Tenant's
Essential
Guide
A Guide for Our New and Existing Managed Tenants

Welcome
Congratulations and welcome to your new home! We hope you have many happy times here
and if you ever need anything, please do not hesitate to contact us. You’ll find all the
essential information in this document to help get you settled in, so make sure you keep this
information to hand just in case you need it.
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Documentation
A legal requirement is for all tenants to be supplied with the following documentation on commencement of
their tenancy. Please ensure you have these, and if you don’t, they can be accessed via your Goodlord account
or contact us via email for duplicate copies.
A Gas Safety Record
Electrical Installation Condition Report (EICR)
Deposit protection paperwork (if applicable)
An Energy Performance Certificate (EPC)
An up-to-date copy of the Government’s How to Rent guide:
www.gov.uk/government/publications/how-to-rent

Inventory
An inventory will be prepared and given to you detailing the fixtures and fittings in the property together with
their condition. You will be required to sign a check-in inventory report confirming that you agree with the
inventory and the content and comments regarding condition. This is provided to all tenants via email prior to
the tenancy start date. You will have five working days from moving in to sign/make comments on the inventory
before we send you the completed report. If the inventory report isn’t signed within the five working days, it will
be deemed correct. This inventory will then be used at the end of your tenancy to assess any damage or
dilapidations to the property. Allowances will be made for reasonable wear and tear and any damage noted or
cleaning required will be deducted from your deposit or claims will be made against your Reposit. It is therefore
strongly advised that you check through the inventory carefully and ensure that you are in full agreement with
the content.
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Tenant's Responsibilities
We hope you are settling into your new property and making it feel like home. If you have any questions about
your tenancy, you can find useful information for tenants via our website:
www.thornleygroves.co.uk/important-information-about-your-tenancy/
In accordance with the terms of the tenancy agreement, there are certain standards that you’ll need to uphold
while you reside in the property.
There is plenty of information in the Government’s “How to Rent” guide:
www.gov.uk/government/publications/how-to-rent
We strongly recommend that you look through the guide and familiarise yourself with both your rights and the
Government’s advice.

Rent Payments
Unless you have paid the rent in advance of your tenancy, it is essential that you set up a regular payment via
our online facility, if you haven’t done so already. You’ll need to ensure that the full amount of rent due is paid
on time, as per the terms in your tenancy agreement. It is highly recommended that you set up a regular
payment via our website, if you haven’t done so already, please visit:
www.thornleygroves.co.uk/make-a-payment/
If there are any issues with your rent payments, please contact us as soon as possible. Equally, if you want to
speak to someone about any questions you have about your tenancy, you can get in touch with your Property
Manager using the information on the following link:
www.thornleygroves.co.uk/contact-your-property-manager/
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Paying Bills
Bills are not everybody's favourite subject, but there’s
no escaping from needing to pay them. Unless they
are included in your rental payments, as part of your
tenancy, you will need to organise your own ultilities.
As the occupier, you are free to choose the energy
provider that you deem suitable.
We will advise the various suppliers of your occupancy
at the start of the tenancy, however you must contact
the suppliers in order to set up an account and to
arrange for payment.
This includes Council Tax, so for more information on what Council Tax Banding your property falls under, we
recommend you visit the following website:
www.gov.uk/council-tax-bands
A single occupant may qualify for a 25% discount, please refer to your local council.
Any bills left unpaid at the end of your tenancy can be reclaimed from your tenancy deposit. So make sure that
all your bills are paid on time and are up to date at the end of your tenancy.
If the property does not have a telephone line, permission must be obtained in writing from the landlord, so
please get in touch with your Property Manager to get written consent before arranging the installation.
The landlord is responsible for any ground rent or chief rent. In the case of flats or apartments, any
maintenance/management/service charge will be the responsibility of the landlord unless otherwise stated.
If you have any questions relating to how to pay your bills, please speak directly to your supplier.

Maintaining the Property
It is important that you keep the property clean and tidy to avoid problems and additional costs at the end of
your tenancy. Particular care and attention should be given to bathrooms, toilets and the kitchen area. As per
the terms of the tenancy agreement, you must:
Clean surfaces as required from time to time to stop the build-up
of mould growth or damage to the property.
Clean all glass and internal and external window surfaces where
possible and safe to do so.
Wash and clean all items that may have become soiled during
the term.
Clean and disinfect any and all showerheads in the property every
six months.
Make sure you know where the stopcock and fuse box are located
in case of emergencies.
Ensure that you check any boilers, heating systems or air
conditioning and report any faults to your Property Manager.
Test, at regular intervals, any battery operated smoke alarms and
carbon monoxide detectors fitted in the property and to replace
any battery in an alarm, which is found not to be working.
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Check the expiry date of the smoke alarm as you
are required to promptly notify us in the event it
has expired.
Ensure any carbon monoxide detector is not
moved from its position within close proximity
to the boiler or any solid fuel appliances as
installed by the Gas Safe Engineer.
You must replace light bulbs, fluorescent tubes,
fuses, plugs, batteries, filters, extractor fan filters
and dishwasher/water softener salt during your
tenancy.
If you or your invited guests happen to break any
glass windows or doors at the property you must
promptly arrange for the necessary repairs.

Maintaining Outside Areas
If you have access to a garden or another outside area including a balcony, belonging solely to the property, you
will be responsible for maintaining this space unless your tenancy agreement states otherwise. You must ensure
that you regularly mow any lawns, sweep backyards, keep trees and bushes pruned and clear external drains.

Reporting Problems
As part of maintaining the property, reporting any maintenance issues as soon as possible is crucial. Keep an
eye out for damaged furniture or any structural issues, water or gas leaks, and faulty appliances.
If you don’t report repairs and faults in a timely fashion, they can often esculate. To report maintenance issues,
we use an automated software portal, which you can access any time during the day or night. The portal will
allow you to specify the problem, add photos or videos and organise a call out to fix the issues at your
convenience. This is the quickest and most efficient way to report all maintenance and repair issues using the
link below:
www.thornleygroves.fixflo.com/Ath/HomeIssueCreate

Insurance
We recommend that you take out an insurance policy to protect
you and your deposit at the end of the tenancy against any
accidental damage caused to the landlord's fixtures and fittings.
A tenant liability insurance policy may help to protect your
deposit at the end of the tenancy.
For more information regarding suitable insurance products for
tenants, please head to:
www.goodlord.co/contents-liability-insurance-for-tenants
The landlord is responsible for the buildings insurance together
with any landlord’s contents insurance.
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Be Considerate Towards Your Neighbours
Everybody needs good neighbours. So please avoid
disturbing your neighbourhood with excessively
loud music, excessive noise late at night, or other
forms of sound pollution that could be a nuisance.
We ask you to also respect your neighbours by
avoiding antisocial behaviour, or disruption to any
communal areas. Antisocial behaviour is a legal
issue and you could be prosecuted and/or evicted
for ongoing or repeat offences.

Subletting
Having any friends or family stay over for a few days is fine. But letting out your property to others, known as
subletting, is not permitted and could lead to your eviction. This includes short lets, lodgers and listing your
premises on sites like Airbnb.co.uk or Booking.com.

Personalising and Decorating
If you’d like to give your new home a lick of paint or pop some additional shelves up, please check with us
before getting started. Your tenancy agreement also states that there should be no holes in the wall, so hanging
pictures needs to be done without nails unless authorised by your landlord. Thornley Groves are managing your
tenancy on behalf of the landlord, so get in touch and we can ask for permission on your behalf.

Pets In Your Home
Landlords who permit pets will be required to advertise their
properties to say that pets are permitted. If you are a tenant with a
pet, these properties will be subject to a higher monthly rent.
Therefore, we require all tenants to disclose whether they have pets
during the application process. If you didn’t have a pet when you
started the tenancy but you wish to introduce one to the tenancy,
please contact your Property Manager as soon as possible in order to
seek permission from your landlord.
If you have a pet in a property that does not allow for pets, and you
have not sought the proper permission, then you will be in breach of
the tenancy agreement and this could lead to eviction. Please be
aware that apartment blocks and any leasehold properties are
subject to a head lease which normally restricts all occupiers from
having pets in the property and within communal areas.
If your landlord gives you permission to have a pet at the property,
this will be subject to some specific rules around their conduct.
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Your Responsibilities
Looking after pets means that you’ll need to be responsible for their welfare and their behaviour.
Behaviour
Make sure your pet doesn’t disturb neighbours or other
residents. Aggressive dogs, in particular, are subject to the
Dangerous Dogs Act 1991.

As you are responsible for your dog’s actions, please make sure
you keep your dog under control at all times. This is particularly
important if your home has neighbours close by or other close
knit residential areas.
People might have objections to cats for various reasons
including allergies, or perceived danger to other pets. Legally
cats have a ‘right to roam’, so they are not subject to the same
laws as dogs. However, if you receive a complaint, you do have
a responsibility to limit your cat’s movements, perhaps by
keeping them indoors.
Make sure any mess your pet leaves in public areas around the property is cleaned up immediately.
If you own a rare pet such as a snake, these are subject to the Dangerous or Wild Animals Act 1976 and usually
need a licence.
Please let us know if you are expecting to keep a rare, protected or dangerous animal in your home.
Treatment
All animals are subject to the Animal Welfare Act 2006. What this means for you is that you need to care for
your pet and make sure they are happy, healthy and well looked after. Any animal neglect or mistreatment can
be punishable under law, so please take care of your pets.

Entry by Intruders
Nobody wants unwanted visitors, especially those with mallicious intent such as burglars. There are some
important things you can do to make sure the only people who enter your home are those with your
permission...
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Protecting Your Home
In order to minimise the chances of your property being burgled or entered by an intruder, these are the
recommended steps you should take.
Always check that doors and windows are closed
and locked when you leave the premises.
Make sure external lights work and that movement
sensors are working.
If your property is at street level, or is easily visible
from the road, we recommend keeping valuables out
of sight.
If you have chains on your door, you should use these
when answering the door.
If your property has an intercom, always verify the
identity of any visitors before letting them in.
If there are cat flaps or other entrances into the
property, make sure these are locked when you leave
the premises or go to bed.
If your property has any faulty locks or alarms, let us
know as soon as possible.
Your landlord is not required to protect the contents of your home with their insurance policy. We highly
recommend you take out contents insurance for your own belongings, so that you are covered in the event of a
burglary or other home-based incident. For more information, please head to:
www.goodlord.co/contents-liability-insurance-for-tenants
As per the tenancy agreement, it is essential that you contact us with reasonable notice before leaving the
property vacant for any continuous period of 14 days or more. When you know the dates of your holiday and
when the property will be empty, notify your Property Manager so that we can keep secure records on our
system.

In Case of Entry: Call 999
If you are the victim of a burglary or forced entry, remain calm and call the police immediately.
You should never attempt to tackle or deal with an intruder yourself. Call for help and alert your neighbours if
possible.
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How to Prevent Damp and Mould
Damp and mould in the home can be a health hazard, causing respiratory problems and exacerbating allergies.
As a tenant, you’ll want to make sure your home is mould and damp free, for both your own health and as part
of your tenancy agreement.
This quick guide explains how to minimise the spread of damp and mould in the home, and how to clean
mould spots.

Tips to Minimise Damp and Mould
Keep an eye out for leaks - Leaky window frames, pipework,
walls and doors are common sources of moisture. If you see a
leak, make sure you report it to us via our link
(www.thornleygroves.fixflo.com/Auth/HomeIssueCreate)
as soon as possible to make sure the problem is dealt with
swiftly. In the meantime, use a bucket or bowl to collect any
drips and make sure to clean up puddles with a mop or
towel.
Drying clothes - Don’t dry clothes on radiators, the vapour
turns into moisture in the air and this then circulates around
the room. The moisture will gather on walls, windows and
other fabrics in the home and can be a mould risk. Instead,
dry clothes on a clothes airer in a well-ventilated room. Open
a window or use a dehumidifier to minimise the spread of
moisture indoors.
Keep doors closed - Keep bathroom or kitchen doors closed
when having a shower or bath, or when cooking. This will
prevent moisture from spreading to other parts of the
property.
Use extractor fans - When having a shower or bath, always make sure the extractor fan is running to ventilate
the room. If you have an extractor fan in the kitchen, you should also use this when cooking to disperse
moisture and cooking smells. In the absence of extractor fans, open a window to allow the moisture to escape.
Air the property regularly - Open windows regularly to make sure your property is well-ventilated and if fitted
on the windows, open the air vents. Even when it’s cold, moisture gathers in the home so opening the window
allows some of this moisture to escape.
Use a dehumidifier or damp trap - Using a dehumidifier is a great way to take the moisture out of the air,
especially if you dry your clothes indoors. You can buy an inexpensive one from a local hardware store or online.
Damp traps can be picked up relatively cheaply, but they are disposable, therefore, you might find it more
economical to use a dehumidifier.
Wipe away condensation - Cleaning the condensation from windows and frames will minimise the spread of
black mould. Keep a rag or towel to hand.
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Plants - Plants can be a great addition to your damp prevention arsenal because some can actually absorb
moisture and pollution from the air. Peace lilies, tillandsia, palms and ferns are all good moisture absorbers.
Airflow around the home - Avoid pushing furniture against the wall, or overstuffing wardrobes as this can
cause damp and mould to grow and spread. Check behind furniture regularly for signs of damp or mould
growing.
Heating - Running your heating can avoid cold spots, dry out damp and lower the chances of mould forming.

How to Clean Damp and Mould Spots
Damp commonly occurs in the bathroom, on exterior facing walls and around window and door frames.
Monitor these problem areas and clean the moisture and damp regularly to minimise your chances of black
mould.
If you see mould forming, be sure to use gloves and a face mask before cleaning. Ventilate the room well when
cleaning mould spots. Dispose of any rags that you have used to clean mould after using.
Most black mould spots can simply be wiped off with a damp cloth. Be sure to dry the affected area after and
leave the room to ventilate.

If there is a more ingrained mould problem, such as in a bathroom or exterior wall, follow these steps.
Make a bleach solution, one part bleach to three parts water.
Use a stiff bristle brush to scrub the area.
Clean off the area then dry it, then leave the area to ventilate.
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How to Prevent Pest Infestations
As part of your responsibility to maintain the
upkeep of your new home, you’ll also need to
ensure you prevent pest infestations. If you do
experience problems with pests, you’ll need to let
us know as soon as possible so that we can
organise remedial action.
You can report any pest issues via our online repairs
and maintenance portal:
www.thornleygroves.fixflo.com/Auth/HomeI
ssueCreate
Some of the most common pests in UK homes include:
Mice
Rats
Bats
Squirrels
Fleas
Cockroaches

Wasps
Bees
Dust mites
Spiders
Ants
Bedbugs

Many of these pests also bring additional health hazards and some can also damage the property.

Common Causes and Avoidance
Like all animals, the creatures we designate as pests are
just looking for somewhere comfortable to call home.
They’re normally looking for food, shelter and warmth.
Smaller insects such as cockroaches, bedbugs and fleas
are the most likely to make their home in your home.
Other animals such as mice or rats might become
regular visitors, if there is an easy source of food.

Prevention
To avoid encouraging an infestation of pests, the
following practices should minimise your chances
of exposure.
Store fresh food securely
Keep fruit and vegtables either in the fridge or in a
store cupboard. The higher up you store food, the
less chance of mice, rats or insects getting hold of
them.
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Clean regularly
Food debris on the floor can attract all manner of vermin
or insects. Be sure to sweep, vacuum and clean any areas
where food is consumed, prepared or stored on a regular
basis.
Put your rubbish out
Make sure you put out your rubbish on a regular basis,
especially if you have lots of food waste.
Bins and rubbish
Overflowing bins, or rubbish that has not been disposed
of correctly can attract animals like foxes or rats. Make
sure any external bins have a secure lid that can be
closed and avoid over-filling them.
Composting
Making your food waste into compost is a great idea! But
make sure you either use a secure compost bin, or that
any open compost containers are situated far from the
main residence. Also, do not add cooked food to your
compost as this can attract rats.

What to do if You Have Pests
If you have a pest infestation, identify what might have attracted them and try to put it right. This normally
involves some cleaning and perhaps a change in the way you’re storing food.
In the event of smaller pest infestations, you can use common domestic pest control products.
If you find you have a bigger problem, please make sure to report it to us as soon as possible via our online
portal:
www.thornleygroves.fixflo.com/Auth/HomeIssueCreate
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Autumn and Winter
Property Checks
Making sure your property is ready for winter means you’ll be able to keep the warmth in, save money and
protect your home. During the autumn months, make sure you prepare for colder periods with this helpful
checklist.
Heating
You can do some simple checks to make sure your heating is ready for winter. This includes radiators and
fireplaces.

If the property has a gas supply the gas safety record should be valid and updated annually. Make sure to
check with your Property Manager if the gas safety record has expired.
Fireplaces and chimneys should have been cleaned before you moved in. But if you are a resident for an
extended period of time, please check if they are clean and clear.
Check radiators are working correctly. If you need to bleed radiators you can either do this yourself or
request a professional to do it for you.
Insulation
Your insulation needs to be efficient to enable you to
keep the heat in. Inefficient insulation means lost heat
and lost money.

Check draught proof covers around letterboxes and
keyholes.
Check door and window frames for damage and
arrange repair if necessary.
Gardens and Outside Areas
In the winter months, your garden or outside area tends
to become neglected. To minimise damage to the
property, the garden and the equipment, you should:

Trim bushes and prune trees.
Rake up any fallen leaves.
If you want to plant shrubs and trees, autumn is the
ideal time to do so.
Put away any equipment or outside furniture.
Property Exterior
The autumn months are a good opportunity to check
the property before the wet or cold weather sets in.
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Check for peeling paint, which can be a sign of
moisture penetrating the building.
Check pipes, drains and guttering to make sure
they’re clear and properly affixed.
Autumn is a good time to clean windows, once
again you might need to hire someone to do this.
Make sure vents are not obstructed.
Check exterior lights are working correctly.
Plumbing
Keeping the water flowing is even more important
in the winter months. These quick checks will make
sure you’re ready.

Make sure pipes are insulated, especially pipes in
the loft or outside the property.
Check the stopcock is working.
Make sure pipes are clear.

Checklist for Moving Out
One Month Before Move Out
With one month before you have to leave the property, it’s a good idea to start clearing out your belongings.
Local charities will be grateful for any surplus clothing, utensils, electronics or ‘bric-a-brac’.
With one month’s notice, inform the utilities companies that you will be leaving in a month. Final meter
readings (if necessary) are normally done at the end of the contract, but you can arrange for contract
termination dates on:
Phone/Internet.
Gas.
Electricity.
Water.
TV Licence.
You may also want to arrange to forward your post or
begin the process of informing businesses of your
impending change of address.
At this time you should review your tenancy agreement
in order to check your obligations and undertakings at
the end of the tenancy. Your agreement specifies that
the property should be returned in the same condition
as when you move in, subject to wear and tear.
With one month to go, it’s also a good idea to arrange a
removals van, or make other arrangements to move
your belongings to your new home.
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Two Weeks Before
Move Out
It’s a good idea to start boxing and bagging up
belongings in preparation for your move. Keep out
things you are likely to use in the meantime, but by
sorting this out now you’ll be able to organise and
prepare accordingly for the move.
As cleaning and tidying is quite a big task, you might
want to organise a professional cleaning service to help
you leave the property clean and tidy.
If you have a store of tinned goods or items in the
freezer, plan your meals to use up as much food as
possible in the meantime.

One Week Before Move Out
You may wish to start the process of cleaning and tidying in the
final week. Spreading tasks over a few days is better than doing it
all in one day.
If you haven’t yet organised a removals company or made
arrangements for your move date, you should organise this now.
Also, if you’re hiring a professional cleaner to help with the tidying
then make sure it’s all confirmed.
Other things to consider:
Pet care.
Childcare.
Check the parking situation both at your current and new
property.
Dismantle larger items of furniture.
Moving is hard work, so make sure you get as much help as you
can.
In the days before the move you should to do the following:
Defrost and clean fridge and freezer.
Ensure that all light bulbs, fluorescent tubes and fuses are in
place and in working order.
Clean outside areas such as garden, yard or balcony.
Store outside equipment in the store room, shed or garage.
Obtain Meter Readings.
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Moving Out Day
Clean and tidy the entire property to the standard outlined
in your tenancy agreement.
If you need to take any photos for your records, then do so.
We may specify that you need to shut down certain facets
of the property.
These might include:
Main power supply.
Mains water or gas supply.
Switch off power at the walls.
Lock or secure doors, windows, shutters and outside
buildings and set any alarms.
When you’re finished in the property and before you return the keys, don’t forget to check over it and make sure
you haven’t left any belongings behind.
Finally, you should return all the keys and security fobs as stated in your tenancy agreement.

Tenant Deposit Scheme/Reposit
If you have signed an Assured Shorthold tenancy
agreement, it is a legal requirement that all landlords
need to protect your deposit by keeping it in a
government-backed tenancy deposit protection
scheme. Here, at Thornley Groves, we use the Tenancy
Deposit Scheme (TDS). As per the scheme
requirements, we will register the deposit within 30
days of receiving the funds and provide you with a
copy of the registration certificate, so you don’t need
to worry about whether your deposit is protected.
Your ‘holding deposit’ doesn’t have to be registered
with the TDS. This was the money you put down to
hold the property after a viewing, which is usually the
equivalent of one week's rent, This money was used to
contribute towards your first rental payment in line
with the notification of letting.
Once you have moved out of the property, we will
conduct a check-out report, and use the inventory to
decide whether the property has been left in the
same condition as received at the beginning of your
tenancy. We do consider normal wear and tear when
conducting this report. At the end of your tenancy, if
there are no repairs or cleaning work needed at your
property, we have ten days before your deposit is due
to be paid back to you.
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If there are any problems with the property, we will
let you know if we need to deduct payments from
the deposit. We will deduct monies from your
deposit in the event of the following:
Non-payment of rent.
Unpaid bills at the end of tenancy.
Damage to the property beyond ‘normal wear
and tear’.
Damage to the property through negligence.
Inadequate hygiene or cleaning of the property.
Poor maintenance of key facilities such as garden
(if applicable).
Removal of belongings left at the end of the
tenancy.
The cost to replace keys/fobs or change locks if
keys are not returned to the agent.
If you agree with the deductions you will be required to confirm this in writing. We will organise prompt
payment of the undisputed monies. If you are not in agreement then please firstly contact your Property
Manager who will speak to the landlord on your behalf. If no agreement can be reached, you can contact the
TDS. You have 90 days from the end of your tenancy to raise the dispute.
Reposit is not a deposit. If you purchased a Reposit, you paid a service charge equal to one week’s worth of rent
to allow you not to pay a deposit and for your landlord to be added to the Reposit Insurance Policy.
At the end of your tenancy, your landlord may claim on the Reposit. It is your right to either agree or dispute
their claim and Reposit will act as an impartial mediator.
If you decide to dispute a claim, an independent arbiter will assess and award monies based on factual
evidence presented both from the landlord and tenant. If the arbiter rules wholly in favour of the landlord an
administration charge will be added to the balance you owe.
If you have any questions or queries about your Reposit, you can use the link below:
www.thornleygroves.co.uk/reposit-tenants/

This ‘Tenant’s Essential Guide’ produced by Thornley Groves is based on residential lettings and property
management legislation, in accordance with Government regulations in England. It is intended to be
used as a guide only, is not exhaustive, and should not be considered legal advice. For full terms and
conditions of your tenancy, you must refer to your signed tenancy agreement as this is a legally binding
document. For impartial help and assistance regarding tenancy agreements and all matters relating to
residential lettings and management, we suggest that you contact the Citizens Advice Bureau.
As a tenant, you need the reassurance that maintenance issues will be dealt with promptly and your
tenancy will run smoothly. Thornley Groves are members of The Property Ombudsman and ARLA
Propertymark. ARLA Propertymark Protected members are qualified property professionals who hold
client money in designated client accounts, which are independently inspected every year. Every year
tenants suffer through dealing with agents who are inexperienced or do not adhere to the law.
Propertymark promotes higher standards than the law demands and they hold their members
accountable in order to protect you and your money.
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