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INTRODUCTION  

Our aim of this free Letting Agents Operation Manual is to give some examples of the different 
processes that are evolved in the lŜǘǘƛƴƎ ƛƴŘǳǎǘǊȅ ŀƴŘ ǎƘŀǊŜ ǎƻƳŜ ƻŦ ǘƘŜ ƛƴŘǳǎǘǊȅΩǎ ōŜǎǘ ŀƴŘ Ƴƻǎǘ 
effective practices. 

 

There is a duty of care for an agent to represent the interests of both landlords and tenants, even 
though we often legally and commercially represent the landlord.  We recommend that you take a 
balanced approach. 

 

As well as these procedures, we recommend you familiarise yourself with the paperwork that the 
Letmc.com generates and other examples that are provided in the index (if you require changes to 
the standard paperwork, please contact LetMCΦŎƻƳΩǎ ǎǳǇǇƻǊǘ ŎŜƴǘǊŜύΦ  CǳǊǘƘŜǊ ƳƻǊŜΣ ǿŜ ƘƛƎƘƭȅ 
recommend you contact your local council and familiarise yourself with any local guidance and 
polices that may affect the residential lettings market. 

 

Please take the procedures and advice that will work for you and your company, and please note, 
this does not represent legal support, and its contents must be confirmed by your legal 
representative. 
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LETTINGS 

 

DAILY AND WEEKLY CHECK LISTS 

DAILY CHECK LIST 

ü Check InTray 
ü Check Diary and Appointments 
ü Notify Applicants of New Properties to Rent 
ü Arrange Access for future Viewings 
ü Upload Bank Statement 
ü Reconcile Bank Statement 
ü Authorise Letters and Send Post/emails 

WEEKLY CHECK LIST 

ü Check Tenancies Ending and re-advertise 
ü Check Overdue Certificates 
ü Rent Chase Tenants 
ü Apply Landlord Maintenance Invoices 
ü Check People to Pay 
ü Pay Landlords, Contractors and Tenants 

 

MAKING AN APPOINTMENT WITH A APPLICANTIVE LANDLORD 

Always try to geǘ ǘƘŜ ƭŀƴŘƭƻǊŘΩǎ Ŧǳƭƭ ŘŜǘŀƛƭǎΤ ƴŀƳŜΣ ŀŘŘǊŜǎǎΣ ŎƻƴǘŀŎǘ ƴǳƳōŜǊǎΣ ŜƳŀƛƭ ŀŘŘǊŜǎǎΦ  9ǾŜƴ ƛŦ ƘŜκǎƘŜ 
does not use your service now, building a mailing list of landlords will prove invaluable in the future. 

Always try and get the address and outline details of the property to be let.  If you do not get the landlords 
details you can always do a Land Registry Search (www.landregistry.gov.uk) to find the details. 

We recommend you enter the above information into the Letmc.com (so it is safely stored) and create an 
appointment for the visit in the diary.   

Log On To LetMC 

To Create A Landlord Entry Lettings/Landlords/Create a Landlord 

To Add a Property Lettings/Property/Properties/Add a Property 

Booking an Appointment in the Diary Office/Diary/Add an Appointment 

I. Print and pre-fill an Appraisal sheet in readiness for the appointment 
II. If the appointment is a week or more ahead, it is worth confirming. 
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APPRAISING THE PROPERTY 

When going to meet the landlord we suggest that you take with you: 

I. Appraisal Form - See example below 
II. Landlords Guide 
III. Examples of currently marketed and recently rented properties 
IV. Council information and guidance 
V. A digital camera 

SMALL TALK 

Try and find out from the landlord, by using open questions, what is his/her plans and needs.  For example, 
what is your mortgage repayment (if any), do you need an income from the property or is it an investment?  
Ask the Landlord what are they willing to do to increase the potential of letting a property, or what is the 
minimum rent you are willing to accept?  Also give advice, like interior design options to improve the layout of 
the property or suggestions for improving the furniture (IKEA is good quality, often neutral and cheap).  This 
will help you to form your appraisal recommendations. 

EXAMPLE OF AN APPRAISAL FORM 
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SERVICE TYPE 

Discuss with the landlord the services that you can offer and confirm what service type they would like, 
whether it may be Tenant Find, Rent Only or Fully Managed. 

ü Try and seek Rent Only or Managed in preference to Tenant Find. Whilst Tenant Find in the short 
ǘŜǊƳ Ŏŀƴ ōŜ ƭǳŎǊŀǘƛǾŜΣ ƳŜŘƛǳƳ ǘƻ ƭƻƴƎ ǘŜǊƳ ƳŀƴŀƎŜƳŜƴǘ ŦŜŜǎ ŀǊŜ ǘƘŜ άōǊŜŀŘ ϧ ōǳǘǘŜǊ ƻŦ ǘƘŜ ƭŜǘǘƛƴƎǎ 
industry. 

ü If you are a new company you should aim to achieve a portfolio of about 50 properties in the first 
year. This is generally thought of as the break even point of your business. 

LEGAL 

It is always good to discuss the Landlords legal obligations like gas safety regulations, repairing obligations, and 
in some cases licensing.  Making yourself aware of the regulations and passing that knowledge onto a 
Landlord, will differentiate you from other agents and can build a better client relationship.  

MARKETING 

Discuss with the landlord the marketing methods you will employ, and suggest the landlord checks that their 
property is advertised if they decide to go with another agent. 

TENANCY TERM AND TENANT TYPES 

Confirm the length of tenancy the landlord is seeking, and whether he/she is prepared to accept different 
types of tenants. Always keep as many options open as possible. 

KEYS 

Finally, get a key.  Some landlords resist giving a key and suggest that they meet you when there is a viewing.  I 
can guarantee what is convenient for an Applicant is not convenient for a landlord when it comes to a viewing.  
You as the agent will incur costs from the phone call and risk losing viewings, all for the sake of a key.  Also, 
with a key you can react quickly if someone is interested. 

Always record what is agreed on the Letmc.com notes section, this is centralised record keeping that will 
protect you in the long run. 

Always record Notes on the system 

Adding a Landlord Note Office/Notes/Manage People Notes 
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CONFIRMING THE ADVERTISING OF A PROPERTY   

 

LANDLORD PERMISSION   

If the Landlord does not or is reluctant to give you permission at the appraisal meeting, there are some options 
open to you. 

Option 
One 

After the meeting with the Landlord some agents will just go ahead and advertise the 
property without clear permission, once they have a viewing the landlord generally agrees 
and the agent has him on their books.  This may bring in extra business, but is not always 
seen as good service. 

Option 
Two 

After the meeting follow up with a telephone call to the landlord to confirm permission.  
This is a more professional approach and respŜŎǘǎ ǘƘŜ ŎƭƛŜƴǘΩǎ ǿƛǎƘŜǎΣ ŀƭǘƘƻǳƎƘ ƛǘ ŎƻǳƭŘ 
take time to get in touch with the landlord. 

If the landlord does not give permission 

ü Try and find out why and which agent they have signed up with 
ü Add a reminder to your LetMC diary for about one month for follow up 
ü Check your ŎƻƳǇŜǘƛǘƻǊǎΩ website to see if they have let the property. 
ü If the property is still not let with your competitor, follow up a call with the landlord to ask how the 

letting of their property is going 
ü Always be courteous and not pushy 

Once you have the go ahead, if you have not already done so add the property to the system, create the 
landlord instruction and advertise the property. 

Authorise the instruction posting from the Post Bag and send to the Landlord. This will confirm details for the 
marketing of the property and requesting them to respond immediately if there any problems with the 
instruction. 

What you need to do on the system 

Add the Property  Lettings/Property/Properties/Add a Property 

Add the Landlord Lettings/Landlords/Create a Landlord 

Create the Instruction Lettings/Instructions and Tenancies/Create a Landlord Instruction 

Advertise the Property Lettings/Instructions and Tenancies/Modify Instruction or Tenancy. Open the 
tenancy required and click on Advertise 

Authorise the Postbag Office/Post Bag/Authorise Letters. When the instruction has been sent to the 
postbag, authorise the letter and send 

When an Applicant is interested in a property, it is good practice to check what would be the minimum rent 
that the Landlord is willing to receive.  It could be the single factor that lets the property. 

The Landlord Instruction can detail the difference in advertised rent and the minimum rent the Landlord is 
willing to receive.  Also, add a note under the Landlords Note section on Letmc.com to reflect this negotiation 
amount. 
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LANDLORDS IDENTITY 

The Landlord is not always the owner of the property, in some cases there are family or friends who are in 
charge.  There are compliance requirements under Money Laundering legislation and rental property, and 
their identity should be confirmed. 

There are lots of ways to scam people with property, remember the story of a chap who sold London Bridge to 
an American Tourist.  It has been known for people to pretend they are a landlord, if in doubt, a Land Registry 
Search will confirm the owner of the property (www.landregistry.gov.uk). 

¢ƻ ŎƻƴŦƛǊƳ ŀ [ŀƴŘƭƻǊŘΩǎ ƛŘŜƴǘƛǘȅ ȅƻǳ Ŏŀƴ ŎƘŜŎƪ όŀƭǿŀȅǎ ŀŘŘ ŀ ƴƻǘŜύΥ 

ü Passport 
ü Photo Driving Licence 
ü Utility or council tax bills 

RE-LETTING A PROPERTY 

Under the report section of the Letmc.com you can monitor which tenancies are coming to an end.  With 
properties that you manage, by re-advertising them you will send out a copy of the Landlord instruction which 
will automatically confirms with the landlord that you are re-letting their property. 

Reports 

Tenancies Ending Report Reports/Tenancy Reports/Tenancies Ending 

ü Check the Tenancies Ending Report 
ü Always advertise a property once the Section 21 notice has been issued and at least 2 months before 

the end of a current tenancy.  This gives plenty of time to let a property. 
ü A void period between tenancies does not generate constant management fees! 
ü Check with the current tenant whether they would like to stay on, before re-advertising the property.  

Maybe offer a discount on resigning the tenancy. 

 

http://www.landregistry.gov.uk/
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MARKETING           

CONFIRM YOUR MARKETING TECHNIQUES 

Any marketing plan is about value for money, consistency and knowing where your responses have come 
from.  We suggest that you record the name of every customer and where they had heard about you, then add 
up your responses and confirm what marketing is working for you.  If you have a half hearted marketing plan 
then your will get half ǘƘŜ ōǳǎƛƴŜǎǎ ȅƻǳΩǊŜ ŜȄǇŜŎǘƛƴƎΦ 

BOARDS 

To Let signs are the simplest and often the cheapest form of advertising.  Agents who manage their board well 
and have lots of boards out often generate a very affective profile.  They promote your brand to both tenants 
and landlords, and the property (particularly important for a landlord).  We recommend you find a good sign 
contractor and order about 100 signs. 

ü Most Applicants are aged between 20 and 30, and are likely to use text messaging, add your text 
account number to your boards. Letmc receives and sends texts, so it adds another dimension for 
Applicants to contact you. 

ü Use Let By slips once a property is let. It shows landlords how affective you are. 
ü Remember there is a strict planning condition which gives only 14 days allowance once you put a Let 

By up.  If you go over this some council authorities are keen to serve fines. 
ü Always spot check your boards, check that the sign contractor is putting up the boards. 

 

APPLICANT TENANTS DATABASE 

It is amazing how some agents spend a small fortune on advertising to get people to phone or walk into their 
office, and when they fail to get a name or ŎƻƴǘŀŎǘ ŘŜǘŀƛƭǎΦ  LŦ ȅƻǳ ŘƻƴΩǘ ƎŜǘ ǎǳŎƘ ŘŜǘŀƛƭǎΣ ȅƻǳ Ŏŀƴ ƴŜǾŜǊ Ŧƻƭƭƻǿ 
up that Applicant. You are effectively going back to advertising to get a different person to walk through your 
door. 

The Letmc system allows you to store a database of Applicants, which will automatically send emails or texts to 
these Applicants when a new property comes on your system.  So every time you add a property, active 
Applicants held on your database are automatically informed. 

Adding Applicants 

To Add a Applicant to the Database Home > Applicants > Add New Applicant 

ü Every Applicant who telephones, writes emails or visits should go on the Applicants list.  If Applicant 
goes quiet, you can always go back over the list and call them directly.  Something that can be done 
weekly which can increase the number of properties you let. 

ü Always ask Applicants if they have used another agent, what was available and what they thought of 
ǘƘŜƳΣ ƛǘΩǎ ŦǊŜŜ ƳŀǊƪet intelligence and will aid in your handling of ApplicantsΩ ǊŜǉǳƛǊŜƳŜƴǘǎΦ 

ü Every time you advertise a property on Letmc.com, texts and emails are, automatically sent to your 
Applicant list, updates your website, and uploads the properties to property portals like Rightmove, 
Fish4homes, Primelocation and Propertyfinder. 
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NEWSPAPER ADVERTS 

Classic advert and leaflet distribution in local papers. 

When we looked at the addresses of our landlords we discovered that over 60% were outside the catchment 
area of tƘŜ ƴŜǿǎǇŀǇŜǊΦ 5ƻƴΩǘ ǊŜƭȅ ŀƭƻƴŜ ƻƴ ƴŜǿǎǇŀǇŜǊǎ ŀǎ Ƴŀƴȅ ƻŦ ȅƻǳǊ ƭŀƴŘƭƻǊŘǎ ǿƛƭƭ ƴƻǘ ǊŜŀŘ ƻǊ ǎŜŜ ǘƘŜ 
advert. 

LEAFLET DROP 

Put together a simple flyer that can be dropped through letterboxes or be included as an insert in a 
newspaper, or be on counters of other local businesses. 

WEBSITE PROPERTY PORTAL 

Sign up to as many portals as possible like Rightmove, Propertyfinder, etc, some charge and others are free. 

Contact Letmc.com to have your properties uploaded to web portals. 

We currently upload to: 

ü Property Finder 
ü Right Move 
ü Rent Right 
ü Prime Location 
ü Fish 4 Homes 
ü Find a Property 
ü Property Jungle 
ü Globrix 
ü Ezylet 

WEBSITE 

Register you website with Google sitemap and adwords.  Also, include an online booking system similar to a 
budget airline system and pictures/details of the properties.  Letmc.com provides the code your web designer 
needs to include the property details automatically.  http://portal.Letmc.com 

For further examples, log on to www.pinnacle-group.com or www.moginiejames.co.uk 

DIRECT MAILING 

Direct mailing is considered a science, and comes with some strict rules and guidance. For further information 
and best practice please go to www.dma.org.uk. The general rules are; 

ü Expect a 1% to 4% response. 
ü Be clear on what you want the customer to do (e.g. phone us or go to your website). 
ü Consider a discount; this can increase the response rate. 
ü Be persistent - one off direct mailings will be less effective. 
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DIRECT MAILING LANDLORDS 

There are very few mailing lists for landlords and you will need to build your own mailing list.  Also, while their 
property may be located within your area, they may live anywhere in the UK and overseas. When they live 
outside your area, local advertising becomes less effective and the internet and direct mailing becomes 
essential. 

There are very few mailing lists for landlords and you will need to build your own mailing list. Whilst their 
property may be located within your area, they may live anywhere in the UK and overseas. When they live 
outside your area, local advertising becomes less effective and the internet and direct mailing becomes 
essential.  

MAILING LIST SOURCES 

Building and maintaining an up-to-date mailing list of addresses, is the foundation for direct mailing. This can 
be achieved from several sources of data. 

ü Noting your cƻƳǇŜǘƛǘƻǊΩǎ ¢ƻ [Ŝǘ ōƻŀǊŘǎ ŀŘŘǊŜǎǎΦ 
ü Competitor property lists that give out a property house/flat number. 
ü Competitor websites who display a property house/flat number. 
ü Old reference forms which ask for previous landlord details. 
ü Asking every Applicant their current address where they are renting. 
ü Any landlords from university housing list or landlord websites. 

From these sources you can build an excel sheet of the property address, collecting the house number and 
postcode which is the basic information required for the Land Registry. 

LAND REGISTRY 

The Land Registry (LR) is the government database providing information on who owns or who has a registered 
interest in a property. The owner of a property can be discovered by using www.landregisteronline.gov.uk and 
paying a £3 charge. When searching for a property on the land registry website just enter the postcode and 
house number, it is easy to spell a street name incorrectly. Sometimes the owner will register themselves at 
the property you've found against their name, even though they actually don't reside there. You will then 
require a directory website such as www.192.com. 

192.COM 

.ȅ ƻǇŜƴƛƴƎ ŀƴ ŀŎŎƻǳƴǘ ȅƻǳ Ŏŀƴ ǎŜŀǊŎƘ ŘƛŦŦŜǊŜƴǘ ǇǳōƭƛŎ ŘƛǊŜŎǘƻǊƛŜǎ ŦƻǊ ŀ ƭŀƴŘƭƻǊŘΩǎ ƘƻƳŜ ŀŘŘǊŜǎǎ ŀƴŘ ŎƘŜŎƪ 
telephone numbers. With the landlords home address you can build a mailing list. 

ROYAL MAIL RESPONSE SERVICE 

If you use a free post reply card with your direct mailing campaign, you will need to set up an account with 
Royal Mail, who will then charge you the current fee for returning your reply card. For further information on 
this service go to www.royalmail.com 
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Be consistent with your direct mailings, for example, release information approximately every 6 weeks.  And 
most importantly, research and add landlords to your mailing list every day (aim for 5).  The bigger the list the 
more business will be generated. 

DATA PROTECTION.  

¸ƻǳ Ƴǳǎǘ ŀōƛŘŜ ōȅ Řŀǘŀ ǇǊƻǘŜŎǘƛƻƴ ƭŜƎƛǎƭŀǘƛƻƴ ŀƴŘ ǘƘŜ Ψ¢ŜǊƳǎ ƻŦ ¦ǎŜΩ ōȅ ǘƘŜ ŜȄǘŜǊƴŀƭ ǿŜōǎƛǘŜǎ ŀƴŘ [ŀƴŘ 
Registry. Please consult your solicitor. 

ALERTS 

Always try and keep your Applicant tenants up to date with your new properties, this can be done 
automatically with texts, emails and letters through Letmc.com.  Program time every day to personally phone 
ȅƻǳǊ άƘƻǘ Applicantsά, tenants with any updates or just for a chat to see how their house hunting is going. They 
ǿƛƭƭ ŀǇǇǊŜŎƛŀǘŜ ƛǘ ŀƴŘ ƛǘǎ ŦǊŜŜ ΨǿƻǊŘ ƻǊ ƳƻǳǘƘΩ ƳŀǊƪŜǘƛƴƎ ƛŦ ȅƻǳ ƎƛǾŜ ŜȄŎŜƭlent service and customer care. 

VEHICLE 

What ever you decide to use, a mini, saloon car, people carrier or small mini bus, get them emblazoned with 
ǎƛƎƴŀƎŜ ƻŦ ȅƻǳǊ ōǊŀƴŘΣ ǘƘŜ ǿƻǊŘǎ ΨƭŜǘǘƛƴƎ ŀƎŜƴǘΩΣ ǇƘƻƴŜ ƴǳƳōŜǊ ŀƴŘ ŀŘŘǊŜǎǎΦ  ¸ƻǳ ǿƛƭƭ ǎǇŜƴŘ ŀƭƭ Řŀȅ ŘǊƛǾƛƴƎ 
around doing viewings, increase your marketing with your vehicle. 

DIRECTORY ADVERTISING 

It is expensive but essential.  Get a balanced advert (not the smallest or the biggest) in the yellow pages, and 
take advantage of Yell.com. 

THE COMMUNITY 

Imbed yourself in local groups that are related to housing, this can be the council, Landlord forums, university 
housing.  Take advantage of their meetings and trade fairs, and become their commercial representation. 

PROPERTY DETAILS 

Take time to produce good quality property details, from the lists to the window displays.  Be clear and 
descriptive of the property and most importantly get pictures of the inside of the property.  Show landlords 
what you will do for them when it comes to marketing by showing examples. 

PUBLIC RELATION 

If you can become the local paper columnist on the rental market, covering stories on wise investments, 
regulŀǘƛƻƴǎΣ ǇƛǘŦŀƭƭǎ ŦƻǊ ǘŜƴŀƴǘǎΣ ŀƴŘ ǿƘŀǘ ǘƻ ƭƻƻƪ ŦƻǊ ƛƴ ŀ ƎƻƻŘ ŀƎŜƴǘΦ  !ƴŘ ǊŜƳŜƳōŜǊΣ ƛǘΩǎ ȅƻǳǊ ǇǊƻŦƛƭŜ ȅƻǳ are 
promotiƴƎΣ ŘƻƴΩǘ ōŜ ǘƻƻ ŎƻƴǘǊƻǾŜǊǎƛŀƭΦ 

RECOMMENDATIONS 

Have good business ethics and core values, always be fair and professional, care about both landlords and 
tenants, even when it does not benefit you directly, help where you can, and there will be a huge number of 
Applicants and actual clients singing your praises and recommending you, free of charge. 
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GENERAL PRACTICES        

KEEPING LANDLORDS INFORMED 

Landlords will never fully understand the scale of what an agent does to market their property, the number of 
viewings completed, the negotiations and question answering that goes on.  So it is worthwhile keeping the 
landlord informed about the number of viewings at his property and the comments Applicant tenants are 
making if offers are not made.  By providing him with feedback in this way you are highlighting that you are 
working hard to let his property.   Always record what the Applicant and current tenants are saying and what 
the landlord is instructing you to do. This allows any member of your team to access the notes if your landlord 
does decide to chase you. 

Adding Landlord Notes 

To add a note to the system Home > Office > Notes > Manage People Notes 

ü Set aside an hour or two a week for the whole team to feedback to all your landlords by email, text or 
phone.  This would be an encouraging sign for a landlord whose property was not let. 

APPLICANTS AND VIEWINGS 

Being available and carrying out as many viewings as possible is the single most important factor to running a 
letting agency.  No viewings, no business.  Remember, that you are never too busy to facilitate a viewing, ever.  

The Letmc.com offers a centralised diary that allows everyone to view and make appointments for viewings.  
The viewing is the stage that feeds the machine for letting properties, the more viewings you carry out, the 
more properties you are likely to let. 

Always get a contact for the Applicant who has booked viewings, in addition to personal safety it allows you to 
confirm or cancel the viewing if necessary.  

Adding an Appointment to the Diary 

To Add an Appointment Home > Office > Diary > Add Appointment 

ü Managing the diary and making space available for viewing is critical.  Open you diary if possible 6 
Řŀȅǎ ŀ ǿŜŜƪ ŀƴŘ ŦǊƻƳ фŀƳ ǘƻ тǇƳΦ  LǘΩǎ ŀƭǿŀȅǎ ŜŀǎƛŜǊ ǘƻ ŎŀƴŎŜƭ ŀƴ ŀǇǇƻƛƴǘƳŜƴǘ ƛŦ ǘƘŜ diary is not 
completely full than trying to fill an empty diary. 

OTHER AGENTS 

Some landlords will multi list with other agents (sometimes without you knowing), when other agents contact 
you with a potential tenant on a split commission basis, check the applicant details to ensure you do not 
inadvertently offer them a property for an applicant with whom you have already direct contact.   

ü Within your terms/Landlord Contract it is good to have clauses stating that if a Landlord multi lists you 
will increase your charges. 
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KEYS AND BURGLAR ALARMS 

Master keys for properties should be tagged, labeled with a number and hung on a hook in a key cupboard or 
key board.  Always then enter the key number on the property details on Letmc.com. Entry Alarm codes 
should also be entered onto the system. 

Adding a Key Reference 

To Add Key and Alarm Details Home > Lettings > Property > Manage Keys by Property 

ü Try and keep two sets of keys for a property, just in case one set is lost, it will save a lot of time and 
allows multiple viewings at the same time. 

ü The key record under the property entry on the Letmc.com should include a note of whether there is 
a burglar alarm at the property and alarm location and code details should be noted. 

ü Any keys borrowed from the office must be logged both IN and OUT in the Letmc.com. 

Logging of Key Movements 

To Log Key Movement Details Home > Lettings > Property > Manage Keys by Property 

ü Keep tenants copies of the keys separate from master keys; it will avoid the confusion of handing out 
all copies of the key that you may hold for a property. 

Lost keys; lock outs, faulty locks, and break-ins often requires a good locksmith.  We suggest you establish an 
account with a local locksmith and confirm out of hours costs and service. 

Tenants will regularly lock themselves out; we suggest you have a procedure for dealing with this, for example 

ü Any lockout after hours will incur a charge (e.g. £25 - £80), this is to pay for someone to get up, open 
the office, get keys, and to let you in. 

ü Borrowing keys to let you in within office hours is free. 
ü If locked out after hours suggest to the tenant if they could stay with a friend until the morning or 

sleep on the sofa. 
ü Burglaries, inform the police, and locksmith, and suggest the landlord claims on the insurance. 
ü It has been known that tenants, who lose their keys, break in themselves and then claim that they 

have been burgled. By insisting that they report this to the police and obtain a crime reference 
Number, the landlord will be able to claim on their insurance 

UNSUCCESSFUL LETTINGS 

If you are unsuccessful in letting a property, always wish the landlord the best and try to establish how long 
ǘƘŜ ǘŜƴŀƴŎȅ ƛǎΦ  .ȅ ƪŜŜǇƛƴƎ ŀ ǊŜŎƻǊŘ ƻŦ ŀƭƭ άƭƻǎǘέ ƭŀƴŘƭƻǊŘǎΣ ȅƻǳ Ŏŀƴ ŎƻƴǘŀŎǘ ǘƘŜƳ ŀǇǇǊƻȄƛƳŀǘŜƭȅ ǘǿƻ ƳƻƴǘƘǎ 
before the tenancy is due to expire, to see if you can get an instruction for re-marketing.  By adding a reminder 
on the Letmc.com, you will receive a reminder in your intray when this tenancy is due to expire.  

Create a Reminder 

To create a Reminder Home > Office > Reminders > Create a Reminder 
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THE ACCEPTED OFFER        

 

OFFER PROCESS 

Once an offer has been made by a tenant, we suggest you follow this process. 

STEP ONE 

Tenant is required to pay an Administration Fee Payable on the signing of the tenancy or in advance; this is in 
order for the property to be withdrawn from the market (the tenant should be issued a receipt). 

Explain that the fee is not refundable.  If the tenant does then decide to withdraw the offer, subtract your 
administration costs incurred and return part of the Administration Fee.  A good guide is to charge 10% for 
every day.  Trading standards like to see what the charge is for, so we suggest you list your costs. 

Applying Charges and Issuing Receipts 

To Apply a Charge (Administration fee) Home > Accounting > Apply Charge or Refund > Apply a Charge 

Take a Payment and Issue a Receipt Home > Accounting > Payments and Deposits > Take a Payment 

ü You will only be able to apply a charge to the tenant once they have been added to the Agreement 

STEP TWO 

Create and print a draft tenancy.  A copy will go to the Landlord via the Letmc.com postbag ready to 
be authorised for posting. 

Create an Agreement and Authorise Postbag 

Create a Tenancy Agreement 
Home > Lettings > Instructions and Tenancies > Modify 
Instruction / Tenancy > Create Tenancy 

Authorise letters in the Postbag Home > Office > Post Bag > Authorise Letters 

For managed properties, prepare contractors and confirm with the landlord any works/cleaning that are 
required before the tenancy starts. 

¦ǎŜ ǘƘŜ ǎǇŜŎƛŀƭ ŎƻƴŘƛǘƛƻƴ ǎŜŎǘƛƻƴ ƻƴ ǘƘŜ ǘŜƴŀƴŎȅ ǘƻ ŀŘŘ ΨǿƛǎƘ ƭƛǎǘΩ ƛǘŜƳǎΦ  LŦ ǘƘŜ [ŀƴŘƭƻǊŘ ŀƎǊŜŜǎ ǘƻ ǊŜǇƭŀŎŜ ǘƘŜ 
sofa, add it to the contract.  Encourage wish list items as they will only improve the properties and make them 
easier in the future to let. 

STEP THREE 

Referencing 

There are a number of reasons and options for referencing, and by referencing you will minimise your 
liability to a landlord if a tenant defaults on rent.  Landlords have successfully sued agents who did not 
reference tenants properly, referencing will add extra cost for the agent initially but these will be levied 
to the tenants. 

ü References should always be taken on the Applicant when they want to let a property.  
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Referencing Options 

One 
LetMC offer a full and comprehensive credit check and referencing checking service. 
Contact LetMC for full details on 0870 870 8282 

Two 

Employers or Landlord Reference. 
You can seƴŘ ƭŜǘǘŜǊǎ ǘƻ ǘƘŜ ǘŜƴŀƴǘΩǎ ŜƳǇƭƻȅŜǊ ƻǊ ŎǳǊǊŜƴǘ ƭŀƴŘƭƻǊŘ ŎƻƴŦƛǊƳƛƴƎ 
ü Are they a suitable tenant? 
ü Are they employed? 
ü Can they afford the rent? 
ü Did they default or are they late in paying rent? 
ü Would you recommend this tenant? 

ü Always forward a copy of the credit or reference report to the landlord, it shows them that you are 
referencing properly. Also, suggest that they always request a copy from other agents (to prove if 
they are not referencing properly) 

ü When it comes to referencing student tenants, you may find that they have no work history and 
would fail.  To overcome this, we suggest you just get confirmation that they are in full-time 
education e.g. a photocopy of their student ID card or offer letter. 

ü Ensure that payment of the credit check or reference is taken for each applicant BEFORE the 
application is made.  A receipt should be issued to the tenant. 

Applying Charges for Referencing and Issuing Receipts 

To Apply a Charge Home > Accounting > Apply Charge or Refund > Apply a Charge 

Take a Payment and Issue a Receipt Home > Accounting > Payments and Deposits > Take a Payment 

FAILED REFERENCES 

Results of the credit check should be confirmed with a landlord when they fail or come back with a poor result.  
Most people have had a credit problem (minor and major), and that does not make them a bad tenant.  We 
always advise landlords that a good tenant with great references can lose there job and become a bad tenant 
overnight.  Check with the landlord, they are likely to accept tenants with bad reference or credit history for 
non-housing related problems. 

If the landlord has agreed to waive the reference or has advised you that he wishes to proceed with a tenancy 
despite the poor references, you should always confirm this in writing or by email, and record this in the 
landlords note section. 

Adding Landlord Notes 

To add a note to the system Home > Office > Notes > Manage People Notes 
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GUARANTORS 

If a Tenant does fail a reference or you have concerns that they may not be able to pay the rent, then you can 
get someone to be a Guarantor for the tenant.  It is important that the guarantor is referenced, reads and 
understands the tenancy, and signs a guarantor form (see example below).  If the tenant defaults on the rent 
then you can go to the guarantor and insist they pay the rent. 

GUARANTOR FORM 
DateΧΧΦΦκΧΧΧκΧΧΧΦ 

 
Property to which the tenancy relates 
 
Address 
ΧΧΧΧΦΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧ 
ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
 

Tenant Details 
 
bŀƳŜ ƻŦ ¢ŜƴŀƴǘΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦ 
5ǳǊŀǘƛƻƴ ƻŦ ¢ŜƴŀƴŎȅΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΧΧΧΧΧΧΧΧΧΧΧΦ 
{ǘŀǊǘ 5ŀǘŜ ƻŦ ¢ŜƴŀƴŎȅΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΧ 
 

Details of Guarantor 
 
¢ƛǘƭŜΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
First Name*ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧ 
Surname*ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧ 
 
Address* 
ΧΧΧΧΦΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧ 
ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
 
Home Telephone NumberϝΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧ 
Mobile Telephone NumberΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧ 
Relationship to tenantΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
IMPORTANT ς PLEASE READ 
I will act as a guarantor as stated above. I have had an opportunity to read 
and accept the tenancy agreement. I will accept that you will contact me 
when the Tenant does not pay, and will make payment. 

 
Signed*ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
 
Items marked with * are mandatory 
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AFFORDABILITY OF RENT 

To check if a tenant can afford the rent, we suggest this table to check Income against Rent. 

Salary to Rent Ratio Table 

Monthly Rent ¢ŜƴŀƴǘΩǎ LƴŎƻƳe* 

£500 £15,000 

£600 £18,000 

£700 £21,000 

£800 £24,000 

£900 £27,000 

£1000 £30,000 

*can be the combined incomes. 

PAYING RENT UPFRONT 

When a tenant does not pass references or there are doubts to their ability, some landlords and agents insist 
the rent is paid 3, 6, 9 or 12 months in advance.  This can be very difficult for tenants, and you will find that 
they will need to pay by credit card or a loan from parents/friends.  You as an agent then have a choice to hold 
onto the rent and pay the landlord the monthly amount or pay the full amount. 

ü If a Landlord gets 6 months rent in advance, sometimes you find that as you do not hold any spare 
funds, some Landlords may then prove difficult in accepting their responsibilities with maintenance.  
By holding onto advance payment, you then have funds for essential maintenance 

ü We recommend you get a credit card machine to take payments of fees, rent and bond deposit. 
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THE TENANCY AGREEMENT        

ASSURED SHORTHOLD TENANCY AGREEMENT 

When creating a tenancy under the Housing Act 1988 you should consider the following criteria: 

ü The rent must not exceed £25,000 per annum pure rent. 
ü The tenant must be an individual person. 
ü The landlord must not live in the property. 

See Appendix for Sample Agreement as produced in LetMC.com 

COMPANY LETTINGS 

If a company wishes to take a tenancy in their name, try and get the Owner or Director to be the named tenant 
on the tenancy, otherwise seek legal advice to create a special company let tenancy. 

TENANT OR LANDLORD TENANCY AGREEMENTS 

WŜ ǊŜŎƻƳƳŜƴŘ ȅƻǳ ŀǾƻƛŘ ǳǎƛƴƎ ƻǘƘŜǊ ǇŜƻǇƭŜΩǎ ǘŜƴŀƴŎȅ ŀƎǊŜŜƳŜƴǘǎΣ ǎƻƳŜ ǘŜƴŀƴŎƛŜǎ ǿƛƭƭ ōŜ ƛƳōŀƭŀƴŎŜŘΣ ƻǳǘ 
of date, and restrictive thus could be a potentially a risk for you as an agent if anything goes wrong.  Most 
special terms can be added to the tenancy on the Letmc.com as a Special Condition. 

CREATE A TENANCY AGREEMENT 

STEP 1 ς CREATE A TENANCY AGREEMENT. 
 

Create a Tenancy Agreement 

Create the Agreement Home > Lettings > Instructions and Tenancies > Modify Instruction / Tenancy 

Always create an agreement and allow the Tenants to read and understand the implications of signing a fixed 
term Assured Shorthold Tenancy Agreement.  It is good practice before handing over the tenancy agreement 
that you check. 

ü Landlord details. 
ü Tenants details. 
ü Bond deposit amount. 
ü Monthly rent. 
ü 5ŀǘŜǎ ŀƴŘ ǘƘŀǘ ǘƘŜ ǘŜǊƳ ƛǎ ǿƘŀǘ ȅƻǳ ŜȄǇŜŎǘΣ ŦƻǊ ŜȄŀƳǇƭŜ ƛǘΩǎ ŦƻǊ с ƳƻƴǘƘǎ ŀƴŘ ƴƻǘ с ƳƻƴǘƘǎ ŀƴŘ м 

day. 

STEP 2 - ADD ANY SPECIAL TENANCY CONDITIONS. 

If the landlord agrees to special conditions requested by the tenants these must form part of the tenancy 
agreement in order to ensure that they are contractually bound by them.  

Special Conditions 

Adding Special Conditions Home > Lettings > Instructions and Tenancies > Modify Instruction / 
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Tenancy > Modify Landlord Instruction 

These conditions will appear in a separate section at the end of the Tenancy Agreement entitled Special 
Conditions and must be carefully drafted so as not to be ambiguous (vague) or leave room for dispute or 
misunderstanding. 

For example, an agreement for redecoration or ƳƻǾƛƴƎ ƻŦ ŦǳǊƴƛǘǳǊŜ ƻǊ ǇƭŀƴǘƛƴƎ ƻŦ ƎŀǊŘŜƴǎ ǎƘƻǳƭŘ ōŜ άǘƛƳŜ 
ŘŜŦƛƴŜŘέ ŀǘ ǘƘŜ ǘƛƳŜ ƻŦ ƴŜƎƻǘƛŀǘƛƻƴ ŜΦƎΦ άǿƛǘƘƛƴ ƻƴŜ ǿŜŜƪ ƻŦ ǎǘŀǊǘ ƻŦ ǘŜƴŀƴŎȅέΦ  

¦ǎŜ ǘƘŜ {ǇŜŎƛŀƭ /ƻƴŘƛǘƛƻƴ ŦƻǊ ΨǿƛǎƘ ƭƛǎǘΩ ƛǘŜƳΦ  !ŘŘƛƴƎ ǊŜǉǳŜǎǘǎ ƭƛƪŜ ΨǎǳǇǇƭȅ ƴŜǿ ǎƻŦŀΩ ƳŀƪŜs it a legal part of the 
tenancy.  In the long term, your managed properties will slowly and surely improve with the more wish list 
items you introduce. 

STEP 3 - ISSUE A DRAFT TENANCY AGREEMENT FOR SIGNATURE. 

It is good practice to submit a draft Tenancy Agreement for approval by both the tenant and landlord, which 
gives them time to read and understand the Agreement prior to signing.  

Always print two original copies ς ƻƴŜ ŦƻǊ ȅƻǳ ǘƘŜ ŀƎŜƴǘκƭŀƴŘƭƻǊŘǎ όƪƴƻǿƴ ŀǎ ǘƘŜ ƭŀƴŘƭƻǊŘΩǎ ŎƻǇȅύ ŀƴŘ ƻƴŜ ŦƻǊ 
the tenant and any guarantor (known as the tenants copy). 

Each and every person named as tenant is required to sign the Tenancy Agreement, and as agent you will be 
ǊŜǉǳƛǊŜŘ ǘƻ ǎƛƎƴ ƻƴ ǘƘŜ ƭŀƴŘƭƻǊŘΩǎ ōŜƘŀƭŦΦ  ¢ƘŜ ƭŀƴŘƭƻǊŘ ǇŀǊǘ ƻŦ ǘƘŜ ǎƛƎƴŜŘ ǘŜƴŀƴŎȅ ǎƘƻǳƭŘ ōŜ ŦƛƭŜŘ ŦƻǊ ƳŀƴŀƎŜŘ 
properties, or passed onto the landlord for non-managed properties. 

STEP 4 ς SIGN THE TENANCY AGREEMENT. 

When you receive the signed Tenancy Agreements you should check that they have been correctly signed and 
that there are no amendments to any part of the document, or missing pages. 

Once the tenancies have been signed, you as agent should sign the agent/landlord section.  Then the tenants 
may move in on the start date and the landlord must honour the tenancy. 

Signing 

Signing the Agreement 
Home > Lettings > Instructions and Tenancies > Modify Instruction / Tenancy > Sign 
Tenancy 

STEP 5 - ISSUE THE STANDING ORDER MANDATE OR DIRECT DEBIT FOR THE RENTAL 
PAYMENTS. 

Get Tenant to sign the mandate and process to bank 

STEP 6 ς ADMINISTRATION FEE 

Take your Administration Fee charge if not set up as auto charge 

STEP 7 - STANDING ORDER  

Collect the standing order mandate or Direct Debits and post to the appropriate bank.  Ensure the payment 
date allows time for the payment to arrive in the account by the due date. 
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STEP 8 - GAS SAFETY  

Ensure that the Gas Safety Certificate is up to date, and electrical checks (if appropriate) are arranged or 
current Certificates are in place and that you are satisfied that the Landlord is complying with Fire Safety 
Regulations. 

STEP 9 ς INVENTORY 

If there is not already an inventory on the Letmc.com then arrange for an inventory to be completed, before to 
the tenancy commencement date, book a Check-In to be undertaken on the tenancy commencement date and 
confirm the appointment to all interested parties. If there is an existing inventory, go to the inventory section 
ƻŦ ǘƘŜ [ŜǘƳŎΦŎƻƳ ŀƴŘ ŎƭƛŎƪ ΨǇƻǎǘ ǘƻ ¢ŜƴŀƴǘΩΦ 

STEP 11 ς KEYS 

Make sure that there are sufficient sets of keys provided for the tenants and master copies are kept 
with the agents. 
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SAFETY REGULATIONS         

 

GAS SAFETY 

Under no circumstances should a tenant be allowed to take occupation of a property where a current gas 
safety certificate is not in place.  This is a serious matter, you as an agent could be convicted, fined or go to 
prison for failing to follow Gas Safety Regulations.  For further information contact CORGI, and always use their 
helpline (it is free) to answer yours, tenants and landlords questions.  Telephone 0870 401 2400. 

ü bŜǾŜǊ ƭŜǘ ƻǊ ŀŎŎŜǇǘ ŀ ƭŀƴŘƭƻǊŘΩǎ ŘŜŎƛǎƛƻƴ ǘƻ ǿƻǊƪ ƻǊ ΨƘŀǾŜ ŀ ƭƻƻƪΩ ŀǘ ŀ Ǝŀǎ ŀǇǇƭƛŀƴŎŜΦ  !ƴȅ ƭŀƴŘƭƻǊŘ ǿƘƻ 
insists, is not a Landlord you should be doing business with, unless he/she are a Corgi gas engineer. 

ü Remember also that the regulations require a copy of the current Gas Safety Record to be provided to 
each Tenant prior to their taking occupation of a property. 

ü Managed Properties:  As an agent you should arrange for the gas safety check to be undertaken (at 
ǘƘŜ ƭŀƴŘƭƻǊŘΩǎ ŜȄǇŜƴǎŜύ ōŜŦƻǊŜ ǘƘŜ ǘŜƴŀƴŎȅ ǎǘŀǊǘǎ όǳƴƭŜǎǎ ǘƘŜǊŜ ƛǎ ŀƭǊŜŀŘȅ ŀ ŎǳǊǊŜƴǘ ǾŀƭƛŘ ŎŜǊǘƛŦicate in 
place) and at annual intervals thereafter.   Under schedule maintenance, always record a reminder for 
the Gas Safety Certificate expiry date. 

Certificates 

Adding a Certificate 
Home > Maintenance > Maintenance Certificates > Add Maintenance 
Certificate 

 
ü Non-Managed Properties:  Whilst the onus is on the landlord to arrange for the gas safety checks, you 

should check that a valid certificate is in place.  The landlord may want you to arrange for a gas safety 
to be done, we suggest charging an administration fee.   

ü ¢ƘŜ ǘŜƴŀƴǘ Ƙŀǎ ŀ ƭŜƎŀƭ ǊƛƎƘǘ ǘƻ ǎŜŜ ŀ ǾŀƭƛŘ Ǝŀǎ ǎŀŦŜǘȅ ŎŜǊǘƛŦƛŎŀǘŜ ǿƛǘƘƛƴ ол Řŀȅǎ ƻŦ ǘƘŜ ǊŜǉǳŜǎǘΦ  !ƴŘ ƛǘΩǎ 
good practice to show the tenant a valid copy and fix the tenants copy to the appliance in the 
property. 

ü In addition, you should check every your InTray gas safeties that are due for renewal.  
 

ELECTRICAL EQUIPMENT 

Unless a requirement by the local authority, a landlord does not have to have an electrical certificate in place.  
But if anything goes wrong with the electrics any investigation will refer to the most up to date electrical 
regulation. 
PAT testing (Portable Appliance Testing) should be encouraged and charged for, and this is normally charge by 
per appliance or for the whole property.  As an agent you could receive referral fees from an electrician for 
instructing the works.  
You will be surprised the number of appliances that will fail the test. 
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FURNITURE & FURNISHINGS FIRE SAFETY REGULATIONS 

 

ü All landlords should be aware of and comply with these Regulations and should be made aware by 
ƳŜŀƴǎ ƻŦ ŀ [ŀƴŘƭƻǊŘ DǳƛŘŜ ŀƴŘ [ŜǘƳŎΦŎƻƳΩǎ [ŀƴŘƭƻǊŘ LƴǎǘǊǳŎǘƛƻƴΦ 

ü By agreeing to the Landlord Instruction, landlords are confirming that furniture supplied for the 
tenancy does comply with regulations.   

ü If there is any doubt as to the compliance of any furniture present, the landlord should replace any 
item which does not comply. 

ü The only way to prove that the furniture meets the regulations (apart from testing for electrical items) 
is for the Landlord to provide an invoice proving the item was purchased after 1993. 

ü The landlord can not sell the furniture to the tenant to overcome the regulations 

HMO LICENSING 

 

FULL LEGAL DEFINITION OF HMO 

As defined in ss.254 to 259 of the Housing Act 2004] a HMO is a building, or part of a building, such as a flat, 
that:  

ü is occupied by more than one household and where the occupants share, lack or must leave the front 
door to use an amenity, such as a bathroom, toilet or cooking facilities  

ü is occupied by more than one household in a converted building where not all the flats are self-
contained (whether or not some amenities are shared or lacking) where the definition of being self 
contained is where all amenities such as kitchen, bathroom and WC are behind the entrance door to 
the flat  

ü is a converted block of self-contained flats, but does not meet as a minimum standard the 
requirements of the 1991 Building Regulations, and less than two thirds of flats are owner occupied  

ü the households must occupy the building as their only or main residence and rent must be payable in 
ǊŜǎǇŜŎǘ ƻŦ ŀǘ ƭŜŀǎǘ ƻƴŜ ƻŦ ǘƘŜ ƘƻǳǎŜƘƻƭŘΩǎ ƻŎŎǳǇŀǘƛƻƴ ƻŦ ǘƘŜ ǇǊƻǇŜǊǘȅ  

ü generally a household is a family (including cohabiting couples and same sex couples) or other 
relationships, such as fostering, carers and domestic staff. It includes cousins, aunties and uncles and 
step-relatives. Each unrelated tenant sharing a property will be a single household  

ü properties which are shared by two individuals are exempt from the HMO definition as are those with 
a resident landlord with no more than two lodgers  

ü a self-contained unit is one which has inside it a kitchen (or cooking area), bathroom and toilet for the 
exclusive use of the household living in the unit. If the occupiers needs to leave the unit to gain access 
to any one of these amenities then the unit is not self-contained. 
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HMO MANAGEMENT MUSTS  

ü The following conditions must apply to every licence:  
ü a valid current gas safety record, which is renewed annually, must be provided (for properties that 

have gas)  
ü proof that all electrical appliances and furniture are kept in a safe condition  
ü proof that all smoke alarms and emergency lights are correctly positioned and installed  
ü each occupier must have a written statement of the terms on which they occupy the property. This 

may be, but does not have to be, a tenancy agreement.  

The local authority may also apply other conditions of their own which may include any of the following:  

ü restrictions or prohibitions on the use of parts of the HMO by occupants  
ü action necessary to deal with the behaviour of occupants or visitors  
ü ensuring the condition of the property, its contents, such as furniture and all facilities and amenities 

(e.g. bathroom and toilets) are in good working order and to carry out specified works or repairs 
within certain time limits  

ü a requirement that the responsible person attends an approved training course in relation to any 
approved  
code of practice.  

DUTIES UPON THE MANAGER OF AN HMO  

 

The Management of Houses in Multiple Occupation (England) Regulations 2006 place the following duties 
upon the manager of a house in multiple occupation (HMO). Failure to comply with the regulations is a 
criminal offence. This section highlights some of the key duties in the Regulations:  

Duty to provide information to occupiers 

ü The name, address and telephone number of the manager must be provided to each household in the 
HMO, and the same information must be clearly displayed in a prominent position in the HMO (in the 
common parts of the HMO). 

 

DUTY TO TAKE SAFETY MEASURES 

ü Means of escape from fire must be kept free of obstruction and kept in good order and repair  
ü Fire fighting equipment, emergency lighting and alarms must be kept in good working order  
ü All reasonable steps must be taken to protect occupiers from injury with regard to the design of the 

HMO, its structural condition and the total number of occupiers. In particular, any unsafe roof or 
balcony must be made safe or all reasonable measures taken to prevent access to them. Safeguards 
must be provided to protect occupiers with windows with sills at or near floor level in HMOs of more 
than four occupants, notices indicating the location of means of escape from fire must be displayed so 
they are clearly visible to all occupiers.  
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DUTY TO MAINTAIN UTILITIES 

Water supply and drainage these must be maintained in proper working order - namely in good repair and 
clean condition. Specifically, storage tanks must be effectively covered to prevent contamination of water, and 
pipes should be protected from frost damage.  

Duty to supply and maintain gas and electricity these should not be unreasonably interrupted by the landlord 
or manager all fixed electrical installations must be inspected and tested by a qualified engineer at least once 
every 5 years and a results certificate obtained the latest gas safety record and electrical safety test results 
must be provided to the council within 7 days of the council making a written request for such.Duty to 
maintain common parts, fixtures, fittings and appliances all common parts must be kept clean, safe, in good 
decorative repair and working order and free from obstruction. In particular, handrails and banisters must be 
provided and kept in good order, any stair coverings securely fixed, windows and other means of ventilation 
kept in good repair and adequate light fittings available at all times for every occupier to use gardens, yards, 
outbuildings, boundary walls/fences, gates, etc., which are part of the HMO should be safe, maintained in 
good repair, kept clean and present no danger to occupiers/visitors any part of the HMO which is not in use 
(including areas giving access to it) should be kept reasonably clean and free from refuse and litter. 

DUTY TO MAINTAIN ACCOMMODATION  

The internal structure, fixtures and fittings, including windows and other means of ventilation, of each room 
should be kept clean, in good repair and in working order. Each room and all supplied furniture should be in a 
ŎƭŜŀƴ ŎƻƴŘƛǘƛƻƴ ŀǘ ǘƘŜ ōŜƎƛƴƴƛƴƎ ƻŦ ǘƘŜ ǘŜƴŀƴǘΩǎ ƻŎŎǳǇŀǘƛƻƴΦ 

Duty to provide waste disposal facilities no litter should be allowed to accumulate, except for that stored in 
bins provided in adequate numbers for the requirements of the occupiers. Arrangements need to be made for 
ǊŜƎǳƭŀǊ ŘƛǎǇƻǎŀƭ ƻŦ ƭƛǘǘŜǊ ŀƴŘ ǊŜŦǳǎŜ ƘŀǾƛƴƎ ǊŜƎŀǊŘ ǘƻ ǘƘŜ /ƻǳƴŎƛƭΩǎ ŎƻƭƭŜŎǘƛƻƴ ǎŜǊǾƛŎŜΦ 

HMO REGULATIONS ALSO STIPULATE TENANTS  

ü Cannot to anything obstruct the manager in the performance of their duties. 
ü Must allow the manager access to the accommodation at all reasonable times for the purpose of 

carrying out their duties. 
ü Must provide information to the manager which would be reasonably expected to enable them to 

carry out their duties. 
ü Must act reasonably to avoid causing damage to anything the manager is under a duty to supply, 

maintain or repair 
ü Must store and dispose of litter/refuse as directed. Must comply with reasonable instructions of the 

manager as regards to any fire escape, fire prevention measures and fire equipment. 
ü If an occupier breaches their duties under the Regulations the landlord may seek possession and take 

legal action against the tenant.. Additionally the local authority may prosecuted the tenant (maximum 
fine of £5000.)  
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FAILING TO HAVE A LICENCE FOR A HMO IS CRIMINAL OFFENCE 

If you or the person in control of the property fails to apply for a licence for a licensable property or allows a 
property to be occupied by more people than are permitted under the licence. A fine of up to £20,000 may be 
imposed. In addition, breaking any of the licence conditions can result in fines of up to £5,000. Note also, that 
no section 21 notice may be given in relation to a short-hold tenancy of a part of an unlicensed HMO so long as 
it remains such an HMO. This means that unlicensed HMO landlords will be unable to evict their tenants by the 
notice-only section 21 procedure. 

If an occupier/tenant breaches their duties under the Regulations the landlord may seek possession and  take 
legal action against the tenant.  Additionally the local authority may prosecuted the tenant (maximum fine of 
£5000.) 

ENERGY PERFORMANCE CERTIFICATES (EPC) 

IMPROVING ENERGY EFFICIENCY 

Energy Performance Certificates (EPC) are being introduced to help improve the energy efficiency of buildings. 

If you are buying or selling a home you now need a certificate by law. 

By October 2008 all buildings, whenever they are built, sold or rented out, will require one. The EPC provides 
'A' to 'G' ratings for the building, with 'A' being the most energy efficient and 'G' being the least, with the 
average to date being 'D'. 

Accredited energy assessors produce EPCΩs alongside an associated report which suggests improvements to 
make a building more energy efficient. 

ENERGY PERFORMANCE CERTIFICATES FOR HOMES 

The Energy Performance Certificate (EPC) gives home owners, tenants and buyers information on the energy 
efficiency of their property. It gives the building a standard energy and carbon emission efficiency grade from 

Ψ!Ω ǘƻ ΨDΩΣ ǿƘŜǊŜ Ψ!Ω ƛǎ ǘƘŜ ōŜǎǘ ŀƴŘ ǿƛǘƘ ǘƘŜ ŀǾŜǊŀƎŜ ǘƻ ŘŀǘŜ 
being D/E. 

 

Example of energy efficiency rating graph for homes 

 

 

 

WHAT ELSE DOES THE CERTIFICATE DO? 
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EPCs are measured using the same calculations for all homes, so you can compare the energy efficiency of 
different properties. 

Part of the EPC is a recommendation report which will list the potential rating that your home could achieve, if 
you made changes. The report lists improvements that you could carry out and how this would change the 
energy and carbon emission rating of the property. 

You can use this information to: 

ü cut your fuel bills 
ü improve energy performance in your home 
ü help cut carbon emissions 

DOES EVERYONE NEED AN EPC? 

The EPC is required by law when a building is constructed, sold or put up for rent. 

ü So you will only need a certificate if you are: 

ü a homeowner ς all sellers of homes need to ensure that they provide a Home Information Pack which 
includes an EPC for potential buyers 

ü a builder ς an EPC needs to be provided to buyers of newly built properties from 6 April 2008 
ü a landlord ς you will need to provide an EPC which will be valid for ten years, to prospective tenants, 

the first time you let or re-let your property after 1 October 2008 

Even if you do not fall into the above category, you can still apply for and receive an EPC. 

WILL EPCΩS BE NEEDED ACROSS THE UK? 

EPCΩs only apply to England and Wales. Northern Ireland and Scotland are producing their own regulations. 

HOW DO YOU GET AN EPC? 

9t/ǎ Ŏŀƴ ƻƴƭȅ ōŜ ǇǊƻŘǳŎŜŘ ŀǎ ŀ ǊŜǎǳƭǘ ƻŦ ŀ ǎǳǊǾŜȅ ōȅ ŀƴ ΨŀŎŎǊŜŘƛǘŜŘΩ 5ƻƳŜǎǘƛŎ 9ƴŜǊƎȅ !ǎǎŜǎǎƻǊΦ ¢ƘŜȅ ŀǊŜ ǳǎŜŘ 
to collect standard information on the property including its size, how it is constructed and its hot water and 
heating systems. The information is then fed into a government approved software programme which 
produces the EPC. 

HOW MUCH WILL IT COST? 

The price of an EPC is set by the accredited organisations which issue them. When you obtain a Home 
Information Pack, then the overall cost should include that of an EPC. If you apply for an EPC on its own then 
the cost for an average house is approximately £100. 
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HOW LONG WILL IT TAKE TO GET ONE? 

Obtaining an EPC for an average sized home is likely to take the same time as that for a house valuation report 
which has to be prepared when a property is put up for sale. The exact time will vary from property to 
property. 

MAKING IMPROVEMENTS 

The recommendation report will give you information about: 

ü suggested improvements (such as fitting loft insulation) 
ü the approximate cost 
ü possible cost savings per year if the improvements are made 

You do not have to act on the recommendations contained in the recommendation report. However, if you do 
decide to do so, then it could make your property more attractive for sale or rent by making it more energy 
efficient. You will also contribute to cutting carbon emissions. 
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TENANCY AGREEMENT UP AND RUNNING     

MOVING IN  

STEP 1 FINAL CHECK 1 

Always welcome your tenants to the property and confirm that everything is fine.  Starting off on the bad foot 
with your tenants will almost make the whole tenancy period very difficult.  You can send your tenants a 
welcome letter and copy on the inventory when they move in.  

ü Never allow anyone access to the property until they and you have signed the  Tenancy Agreement, 
your fees are paid, rents paid or Standing Orders set up, and bond deposit have been cleared. 

STEP 2 FINAL CHECK 2 

Confirm or be absolutely confident that the Landlord is aware and accepts that the tenants can move in. 

STEP 3 FINAL CHECK 3 

Confirm that the property is ready to be moved into.  That cleaning is done, furniture (especially beds) is in 
place, meters and utility supplies are working, and that the wish list items agreed in the tenancy have been 
completed. 

STEP 4 KEYS 
 

Allow the tenants to collect the keys and move into the property. 

STEP 5 UTILITY COMPANIES 

On Letmc.com ensure that the utility supplier is set up then send letters to the utility companies confirming 
the nŜǿ ǘŜƴŀƴǘǎΩ ŘŜǘŀƛƭǎΦ 

STEP 6 EMERGENCY MAINTENANCE 

Confirm with the tenants what happens with emergency maintenance and lock outs after hours. With 
properties that have individual room locks, a good idea is to suggest the tenants get extra room keys cut and 
put them in a jar and hide in the kitchen.  That will save you an emergency call out in the middle of the night to 
let a tenant in. 

STEP 8 ADVERTISING BOARDS 

Arrange for the Board to be removed from the property. 
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STEP 9 FILE YOUR PAPERWORK. 

ü Landlord Appraisal Form. 
ü Landlord Gas Safety Record (Certificate). 
ü Electrical Safety Check Certificate (if required). 
ü Copy of signed Tenancy Agreement. 
ü Copy of Letter of Guarantee/Indemnity as applicable 
ü Signed Inventory. 

Create files by year and break them down as landlord appraisal form, tenancies, inventories, certificate files. 
For non managed properties, you will file the paperwork but in some cases the landlord will require the 
original Tenancy Agreement. 
 

OPENING INVENTORY AND CHECK IN 

An inventory is a schedule of the contents and the current condition of the property, and should always be 
made available at the start of the tenancy. 

Inventories 

Create New or Post Home > Lettings > Inventory and Inspections > Opening Inventory 

 

With managed properties it is essential to have an inventory, without one you do not have a record to refer to 
in the event of a dispute.  With properties that you do not manage it can be an additional service you offer and 
charge for this can be stipulated in the Instruction.    

An inventory can be carried out by the tenants, landlord, agency staff, outsourced inventory clerk, 
maintenance contractors, part time staff, or a combination.  For example the landlord and tenant carry out 
their own inventory, and then you check for the differences.   

Inventory Options 

Option One 
Outsourced Inventory Clerk or maintenance contractor carries out the inventory. Copies 
sent to Landlord and Tenant to agree. 

Option Two 
Landlord carries out the inventory and supplies you with a copy. Copy then sent to Tenant 
to agree 

Option Three 
Tenant carries out the inventory and supplies you with a copy. Copy then sent to landlord 
to agree 

Option Four 
You and your team visit the property and carry out the inventory. Copies sent to Landlord 
and Tenant to agree. 

 
ü The average time for an inventory can take 1 hour, if you manage just 50 houses that can take a 

member of your staff 10 days.  This is time consuming and expensive, and where possible charge for 
an inventory or ask the tenant to check. 

ü Tenant often will spend more time and be more accurate than a member of staff 
ü Always try and get the tenant to sign and acknowledge that they are happy with the inventory. 
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CHECKING TENANTS IN 

STEP 1 METER READINGS 

Take the meter readings and enter on Letmc.com.  

Meter Readings 

Record Meter Readings Home > Lettings > Inventory and Inspections > Meter Readings 

 

STEP 2 KEYS 

Record the number of sets of keys given to tenant. 

Keys 

Record Keys Home > Lettings > Property > Manage Keys by Property 

STEP 3 GAS SAFETY CERTIFICATE 

Confirm that the current Gas Safety Certificate is in place and up to date. 

Gas Safety 

Check and Record Gas Safety 

Home > Reports > Lettings Reports > Gas at Property 

Home > Maintenance > Maintenance Certificates > Add Maintenance 
Certificate 

STEP 4 INVENTORY 

Update the inventory if there are any amendments on the Letmc.com, and a note added to the tenants note 
section.  
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RENEWAL OF TENANCY AGREEMENT     

A void period between tenancies is one of the biggest reasons a Landlord might leave you, so it is imperative to 
keep on top of renewing tenancies.  Before the tenants leave you should confirm at least two months before 
the end of the tenancy whether they are leaving.  

However at the same time BE AWARE not to get the tenant out if the landlord wants to continue the tenancy, 
and maintain his income. The objective should be to ensure that the landlord's wishes are complied with, 
maximum rent is achieved and optimum use made of any re-marketing/re-letting period. 

Remember, no rent income = no monthly management fee income for you. 

STEP 1 TENANCIES ENDING 

ü Every month check what tenancies are coming to the end within three months. 

Tenancies Ending 

Check Tenancies Ending Home > Reports > Tenancy Reports > Tenancies Ending 

 

STEP 2 CONFIRM NEW TENANCY 

ü Confirm with the landlord whether they want the tenant to resign. 

ü Confirm with the tenants whether they want to stay. 

STEP 3 CREATE NEW TENANCY 

If both agree then just renew the tenancy 

Create New Tenancy 

Renewing the Tenancy 
Home > Lettings > Instructions and Tenancies > Renew Existing 
Tenancy 

ü Remember to check your records regarding Gas Safety Certificates before resigning a tenancy. 

STEP 4 RENEWAL CHARGES 

ü Charge your clients for resigning a tenancy. 

Renewal Charge Options 

Option One Charge the landlord a nominal fee for resigning the tenancy. 

Option Two Charge the tenants a nominal fee for resigning the tenancy. 

Option Three Charge both a nominal fee. 

Option Four Charge nothing. Goodwill gesture 

Resigning tenancies is quick and easy, but still takes time and costs.  Its good practice to encourage resigning 
as it continues your monthly management fee, and you should charge something. 
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ENDING A TENANCY AGREEMENT 

Usually carried out three months before the tenancy expiry date: 

Check with the landlord what he or she would like to do. 

Some agents will just renew a tenancy without confirming with the landlord this will probably have been set 
out in their terms and the onus will be on the landlord to instruct the ending of the tenancy. 

Ending Tenancies 

Option One 
The landlords will allow the tenancy to become a statutory periodic tenancy (a month by 
month tenancy).  If this is the case do not enter an end date on Letmc.com. 

Option Two 
End the current tenancy by issuing a Section 21 notice. An end date must be entered on 
LetMC.com The current tenants may stay on at the property by renewing the tenancy or 
new tenants can be found. 

The preferred option is option 2, as you can collect tenancy renewal or new tenancy fees from the Landlord 
and Tenants.  It also gives the Landlord some surety that he has Tenants in place for another set period. 

ENDING A TENANCY AGREEMENT EARLY 

Sometimes tenants want to end the tenancy early, due to various reasons from break ups, job loss, and fall out 
with other tenants, or a breakdown of relations between landlord/agent.  It is important to remind the tenant 
that they are still responsible for all obligations under the terms of the Tenancy Agreement, including rent and 
utility bills until the tenancy is replaced with a new tenancy, or the expiry date of the tenancy is reached. 

STEP 1 CONFIRMATION FROM LANDLORD 

ü Confirm with the landlord whether the tenant can end the agreement early, or find a replacement 
tenant or tenancy.  The landlord has the right not to agree.   

STEP 2 CONFIRMATION FROM TENANT 

ü Ask for confirmation in writing from the tenant, do not accept verbal instructions. 

STEP 3 RE-ADVERTISE 

ü Re-advertise the property and suggest that the tenant also tries to find a replacement. 

STEP 4  

ü Once the new tenancy is signed, retrieve the old tenancy back (both from landlord and tenant) and 
file it away. The new tenancy allows the outgoing tenant to be released from their obligations. 

ü When a tenant wants to end the Tenancy early, it should be looked upon as a positive move.  This 
allows you to charge new administration fees and landlord fees if you sign a new tenancy. 
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SHARER LEAVING EARLY 

¢ƘŜ άƧƻƛƴǘ ŀƴŘ ǎŜǾŜǊŀƭ ƭƛŀōƛƭƛǘȅέ ǿƛǘƘƛƴ ǘƘŜ ¢ŜƴŀƴŎȅ !ƎǊŜŜƳŜƴǘ ƛƳǇƭƛŜǎ ǘƘŀǘ ƛŦ ƻƴŜ ǎƘŀǊŜǊ ƎƛǾŜǎ ƴƻǘƛŎŜΣ ƛƴ ŜŦŦŜŎǘ 
they give notice for all the tenants.  It is good practice to renew tenancy if this is the case. 

NATURAL END OF A TENANCY AGREEMENT 

Where it is agreed that a tenancy will not be renewed or extended beyond the original expiry date, the Section 
21 Notice should be served two months before the expiry date.  The Letmc.com will send this out if there is an 
end date in the tenancy. 

CLOSING INVENTORY AND CHECK OUT 

STEP 1 INVENTORY/INSPECTION 

When the tenancy ends you should arrange for closing inventory/inspections. 

Closing Inventories and Inspections 

Closing Inspection Home > Lettings > Inventory and Inspections > Closing Inspection 

ü Carry out inspection and post to Landlord and tenant for agreement 
ü Closing inventories/inspection should not be left to just the tenants, but should include a staff 

member, clerk, maintenance contractor or the landlord. 
ü You can carry out and charge non managed landlord for closing inventories/inspections as a one off 

service. 

STEP 2 INVENTORY 

ü Compare the opening inventory to the current condition of the property and note the differences. 

STEP 3 KEYS 

ü Collect all keys. 

STEP 4 DAMAGES/DEDUCTIONS 

ü Confirm a schedule of damages or cleaning and liaise with the landlord and tenant to reach an 
agreement. 

Bond Deductions 

Deductions Home > Lettings > Inventory and Inspections > Deposit Management 

ü In bond deposit disputes, third parties can sometimes help. 

ü Local Council Housing Advice Centres can sometimes be your third party/complaints department.  
They can make impartial third party recommendations. 
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STEP 5 RETURN BOND 

ü Once all deductions have been applied you can close the tenancy on the Letmc.com, and any balance 
left of the tenants bond deposit will be returned. 

DISAGREEMENTS 

We recommend that you take a balanced and fair approach when dealing with disagreements.  Both a landlord 
and tenant may be unreasonable. 

Disagreement Options 

Option One 
Get tenant and landlord to deal directly with each other by letters detailing their case and 
claim.   

Option Two The agent makes the final decision and both parties have to accept the decision. 

Option Three Use any local Bond Deposit scheme. 

Option Four Use the Tenancy Deposit Scheme (www.tds.gb.com). 

Option Five Liaise directly between both landlord and tenant until an agreement is reached. 

ü With non managed properties, it is best not to get involved, because you have not had control over 
the management.  We suggest you advise both tenant and landlord on what is appropriate when it 
comes to deduction.  Unless you wish to offer this service and charge the Landlord for mediation. 

RETURN THE BOND DEPOSIT. 

ü Make a payment to the tenant 

Bond Repayment 

Repayment 

Home > Accounting > Payments and Deposits > Make a Cheque Payment People in 
Credit  
or 
Home > Accounting > Payments and Deposits > Make an Online Payment People in 
Credit 
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MANAGING PROPERTIES        

SAFETY REGULATIONS 

The property manager should arrange to have all gas and electrical safety certificates carried out, and with 
licensed properties there may be a need for certificates and records for fire alarms and extinguishers. 

GAS LEAKS 

If a tenant phones to report a gas leak you should instruct them: 

ü Do not switch any lights or electrical appliances on or off. 
ü Open windows to ventilate the property if smell of gas inside. 
ü Check that the gas cooker or appliance is switched off. 
ü Go to the gas meter and switch handle off 90 degrees from the original position. 
ü Phone TRANSCO on 0800 111 999 (they will come round to switch off the gas). 
ü Enter a note under the Tenant's note section recording your conversation. 
ü Enter a maintenance job and instruct your gas engineer to go the property immediately. 

REPORTING MAINTENANCE PROBLEMS 

STEP 1 RECORDING MAINTENANCE 
When a tenant reports a repair request, always 
ü Record the details on Letmc.com. 
ü Contactors charge for their time, so it is important that you get permission from a landlord and have 

enough funds to cover the cost. 
ü If you do not hold enough funds, then get the landlord to send payment. 

 
 

Maintenance 

Recording Home > Maintenance > Maintenance Jobs > Add Job 

STEP 2 PREFERENCES 

Check what maintenance preferences you have agreed with the landlord. Some landlords allow you to carry on 
without need to confirm, others want full control. 

Maintenance Preferences 

Recording Home > Maintenance > Maintenance Preferences 

STEP 3 CONTRACTOR 
 
ü Inform your contractor that there is a maintenance job 
ü Print them a maintenance job sheet. 
ü To print the jobs use the print option on the menu bar. 
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Maintenance Preferences 

Recording Home > Maintenance > Maintenance Jobs > Manage All Jobs 

ü It is always good practice to keep the tenants informed of what is happening with the maintenance 
request. By using the texting system you can send a very quick update, this will reduce tenants 
phoning you to find out what is happening. 

STEP 4 ACCESS FOR CONTRACTOR 

Issue contractor with keys, and always sign the keys out on the Letmc.com, they should not be allowed to keep 
keys overnight other than in very special situations.   

Issuing Keys 

Log Key Movement  Home > Lettings > Property > Manage Keys by Property 

STEP 5 COMPLETION 

Once completed, change the status of the maintenance job to complete on the Letmc.com. 

STEP 6 INVENTORY AMENDMENTS 

If required, amend the inventory to reflect the maintenance works or if you have replaced a new piece of 
furniture. 

STEP 7 INVOICING MAINTENANCE JOB 

When the job has been completed an invoice is issued by the contractor, (with the name of the client on the 
invoice) apply the invoice to the Letmc.com. First transfer the funds from the landlord to contractor and then 
pay the contractor.  Multiple invoices will be collected and paid in one combined sum. 

Invoicing 

Apply a Maintenance Invoice  Home > Maintenance > Make a Maintenance Deduction 

Pay a Contractor 

Home > Accounting > Payments and Deposits > Make a Cheque 
Payment, click on People in Credit and select Contractor 
or 
Home > Accounting > Payments and Deposits > Make an Online 
Payment, click on People in Credit and select Contractor 

SERVICE CONTRACTS/GUARANTEES 

When a new property is taken on, the landlord should check to see if there are any guarantees or service 
contracts for the property.  If there are, then a system should be set up to check when contracts/guarantees 
expire for renewals etc.  These guarantees or service contracts should be recorded as a maintenance 
preference on Letmc.com. 

Maintenance Preferences 

Recording Home > Maintenance > Maintenance Preferences 
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MID TENANCY PROPERTY VISITS AND INTERIM INSPECTIONS 

Carrying out quarterly or monthly inspections is often expected by landlords as part of the management 
service, checking on the condition and cleanliness.  Some agents charge for inspections and will employ a full 
time inspections manager.  Before deciding on whether your company will carry out inspections for a landlord, 
we suggest you first decide what the purpose of the inspection is.  Is it a condition check, a cleanliness check, 
and inventory check or a combination?  If you intend to insist that tenants keep a property clean, then we 
ǎǳƎƎŜǎǘ ȅƻǳ ƘŀǾŜ ƎƻƻŘ ƛƴŦƻǊƳŀǘƛƻƴ ŦƻǊ ǘƘŜ ǘŜƴŀƴǘǎ ƻƴ ǿƘŀǘΩǎ ŜȄǇŜŎǘŜŘΣ ōǳǘ ōŜ Ŏareful not to cross over into 
harassment, there can sometimes be a fine line between asking a tenant to keep a property clean and an 
agent telling a tenant what to do. 

ü Charge for inspections, landlords that want inspections will pay for the service.  But remember, if you 
offer inspection services you have to visit all of your managed properties on a regular basis. 

ü You will need to keep a record on the Letmc.com reminder section listing the managed properties 
that you wish to carry out inspections for. Inspections that are set up will appear in your In tray. 

ü We recommend you create and have in place a policy for landlords on items missed with an 
inspection.  If a piece of furniture was missing and not picked up on an inspection, establish who 
would be responsible.  We strongly advise you to have clauses and policies explaining that you do not 
guarantee the replacement of damaged or missing items. 

CLOSING INSPECTIONS 

When a tenancy comes to the end and the tenants are going to move out of a property, then is it essential to 
carry out a closing inspection.  You should confirm the cleanliness of the property, damages, and missing 
items. 

Closing Inspections and Bond deposit criteria will depend on the level of confirmation you will we require for a 
bond deposit to be returned.  The criteria can include; 

ü All rent paid. 
ü Utility bills paid. 
ü Keys have been returned. 
ü Council Tax bill paid or student exception confirmed. 
ü The costs for damages, missing items and cleaning have been confirmed. 

¢ƘŜǎŜ ŎǊƛǘŜǊƛŀ Ŏŀƴ ōŜ ǊŜŎƻǊŘŜŘ ǳƴŘŜǊ ǘƘŜ ǘŜƴŀƴǘΩǎ ƴƻǘŜǎ ǎŜŎǘƛƻƴ ƻŦ ǘƘŜ [ŜǘƳŎΦŎƻƳ ǎȅǎǘŜƳΦ 

 

Logging/Recording Inspections 

Inspections Home > Lettings > Inventory and Inspections > Interim Inspections 

Closing Inspections 

Recording Inspections Home > Lettings > Inventory and Inspections > Closing Inspection 

Notes 

Recording Notes Home > Office > Notes > Manage People Notes 
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TENANCY DEPOSIT SCHEMES 

WHAT ARE TENANCY DEPOSIT SCHEMES? 

There are two types of tenancy deposit protection scheme available for landlords and letting agents 
(insurance-based schemes and custodial schemes). All schemes provide a free dispute resolution service. 

Tenancy deposit law was introduced on 6th April 2007 and provides protection for tenants by preventing 
landlords and letting agents from unfairly withholding a deposit. The scheme protects all Assured Shorthold 
Tenancies in England and Wales (covering most tenancies since 1997). LŦ ȅƻǳ ŀǊŜ ƴƻǘ ǇǊƻǘŜŎǘƛƴƎ ŀ ǘŜƴŀƴǘΩǎ 
deposit you will be ordered to repay three times the amount to the tenant so find out how you can protect 
deposits and resolve disputes. 

When a landlord or letting agent takes a deposit from a tenant, the deposit must be protected in a 
government-authorised tenancy deposit scheme. 

This new rule applies if the tenancy is an assured shorthold tenancy. 

The schemes: 

ü allow tenants to get all or part of their deposit back when they are entitled to it 
ü make any disputes easier to resolve 
ü encourage tenants and landlords to make a clear agreement from the start on the condition of the 

property 

Insurance-based schemes 

ü the tenant pays the deposit to the landlord 
ü the landlord retains the deposit and pays a premium to the insurer - the key difference to the 

custodial scheme 

Within 14 days of receiving a deposit 

The landlord or agent must give the tenant the details about how their deposit is protected including: 

ü the contact details of the tenancy deposit scheme selected 
ü ǘƘŜ ƭŀƴŘƭƻǊŘ ƻǊ ŀƎŜƴǘΩǎ ŎƻƴǘŀŎǘ ŘŜǘŀƛƭǎ 
ü how to apply for the release of the deposit 
ü information explaining the purpose of the deposit 
ü what to do if there is a dispute about the deposit 

At the end of the tenancy: 

ü if an agreement is reached about how the deposit should be divided, the landlord or agent returns all 
or some of the deposit 
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ü if there is a dispute, the landlord must hand over the disputed amount to the scheme for safekeeping 
until the dispute is resolved 

ü if for any reason the landlord fails to comply, the insurance arrangements will ensure the return of 
the deposit to the tenant if they are entitled to it 

Custodial schemes 

ü the tenant pays the deposit to the landlord or agent 
ü the landlord or agent then pays the deposit into the scheme 

Who runs the tenancy deposit protection schemes? 

The Government has awarded contracts to three companies to run tenancy deposit protection schemes. 

The Deposit Protection Service (The DPS) 

The DPS is the only custodial deposit protection scheme, is free to use and open to all Landlords and Letting 
Agents. The service is funded entirely from the interest earned from deposits held. Landlords and Letting 
Agents will be able to register and make transactions online. Paper forms will also be available should internet 
access be an issue. The scheme will be supported by a dedicated call centre and an independent dispute 
resolution service. 

Tenancy Deposit Solutions Ltd (TDSL) 

TDSL is a partnership between the National Landlords Association and Hamilton Fraser Insurance. This 
insurance-based tenancy deposit protection scheme enables landlords, either directly or through agents, to 
hold deposits. Letting agents can also join the scheme. 

The Tenancy Deposit Scheme (TDS) 

TDS is an insurance-backed deposit protection and dispute resolution scheme run by The Dispute Service that 
builds on a scheme established in 2003 to provide dispute resolution and complaints handling for the lettings 
industry. The new scheme enables letting agents and landlords to hold deposits. 

Why protect deposits? 

Deposits are protected to ensure: 

ü tenants get all or part of their deposit back, when they are entitled to it 
ü any disputes between tenants and landlords or agents will be easier to resolve 
ü tenants are encouraged to look after the property they are renting 

Resolving disputes 

ü If a dispute occurs and no agreements can be reached about how much of the deposit should be 
returned, there will be a free service, offered by the scheme protecting the deposit to help resolve 
any disputes ς the Alternative Dispute Resolution (ADR) service. 
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What happens if there is a dispute? 

ü When a dispute occurs, and if landlord and tenant both agree to use the service to resolve disputes 
offered by their scheme provider, they are agreeing to be bound by its decision. 

For more information on Deposit schemes go to: http://www.direct.gov.uk/en/TenancyDeposit/index.htm 
 

BOND DEDUCTIONS 

The bond deposit criteria depends on the service you wish to offer, for example some agents only require rent 
paid and key returns, another would also include the cost of damage/cleaning.  Other agents require proof 
that utility bills have been paid.  The more items you require to return a bond deposit, the more administration 
you will be required to carry out. 

Do not take on the payment of bills; place the onus on the tenants to prove they have paid all bills. 

Return a bond deposit as fast as possible. If there are deductions, make them and return the difference. If a 
landlord and tenant dispute the deduction, before arbitration suggest they resolve the issue directly with each 
other. 

 

Bond Deposit Deduction 

Bond Deduction Home > Lettings > Inventory and Inspections > Deposit Management 



 

RESIDENTIAL LETTINGS OPERATIONAL MANUAL 

© LETMC.COM 2008 

COMMERCIAL INFORMATION IN CONFIDENCE 

Page | 50 

 

 

 

ACCOUNTING          

ACCOUNTS RESPONSIBILITIES 

As an agent you are responsible for the collection of rent, invoicing, paying for landlord purchases and paying 
the landlord. 
This includes. 

ü wŜŎƻƴŎƛƭƛƴƎ ǘƘŜ ŎƭƛŜƴǘΩǎ ŀŎŎƻǳƴǘǎ όƳŀƪƛƴƎ ǎǳǊŜ ǘƘŜȅ ŀǊŜ ŀŎŎǳǊŀǘŜύΦ 
ü Sending out invoices. 
ü Pay landlords money owed, tenants bond deposits and contractors invoices. 
ü Transferring your monthly fees. 

We recommend you do not use your funds or client funds to pay for landlord purchases.  Always get the 
landlord to pay upfront for purchases if there is not enough rent to cover the purchase.  

!ƭǎƻΣ ǿŜ ǊŜŎƻƳƳŜƴŘ ȅƻǳ Řƻ ƴƻǘ ƎŜǘ ƛƴǾƻƭǾŜŘ ƛƴ ŀ ƭŀƴŘƭƻǊŘΩǎ ǘŀȄ ŎŀƭŎǳƭŀǘƛƻƴǎΦ 

It is important to collect landlord/tenants/contractors bank details and input them on Letmc.com at the start 
of each new tenancy. 

Pay people by internet bankƛƴƎΦ  LǘΩǎ ǎŀŦŜǊ ŀƴŘ ǉǳƛŎƪŜǊΣ ŀƴŘ ǿƛǘƘ ŎƘŜǉǳŜǎ ǘƘŜǊŜ ƛǎ ŀ Ǌƛǎƪ ƻŦ ǇŀȅƛƴƎ ǎƻƳŜ ƻƴŜ 
twice and it take a large amount of time to issue one cheque compared to one internet banking transaction. 

It is very important to be aware of the difference between the clieƴǘ ŀŎŎƻǳƴǘǎ ŀƴŘ ȅƻǳǊ ŀƎŜƴŎȅΩǎ ōǳǎƛƴŜǎǎ 
ŀŎŎƻǳƴǘǎΣ ŀƴŘ ǘƻ ƴŜǾŜǊ ƳƛȄ ǘǊŀƴǎŀŎǘƛƻƴǎ ōŜǘǿŜŜƴ ǘƘŜ ǘǿƻΦ  bŜǾŜǊ ōŀƴƪ ŎƭƛŜƴǘΩǎ ƳƻƴŜȅ ƛƴ ȅƻǳǊ ǘǊŀŘƛƴƎ ŀŎŎƻǳƴǘΦ 
Keep them separate so you can cleanly reconcile the clients account at the end of a financial year. Your 
accountant and the Inland Revenue will require reconciled accounts. Also, membership to a professional 
organisation like ARLA will require such accountancy practices. 

High profile failures like Enron have changed the liability issues for Letting Agents, failing to run a client 
properly can result in a direct claim from the owner or director.  It is worth checking with your accountant. 

ACCOUNTS QUERIES 

When a Landlord or Tenant has an enquiry always refer to Letmc.com system. By keeping to one record there 
is less likely to be an error, and you will be able to respond to queries quickly. Use the quick view to facilitate 
this process. 

Bank Details 

Landlord Bank Details Home > Lettings > Landlords > Modify Landlord Details 

Tenant Bank Details Home > Lettings > Tenants > Modify Tenant Details 

Contractor Bank Details Home > Maintenance > Contractors > Modify Contractor Details 

Quick View 

Landlord Accounts Quick View/ select Landlord 

Tenant Account Quick View/ Select Tenant 

To view Detailed accounts Home > Accounting > View Account Activity > View a Person's Accounts 
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OVERSEAS LANDLORDS 

Where the Landlord is or appears to be resident overseas, ǊŜƎƛǎǘŜǊ ǘƘƛǎ ƛƴ ǘƘŜ ƭŀƴŘƭƻǊŘΩǎ ŘŜǘŀƛƭǎΣ ensure that the 
!ƎŜƴŎȅΩǎ ƻōƭƛƎŀǘƛƻƴǎ ǿƛǘƘ ǊŜƎŀǊŘ ǘƻ ǘŀȄ ŀǊŜ ŎƻƳǇƭƛŜŘ ǿƛth and the appropriate NRL forms are issued to the 
Landlord for completion.  For further information, select help on the Letmc.com when in the Landlord record. 

Always register an overseas Landlord with NRL.  If you pay rent to a Landlord who does not declare and pay 
tax, then you as the Agent could be liable to pay that tax. Always speak with the Inland Revenue if you are not 
sure. 

SERVICES AND FEES 

When you advertise a property you should always confirm the service it is covered by, this could be 
broken down to: 

TENANT FIND\ LET ONLY 

This involves marketing of the property only, no rent collection or property management. 

RENT ONLY  

This involves marketing of the property rent collection but no property management. 

FULLY MANAGED 

In fully managed all aspects are covered where you market and let the property, collect the rent and 
manage all maintenance and inspections of the property. 

FEES 

You should always agree the monthly management fees with a Landlord and their property.  We strongly 
recommend you keep a one rate for all policy. If you start charging different percentages for different 
[ŀƴŘƭƻǊŘǎΣ ƛǘ Ŏŀƴ ōŜŎƻƳŜ ŀ ǇǊƻōƭŜƳ ƭŀǘŜǊ ƻƴΦ [ŀƴŘƭƻǊŘǎ Ƴŀȅ ŘƛǎŎǳǎǎ ǘƘŜ ŦŜŜΩǎ ǘƘŜȅ ŀǊŜ ōŜƛƴƎ ŎƘŀǊƎŜŘ ŀƴŘ ƛŦ ƛǘΩǎ 
not the same they will come in and demand the same rate. 

 

Overseas Landlords 

 Home > Lettings > Landlords > Modify Landlord Details (tick NRL Applies) 

Service Types 

Set a Service Type Home > Lettings > Instructions and Tenancies > Modify Instruction / Tenancy 

Create a Service Type Home > Control Panel > Object Types > Tenancy Service Types 

Management Fees 

Set Management Fees Home > Lettings > Landlords > Landlord Management Fees 
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Once you have let a property it is common practice to charge the Landlord a one off tenancy set up fee.  You 
can do this using Apply a charge or set up the charge in the Instruction under auto charges. 

 
 

PAYMENTS 

As the Agent you should always pay people who are in credit, which can be paid by electronic banking to the 
Landlord, Tenant and Contractor. 

SERVICE AND PRICING GUIDE 

Service Type Guide Charges 

Let Only/Tenant Find. 50% to 100% of the first months rent. 

Rent Collection Only. 8% to 12% of the monthly rent, and 25% to 50% of months rent for 
each tenancy signed. 

Full Managed. 10% to 15% of the monthly rent, and 25% to 50% of months rent 
for each tenancy signed. 

Resign Fee. Charge Tenants a nominal charge of £45 to full administration 
fees, and the Landlord £45 to full tenancy signing fee. 

Inventory Charge. £50 to £120 for creating an inventory. 

Check In Fee. £25 to £100* 

Check Out Fee. £25 to £100* 

Administration Fee. £50 to £120 for the first Tenant and £25 to £50 per additional 
Tenant. Or percentage of the total rent, for example 25%. 

Reference Fee. Included in Admin Fee or between £10.00 to £25.00 per reference. 

Credit Search Fee. Included in Admin fee or £5.00 per credit search. 

Arranging Gas Safety Certificate 
for non managed properties. 

£10 to £25 and the cost of the certificate. 

Bond Deposits Deductions 
Negotiation Fee. 

£50 to £150* 

Returned Cheque or Recalled 
Standing Order Charge. 

£20 

PAT Testing Referral Fee £5 to £10 per property from the contractor. 

Gas Safety Referral Fee £5 to £10 per certificate from the contractor. 

Maintenance Works Referral 
FeeU 

5% to 10% of the works value charge to Landlord or charge to the 
contractor. 

Service types and prices will have regional variations 

ü * Charges are subject to your local Lettings market accepting them, always compare with local Agents 
charges and services offered. 

ü UReferral Fees are charged to contractors for the Agents time and cost for arranging the works. 

Fees 

Tenancy set up Fee Home > Accounting > Apply Charge or Refund > Apply a Charge 

Payments 

Paying Creditors Home > Accounting > Payments and Deposits > Make an Online Payment 
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CROSS SELLING AND INCREASING INCOME OPPORTUNITIES 

It is always worth while to cross sell services to your Tenants and Landlords to increase your own Agencies 
income.  This can come in the form of; 

Insurance Landlords and Tenant require insurance.  Homelet offer commissions per month per 
tenant for Tenant insurance. Some Agents insist that all tenants have insurance before 
they can move in. 

Letmc.com provides Homelet Tenant insurance form pre-filled with the Tenancy 
Agreement, for more information please contact Letmc.com. 

Cable Virgin Media provide a referral fee for orders taken for broadband, cable and 
Telephone.  This can be about £25.00 per order. Check with provider 

Utilities Some Utility companies may pay £25.00 to Agents if you get the Landlords and Tenant 
to sign up to their supply. 

Maintenance 
Charge 

Some agents charge their contractors or Landlords 10% of the maintenance works to 
cover admin cost arranging the works and payment. 

Furniture 
Supplies 

Some agents charge their Landlord 10% for arranging the delivery and fitting out of 
furniture of their property. 

Cross Referral Agents can refer Tenants to other agents, and if a property is let they get a one off fee 
of around £40. 

Mortgage 
Referrals 

LC!Ωǎ Ŏŀƴ Ǉŀȅ ŀƎŜƴǘǎ ŦƻǊ ǊŜŦŜǊǊŀƭǎ ƻŦ ƭŀƴŘƭƻǊŘǎ ǿƘƻ ǘƘŜƴ ǘŀƪŜ ŀ ƳƻǊǘƎŀƎŜ ǿith them. 
This can vary but be around £100. 

If you sell all these products and service to your client base, for example 50 managed houses; you could earn 
£9875 a year in commission. 
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LANDLORD ACCOUNTS 

!ƭƭ ƳƻƴƛŜǎ ǇŀƛŘ ƛƴǘƻ ǘƘŜ /ƭƛŜƴǘΩǎ !ŎŎƻǳƴǘ Ƴǳǎǘ ōŜ ōŀƴked and entered on the Letmc.com system daily.  Any 
ōŀƴƪŜǊΩǎ ŘǊŀŦǘǎκŎƘŜǉǳŜǎ ǊŜŎŜƛǾŜŘ ŀŦǘŜǊ ōŀƴƪƛƴƎ ƘƻǳǊǎ Ƴǳǎǘ ōŜ ǎŜŎǳǊŜŘ ƻǾŜǊƴƛƎƘǘΦ 

It is good practice to have a small safe to store cheques and cash received throughout the day. 

 
Where bills and invoices have been received for repairs / charges which exceed the amount you hold for a 
Landlord (Float Account), we strongly recommend you request extra funds from the Landlord and deposit the 
fund into the clients account. 
 
We recommend that all paid Landlord bills should be retained and filed alphabetically by PROPERTY address as 
ŜǾƛŘŜƴŎŜ ƻŦ ǘƘŜ ŘŜŘǳŎǘƛƻƴǎ ƳŀŘŜ ŦǊƻƳ ǘƘŜ ŎƭƛŜƴǘΩǎ ό[ŀƴŘƭƻǊŘΩǎύ ƳƻƴƛŜǎΦ 
 
When it comes to any errors discovered within the Client Account or on any individual Landlord account try 
and resolve them straight away. The longer the error is left the bigger the risk of the wrong amounts being 
paid out, and the longer it is left the harder it will become to trace and correct.  

TENANT ACCOUNTS 

On signing of the tenancy agreement, the Tenant should complete and submit the Standing Order Mandate 
the agent should post the completed Mandate to the respective bank.  The agent should then also apply and 
collect the administration fee before drafting a tenancy agreement. 

If not set up in auto charges to be taken on signing you must apply a charge top the tenant for your 
administration fees. 

RENTS 

The agent should chase weekly outstanding rent where applicable.  You can check outstanding rent using 
LetMC: 

When a tenant goes into rental arrears there are a number of options to get them back on track, screaming or 
threatening them is not one, but putting payment plan in place and being clear and firm is one positive way. 

It is good practice to focus your agency on how much rent has been collected, and even target yourself to 
collect 9O% of the rent due. By doing this you can keep up on outstanding rent, collect your fees and satisfy 
Landlords in chasing outstanding rent. 

 

Deposits 

Paying Money to the Bank Home > Accounting > Payments and Deposits > Make a Bank Deposit 

Charges 

Apply a Charge Home > Accounting > Apply Charge or Refund > Apply a Charge 

Outstanding  Rents 

Rent Chasing Home > Accounting > Chase Money > Tenant Money Owed Chase 
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RENT CHASING PROCEDURES 

 

When leaving a message regarding outstanding rent, ōŜ ǾŜǊȅ ŎƭŜŀǊ ŀƴŘ ŦƛǊƳΦ  CƻǊ ŜȄŀƳǇƭŜ ΨIŜƭƭƻΣ ǘƘƛǎ ƛǎ WƻƘƴ ƻŦ 
Alet's, and from our records you have not paid your rent.  Please contact the office on 00000 000000 
immediately to confirm when you are going to pay (do not include a thank yoǳ ƻǊ ƎƻƻŘ ōȅŜύΦΩ 

If you are speaking to them ask if they have a credit card and offer to take payment over the phone. 

Select chase method Letter/Email, select the tenant to rent chase then confirm. Letters and emails will be in 
the postbag ready to authorise 

CHARGING FOR LATE PAYMENTS 

Some agents charge tenants for rent chase items and late payments, for example by applying a single one off 
charge for a letter to charging interest on days overdue.  We recommend you use a balanced approach, give 
the first time offenders a warning, and if you decide to recover your admin cost for chasing rent then apply a 
charge. 

Applying Late Payment Charges 

To Apply a Charge (Late Payment) Home > Accounting > Apply Charge or Refund > Apply a Charge 

 

One Up to 7 days over due send a sms and email money owed alert.  (on Letmc.com) 

Two Up to 14 days over due send a money owed letter.  (on Letmc.com) 

Three One month over due give the Tenant a personal call, and inform the Landlord that the rent 
is out standing. 
(If the Tenant provided a guarantor, you should contact the guarantor for immediate 
payment). 

Four Personal visit to the Tenants address.  (We suggest you use contractors to make the visit 
and charge the Tenant which the contractor would get). 

Five Two months behind, invite the Tenant into the office to explain that they are two months 
behind and the Landlord now has the choice to take repossession procedures. 

Six Over two months; get your Landlord to contact a solicitor and start repossession 
procedures. 

Outstanding  Rent Chase 

Rent Chasing Letters/emails Home > Accounting > Chase Money > Tenant Money Owed Chase 
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EXAMPLE OF LATE PAYMENT CHARGES  

 

Text 20p to 50p per text, but only send one a week. 

Email Free to 10p per email.  Emails are effectively free, but your time typing them is not. 

Letter £1.50 to £20 per letter. 

Phone Call £1.00 to £20.00 per call.  Calls can sometimes be long or may only result in a message being 
left, often requiring another call. 

Visit £20.00 to £40.00 per visit.  This is expensive to arrange, travel to and carry out. 

ü Once your landlord informs a solicitor, stop sending your own chase letters. 
ü As an agent you are not a solicitor, and you should not prepare paperwork for legal action.  If you get 

it wrong or lose, a landlord may have good grounds to take legal action against you to recover the 
money. 

Rent rebates/compensation payments in regard to disputes against rent payments should never be made or 
offered without the consent of the landlord, unless you as the agent are offering a refund for services.  If a 
tenant pays rent and deducts a fee for a purchase like paint, we suggest you contact the tenant asking them to 
pay the difference and make a separate claim for compensation or reimbursement.  Never mix compensation 
with rent; it can affect rent chasing and taxation for the landlord. 
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RECOMMEND POLICIES        

POST POLICY 

Lots of tenants and landlords will write to you.  Managing post and hand written notes is important.  We 
recommend that when a letter comes in, you record the general content in the notes section on Letmc.com, 
and if that letter is not too important, destroy it, there is no need to keep masses of paper files.  If a colleague 
needs to deal with the letter then they should find all references in the Notes section. 

TELEPHONE POLICY 

!ǎ ǿƛǘƘ ǘƘŜ ǇƻǎǘΣ Ŏŀƭƭǎ ǎƘƻǳƭŘ ōŜ ƭƻƎƎŜŘ ƛƴ ǘƘŜ ƴƻǘŜǎ ǎȅǎǘŜƳ ŀƴŘ ǿƘƛƭŜ ȅƻǳΩǊŜ ƻƴ ǘƘŜ ǇƘƻƴŜ ƘŀǾŜ ŀ ƭƻƻƪ ŀǘ ǘƘŜ 
clients note as a college may have already dealt with the issue. 

Notes 

View Notes Home > Office > Notes > Manage People Notes 

PERSONAL SAFETY POLICY 

If possible try and have a safe area in your office where people can go to and lock the door from the inside, 
also consider panic alarms for the desk.  The risk will come from an opportunist who will come into the office 
to steal such things as flat screen monitors. Get them tagged (wire tie to desk), but ultimately if someone does 
attempt to take something, let them and claim on the insurance. 

When visiting properties, make sure everyone knows where you are, take a mobile and panic alarm.  If 
possƛōƭŜΣ ƳŜŜǘ ǘƘŜ ǇŜǊǎƻƴ ŀǘ ȅƻǳǊ ƻŦŦƛŎŜ ōŜŦƻǊŜ ƎƻƛƴƎ ǘƻ ǘƘŜ ǇǊƻǇŜǊǘȅΣ ƛŦ ȅƻǳ ŘƻƴΩǘ ƭƛƪŜ ǘƘŜƳ ƻǊ ŦŜŜƭ ǘƘŜǊŜ ƛǎ 
something suspicious then you can make an excuse not to carry out the viewing or get someone to accompany 
you.  It is good practice to take a mobile number and if possible a car registration number. 

CLEANING & DILAPIDATION POLICY  
 

Outlined below is a policy for calculating the cost to Tenants for returning property in an unsatisfactory 
condition. The Landlord has the ultimate authority and may wish to instruct another party to carry out any 
rectification work. 

1. Cleaning is charged hourly. 

2. Domestic waste will be charged per bag.  

3. Key replacements will be charged for non return and lost keys.  

4. Damage and dilapidation will follow industry good practice for calculating the cost to tenants of damage and 
dilapidation that exceeds reasonable wear and tear.  

5 Where there is damage or dilapidation to furniture, carpets and curtains, the following example will highlight 
how the deductions will be calculated.  With the original cost of the item, a reduction of 10% per annum to 
allow for depreciation due to wear and tear (The depreciation may vary depending on the item). The cost of 
disposal and / or delivering the replacement is then added.  
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For Example 

ü Cost of the original item £300. 
ü Depreciation at 10% per annum over 5 years (£150).  
ü Cost of disposal and / or delivering replacement £40.  
ü Final cost to Tenant £190.  

6. Cigarette Burns should incur £20 charge.  

7. Iron burn marks that leave a clear mark will require the item to be replaced immediately. 

SERIOUS RENT ARREARS POLICY FOR LANDLORDS AND TENANTS 

County Court Action: A simple outline  

The Landlord can use the County Court to  

Re-gain possession of the property (evict the Tenant). 
To obtain a judgment that rent is due from a Tenant.  

County Court action should be the very last resort to collect rent arrears. This is because:  
ü It could take several weeks to get a hearing.  
ü There is a court fee of about £150 to apply for a hearing (and the ƭŀƴŘƭƻǊŘΩǎ solicitor fees). 
ü There is no guarantee that the court will ask the tenant to pay or pay the amount immediately. 
ü Just because the tenant is in arrears does not mean that the court will evict the tenant (if possession 

was applied for).  
ü The tenant may lose respect for the property and the landlord because they may think that they now 

have nothing to loose. 

DAMP AND MOULD GUIDE 

Damp can cause mould on walls, furniture and windows. Some damp is caused by condensation and the 
following explains how condensation forms and how you can keep it to a minimum. 
There is always moisture in the air, even if you cannot see it. When air gets colder, it cannot hold all the 
moisture and tiny drops of water appear on windows and walls. This is condensation. Condensation occurs 
mainly during cold weather. It appears on cold surfaces and in places where there is little movement of air, in 
corners, on or near windows, in or behind wardrobes and cupboards.  

1. To avoid condensation  

ü Produce less moisture. Cover pans and do not leave kettles boiling. 
ü Open Windows When Cooking 
ü Dry Washing outdoors on a line and not on radiators 

2. Ventilate to remove moisture.  

ü Keep a small window ajar or trickle ventilator open.  
ü Ventilate kitchens and bathrooms after cooking or showering.  
ü Close the kitchen and bathroom doors when these rooms are in use.  
ü Ventilate cupboards and wardrobes; avoid putting too many things in them as this stops the air 

circulating. 
ü Where possible, position wardrobes and furniture against internal walls. 
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3. Insulate  

ü Draught proof and heat your home. 
ü Insulation and draught proofing will help keep your home warm and will also cut fuel bills. When the 

whole home is warmer, condensation is less likely. 
ü In cold weather, keep low background heating on all day even when there is no one at home.  
ü Do not draught proof rooms where there is condensation or mould. 

 
 

FLEA INFESTATIONS POLICY 

 
When a tenant reports a flea infestation at their property we advise the following  
 
Contact the landlord to confirm whether we can go ahead with an inspection. This may cost in the region of 
£80 for the inspection and for treatment (approx). Please make a note in the landlords note section.  
 
Contact the tenants to confirm that the landlord has agreed for a pest control contractor to come and inspect 
the flea problem. If there is a flea problem, then the contractor will treat the problem and the landlord will pay 
for the treatment. If the pest control contractor finds no flea problem THEN THE TENANT MUST PAY FOR THE 
INSPECTION. This will cost in the region of £45 for the inspection.  
 
If the tenant agrees with calling out an inspector, ask them to email you confirming permission and once you 
have received the email then order the inspection from a contractor.  
 
If the tenant disagrees, then suggest they wait for seven day, if the flea problem has persisted and they are 
confident of an infestation, then they will have nothing to worry about, and they can re-report the problem.   
 

You should recommend to clients that they may have recently had contact with pets who have fleas, and been 
bitten elsewhere. Are they confident that there is a flea problem? If they are wrong they will be charged the 
cost of the inspection! 
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EXAMPLE JOB DESCRIPTION 

 
Job Title: Letting Negotiator 

Reporting To: Branch Manager 

KEY TASKS: 

ü Maximise sales opportunities with landlords and tenants. 
ü Provide high level of customer service. 
ü Determine what Applicants are looking for. 
ü List properties on Letmc.com quickly and accurately. 
ü Book appointments for viewings and to manage your diary for maximum viewings, convenient to the 

tenant were possible. 
ü Carry out tenant viewings.  
ü ±ƛǎƛǘ ǘƘŜ ƭŀƴŘƭƻǊŘΩǎ ǇǊƻǇŜǊǘȅ ǘƻ ŎŀǊǊȅ ƻǳǘ ŀƴ ŀǇǇǊŀƛǎŀƭΦ 
ü Advise landlord on what they should do to ensure the property is let. 
ü Advise landlord on regulations and ensure they are met at the property. 
ü Ensure that there are valid copies of Landlord Safety Certificates. 
ü Attend daily sales meeting. 
ü Complete all necessary tenancy paperwork when a tenant wishes to take on a property. 
ü Reference checks tenants. 
ü Negotiate with tenants and landlords to gain a win-win situation. 
ü To handle queries on tenancies, maintenance and rent issues. 
ü To write accurate and up-to-date notes on Letmc.com. 
ü Along with other team members ensure that branch is kept clean and. 
ü Any other duties that may be requested. 
ü Record your results and report them to your manager. 

PERSON PROFILE 

ü Must be computer literate. 
ü Demonstrate good negotiation skills. 
ü Possesses excellent customer service skills and has a proven track record/background within a service 

industry. 
ü IŀǾŜ ƎƻƻŘ ƭƛǎǘŜƴƛƴƎ ǎƪƛƭƭǎ ŀƴŘ ǘƘŜ ŀōƛƭƛǘȅ ǘƻ ƛŘŜƴǘƛŦȅ ŎǳǎǘƻƳŜǊΩǎ ƴŜŜŘǎ ŀƴŘ ƳŜŜǘ ǘƘƻǎŜ ƴŜŜŘǎΦ 
ü Ability to manage their own time effectively 
ü Must have an excellent telephone manner. 
ü Holds a current driving licence. 
ü Ability to work as a team and on own initiative. 
ü Good sense of humour. 
ü Ability to work under pressure in a positive way during busy periods. 
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NEW STAFF MEMBER TRAINING CHECK LIST 

ü Service - Visit all local competitors and report back the good and bad practices. 
ü Service ς Understand company service standards. 
ü Market ςUnderstand market condition and rents. 
ü Company ς Understand company strategic business plan. 
ü Software ς Complete one to one training on the Letmc.com system. 
ü Health and Safety ς Confirm understanding of heath and safety policy. 
ü Gas Safety ς Understand Corgi legal requirements of gas safety. 
ü Tenancy Law ς Understand tenancy law regulations and structure. 
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SETTING UP A LETTING AGENCY GUIDANCE    

Setting up a letting agency whether from home, serviced office or a shop in not easy or straight forward.  It 
requires careful consideration, planning and financial consideration. 

WORKING FROM HOME OR SERVICED OFFICES 

In this case you are unlikely to meet landlords or tenants at your office; you are going to meet them at the 
properties.  You will need to have considered the implication of not having a shop, for example if someone 
needs to collect keys or pay some rent, how will this be done? 

Also, without a shop presence you are going to have to work harder at branding and marketing, you will need 
to build trust with landlords and tenants for them to believe that you are a real business without a shop. 

Letmc.com is a web based lettings system, so with a tablet pc and a mobile data card you can have all your 
office data on hand when meeting a landlord or tenant at the property.  If contracts need to be printed then 
you can email them straight from the system to the clients email account. 

SHOP BASED LETTING AGENCY 

While a shop has clear benefits over working form home, it is expensive, and shop based Letting Agents need 
to grow to a minimum size to maintain costs and your wages.  So, expect to grow if you intend to operate out 
of a shop. 
Most agents focus their shop within the city centre, often surround by their competitors.  While this seems 
obvious, we are generally not a fan of these locations.  We prefer more suburban locations that have easy 
parking for your vehicle and for your landlords and tenants.  Difficult parking can deter customers from just 
popping in. Being accessible is the start to building relationships with customers. 
The look of the agency will be down to you; the table highlights a few considerations you should make. 
 

CONSIDERATIONS TO BE MADE WHEN SETTING UP YOUR AGENCY 

1 Presentation - be smart, clean and obvious.  State on your signage that you are Letting Agents. 

2 Window displays ς try and get as many in your window as soon possible, and leave the shop display light on so you stand out. 

3 Access ς be accessible to everyone, steps are not great nor are big heavy doors. Think about disabled access. 

4 Hot and Cold ς ƘŀǾŜ ƎƻƻŘ ƘŜŀǘƛƴƎ ŦƻǊ ǘƘŜ ǿƛƴǘŜǊ ŀƴŘ ƛǘΩǎ ǿƻǊǘƘ ŦƛǘǘƛƴƎ ŀƛǊ ŎƻƴŘƛǘƛƻƴƛƴƎ ŦƻǊ ǘƘŜ ǎǳƳƳŜǊΦ  Iƻǘ ƻŦŦƛŎŜǎ ǘŜƴŘ ǘƻ ƭƻǿŜǊ 
productivity and aggravate customers. 

5 Refreshment and entertainmentς have a small fridge with cold drinks, water dispenser, coffee and tea machines, nibbles or 
sweets, If you expect someone to hand over an agency fee then make them comfortable. Customers may wait if there are 
refreshments, magazines, and comfortable furniture.  Also, a small TV running a sports or news channel will keep them 
interested whilst they wait. 

6 Display ς ƛƴǎƛŘŜ ȅƻǳǊ ƻŦŦƛŎŜ ƘŀǾŜ ŘƛǎǇƭŀȅ ƻŦ ǇǊƻǇŜǊǘȅ ŘŜǘŀƛƭǎΣ ǘŜƴŀƴǘ ŀƴŘ ƭŀƴŘƭƻǊŘ ƛƴŦƻǊƳŀǘƛƻƴΣ ŀƴŘ ŀ ƳŀǇΦ  5ƻƴΩǘ ŀǎǎǳƳŜ ȅƻǳǊ 
clients know where every street is. 

7 First impressions. You walk into a Letting Agents, three quarters of the space is private space with desks and just a quarter is 
public space for the customer.  There will be a desk for the agent to sit behind and a chair in front of the desk for the cliŜƴǘǎΦ  LǘΩǎ 
lƛƪŜ ŀ ƘŜŀŘƳŀǎǘŜǊΩǎ ƻŦŦƛŎŜΦ  ¢Ǌȅ ŀƴŘ Ǉǳǘ ǉǳŀƭƛǘȅ ǎŜŀǘƛƴƎ ǘƻ ǘƘŜ ǎƛŘŜ ƻŦ ȅƻǳǊ ŘŜǎƪΣ ǎƻ ȅƻǳ Ŏŀƴ ǎǿƛƴƎ ǊƻǳƴŘ ŀƴŘ ōŜ Ŝǉǳŀƭ ǿƛǘƘ ȅƻur 
customers.  Also, have comfortable seating that is near the door and obvious for the customer to use. 

8 You will need computers for each desk, think about their security.  A good internet connection, battery backup for at least one 
computer, printer(s) and virus protection. 

9 You can use a basic telephone business system and even use your mobile.  Prepare for overspill calls and after hours calls, install 
an answer machine or obtain the services of an answering service, you never know if someone is trying to call if your telephone 
lines are engaged. 

10 Set a safe place for key cupboard, out of sight from the outside and the main office. 

11 Obtain a safety deposit box or safe for when you take cash payments. 
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FINANCES 

Setting up a business requires funding to support overheads and wages until your income covers your costs.  
This can typically take two years to attain. 

MEASURING SUCCESS AND FAILURE 

It is important to know exactly your position financially and statistically.  We recommend you follow very 
closely a Profit and Loss Forecast and when sales dip or expenses are exceeded, carefully consider why and 
what's the alternative. 
Banks like good quality and well thought out profit and loss forecasts, and its good practice to keep your bank 
manager informed on how you are doing against the forecast. Arrange regular meetings with your bank 
manager. 

BUSINESS AIMS 

Aims for Success 

Rent Collected Aim to collect 90% of the rent due, by focusing on collecting rent you are keeping 
landlords happy and collecting your management fees. 

Total Manage Houses Managed properties are the bread and butter of your income, the more houses 
you manage the more income. 

New Managed Houses To remain focused on growing the business, make sure you target new properties 
each month. 

Sales Measure how much money your have invoiced and received each month. 

Losses Record throughout the year how many managed houses you have lost through the 
year.  Aim to keep losses under 10%, and the measurement is a good indicator of 
the business going in the wrong direction when lots of clients leave. 

ü Hold regular team meetings; report on the measurements of success every month with partners and 
staff discuss what has gone well and what's not gone to plan. 

ü {Ŝǘ ȅƻǳǊǎŜƭŦ ŀƴŘ ǎǘŀŦŦ YtLΩǎ ŜŀŎƘ ƳƻƴǘƘΦ 
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END NOTE           

 
This Letting Agents Operation Manual was prepared by Glyn Trott and Wyn Griffiths Directors of the 
LetMC.com, and is for guidance only.  Its contents are only a guide and should be confirmed by your legal 
representative. 
 
We do provide a consultancy service that involves onsite setting up, support and reviews.  Our current clients 
include start-up companies, established market leaders, and franchise networks.  All of whom are experiencing 
positive outcome and profitability from our consultancy processes.  If you would like further information call 
0870 870 8282 or email glyn.trott@Letmc.com 
 
Finally, we wish you the best of luck in setting up, launching, running and owning your own Letting Agency. 
 
 
 
 
 
 
 

Glyn Trott Wyn Griffiths 
Directors 
LetMC.com 
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APPENDIX 

SAMPLE TENANCY AGREEMENT 

Assured Shorthold Tenancy Agreement 

For letting residential dwelling house at: 
20 Field View, London. 

Tenancy Reference: inst-225  

THIS AGREEMENT is made on the date specified below BETWEEN the Landlord and the Tenant. It is intended that the 
tenancy created by this Agreement is an assured shorthold tenancy within the meaning of the Housing Act 1988, as amended 
by the Housing Act 1996.  

Date ___ / ___ / _____ ( Date of Signing )  

Landlord Mr. Robert  
High Road 
London 
W1 1W 

Note: Any notice under Section 48 of the Landlord and Tenant Act 1987 can be served on the Landlord at the address above  

Tenant  
Jeff Bridges  
Lidget Green  
Bradford  
BD7 1XX  
 
Steve Wright 
Lidget Green 
Bradford 
BD7 1XX  

Note: If two or more persons are named above then their obligations to the Landlord shall be joint and several  

Property 20 Field View, London.  

Contents; The fixtures and fittings at the Property together with any furniture, carpets, curtains and other effects listed in the 
Inventory.  

Term For the term of 6 months, commencing on 01/09/2006.  
Rent and Payment From To Total Rent  
Start Tenancy End of Tenancy Monthly payment of 650.00  
Deposit A deposit of 750.00 is held by the agent on behalf of the Landlord.  
 
1. The Landlord agrees to let and the Tenant agrees to take the Property and Contents for the Term at the Rent payable above 
 
2. The Tenant pays the Deposit as security for the performance of the Tenantôs obligations and to compensate the Landlord for 
any breach of those obligations. It is agreed that this sum shall not be transferable by the Tenant in any way and at any time 
against payment of the Rent and that no interest shall be payable on this Deposit. 
3. The Tenant agrees with the Landlord:  
3.1 To pay the rent on the days and in the manner specified in this Agreement.  
3.2 To pay and the cost of any bank or other charges incurred by the Landlord or Agent should any rent payment be 
dishonoured by the Tenantôs bank.  
3.3 To pay interest on rent paid late calculated on a daily basis from when the Rent became due until the date of payment at 
4% above The Bank of England base rate.  
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3.4 To pay for the following services consumed on or supplied to the Property during the Term:- 
Television Licence  
Council Tax  
Electricity  
Gas  
Telephone  
Water  
and not to do anything that may cause the disconnection of these services, and to pay the cost of any reconnection fees in this 
event.  
3.5 Not to do damage or injure the Property or make any alteration in or addition to them including decorating or fixing items to 
walls without the prior written consent of the Landlord.  
3.6 To deliver up the Property at the end of the Term in the same good and clean state of repair and condition as it was at the 
beginning of the Term and make good or pay for the repair of or replace all such items of the Contents as shall be broken, lost, 
damaged or destroyed during the tenancy (fair wear and tear and damage by accidental fire excepted).  
3.7 To keep the Property in a clean and tidy condition and complete repair during the Term including communal areas, windows 
and garden.  
3.8 To keep the Property heated adequately in order to avoid damage by freezing conditions and to keep the property 
sufficiently aired to avoid damage by condensation or similar.  
3.9 To leave the Contents at the end of the tenancy in the same places in which they were positioned at the commencement of 
the tenancy according to the Inventory.  
3.10 Not to assign sublet or otherwise part with possession of the whole or part of the Property.  
3.11 To use the Property as a single private dwelling and not to use it or any part of it for any other purpose including any illegal 
or immoral purposes.  
3.12 Not to do or permit or suffer to be done in or on the Property anything which may be a nuisance or annoyance to the 
Landlord or the tenants or occupiers of any adjoining property or which may void any insurance of the Property or cause the 
premiums to increase.  
3.13 To permit the Landlord or the Landlordôs agents upon reasonable notice (24 hours) at reasonable hours (save in an 
emergency) to enter the Property to view the state and condition or carry out works of maintenance or repair.  
3.14 To permit the Landlord or the Landlordôs agents upon reasonable notice (24 hours) at reasonable hours to enter the 
Property with Applicants, purchases, surveyors or local authority officers.  
3.15 Not to keep any animals or birds on the Property without the Landlordôs written consent.  
3.16 Not to alter or change or install any locks in or about the Property without the prior written consent of the Landlord and to 
inform the Landlord of any alteration is made to the code of any burglar or fire alarm.  
3.17 To fasten all locks to all doors and windows and activate any burglar alarm whenever the Property is left unattended.  
3.18 To forward any mail or official notice addressed to the Landlord or his agent within 7 days.  
3.19 To notify the Landlord if the Tenant intends to leave the Property vacant for a period in excess of 28 consecutive days.  
3.20 To give the Landlord at least one monthôs notice in writing when the Tenant wishes to end the Tenancy at the expiration of 
the term certain.  
3.21 To give the Landlord at least one monthôs notice in writing if the Tenancy has continued as a periodic tenancy. Should the 
tenant provide less than one monthôs notice the Landlord reserves the right to charge the full rent for the notice period.  
3.22 To return all keys for the Property to the Landlord or his agent on the last day of the tenancy and to provide forwarding 
addresses for all vacating tenants.  
 
4. The Landlord agrees with the Tenant as follows:  
4.1 To pay for all assessments and outgoings in respect of the Property (other than those mentioned in 3.4 above) and keep in 
repair the structure and exterior of the Property and to keep in good repair and proper working order the installations for the 
supply of water, gas and electricity and the installation in the Property for space heating or heating water as required by Section 
11 of the Landlord and Tenant Act 1985.  
4.2 That the Tenant paying the Rent and performing the agreements on the part of the Tenant may quietly possess and enjoy 
the Property during the Term without any unlawful interruption from the Landlord or his agent.  
4.3 To pay for the following services consumed on or supplied to the Property during the Term:  
None  
 
5. The Landlord and the Tenant agree:  
5.1 Notice is hereby given that possession might be recovered under Ground 1, Schedule 2 of the Housing Act 1988 if 
applicable. That is, that the Landlord used to live in the property as his or her main home or intends to occupy the Property as 
his or her only or main home.  
5.2 The tenancy may be brought to an end if the mortgagee requires possession on default of the borrower under Ground 2, 
Schedule 2, of the Housing Act 1988.  
5.3 Any notice served by the Landlord on the Tenant shall be sufficiently served if sent by standard first or second class post to 
the Tenant at the Property or the last known address of the Tenant or left at the Property addressed to the Tenant.  
5.4 The Landlord may re-enter the Property and immediately thereupon the tenancy shall absolutely determine without 
prejudice to the other rights and remedies of the Landlord if the Tenant has not complied with any obligations in this Agreement 
or should the Rent be in arrears by more than fourteen days (whether legally demanded or not).  
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6. Special Conditions  

NONE  

SIGNED by the Landlord or an authorised  

person of A Lets as agent for the  

Landlord  

 

(1) SIGNED by  

(2) SIGNED by  
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SAMPLE LANDLORD INSTRUCTION 

Landlord Letting Instruction Confirmation 

For 10 Fleet Street 

as of 09/08/2006 

My Details  

Mr. Brown 
155 High Road 
London 
W1 1 W 

 

Landlord Reference: lan-20  

Letter Reference: post-6  

Contacting Me  

I would like you to post all correspondence to me at the address above (please let us know if you would rather 
receive emailed correspondence). 

I realise that you may send messages to my mobile phone on 07777711111 to inform me of matters 
concerning my property. I agree that when I'm on holiday I will still check and respond to these messages.  

My Bank Details  

This is the bank account to which I expect you to pay any funds due to me. I realise that you may sometimes 
pay me by cheque.  

Please provide us with your bank details  

My Property Details 

Location  

The property I would like you to rent is  

10 Fleet Street 
London 
W2 2W  
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My Authority 

I can confirm that:- 
a. I am entitled to enter into this Agreement to let the Property  
b. I am the freehold owner of this property or if I am a leaseholder that I have consent to let the Property from 
the Freeholder  
c. If I have a mortgage I have consent from the mortgagor to rent the Property  
d. I am entitled to all rent from the Property  
e. I have given you all the relevant information regarding the Property especially ones which affect the 
Tenant's use of the Property  
f. I have informed my insurance company that the Property is to be let  

 

Rent  
I want you to advertise the rent on a payment schedule of  
From To Total Rent  
 
Start Tenancy End of Tenancy Monthly payment of 1500.00  
 
The minimum rent I want you to accept is Monthly payment of £1000, unless I agree otherwise with you.  
 
Available Dates and Duration  
The Property is available to rent from 01/08/2005  
The minimum term duration of Tenancy I will accept is 6 Months and the maximum term duration I will accept 
is 6 Months  
 
Tenants  
The maximum number of individuals I will accept is 5. I understand that this relates to the suitability of the 
Property to accommodate that number of individuals. This is likely to be equivalent to the number of 
bedrooms in the Property.  
 
The following types of tenant are acceptable to me:- 
 
Overseas  
 
I understand that you will follow your Tenant Vetting Policy to determine their suitability as a tenant.  
 
Utility and Council Tax Bills  
I expect the tenants to pay for any charges arising from the use of:- 
 
Television Licence  
Council Tax  
Electricity  
Gas  
Telephone  
Water  

I will pay for any charges arising from the use of:- 

None  
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Deposit or Bond  
I expect you to collect from the tenant a bond of 1875.00, held by you, the agent  
 
Advertised Description 
I can confirm that the description below is correct:- 

A truly magnificent four bedroom grade 11 listed farmhouse originally constructed in circa 1745 offering 
tastefully considered interiors over two floors with much bespoke feature finely blended to the period 
characteristics of this virtually unique family residence.  

Furniture and Fittings  
The property is furnished  
I can confirm that soft furnishings comply with the fire safety regulations 1988. I understand that I am liable 
for the cost of maintaining the supplied furniture and fittings.  
 
Gas  
I can confirm that there is a valid gas safety certificate for the property (if there is a gas supply to the Property)  
 
Access to Property 
I realise that you will phone or send a text message to arrange access to the Property. If this is my number 
ǘƘŜƴ L ǿƛƭƭ ŜƴǎǳǊŜ ǘƘŀǘ L ŀǊǊŀƴƎŜ ŀŎŎŜǎǎΦ LŦ ǘƘƛǎ ƛǎ ǘƘŜ ŎǳǊǊŜƴǘ ǘŜƴŀƴǘΩǎ ƴǳƳōŜǊ ǘƘŜƴ ȅƻǳ ǿƛƭƭ ǇƘƻƴŜ ǘƘŜ ǘŜƴŀƴǘ ƻǊ 
send a text message to arrange a time to enter the Property. If this time is not convenient the onus is on the 
tenant to contact A-list Properties to re-arrange a more convenient time. I will highlight these arrangements to 
my tenant.  
 
Special Tenancy Conditions  
I want you to add the following clauses (if any) to the Tenancy Agreement:- 

NONE  

The Service I Want  
I authorise you to act on my behalf and do anything I could do myself in respect of the letting and 
management of the Property. I indemnify you against any claims and liabilities incurred by you in the proper 
performance of this Agreement.  
 
Informing me my property has been let  
You will inform me by sending a message to my mobile phone on the day that a Tenancy Agreement is 
proposed. Once I receive this message I will then not let the house to anyone else. I will also inform anyone 
else looking for tenants on my behalf that the property has been let.  

You will then send me an unsigned copy of the proposed tenancy agreement, which I will make sure is 
acceptable to me.  

Rent Collection  
The Tenant will pay the rent into A-list Properties Client's Account. If the tenant does not pay, I expect you to 
follow your procedure for collecting outstanding funds. This includes reminders to the tenant by letter and / or 
mobile phone text message. Once you have exhausted your procedure I expect you to contact me to discuss 
the next steps. I understand that I may need to instruct a solicitor to pursue the debt. I will be liable for the 
legal and Court costs incurred.  
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Management Charge  
I agree to an ongoing management charge to be taken from the rent collected. This is equivalent to 12.00% + 
VAT of the rent collected.  
 
Repairs to my Property 
I understand that if I have arranged for you to arrange repairs for my Property I realise that you will take this 
from funds held by you on my behalf. I will forward payment to you within 10 days if there are insufficient 
funds.  

I know that in the event of an emergency or where it is not practical or possible to contact me that you will 
arrange for any necessary work to be carried out.  

Inventory and Inspecting my Property 
I understand that you will not be carrying out any inspections during the tenancy.  
 
Ending Tenancy Agreements  
I understand that you will decide whether to end a Tenancy Agreement (by serving a Section 21 notice) or to 
allow a Tenancy to continue after the Term Certain has ended -this will then be a statutory periodic Tenancy.  
 
Your Charges 
50% of first months rent  

I realise that you will take these from funds held by you on my behalf. I will forward payment to you within 10 
days if there are insufficient funds.  

Other Conditions  

 

Tax  
I understand that you will give the Inland Revenue any information about me that they request. I know that 
you are not responsible for preparing or submitting a tax return or similar on my behalf. But, I realise you will 
provide me with a summary of the rent collected and expenses for the tax year.  
 
Your Liability  
I understand that you are not liable for:- 
a. any inaccurate forecasts of income or expenditure -forecasts are estimations only.  
b. any defects in my Property.  
c. the performance or any work carried out by contractors on my behalf.  
 
Terminating this Agreement 
I realise that I must give you notice to end this Agreement.  
 
Confirmation of this Agreement 
I understand that I have accepted the terms of this Agreement unless I inform you otherwise by e-mail or in 
writing.  
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SAMPLE OF STANDARD SECTION 21(A) 

Letter Ref: Unsent letter  

THE TENANTS  
Landmark House  
City Centre  
31/08/2006  

Dear Mr. Collins,  

Re: Your current tenancy agreement is ending  

I am contacting you to clarify whether you are wishing to continue your stay at the property. The notice enclosed is a 2 month notice that 
your current tenancy agreement is due to end. The landlord must give you this notice by law. Please contact us if you would like to renew 
your tenancy agreement. If you have already signed a new tenancy agreement to stay on after this date, then there is no need to move 
out.  

If you have not signed a new tenancy agreement then you must move out by the date specified on the notice.  

If you have any questions or queries please contact us.  

Yours sincerely,  

Glyn Trott 

Alist 

HOUSING ACT 1988 Section 21(1)(a) 

Assured Shorthold Tenancy: Notice Requiring Possession for a Statutory Periodic Tenancy 

THE TENANTS  
Landmark House  
City Centre  

Mr. C Collins 

From:  

Mr Landlord  
Flower Cottage  
Taunton  

You were granted an Assured Shorthold Tenancy of Landmark House under a tenancy which commenced on 02-Nov-2005 and expired on 
01-May-2006. Thereafter you became a Statutory Periodic Tenant pursuant to Section 5 of the Housing Act 1988.  

I give you notice that I require possession of the dwelling house known as 202 Landmark House after 01-May-2006 or, if later, the day on 
which a complete period of your tenancy expires next after the end of two months from the service of this notice.  

If you do not give up possession after this date legal proceedings will be taken to recover possession.  

This notice is served on behalf of the landlord on 31/08/2006 by Glyn Trott of  

AList 
Cathays 
Cardiff 
CF24 4AG 
01212 333444  



 

RESIDENTIAL LETTINGS OPERATIONAL MANUAL 

© LETMC.COM 2008 

COMMERCIAL INFORMATION IN CONFIDENCE 

Page | 73 

 

 

 

PRESCRIBED INFORMATION  

1. If the tenant or licensee does not leave the dwelling, the landlord or licensor must get an order for 
possession from the court before the tenant or licensee can lawfully be evicted. The landlord or licensor 
cannot apply for such an order before the notice to quit or notice to determine has run out.  

2. A tenant or licensee who does not know if he has any right to remain in possession after a notice to quit or a 
notice to determine runs out can obtain advice from a solicitor. Help with all or part of the cost of legal advice 
and assistance may be available under the Legal Aid Scheme. He should be able to obtain information from a 
Citizens Advice Bureau, a Housing Aid Centre or a Rent Officer.  


