
 
 

Tenant Information  
 
Although we try our best to make sure that everything goes smoothly, if 

you do experience any problems or maintenance issues,  
please let us know. 

 
Please note that should you need to report any maintenance issues to us 

during your tenancy, all problems must be reported to us by email 
 

Please take time to read through this pack.  
If you do have an emergency and our office is closed, then there is an 

Emergency Guide inside to help you 
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Moving In: - 
 

You will receive the original TENANCY AGREEMENT signed by all parties. Please keep 
this in a safe place. (If you need another copy you will be charged at £25 + VAT per 
copy).  
 
At the time you take possession of the property, we or your Landlord will have 
arranged for the INVENTORY which will be given to you on moving into the property. 
The purpose of the Inventory is to accurately record the state and condition of the 
property and its contents when you took responsibility for the tenancy. We ask that 
you return a signed copy within the first seven days of your tenancy. Please note that 
if the Inventory is not returned within this time scale, it will be taken that the Tenant 
fully agrees with its contents and may not, therefore, dispute its contents upon 
vacation of the property. A copy of the Inventory will be sent to you once you have 
signed and amended it if necessary.  
 
To make sure the UTILITY SERVICES continue you must contact the relevant 
provides/local authority and complete their application forms. If you choose to change 
the supplier of any utility during the tenancy, you MUST check the terms of your 
Tenancy Agreement and immediately notify us with the new details. Please see 
section ‘Utility Meter Readings’. If there is a landline telephone service provider, the 
supplier will probably charge you their standard transfer fee when you take over the 
service.  
 
You must pay your RENT on or before the dates specified in the Tenancy Agreement; 
this should be by Bankers’ Standing Order (unless specifically stated otherwise). 
We/your Landlord will not be sending you rent demands (as these are already form 
part of the Tenancy Agreement) and the Landlord has the right to charge to you any 
costs they may incur due to rental payments falling into arrears. Please note that you 
will be charged an administration fee of £25 + VAT on each occasion any Standing 
Order or cheque is returned unpaid by your bank.  
 
You should INSURE your own personal belongings as these will not be covered under 
your Landlord’s insurance policy. Please contact us for details on insurance policies. 
  
You will be responsible for the TELEVISION LICENCE if there is a set in the property 
(either your own or left by the Landlord).  If a licence is already in place when you 
move in, you will be responsible for renewing it when it falls due.  

 
If you intend to LEAVE THE PROPERTY UNOCCUPIED for any length of time during the 
tenancy you should check the terms of your Tenancy Agreement, advise the 
Landlord/Managing Agent and make your own arrangements for the property to be 
checked on a regular basis – so as not to invalidate the Landlord’s insurance policy.  
 
You might like to leave a contact address and telephone number in case of an 
emergency. In particular, please see section ‘Frost Prevention’.  
 



You are responsible for the CARE of the property you are renting. If you have any 
problems which you do not think are your responsibility to fix, then you have a duty 
to advise the  
 
Landlord/Managing Agent. You are responsible for minor repairs such as changing 
fuses, batteries and light bulbs, unblocking drains etc. Please see section “Care of 
Appliances”. 
 
The Landlord/Managing Agent may wish to VISIT the property from time to time. They 
will give you notice of when they intend to visit (except in an emergency). If you agree 
to the visit in your absence, you should ensure that they are able to gain access at all 
parts of the property.  

 
Utility Meter Readings: - 
 
Under the terms of our Tenancy Agreement you are required to inform the utility 
supplier of your tenancy so that the services can be put into your name; you must also 
provide them with meter readings. If your water is not metered, you are still required 
to notify the supplier of your tenancy and liability. 
 
Similarly at the end of the tenancy you must read the meters and advise the utility 
suppliers, as well as the water supplier. 
 
We suggest that you enter the meter readings in the boxes below and keep this form 
together with your other documents as a reminder for the end of your tenancy. 

 

 
Reporting Faults: - 
 

In order that we may maintain a fast and efficient service, please report any 
maintenance issues to us as soon as you become aware of them. Please note that all 
problems must be reported to us in writing to: - 
 
Check if there is a British Gas contract (or a similar Home Cover Agreement) in place 
relating to the central heating or hot water system for the property. The Property  

 Supplier 
Ingoing  

Meter Reading 

Outgoing  
Meter Reading 

Electric   
 

Gas   
 

Water   
 



Management Team will be able to advise you of this, but often a sticker will be 
attached to the boiler.  
 
When reporting a fault to a domestic appliance please make sure that you are aware 
of the make, type and if possible the model/serial number. If the appliance is under 
guarantee/warranty we will need to instruct the manufacturer’s own recommended 
service engineer in order not to invalidate the guarantee/warranty. Please remember 
we cannot stipulate appointments with them. Some appliances may need a specialist 
to carry out the repair (as the spare parts may only be made available to 
recommended engineers) and you may experience a delay in an engineer calling to 
repair this type of appliance.  
 
If the fault reported is found to be your responsibility under the terms and conditions 
of your Tenancy Agreement, then you will be asked to settle the contractor’s account 
immediately he has finished the repair.  
 
Many contractors carry spare parts, but it may be necessary to order a part from the 
supplier or manufacturer, which may result in a delay in having the fault rectified.  
If, for any reason, the contractor does not call at the appointment time, please contact 
the Property Management Team immediately.  
 
 

Emergency Guide 
 

We recognise that in some rare and particular circumstances it may be necessary for 
you to call a contractor outside of normal office hours. As this will potentially involve 
extra expense for our client/your Landlord, we have a duty to ensure that best practice  
is adopted and that all actions are fair and reasonable. Both we as Agents and you as 
tenants, need to ensure that call outs are for GENUINE EMERGENCY WORKS ONLY.  
 
We must stress that our client will only accept responsibility for out-of-hours repairs 
in a genuine and clear emergency that cannot wait until the next working day and 
where the invoice is reasonable. We reserve the right to challenge any 
unsubstantiated call-outs and associated costs incurred on our client’s behalf.  
 
Before instructing a contractor you should check that he holds the necessary 
qualifications for the job (e.g. for gas works the contractor must be registered with 
the Gas Safe Register, for electrical works he should be NICEIC qualified etc.) and has 
currently Public Liability Insurance cover. You will need to find out the hourly “out-of-
hours” rate for the works and assess if this is reasonable.  
 
If you need to call out an emergency contractor you must report this to us at the first 
opportunity the following working day. The contractor should only be instructed to 
carry out a temporary job/sufficient work, to stop the cause of the problem (e.g. stop 
a flood, but not carry out works to make-good the surroundings), as the Property 



Management Team can instruct one of our regular contractors to carry out these 
remedial works during normal hours and at a lesser rate.  
 
The purpose of these guidelines is to ensure that you understand what we consider to 
be an emergency and needs to be dealt with immediately, as opposed to matters 
considered to be non-emergency and can be carried out as urgent or routine 
maintenance during normal working hours. With the specific exception of the 
emergency services (e.g. fire brigade), all repairs must be reported to us, as Managing 
Agents, in the first instance. Please make all of your decisions in the full knowledge of 
the above and the following definitions: 
 

 
What is an emergency? 
 
For the purpose of this guide, an emergency is deemed to have occurred when an unforeseen 
circumstance arises that, if not dealt with quickly, would: 

- Damage or lead to significant further damage to the property. 

- Endanger the occupant or cause them unreasonable discomfort. 

- Render the property unfit or unsafe for habitation or insecure. 

 
 

The following is a guide as to the action that should be taken in a particular set of 
circumstances. If you are in any doubt, during normal office hours always consult the 

Property Management Team. 
 
 

SHOULD YOU SUSPECT A GAS OR CARBON MONOXIDE LEAK AT ANY TIME,  
PHONE NATIONAL GRID EMERGENCY HELPLINE IMMEDIATELY ON 0800 111 999, 

FOR EMERGENCY SERVICES (FIRE, AMBULANCE, POLICE) PHONE 999, 
 DO NOT WAIT 

 
 

REPAIR/ FAULT EMERGENCY ACTION REQUIRED 

BLOCKED DRAINS YES 
Unless caused by tenant through negligence (e.g. nappies, sanitary 

wear). Call a contractor. 

BLOCKED SINKS/BATH 
PIPES 

NO Report to the Property Management Team during normal office hours. 

BREAK-IN YES 
Report to the police for insurance purposes and obtain a crime 
reference number. If security is compromised call a contractor. 

BURST PIPES YES 
Turn off the water at the stop cock. If electrics affected, turn off the 

power. Call a contractor. 

DOORS AND DOOR LOCKS NO 
Except if security is compromised on an external fitting, then call a 

contractor. 

FIRE YES 
Call fire brigade 

 and contact the Property Management Team as soon as possible to 
report. 



GAS LEAK YES 
Turn of the supply and call National Grid on 0800 111 999. Then contact 

the Property Management Team asap to report. 

EXTERNAL 
GUTTERING/ROOF 

NO 
Except if loose debris is a danger or the internal fabric of the building is 

immediately at risk, then call a contractor. 

FENCING DOWN NO Report to the Property Management Team. 

NO HEATING NO 

Except if between October and May (or where young or elderly persons 
reside), in which case then call a contractor or the Home Cover Provider 

if previously advised of a maintenance plan (or if there is a sticker on 
the boiler). 

NO HOT WATER NO Except where a young or elderly person resides, then call a contractor. 

LEAKING WASTE PIPES NO 
Catch water in a suitable container and report to the Property 

Management Team. 

LOST KEYS NO 

Tenant’s sole responsibility. Contact the Property Management Team to 
see if there is a spare set. If a Locksmith is need the tenant should 

arrange and pay for this. Then provide the local branch with a new set 
of keys the next working day. 

NO POWER YES 
Check fuses. If no visible fault, check with neighbours. If the failure just 

within your property then call a contractor. 

NO WATER YES 
Call the utility supplier. Check with your neighbours. If the failure is just 

within your property then call a contractor. 

SECURITY ALARM 
MALFUNCTION 

NO 
Call the Property Management Team except where you are aware of a 

maintenance contractor. If so, call direct. 

TOILET WON’T FLUSH NO Call the Property Management Team. 

 
Property Inspections: - 
 

As you are aware, as Managing Agents we have an obligation to your Landlord to 
regularly inspect the property during the tenancy.  
 
Our first routine Property Inspection will take place in approximately 1 months’ time 
and we will be in touch nearer the time to advise you of when we will be visiting. 
Thereafter, inspections take place approximately every 3 months. 

 
Gas Safety: - 
 

Under the Gas Safety (Installation and Use) Regulations 1998, where gas is supplied to 
a property, all gas appliances in the property must be inspected every 12 months. The 
gas appliances at the property will have already been inspected within the previous 
12 months and the Gas Safety Record will be given to you at the start of your tenancy. 
If the annual inspection becomes due during the term of your tenancy then your 
Landlord/Managing Agent will arrange for a Gas Safe engineer to attend the property 
and carry out the safety check.  
 
The Regulations were brought in to protect you from carbon monoxide poisoning and 
it is imperative that you allow access to the engineer to carry out this very important 
safety check. Your Landlord/Managing Agent will need to arrange to remedy any 
defect, fault or repair found to be necessary following the safety check.  
 



SHOULD YOU SUSPECT A GAS LEAK AT ANY TIME,  
PHONE NATIONAL GRID EMERGENCY HELPLINE IMMEDIATELY ON 0800 111 999 

DO NOT WAIT 

 
Carbon Monoxide Poisoning: - 
 

Carbon Monoxide can be given off by appliances that burn fossil fuels such as coal, 
coke, charcoal, wood or oil. It is not just confined to gas fires or boilers. It is odourless, 
colourless and tasteless which makes it difficult to detect, but the effects are deadly.  
 
Please check that: 
 

- There is adequate ventilation in the room that houses the appliance, and this 

ventilation is not sealed or blocked up.  

- Doors and windows are not draught proofed so as to prevent ventilation. 

- If the room has double glazing there is adequate ventilation.  

- Chimneys and flues are professionally swept on a regular basis. 

- The throat plate is cleaned monthly.  

- Ash is removed regularly.  

- Appliances and flues are professionally serviced on an annual basis.  

- The flame in an appliance is blue and is not an orange or yellow colour.  

- There are no sooty stains on or just above appliances. 

- Coal or wood fires are not burning slowly or going out.  

- The fire is not difficult to light.  

- There is no smoke in the room.  

- Flue-less portable heaters have adequate ventilation.  

If you suffer unexplained symptoms, such as the following, you could be suffering 
from carbon monoxide poisoning. If this is the case, switch off your appliances and 
see your doctor at once.  
 

- Drowsiness 

- Headaches 

- Chest pains 

- Giddiness 

- Sickness 

- Diarrhoea 

- Stomach pains 

SHOULD YOU SUSPECT A CARBON MONOXIDE LEAK AT ANY TIME, 
PHONE NATIONAL GRID EMERGENCY HELPLINE IMMEDIATELY ON 0800 111 999 

DO NOT WAIT 

 
 
 
 



Condensation: - 
 

Condensation occurs where moist air comes into contact with air, or a surface, which 
is at a lower temperature. Warm air holds more moisture than cold air, so when moist 
air comes into contact with either colder air or a colder surface, the air is unable to 
retain the same amount of moisture and the water is released to form condensation 
in the air or on the surface.  
 
Condensation is generally noticeable where it forms on non-absorbent surfaces (e.g. 
windows or tiles), but it can form on any surface and it may not be noticed until mould 
growth or rotting of material occurs.  
 
In Britain, condensation in houses is mainly a winter problem, particularly where 
warm, moist air is generated in living areas and then penetrates to the colder parts of  
the building. Intermitted heating causes condensation to gather as the air and surfaces 
cool.  
 
Properties that are unoccupied and unheated throughout most of the day, allow the 
fabric of the building to cool down and condensation forms whilst the property is 
warming up (usually mornings and evenings).  
 
Condensation is made worse by keeping moist air in the property. You should always 
use extractor fans, if fitted, when cooking, washing clothes and bathing. Doors and 
windows should be kept closed when using the fan and which should be left running 
until any mist clears from the windows.  
 
Ventilation is only effective if it is consistent throughout the property. Condensation 
is encouraged by poor air circulation and stagnant air pockets form (behind furniture 
and cupboards) – the first evidence is often mould growth.  
 
Tumble dryers (other than condensing types) for laundry should have the moist air 
ducted to the outside.  
 
New buildings often take a long time before they are fully dried out and may need 
extra heat and ventilation.  

 
To minimise condensation: 
 

- Keep all rooms warm and ventilated with an even temperature throughout, 

including kitchens and bathrooms.  

- If possible keep some heating on at all times during cold weather. 

- Keep kitchen doors closed when cooking, washing or drying clothes. Open 

windows or use the extractor fan, where fitted.  

- Keep the bathroom door closed when bathing/showering. Open windows or 

use the extractor fan, where fitted.  



- Avoid the use of paraffin heaters and flue-less gas heaters in unventilated 

rooms (note – paraffin produces a volume of water equal to the amount of fuel 

used).  

- Dry clothes outdoors or in a cool area of the property.  

- Hang wet clothes outside the living area, such as a porch, our outside if 

possible. 

- Consider using a dehumidifier. 

 
If condensation occurs: 
 

- Heat the room. 

- Mop up as much as possible. 

- Open the window a little and keep doors closed. 
 

 

Frost Protection: - 

It is essential that every precaution be taken to avoid frost damage and burst pipes 
during cold weather. If you leave a property vacant and/or have rooms or buildings 
which are cold/exposed and they contain water services pipes or plumbing, then you 
are advised to: - 
 
- Drain all water systems and central heating radiators. 

- Or leave the central heating system on at an adequate level to maintain a proper 

room temperature.  

COLOSSAL DAMAGE CAN BE CAUSED BY NEGLECT 
 
 
Do not underestimate the onset of a severe cold spell. We must stress that if repair 
costs arise from damage or default on the part of the occupant to take proper 
precautions, then the Landlord will not be expected to pay for reinstatement and 
repairs – nor possibly will his insurers.  
 
If a hot water system is drained down – particularly where an electric immersion 
heater is installed – please ensure that the heater is switched off and the water 
reinstated prior to switching on again.  
 
Please contact us for further advice  
 

Caring For Appliances; 
Under the terms and conditions of your Tenancy Agreement you will be looking after 
the Landlord’s contents. Here are a few basic instructions for the care of the 
appliances, to help prolong their life and assist you in a trouble-free tenancy. 
 



Read the instructions booklet carefully before use. If one has not been provided you 
should contact your Landlord or their Managing Agent. Check to see that the machine 
is plugged in. 
 
Washing Machine: – make sure that all items are removed from the pockets of clothes 
before putting them into the machine, otherwise this can result in a blockage and the 
machine may not empty. Also check the soap dispenser drawer is kept clean and not 
clogged up.  
 
Tumble Dryer: – ensure that all items are removed from the pockets of the clothes. 
Make sure the filter is kept free from fluff and fibres. Using a tumble dryer when the 
filter is clogged can result in burnt clothes and seizure of the motor.  
 
Dishwasher: – the machine will need regular filling up with special dishwasher salt, 
which can be obtained from any local supermarket. You will also need to regularly fill 
the machine with rinse aid. Again this can be obtained from any local supermarket. 
Makes sure that the filter is cleaned regularly. DO not put cutlery with bone handles 
into the dishwasher as they will crack and eventually disintegrate.  
 
Vacuum Cleaner: – if the appliance uses an internal dust bag ensure that you only use 
the type recommended for that particular model and that the bag is changed 
regularly. Routine check for hair and thread winding around the suction head off the  
machine and remove if necessary. Only use a domestic vacuum cleaner for normal 
everyday use.  
 
Waste Disposal Unit: – the operation of waste disposal units vary with different 
appliances. However, nearly all will require running water during use. Before using do 
ensure that the unit is free from any item other than food. Paper, cutlery or anything 
plastic or metal will jam (and possible break) the appliance.  
 
Water Softener: – you will need to ensure the water softener is regularly topped up 
with a special type of salt; this can usually be obtained from the supplier.  
 
Radiators: – you are advised not to place damp or wet items of clothing over the 
radiators, as this can cause the radiators to rust and for any wallpaper behind the 
radiator to lift. This causes condensation and mould.  
 

 
Moving Out: - 

 

You should advise the UTILITY PROVIDERS the dates the tenancy is to end, provide 
them with forwarding addresses and arrange for the meters to be read in order to 
settle your accounts. You should give the Landlord’s name (c/o Osprey), as the next 
occupant, unless you have been advised otherwise, telephone lines should be put in 
suspense. It is essential that you give your Landlord or us the supplier details for any 
service where the supplier has been changed during the tenancy. Please see section 
“Utility Meter Readings”.  



 
You should arrange for your POST to be redirected by the Post Office. We are unable 
to forward post to you and you should not expect your Landlord or the next tenant to 
do so.  
 
Before the day of departure you should make your own CHECK of all items in the 
property against the Inventory. It is in your interest to replace any broken or missing 
items at this stage. If this has to be done after you have left you may be charged for 
the cost of the item as well as a fee to arrange for its replacement. Make sure that the 
property and all its contents are properly cleaned, including curtains, carpets, etc. in 
line with the terms of your Tenancy Agreement and the Inventory. Fridge/freezers 
should be switched off, defrosted and the doors left open. Don’t forget to check inside 
washing machines and dishwashers, clean the soap drawers and leave the doors ajar.  
 
The Landlord may ask that during winter months the central heating is left on at a 
minimum setting.  
 
At the end of the tenancy, the Inventory Clerk (and/or the Landlord/Managing Agent) 
will attend the property with the original Inventory, containing any amendments 
made at the start of the tenancy if applicable (the CHECK OUT). They will go through 
all of the items listed on the Inventory and make a note of any difference found. Whilst 
the Inventory Clerk may make a note of any comments you make during this 
procedure, they will not enter into any discussed as to responsibility. All your personal 
belongings must have been removed by this stage. It is in your interest to ensure that 
all the furniture and contents of the property are still in their original places. This is 
because the Inventory Clerk will not search for items and if they are not seen in their 
original paces they could be marked as “missing”. Once the Check Out has been 
completed YOU WILL NOT BE ABLE TO REMAIN IN THE PROPERTY and will need to 
return all keys to the Inventory Clerk (and/or the Landlord/Managing Agent).  
 
A report will be prepared from the notes made during the Check Out and this will be 
sent to the Property Management Team who, in turn, will send a copy to you and a 
copy to your Landlord, indicating what proportion of any applicable 
dilapidations/damage is your responsibility, what proportion is the Landlord’s 
responsibility and what proportion is classified as “fair, wear and tear” which is 
allowable under your Tenancy Agreement.  
 
Deductions may be charged against your deposit if there are any missing or damaged 
items, or if the property requires additional cleaning etc. You will not be allowed 
access to the property again to carry out further cleaning or repairs, or to replace 
missing items - so make sure you do this before the Check Out takes place.  
 
The Landlord and Managing Agent must be satisfied with the condition of the property 
before the deposit is refunded. As long as everything is satisfactory, the deposit will 
be refunded. Osprey are registered with the DEPOSIT PROTECTION SERVICE (DPS), 
please refer to your Tenancy Agreement.  
 



Once we have received instructions from your Landlord agreeing to any suggested 
schedule of costs, we will send a copy for you to agree so that settlement of your 
deposit can be finalised. Please note that where it is necessary to replace missing or 
broken items at the property, there is an administrative charge, which varies according 
to the number and type of articles being replaced. Once any dilapidations have been  
agreed we will contact the DPS to release the remaining monies to you. If no 
agreement has been reached the please refer to your Tenancy Agreement and DPS 
documents.  
 
Please remember to instruct your bank to cancel your STANDING ORDER at the end 
of the tenancy; we are unable to do this on your behalf. If we have to refund 
overpayment of rent to you, there will be a charge of £25 + VAT on each occasion 
money has to be returned.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


