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Welcome

to your new home…
To help you settle into your new home we have put together the following
welcome folder which contains the information you will require on
moving-in and helpful advice if an issue arises. On page 6 you will find the
most appropriate contact details associated with your let. It is a good idea
to keep this guide in a safe place for future reference.
May we take this opportunity to wish you a happy stay in your new home.

The Lettings Team

Meet the team

It is always nice to put a face to a name so you know who will be looking
after you during your Tenancy. We have a very experienced team of
Property Managers on hand to advise you and help rectify any issues
which may arise. If we manage your property on behalf of the Landlord,
you will find our contact details on page 6. If we do not manage the
property please contact your Landlord directly.
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Confirmation of
your documents
Please keep paperwork regarding the following in a safe place:

The property you are renting will fall into one of three Tenancy types;

Copy of the Tenancy Agreement
Standing Order Mandate
Copy of your Inventory Report and Schedule of Condition for the property*
Copy of the Energy Performance Certificate for the property
Copy of the current Landlord’s Gas Safety Certificate (one for each Tenant)
Instruction manual for all appliances including the boiler at the property*
Copy of your Tenancy Deposit Insurance Certificate (one for each Tenant)
Prescribed information for Tenancy Deposit Scheme
Booklet regarding Tenancy Deposit Scheme (one for each Tenant)
How to Rent Booklet
*If applicable

1. Managed Property - We as ‘the Agent’ manage the property on behalf of the Landlord
and are responsible for collecting your rent every month
2. Introduction and Rent collection – We as ‘the Agent’ are responsible for collecting
your rent every month. However anything relating to the management of the property is the
Landlord’s responsibility
3. Introduction only – We are only responsible for moving you into the property and ‘the
Landlord’ manages the property themselves
It should be noted that depending on the Tenancy type, certain information in this document
will be different. Below we have detailed which category the property is and the associated
contact details. Your relevant contact will either be referred to as ‘the Landlord’ or ‘the Agent’
within this document.
		

Tenancy start date:

Any other Items:

Tenancy renewal date:
Type of property:

		

Contact name:

Signed by:					Date:

Contact number:

If documents are taken by one party, they agree to distribute to all joint Tenants

Contact email:
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Principal contact details

Your documents
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Notifying your 		
utility suppliers…
If the property is managed by
‘the Landlord’…
You are now responsible for contacting all of
the utility suppliers with your meter readings.
These should have been taken at your check-in,
however, you are advised to take them yourself
for the avoidance of any doubt.

If the property is fully
managed by ‘the Agent’…

We will be responsible for contacting all of the
utility suppliers with your meter readings at the
outset of the Tenancy, if an inventory has been
taken.

You will be responsible for notifying the suppliers
at the end of the Tenancy and should supply final
proof of payment to us in order to speed up your
deposit return.

However, if you change supplier at any time
please ensure that you notify us and never cut off
supplies at the end of the Tenancy. You will only
be billed for what you use; in accordance with the
meter readings given.

If you change supplier, please ensure you notify
the Landlord and never cut off supplies to the
services. You will only be billed for what you use;
in accordance with the meter readings given.

You will be responsible for notifying the suppliers
at the end of the Tenancy and should supply final
proof of payment to us in order to speed up your
deposit return.

Ensure that you provide a forwarding address
at the end of your Tenancy for any refund on
estimated readings.

Ensure that you provide a forwarding address
at the end of your Tenancy for any refund on
estimated readings.

Sometimes it is not possible to read the water
meter at check-in therefore when you contact
your water supplier they may need to attend the
property for this purpose. It is quite common for
your first water bill to be estimated.
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Notifying utility suppliers
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Reminders of things
you should do now…
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Reminders of things you should do
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Are you aware of
your legal
requirements?
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We would like to draw your attention to your legal responsibilities that must be upheld during
your Tenancy of the property. They form part of your Tenancy Agreement and are covered by
law, so should be taken seriously.

Do

•  Make payment of rent, council tax, utilities and any other bills relating to the property
• Observe all the terms of your Tenancy Agreement
•  Inform us of any additional adult occupants, as they will be required to sign a Tenancy
Agreement and be fully referenced
• Take care of the property and maintain the garden, if applicable.
•  Prevent pipes and plug holes from becoming blocked. If you find that your sink or toilet is
blocked, please ensure that household waste has not caused the blockage
• Forward any notices to the Landlord or the Agent, e.g. planning notices
•  Abide by the requirements of the head lease, if there is one. (Usually for apartments)
•  Give the correct notice to vacate in writing, dependent upon the type of Tenancy you have
•  Remove all of your belongings and effects at the end of the Tenancy and leave the
property as you found it (less fair wear and tear). You will be required to pay the Landlord
for any exceptional cleaning and rubbish removal at the end of your Tenancy
• Report any problems to the Landlord or the Agent as soon as possible
Refer to page 6 for your principal contact; this will either be the Landlord or the Agent
Avoid unnecessary expenses by checking appliance manuals first. You will be
charged a fee for unnecessary administration time and could be faced with a
sizeable call-out charge from any related contractors.
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Legal requirements

Do not

• Use your security deposit in place of the rent
•  Sub-let the property without informing the Landlord. (Additional adult occupants will be
required to sign a Tenancy Agreement and be fully referenced)
• Use the premises for any purpose other than residential accommodation
•  Leave the accommodation unoccupied for more than 14 days without informing the
Landlord or the Agent
•  Cause any damage to the property’s structure, contents or fixtures and fittings. Or allow
others to cause damage. You will be required to pay the Landlord for any damage
(beyond normal wear and tear) at the end of, or during a Tenancy
• Keep pets, unless approved by the Landlord and written into the Tenancy Agreement
• Allow water to overflow from baths, basins, sinks, showers etc.
•  Leave any open flames such as candles unattended. Extinguish when going to bed
or leaving the property. For the smoking policy of your property please check your
Tenancy Agreement.
• Create a nuisance to the neighbours
• Ensure the smoke alarms and Carbon Monoxide detectors* are all working
* If applicable

Who to contact if
you need to…
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…report anything related to
your rent payment

Use the standing order mandate form provided to set up your rental payments and then
send or hand this into your bank. Please note; a standing order mandate is different from a
direct debit payment, it is controlled by you, it is for a set amount of money and it will come
out each month until you inform your bank to stop the payments. (So remember to do this
when you move out or you will continue to pay rent). Your bank may need a short period
of time to set this up for you, so make sure you don’t leave it too late or your rent payment
could be missed. Alternatively you can set up an internet payment via your bank, using the
payment details on the standing order mandate form.
If your property is fully managed or we are collecting the rent on behalf of your Landlord,
you will need to contact one of our property managers if you have a rent payment query or
issue. Our contact details can be found on page 6.
Office hours are 9am to 6pm on Monday to Saturday.

…report anything related to
property management

It is imperative that you notify the Landlord or the Agent if there is anything you feel to be an issue at the
property, however small the problem is. Often Tenants leave small problems rather than ‘bothering’ the
Landlord or the Agent, and then they turn out to be major problems. You will be charged for issues which you
do not report in accordance with your Tenancy Agreement, so it is important that you report any issues early.
Refer to page 6 for your principal contact; this will either be the Landlord or the Agent

Who’s responsible?

Your Landlord’s repair obligations: Legally your Landlord has an

obligation to make repairs to the property, this includes the following:

• Drains, gutters & pipes
• Installations for the water supply
• Installations for electricity & gas
• Sanitary appliances – basins, sinks, bath
• Installations for heating the property (radiators,electric storage heaters etc)
• Items included in the Tenancy and listed on the inventory
Please note that your Landlord will only cover these obligations after notice
has been given by yourselves, as set out in your Tenancy Agreement.
Your Tenant repair obligations: There is a level of obligation

for which Tenants are responsible. This is often summarised with
the use of The obligation to act in a “Tenant-like manner” was
summed up by Lord Denning in the case of Warren v Keen
(1953) as follows:

Remember to always use the 1st line of your
property address or the property code as your
reference because we have hundreds of rents
coming into our account and need to be able
to identify your payment and allocate it to the
correct property!
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Who to contact if…

“The Tenant must take proper care of the place: He must
clean the windows; He must change the light bulbs. He
must unblock the sink when it is blocked by his waste…
In short he must do the little jobs about the place which
a reasonable Tenant would do. In addition, he must not
damage the house, wilfully or negligently and he must see
that his family and guests do not damage it. If they do he
must repair it”.

Whos responsible?
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Emergencies!
Gas Leak

14

If you think there is a gas leak turn the gas supply off at the
meter immediately. (Gas has a smell which is very distinctive
and is similar to rotten eggs). Do not smoke within the
property, do not light candles or use any other naked flames
and avoid switching on the lights, as an electrical spark
could ignite a severe gas leak. Contact the Landlord or the
Agent immediately.
AND CALL: National Gas Emergency to attend the property
on 0800 111 999. For deaf or hearing impaired clients,
please contact Minicom Textphone on 0800 371787.

Boiler Breakdown

You should note that in the event of your boiler breaking
down, it is very unlikely that a repair could be completed
until stockists and suppliers are open or until authorisation is
gained from any relevant insurance company. You should,
therefore, contact the Landlord or the Agent before you
use an emergency call out for this purpose. We appreciate
that it is inconvenient to be without hot water or heating,
especially during the winter months, and therefore we advise
you to take temporary measures where possible (i.e. plug in
heaters, kettles, extra blankets).

Fire

In the event of fire please vacate the premises and contact
999 immediately.

Burglary or vandalism to premises

If you feel unsafe call the police immediately on 999. If
you enter your property and discover theft or damage you
should report this to the police, take photographs if possible
and contact the Landlord or the Agent. They will inform the
14

Emergencies!

insurance company if necessary and can put them on
standby for a claim pending a police report.

Water Leak

In the event of a water leak, turn off the stopcock – this
could be located under the sink or, in older properties, in
the road outside the house. Open all of the taps until the
system is empty – it is worth collecting the water into a
bucket as you may need a supply to use whilst waiting
on a repair. Switch off all electric immersion heaters
and boilers as they could be damaged without the water
supply. Call the Landlord or the Agent immediately, or
for external mains leaks you should contact your local
water company.

Electricity Failure

Turn off the electrical supply at the mains. Try to
ascertain if it is an area power failure or whether the
failure is confined to your property. (Check whether
neighbours have their supply intact or if street lamps are
on.) Contact the Landlord or the Agent immediately.
Availability for repairs:
Please be mindful that the Landlord or the Agent can
only work within the parameters of the contractors
availability which is out of our control. Patience is
sometimes the key and we would ask you to be as
reasonable as possible. If necessary, please make
yourself available so that contractors can gain access
to carry out repairs and regular servicing (gas boilers
in particular as this is a legal annual requirement).
Contractors will be advised to use the spare key to
the property unless you have specifically advised us
in writing or by email that the spare key is not to be
released to a contractor.

Emergencies!

Important Co
ntact
Numbers
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Taking care of your
new home
Cleaning

The property should be clean when you move in. If you have any comments
regarding the cleanliness of the property, these must be reported to the
Inventory Clerk upon check-in. Alternatively in the unlikely event that you do not
meet an Inventory Clerk at the outset of the Tenancy, contact the Landlord or
the Agent and report any issues within 24 hours. Please note that any issues
of cleanliness reported outside of this time frame will not be deemed to be the
responsibility of the Landlord or the Agent.
Marks on the walls, paintwork etc, which cannot be easily cleaned off, will be
included within the ‘Schedule of Condition’ for the property and will not be
addressed as part of the cleaning remit. You will not be charged for any marks,
which appear on the Inventory and Schedule of Condition if specified at the
outset of the Tenancy.
It is important that you take into consideration the general condition of the
property and ensure that you ask the Inventory Clerk to report anything you can
see because their report will be used to ascertain deductible costs from
your deposit at the end of the Tenancy.

Please note that we can only advise your
Landlord on the acceptable cleaning standards
at the outset of the Tenancy - we have no
authority to insist on further cleaning.
The initial cleaning standards will be reflected in
the Inventory and Schedule of Condition which
forms part of the Tenancy Agreement.
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Taking care of your home
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Condensation

Damage caused by condensation is a major reason for costs deducted from Tenancy deposits. We would
therefore advise you to take extra precautions. Please note that when heating a property, bathing/showering,
and/or drying washing indoors, it is very important that the property is adequately ventilated in order to avoid
a build up of condensation leading to the appearance of unsightly black mould. If you notice that mould is
growing around the windows or other areas of the property, it is your responsibility to clear this and make sure
that the property is more adequately ventilated in the future.
We understand it is sometimes necessary to dry your laundry inside, if this is the case make sure there is
adequate ventilation and circulation of air - with windows and internal doors open where possible.

Gardening

During the course of your Tenancy and when you vacate, you are expected to
maintain the garden to a good standard and you should attend to the following:
• Keeping the grass cut and tidy
• Clearing up leaves during autumn and winter
• Cutting back perennial plants and removing dead plants
• Keeping flower beds free of weeds and dug over
• Clear gardens of any litter, rubbish and ensure household
items such as white goods, beds and furniture are
disposed of responsibly. Your local council
website will contain helpful information.
Whilst you are expected to cut back high
hedges, large shrubs, trees & plants you
must not cut them down or alter them
significantly versus their original state
at the outset of your Tenancy.
You have a duty as a Tenant to
report to the Landlord or the Agent
any damage in the garden relating to
wind damage to trees, bushes, hedges
etc. This also applies to plants that
are growing out of control and you are
unable to tend to them yourself. We have a
list of gardening companies available upon
request, but please note that, unless specified
otherwise in your Tenancy Agreement, you will be
liable for the cost of any gardening required.
Taking care of your home
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Good housekeeping
We apologise that the following
may seem obvious, but these
things do happen…

Light bulbs and Fuses: If these blow in your
property it is rarely the responsibility of the Landlord
or the Agent. Remember to check the wattage before
purchasing and replacing. When checking the fuse
box, if any fuse switches are down it will indicate
where a problem lies and you should rectify the
situation by turning off the relevant appliance before
switching the fuse back up to the on position.
Toilet and sink blockages: A major cause of
blockages is food waste or pouring hot oil down the
sink which hardens when it cools and blocks the
drain. Please wait for oil to cool in a container after
cooking and then scrape into the waste bin. Also
refrain from putting sanitary items and disposable
nappies into the toilet. If a repair contractor finds
that the Tenant or a guest has caused drain or sink
blockages you will be charged for the cost of the callout and any repair.
Major leaks and floods: In the event of a burst pipe
or a blockage that has resulted in a major leak, we
would advise you to turn off water at the mains to
prevent any damage and contact the Landlord or the
Agent and arrange a visit for repairs.
Appliances Instructions

We try to provide instruction manuals for all
appliances found in the property. However, this
is not always possible as they become lost or are
not provided by the Landlords. Most manuals are
available online.
Kettle: Never allow kettles to boil dry and descale
regularly to prevent the build up of limescale.
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Toasters: Do not be tempted to put metal
objects, such as knives into the toaster under any
circumstances.

Vacuum Cleaners: If the appliance requires a bag to
catch the debris, this will need changing regularly.
Fridges: Fridges are normally reliable, however, if
you have a small freezer compartment then regularly
check and clear any build up of ice. This will ensure
the door closes properly and prevent leakages.
Freezers: Some freezers need to be de-frosted to
stop the build-up of ice. This involves making sure
the appliance is empty and switched off at the plug
socket. Obviously the built-up ice will melt, so you will
need to ensure the water does not flow onto the floor
and cause damage to the property, or you will be
responsible for this. At the end of your Tenancy, any
fridges and freezers should be emptied, defrosted
and cleaned.
Gas Cooker: If supplied with the property, gas
cookers must be fully fitted or chained to the wall
for safety purposes. They will be checked on an
annual basis as part of the Landlord’s Gas Safety
Check. If you suspect that there is a fault with a gas
appliance please contact the Landlord or the Agent
immediately.
Tumble Dryer: Do not overload the machine
with clothes. Clean out the filter so the unit works
effectively and check the vent hose to make sure it is
clear and venting correctly. Alternatively if the dyer is
a condenser, regularly empty the water tray.
Irons and hair appliances: Never place these items
on fabric surfaces such as carpets or upholstery and
unplug them when not in use. Ensure they have
cooled down completely before putting away.

Good housekeeping

Washing Machines
If a machine is supplied with the property
never overload, too much weight could cause
damage. In order to clean inside the drum,
empty and run with hot water and a quarter cup
of baking soda. Then run an extra rinse to wash
through any remaining baking soda. If you use liquid
detergent this must be used within the balls provided
by the manufacturer and put into the drum. Under no
circumstances should liquid detergent or tablets be poured
into the powder drawer or directly into the drum (unless
stated on the instruction manual). Most washing machines
have universal symbols that can be found in your clothes,
to determine the wash programme to be used.
The Landlord or the Agent will not be responsible
for any damage to your garments caused by the
incorrect use of the washing machine or the
incorrect selection of the wash programme.

Keeping warm
Tips for heating issues

Setting the clock and thermostat:

Central heating systems will differ between properties
therefore the following information is a guide to the
most popular types. We have also included some
steps you can take if it goes wrong. If you have any
questions please speak to the Landlord or the Agent.
Gas system not working:

• If the boiler has a permanent pilot light check that
it is lit, if not follow the lighting procedure in the
instruction manual.
• Check that the boiler thermostat is on and that the
programmer is set correctly so that it is calling for
the heating and/or the hot water. Check that the
main supply switch (normally located beside the
programmer) is on and that the room thermostat (if
applicable) is set to approximately 20°C.
• Check the radiators don’t require bleeding. If the
system is making a loud noise please turn it off
completely and call the Landlord or the Agent.
Electric system not working:

• This type of system may be via panel radiators,
which have timers and can be controlled in the same
way as a gas heating system. These provide
instant heat.
• Night storage heaters on the other hand
are normally large, floor standing units
with 2 dials saying “boost” and “input”
and usually do not have timers. These
units will heat up overnight using
cheap rate electricity with a boost
in the afternoon. They therefore
initially need to be left on for
24 hours before any heat will
be felt.
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If your system has a clock, make sure the time is
correct and programmed to switch on and off. And
that the thermostat is on to the required temperature.
Please check this is done correctly before contacting
the Landlord or the Agent to report a fault. Digital
clocks can be a little tricky; however most are fitted
with instructions on the door panel. Old fashioned
clocks are usually easy to set and will have pins or
sliders to be pushed in or pulled out to set when the
system comes on or goes off.
Holidays and cold weather:

The great British weather can be unpredictable and
can change overnight from mild to extremely cold.
Therefore during the winter months ensure the
heating system is on a constant low setting to avoid
burst pipes.
Remember you must notify the Landlord or the
Agent if you intend to be away from the property
for a period longer than 14 days, although it is
advisable to always notify someone to keep an eye
on the property and have a spare key in case of an
emergency. If you fail to notify the Landlord
or the Agent and a problem occurs
resulting in an insurance claim. It is
possible that the Insurance Company
will refuse liability and it could refuse to
pay for the damages.

Keeping warm

Royal Mail
redirection

If you wish to redirect your mail from your old address to your new
home, you can use the redirection service from the Royal Mail. This is
simple to set up:
1. You will need to allow at least 5 working days before the date you
move in order set up the redirection.
2. If you need to check your postcodes you can look them up at
www.royalmail.com/postcode-finder. If you supply an incorrect
postcode this can delay your application.
3. The Royal Mail will ask you for the specific date to start the service
and how long you wish redirection to continue.
4. Visit www.royalmail.com for further information or visit your local post
office to pick up a redirection form.

Please note we are not responsible for redirecting mail. If
you receive post for the previous Tenant you must put a
line across the address and write “no longer at this address,
please return to sender”, then put it back in a post box.
Your only legal obligation is to forward all correspondence
addressed to the Landlord within a reasonable time. The
Landlord or the Agency will supply the forwarding address.
Post for the Landlord would include any notice order or
proposal affecting the property or its boundaries.

If you are leaving the property empty
we would advise that the water is
turned off at the main stop-cock,
in order to limit water damage
if there was a leak within the
property.

Royal Mail redirection

What happens
at the end of
your Tenancy?
We will contact you a few months prior to the end of the Tenancy to advise
whether the Landlord is happy to renew the Tenancy, or whether they require the
property back. At this stage we will ask whether you wish to extend the Tenancy
for a further term, or whether you would like to serve your notice to vacate. If both
you and the Landlord wish to extend the Tenancy, terms will be mutually agreed
and new contracts drawn up. If you wish to end the Tenancy, we will advise you
how to serve your notice, notify you regarding the check-out process and explain
how your deposit will be returned.
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At the end of your Tenancy…
We ask that you provide two months written notice
in order to vacate the property.
If the Landlord manages the property themselves,
you are obliged to write to them directly but please
send a copy to us. We will arrange your check-out
and write to you with clear guidelines on how the
process works and how you can ensure the safe
return of your deposit. If we manage the property,
you need to write to us directly.
When you check-out, the following working day
there will be an inspection of the property. This
is a comparison report based on the in-going
inventory compared with the out-going condition
of the property. Any wear and tear will be detailed
within the report and will be agreed with yourselves.
Your deposit balance following this report will be
returned to you via a BACS payment to your bank.

Continuing your Tenancy…
If it is agreed that both you and the
Landlord are happy to extend the
Tenancy at your present address then
a new Tenancy Agreement will be
produced for you incorporating any
changes in legislation.
These are sent to you to sign and
return, along with the adminstration
fee as stated within your Tenancy
Agreement.

We may also write to your employers
to check that your circumstances
remain the same as at the start of
the Tenancy in order to renew the
Landlord insurance.
Your new Tenancy Agreement will be
sent to you soon after the extension
has been finalised for your safe
keeping within this folder.

An inspection may take place at this
time to ensure the property is being
looked after and to report any issues
you may have to your Landlord.
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The end of your tenancy
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Using the break
clause:
If you wish to end the Tenancy before
the full term of the Agreement you need
to comply with the break clause at
schedule A of your Tenancy Agreement
(towards the end of document).
It is usual that the break clause will be
from month six onwards, which means
any time from month four onwards you
can serve your two months notice to
vacate.
Once you have served your notice, we
will arrange the check-out as normal.

24

How to contact us
Property Management Centres - Covering the boroughs of:
Bexley boroughs & Greenwich
Gravesend, Medway & Swale

020 8301 6400
01634 722722

admin@robinson-jackson.com		
lettings.rmj@robinson-jackson.com

Lewisham, Catford, Eltham & Sydenham

0208 698 1234

catford.pmd@robinson-jackson.com

Our Offices

Thinking of buying
a property?
We have found that many Tenants rent a property while they save a deposit to buy their own home. If
you are thinking of buying, who better to speak to about potential properties for sale than ourselves.

With branches across London and Kent, covering a huge area, we always have thousands of properties
to choose from. This could be a one bedroom new build apartment through to a family detached house.
Our teams of experienced sales staff will help you find a suitable property and guide you through the
purchasing process.
On the opposite page you will find the contact details for all our branches. If you prefer, speak to your
lettings manager and let them know your requirements and they will introduce you to one of our sales
teams. We can also arrange an appointment with an independent financial adviser who are based in our
branches and will give you the best advice regarding a mortgage.

Barnehurst
Belvedere
Bexley
Bexleyheath
Blackfen
Catford
Chatham
Dartford
Eltham
Gravesend
Lewisham
New Cross
North’Heath
Orpington
Plumstead
Rainham
Sittingbourne
Strood
Swanley
Swanscombe
Sydenham
Walderslade
Welling

Sales

01322 331161
01322 441010
01322 559900
020 8298 7000
020 8298 0500
020 8698 1234
01634 880888
01322 281281
020 8859 9600
01474 333111
020 8297 8777
020 7647 7711
01322 340000
01689 833322
020 8317 4111
01634 263000
01795 479999
01634 722777
01322 666444
01322 624440
020 8776 6660
01634 868000
020 8303 5213

Lettings
01322 330203
01322 330203
01322 330203
01322 330203
01322 330203
020 8698 1234
01634 880888
01322 330203
020 8698 1234
01474 333111
020 8297 8777
020 7647 7711
01322 330203
01689 867777
01322 330203
01634 263000
01634 263000
01634 722777
01322 330203
01474 333111
020 8698 1234
01634 722 888
01322 330203

You may also want to visit us at the following website, where you will find a wide selection of properties
for sale across London and Kent.
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www.robinson-jackson.com

how to contact us
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