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General Authority 

The Landlord confirms that he/she has the right to rent out the Property and is permitted under the terms of 

the mortgage or lease (where there is one) to do so. Where necessary the Landlord also confirms that permission 

to let has been granted by the mortgagee. 

The Landlord authorises The Norfolk Agents to carry out the various usual duties of tenancy and property 

management where relevant. The Landlord also agrees that, where deposit servicing is selected by the Landlord, 

that The Norfolk Agents may take and hold the deposit and comply with the requirements of any tenancy deposit 

scheme that may apply to that deposit. 

It is declared that The Norfolk Agents may earn and retain commissions on insurance policies issued. 

The Norfolk Agents declares that fees may be charged to either the Landlord or the Tenant for ancillary services. 

Liability for tenant default 

Although our aim is to take care in managing the Tenancy and Property according to the terms of our client’s 

instructions, The Norfolk Agents has the right to be reimbursed for all expenses and indemnified against all costs, 

claims and liabilities incurred by The Norfolk Agents while acting within the scope of this authority. 

The Norfolk Agents cannot accept responsibility for non-payment of rent, damage, or other default by tenants, 

or any associated legal costs incurred in their collection where The Norfolk Agents has acted correctly in terms 

of this Agreement, or on the Landlord’s instructions. An insurance policy is recommended to cover any risk. 

Reasonable costs and expenses 

The Landlord agrees to repay The Norfolk Agents for any reasonable costs, expenses or liabilities incurred or 

imposed on The Norfolk Agents provided that they were incurred on behalf of the Landlord in pursuit of The 

Norfolk Agents’s normal duties. To assist The Norfolk Agents in carrying out his duties effectively, the Landlord 

agrees to respond promptly with instructions where necessary to any correspondence or requests from The 

Norfolk Agents. 

Where the agreement is cancelled under the Consumer Contracts (Information, Cancellation and Additional 

Charges) Regulations 2013 (or previous consumer contract legislation) the Landlord agrees to repay any 

reasonable costs incurred by The Norfolk Agents in carrying out his duties before the cancellation of the contract. 

Maintenance 

The Landlord agrees to provide the Property in good and lettable condition and that the Property, beds, sofas 

and all other soft furnishings conform to current fire safety regulations 

The Landlord agrees to make The Norfolk Agents aware of any ongoing maintenance problems from the outset 

of this agreement and the Landlord agrees to have such items resolved as soon as possible. Where our 

Management Service is selected, The Norfolk Agents will administer and be reimbursed for any maintenance 

work that needs to be carried out on the Property with Landlord authority only, however it is agreed that in an 

emergency or for reasons of contractual or legal necessity where reasonable endeavours have been made to 

contact the Landlord, The Norfolk Agents may reasonably authorise works alone. 
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By law, it is necessary to carry out an annual inspection and service for the central heating and any gas 
appliances. The default position is that this is the Landlord’s responsibility unless specifically requested and 
included by The Norfolk Agents. Where agreed, The Norfolk Agents will carry this out on the Landlord’s behalf 
and administer the necessary inspection and maintenance records. The costs involved will be reimbursed by 
the Landlord. 
 
Where The Norfolk Agents is required to co-ordinate repair and maintenance work on behalf of the Landlord, 

The Norfolk Agents will not be responsible for any negligence, damage, or breach of contract by any contractor 

employed in this way. 

Reimbursement and Compensation 
 
The Landlord undertakes to keep The Norfolk Agents fully and effectively compensated and reimbursed in 

respect of any claim, demand, liability, cost, expense or prosecution which may arise due to the failure of the 

Landlord to comply fully with the terms set out in this Agreement, including any subsequent amendments to or 

replacement regulations. For the avoidance of doubt we reserve the right to have work carried out on your 

behalf and at your expense to ensure that you fulfil your contractual and statutory obligations as Landlord. 

We will not be responsible for: 
 
Explaining to any Tenant how any appliance or equipment in the Property operates. You are responsible for 

providing all manuals and working instructions that the Tenant may require to operate these. 

You, allowing a Tenancy to commence against our advice if an Electrical Installation Condition Report (EICR) 

and/or a Portable Appliance Test (PAT) are required and you have failed to provide us with satisfactory copies 

of such. This particularly applies to any Tenancy which will create a House in Multiple Occupation (HMO), 

whether or not a licence is required. 

Overseas residents 

When letting property and collecting rents for non-UK resident landlords (NRL) i.e. landlords living overseas, The 

Norfolk Agents is obliged by the Income and Corporation Taxes Act 1988 and the Taxation of Income from Land 

(Non-Residents) Regulations 1995 to deduct tax (at the basic tax rate) to cover any tax liability, unless the Land-

lord has been authorised in writing by HM Revenue and Customs (HMRC) to receive rent gross.  

 

In this situation, The Norfolk Agents also requests that the Landlord appoints an accountant or reserves to The 

Norfolk Agents the right to employ a suitably qualified accountant inorder to manage correspondence with the 

Inland Revenue. A standard annual charge will be made for this work and The Norfolk Agents may charge 

reasonable administration expenses for further work requested by the Landlord, the Landlord’s accountant or 

the HMRC in connection with such tax liabilities. In many cases, a landlord’s tax liability is minimal when all 

allowable costs are deducted. 

Council Tax 

Payment of Council tax will normally be the responsibility of the Tenants in the Property. However, landlords 

should be aware that where a property is empty, let as holiday accommodation, or let as a house in multiple 

occupation (HMO) responsibility for payment of council tax then rests with the owner of the Property. 
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Service levels and fees 

The fees detailed in the Lettings Service Options are payable by the Landlord to The Norfolk Agents following 

the introduction of a Tenant who enters into a Tenancy either directly, indirectly or through an introduction 

from an existing Tenant found by us for as long as the Tenant remains in occupation. If more than one person 

forms the Landlord, all persons will be joint and severally liable for all the fees, charges and obligations included 

in this Agreement. 

Standard Procedures 

Statements 

All monthly statements and invoices will be sent by email. Duplicate hard copies can be supplied if required. 

Payment of Fees 

Letting fees will be deducted from the initial rent collected from the Tenant at the commencement of the 

Tenancy. In the event that you have chosen the Let Only Service and the initial administration and letting fees 

and any other charges payable amount to more than the initial rent the balance must be paid prior to the 

commencement of the Tenancy. We reserve the right to deduct any outstanding fees from rent payments. 

Renewal Fees 

Renewal Commission: any extension, continuation or holding over of the Tenancy either for a long term or a 

short let is subject to the same rate of fees as shown in the Lettings Service Options. The renewal service fee is 

deducted from rents received. If the tenancy becomes a Periodic Tenancy then the Renewal Service fee is 

collected from the rent each month.  

Refund Policy 

If the tenancy is terminated early by agreement between You and the Tenant, You would normally not be 

entitled to any refund of Commission. 

Rental Payments 

The Norfolk Agents will endeavour to arrange a standing order for all future rent payments to be made directly 

to us or to you if we are appointed for an Introduction Service only. 

Monies, less our fees and any expenses incurred, will be transferred to your nominated bank/building society 

account within ten working days of receipt of cleared funds.  

The Norfolk Agents cannot be held responsible if the Tenant fails to pay their contractual rent. We will however 

take such action on your behalf as is appropriate to recover rent arrears if we are instructed to collect rent on 

your behalf. If serving the appropriate notice does not have the desired effect The Norfolk Agents will advise 

you how to instruct solicitors to take further action. You will be liable for the legal charges incurred. The Norfolk 

Agents cannot be held responsible for any bank charges resulting from late or non-payment of rent by a Tenant. 

Rent due will be paid on the respective monthly anniversary of the commencement date of the Tenancy. 

End of Tenancy 

At the end of the Tenancy The Norfolk Agents will retain the last months rent payment until all Landlords debts 

in relation to the Property during the term of the Tenancy have been satisfied. 
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Payment of Other Outgoings 

The Norfolk Agents will, if instructed, discharge other liabilities (eg ground rent or service charges) from the 

rental income providing we are holding sufficient funds. It is your responsibility to instruct these service 

providers to contact The Norfolk Agents directly. We are unable to act on your behalf in connection with any 

dispute arising from payments and accept no responsibility in event of such a dispute. 

Money Laundering Regulations 

We are required to undertake a risk assessment and identify the parties (landlord and tenant) on all transactions 

where the rental value is 10,000 Euros or more pcm. In addition, we will undertake the same procedures on any 

Tenant making a single payment (an occasional transaction) in excess of 15,000 Euros. 

If requested, you confirm that you will supply The Norfolk Agents with original copies of required identity 

documentation and authorise The Norfolk Agents to carry out online identity checks as part of anti-money 

laundering compliance, if required.   

Interest on Clients Monies 

Any interest incurred on client’s monies which The Norfolk Agents holds will be retained by us to contribute 

towards bank and administration charges. 

References 

The Norfolk Agents may use a credit referencing agency to obtain references on potential Tenants and 

Guarantors. The details contained in the report should not be used as the sole reason for making a decision to 

accept a potential Tenants application. The Norfolk Agents cannot be held liable for any inaccuracy or 

incompleteness of any information appearing in the report since it is provided by a third party. Where a Landlord 

signs a tenancy agreement they are deemed to have accepted the references provided. 

If you choose to instruct us to draw up our standard tenancy agreement then we will include the cost of 

referencing the potential Tenant(s) and any necessary guarantors. The reference checks will be carried out by 

an independent referencing company. 

If you chose to use your own or a third-party tenancy agreement then, unless you choose to pay for the 

referencing as set out in Our Lettings Service Options section, we will not undertake any referencing on your 

behalf and you will need to make your own arrangements for this. 

Please note that we cannot guarantee the future performance or credit worthiness of the Tenant during the 

Tenancy. 

Inventory 

The deposit protection schemes established under the terms of the Housing Act 2004 require that all landlords 

need to be protected by good inventory and condition reports from the outset. Landlords should not leave any 

articles of exceptional value in the Property without prior arrangement with The Norfolk Agents. The standard 

inventory service will include a full schedule of condition (condition, colour and decoration of ceilings, walls, 

doors and door fittings etc.). Evidence of condition or damage (i.e. photography) will be prepared as required. 

For all managed properties a professional inventory is mandatory. 

The Norfolk Agents will provide an Inventory/Schedule of Condition for every new Tenancy that we arrange, 

which an independent company will undertake, at the Landlords expense. The Norfolk Agents will confirm the 

cost of the inventory production in advance.  
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The Norfolk Agents cannot be held responsible for any errors or omissions on their part unless it is due to our 

negligence or breach of contract. 

You confirm that The Norfolk Agents has advised you that by not instructing a formal inventory you may have 

difficulty in making a claim against the tenant’s deposit at the end of the tenancy. You acknowledge should there 

be a dispute at the end of the tenancy as to the settlement of the deposit and which is then referred to the 

deposit scheme; it is most likely that the Scheme will award the whole of the deposit to the tenant and dismiss 

your claim. You confirm that The Norfolk Agents will not be able to assist you in any dispute over the settlement 

of the deposit at the end of the tenancy and you will not look to them to mitigate any financial or other loss that 

you may suffer as a result of not heeding their advice as above. 

Right to rent 

Where we carry out the referencing on your behalf (as per referencing clause above) We will also carry out 
free of charge any initial Right to Rent check in line with the Immigration Act 2014 on any proposed Tenant 
introduced to you by us and also on any agreed Permitted Occupant. 
 
Under our Management Service we will automatically carry out free of charge any further Right to Rent checks 

required for the Tenant during the Term. If we are not providing you with the Management Service any Right to 

Rent checks after the initial checks will be your responsibility. 

If you select the let only of rent collection service the Right to Rent checks after the initial move in will remain 

your legal responsibility unless you choose to pay for the Right to Rent check as set out in Our Lettings Service 

Options section.  

Late Payment of Charges 

If payment is not received within 30 days of our invoice date interest will be added daily on the sum due at a 

rate of 6% above the base rate set by a clearing bank. 

General Data Protection Act and Privacy Policy 

In agreeing these terms of business you give consent for The Norfolk Agents to process the personal data 
noted on our agreement and transmitted to you in future message for the purposes of marketing the Property 
and, subsequently, if instructed, to collect rent and/or manage the Tenancy. 
 
You also additionally authorise us to communicate your personal data to third parties who are a necessary 
adjunct to the marketing and, where instructed, to the rent collection/management process. 
All personal data is held securely and only used for the above purposes. 
Our privacy policy can be found at our website. 
 

Employment of Third Parties 

From time to time The Norfolk Agents will be required to employ a third party to carry out procedures necessary 

for the effective letting and/or management of your Property. We will not be held responsible for any loss or 

damage that you suffer through the act or any default or negligence of any third party including any bank or 

building society which may arise other than through our own negligence or failure on our part. 
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Services 

For non-managed properties it is the responsibility of the incoming Tenant or Landlord to inform the service 

companies (electricity, gas and water) of meter readings and change of occupation, as well as the council tax. In 

many cases the service companies (e.g. BT) require that the new occupiers formally request and authorise the 

service and it is not possible for The Norfolk Agents to do this on the Tenants or Landlords behalf. Regarding 

mail, Landlords should take care to inform all parties (e.g. Banks, clubs, societies etc.) of their new address. It is 

not always possible to rely on Tenants to forward mail to Landlords. 

Instructions 

It is agreed that any instructions to The Norfolk Agents from the Landlord regarding termination, proceedings, 

major repairs, payment or other significant details regarding the letting be confirmed to The Norfolk Agents in 

writing/email. 

Housing Benefit 

The Landlord undertakes to reimburse The Norfolk Agents for any claims arising from overpayment which may 

be made by the local authority in respect of housing benefit or other benefit scheme paid to or on behalf of the 

Tenants as rent. This undertaking shall remain in force during the tenancy and up six years thereafter, whether 

or not The Norfolk Agents continues to let or manage the property under this Agreement. 

Legal Proceedings 

Any delays of payment or other defaults will be acted on by The Norfolk Agents in the first instance. Where The 

Norfolk Agents has been unsuccessful in these initial actions or there are significant rent arrears or breaches of 

the Tenancy Agreement the Landlord will be advised accordingly. A solicitor may then be appointed and 

instructed by the Landlord. 

Tenancy Agreements 

Landlords need a comprehensive Tenancy Agreement setting out the rights and obligations of both parties. 

Where the Tenant is an individual you will also need to comply with unfair contract regulations which states 

clauses in the Agreement must be fair to the Tenant. 

We offer our own specialist comprehensive tenancy agreements and cannot offer advice on tenancy 
agreements which we do not prepare. 
 
You should seek independent legal advice if you wish to use your own tenancy agreement, or agree to a Tenant 

or any third party using their own agreement. 

We cannot hold or protect Deposits for assured shorthold tenancies where you wish to use Your own tenancy 

agreement or that of a Third Party. 

We cannot use a Deposit Replacement Scheme if you wish to use our own Tenancy agreement. 

Tenants are under no obligation to retain possession of the Property at the end of the initial Agreement and are 

not required to provide notice if they wish to surrender possession on the expiry date. 

Terminating the Tenancy – Service of Notice 

All Tenancies must be terminated by serving the Tenant with a valid notice to quit whether the initial Agreement 

is still valid or if a Statutory Periodic Tenancy has become effective. 
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The exact form of notice, length of notice and expiry date depends upon the type of Tenancy that has been 

granted and will be specified by the Housing Act. We will inform you of how much notice you need to give. The 

Norfolk Agents must be told in writing when the Landlord wishes to serve notice on the Tenants. The Norfolk 

Agents cannot be held responsible for any delay in regaining possession if the Landlord fails to give The Norfolk 

Agents sufficient written warning of their intention to quit. 

If the Tenant fails to surrender possession at the end of the notice period it will be necessary to commence legal 

proceedings to obtain a possession order. The Norfolk Agents can recommend solicitors who are specialists in 

this field. The cost of any legal proceedings is the Landlords responsibility. We recommend taking sufficient 

insurance to cover for these eventualities. 

If you instruct The Norfolk Agents on the Let only or Rent collection service, we can serve notice to your Tenant 

on your behalf but will charge a fee, please see Letting Service Option page for details of charges. 

We deem notices to be served if delivered to the last known address of the Tenant or Landlord. If either party 

deliver by hand any notices or documents which are necessary under this Agreement or any legislation to the 

other party or to the last known address of the other party, it must be by 3pm. If later than this the documents 

or notices will be deemed served on the next working day, not including Saturdays, Sundays or Bank Holidays. If 

any documents or notices are sent by registered or recorded delivery, they will be deemed delivered on proof 

of delivery being obtained. 

The address for the service for the Landlord and for The Norfolk Agents is detailed in the Tenancy Agreement or 

this Lettings Agency Agreement. 

Under an assured shorthold tenancy unless the Tenant agrees to vacate a Property voluntarily, you will need to 

serve a valid Notice to gain possession, even if this is at the end of the fixed term. The Notice is only valid for six 

months from the date of its issue. 

Early Departure of Tenant 

If a Tenant leaves the Property of their own accord prior to the expiration of the Tenancy and in breach of their 

obligations under the agreement. Landlords should seek appropriate advice from debt recovery specialists. The 

Norfolk Agents will assist where necessary in this process 

Renewal of Tenancy Agreements 

The Norfolk Agents will contact you prior to the end of any fixed term Agreement to confirm the Tenancy will 

become a Statutory Periodic Tenancy if the Tenant remains in occupation of the Property. 

Whether you wish to entre into a new fixed term Agreement or wish to terminate the Tenancy at the end of the 

fixed term, you will need to confirm your instruction to us in writing leaving ample time for notice to be served. 

Renewals for Let Only clients 

Where, with the consent of the Landlord, the tenancy is renewed or extended to the same Tenant or any person 

associated with the Tenant originally introduced by The Norfolk Agents, a renewal fee will become due as set 

out in the letting service options. The Norfolk Agents will prepare the Tenancy agreement, if required, for the 

new or extended tenancy and the terms of this agreement shall continue until the tenant leaves.  
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Landlords Obligations 

Energy Performance Certificate (EPC) 

It is a legal requirement for the Landlord to have commissioned an EPC before The Norfolk Agents starts 

marketing the Property (unless it is an exempt Property). 

Only Properties with a rating of E and above are able to be let. 

The Norfolk Agents can arrange the production of an EPC and charges are set out in our schedule of charges. 

Deposits 

We will protect the Tenant’s deposit in a custodial scheme with MyDeposits. Our administration charges are 

shown in our Lettings Service Options Schedule. 

Deposits not held by The Norfolk Agents Limited 

If you wish to hold and protect a deposit for an Assured Shorthold Tenancy then we will require you to provide 

confirmation from your chosen deposit protection scheme that the deposit has been registered properly before 

we release funds to you. By law you must register the deposit with one of the authorised tenancy deposit 

protection schemes within 30 days of receiving funds. You must abide by the scheme’s rules and serve the 

relevant scheme’s prescribed information and other documents. Failure to do so properly will mean that any 

notice seeking possession of the property under sections 8 or 21 of the Housing Act 1988 will be invalid. The 

Tenant may also claim for the deposit to be refunded in full and compensation of up to three times the deposit. 

We shall not be liable to you for any loss you may suffer, or costs incurred, if you fail to comply with your 

obligations to properly protect the deposit. You will also be liable to us for any costs, loss or inconvenience 

suffered if you fail to comply with these obligations. 

Transferring the deposit during the tenancy 

If during the Tenancy you instruct us that you no longer protect the deposit then the terms outlined above will 

apply. 

Deposit disputes 

At the end of the Tenancy, if you wish to make a claim against the Tenant for any damages, breakages, breach 

of the terms of the tenancy agreement etc. then we will require written agreement from both you and your 

Tenant as to the amount. 

Then either (a) for a cash deposit, we will pay any undisputed amount to the relevant party within ten days of 

receiving such confirmation, or (b) for a Deposit Replacement Scheme, the Tenant is responsible to pay to you 

the agreed sum. 

If you instruct our Management Service (and upon your written instructions) we will present your case for 

adjudication to the deposit protection scheme, MyDeposits. 

If you do not instruct our Rent Collect or Management Service we will not become involved in agreeing or 

negotiating the settlement and you must agree this directly with the Tenant or the deposit protection scheme, 

MyDeposits. 

Correct Information 

The Landlord warrants that all information provided to The Norfolk Agents is correct to the best of their 

knowledge and belief. In the event that the Landlord provides The Norfolk Agents with incorrect information 

which causes The Norfolk Agents to suffer loss or accuses legal proceedings to be taken, the Landlord agrees to 

reimburse and compensate The Norfolk Agents for all losses suffered.                                                               Page 8 



 

 

 

 

 

If your address is outside England and Wales, then under the Landlord and Tenant Act, we must provide the 
tenant with an address within England and Wales to which notices (including notices in proceedings) may be 
served on you. Unless otherwise instructed, if your address is outside England and Wales, we will use the 
address of our Property Management department for this purpose during such period as we manage the 
property If we do not manage the property you must make alternate arrangements to provide an address 
within England and Wales. Although we will endeavour to forward any notices to you promptly, we cannot 
accept any liability for loss or damage incurred either directly or indirectly from our actions unless it is due to 
our negligence or misuse or of our employees. 
 

Change of contact details 

It is the Landlords obligation to notify The Norfolk Agents, in writing, of any change to their contact details 

including; telephone numbers, postal and email addresses. The Norfolk Agents cannot be held liable for loss of 

information where the Landlord has not notified us of any changes to the information we hold. 

Safety Regulations 

The following information is intended only as a guide for Landlords and should, in no way, constitute a detailed 

interpretation of all regulations that may be applicable. 

Safety regulations are there to protect the property and ensure the safety of Tenants. Landlords should note 

that the penalties for non-compliance can be significant fines and imprisonment.  

The Norfolk Agents holds full details about all regulations and Landlords, if in doubt, are advised to seek further 

guidance from us.  

Gas safety 

Landlords are required to arrange an inspection carried out by a registered Gas Safe engineer to check the safety 

of all gas installations. A Gas Safety Record will be issued once the engineer is satisfied that all installations fulfil 

all requirements, a copy of which will be held by The Norfolk Agents and given to each tenant at the 

commencement of the Tenancy.  An inspection must take place and a new certificate issued annually. Landlords 

are responsible for ensuring that the operating instructions are made available to tenants. In the event that we 

have a Tenant ready to move in and a Gas Safety Record is not available, The Norfolk Agents may commission 

one at the Landlords expense (see schedule of letting service options) to enable the Tenants to move in. 

Electrical safety 

Landlords are required to arrange an inspection carried out by a qualified electrician to check the safety of all 

electrical installations. An Electrical Safety Record will be issued once the engineer is satisfied that all 

installations fulfil all requirements, a copy of which will be held by The Norfolk Agents and given to each tenant 

at the commencement of the Tenancy.  An inspection must take place and a new certificate issued every five 

years. Landlords are responsible for ensuring that the operating instructions are made available to tenants. In 

the event that we have a Tenant ready to move in and an Electrical Safety Record is not available, The Norfolk 

Agents may commission one at the Landlords expense (see schedule of letting service options) to enable the 

Tenants to move in. 

Furniture and furnishings 

All furniture and furnishings included in the tenancy must comply to safety regulations. Furniture must have the 

required labelling to show that it complies. It is the Landlords responsibility to ensure compliance with these 

regulations is adhered to.  The Norfolk Agents is unable to accept any property where non-compliant furniture 

and/or furnishing are present at the commencement of the Tenancy. Any such furniture and/or furnishings must 

be removed from the property prior to the Tenancy commencing.                                                                      Page 9 



 

 

 

 

 

Portable electrical equipment 

It is the Landlords responsibility to ensure that any electric appliance or equipment included is safe and is either 

new and under manufacturers warranty at the commencement of the Tenancy or has a Portable Appliance Test 

certificate (PAT). In the event that we have a Tenant ready to move in and the appropriate warranties or PAT is 

not available, The Norfolk Agents may commission one at the Landlords expense (see schedule of letting service 

options) to enable the Tenants to move in. 

Internal window blinds and curtain fittings 

It is the Landlords responsibility to ensure that all blinds and curtain fittings comply, as required, with safety 

regulations. 

Fixed glass panels 

It is the Landlords responsibility to ensure that all glass panels comply, as required, with safety regulations. 

Health & Safety 

Landlords should be aware of the Health & Safety implications when letting their property. The Norfolk Agents 

is not qualified to offer advice but can assist in helping find a suitably qualified professional if required. 

Mortgages and consent for Letting 

If you have a mortgage on the property you are letting you will need to obtain the consent of the mortgage 

lender. It is very unusual for them to refuse permission to let but they may charge an administration fee or alter 

the interest payment arrangements in order to provide consent. 

They will require information on the type of tenancy Agreement you intend to use, how long the tenancy is set 

up for and they will require certain notices to be serve on the Tenant. If The Norfolk Agents is required to give 

such information to the mortgage lender it will be done so without charge. 

Sub-letting and leasehold properties 

If your property is leasehold your lease will specify whether or not it is necessary to obtain permission to let or 

sub-let from the Freeholder, Managing Agent or Head Lessee. It is essential to clarify the position before 

marketing your property as some leases impose restrictions on the type of let/sub-let that will be approved and 

it will not be possible to impose any conditions on  Tenant after a tenancy has started.  

Smoke and carbon monoxide alarms 

The Landlord must ensure that there is a smoke detector fitted on every floor where there is a habitable room. 

Landlords must also install a carbon monoxide alarm in any room where containing a sold fuel burning appliance. 

It is also advisable to have a carbon monoxide alarm fitted where a gas, oil or LPG boiler is located. 

Alarms must be tested and recorded as working on the first day of any Tenancy. On our Full Management Service, 

The Norfolk Agents will arrange for an inventory check-in to be conducted and the inventory clerk will check for, 

and test, the relevant alarms. Where alarms are not in situ or not in working order, they will be replaced and the 

cost of replacement or supply will be that of the Landlord. Ongoing checks are the responsibility of the Tenant 

and they will be advised accordingly. 

Legionella 

Landlords are under a duty to ensure that the risk of exposure to Tenants, visitors and residents by Legionella is 

properly assessed and controlled. The liability to comply remains with the Landlord. The Norfolk Agents can 

arrange a quote from a qualified contractor to carry out an assessment on the Landlord’s behalf. The Norfolk 

Agents will make guidance notes on Legionella available to Tenants.                                                                Page 10 



 

 

 

 

 

Houses in Multiple Occupation 

If a dwelling is considered an HMO property under the Housing Act or is designated as such by the Local 

Authority, certain requirements will need to be met to comply with Health & Safety even if the HMO does not 

require a licence. It is the Landlord’s responsibility to comply and obtain any appropriate licensing at their 

expense. 

Property Criteria 

The Norfolk Agents will only accept properties that are presented in clean and fit for purpose condition at the 

commencement of any Tenancy. The windows should be cleaned inside and out, and decoration should be to a 

presentable and serviceable standard. Floors, carpets, appliances, and any furniture and furnishings should be 

professionally cleaned and any garden well-tended. Any external outbuildings should be clean and secure. Any 

appliances should be in working order and instruction manuals and any guarantees, service contracts etc made 

available.  

Consumer Protection Regulations 

Under Consumer Protection Regulations it is a requirement to notify prospective Tenants of any material 

information that may affect their decision to proceed. By entering into our agreement you confirm that there is 

no material information that we would be obliged to reveal.    

Cleaning 

We will notify Landlords should the property require further cleaning at the commencement of the Tenancy. 

The Norfolk Agents can arrange professional cleaning and will do so if the property has not been cleaned 48 

hours before the commencement of a new tenancy. There will be an administration fee for arranging this service 

(see Lettings Service Options for details of charges) in addition to the cleaning charge. 

Keys 

At the start of a Tenancy we will require a full set of keys for each Tenant and/or occupant. If the Tenancy is let 

under our Management Service than we will require a further set of keys to be held by us in order that we can 

gain access to the property as and when required during the Tenancy. 

If you are unable to supply us with the correct number of keys we can arrange for further keys to be cut at your 

expense. 

All keys are coded and kept securely and the property cannot be identified therefore in the unlikely event of 

keys being lost or unaccounted for, The Norfolk Agents’s liability is limited to the cost of providing replacement 

keys only. 

Domestic appliances 

The Landlord will be responsible for maintaining/replacing domestic appliances during the course of the 

Tenancy. The Norfolk Agents is unable to accept any such appliances on the basis that they will not be repaired 

or replaced if required. Any such appliances should be removed from the Property prior to the commencement 

of the tenancy. 

If an appliance fails irreparably during the tenancy we will, with your approval, select and purchase a 

replacement. We will endeavour to obtain the best deal for the landlord. 

 

 

Page 11 



 

 

 

 

 

Utilities 

Please note that Tenants may choose and are entitled to change the service provider and type of meter for gas 

and electricity during the period of their Tenancy. 

Broadband  

Please note that Tenants may choose and are entitled to change the service provider during the period of their 

Tenancy. 

Maintenance of the property 

Landlords must keep the property in good repair: the Property structure and exterior; installations for the supply 

of gas, electricity and water; appliances for the supply of space and water heating; sanitary ware. 

Any repairs must be carried out within a reasonable time of the landlord being given notice of the need for 

repair. 

By signing and agreeing our agreement for Full Management Services you give us the authority to instruct 

contractors to carry out minor repairs/routine works, up to a value of £350 including VAT, without your prior 

consent. The Norfolk Agents will organise that these works are carried out in a timely manner and will act in, 

and protect, the Landlords interests in doing so. 

If repairs or routine works are likely to exceed £350 including VAT, we will, except in situations we view as an 

emergency, endeavour to contact you to obtain your authorisation to incur the expense. In the event that we 

do not receive contrary instructions from you in writing within seven days, we will proceed with your authority 

to act as we deem appropriate and necessary. We will also request payment, in advance, where works exceed 

the value of rent less or charges. We are unable to overdraw against your account. 

If The Norfolk Agents manages the Property but does not hold sufficient funds to arrange repairs or 

maintenance, we are not liable for any loss of damage suffered unless it is due to our negligence or breach of 

contract. We will not arrange for repairs or routine works if we do not manage the Property. 

Should work or improvements be carried out at the Property you should arrange to personally inspect or appoint 

a representative to personally inspect them for you on completion. The Norfolk Agents cannot be held 

responsible subsequently if you are dissatisfied with any work carried out. 

Property Inspections 

Under the Management Service, The Norfolk Agents will normally carry out property inspections. Such 

inspections do not constitute a formal survey of the Property and will not check every item included on the 

Inventory at this stage. 

The inspection will verify the good order of the property (i.e. the Property is being occupied in a “tenant-like” 

manner) and the general condition. This will normally include inspecting the main items (décor, carpets, 

appliances, gardens etc.) Where any elements or items are felt to be unsatisfactory, a more detailed inspection 

will generally be made. We cannot be held responsible for any hidden or latent defects. Property inspections 

can be arranged upon written request and will be charged for as set out in our schedule of Letting Service Option 

charges. 

Following the departure of tenants, a final inspection of the Property will be made by The Norfolk Agents. Testing 

of all appliances will not take place and a qualified contractor should be appointed if this is required by the 

Landlord. Any dilapidations would normally be submitted to the Landlord and tenant for agreement. If such 

dilapidations are not agreed then the matter will be arbitrated by the MyDeposits Deposit Scheme. 
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Insurance Claims 

We will handle insurance claims as required. This will be on the basis that you have given your insurance 

company authorisation to deal with us.  

Water systems 

The Norfolk Agents cannot be held responsible for any loss or damage to water systems at the Property. For 

example, as a result of frost and/or cold weather. The landlord should therefore ensure that such risks are 

covered by insurance and that adequate arrangements are made to protect water systems from damage. 

Waiting at properties 

If we manage the Property we will endeavour to arrange mutually convenient times for any contractors to meet 

you and/or your Tenants at the Property and undertake work on your behalf. We are unable to meet a contractor 

if we do not manage a Property. 

Vacant Periods 

If your insurer has specified requirements regarding your Property during vacant periods, you must notify The 

Norfolk Agents and the Tenants, prior to the commencement of the Tenancy so that the relevant conditions are 

included within the Tenancy Agreement. 

Our services do not include the supervision of your Property when it is vacant although we will endeavour to 

report any issues that come to our attention. 

On receipt of your instruction, we can arrange scheduled visit to the property during our normal office hours. 

There will be a charge as set out in our schedule of Lettings Service Option charges. It should be noted that such 

an inspection will only extend to obvious visual defects and issues and we cannot accept responsibility for any 

latent or hidden defects. 

Early departure of tenant 

Should the Tenant leave the Property of their own volition, before the end of the Tenancy, it is your responsibility 

to take any appropriate legal action to recover any outstanding rent or compensation from the Tenant. You 

should also take your own legal advice before instructing the locks of the Property to be changed and/or 

remarketing the Property for let. 

Taxation 

We may be required to provide details to HMRC of Landlords who have let property in the UK and details of the 

gross rent received. You agree to disclose to us both your residency status and residential address and will notify 

us of any changes to either. Where the Landlord is resident abroad or taxed as such, we will be entitled to retain 

out of any monies received, the amount of any tax and pay to HMRC. The Landlord hereby indemnifies The 

Norfolk Agents against all payments of tax, interest thereon or penalties levied on The Norfolk Agents. 

Instructions 

It is agreed that any instructions to The Norfolk Agents from the Landlord regarding termination, proceedings, 

major repairs, payments or other significant details regarding the letting, must be confirmed to The Norfolk 

Agents in writing. 

VAT 

All fees, commission and charges made by The Norfolk Agents are subject to VAT at the prevailing rate and are 

shown inclusive of this amount. VAT could be subject to change during the lifetime of this agreement and will 

apply even if the Landlord permanently resides outside the UK.                                                                          Page 13 



 

 

 

 

 

Insurance & void periods 

The property and any contents should be comprehensively insured to include third party and occupier’s liability 

risks. Failure to inform your insurer that the property is let could render your policy(ies) null and void. You should 

obtain detailed advice from your insurers as to the nature and extent of cover required. We strongly recommend 

you arrange insurance cover for the building, contents, loss of rent, legal expenses and public liability cover. 

If your insurer has specified requirements regarding vacant periods, you must ensure that the Tenant is fully 

aware of such. You should also advise your property manager if we mange the Property on your behalf. 

A Tenant cannot be held responsible for any loss suffered if they are not made aware of policy restrictions. 

Termination of Management 

Either party has the right to terminate this agreement in writing: upon the tenant’s vacating the Property or if 

either party breaks any important term or condition of this agreement during a Tenancy where the breach is not 

remedied within 30 days of written notice and where monetary compensation is wholly inadequate. Termination 

of the Management Services does not cancel your liability to commission. 

The Landlord may withdraw instructions from The Norfolk Agents to manage the Property with three months 

written notice. In the event that the tenant remains in possession of the Property, charges will be payable as if 

The Norfolk Agents were then instructed on a Let Only basis. 

The Norfolk Agents may terminate the agreement immediately if you breach any of the terms contained in this 

agreement or the Tenancy agreement, which are no remedied within 30 days of written notice or in the event 

that you do, or do not do, something which makes it impossible, impractical or illegal to continue providing our 

services. 

We reserve the right to assign our rights and/or obligations under this agreement upon giving you one months 

written notice. In all other circumstances we will give you three months written notice before terminating the 

agreement. 

Keeping records 

The Norfolk Agents will keep copies of all terms, agreements, financial information and other correspondence 

in relation to the Tenancy for a period of seven years after the end of the Tenancy. Such information will be held 

securely in accordance with our Privacy Policy. 

Marketing 

We reserve the right to erect a board at the Property for marketing purposes before the start of a Tenancy unless 

instructed to the contrary or this is not allowed by local legislation or property covenants. 

As the Landlord you agree not to allow the display of any other board whist our board is displayed as this would 

be in direct contravention of Town and Country Planning (control of advertisements) Regulations. 

We reserve the right to use any photographs, images and marketing material associated with the Property in 

future marketing and publicity campaigns. Any photographs, floorplans, video or other imagery instructed by or 

taken by us will remain the property of The Norfolk Agents. 

Complaints procedure and The Property Ombudsman Scheme 
 
Should you have any issues with the service provided by The Norfolk Agents which you are unable to resolve 
with the staff involved or the branch manager, you should write to Laura Robinson at Office 3, Marston and 
Langinger House, 13 George Edwards Road, Fakenham NR21 8NL. This complaint will be acknowledged within 
7 working days of receipt and an investigation undertaken.                                                                               Page 14 



 

 

 

 

 

 
A formal written outcome of the investigation will be sent to you within 21 working days expressing The 
Norfolk Agents’ final view.  
 
We are members of The Property Ombudsman Scheme for both sales and lettings and abide by their service 
standards. You agree that we may disclose information relating to the sale of your property to The Property 
Ombudsman Scheme, if you have registered a complaint and they ask for it. You also agree that we may 
disclose your contact details to The Property Ombudsman Scheme if they ask for it, to assist in their 
monitoring of our compliance with the Code of Practice. 
 

Notice of the Right to cancel 
 
If you have signed this agreement in your home or place of work then under the Consumer Contract 
Regulations you have the right to cancel it at any time within a period of 14 days of receipt of the notice 
included within this document. You must notify The Norfolk Agents in writing. 
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