying the effects of wear and tear and the passing of time.

• Report any concerns to your Property Manager as soon as possible.
• A professional clean cannot rectify the effects of wear and tear and 

the passing of time.

Do I need to clean the carpets during the tenancy?

Most Agreements will place an obligation on you to professionally clean 
carpets once a year. If carpets are not professionally cleaned regularly 
there is a risk of dirt becoming so ingrained that permanent staining 
and damage will result. High traffic areas such as hallways and reception 
rooms are particularly prone.
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REPAIRS & 
MAINTENANCE
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REPAIRS & 
MAINTENANCE

When something breaks down what should I do?
As Tenant you are responsible for promptly reporting maintenance 
issues as they arise.

Where this involves an appliance apparently not working, firstly read 
the instruction manual to avoid any unnecessary call out charges. Most 
instruction manuals provide a useful troubleshooting section.

When a breakdown occurs, your Property Manager will arrange for 
an approved contractor to visit as soon as is reasonably possible. It is 
important to remember that your Landlord is unable to compensate you 
for, the inconvenience that inevitably occurs when repairs are required. 
In the event of a breakdown your Property Manager will do everything 
reasonably possible to keep any inconvenience to you to a minimum.

You can report maintenance issues by telephone or email. In cold weather 
it is prudent to allow ample time to check that your heating system 
is operating correctly as any parts which may be required to correct a 
breakdown might not always be readily available. After reference to the 
instruction manual, please remember that with gas fired boilers you 
should try and ascertain whether the pressure needs increasing. With 
central heating systems, to avoid all or part of a radiator remaining cold 
you will usually need to bleed air from the radiator when the system is 
first switched on in the Autumn*.

* Please ask your Property Manager if your require advice.
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8

REPAIRS & 
MAINTENANCE

These simple steps will help avoid paying for unnecessary call out charges.

• Always check the instruction manual before reporting a problem.
• Remember to check that your heating is working before the winter 

months. Have details of the make and model to hand when reporting 
a breakdown.

Do I need to be at the property when a contractor visits?

Providing that keys are available at your local Peter James branch, or have 
been left with a porter or concierge, there is no need for you to be at 
the property. Peter James’ approved contractors are thoroughly vetted 
and carry adequate public liability insurance and will also seek your prior 
consent before using keys to access your property.
 
If you would prefer to be present when a contractor visits this is perfectly 
acceptable but may lead to a delay. 

Problems are rare, but if you are at all concerned with the work carried out 
please report this to your Property Manager as soon as possible.

• You will not usually need to be at the property when a contractor 
visits.

• If necessary, we can arrange appointments outside of normal hours 
when you are home but this may be subject to additional costs.
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8

REPAIRS & 
MAINTENANCE

What if I can’t operate an appliance or the heating and hot water?

Instruction manuals should be available within the property to assist you 
in familiarising yourself with the appliances and equipment provided. 
Please contact your Property Manager if an instruction manual is missing. 
Alternatively, and to save time and inconvenience, manuals are often 
available online.

• Always read the instruction manual.
• If an instruction manual is missing copies are often available online.

Leaks

Leaks from one property to another are not uncommon, especially in 
developments comprising a number of apartments. Leaks can result 
from something as simple as failed seals in baths and showers to more 
serious problems with pipework installations. In situations such as this 
please contact your neighbour as soon as possible before reporting the 
problem to your Property Manager or calling an emergency contractor.
If you suspect a leak within your property please immediately contact 
your Property Manager.

• If a leak is coming from another property, speak to your neighbour, porter 
or concierge first.
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REPAIRS & 
MAINTENANCE

Who is responsible for changing the lightbulbs?

Light bulbs are a Tenant responsibility. Care should be exercised when 
fittings are above head height or located in areas accessible only by 
ladder. 
If required, your Property Manager can give you the contact details of an 
approved handyman on our contractors list to attend to this at a cost to 
you.

• Light bulbs are a Tenant responsibility.
• Always exercise care around electrical fixtures and fittings by turning 

off the power before replacing bulbs.

Who is responsible if the drains become blocked?

Unless the problem results from a failure in the sewerage or drainage 
system you as Tenant are responsible for clearing blockages. Subject to 
any restrictions on the use of chemicals with septic tanks, regular use of 
drain cleaners in bathrooms and kitchens helps avoid blockages.

• Regular use of drain cleaners helps reduce the risk of blocked drains.

Who is responsible compliance certificates?

Annual gas safety inspections are legally required to be carried out at the 
property annually, to ensure that all gas appliances, including boilers, are 
operating safely and your co-operation in this regard is appreciated in 
respect of access.
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REPAIRS & 
MAINTENANCE

Can I hang pictures?

With your Landlord’s prior permission and subject to the provisions of 
the Agreement yes, providing the number is not excessive and that you 
use commercially produced picture hooks making good any damage at 
the end of the tenancy.

What if I need more keys to the property?

Subject to written consent you are, at your own expense, able to have 
additional sets of keys cut. Details will be held on file, and all keys must 
be returned at the end of the tenancy.
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8

CONDENSATION
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What is Condensation?

There is always some moisture in the air, even if you cannot see it. If the air 
cools it cannot hold all the moisture and tiny drops of water appear. This 
is condensation. You notice it when you see your breath on a cold day, or 
when the mirror mists over when you have a bath.
Condensation is most likely to become a problem during cold weather 
but it can occur all year round, whether it is raining or dry. It does not 
leave a ‘tidemark’ in the same way that rising and penetrating damp 
frequently do. It appears on cold surfaces and in places where there is 
little movement of air. Look for it in corners, on or near windows or on 
walls behind furniture. In bad cases it can also occur inside cupboards 
and wardrobes. The problem can be worst on north-facing walls and on 
walls exposed to the prevailing wind (because these are typically colder). 
Black mould often starts to form if there is a persistent problem.

Is the problem actually condensation?

Condensation is not the only cause of damp. It can also be caused by: 

• leaking pipes, wastes or overflows; 
• rain seeping through the roof where a tile or slate is missing, spilling 

from a blocked gutter, penetrating around window frames, or leaking 
through a cracked pipe; 

• rising damp due to a defective damp-course or because there is no 
damp-course 

These causes of damp often leave a ‘tidemark’.
If your home is newly built it may be damp because the water used 
during its construction (for example, in plaster) is still drying out. If your 
home is damp for any of these reasons it may take weeks of heating and 
ventilating to dry out. Hiring a dehumidifier will help.

CONDENSATION

20



9

CONDENSATION

If you do not think the damp comes from any of these causes it is 
probably condensation. Condensation problems are often characterised 
by mildew and by areas of black mould, particularly in colder areas of the 
building and behind furniture.

First steps against Condensation

You will need to take proper steps to deal with the causes of condensation, 
but you can take action right away to reduce the problem:

• Start with wiping down the windows and sills every morning and then 
wring out the cloth rather than drying it on a radiator. You can also try 
to ensure that steam from the bathroom and kitchen doesn’t spread 
round the house. Close the doors and open windows to let the steam 
out.

• Condensation channels and sponge strips can be bought at DIY 
shops. They are fitted to windows to collect the condensation and do 
help prevent window frames from rotting and avoid damp forming 
under sills. Care must be taken to fit these devices properly.

Examples of Condensation 
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First steps against mould

First treat the mould already in your home. If you then deal with the basic 
causes of condensation, mould should not re-appear.

To kill and remove mould, wipe down walls and window frames with a 
fungicidal wash which carries a Health and Safety Executive ‘approval 
number’. Follow the manufacturers’ instructions precisely. Dry-clean 
mildewed clothes, and shampoo carpets. Disturbing mould by brushing 
or vacuum cleaning can increase the risk of respiratory problems.
After treatment, redecorate using a good quality fungicidal paint to 
help prevent future mould growth. Note that this paint is not effective if 
overlaid with ordinary paints or wallpaper.

The only lasting way of avoiding problematic or severe mould is to 
eliminate the dampness caused by condensation.

CONDENSATION
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HOW TO AVOID
CONDENSATION

These three steps will help you reduce the condensation in your home:

1. Produce less moisture

Some ordinary daily activities produce a lot of moisture very quickly.

• Cooking: To reduce the amount of moisture, cover pans and do not 
leave kettles boiling.

• Paraffin and portable flueless bottled gas heaters: These heaters 
put a lot of moisture into the air - one gallon of gas or paraffin 
produces about a gallon of water vapour. If you have a problem with 
condensation, try to find an alternative means of heating.

• Washing clothes: Put washing outdoors to dry if you can, or put it in 
the bathroom with the door closed and the window open or fan on. If 
you have a tumble-dryer make sure you vent it to the outside (unless 
it is the self-condensing type). DIY kits are available for this.

2. Ventilate to remove the moisture

You can ventilate your home without causing draughts.

Some ventilation is needed to get rid of moisture that is being produced 
all the time, much of which comes from peoples’ breath. Keep a small 
window ajar or a trickle-ventilator open when someone is in the room.

You need much more ventilation in the kitchen and bathroom when 
cooking, washing up, bathing and drying clothes. This means opening the 
windows wider. Better still, use a humidistat-controlled electric fan (these 
come on automatically when the air becomes humid, and are cheap to 
run).
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Close the kitchen and bathroom doors when these rooms are in use, 
even if your kitchen or bathroom has an extractor fan. A door-closer is 
advisable. Doing this will help stop the moisture reaching other rooms, 
especially bedrooms, which are often colder and more likely to suffer 
condensation.

Ventilate cupboards and wardrobes. Avoid putting too many things in 
them, as that stops the air circulating. Cut a ventilation slot in the back of 
each shelf or use slatted shelves. Cut ‘breather’ holes in doors and in the 
back of wardrobes.

Leave space between the back of the wardrobe and the wall. Put floor-
mounted furniture on blocks to allow air underneath. Where possible, 
position wardrobes and furniture against internal walls (walls which have 
a room on both sides) rather than against outside walls.

3. Heat your home a little more

In cold weather, the best way to keep rooms warm enough to avoid 
condensation is to keep low background heating on all day, even when 
there is no one at home. This is very important in flats and bungalows and 
other dwellings where the bedrooms are not above a warm living room. 
So, if possible, install a small heater with a thermostat in each bedroom 
(but do not use a paraffin or flueless bottled gas heater for this purpose). 
The thermostat will help control heating and costs.

HOW TO AVOID
CONDENSATION
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HOW TO AVOID
CONDENSATION

Dehumidifiers will help dry out damp in newly built houses. They can also 
help reduce condensation in warm rooms with a lot of moisture, but they 
are of little use in cold damp rooms.

Points to remember

Produce less moisture:

• cover pans 
• dry clothes outdoors 
• vent your tumble dryer to the outside 
• avoid using paraffin or flueless bottled gas heaters 
• ventilate to remove moisture 
• ventilate whenever someone is at home 
• increase ventilation of the kitchen and bathroom when in use and 

shut the door 
• ventilate cupboards, wardrobes and blocked chimneys 
• heat your home if possible, keep low background heat on all day
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PROPERTY VISITS
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During your Tenancy we will visit the property to carry out a “walk through” 
at least three times a year to check the condition of the property. You will 
be given ample notice of an intended visit and it is not necessary for you 
to be at home. 
The visit will be carried out by a Mid-Term Inspector rather than your 
Property Manager.
Please do not wait for a property visit before highlighting maintenance and 
repair issues as these should be discussed with your Property Manager as 
soon as possible.

• The property will usually be visited by us three times a year depending 
on our agreement with the Landlord.

Do I have to allow access?

Yes, you are under a statutory and contractual obligation to allow your 
Landlord and their representatives access subject to you being given a 
minimum of twenty-four hours notice.
Your requests for mutually convenient appointments will be 
accommodated wherever reasonably possible; however, failure to provide 
access may be viewed as a serious breach of your Tenancy obligations.

WHAT ABOUT 
PROPERTY 

VISITS?
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TENANT SWAPS

For whatever reason, some Tenants decide to go their separate ways. If 
this is the case, you can find a replacement to take a Tenant’s place. They 
will need to be referenced and cannot sign their Tenancy Agreement until 
references have been approved. Only after this can they move in.
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HOW TO 
TENANT SWAP

Your Landlord is under no obligation to agree to your request to swap 
Tenants in the middle of your Tenancy, however we will approach the 
Landlord on your behalf. If the Landlord is agreeable in principle, the 
prospective Tenant will be subject to the usual reference and ID checks.

In order to do this, fees will apply, please contact your Property Manager 
for more information.

Incoming tenant/s

The incoming tenant will need to pay the deposit share directly to the 
outgoing tenant. 

The incoming tenant will receive a copy of inventory report compiled at 
the beginning of the tenancy and will need to accept the contents before 
signing a Tenancy Agreement.
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If you are young, studying, on a zero hour contract or renting for the first 
time – you may need a Guarantor.

A Guarantor is a responsible person (typically a parent) who provides a 
guarantee that the rent will be paid.

This means that if you fail to pay the rent, the Landlord’s managing agent 
can legally call on your Guarantor to fulfil your obligations to pay the rent.

This is particularly worth considering if the property is shared, as in this 
case the Guarantor will be liable for any failure of the rent from other 
tenants – not just the person they are guaranteeing.

A Guarantor will need to be processed in the same way as a tenant. The 
normal requirement is that they are employed and a UK homeowner, with 
sufficient earnings to cover the tenant’s rental commitment along with 
other normal outgoings. 

Guarantors also need to provide the following paperwork:

• Photo ID (passport and valid visa if required)
• Proof of current address (bank statement or utility bill dated within 

the last 2 months)
• Signed Terms and Conditions 
• Signed Holding Deposit Receipt Form
• Completed online reference form
• Any other supporting documents when requested by the third party 

referencing company such as bank statements or P45

IF YOU NEED A
GUARANTOR
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RENEWING YOUR 
TENANCY
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Should you wish to extend your Tenancy after any initial fixed period, 
there are a number of important issues to consider.

Do you want to sign up to a new fixed term? 

If the Landlord is in agreement it is sometimes possible to be on a 
‘rolling periodic tenancy’. This means you carry on as before but with no 
fixed term – you can leave at any time by giving one month’s notice. Or 
your Landlord can end the contract at two months’ notice.

Your Landlord might want to increase your rent. 
Your Landlord can increase your rent by agreement, or as set out in your 
Tenancy Agreement, or by following a procedure set out in law.

RENEWING 
YOUR TENANCY
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ENDING YOUR 
TENANCY
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What happens as the end of the tenancy approaches? 

Within the last two months of the initial term of the Tenancy your Property 
Manager will contact you regarding renewal or termination.

What happens on the day I leave?

You have the option of being present for the check-out but your 
attendance is not necessary. A clerk from a third party inventory company 
will attend to check the condition of the property against the check-in 
document prepared at the start of the tenancy. This report, known as the 
check-out, will note any differences which, fair wear and tear aside, will 
form the basis from which to calculate the apportionment of the deposit. 

You would have been given a copy of the check-in shortly after your 
Tenancy started. In preparing to leave we advise that you check this 
document to ensure you are returning the property in the same condition 
as you found it, and do not, for example inadvertently remove any of your 
Landlord’s belongings.

Points to remember are:

• Have any missing or broken items been replaced?
• Have any blown lightbulbs been replaced?
• Have you reported any electrical items not in working order? 
• Has the furniture been returned to its original position?
• Have ALL your possessions been removed?
• Has the property been professionally cleaned?

END OF
TENANCY
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These are all things that you can put in hand easily and fairly cheaply 
prior to leaving, that can be expensive to rectify later and may fall to you 
to pay for.

The inventory clerk will collect your keys at the end of the appointment if 
you are in attendance and return them to us, after which you are prohibited 
to re-enter the property to carry out further cleaning or to remove your 
belongings. With this in mind, it is important to ensure you have vacated 
and cleaned the property prior to the inventory clerk’s attendance. Clerks 
are unable to check you out of a property that is not empty of your 
belongings or in the process of being cleaned. Please remember to return 
all keys to the property, including those for post boxes and windows as 
well as security fobs and access remote control. A list of those issued will 
be noted in the check-in.

Failure to return these on the day could result in the locks being changed 
at your expense. We suggest not leaving checking this to the last minute. 
Remember to return any keys held by a friend, neighbour or cleaner.

• Don’t forget you cannot re-enter the property once the check out has 
been completed.

 

END OF
TENANCY
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What should I have cleaned?

Cleaning the property properly is one of the easiest ways to avoid claims 
against your deposit.

Your Landlord would normally have had the property professionally 
cleaned, and you will therefore be required should do the same. Please 
remember that cleaning to a good domestic standard is NOT the same 
as a professional clean.

We can provide you with details of professional cleaning companies able 
to assist.

What about the garden?

If you have a garden, patio, terrace or balcony with your property this will 
need to be cleaned, tidied and returned in seasonal order.

What about the transfer of utilities and forwarding post?

The inventory clerk will take meter readings at the end of the Tenancy; 
however, it is important to ensure that you promptly advise all utility 
providers and the local authority of your last contractual day at the 
property, as well as providing us with your forwarding address.

Regarding BT phone lines, whilst advising them that you no longer require 
the line, it should not be disconnected as this will incur a reconnection 
charge that will be your responsibility.

END OF
TENANCY
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Please ensure that any cable, satellite and internet hardware not provided 
by your Landlord is removed or collected prior to your departure and any 
damage from installation or removal repaired.

Neither Peter James, your Landlord or a new Tenant will forward post to 
you. You can arrange for your post to be redirected by the Royal Mail on 
www.royalmail.com for periods of 1, 3, 6 and 12 months at a cost to you.

Does Peter James automatically stop collecting rent?

No, it is therefore important that you cancel your Standing Order once 
your final rental payment has been made. Peter James cannot be held 
responsible for any delay in returning overpaid rent if you forget to cancel 
your standing order.

END OF
TENANCY
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YOUR DEPOSIT

Some Landlords are happy for you to opt into Zero Deposits providing 
only a weeks deposit or you have paid a cash deposit which is held 
with the Tenants Deposit Scheme, either way, here are some answers to 
some frequently asked questions.
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Can my Landlord make deductions from the deposit without my approval?

This will not be possible as Peter James usually holds your deposit as 
stakeholder. As stakeholder we cannot release the deposit to either you 
or your Landlord until both parties have reached agreement on how the 
deposit is to be apportioned.

How soon will I get my deposit back?

Working with you and your Landlord we will do everything reasonably 
possible to return your deposit quickly. Once agreement has been reached 
we can usually arrange for payment to your nominated account within a 
few days.

As a general guide you will be advised within approximately 10 days of the 
end of the tenancy, by way of a schedule of damages, whether or not your 
Landlord proposes to make any deductions from your deposit. This figure 
is arrived at using the check-in and check-out reports obtaining quotes 
for any remedial works required. Whilst we can advise your Landlord on 
what in our opinion is an appropriate figure, the ultimate decision as to 
how much is claimed rests with your Landlord and not Peter James.

Once both parties have agreed any deductions in writing we can arrange 
for funds to be released.

YOUR DEPOSIT
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What if we cannot agree on release of the deposit?

Under normal circumstances the amount not in dispute can be refunded 
in accordance your joint instructions, resulting in us holding only the 
amount in dispute.

Whilst you should make reference to your Tenancy Agreement, in the 
majority of cases your deposit will be protected under Tenancy Deposit 
Protection.

There are currently three national schemes which can be used to protect 
your deposit. In most cases Peter James will have registered your deposit 
with the Tenancy Deposit Scheme (TDS).

The TDS information contained in the Tenancy Agreement will confirm 
how and when you should advise us that you are disputing your Landlord’s 
claim for damages, after which we will use our reasonable endeavours to 
broker an agreement between you. If agreement cannot be reached then 
either you or your Landlord are free to refer the matter to the TDS and 
raise a dispute. The TDS Leaflet; What is the Tenancy Deposit Scheme? was 
provided to you with your Tenancy Agreement at the commencement 
of the Tenancy details how to do this. Once referred to the TDS they will 
ask us to transfer the disputed amount to them for the duration of the 
arbitration process. Once the TDS has concluded its investigations will 
apportion the deposit accordingly.

They will make an independent adjudication and their decision is final 
and cannot be appealed.

• Please note that disputes must be raised with TDS within three 
months of the end of the tenancy.
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How much does the TDS charge me?

If your Tenancy falls within the Housing Act 1988, which it usually will 
provided your rent is less than £100,000 per annum and you are an 
individual and not a company, then generally speaking there is no charge. 
For Tenancies outside of the Housing Act, please make reference to the 
Agreement to see on what basis, if any, the TDS might adjudicate.

• For Assured Shorthold Tenancies there is generally speaking no charge 
for arbitration.

Can Peter James refer the matter to the TDS on my behalf?

No, our client in this matter is your Landlord, and to avoid any conflict 
of interest we are unable to refer the matter to the TDS on your behalf. 
Peter James is not a party to the Tenancy Agreement. Whilst we offer your 
Landlord advice we are not responsible for their decision in terms of the 
amount of damages claimed or release of your deposit.

• An Agent cannot refer a dispute on behalf of a tenant, only for their 
client the Landlord.

Where can I get advice?

If your deposit is protected by the TDS further information is available on 
www.thedisputeservice.co.uk or by contacting them on 0845 226 7837 or 
deposits@tds.gb.com.

Otherwise your local Citizens Advice Bureaux will be able to assist.
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If you have used the Zero Deposit scheme at the beginning of your 
Tenancy,  read the following frequently asked questions you may have 
and how this affects your tenancy. For more information please visit 
www.zerodeposit.com
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Does the Zero Deposit Guarantee cover me if I cause damage or don’t pay 
my rent?

No. You remain liable for any financial loss or damage due to the Landlord 
as you would if you had paid a cash security deposit. The cost of the Zero 
Deposit Guarantee is not returned to you or offset against any claim by 
the Landlord.

What happens at the end of the Assured Shorthold Tenancy Agreement if 
I cause damage or don’t pay my rent?

You settle this with the Landlord directly at the end of the tenancy. If you 
don’t, Zero Deposit will pay them on your behalf and then collect any 
monies owed from you. Zero Deposit may engage the services of a debt 
collection agency in order to recover any such monies and you may be 
liable for their cost.

What happens if I don’t pay Zero Deposit?

It is important that you do. If you do not Zero Deposit may pass your 
debt to a debt collection agency which could affect your credit rating. 
You may also be liable for the costs Zero Deposit incur engaging the debt 
collection agency.

What if I disagree with the amount being claimed by the Landlord?

Zero Deposit refer your case to The Dispute Service (TDS), their expert 
evaluation partner, who will review the evidence and determine whether 
you are liable for any financial loss or damage under the Assured Shorthold 
Tenancy Agreement and, if so, the amount due to the Landlord.
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Will a dispute over a claim be resolved fairly?

Zero Deposit have partnered with The Dispute Service (TDS) to help ensure 
fair outcomes for Landlords and Tenants in the event of a dispute. All TDS 
adjudicators belong to the Chartered Institute of Arbitrators and comply 
with their Adjudicator Code of Conduct, which is available on the TDS 
website. The adjudicators make decisions based on the issues in dispute 
and the evidence provided.

What if I extend my stay at the property beyond the initial tenancy period?

The Zero Deposit Guarantee will automatically renew if your Tenancy 
Agreement is extended and we charge an annual administration fee of 
£26 on renewal.

What happens with multiple Tenants when one person decides to leave?

When Zero Deposit are informed that a tenant is released from a Multi-
Tenant agreement, they will update the Zero Deposit Guarantee to reflect 
the change and re-issue guarantee documentation. Any new Tenants 
moving into the property will need to be added to the Zero Deposit 
Guarantee and will need to pay an administration fee of £40 to do this.

Do I get my fee back when I leave at the end of the Tenancy if there are 
no issues?

No.
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Peter James Property Management
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Sidcup Road
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