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According to the most recent English Housing 
Survey (2019-20), the private rented sector 
(PRS) accounts for 4.4 million (or 19% of 
households) in England, while in London the 
proportion is much higher – standing at around 
28% of households, not far off a third of the 
capital’s housing stock.

This is, in other words, a lot of tenancies to 
manage – and perhaps more margin for error 
than other parts of the country with smaller 
rental markets. Fortunately, with the help of a 
professional letting agent and well-honed advice 
on how to ensure a tenancy runs without a hitch, 
landlords can ensure a higher number of long-
term tenancies – which in turn improves their 
chances of strong rental yields and a decent or 
excellent return on investment (ROI) over time.

London’s rental market is the country’s largest, 
most in-demand and most dynamic, and appears 
to have recovered well from the pandemic.

Many people are now moving back to the city to 
live and work with restrictions fully eased for the 
time being, and society steadily opening back 
up, which means demand is likely to remain high 
for the foreseeable.

With its status as a truly global city, and its 
position as a cultural, media, sporting, shopping, 
foodie, business, banking and tech start-up 
behemoth, London continues to appeal to a wide 
range of tenants from all kinds of demographics.

But the job of managing a tenancy certainly 
comes with some challenges – and it’s best to 
be well-prepared in advance and to know how to 
react to certain common issues.

We hope this guide below will give landlords 
a clear indication of how to keep their tenants 
happy and their homes both compliant and in an 
excellent state of repair.

https://www.gov.uk/government/statistics/english-housing-survey-2019-to-2020-headline-report
https://www.gov.uk/government/statistics/english-housing-survey-2019-to-2020-headline-report


‘London’s rental market is the country’s largest, 
most in-demand and most dynamic’
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Inventories –  
how can landlords 
avoid disputes?
Inventories might not sound like the most exciting prospect, but 
they play a key role in any successful tenancy.

Not only do they protect you, the landlord, from any deposit 
disputes later down the line, but they also ensure the maintenance 
and good condition of your rental properties.

But what exactly does an inventory consist of, and why are they 
imperative for the check-in and check-out process?

In simple terms, an inventory serves as an official record of what is 
included in a rental property and what condition the property is in at 
a particular point in time.

Inventories are created to ensure the landlord can monitor the state 
of the property and the items/contents before, during and after the 
tenancy. They are essential to both landlords and tenants as they 
legally benchmark the quality of the property for future reference.

If any damage has been caused during the tenancy, or any items 
are missing or broken, the tenant could be liable to pay for this out 
of their initial deposit. As such, an inventory can help to prevent 
disputes between both parties by acting as an evidence-based 
document that effectively portrays a before and after picture.

As a landlord, if you can show, in writing, the original condition of 
the property and a record of all the items and contents it included, 
tenants won’t be able to dispute that they caused the damage or 
that they were responsible for a missing item.

A good, detailed inventory will include a full written report of 
condition – often known as a schedule of condition – which is a 
thorough documentation of your property’s exterior and interior, 
encompassing its contents, appliances, white goods, décor, fixtures 
and fittings, and more.

In addition, equipment serial numbers, a full list of keys (and who 
they’re given to), meter readings and alarm codes (assuming your 
property has them) should be noted down.

While it’s not compulsory to take video or photographic evidence 
for the inventory, it is advisable to do so. This is especially in the 

case with regards to expensive items such as washing machines, 
furniture, ovens, dishwashers, and fridge-freezers.

And although this can be done off your own back, it’s important to 
remember that compiling a detailed, comprehensive inventory takes 
time and effort.

You’ll need to know what you’re looking for, be unbiased and carry 
out the inventory to a rigorous, professional standard.

If you’re not confident about doing this, you or your letting agent 
can arrange for an independent inventory clerk to do the job for 
you. They will offer an impartial, specialised service, but you will 
need to ensure they are AIIC vetted.

Once the tenancy comes to an end, a final inventory check should 
be carried out. At check-out, the inventory should be gone through 
and agreed with the tenants before their deposit is returned.

If anything is missing or damaged, calculations should be made as 
to how much it will cost for replacements and/or repairs.

If an agreement can’t be reached, a third party may need to be 
brought in for mediation – whether it be your letting agent or a 
tenancy deposit dispute service. However, this should always be a 
last resort, and you should exhaust all other avenues before taking 
this route.
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https://www.designingbuildings.co.uk/wiki/Schedule_of_condition_of_property


Deposits and deposit protection –  
the key to a smooth tenancy
The deposit is arguably one of the most important 
aspects of a tenancy agreement, and there are strict 
rules dictating the correct procedure for handling 
tenancy deposits correctly.

Deposits will usually amount to around one month’s rent 
and are collected prior to the start of the tenancy. As of 
June 2019, though, security deposits have been capped 
at five weeks’ rent for homes with an annual rental 
below £50,000, while a deposit of six weeks’ rent will 
apply for £50,000 or more.

The tenancy agreement should set out the required 
deposit amount and, as landlords have been legally 
obliged to place deposits in a deposit protection scheme 
since 2007, how it will be protected.

These schemes come in two different types. For 
custodial schemes, you put the deposit in the care of 
the deposit protection company, and they hold it until 
the end of the tenancy. Insured schemes, meanwhile, 
involve you keeping the tenant’s deposit, and you pay 
the company a fee to insure it.

There are three government-approved deposit 
protection schemes that landlords can use – namely the 
Deposit Protection Service (DPS), My Deposits and the 
Tenancy Deposit Scheme (TDS).

Once you’ve acquired the deposit from your tenant,  
it should be placed in one of these schemes within  
30 days.

Tenants must be provided with the prescribed 
information and the relevant deposit scheme leaflet 
according to the same deadline. This is a document  
that includes specific details pertaining to the tenancy, 
such as:
 The address of the property
 The total amount of the deposit
 The names and contact details of all tenants
 The name of the lead tenant
 The name, address and contact details of the   
 scheme protecting the deposit

 The name, address, and contact details of the  
 landlord
 The details of any relevant third parties who have  
 contributed to the deposit

The prescribed information will also include information 
about what happens if there’s ever a dispute over the 
deposit. In some instances, your deposit protection scheme 
may help you with this, and may even provide a template.

Of course, there are serious consequences for landlords 
who fail to protect their tenant’s deposits. For one, a court 
may order the landlord to pay renters up to three times the 
amount of the total deposit, and tenants can pursue a claim 
for improper deposit handling up to six years after the end 
of the tenancy.

Second, it will not be possible to serve a Section 21 
eviction notice until any court-ordered fines have been paid 
in full.

What’s more, if a landlord fails to provide renters with the 
required documentation, the potential fines are the same 
as if the deposit were never registered at all. Therefore, it’s 
absolutely crucial that you retain evidence that the correct 
documents were served to your tenants within  
the deadline.

More recently, the prospect of lifetime deposits was 
introduced as part of the proposed Renters’ Reform 
Bill, with an aim to ‘ease the burden on tenants when 
moving from one tenancy to the next, helping improve the 
experience of those living in the private rental sector’.

It is speculated that the lifelong deposits will act as a 
transferable sum of money that follows tenants through 
their rental journey.

While the government is yet to disclose any details on how 
lifetime deposits might work, potential issues have since 
been raised, such as what would happen if the previous 
landlord wanted to make deductions from the tenant’s 
deposit when they move.

It’s hoped the anticipated White Paper on rental reform – 
expected this autumn 2021 - will shed some light on how 
lifetime deposits will be implemented more effectively and 
how further reform could impact the PRS.
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https://www.tenancydepositscheme.com/learn-more/information-tds-lounge/guides/depositcap/
https://www.tenancydepositscheme.com/learn-more/information-tds-lounge/guides/depositcap/
https://www.depositprotection.com/
https://www.mydeposits.co.uk/
https://www.tenancydepositscheme.com/join/join-landlord/?campaignid=172803605&amp%3Badgroupid=10380055925&amp%3Badid=243615915824&amp%3Bgclid=EAIaIQobChMItduD3NeT5AIVEuR3Ch205QkuEAAYASAAEgLCsPD_BwE


With more climate-conscious renters coming to 
market, it’s no surprise that landlords are encouraged 
to bolster their green credentials and improve 
the energy efficiency of their rental properties – 
and recent changes to the Energy Performance 
Certificate (EPC) are the perfect testament to this.

An EPC is what it says on the tin: a certificate that 
includes information about a property’s energy 
use and typical energy costs. It also contains 
recommendations about how to reduce energy 
usage and save money.

EPCs assign the property an energy efficiency rating 
from A (most efficient) to G (least efficient) and are 
valid for 10 years.

To receive one, landlords must have an Energy 
Assessment Survey carried out at the property. This 
is where internal and external inspections will be 
done to determine how energy efficient your building 
is and what possible level of efficiency is achievable 
if improvements are made.

In April 2018, EPC requirements changed for 
landlords through the introduction of the Minimum 
Energy Efficiency Standards, also known as MEES.

The MEES meant that all properties being let in 
England and Wales were required to have an EPC 
rating of E or above for new tenancies.

This legislation was extended to all privately 
rented properties on April 1 2020, meaning it is 
now unlawful to let a property – whether it is a 
new tenancy, a renewal or an existing one – which 
breaches the requirement to have a minimum EPC 
rating of E.

Some properties are exempt from the MEES, 
however. If your property is listed or protected and 

the improvements would unacceptably alter it, it is 
exempt from EPC requirements. Exemptions also 
apply to:
 Temporary buildings (to be used for two years  
 or less)
 Places of worship
 Some industrial site or workshops
 Detached buildings with a floor space of 50   
 metres or less
 Buildings that are due to be demolished

If your property doesn’t meet the EPC requirements 
of E or above, it’s wise to get them seen to as soon 
as possible, as the suggested improvements made by 
your assessor could take weeks to carry out.

Also keep in mind that once an EPC reaches the 
10-year point and expires, there is no automatic 
requirement for a new one to be commissioned, that is 
until you let to a new tenant or wish to sell the property.

EPCs are extremely important and must be provided 
to tenants at the start of the tenancy. Without an EPC 
rated E or above, landlords can face fines of up to 
£5,000 per property.

There has been lots of speculation that the minimum 
EPC rating for rental properties could rise further to 
D or C in the near future, making it even more crucial 
that you are clued up on your property’s energy 
efficiency.

The government’s currently stated aim is to have as 
many homes as possible reach a C rating by 2035 in 
England and Wales, with an earlier target of 2030 for 
private rented homes. But there are concerns about 
reaching this target given the number of homes that 
would find it impossible to reach an EPC rating of C 
and the scrapping of the short-lived Green Homes 
Grant.

Management of EPCs –  
what do landlords need to know?
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https://www.gov.uk/find-an-energy-assessor
https://www.gov.uk/find-an-energy-assessor
https://www.atkinsonmcleod.com/2020/02/18/landlords-urged-to-prepare-for-new-mees-regulations-in-april/
https://www.atkinsonmcleod.com/2020/02/18/landlords-urged-to-prepare-for-new-mees-regulations-in-april/
https://www.thisismoney.co.uk/money/mortgageshome/article-9648431/Reaching-energy-efficiency-rating-C-impossible-1-7-million-homes-owners-face-penalties.html


Increased tenant expectations – how can these be met?
With ever-more people renting in the PRS and renting for much 
longer, expectations have inevitably been raised as tenants expect 
more than ever from their rental homes.

From home offices and fast broadband to help them adapt to the 
remote working boom, to adequate and well-kept parking and 
garden space, tenants will expect a high-quality product.

But landlords can meet these standards by ensuring the homes 
they offer stand above the crowd, with all those extra little touches 
that keeps them ahead of the competition.

Due to the pandemic, many more tenants will be working from 
home some or maybe even all of the time, and as such the  
demand for speedy internet and comfortable home-working space 
has soared.

Landlords who can provide this will inevitably be at an advantage. 
While good broadband is something that will largely be out of your 
control, most parts of London will offer decent to good speeds. 
Read our blog article on Why a home office can help you to sell 
your property?

Meanwhile, spare rooms can easily be converted into home office 
space, or you may want to point out to tenants on viewings how 
they could transform a certain area into a remote working facility.

It may also be wise to work with your agent and your tenants to 
discuss pre-installation packages, so there is no faffing around 
or issues once they have moved in in terms of setting up the 
broadband. More than ever, people will be relying on their home 
internet to carry out their work, and they won’t want to be left 
frustrated or without internet for a week as they try to sort the  
issue out.

To ensure the tenancy gets started on the right foot, installing the 
internet in advance for them may have considerable appeal. On the 
other hand, some tenants may be eager to manage the process 
of sourcing an internet provider themselves, especially if they are 
particularly tech-savvy and have their own ideas on who offers the 
best deal.

It’s important to work with your tenants to decide on the best course 
of action. You’ll also need to decide whether to offer a bills-included 
tenancy or not, and whether or not your home will be furnished 
or unfurnished – both routes have their pros and cons, and it will 

largely come down to personal preference. Discuss it with your 
agent to work out the best path.

Aside from fast broadband and office space, one of the other big 
priorities for tenants that has emerged since the pandemic has 
been garden space – which became a godsend for many during 
the various lockdowns. If you have garden or outdoor space, it is 
important to maximise this to its full potential as it could prove to be 
a dealbreaker.

Another thing to consider is the pet boom which has taken place 
since the first lockdown, and the subsequent increased demand 
from tenants to keep pets in their rental properties. This has been 
supported by various campaigns – including from MPs – about 
making it a right for tenants to keep a pet in their home.

As of now, there is no obligation to do this, and the vast majority 
of landlords currently don’t allow pets in their home because of 
concerns over things like noise, hygiene, damage and insurance 
issues. However, those who do allow pets could find they have a 
much larger pool of tenants to choose from than those who don’t.

Make sure the rules are clear in the tenancy agreement about 
whether you accept pets or not so tenants are clear from the outset. 
Read our latest article on Pets in rental properties.

‘It’s important to work with 
your tenants’
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https://www.atkinsonmcleod.com/2020/12/02/revealed-why-a-home-office-can-help-you-to-sell-your-property/
https://www.atkinsonmcleod.com/2020/12/02/revealed-why-a-home-office-can-help-you-to-sell-your-property/
https://www.lettingagenttoday.co.uk/breaking-news/2021/6/pets-in-lets-agency-says-buy-to-lets-are-lagging-behind
https://www.atkinsonmcleod.com/2021/05/04/pets-in-rental-properties-update-for-london-landlords/


Repairs and maintenance –  
the importance of a good network  
of contractors
From time to time, things will go wrong in a tenancy – 
often not because of anyone’s actions, but just because 
it’s one of those things. This could be something 
minor like a broken handle or a damaged lightbulb or 
something more major like a broken-down fridge or a 
problem with the boiler.

It’s important, in these moments, that landlords have 
the right people to turn to in order to resolve the issue 
quickly and efficiently. This means having a little black 
book of contacts that includes qualified, well-respected 
tradespeople in areas like electrics and plumbing.

As well as having electricians and plumbers to call 
upon if anything goes wrong, it’s also a good idea to 
have decorators, plasterers, gardeners and builders/
handymen on hand if a quick, or much larger, job  
is required.

You should always have a plan B and C, too, just in 
case your first and second choices are unavailable. 
Your letting agent will be able to advise on and 
recommend well-qualified, reputable tradespeople – 
one they’ve been using for years and who they know 
will get the job done well – to ensure you don’t end up 
getting a dishonest or incompetent cowboy.

In most tenancies, major issues won’t be a problem, but 
it’s still recommended that you have people to call on if 
something does go awry.

Between tenancies, you may also want to spruce up 
your rental home to increase its appeal, and being able 
to call upon a reputable gardener, cleaner and painter-
decorator will improve your chances of getting this done 
quickly and for the best possible price.

The recent English Housing Survey found that private 
renters were more likely (75%) to be satisfied with 
repairs and maintenance than social renters (66%), but 
the three main reasons for dissatisfaction with repairs 
and maintenance among private renters were: the 
landlord not bothering about repairs or maintenance 
(35%), the landlord being slow to get things done (25%) 
or the landlord doing the bare minimum (15%).
To avoid these sorts of complaints being an issue, 
landlords should work with their agent to build up 
a network of respected tradespeople so they can 
react in a timely fashion as and when issues arise. 
Any tradesperson you work with should be part of a 
professional body to ensure they are fully reputable  
and compliant.

Carrying out regular inspections and keeping in regular 
contact with your tenants/agent can help you to spot any 
potential maintenance issues before they escalate.

66% 35% 25% 15%75%

8

https://www.gov.uk/government/collections/english-housing-survey


Conflict resolution –  
how to avoid disputes
One of the main causes of disputes is likely to be conflict over repairs 
and maintenance, and whether or not a tenant has been responsible 
for damage. A good, thorough, professionally conducted inventory 
should help to resolve some of these issues (see page 4), but there 
could also be potential conflicts over pets in lets, sub-letting and 
rental arrears.

But what can be done to keep disputes to an absolute minimum, 
or avoid them entirely? First things first, you should talk with your 
tenants – or get your agent to do this for you – if there is a particular 
problem, to see if the issue can be nipped in the bud early.

If the problem is one that can’t be resolved by simple talking, your 
letting agent may step in to try and mediate, to bring things to a 
satisfactory conclusion. If this still doesn’t work, an independent, 
third-party mediator may be required to resolve any lasting obstacles.

Heading to the courts should always be the last resort, and only 
something that is considered in the very worst and most serious 
circumstances. Every other avenue should be exhausted before this 
action is taken.

Arrears have become a particular problem since the beginning of 
the Covid crisis – perhaps not surprising when you consider the 
devastating effects the pandemic has had on large parts of the 
economy. Many tenants have been furloughed or have lost their jobs 
completely, while others will have been without steady income in the 
last 18 months. 

A report earlier this year by the research group LSE London, founded 
by Trust for London and LSE, revealed that more than 400,000 
private tenants may be in significant rent arrears by the end of 2021.

With this in mind, and to avoid a spike in evictions (for a system 
already strained by the eviction ban that was in place for most of the 
last year), the government launched its mediation scheme in April.

The mediation pilot is free to use for landlords and tenants and 
involves, as a third party, a trained neutral mediator, independent 
from HM Courts and Tribunals Service, to help identify issues and 
work to resolve them. 

The Ministry of Housing, Communities & Local Government – the 
department behind the initiative – has argued that the mediation 
scheme may be quicker than a full court hearing.
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https://www.lse.ac.uk/News/Latest-news-from-LSE/2021/e-May-21/private-tenants-in-danger-of-rent-arrears
https://www.gov.uk/guidance/rental-mediation-service


“The Society of Mediators aims to conduct mediation remotely 
within 10 days of referral. If mediation is successful, the court will 
then be informed, and the case closed. While mediation may help 
you avoid a full court hearing, it will not delay your ongoing court 
process. You must continue to comply with all court directions,” 
MHCLG said in a statement.

The mediation is conducted remotely, by telephone, with MHCLG 
saying one or both parties may still nonetheless want to have legal 
advice. Following one or more meditation sessions, landlords and 
tenants will sign an agreement if the mediation succeeds and both 
parties are happy with the proposed solution. This agreement is put 
in front of a judge for approval, with the agreement explaining what 
actions each party must take next.

Each party can apply to the court to enforce the agreement if it is 
broken by the other party. Meanwhile, if mediation is unsuccessful, 

the case continues to the substantive hearing, with the court not 
told about anything that was said during the mediation. Instead, the 
process will proceed as normal.

The trials of the pilot scheme have begun, but so far there has 
been little to say whether it has been a success or not. In terms of 
keeping disputes out of court, however, it is being seen as a step in 
the right direction.

As well as issues with arrears, other potential disputes often 
revolve around deposits – and how much of the deposit the tenant 
receives back at the end of the tenancy. Landlords will make 
deductions for damage, broken goods and the like. Once again, 
a thorough inventory (including written, photographic and video 
evidence) is worth its weight in gold here, in providing a clear 
before and after picture so it’s clear who has been responsible for 
the damage.

While, as a landlord, you will be willing to overlook natural wear and 
tear from a tenancy, you should not be expected to incur losses 
from repairing damage or replacing lost or broken goods. 

The three government-approved deposit protection schemes (see 
page 5) provide mediation services if deposit disputes can not be 
resolved at an earlier date. Again, you should talk with your tenants, 
or sit down with them and your letting agent, in the first instance to 
see if the matter can be resolved amicably. 

If not, the scheme in which you protect your tenant’s deposit – 
a legal obligation you must abide by – will offer a free dispute 
resolution service to take the pain out of any potential deposit 
disputes.

‘Issues with arrears, other potential 
disputes often revolve around deposits’
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https://www.depositprotection.com/learning-centre/disputes/
https://www.depositprotection.com/learning-centre/disputes/


Maintaining regular communications with  
your tenants – how often is right?
It is often said that the most important part of any 
successful tenancy is communication, communication, 
communication. Like any harmonious relationship, it’s 
important for both parties to know where the other stands 
throughout.

There are no hard and fast rules when it comes to 
communicating with tenants – it is likely to be very 
individual to each tenant or set of tenants. Some, for 
example, may prefer contact via phone call or text, while 
others might prefer an email, a WhatsApp or Facebook 
Messenger message, or perhaps even a FaceTime or 
Zoom call.

You may also find that some tenants are more demanding 
than others in terms of questions and queries, while others 
will prefer a much more low-maintenance, hands-off 
approach. They will want to be left to their own devices 
and only contacted when necessary, whereas others may 
desire more regular contact.

You should certainly use the plethora of communication 
platforms at your disposal in the modern age to your 
benefit, so you can tailor your communication strategy 
individually to each tenant.

You can work with an experienced letting agent to help you 
create the best lines of communication between you and 
your tenant. It’s important to note that the communication 
needs to be two-way – for example, if a tenant needs 
something repaired but doesn’t tell you about it until it’s too 
late, you can hardly be blamed for your lack of action.

Good communication can make or break a tenancy, and 
it’s important to keep this consistent throughout. Once you 
have a system in place that works for both parties, work 
to keep this in place. You shouldn’t start sending a flurry 
of emails if previously all your correspondence has been 
carried out by phone and text, unless you tell your tenants 
about this change first.

As was said above, any successful relationship requires 
two-way conversation and everyone being on the same 
page throughout, and this is definitely the case when it 
comes to tenancies passing by without a problem.

You should always let your tenants know in advance if 
you plan to visit in person, or if a tradesperson needs to 
attend the house to fix something. This isn’t only good 
manners and the right thing to do, it’s also taken on added 
importance since the pandemic.
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We hope this guide has been useful but 
if you need assistance on anything to do 
with buy-to-let investment, please don’t 
hesitate to get in touch with us. 

Kennington Office 
Tel: 020 7840 3205
181 Kennington Lane, SE11 4EZ
kennington@atkinsonmcleod.com 

Hackney Office 
Tel: 020 8510 4430
295 Mare St, London E8 1EJ
hackney@atkinsonmcleod.com 

Canary Wharf Office 
Tel: 020 7001 9680 
45 Westferry Rd, London E14 8JH
canarywharf@atkinsonmcleod.com 

Balham Office 
Tel: 020 8772 6106 
31 Bedford Hill, London SW12 9EY
balham@atkinsonmcleod.com

Wapping Office 
Tel: 020 7488 5050
143 Leman St, London E1 8EY 
city@atkinsonmcleod.com 

Property Management 
Tel: 020 7068 7650 
45 Westferry Rd, London E14 8JH
propertymanagement@atkinsonmcleod.com
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