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YOURSAFETY

Smoke Detectors & Carbon Monoxide Alarms
Smoke and carbon monoxide detectors are provided (where applicable) for your safety. Itisatenant’s
responsibility to maintain these during the tenancy

Any appliance burning carbon fuel, including wood burning stoves, can produce carbon monoxide.

» Never block air ventsin rooms containing a gas or other carbon burning appliance.

« Testalarmsweekly using the button located onthe alarm.

« Replacebatteriesregularly.

» Keep alarms free from dust and other obstructions.

« Ifyourlandlord has provided an alarm(s), whilst replacing batteries is your responsibility, faults should be
reportedimmediately.

« Portable alarms, which you can take with you when you move out, are readily available.

Legionella

Legionella bacteria, which canlive inwater systems, can pose potential health problems, particularly for higher
risk groups. Whilst such problems are rare when a system s operating normally, you should nonetheless take
reasonable precautions.

When a hot water systemis operating normally water should be delivered to outlets such as showers and taps at
between 50 & 55 degrees.

« Promptly report any problems with hot water not being delivered within these tolerances.

« Careshould be exercised when testing the water temperature to avoid scolding.

« Whenfirst using the water system after a period of nonuse (1 week orlonger), allow at least 1 hour for the hot
water to reach temperature.

« Showers andtaps should be flushed through following a period of non use.

« Showers andtaps (especially those with aerators) should be regularly cleaned and disinfected.

» Douches andtaps with pre set mixers operating below 50 to 55 degrees should be cleaned and disinfected
more regularly. Use of these should be avoided by higher risk groups, including those suffering from chronic
respiratory or kidney disease, and people whose immune systemisimpaired.

» Hottubsandwhirlpool baths should be cleaned and operated in accordance with the manufacturer’s
guidelines.

GasLeaks

If you smell gas you should call the National Gas Emergency Service on 0800 111 999 and vacate the building
until help arrives.

Remember to ventilate the room as much as possible and do not turn onlights or electrical appliances.

CONTACT INFORMATION

Who is my contact at Hamptons?

Prior to moving into your new home you will be provided with details of a dedicated

Property Manager who will be your main point of contact throughout the tenancy. When he or she is unavailable
a colleague will gladly assist.

« Your Property Manager will usually be available from 9am to 6pm Monday to Friday.
« If you are unsure of whom your Property Manager is please speak with your local office.

What happens when you are closed?
When we are closed helpis at hand three hundred and sixty five days a year by calling:

London Offices 02075188600
Country Offices 02037645561
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Anemergency is deemed to be where a problem places either you or the property inimminent danger of suffering
harm, injury ordamage. All other matters should be reported as soon as the office reopens.

When calling out of hours, the contractor will assess, so faras heis able, the seriousness of the situation. You should be
aware thatif a call outis subsequently not deemed to have been an emergency then you will be liable for the call out
charge.

Before placing a call regarding loss of power, remember to check for obvious problems such as tripped residual circuit
breakers (RCB's)/ blown fuses as well as checking if other propertiesin the building or area are similarly affected.

If you smell gas you should call the National Gas Emergency Service on 0800 111 999 and vacate the building until
help arrives. Remember to ventilate the room as much as possible and not to turn onlights or electrical appliances.

« Helpisathandtwenty four hours aday, three hundred and sixty five days ayear.
« Alwayscarry out afew simple checks before reporting a problem.

 Only callout of hoursinanemergency or you will be responsible for the cost.

» Have details of the make and model to hand before calling.

Tenants Online

Ouronline portal gives you access to key information about your tenancy including the following:

« Downloadimportant documents
« Onlinerental payments
« 24 hour maintenance reporting

Go online at https://myaccount.namptons.co.uk .
If you have not received your online invitation speak to your Property Manager.

RENTAL PAYMENTS

Who sets up recurring rental payments?

As Tenantsitis your responsibility to set up and maintain a Standing Order for future rental payments, on
completion please advise Hamptonsin writing.

 Please check with your bank that everythingisin place well before the first paymentis due.

« Evenwhensetting up payments online you should check monies are leaving your account as directed.

» Queriesregarding rental payments can be directed to our Client Accounts Department.

 Your Property Manager or Hamptons Branch will provide you with details of your Client Account Manager and
their contact details.

« Always check that paymentinstructions to your bank have been received and acted upon.

Does Hamptons automatically stop collecting rent at the end of the tenancy?
No, itis therefore important that you cancel your Standing Order once your final rental payment has been made.
We cannot be held responsible for any delay in recovering your money if you forget.

UTILITIES

What about the transfer of utilities?

Under normal circumstances, with alllong let tenancies the payment of utility charges and council tax will be
your responsibility as tenant. We offer a Home Setup service from our expert partners Just Move In. They exist to
make your move easy - sorting all the time consuming utility admin and finding you the best deals; from utilities to
counciltax, Royal Mail redirection, storage, TV and broadband.

Itisimportant that you ensure your obligations for the transfer and payment of utility charges and council tax
are met as neither we, nor your landlord or any of the transfer companies we use can accept liability for unpaid or
estimated accounts.

« Alwaysensure that utilities are promptly transferred into you name.
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What about mediaservices?

Subject to location and services available within your building you may be able to take advantage of media
packages from providers such as Virgin Media, Sky and British Telecom.

Please remember that you will need permission from your landlord for the installation of any wiring or satellite dish
that might be required.

Yourlandlord’s permissionis required forinstallations other than those you can plugin and use.

INSURANCE

What aboutinsurance?

Yourlandlordis responsible for insuring his possessions and you are responsible for insuring yours.

You should ensure you have adequate insurance to cover all of your property. Many Tenant Insurance products
include accidental damage cover which give protection should you accidentally damage the Landlords
belongings.

CLEANING

What if the propertyisn’t clean when I movein?

Your property will usually have been professionally cleaned prior to you moving in. Any deficiencies in this regard
should be noted onthe inventory check-in. You will not be responsible for returning the propertyin acleaner
condition than that noted on the check-in unless additional cleaning took place afterwards at your landlord’s
expense.

Please contact your Property Manager if you have any concernsin this regard. Please note however that a
professional clean cannot restore a property to “as new” condition and your landlord is not responsible for rectifying
the effects of wear and tear and the passing of time.

« Reportany concernsto your property manager as soon as possible.
« Aprofessional clean cannot rectify the effects of wear and tear and the passing of time.

REPAIRS & MAINTENANCE

When something breaks down what should I do?

Astenant you are responsible for promptly reporting maintenance issues as they arise.

Where thisinvolves an appliance apparently not working, firstly read the instruction manual as any unnecessary
callout charges will be your responsibility. Most instruction manuals provide a useful troubleshooting section.

When a breakdown occurs, your Property Manager will arrange for an approved contractor to visit as soon
asisreasonably possible. Itisimportant to remember that your landlord is unable to insulate you from, or to
compensate you for, the inconvenience that inevitably occurs when repairs are required. Inthe event of a
breakdown your Property Manager will do everything reasonably possible to keep any inconvenience to youto a
minimum.

You can report maintenance issues by telephone, email or using our Tenants Online service at
https://myaccount.hamptons.co.uk

Asthe colder weather approachesitis prudent to allow ample time to check that your heating systemis operating
correctly as any parts which may be required to correct a breakdown might not always be readily available. After
reference to the instruction manual, please remember that with gas fired boilers you should check if the pressure
needsincreasing. With central heating systems, to avoid all or part of a radiator remaining cold you will usually
need to bleed air from the radiator when the systemiis first switched on in the autumn*.

These simple steps will help avoid you paying for unnecessary call out charges.
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« Alwayscheck the instruction manual before reporting a problem.
« Remember to check that your heating is working before the winter months.
» Have details of the make and model to hand when reporting a breakdown.

*Please ask your Property Manager if your require advice.

Dolneedtobeatthe property when a contractor visits?

Providing that keys are available at your local Hamptons branch, or have been left with a porter or concierge,
thereisno need foryouto be at the property. Homptons approved contractors are vetted and carry adequate
publicliability insurance.

If youwould prefer to be present when a contractor visits this is perfectly acceptable but may lead to adelay. If at
your request a contractor attends at the weekend, before 9am or after 5pm when charges are higher, you will be
responsible for the additional cost.

Problems arerare, butif you are at all concerned with the work carried out please report this to your Property
Manager as soon as possible

» Youwill not usually need to be at the property when a contractor visits.
« We canusually arrange appointments outside of normal hours when you are home subject to you bearing the
additional cost.

What if | can’t operate an appliance or the heating and hot water?

Instruction manuals should be available within the property to assist you in familiarising yourself with the
appliances and equipment provided. Please contact your Property Manager if aninstruction manual is missing.
Alternatively, and to save time and inconvenience, manuals are often available online.

» Alwaysreadtheinstruction manual.
« If aninstruction manualis missing copies are often available online.

What about air conditioning systems?

Anincreasing number of properties now benefit from air conditioning and comfort cooling systems. These differ
inso far as comfort cooling does not reduce the ambient temperature to the same extent as a more powerful air
conditioning system. In simple terms, on a hot day, if a comfort cooling system has not reduced the temperature
as much as you would like, thisis not necessarily indicative of a problem. Please bear thisin mind before reporting
a perceived fault.

Many such systems are operated centrally by the Freeholder or Block Agent, and so are beyond the direct
control of your landlord or Property Manager. Problems should first be reported to the porter or concierge at the
building.

« Please bearin mind that comfort coolingis not as powerful as air conditioning.
« Iflivingin an apartment building, please report problemsto the porter or concierge first.

Leaks

Leaksfrom one property to another are not uncommon, especially in developments comprising a number of
apartments. Leaks can result from something as simple as failed seals in baths and showers to more serious
problems with pipework installations. In situations such as this please contact your neighbour, porter or concierge
assoon as possible before reporting the problem to your Property Manager or calling an emergency contractor.

If you suspect aleak within your property please immediately contact your Property Manager.

« Ifaleakis coming from another property, speak to your neighbour, porter or concierge first.

« Whoisresponsible for changing light bulbs?
Light bulbs are atenant responsibility. Care should be exercised when fittings are above head height or located
inareas accessible only by ladder. Subject to payment in advance your Property Manager will be able to make
arrangements for a handyman to attend to this on your behalf.

« Lightbulbs are atenantresponsibility.
« Alwaysexercise care around electrical fixtures and fittings by turning off the power before replacing bulbs.
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Whoisresponsible if the drains become blocked?

Unless the problem results from a failure in the sewerage or drainage system you as tenant are responsible for
clearing blockages. Subject to any restrictions on the use of chemicals with septic tanks, regular use of drain
cleanersin bathrooms and kitchens helps avoid blockages.

» Regularuse of drain cleaners helps reduce the risk of blocked drains.

What if there is a septic tank or sewerage system?

Please check the Agreement for your obligations which should include details of how often the tank needs to be
emptied together with any restrictions on what can and can not be put through the drainage and sewerage system.

« Always check the Agreement to establish your obligations.

Who looks after the garden?

Always refer to the Agreement, but responsibility for maintaining the garden in seasonal order, and for clearing
patios, balconies, drains and gutters of fallen leaves will be your responsibility. Most Agreements will prohibit you
fromlopping or destroying trees, plants and shrubs; however, reasonable pruning is expected. Planters and pots
should be watered as required.

« Always check the Agreement for confirmation of your responsibilities.

Who looks after the swimming pool and hot tub?

Please refer to the Agreement, but normally the tenantis responsibility for keeping the waterin optimum
condition, The landlord is usually responsible for maintaining the filter, pump and associated equipment/
machinery.

« Always check the Agreement for confirmation of your responsibilities.

Ventilation

Itis a condition of your tenancy that the property is kept ventilated so as to avoid the build up of condensation
and mould. Thisis particularly important in well insulated modern properties. To help avoid claims against your
deposit for unreasonable deterioration always use extraction fans and ventilation systems whilst regularly
opening windows to allow fresh air to enter the property.

« Maintaining adequate ventilationisimportantin any property.

Canl hang pictures?
Subject to the provisions of the Agreement yes, providing the number is not excessive and that you use
commercially produced picture hooks making good any damage at the end of the tenancy.

What if Ineed more keys to the property?

Subject to written consent you are, at your own expense, able to have additional sets of keys cut. Details will be
held onfile, and allkeys must be returned at the end of the tenancy.

PROPERTY VISITS

What about property visits?

At some point during your tenancy we will visit the property to carry out a superficial check for obvious signs of
deterioration. You will be given ample notice of anintended visit and it is not necessary for you to be at home. If
necessary please remember to leave keys with your porter or concierge.

For London properties the visit will be carried out by a Visit Coordinator rather than your Property Manager.

Please do not wait for a property visit before highlighting maintenance and repairissues as these should be
discussed with your Property Manager as soon as possible.

« The property willusually be visited by us once or twice a year depending on our agreement with the Landlord.
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Dolhaveto allow access?

Yes, you are under a statutory and contractual obligation to allow your landlord and his representatives access
subject to you being given twenty-four hours notice.

Your wishes will be accommodated wherever reasonably possible; however, failure to provide accessis viewed as
aserious breach of your obligations.

ND OF TENANCY

What happens as the end of the tenancy approaches?

Within the last three months of the initial term of the tenancy our Renewals Department will contact you
regarding renewal or termination.

What happensonthedaylleave?

Atime will be arranged for you to meet with aninventory clerk to check the condition of the property against
the check-in document prepared at the start of the tenancy. This report, known as the check-out, will note any
differences which, fair ware and tear aside, will form the basis from which to calculate the apportionment of the
deposit.

You should have been given a copy of the check-in shortly after your tenancy started. In preparing to leave we
advise that you check this document to ensure you are returning the property in the same condition as you foundiit,
and do not forinstance inadvertently remove any of your landlords belongings.

Pointsto remember are:

» Have any missing or brokenitems beenreplaced?

« Have any blown light bulbs beenreplaced?

« Haveyoureported any electrical items notin working order?

» Hasthe furniture beenreturnedtoits original position?

« Have ALL your possessions been removed?

« Hasthe property been professionally cleaned?

« Hasthe property beenleftinthe same state of cleanliness as detailedin the check inreport?

These are allthings that you can putinhand easily and fairly cheaply prior to leaving, that can be expensive to rectify later.

Theinventory clerk will collect keys at the end of the appointment and return them to us, after which you are unable
tore-enterthe property to carry out further cleaning or to remove your belongings. With thisin mind, itisimportant
to ensure you have vacated and cleaned the property prior to your appointment with the inventory clerk. Clerks are
unable to check you out of a property that is not empty of your belongings orinthe process of being cleaned. In such
cases you willbe responsible for the cancelled appointment and associated costs. Please remembertoreturnall
keystothe property, including those for post boxes and windows as well as security fobs and access remote control.
Alist of those issued should be noted in the check-in.

Failure toreturnthese on the day couldresultin the locks being changed at your expense. We suggest not leaving
checking this to the last minute. Remember any keys held by a friend, neighbour or cleaner.

Don‘t forget you cannot re-enter the property once the check out has been completed.

Cleaning the property at the end of the tenancy

Fairwear andtear aside, the property should be returnedin the same condition as when it was handed over.

Your landlord would normally have had the property professionally cleaned. Please remember that cleaningtoa
good domestic standard is NOT the same as a professional clean.

There are more landlord and tenant disputes regarding cleaning than any otherissue.
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What about the garden?
If you have agarden, patio, terrace or balcony with your property this will need to be cleaned, tidied and returned
inseasonal order.

What about the transfer of utilities and forwarding post?

Theinventory clerk will take meter readings at the end of the tenancy; however, itisimportant to ensure that you
promptly advise all utility providers and the local authority of your last contractual day at the property, aswell as
providing your forwarding address.

Regarding BT phone lines, whilst advising them that you no longer require theling, it should not be disconnected as
this willincur a reconnection charge that will be your responsibility.

Please ensure that any cable, satellite and internet hardware not provided by your landlord is removed or collected
prior to your departure and any damage from installation or removal repaired. If the property has oil, Calor Gas or
septic tank drainage, please make reference to the tenancy agreement for your obligations to refilland empty.

Neither Hamptons, your landlord or a new tenant will forward post to you. You can arrange for your post to be
redirected by the Royal Mail on www.royalmail.com for periods of 1, 3, 6 and 12 months.

Does Hamptons automatically stop collecting rent?
No, itis therefore important that you cancel your Standing Order once your final rental payment has been made.
Hamptons cannot be held responsible for any delay in recovering your money if you forget.

DEPOSIT MONIES

Can my landlord make deductions from the deposit without my approval?

Please check your tenancy agreement, but with 99% of tenancies this will not be possible as Hamptons usually holds
your deposit as stakeholder. As stakeholder we cannot release the deposit to either you or your landlord until you
have reached agreement on how itisto be apportioned.

How soon willl get my deposit back?
Working with you and yourlandlord we will do everything reasonably possible to return your deposit quickly. Once
agreement has been reached we can usually arrange for payment to your nominated account within afew days.

Asageneral guide you will be advised by way of a schedule of damages, whether or not your landlord proposes to
make any deductions from your deposit. This figure is arrived at using the check-in and check-out reports. Whilst we
advise your landlord on whatin our opinionis an appropriate figure, the ultimate decision as to how muchis claimed
rests with yourlandlord and not Hamptons. Any balance thatis not being disputed will be returned within 10 days.

Once you have both agreed the deductions in writing we can arrange for funds to be released.

What if we cannot agree onrelease of the deposit?
Under normal circumstances the amount not in dispute can be refunded in accordance your joint instructions,
leaving us holding only the amountin dispute.

Whilst you should make reference to your tenancy agreement, in the majority of cases your deposit will be
protected under Tenancy Deposit Protection.

There are currently three national schemes which can be used to protect your deposit. In most cases Hamptons
willhave registered your deposit with by the Tenancy Deposit Scheme (TDS).

The tenancy agreement will confirm how and when you should advise us that you are disputing your landlords
claim for damages, after which we will use our reasonable endeavours to broker an agreement between you.

If agreement cannot be reached within ten days then either you or your landlord are free to refer the matter to
the TDS. Once referred to the TDS they will ask us to transfer the disputed amount to them for the duration of the
arbitration process. Once the TDS has concluded its investigations it will apportion the deposit accordingly.

Both yours and your landlords statutory obligations to take legal action through the County Courtis unaffected,
but you should be aware that judges often take a dim view of alandlord or tenant who chooses to breach the
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terms
of the agreement by not using the independent arbitration provided by the TDS.

« Please note that disputes must be raised with TDS within three months of the end of the tenancy.

How much does the TDS charge me?

If your tenancy comes under the Housing Act, which most will aslong as your rentisunder £100,000 per annum
and you are anindividual and not a company, then generally speaking there is no charge. For tenancies outside of
the Housing Act, please make reference to the Agreement to see on what basis, if any, the TDS might adjudicate.

« For Assured Shorthold Tenancies there is generally speaking no charge for arbitration.

Can Hamptons refer the matter to the TDS on my behalf?

No, our clientin this matteris yourlandlord, and to avoid any conflict of interest we are unable to refer the matter
to the TDS on your behallf or to offer you anything other than general advice.

Hamptonsis not a party to the agreement. Whilst we offer your landlord advice we are not responsible for his
decisioninterms of the amount of damages claimed or release of your deposit.

« An Agent cannotrefer a dispute on behalf of atenant, only their client the landlord.

Where canlget advice?

If your depositis protected by the TDS further information is available on www.thedisputeservice.co.uk or by
contacting themon 0845 226 7837 or deposits@tds.gb.com.

Otherwise your local Citizens Advice Bureaux will be able to assist.

What if my depositisn’t protected by the TDS?

Please refer to the tenancy agreement as this should confirm your options in the event of a dispute arising; this will
normally be by another form of arbitration or through the courts.

More Information

Furtherinformation for each of the Tenancy Protection Schemes can be found online:

General Advice www.gov.uk/tenancy-deposit-protection
Tenancy Dispute Service (TDS) .....cccceeereeennneees www.thedisputeservice.co.uk

My Deposits www.mydeposits.co.uk

Deposit Protection Service (DPS).......ccccceeeeeee. www.depositprotection.com
Aredisputes common?

The number of disputes referred to the TDS and the courtsis low in comparison to those agreed amicably.

CLEANING REQUIREMENTS
Fair wear and tear aside the property should be returned in the same condition as it was handed over. Remember

to ensure that all your belongings are removed from the property, including refuse, garden waste, unwanted
clothes and redundant furniture, otherwise you will be charged for their removal and disposal.

To help avoid problems later on, we have provided this checklist to confirm the areas which need particular
attention.

ALLROOMS

Light Bulbs Replace all blown bulbs and lamps, including those illuminating work
surfaces.
Carpets Vacuum and professionally clean, paying particular attentionto

edgesand underneath furniture.

3007 Guide for Tenants of Hamptons Managed Properties Page 10



Vinyl & Tiled Floors
Walls, Sockets & Switches

Wash, polish and clean.

Dust and cleanto remove scuffs, finger marks and cobwebs.

Coving Remove cobwebs.
Ceiling Remove cobwebs.
Paintwork Clean and dust: skirting boards, architraves, picture rails, dadorails,

doorframes, window frames andsills.

Furniture Clean and polish, including the inside of drawers and cabinets and

returntoits original position.

Soft Furnishings Wash/clean all covers and vacuum, including beneath cushions.

Forleatherupholstery wipe with a clean damp cloth and treat using
leather nourishing cream, and NOT furniture polish.

Curtains, Pelmets, Blinds & Net Curtains.......... Vacuum, professionally launder/clean, press and re-hang.
Linen Launder, press and fold neatly.
Windows Clean and polishinside and out, including between secondary

glazing.

Ceiling & Wall Lights Clean, remove cobwebs (including shades) and replace blown bulbs.

KITCHEN

Units Cleaninside and out, including drawers and cupboards.

Work Surfaces Cleanand polish.

Sink Unit, Taps and Faucets Remove alllimescale and water marks, clean and buff.

Cooker/Stove Cleanand degreaseincluding any grill pan & ovenracks.

Fridge & Freezer Defrost, cleaninside and out and deodorise. Switch off at mains and
leave door(s) ajar.

Dishwasher/Washing Machine........................ Cleaninside and out including: soap and fabric softener drawer,
filters and rubber seal. Run cleaning cycle to remove limescale.

Tumble Dryer Cleaninside and out ensuring filters and hoses are cleaned
thoroughly.

Microwave Cleaninside and outincluding turntable and grill (where applicable).

Extractor Fans & Cooker Hoods........cccceueeeeennee Clean, degrease, replacefilters and check operation of working light,
replacing the bulbif required.

Crockery, China, Glassware & Utensils.............. Clean and have accessible forinventory check.

BATHROOM

Bath, WC, Bidet & Shower Cubicle ................... Remove alllimescale and water marks, clean and buff.
Remove alllimescale and water marks, clean and buff.

Taps, Faucets & Fittings

Visible Pipes

Shower Screens & Tiles

Mirrors & Glass
ExtractorFans

OTHER AREAS

Clean, dust and polishwhere accessible.

Remove all limescale, mould and water marks and then polish.
Cleanand polish.

Vacuumandwipe.

Garage & Parking Space These should be left clear of your possessions, cleaned and swept.
Garden, Patio, Terrace & Balcony ............ These should be cleaned, tidied and leftin seasonal order.
Swimming Pool, Hot Tub & Sauna ............ Please refer to the tenancy agreement for your obligations.
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