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Welcome
Thanks for choosing one of our properties

We want you to be happy in your new home, 
however long you decide to stay.

This booklet provides the key information you 
may need during your tenancy, particularly 
regarding any maintenance issues. Please 
keep it safe. 

A pdf copy is available along with further 
details and other useful information on our 
website www.maxinelester.co.uk.

Inventory & Schedule  
of Condition
We usually provide you with a copy of the 
Inventory and Schedule of Condition at the 
check-in meeting.

This is an essential document for you. It is the 
agreed record of what the property is like at 
the start of your tenancy. You should leave the 
property in the same condition at the end of 
your tenancy as shown on the 
Inventory, other than fair wear 
and tear.

If something is not listed as 
damaged on the Inventory 
but is damaged at the end of 
the tenancy, you will be held 
responsible.

YO u r  f I r S t  f e W  d aY S
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Therefore please make sure you go 
through the Inventory thoroughly, making 
amendments, being as clear and specific as 
possible, ideally with photographs. Please 
return any comments within 3 working 
days of your check in meeting. If you do not 
comment in this time we will take that as 
your full agreement to the contents of the 
original inventory.

Once we receive your amendments we 
will then clarify any comments and 

send you the final agreed version.

Once you get the final agreed 
version please keep it in a safe 

place as you will need it at the 
end of the tenancy.
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find what you need in an 
emergency!
We have provided 
information about where 
to find the stopcock, 
electrical mains 
switches and gas 
stopcock. Please 
make sure you find them – you don’t know 
when you may need them!

Can you use the heating?
Find the heating 
control and 
instructions, make 
sure you understand 
them. There are helpful 
guides on line for most 
heating controllers which often make more 
sense than the instructions!

Water Safety
Static water can be an ideal breeding ground 
for legionella bacteria. If inhaled these 
bacteria can cause flu like symptoms and, in 
extreme cases, death. Therefore please run all 
the taps and showers for a few minutes before 
you use them.

The good news is most domestic water 
systems have enough movement of water 
to prevent a problem. However there is a 
higher risk if water has not 
been used for a few days, 
for example when people 
have a holiday, or between 
tenancies. At these times 
water which has sat in a 

shower head, shower hose or even water pipe, 
may have higher levels of bacteria.

Insurance
As you are responsible for any damage you 
cause, even if it is by accident, we strongly 
advise you get appropriate tenants’ insurance 
cover.

Please be aware normal contents insurance 
will not cover damage to your landlords’ 
property. Therefore you need to make sure 
your insurance covers damage to the property 
for which you are responsible.

Please contact us or visit our website for 
details of a company who can help you find 
suitable insurance.

utilities
Where known you will have been told the 
utility companies for your home. Where 
appropriate the meter readings will be 
recorded on the inventory.

You will need to set up accounts to get 
supplied with electric, gas, water and phone, 
as well as ensure your council tax and TV 
licence are paid.

Unless advised otherwise you are free to buy 
these services from any supplier. However you 
can’t change the supply meters, eg to a pay 
as you go meter, without written permission. 
Wherever meters 
are changed you will 
be charged at the 
end of your tenancy 
to return these to 
regular meters.
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utilities
Helpful contacts to find out who supplies 
your property:

Gas – 0870 608 1524

electric – 0845 601 5467

Satellite dish
If you want to fix a 
satellite dish to the 
property you need 
to get permission 
from your landlord. 

How do I contact Maxine 
Lester residential Lettings?
Our Property Management Team can be 
contacted by

• 01480 494967
• repairs@maxinelester.co.uk

Where we manage your property 
maintenance you can also report and track 
property maintenance issues through our 
website www.maxinelester.co.uk

If you call out of office hours you will be 
directed to our 24 hour 
emergency engineer.

We suggest you 
programme the 
contact details 
for property 
maintenance into 
your phone.

If they give permission it is likely to be on 
the condition that you ensure no breaches 
of planning or lease requirements, and you 
remove the dish and any signs of the fitting at 
the end of your tenancy.

Benefits
If you receive any benefits make sure the 
benefits provider is aware of your new 
address.

Where we have provided repair contact cards, 
we suggest you place these near the fuse 
board in case they are needed and your phone 
battery is dead.

When are Maxine Lester 
residential Lettings offices 
open?
Our offices are open 
Mon-Fri 09:00-17:00 
Saturday 09:30-13:30 
Sundays and Bank 
Holidays closed.

YO u r  f I r S t  f e W  d aY S
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Property 
visits
We will visit your 
property about 
4 times a year 
to make sure 
everything is OK. This is a chance to briefly 
check for any obvious maintenance issues, 
how well any maintenance has been done by 
our contractors and whether you appear to be 
following the terms of your tenancy.

The visits are brief and there is no need for you 
to be present. We will advise you of the visit 
date, usually by email. We will usually then 
use our keys for access, unless we hear the 
date is not acceptable, or there are pets loose 
in the home. We can’t normally provide times 
for these visits, but we will try to if there are 
special circumstances.

During the visit we make brief notes and take 
photos of relevant items to report back to 
your landlord.

The first visit is usually 3-6 weeks after your 
tenancy starts, then approximately every 3 
months.

Maxine Lester Charges
The charges we may make are shown in the 
Terms of Business you originally 
signed before agreeing to the 
property.

We reserve the right to change 
these at any time 12 months’ or 
more after you originally signed 
them to allow for cost increases.

Any charges incurred which are not paid will 
be recovered from your deposit when the 
tenancy ends.

tenant responsibilities
You need to make sure you properly 
understand your obligations detailed in your 
tenancy agreement. In support of this the 
following is a summary of the key issues:

•  Pay your rent in full and on time.

•  Properly look after the property and notify 
us of any issues.

•  Before you make any changes, get our 
agreement in writing.

•  Contact us 
quickly about 
repairs needed.

•  Allow us to visit 
to complete 
repairs and 
inspections.

•  Let us know if 
the property is empty for over 14 days.

•  Do not sublet.

•  Let us know if any other people start living 
at the property, as they will need to be 
referenced.

•  Test your smoke alarms regularly.

Contact details
Please advise us of any change to your email, 
mobile number or work number so we can 
keep in touch and contact you in the event of 
an emergency.
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Shared tenancy?
Where your 
name is not the 
only name on 
the tenancy it 
is important 
to remember 
that you have 
‘joint and several’ responsibility. This means 
each named person is responsible for 100% 
of the tenancy, the rent and the actions 
of all tenants, eg if someone you share a 
tenancy with does not pay the rent, you are 
responsible.

If you wish to change the named people then 
please let us know and we can go through 
the details. Any new person will need to 
successfully pass the referencing process, for 
which there is a charge.

rent
You should set up 
a standing order 
to send us the rent 
each month. The rent 
should leave your 
account 3 days before 
it is due, to ensure it is not late.

If your standing order fails we can take rent by 
debit card through our website or if you call us 
on 01480 494967.

Your rent should be paid in one transaction 
on the day it is due. We will levy a charge if 
tenants pay separately.

If you’re likely to have trouble paying your rent 
let us know as soon as possible.

Pets
Pets can’t be kept at 
the property unless 
your landlord has given 
written permission 
and you have paid the 
charges and deposit.

If you get post for  
someone else
If you get post for 
your landlord please 
forward that to us.

We advise outgoing 
tenants to get Royal 
Mail to redirect their 
post. It does not always work. If you get post 
for past tenants we advise marking it ‘Return 
to Sender’ and put it back in the post box.
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Gas leak?
If you suspect a gas leak:

•  Open all doors and 
windows.

•   Do NOT light any flames 
or switch lights on or off 
(switches can cause tiny sparks).

•  Switch off the gas (make sure you know 
where the tap is – usually at the meter).

•  Call National Grid Gas Emergencies  
0800 111 999

•  Call us 01480 494967

Water leak?
If there is lots of water, 
switch off your water at 
the stopcock first!

Try to catch the water 
with bowls, or contain it 
with towels.

Try to see where the water is coming from – if 
it is not from your property try to find out 
whose property is causing it.

Call us, we will get it looked at.

Please be aware that when water comes 
through a ceiling it often comes through the 
lights, as that is where there is a hole in the 
ceiling. As a precaution we advise switching 
off the electrics for that light circuit.

fire
Get out of the property immediately; do not stop to collect anything.  
Once you’re safe call 999

To prevent any problem we strongly recommend you read and follow the 
advice on the Government Fire Safety website: 
https://www.gov.uk/government/publications/fire-safety-in-the-home
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repairs
Hopefully you don’t 
ever need to arrange 
a repair.

If you do and we 
manage the property 
maintenance, we want 
to get things fixed.

What repairs am I responsible 
for?
Your landlord is responsible for ensuring the 
safe and effective operation of the systems 
in your home eg heat, water, electric and 
drainage, and for the building itself.

You are responsible for looking after your 
home properly, meeting the cost of any 
damage you cause and doing the little jobs 
around the property that any reasonable 
tenant might do.

This includes things like changing any light 
bulbs, making sure the filter on the washing 
machine is clear.

If in doubt about whether you should do 
something, please ask.

How will Maxine Lester 
residential Lettings handle a 
repair call?
If you report something and it is your 
landlord’s responsibility, we will seek their 
authority to get the work done. This can take 
a few days.

Where it is an 
urgent issue or 
a significant risk 
and we can’t get 
your landlord’s 
authorisation in 
time, we will get on with things to reduce any 
problem or risk.

Before you call to report a repair please 
consider the self-help guides at the end of this 
booklet and on our website, which may fix 
your problem and save you some cost.

access for repairs and 
maintenance
To get things fixed in your property we or our 
contractors will agree access arrangements 
with you, giving at least 24 hours’ notice, if 
needed.

We have keys to most properties and generally 
use regular, reliable contractors. Therefore you 
do not need to be at your home for a repair 
visit, unless you want to be, or you have pets 
which may be a threat to anyone coming in 
the house.

We will not use our keys to 
come into your property 
unless we have agreed this 
with you, or there is an 
immediate and significant 
risk.

If you agree an appointment and then refuse 
access when our contractors arrive, we may 
need to make a cancellation charge.

www.maxinelester.co.uk
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Safety Checks
Periodic safety checks are required for your 
home eg Gas appliances must be checked 
annually. It is important that you allow 
our contractors access to ensure these are 
completed when required.

Condensation and 
mould
Some people 
experience problems 
with mould and 
condensation. The mould usually 
grows because of the moisture caused 
by condensation. This is rarely caused by 
the building; it is usually caused by failing to 
remove the moisture generated by living in 
the property. Given condensation and mould 
can be a health risk, as well as cause damage 
to the property, it is essential you keep this 
under control by:

•  Reducing the moisture generated – cover 
pans when cooking, don’t dry clothes inside, 
close the door when bathing.

•  Remove the moisture by using extractors, 
ventilating (use trickle vents/crack windows 
open) and mop it up.

•  Heat your home a little more and avoid cold 
spots, which will attract moisture.

•  Clean affected areas immediately with 
mould cleaner, to kill the mould.

If you do this you should not have any 
problem. If you do not and the property is 
damaged by mould or condensation, you will 
need to meet the cost of any repair. Eg, once 

black mould has become established on the 
silicon seal around a bath it can’t be cleaned 
off. It costs around £100 to reseal a bath.

Should you need more information we 
have a detailed factsheet on this subject 
produced in association with the local 
environmental health department, or check 
the environmental health section of your 
council’s website.

Limescale
This is a hard water area and limescale will 
build up unless cleaned off.

Limescale a health risk, as can it facilitate 
bacterial growth. It can also cause damage by 
causing equipment to fail, usually reducing 
the performance of the item in question – a 
shower head clogged with limescale is not a 
great shower.

Removing 
limescale is your 
responsibility. 
Therefore make 
sure you regularly 
remove any limescale on 
fittings. There are a number 
of products available in supermarkets. Choose 
one which is suitable for the surface on which 
you will use it. Limescale is easier to remove if 
it does not accumulate.

Given the safety risk we will monitor limescale 
build up if we inspect your property. We can 
arrange to have limescale removed on your 
behalf and will do so, at your cost if we find 
there is a significant build up which you are 
not removing.
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No electricity?
If you have no power the first thing to check is 
whether your neighbours’ houses are dark and 
the streetlights are out. If so there is probably 
a general power cut. This may sound obvious, 
but we do get calls about this!

If there is not a general power cut the chances 
are something has tripped a breaker switch in 
your fuse-board – these are designed to click 
off if there is a problem. It could be the thing 
you were switching on or off when the power 
went off is the cause of the problem.

Breakers can trip if something as small as a 
light bulb dies. However they can also be 
a sign of something failing. The problem is 
usually something plugged in, often which 
has a timer or starts on its own (like a fridge), 
or gets hot (like a hairdryer).

It is likely that in addition to the circuit breaker 
tripping the main breaker switch in the fuse 
board may have tripped. If you switch it back 
on it will stay on if it is safe. If it clicks off there 
is still a problem. You need to follow these 
steps to try and identify the cause.

1  Switch off all the breakers.

2  Switch on the main breaker switch. It should 
stay on.

3  Switch on the first breaker switch, leaving 
it on for a minute or so. If that and the main 
switch stay on, the problem is not on that 
circuit.

4  Repeat this step for each of the other 
breakers, until you find the breaker covering 
the circuit with the problem.

5  If it is a plug socket circuit turn off and 
unplug everything on that circuit (checking 
for plugs hidden in cupboards) to check 
whether the breaker still trips.

6  If it does not trip then plug in and switch 
on each item, one at a time. If it trips when 
an item is plugged in then that is the item 
causing the problem. If it is something 
which belongs to your landlord then we will 
arrange to get it fixed.

7  If the breaker trips when there is nothing 
plugged in then let us know, we will get it 
looked at. Please be aware we may need to 
charge you for the call out if the problem is 
caused by one of your items connected into 
the circuit.

I N  C L O S I N G

r e Pa I r S  –  S O M e  I M P O r ta N t  
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What if things go right
If you like how we work we hope you will tell 
people about us.

Many tenants are also landlords, or they 
become landlords, and most know people 
who are landlords.

If you introduce a landlord to us who does 
not use our services and we then find them 
a tenant, we will give you a £200 thank you, 
even if that landlord is you!

We are keen to make sure the property is 
working properly, but when things go wrong 
there are some things you can and should do 
before calling us (ie Maxine Lester Residential 
Lettings or your landlord).

If you do not do these you risk making things 
worse or arranging an unnecessary call out, in 
which case you may have to meet any cost.

What if things go wrong
We strive to do things right and treat people 
properly, however we know we don’t always 
get it right.

Where you think we have not done well 
enough then please let us know as soon as 
possible so we can do something about it. You 
can mail maxine.lester@maxinelester.co.uk or 
call us on 01480 494939.

Additionally we are members of The Property 
Ombudsman scheme, ARLA (The Association 
of Residential Lettings Agents) and TDS 
(Tenants Deposit Scheme). These each have 
their own codes of practice, to which we 
subscribe and follow.

In addition to our information the 
Government’s How to Rent guide from  
www.gov.uk is very useful.

Our website has self help tips for a range of 
issues such as no heat, problems getting in 
your property or drains blocked. We have also 
shown what to do if you have no electricity.

I N  C L O S I N G

r e Pa I r S  –  S O M e  I M P O r ta N t  
S e L f - H e L P  H I N t S
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“We would like to thank 
all members of the 

team for providing an 
exemplary service.  

We would be happy to 
recommend Maxine 

Lester to anyone”
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