TENANT HANDBOOK
This document can also be found electronically at www.nclets.co.uk

Welcome

Thank you for choosing NC LETS

Our Management team have carefully put together this
tenant hand book to assist you during your tenancy and
to answer any questions you may have.

Our handbook will give you guidance on:
- The full range of services we provide.
- What to do and who to contact in the event of an
emergency.
- An extensive overview on how to look after your
home.
- Our company policies.
- Useful tips and advice.
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About NC Lets

Newcastle City Lets is a letting agency based on George Street, just a short walk from Newcastle City
Centre.
We have successfully been letting and managing properties for over nine years, in the much sought
after areas of Newcastle: we offer a wide range of properties in Heaton, Jesmond, Sandyford, to Fenham, Benwell and Elswick.

We also have properties in sought after areas in Sunderland which are proving to be very successful.
Our aim is to provide a personal service to all our customers in order to ensure a smooth journey
from the initial viewing to receiving your keys and moving into your new home.
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Meet Our Team

Mr Shahbaz Gul
Manager
Tel: 0773 895 4694

Miss Claire Ash
Administrator and customer support
Tel: 0753 333 1294

Miss Louise Shotton
Administrator and customer support
Tel: 0773 848 4073
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How To Contact Us
Opening Hours
Monday to Friday—9am to 5pm.
Saturday and Sunday—Closed.
For out of hours emergencies, you can call Shahbaz on 0773 895 4694.
To contact the office during opening hours please call:
Tel: 0191 298 3650
To contact a specific staff member by telephone or email:
Shahbaz Gul
Tel:0773 895 4694
Email: shahbaz@nclets.co.uk
Claire Ash
Tel:0753 333 1294
Email: claire@nclets.co.uk
Louise Shotton
Tel: 0773 848 4073
Email: louise@nclets.co.uk

In the event of an emergency, you can call our out of hours helpline:
Tel: 0773 895 4694
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Your Rent And Deposits

When is your rent due?
Information will be given to you on signing your tenancy agreement with us.
We will inform you on when your rent is due, and discuss what methods of payment are available.
How to pay your rent
You can pay your rent by cash or cheque into our office.
Card payments are also accepted, but incur an additional charge of £5 for every £100 paid.
There is also a free cash machine on the Ground Floor of the office.
To make an online transfer into our account
If you wish to make an online payment, please use the following bank detailsBANK NAME: Lloyds Bank, Grey Street
ACCOUNT NAME: NC RENTALS LTD
SORT CODE: 30-93-71
ACCOUNT NUMBER: 04139483
Please ask the office for a payment reference so we can identify your payment.
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What To Do If You Cannot Pay Your Rent

It is essential that you pay your rent on time.
As a gesture of goodwill we do give our tenants 7 days from the date their rent is due to make
their payments, as we do appreciate at times things can go wrong!
If you cannot pay your rent on time, you must contact our office immediately to discuss when
and how you will be paying in order to bring your account up to date.
If you know you are not able to meet your payment deadline date for that month, please ring
and inform the office as soon as possible. We would then be able to discuss with you a more
suitable payment plan. If the agreed dates are not met, you will then incur administration
fees (see next page for more details).
The only way we can help you is if you contact us. We are more than happy to help you
whenever possible. Communication is key!
It does not matter how hopeless the situation may seem, in all cases we can make manageable arrangements to suit each individual.
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What Happens If You Cannot Pay Your Rent

If your payment is late and we do not hear from you, a £40.00 administration fee will automatically
be added to your account without further warning.
It is solely your responsibility to make sure your rent is paid on time.
If payment date is promised and not kept, then further charges will be incurred as follows:
A letter sent to your address
A home visit

£40.00 per letter
£40.00 per visit

Please NoteWe are here to help you. A range of repayment options can be made available to suit your needs.
Charges will only be made to your account:
If you do not keep the required communication with our administration staff.
If you do not stick to your payment plan
We do appreciate that you may be paid a different time to when your rent is due. Payment dates
can be amended. The landlord will much prefer a consistent payment from you every month than
late payments.
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Why You Pay A Deposit

What is a deposit?
A deposit is an amount of money that you pay as a security for the property you are renting.
This is requested by a letting agency to ensure the property is cared for by the tenant, that is
cleaned, tidied and cared for. It is also used to protect NC Lets if the property is left damaged,
or if the tenant is any arrears.
Having your deposit returned
If there has been no damage to the property and it has been kept in a clean and tidy condition
throughout the tenancy, and also adheres to the checking out inspection, your deposit should
be returned in full.
More information on returning of your deposit on page 34.
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Deductions From Your Deposit

Reasons why a deposit would not be returned
-Your deposit will not be returned if you do not make your rental payments on time and are
in arrears.
-If you have damaged the property.
-If you have not maintained the level of cleanliness both inside and the outside of the
property, including gardens, yards and outside council bins.
You will be required to pay for any costs incurred if they exceed your deposit amount.
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How Your Deposit Is Protected

We protect your deposit through one of two companies
- TDS (Tenancy Deposit Scheme) - The Housing Act 2004 requires landlords and letting agents
to protect deposits on assured short hold tenancies in a scheme such as TDS. They provide insurance backed tenancy deposit protection with free, impartial dispute resolutions.
- DPS (Deposit Protection Service) The DPS offers a choice of custodial or insurancebased protection. Whether you're a landlord, letting agent or organisation, you'll have peace of
mind that your deposit will be protected by one of the largest suppliers of deposit protection in
the UK.
We have to register your deposit by law.
These companies carry out and impartial service and will ensure that yourself and NC Lets
are covered in the event of a dispute.
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Repairs, Maintenance and Improvements

-If your property is fully managed by our agency, you will always speak directly to our office to
report any repairs you may have.
We are responsible for logging your repairs and liaising with our in-house maintenance team, to ensure your
property is kept at an acceptable level throughout your tenancy.
-If your property is not fully managed by our agency, for example, a tenant finders only service, you will need to
call your landlord direct to report any repairs. Once they have been notified, your landlord will be responsible
for organising your repair and following it through. If you do not have your landlords details, please call the office
and we will be able to help you.
What to do if you find you need a repair
You can call our office during opening hours.
Alternatively, you can call or email a member of staff directly.
The numbers you will need are
To contact the office during opening hours please call:
Tel: 0191 298 3650
Out of hours helpline:
Tel: 0773 895 4694
Additional contact information can be found on page 6.
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Job Types And Service Levels Set

We aim to organise a repair within the time frames below
Urgent - 48 hours (business days only) depending on parts available (excluding weekends and
bank holidays)
Non Urgent - 7 working days (excluding weekends and bank holidays)
Things that may affect our level of service
We endeavour to fix your repairs in the least time possible.
Please note, sometimes due to parts being needed for repairs, the timescales can exceed
what we would normally deem acceptable.
Appliances (i.e. washing machines or boilers etc) may be under warranty therefore, if they
break down under the terms of the warranty it must be the manufacturer who repairs them.
This can sometimes take longer than we would like.
Please noteIf we feel that any of your services i.e. gas, electric or water are causing you some danger
we are required by law to have these ‘cut off’ without prior warning.
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Gas And Electrical Safety Inspections

Over the course of your tenancy you may be contacted by our office staff as access is needed to
your property to carry out essential maintenance checks.
All of our maintenance staff are very trustworthy, friendly and approachable. We have every confidence in their work and the care they show to the privacy of your own home and belongings.
By law we will need to have your properties gas appliances tested once a year and the electrical
installation once every 5 years.
The PAT tests are carried out annually and will only be done on the electrical items we provide.
In cases where we need access to your property we can supply keys to the maintenance department/contractors.
Some tenants prefer to be home while repairs, inspections etc are being done in their homes. If
you wish to be home we can of course arrange this for you but please bear in mind this may delay
some repairs.
Please noteIf you agree to be home and a repair man comes to your home and you are out. This will be
logged and a £40.00 charge will be payable by the tenant (s).
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How To Read Gas Meters

How to read your gas meter
All gas meters display a single four or five digit number indicating the number of gas units
you’ve used.
You can work out how many units you’ve used by subtracting your previous reading from an
up-to-date one. Your supplier converts the number of gas units you’ve used into kilowatt
hours (kWh), and this is how it will be displayed on your gas bill. A kWh is a measurement of
energy based on how much energy one kilowatt of gas produces in an hour.
The most common types of gas meter are digital metric, digital imperia and dial meters.
On the next page you will find out how to read each type of gas meter.
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How To Read Gas Meters

Digital metric meter
These meters measure gas usage in cubic meters (m3 or M).
Write down all of the numbers before the decimal point, left to right.
Digital imperial meter
This is an older style of gas meter that measures gas in cubic feet (ft3
or ft).
Write down the four numbers from left to right, ignoring any numbers
shown in red.
Dial meter
This meter shows a series of clock style dials with numbers 0-9.
Start with the left dial and write down the number indicated by the
pointer, moving towards the right. If the pointer is between two numbers, record the lower of the two. However, if the pointer is between 9
and 0, record it as 9.
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How To Read Electricity Meters

How to read your electricity meter
Each electricity meter measures the electricity in Kilowatt hours (kWh).
The most common type of electricity meters are single-rate digital meters, variable-rate digital meters and dial meters.
They all work in a slightly different way.
On the next page, you will find out how to read your electricity meter.
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How To Read Electricity Meters

Single-rate digital meter
This meter has one set of numbers to refer to.
Write down all the numbers before the decimal point, from left to right.
Ignore any numbers after the decimal point, they may be in red.
Dial meters
This type of meter shows a series of clock style dials with numbers from
0 to 9. Each dial turns in the opposite direction to the one before.
Start with the left dial and write down the number indicated by the
pointer moving towards the right. If the pointer is between two numbers, write down the lower of the two. If the pointer is between 0 and 9,
record it as 9.
Variable-rate meters
Economy 7 or White Meters have two displays, or an ability to switch between two different displays. They display daytime and night time energy
use.
To take a reading, write down the numbers shown on both displays, ignoring any figures in red.
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Finding Your Energy Supplier

In most circumstances you will be responsible for arranging your own utility bills. On moving
into your property we will inform you of who your gas and electric suppliers are, and provide
you with their telephone numbers.
To find out who your electricity supplier is, you will need to log on to this website,
http://www.northernpowergrid.com/. Type in your property details and email address, and
you will get a reply from northern power grid with your supplier details.
To find out who your gas supplier is, you will need to call Meter Point and read out your property details. The telephone number is 0870 6081524.
On the day you move in we will show you how to access your meters and how to read them.
We will also inform Northumbrian Water that you are now living there. They should then contact you by post. If you do not receive anything from them after 2 to 3 weeks, please call
0345 733 55 66 or visit www.nwl.co.uk
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Making Improvements In Your Home

We understand that you would like to make your house feel more homely by decorating it to
your own taste.
Before you do any decorating, you will first need to get written approval from us.
All we ask when you vacate the property, is that all holes are filled in and painted. Any walls
that have been painted are returned back to their original condition and magnolia colour. And
any other modifications you have made are restored to their original condition.
If this is not carried out at the end of the tenancy, then you will then be charged for any costs
incurred in contracting someone to do this for you.
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How To Care For Your Property

Care
We would request that all tenants care for their properties as their own homes.
You are required to keep your property reasonably clean and tidy throughout your whole tenancy agreement.
You have an obligation to care for your property and any contents that are provided.
General ‘wear and tear’ is only acceptable.
Candles and tea lights are not allowed to be used in the properties due to being a fire hazard risk.
Please make sure when ironing clothing that it is not carried out on the carpet, and hot hair appliances are
not left on the carpet, as this will result in you being responsible for the cost of replacing the carpet.
For more household information, see page 30.
Insurance
We would advise all tenants to look for their own personal contents insurance.
NC Lets are not insured for loss or damage to anyone’s personal belongings.
We are required by law to insure the buildings only.
We would advise all tenants to have their own personal contents insurance in place before they move in.
Trading from your home
You are not permitted to run a business or trade in any way from your home.
As the resident you are responsible for the behaviour and conduct of your guests in addition to yourself.
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Caring For The Exterior Of Your Property

The exterior of the property i.e. Any garden or yard areas, will be tidied up prior to you moving
in.
During the course of your tenancy, you will be required to look after these areas, for example,
cutting the grass, weeding and sweeping up if necessary.
You will also be responsible for the waste and bins for your home. For example, you will be assume responsibility for ensuring your outdoor bins are emptied regularly on the bin days allocated by the council. You will also need to ensure waste is deposited into the correct bins, i.e.
Domestic and recycling. Negligence of your outdoor bins can lead to pest problems in and
around your home.
If you are unsure of your bin collection days you can contact the local council via email or telephone. The telephone number for the council is 0191 278 78 78 and you will have to ask for
the Envirocall department.
For more information on your outdoor waste bins, see page 25.
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What To Do If You Lock Yourself Out

When receiving your keys for the first time, please make sure that there are no tags on the
key that state the address in which the keys are for. If this is not done, it will breach any personal contents insurance you may have set up. You will also be responsible for any costs incurred.
If you happen to lock yourself out of your property, you must call our office and a member of
staff will arrange to meet you at the property and let you in using our set.
If your key has been lost and you need a replacement we can also arrange this.
If you happen to lock yourself out, out of office hours, you will need to ring Shahbaz on his
mobile to arrange this.
Please noteA £40.00 call out charge is applicable for this service.
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Environmental Issues

Domestic waste and recycling
It is your responsibility for the correct disposal of your domestic waste and recycling.
Your property should be provided with a domestic (green) bin, and a recycling (blue) bin.
If you cannot remember what day your bin should be collected, search online for ‘Newcastle
City Council’ and look under the ‘Rubbish, Waste and Recycling section’.
From there, you can ‘Check Your Bin Day’, by adding a few details about your property address. http://webapp.newcastle.gov.uk/recyclingv3/
Alternatively, call the local council on 0191 278 78 78 and request the Envirocall department.
When putting your bin out for collection, you are not allowed to put black bags outside of the
bin. They all need to be placed inside the bin for the bin men to collect them. You cannot leave
them in your back lane as you will be prosecuted for ‘fly tipping’. Additionally, if waste is left in
the yard at the end of your tenancy, you will be charged for the removal of this waste.

25

Noise And Disturbance

It is expected that you have care and consideration for your housemates and neighbours at all
times. You must not make loud noise or cause a nuisance or annoyance. Please be conscience
of how loud you have your television, how loudly you play music, and think before shouting
or banging doors.
There are guidelines set by law regarding noise, primarily noise made late at night.
After 11:00pm at night and through to 7:00am in the morning, there should be little to no
noise made. Of course, we are aware your guests may stay late at times and on special occasions music may be played. We ask that you be considerate and inform your neighbours before the event where ever possible. This will help to build rapport with your neighbours and
in turn making your stay more enjoyable. This can also help diffuse any awkward situations
from arising.
http://www.environmentlaw.org.uk/rte.asp?id=70
Please noteYou are responsible for your guests conduct whilst they are visiting your property.

26

Pets

In general, pets (of any description) are not permitted in the property.
This includes dogs, cats, fish and reptiles.
Any living animal that can be kept as a domestic pet are NOT allowed.
Under exceptional circumstances where the landlord has allowed you to keep pets in the
property, we ask that you pay for the property to be professionally cleaned at the end of your
tenancy.
If you have a pet in your property, without prior permission from the landlord. Then this is
a severe breach to your contract and notice can be served to the tenant(s) for eviction.
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Vandalism

If you are experiencing any unwanted behaviour by a person or group of people, such as harassment, intimidation or vandalism, please get in contact with the police in the event of an
emergency.
Alternatively, you can call 101 to speak to a local police officer, to receive crime prevention
advice, or if you would like to report a crime that does not need an emergency response.
If you need to contact the local police for any reason, please find a list of numbers that you
can call and text
- In an emergency, call 999
- In a non– emergency, call 101
- In a non-emergency, text to 07786 200 815
If you have a problem that you believe can be resolved with the help of NC Lets, please call
our office and we can arrange a suitable time for you to come in and chat with us.
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Right To Live Peacefully In Your Own Home

We will always ask for your permission before we enter your home. However, we do have the
legal right to enter your home to carry out essential repairs and inspections. We will give you
a minimum of 24 hours notice for non-essential repairs.
Depending on the reason access is needed this will be done in writing, by telephone call, by
text message or email. We will ask you before you move in what is the best method of contacting you.
Generally if you live in a larger property with several housemates we would be unable to inform each person as an individual. In most cases a couple of tenants are classed as ‘lead tenants’ and all notice is sent directly to them only.
If you wish to be a lead tenant for your property then please contact the office direct.
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Household Information

How to avoid burst pipes in very cold temperatures
- Know where your stop cock is and how to turn it off.
- Keep the central heating at a minimum 12c-15c, if the forecast is to freeze.
- If you leave the property for a few days/ weeks, please use the timer on your boiler to time the heating to come on
for a short period of time every day.
How to avoid condensation
We will provide extractor fans in the kitchen and bathroom areas where we feel are necessary. All of our buildings
are well ventilated although we do recommend that you do open your windows for approximately 30 minutes each
day, (even in winter months) so air can circulate around your home.
This is also the case for showering and cooking, you are asked to open windows to increase ventilation after carrying
out these activities.
We also kindly ask you to not put any wet clothing onto the radiators as this can result in mould and black spots
growing on walls.
If advice is given to you and you do not carry out what has been advised you will be charged the costs of the repairs.
Reoccurring condensation problems can be avoided if you follow our instructions.
Additional information
Food is prohibited from going down the sink as this can block the drainage system and you will be required to cover
the cost of it being unblocked.
We would also like to make you conscious of closing the living room door when cooking as steam can set off your
smoke detectors.
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Ending A Tenancy
You will be legally tied to our tenancy agreement for the period of time and dates stated on your tenancy agreement. It is a breach of your tenancy to end a contract before the time stated. If for whatever reason you wish to end
a contract early you must discuss this matter first with the office. If you do wish to terminate your contract before
the end of the tenancy, you are still responsible for the rental payments and all household bills.
Failure to make rent payments will result in the office contacting your guarantor. If no payment has been received
then the tenant and the guarantor will be taken to court for non payment of rent, you will then be liable for both
solicitors fees and court costs on top of the rent arrears.
You as a tenant cannot break the terms of your contract. These conditions are exactly the same for the agent or the
landlord. They cannot ask you to leave prior to the contract ending without good reason.
You will be required to inform the agency in writing at least 2 months written notice prior to your moving out date
that you will be moving on at the end of your tenancy agreement. This then gives the agency time to advertise the
property to secure new tenants. If the correct notice period is not given this can affect your deposit being returned.
For example- if you are moving out of the property on the 31st August, you will need to send written notice to the
agency by no later than the 30th June.
If you would like to renew your contract you must inform us at least 2 months before the end of your tenancy. If you
do not do this in time, it may result in the property being let out to different tenants as we were not aware of your
plans to stay in the property.
Student properties– As a rule we assume that you will be moving out after 12 months
Professionals– Please give at least two months written notice.
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Ending A Tenancy

What happens when you move out
Depending on your personal circumstances and how busy we are, you will be advised on what to do on the
day you move out by the agency.
According to your contract you must return your keys to the office by 12:00 noon on the last day of your
tenancy agreement.
For example- if you contract ends on 30th June, you must return your keys to our office by 12:00 noon on
30th June.
As the tenants, you will be responsible for contacting all of your utility suppliers and informing them you
are moving out. You must take your own meter readings and request final bills.
Proof you have settled all of your bills will be needed before deposits are released.
Once we have collected all keys and we have verified the house is vacant we will then arrange for one of
our staff to go around to the property and inspect the full house. Photographs and meter readings will also
be taken at this time for our own records and a report will be drawn up for the landlord. If any cleaning or
repair work is to be done it will be arranged.
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Our Complaints Procedure

If you would like to make a comment or complaint, you can do so by contacting the office.
If we cannot help resolve the issue via telephone conversation, we will kindly ask you to call into the office at a suitable time to discuss it in more detail.
This way, we can work closely with yourself to find the best solution for the issue you are experiencing.
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More Information On Deposit Return

Returning of your deposit
Once the ‘check out’ inspection has been completed we will then have details of any deductions that may be taken
from your deposit. We will contact you to discuss any deductions made. If all is agreed, a cheque will be issued to
yourself. Your deposit cannot be used as your last rental payment.
Check out procedure
The check out procedure for ending a tenancy is usually carried out either one month or two weeks before moving
out. You will be given between 24 and 48 hours notice before the procedure is carried out. Any areas of concerns
will be highlighted during this inspection, and you will be asked to improve on any issues that may arise during this
time before departing the property.

General Inspections
General inspections are carried out quarterly through the entire year. You will be given at least 48 hours notice. This
inspection is to make sure you are looking after the property correctly an are following the guidelines of the contract. The property is expected to be clean and tidy for this inspection, set to a standard as though you were moving
out. If any issues arise, we will liaise with your directly to improve the standard.

Please noteIf we require access to your property during the event of an emergency we will need IMMEDIATE ACCESS TO THE
PROPERTY.
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