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Welcome to your new home!

Thank you for choosing to find your house through Our Agency. We hope that the year ahead goes smoothly for you and that you create lots of positive memories in your new home.

In order to ensure your time as a tenant goes as smoothly as possible, we've put together this guide to ensure that you have all the information you need. It covers everything from moving in procedures all the way to how to get maintenance issues resolved. If you have questions that are not answered in this booklet, get in touch with us and we'll be happy to help!

Who is this guide for?
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This guide has been prepared for all of our managed tenants across our branches in Place Name, Place Name and Place Name. It doesn't matter whether you are a student, a working professional or if you are living in a family house with us, the information included in this guide will be applicable to you.[image: image5.png]
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Moving in

Here at Agency Name, we want your moving in experience to be as stress-free as possible. That's why we've put together a list of things you need to do during your first couple of weeks as a tenant, as well as what to expect from us.
Utility Bills

Unless you have arranged for bills to be included in your rent, then there are things you will need to do to ensure that utility companies continue to provide gas, electricity and water to your house. If you are unsure what your bill arrangement is, check section 3.4 of your tenancy agreement.

It is recommended that you take meter readings when you first arrive at the property

Utility companies may ask for a meter reading and it is essential to provide them with this to ensure you are only charged for what you have used and not what previous tenants have used. Whilst we do try to keep meter readings on file, from when the previous tenants moved out, we can't always guarantee this.
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Help! I cannot find my meters!

In an older-build house, they are likely to be in the hall way close to the front door. Alternatively they could be in the ground floor front room, in the alcove next to where a fireplace would have been, or sometimes they will be in the cupboard under the stairs.
In new build houses or apartments, they are likely to be in purpose made cupboards which could be on the outside of the property. If the building has a caretaker they may be able to advise you of the exact location of meters. Sometimes you will need a special triangle key to get into the meter cupboard. Contact us if you haven't got one.

Your property may not have a water meter but if it does then it will usually be located next to the water stop tap. See the section of “Locating your stop tap”.

It is your responsibility to inform utility companies from day one of the tenancy that you have moved into the property

You and your house-mates are responsible for setting up accounts with utility companies. Even if you have agreed to pay half rent initially, you become responsible for utility bills from the day that your tenancy begins. You may receive letters from utility companies, which can help you identify which company you need to contact, but if not then here are some numbers you can call to find out who supplies your electricity, gas or water.

Electricity – Provider name: 0845 XXX XXXX 
Gas - Provider name: 0845 XXX XXXX
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Water – Provider name: 0845 XXX XXXX
Help! My first bill (for gas, electricity or water) was higher than I expected. 

Don't panic! There are a number of different reasons why this could have happened.
· Firstly, double check that the utility company have the correct meter reading. This will often be detailed on your bill or can be found out by calling the company. 

· Secondly, it is important to be aware that some utility companies base their bills on estimates. This means that tenants who are barely in the property, such as those paying half rent, may be charged more than they expect. In this situation, inform the company and they should reduce one of your future bills to make up for this.

· If neither of these steps has resolved the situation, get in touch with our property management team, by calling agency telephone number.

You can change supplier at any stage if you wish

Just because the property is with one supplier for utilities, that doesn't mean you can't change from them. You can do this at any stage during the tenancy. Just ensure you give the previous supplier a final meter reading so they can send you a final bill for what you've used so far.

Condition of the property

Whilst most of our tenants move in without any problems, there are occasions where tenants will arrive and find that a property is unclean or that the property needs maintenance work. This section will explain why this might have happened and what to do to get the situation resolved.

It is the responsibility of the previous tenants to ensure that the house is clean, just as you will need to do when you move out.

Unlike in Halls of Residence, houses tend not to be professionally cleaned. It is tenants who are expected to [image: image11.png]
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clean the house before they move out. We make every effort to encourage the previous tenants to clean the house to their best ability so that it's in a good condition for you moving in.

There will be an inspection when your tenancy first begins, which allows us to identify any outstanding problems in the property.

In most cases, we try to do an inspection on the day that you move into the property, although during busy periods (such as July when hundreds of houses change occupants) this may take longer. If in this inspection we find that the previous tenants have left the property in a mess, we will intervene. For example, if the previous tenants haven't cleaned the property to a high standard, we will send in cleaners and the last tenants will have the costs for this deducted from their deposit. We also use these inspections as an opportunity to identify any maintenance issues.

If you are paying half rent initially then work may not be done immediately. 

If you are then it is important to note that any inspections and subsequent work on the property may not be done immediately, particularly in busy periods. The property should be brought to a satisfactory standard by the time that your full rent period begins.
However, let us know if you are dissatisfied and we'll ensure the issue is addressed. Also, do let us know if there are any major safety issues that might affect you being able to use the property.

Help! I'm paying full rent and my house is not in good condition (it is unclean or something needs fixing)!

Before contacting us, please consider the following:

· Firstly, has there been an inspection of the property yet? Whilst we endeavour to do this on the first day of the tenancy, this isn't always possible (such as in busy periods, such as July when hundreds of houses change occupants). If not, the issue should be picked up when that inspection is done.

· If the inspection has been done, we may already be aware of the situation. If so, it is likely that we have already arranged to fix the issue or send cleaners around. See our section titled “Report and track maintenance” to find out how to login and track maintenance jobs that have already been identified. 

· If an inspection has been done and there is nothing about the issue on the system, it may be that someone has been around to the property but didn't notice the issue. See our section titled “Report and track maintenance” for a step-by-step guide on how to report maintenance issues.

Inventories

Whilst we want you to settle into your new home without too many distractions, the best way of preventing you losing your deposit when you move out is by ensuring that we have correct information about the state of the house.

You will be sent an inventory to complete

An opening inventory will usually be posted to your new house ready for the first day of your tenancy. Please check this inventory against the house, make any updates necessary and then sign it and send it back to us.

In some circumstances, we may have to send someone around to the property to redo the inventory altogether if it seems like there are lots of changes, or if we know that the property is being changed substantially, but we will notify you by text if this is necessary.

Rubbish

The rubbish collection schedule for your property will vary depending on where you live – Place Name Council, Place Name Council and Place Name Council all have different schedules. This information can be found on each of the Council's websites:

Place Name Council: www.website.gov.uk
Place Name Council: www. website.gov.uk 

Place Name Council: www. website.gov.uk
If you are in Place Name, sign up for the free Place Name Council TidyText reminder.

You will get a text every week to remind you what rubbish needs to go out when. To sign up, text “Tidy” followed by your house number and postcode to 60066.
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Post

If it is addressed to previous tenants don't return it to us. If it is addressed to Pinnacle or your landlord’s name, either forward it or bring it to our office [this is required under tenancy agreement, if you don't know your landlords name then have a look at your tenancy agreement].

There is no cost to you to forward or return mail. If it looks like a bill then it is for you. If you keep receiving items for a previous tenant, even if it looks valuable or is annoyingly persistent, return it to sender. The sender will then stop posting it to the address and the previous tenant can get in touch to rearrange delivery.
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Settling in visit & inspections

As well as your moving in inspections, there are a number of other visits and inspections that we carry out throughout the year. 

Settling in visit

We try to organise settling in visits in October, mostly for student houses but some of our other tenants will also be given the opportunity to have one. You will be visited by a member of our property management team, which deals with maintenance issues, to go around the property with you and see if there are any problems. Our staff can also show you how to use the online maintenance reporting, if you are unsure how it works. Please ensure that when your ‘settling in’ visit has been arranged, as many of your housemates attend as possible in order to ensure the visit is beneficial.

Interim Inspection

Interim inspections are carried out according to the landlord's requirement – for example, some landlords require them every three months. We at Pinnacle will also do interim inspections if concerns have been raised, such as if we need more information on maintenance issues or if staff report cleanliness issues when they conduct house viewings.
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Another type of interim inspection is a Council inspection. These are to ensure that houses meet the required standard, particularly in houses where landlords require a HMO (house in multiple occupancy) licence. A member of our property management team will accompany the Council officer.

House Viewings

If you have decided not to re-book your house with us then it may be that people considering booking the house for next year come for viewings. For July tenancies, this could be as early as November. You don't need to be in the property for these. However, please be aware that the tidier and more presentable the house is then the more likely we are to rent it out, meaning the less viewings you will have to accommodate. If a viewing is not convenient, then let us know and we can re-arrange. However, please try to allow as many as possible as once it's rented out then these viewings will end. Remember back when you were looking for houses – it is an important time for people as they try to find the house that's right for them.
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Report & track maintenance
During your time in your property, you may encounter maintenance issues that need addressing. It may be something as minor as a broken chair or as severe as a leak in the property. If any issues arise then we have a dedicated property management team who can help you. 

We understand that sometimes things break and a lot of the time no one is to blame, so please don't put off letting us know about maintenance. The longer you leave it the worse it may get!
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How to report maintenance

Online

1) Visit our website at www.yourwebsite.co.uk
2) Step 2
3) Step 3
Telephone

To get through to the property management team and report maintenance, call 0845 XXX XXXX and select option 4. Our staff will be able to help you report the issue.

Phone calls

As you can imagine we receive a lot of phone calls and on occasion our answering service will pick up your call. They will then forward your message onto us and we will try to get back to you as quickly as possible.

Branch visit

Our branches are open every day apart from Sunday, so if you'd rather report to us face-to-face then feel free to pop in!

Branch name #1: Address goes here

Branch name #2: Address goes here
Branch name #3: Address goes here
…

Out of hours

On evenings, on a Sunday or during holiday times (we are closed certain Bank Holiday Mondays and over the Christmas break), please call the same telephone number as usual (0845 XXX XXXX) and you will be given details of our emergency telephone line. We classify an emergency situation as when an incident is dangerous, life threatening or may result in personal injury or severe deterioration of the property. This is also the number you need to ring if you lock yourself out of the house on an evening or weekend, or other situations like that.

How to track maintenance

As well as endeavouring to keep you up-to-date by text and other communication methods, we have an online tenant login system that not only allows you to track maintenance but has extra functionality such as allowing you to re-print your inventory (note that your comments may not have been updated straight away). It is also extremely handy at the end of your tenancy as it allows you to print your closing inspection and monitor deposit returns.
To create an account (or login if you already have an account)

1) Visit our website: www.ourwebsite.com
2) Click ‘tenant login’.

3) You will be presented with a screen allowing you to either create an account or login.
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What happens after your issue is reported.

We will notify your landlord that a maintenance request has been placed. It is then up to the landlord whether to approve the work or not. Whilst there are some things that landlords must fix by law, there are certain things that they are not required to fix and in these cases it is up to the landlord whether they wish to do so or not.

If they approve the work, some landlords will send their own contractors to address the issues, whilst in other cases they will give us approval to conduct the work on their behalf. Unfortunately, unless the issue is an emergency, it may take time to get a decision from the landlord. We will inform you as soon as we know what the landlord has decided.
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If we are sending our contractors, we aim to rectify maintenance issues as quickly as possible. However, there are always busy periods, such as July to September and requests may take longer to grant at this time. We will always notify you when contractors are coming around to ensure that you can be in the property when work is conducted.
What issues will be dealt with? What maintenance am I expected to fix?
You are expected to carry out minor maintenance issues at the property. For example, you are expected to replace light bulbs when they fail and to replace batteries in smoke alarms. Tightening screws is something else that a tenant would be expected to do, such as if a door handle becomes loose. If you have a blocked sink/bath/toilet, you would be expected to unblock it. For this type of domestic blockage we suggest you try using an unblocking chemical that can be purchased at most supermarkets. If this is unsuccessful then we will be happy to recommend a good plumber.
What am I expected to do if...…

…I misplace my keys

Should you misplace your keys or lock yourself out during office hours, please come to the Pinnacle office. We have spare keys for you to collect. If it is out of office hours then we would suggest you find alternative overnight accommodation and come to our offices the next morning. The Pinnacle office is open Monday – Saturday.

If this is not an option or you require keys on a Sunday, please call the office and select our out-of-hours option. Please be aware that all costs relating to this, including the locksmith call-out charge, will be your responsibility and you will be expected to pay. This could be up to £140+VAT if a locksmith has to be called out-of-hours, so be sure that you really need to get in the house.

…I notice damp or mould

Mould is a common problem in rented houses, especially flats, and there is a simple explanation as to why it occurs. Mould develops when rooms are not ventilated when showering and drying clothes. It is not usually a problem with the property and it is easily avoidable. Unfortunately though, it is one of the main reasons tenants don't get their full deposit back!

To guard against mould you must ventilate the property. That means opening windows frequently, especially when drying clothes. If you do have a minor mould issue, use a very weak bleach solution on a damp cloth to wipe it down. Alternatively, there are specific mould-removing products. If it is more severe, contact us. Remember to be descriptive when reporting the issue. What indicators are there that there is a mould problem? Can you see actual mould, just stains or is the wall bubbling?

…I notice water leaking

Please inform us immediately of any leaks by calling 02920 640200. Below are some things you can do to help the situation.

Leak from a copper water pipe or tap
Please turn off your water at the stop tap. Then turn on the kitchen taps to drain the water from the pipes and the tank. If this didn't solve the issue, this would be an emergency situation so contact us immediately.

Leak from the ceiling from bathroom above 

Stop using the bathroom and call us. If you were using the shower or bath recently, then it's likely the leak is coming from the drainage pipe, so don't use them again. Don't forget that the water may keep coming through the ceiling for an hour or so after your bath. Don't switch on the ceiling light below the bathroom. Try and catch the water in buckets.

Leak from a washing machine 

Please switch the machine off. If the leak is coming from the water supply into the appliance then turn the red and blue plastic taps behind to the off position. Mop up the water with newspaper or towels.

Leak from the roof 

Catch the water in a bucket. Use newspaper and towels to soak up the water. If this didn't solve the issue, this would be an emergency situation so contact us immediately.

Water coming in from the basement 

Call Water Provider Name on 0845 XXX XXXX.

…The electricity has gone off

Firstly, does your house use a token meter? If so, this may need topping up (contact the supplier if you are not sure how to top up or if you think the previous tenants have left a debt on the meter). If you are not on a token meter or this has still not solved the issue, check to see if your neighbours have electric. If they have, then go to your fuse-box and re-set any switches, which have tripped to "off". If the fuse keeps tripping off then switch off all the fuses and make sure they are pressed all the way down. Then, unplug all electrical appliances in the house especially kettles, irons, hair straighteners and washing machines. You should then be able to reset the fuse box. If the fuse box is on, but there is no electric, please call Western Power on 0800 052 0400 to check if there is a power cut.

..I smell gas

Call National Grid (formerly Transco) on 0800 111 999 (this is a 24 hour emergency line) and switch off the gas at the gas meter. National Grid will come to your property and switch off any part of the gas system they think may be causing a problem.

…The boiler isn't firing up

If you have a token meter you may have to top it up (contact the supplier if you are not sure how to top up or if you think the previous tenants have left a debt on the meter) and then reset the boiler. If not, check the pressure gauge and pilot light. You are likely to have a combi-boiler (instant hot water and heating from same boiler) so please check that the pressure gauge is between 1 and 1.5. If the pressure is below 1 then you need to fill the central heating system with more water to bring up the pressure. Opening the tap or valve on the flexible loop pipe below the boiler usually does this. You will hear the water rushing into the central heating pipe - close the tap after a few seconds and re-check the gauge.
If your boiler is an older model please check that the pilot light is still lit. If not, follow the instructions on the boiler flap to re-start the pilot light - be patient as it takes a few attempts to be successful.
...My smoke/fire alarm goes off due to cooking, etc

Your property will have one of two types of alarm. One will be a regular smoke alarm on the ceiling which will be set off with smoke. If you set it off then just clear smoke from the area and it will go off.

Other houses may have a fire alarm panel by the door. If it goes off then some people make the mistake of just silencing it, meaning that it will not go off again if there was an actual fire in the future. It needs to be both silenced and reset. The best way to know if it needs resetting is if the red light is on but it is not making any sounds. Once the alarm goes off, here is the correct way of dealing with it:

· Enter code (usually written on panel) or turn key (usually in or near panel).
· Press silence.
· Wait for smoke to clear if set off by cooking, etc.
· Press reset.
· Ensure the red 'Fire' lamp is not lit once reset. If it says fire and isn't sounding, that means it's disabled. 

· If any fault or disabled lights are on, contact Pinnacle.

In future, ensure kitchen doors shut and use extractors to minimise false alarms.

Dropping out

Being a student is no different from any other tenant, renting out a property and living there is not conditional on you being a student. Once your tenancy has been signed and in place regardless of any change in status you are:

1. Still liable to pay rent, unless you are able to replace yourself with another tenant. In the student market this often isn't possible until the end of the year.

2. If you are no longer a student then you will have to pay council tax.

3. If you are already living in a house, rather than go home, see it as home and look for a job in the area, if you are paying rent and council tax you might as well get what you pay for.

4. You can claim housing benefits if you aren't a student anymore and are still living in the property.

5. You can claim job seekers allowance if you are looking for a job, but the council will query why you left university and they won't usually pay if you are planning on going back to university.

6. You can claim council tax benefits if your name is on the account, but if your house is a HMO [A House of Multiple Occupancy is when 3 or more people are living together in a rented property who aren't all from the same.

Renewing with us
Whether you want to stay where you are or live somewhere different, our friendly team of staff can help you out. Even if your circumstances have changed, we offer housing to suit everyone. As well as student housing, we also offer housing for working professionals and families.

I'm currently in a student house

If your contract is a standard one that runs from July 2014 to July 2015, then you will be contacted sometime before November 1st and asked to decide whether you want to remain in your current property or not. The reason that this is so early into the tenancy is that students tend to start their house hunting around then so we aim to get our houses advertised for viewings before November 1st.

If you decide to renew your tenancy, your house will not be advertised for another year. If you decide not to then expect viewings from November 1st onwards, until the house is signed for by a new set of tenants.

If you wish to move house but are still looking for student accommodation, we can help you find another student house so ask us to see our property list any time after November 1st!

If you will no longer be a student in the next academic year, then you can ask us to see a professional and family house list.

I'm in a professional or family house

Tenancies in professional and family houses tend to be more varied than student houses, so when staff contact you to ask whether you wish to renew or not will also vary.

If the house you are in is no longer appropriate, we offer a range of housing to meet the needs of both working professionals and families. Let us know what you are looking for and we'll see if we can help!

Did you know we offer loyalty rewards to existing tenants?

Contact us to find out more about what houses are available:

Branch details (i.e. address, telephone number)

Branch details (i.e. address, telephone number)

Branch details (i.e. address, telephone number)

Alternatively book viewings online at:

www.yourwebsite.co.uk
Moving out

As you approach the end of your tenancy, there are a number of things you need to think about, such as returning your keys and getting your deposit back. Here is a checklist for you to follow.

Clean the house

Tenants are expected to leave the property in a state of good repair and cleanliness. If this is not the case then you may have deductions taken from your initial deposit. We don't send cleaners after you've moved out and if we need to then you may be charged. Remember to leave the house in the condition you expected it in when you first moved in. 

Return your keys

Bring your keys to the office. We expect these by the start of business on the day after the tenancy ends, so for example 1st July if the contract ends 30st June. We open at 9am but on 1st July we usually open earlier so be mindful of this!

Getting your deposit back
The cleaner you hand over the house to the next set of tenants, the more likely you are to get your deposit back whole. Most deposit deductions are made for cleaning. Within ten working days, we will conduct a closing inspection on your old property and message you regarding what we intend to do with your deposit. There are three possibilities: 

· Deposit will be returned in full

· Deductions will be made

· More investigation needs to be done

If more investigation needs to be done, you will get a standardised email telling you this. It is advisable not to contact us at this stage as it is unlikely that we will be able to provide you with any extra information. 

If you have received this message then what it likely means is that we are still checking previous evidence (such as opening inventory and photos), having discussions with your landlord and conducting other activity that helps us to determine how much of your deposit to return. It is important to note that there are hundreds of houses on our books so this can sometimes be a lengthy process.

Tenants can refer to the closing inspection report to see possible issues, whilst they wait for us to contact them, but this closing inspection report may also include things that the agency does not intend on charging you for such as wear and tear, or items that we have found not to be chargeable or that the landlord has agreed to waive.

If your deposit is not to be returned in full, you will receive an email detailing any proposed deductions. You are expected to reply to explain whether you accept or dispute these deductions within 5 working days of receiving the email with details. We only correspond by email regarding deposits so that everything is logged. The email address is deposit@yourdomainname.co.uk.
If it's a joint tenancy, such as a shared house, all tenants need to agree to the deductions. One tenant can make this agreement as long as they state clearly it's on behalf of all other tenants. We spread deductions evenly by default but can change this if one person agrees to take on more of the cost (for example, if one particular bedroom was worse than others).

If we do not hear anything or if you choose to accept we will send the deposit back to you as soon as possible. If you choose to dispute, you are required under TDS (tenancy deposit scheme) rules to provide evidence to support your dispute. Providing evidence also helps us to investigate and resolve items quickly allowing each case to be resolved. No deductions will be made unless agreement is received from tenants or the timeframe to dispute elapses. Your deposit will be held and protected during the process. If we cannot negotiate an agreement between you and the landlord, then you are entitled to contact TDS for them to investigate themselves. Visit the TDS website at www.tds.gb.com. 
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About Agency Name


We were founded in year by founder’s name, who wanted to help houses become homes by connecting tenants with landlords. The company has grown over the years and now has number branches.





Write down your move-in meter readings


Elec	__________________________________


Gas	__________________________________


Water*	__________________________________


*not all houses will have a water meter





Electricity________________________________








We do not advise that you use any supplier which requires a change of meter. For example, if you change from a regular meter to a token meter (meaning you pay-as-you-go rather than get monthly bills), you may be charged to change it back at the end of the tenancy.





�





�





Our staff will have keys so you do not need to be in the property for any of our inspections.


Usually, we only do one inspection but if we haven’t got enough information from that inspection then we may send someone around again. If we do then you will receive a text the day before, warning you that it is due to take place.





Do not request maintenance or cleaning on this form. Instead check our section in this guide, entitled ‘Report & track maintenance’.


Be specific in the comments boxes. Do not write “broken” or “damaged” as this is not helpful. Be more specific such as “broken leg on chair”.








�





You will always receive a text the day before an interim inspection warning you that it is due to take place. Our staff will have keys so you do not need to be in the property.





�





Please give us as much information as possible. For example, “shower broken” doesn’t give enough information. Is water coming out of the shower? Is it hot? Is the shower head broken?


Sending us photos of the problem can speed up how long it takes to deal with maintenance issues. If we do not have photos we may need to send someone out to get more information about the problem or even call you directly before we can send anyone around to fix it. Having photos also helps us relay the problem to the landlord, who has to approve the work before it is conducted.





�





In order to make things easier for contractors, we advise moving possessions away from the area of the house where maintenance needs to be conducted.





�





�





We cannot deal with the parents of tenants as the tenants are the ones who signed the tenancy agreement. All we can do is discuss the outline of the situation with parents and they cannot make any final agreement on your behalf.










