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OUR UNRIVALLED EXPERTISE OVER 
THE PAST EIGHTEEN  YEARS HAS 
MADE US THE FIRST CHOICE FOR 
PROPERTY LETTING, PROVIDING 

A FRIENDLY AND APPROACHABLE 
SERVICE IN HELPING YOU TO FIND 

YOUR IDEAL ACCOMMODATION BY 
LISTENING TO YOUR CRITERIA AND 

TAILORING OUR APPROACH TO     
YOUR PROPERTY NEEDS.

Keylet is one of Cardiff’s largest Letting Agents and with 
the Executive office located at the heart of Cardiff Bay, 
Keylet are within close proximity to all developments and 
are never too far away should you require our assistance.

This Tenant Handbook has been designed to support 
you in every step of your tenancy and contains all the 
information you need.

Keylet are committed to providing you with a high quality 
service and hope that you will be very happy in your new 
home. We want to make your stay as comfortable as 
possible. 

If you have any further queries a member of the Keylet 
Executive team will be happy to assist you.

WELCOME TO KEYLET

I’ve found my new home - what happens next?

Please ensure that all referencing forms given to you by 
your lettings negotiator at the time of paying your agency 
fee have been completed in full and signed. Failure in this 
may result in a delay to you checking in.

A Referencing Agency will complete the following
standard checks:

• Financial Profile including a full credit check
• Employment reference
• Landlords reference
• (Variations of these references are required depending 

on your circumstances)

The referencing agency may contact you direct for 
further information regarding your application. Delays are 
possible where information from third parties can not be 
obtained. To minimise delays we recommend that you 
inform any third party such as your employer or previous 
landlord that they will be contacted by the referencing
agency in due course. 

Keylet Executive will notify you as soon as possible in the 
event of a change to your scheduled contract signing or 
check in date as a result of a delay in your referencing. If 
your references are returned as unsuccessful you will be 
contacted by a member of staff to discuss your options. 
Under these circumstances should the tenancy not 
proceed your agency fees and referencing charges will 
not be refunded. 

Where a tenancy will be in the name of a company 
rather than an individual, Keylet will provide alternative 

CONTRACT SIGNING PROCEDURE
referencing forms to be completed as different references 
will be required. These could include a reference from 
your accountant and/or a solicitor for example. 

In these circumstances, the referencing forms will need to 
be completed by someone with the authority to provide 
the requested information in full.

Depending on your personal circumstances you may 
be asked to provide details of a Financial Guarantor. A 
financial guarantor is someone who agrees to pay your 
rent on your behalf should you experience difficulties 
making payment.

Your selected Guarantor must be:

• 21 +
• A UK based home-owner
• Related to you (ideally a parent/guardian)
• In full time employment (or able to provide proof of 

income if not currently employed)

Keylet require reference checks to be carried out for each 
guarantor.In addition, each guarantor must also complete 
a signed Keylet Executive declaration form which must 
be returned at the time of contract signing. This form 
must be witnessed by an independent party -you cannot 
witness your own form, or that of any joint tenant.

If you are unable to provide a financial guarantor 
your agency fees and referencing changes will not be 
refunded. However in certain circumstances and with 
agreement from the landlord, it may be possible for 
alternative arrangements to be made.
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CONTRACT SIGNING PROCEDURE

You will also be provided with a Direct Debit mandate. 
Rent is due on the Ist of each month and will be collected 
by Direct Debit on the 27th of the preceding month. 
Please ensure the Direct Debit instruction is completed 
and returned at the time of contract signing.

What will I need at my contract signing appointment?

• All members of the tenancy
• 2 forms of identification for each tenant - to include at 

least one with a recent photograph
• All completed Keylet ‘Financial Guarantor’ forms 

(where applicable)
• Any other supplementary referencing documentation 

that has been requested
• Completed Direct Debit Mandate
• Rent & Bond Deposit payment in full*

* Please note that if your contract signing appointment 
is less than 14 days prior to the commencement of your 
tenancy, you will be required to pay your bond deposit 
and first months rent payment in cleared funds (i.e. 
banker’s draft made payable to Keylet or credit/debit 
card). Your bank/building society may charge to you for 
issuing a banker’s draft. Please note, Keylet operate a no 
cash policy. 

In the event that you would prefer to transfer the 
required funds directly in to our client account please 
speak to a member of staff to obtain the correct bank 
account details and your personal reference code. When 
instructing your bank please allow adequate time for 
transfers. Keylet require all funds to clear into our account 
prior to your contract signing appointment. Please note 
that you may incur charges from your bank if you instruct 

The following has been prepared to make moving into 
your property as easy as possible:

• At the time of contract signing we will make an 
appointment for you to move in to your new home. You 
will be met at our Executive office where a full inventory, all 
keys, fobs, parking permits and door entry codes (where 
applicable) will be issued. 

• Upon arrival at our office, we will need to ensure that all 
original documentation and payments have been received, 
together with a signed direct debit agreement before we 
can proceed. 

• Upon moving in to your new home check the condition 
of the property against the inventory provided to you. If 
you do not agree with what is stated you have 7 days 
to forward your written comments to our office. We will 
amend our records and forward an amended version of the 
inventory to you. It may be necessary for an inventory clerk 
to re-inspect your property. 

• Your Keylet representative will be available to assist in any 
queries you may have. You will be informed of details for 
any concierge facilities, how to operate door entry systems 
and directed to your post box and allocated personal 
parking space (where applicable). You will also be issued 
with any meter readings taken from the commencement of 
your tenancy. 

• Upon moving in, you maybe required to complete a 
registration form with the concierge at the development you 
have moved to. Your Keylet representative will provide you 
with further details where applicable. 

• Tenants are responsible for all utility bills from the 
commencement date of the tenancy. It is the tenants’ 

MOVING IN TO YOU NEW HOME
responsibility to contact the utility companies with the 
meter readings to open a new account in the householders’ 
name. 

If you are currently granted exemption from Council Tax 
payments on the grounds of student status, you are required to 
forward your student exemption certificates to Cardiff Council 
in order for all council tax charges to be cleared. If you are not 
a student please make arrangements to set up a new account 
and pay your bill as normal.

In the event that you experience maintenance problems during 
your tenancy, please contact Keylet Executive and your problem 
will be logged and dealt with as soon as possible. 

Please note that in the event that the property is still covered 
under warranty, all works will be carried out by the property 
developer. Maintenance required in any communal areas will 
be completed by the freeholders’ appointed managing agent. 
Under these circumstances neither your landlord nor Keylet can 
be held responsible for any delays in the work being completed. 

• For any alterations that you may wish to make to the 
property then please forward your requests to our 
Executive office in writing. These will be passed to the 
landlord for approval. You will be informed of the landlord’s 
decision in writing. Any alterations to the property that have 
not been agreed with the landlord may result in deductions 
being made from your bond deposit. 

• We advise you to ensure that your personal belongings are 
adequately insured. For details of a competitive provider 
the please contact a member of our team. 

• If you experience any difficulty once you have moved into 
your property please contact our office immediately and 
we will endeavour to attend to any problems as quickly as 
possible.

them to perform a same-day transfer of funds.

All bond deposits are registered with, The Dispute Service 
in line with the Tenancy Deposit Scheme government 
regulations (www.direct.gov. uk/en/TenancyDeposit). This 
deposit will be held by Keylet during the period of the 
tenancy and subsequent extensions in a secured client
account. You will be provided with a certificate of 
registration. You will be able to view details of your bond 
deposit by visiting our website www.keylet.co.uk – use 
the TDS icon together with your unique registration 
number.

Your contract signing appointment will only be completed 
once all other documentation has been received and 
checked. Please ensure that you have followed all of the 
above steps so that your appointment runs as smoothly 
as possible. 

Where the tenancy is in the name of a company, please 
ensure that the necessary authority has been provided 
in writing from a company director to confirm that the 
representative has permission to sign the
agreement on behalf of the company.
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LANDLORDS AND TENANTS RESPONSIBILITIES & RIGHTS
WHAT IS THE LANDLORD RESPONSIBLE FOR?

Repairs

Unless the tenancy is for a fixed term of more than 7 years, the 
landlord is responsible for repairs to: 

• The structure and exterior of the property
• Baths, sinks, basins and other sanitary installations
• Heating and hot water installations
• If you are renting a flat or maisonette, other parts of the 

building or installations in it which he or she owns or 
controls and whose disrepair would affect you.

Responsibility for other repairs depends on what the landlord 
agrees with you. He or she is not responsible for repairing 
damage caused by you during your tenancy.

Safety of gas appliances & electricity

The landlord is required to ensure that all gas appliances are 
maintained in good order and that an annual safety check 
is carried out by a tradesman who is registered with CORGI 
(Council for Registered Gas Installers). The landlord must keep 
a record of the safety checks and provide you with a copy 
within 28 days of each annual check. You are not allowed to 
bring in your own gas appliances and will not be covered under 
this check. The landlord is not responsible for maintaining gas 
appliances brought into the property by the tenants. 

As a tenant, you must allow the Landlord, his Agents or his 
tradesmen reasonable access to the property in order to carry 
out necessary works. 

Fire safety of furniture and furnishings

The landlord must ensure that any furniture and furnishings 
he or she supplies meet the fire resistance requirements in the 
Furniture and Furnishings (Fire) (Safety) Regulations 1988.

Council Tax

It is your responsibility to inform Cardiff Council that you 
are thetenants at your property. This should be done at the 
commencement of your tenancy. 

All students must also provide Keylet with a copy of their 
council tax exemption certificate. The certificates can be 
obtained from your University - check with your academic 
registry if you are unsure where to get yours. Unless all 
certificates are received, Cardiff Council will be unable to 
confirm that your property is exempt from charges. Without 
proof of exemption or payment Keylet will be unable to return 
your bond deposit at the end of your tenancy.

Utility charges

You will normally be responsible for paying all utility charges 
including water, sewerage charges, gas, electric and telephone 
charges unless your landlord has agreed to meet any of these 
charges. This should be specified in your tenancy agreement. 

WHAT RIGHTS DOES THE LANDLORD HAVE?

Access

The landlord, or landlord’s agent, has the legal right to enter the 
property at reasonable times of the day to carry out the repairs 
for which he or she is responsible and to inspect the condition 

and state of repair of the property. 24 hours’ notice of an 
inspection of the property must be given except in emergencies.

WHAT RIGHTS DOES THE TENANT HAVE?

Quiet enjoyment

You have the legal right to live in the property as your home. 
The landlord should ask your permission before he or she enters 
the premises, unless of course there is an emergency situation. 
The landlord cannot evict you without a possession order from 
the court. If the landlord sells the freehold of the property, you 
will retain any rights you have to remain in the property, as the 
tenancy will be binding on any purchaser.

Noise & Nuisance

Noise is the biggest cause of disputes between neighbours, 
especially for people living in flats. You can minimise the 
amount of noise you make by: 

• Keeping TV sets, music systems and radios away from 
walls next to where someone else is living;

• Keeping the volume down, especially late at night or early 
in the morning;

• Not standing stereo speakers and televisions directly on the 
floor, as the sound carries into the flat below; 

If we receive complaints of noise nuisance emanating from 
your property we will contact you by letter. If the noise nuisance 
persists the case will be referred to Cardiff Council who are at 
liberty to impose a considerable fine against you.

In addition, such behaviour will put you in breach of your 
tenancy agreement and have a negative effect upon your 
tenancy.

As part of your Tenancy Agreement, you have agreed not to 
cause a nuisance, or disturb or harass your neighbours. In 
addition, as the tenancy holder you are responsible for making 
sure that all members of your household, including your visitors, 
do not cause a nuisance whilst at or in the vicinity of your home.

We treat nuisance and racial or other types of harassment as a 
breach of tenancy and may start proceedings against you. We 
will not tolerate any form of harassment. Action will be taken 
against any tenant found to be responsible for harassment. 

As the tenant you are responsible for any visitors to your house/
flat.

We also believe that our employees should be able to conduct 
their work in safety and we will take action against anyone 
harassing our staff.

You should not bring any pets into the property.

Rubbish

Please ensure that you put out your rubbish no earlier than 
7pm on the day before and no later than 7am on the day your 
collection is due (check with Cardiff Council if you are unsure of 
your collection date).

Do not leave rubbish bags in the front garden of the property as 
the refuse collectors are not permitted to enter the property to 
remove rubbish.

Any items left in the property or in the front or rear gardens at 
the end of the tenancy will be removed by Keylet and the cost 
incurred will be deducted from your bond deposit.
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PAYING YOUR RENT & CHARGES
Rent must be received in cleared funds for the 1st day 
of each month by Direct Debit (i.e. payment from your 
household account) Any amendments to your Direct 
Debit instruction must be put in writing to our office 
with at least 10 days notice prior to the collection date. 
Keylet will not be held responsible for any charges that 
you incur as a result of not allowing sufficient time for 
cancellations and amendments to be processed.

Keylet will charge an administration fee of £25.00 for every 
payment that is returned.

There will be a charge for letters concerning rent arrears at £15.00 
per letter.

In addition the agent will charge an administration fee of £50.00
per visit made to the property for the purpose of collecting
outstanding rent.

In the event of the tenancy going into an arrears situation, we will
exercise our Statutory right to claim interest and compensation 
charges under the Late Payment of Debt (Interest) Act 1988. 
amended and supplemented by the Late Payment of Debt 
Regulations 2002.

Keylet shall be entitled to charge interest at the rate of 4% above 
the prevailing base rate of the Bank of England on the outstanding 
sum from the date when the sum became due until the date of 
payment.

Sometimes things can happen that make it difficult for you 
to pay your rent, please contact us as quickly as possible to 
discuss your situation.

CHECK OUT PROCEDURE & BONDS
During the checkout process please observe the 
following points:

• You will be met at the property by a check out clerk. All 
keys, fobs and parking permits must be returned at this 
time. Should you fail to return your keys by the end of your 
contract date you will be charged full rent until such time as 
they are returned. 

• If you leave the property earlier than the last date of your 
tenancy agreement please give your keys to the person 
that will be carrying out the inspection. In the event of keys 
or fobs being misplaced or stolen you will be charged the 
full cost of replacement locks, keys and fobs.

Please refer to the inventory that was carried out at the 
commencement of your tenancy and ensure that the property is 
returned to Keylet in the same condition; any general wear and 
tear will be taken into consideration at the time of inspection. If 
you require a further copy of your inventory then please contact 
our office. All items listed on the inventory including any kitchen 
equipment must be returned to their original position; this will 
enable the check out clerk to carry out an efficient check out 
inspection.

The property must remain free from damage and in a clean 
condition paying particular attention to the kitchen and 
bathroom areas. For your convenience, please refer to the 
Directory section of this handbook for contacts of Professional 
Cleaners.

Upon your departure, all rubbish and any unwanted items of 
furniture should be disposed of in the correct manner. Charges 
will be made for the removal and disposal of items not listed on 
the inventory. Should the property not be adequately cleaned 
upon inspection, professional cleaners will be appointed.

Appropriate action will be taken to rectify any defects and 
restore the property to its pre-tenancy condition (as noted 
on your inventory) and you will be notified in writing of any 
proposed deductions. If you disagree with the decision made 
your reasons must be forwarded in writing to the Keylet 
Executive Office within 7 days to enable us to review your 
case. Failure to do this will be deemed as your authority to 
appropriate deductions as stated from your bond deposit.

To ensure an efficient return of your bond deposit, 
please refer to the following steps:

1. You will need to contact your utility suppliers to confirm 
you have vacated the property and to close your accounts. 
You will need to provide proof of final payments to Keylet 
Executive Office for the gas, water, electricity and council 
tax (where applicable) in order to have your bond deposit 
returned. Until confirmation that all accounts have been 
cleared has been received, Keylet will be unable to process 
the return of any tenants’ bond deposit. 

2. Bond deposits are only returned once all rent arrears for the 
household are cleared in full. This includes any charges for 
late and returned payments, as highlighted in your Tenancy 
Agreement. 

3. Keylet require a forwarding address for each tenant in order 
for the bond deposit to be sent to you. In the event that no 
forwarding address is provided and a Financial Guarantor is 
in place then the bond deposit shall be sent to this address.

We will write to you at least one month prior to the end of your 
tenancy enquiring as to whether you would like to stay at the 
property. Upon confirmation from the landlord, an appointment 
will be made for you to attend our office to complete the new 
documentation. A reduced agency fee and any referencing 
charges must be paid in advance of a new tenancy being 
granted. The referencing agency will conduct additional 
references to confirm that there has not been any change to
your personal circumstances and financial status. Once 
everything has been confirmed you will be invited to attend our 
office to sign your new agreement.

Please note: in the event that you wish to stay at the property 
you will be offered a minimum of a 6 month tenancy agreement. 
You will not be permitted to continue living at the property on a 
month to month basis.

Should you decide to vacate the property you will be 
contacted by Keylet Executive to make a check out inspection 
appointment. Please note that only one inspection will be 
performed once all joint tenants have vacated and all personal 
belongings have been removed.

In the event that the final day of your tenancy falls on a Sunday 
when our office is closed, the check out clerk will conduct an 
inspection on the next available day. If you are unable to attend 
at this time, you must arrange for all keys to be sent to our 
office prior to the scheduled time of inspection.

If you fail to attend the exit inspection it will be performed 
in your absence and the outcome of the inspection will be 
deemed final. As joint tenants, any member or members of the 
household signing the exit inspection will be deemed as signing 
on behalf of the household as a whole.
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BOND/DEPOSIT RETURNS PROCEDURE
Please also note:

If any members of your household are renting the property again 
but you are vacating, please ask your household to forward to 
our Head Office a letter signed by each remaining member of 
the household. In order for your bond to be returned this letter 
must state the following:

• you do not owe any monies for outstanding bills: 

• the remaining tenants are happy with the condition of the 
property.

Please note that once you have vacated the property we will 
not be able to allow you further access to the property. Should 
Keylet have to attend the property on your behalf you will be 
charged a call out fee of £30.00 plus VAT for each visit. You may 
find the Royal Mail redirection facility useful to forward your 
mail to your new address, see www.royalmail.co.uk for further 
details.

Tenants are responsible for the costs of repairs required to 
rectify damages to the property as noted during the exit 
inspection. In the event that remedial works are required your 
bond will only be returned once invoices for these works have 
been submitted. All works co-ordinated by Keylet are subject to 
an administration fee.

The deposit is not to be used by the tenant towards the final 
rent payment The deposit shall be returned to the tenant 
(without interest and less any relevant deductions, where 
applicable) once the tenancy has been terminated, the property 
has been vacated and within 21 working days of receiving 
written proof that all utility bills have been paid (subject to 
receipt of maintenance invoices as above)

The bond deposit is not to be used by the tenant towards the 
final rent payment. The bond deposit shall be returned to the 
tenant (without interest and less any relevant deductions, where 
applicable) once the tenancy has been terminated, the property 
has been vacated and within 21 working days of receiving 
written proof that all utility bills have been paid, providing 
all necessary work has been completed to the landlords 
satisfaction and the work has been invoiced and paid.

COMPLAINTS PROCEDURE
Although we acknowledge every complaint as set out 
below, if you would like to pay us a compliment we 
would like to hear from you.

Making a Complaint
Depending upon the nature of your complaint, we may have 
to write to your landlord for his response. This may result in a 
delay in the speed of our response to your complaint.

STAGE 1
If you are a tenant, contact us at our Cardiff Bay office. For full 
contact details see ‘Your point of contact’ at the start of this 
Handbook.

Action
If we cannot resolve your enquiry over the telephone we will 
ask you to put your complaint in writing, we will send you an 
acknowledgement of your letter within 3 working days and a 
written response to the complaint within 10 working days of the 
acknowledgement.

STAGE 2
If you are not satisfied with the reply, the Housing Manager will 
review your complaint, the response and your observations.

Action
We will inform you of the review fi ndings within 10 working 
days or make an appointment for you to attend the office. 

If you are still not satisfied you can consult a solicitor, apply 
to the courts or the Citizens Advice Bureau.
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FREQUENTLY ASKED QUESTIONS FREQUENTLY ASKED QUESTIONS
Rubbish

Please adhere to the policy regarding the disposal of rubbish 
that is in place at the development that you are residing in or 
ensure that you put out your rubbish no earlier than 7pm on the 
day before and no later than 7am on the day your collection 
is due (check with Cardiff Council if you are unsure of your 
collection date).

Do not leave rubbish bags in any communal areas, on balconies 
or in the front garden of the property. The refuse collectors are 
not permitted to enter the property to remove rubbish. Any 
items left in the property or in the front or rear gardens at the 
end of the tenancy will be removed by Keylet and the cost 
incurred will be deducted from your bond deposit. 

Can I withhold rent, as the landlord is not carrying 
out the repairs?

If you do not pay your rent, the landlord can take you to court 
for arrears, and may seek repossession of the property.

What if my rent is late?

All monthly rent should be received by Keylet no later than the 
1st of every month by one household Direct Debit payment. If 
you are aware that there may be a problem with your payment, 
please contact Keylet immediately to discuss the situation and 
see what we can do to help. 

You can telephone our rent recovery department on 02920 
489000 between 9am - 6pm Monday to Friday and 10am to 
5pm Saturday.

If your payment has not been received by the 2nd, all tenants 

will receive a text message to inform them and allow time for 
the situation to be rectified. Please keep us informed of any 
changes to your mobile numbers - it could save you money!

If payment is still outstanding on the 4th, a letter will be sent to 
the property to advise you that payment should be made within 
48 hours to avoid incurring late rent charges. All tenants will also 
be contacted by telephone to discuss the situation.

In the event that payment still has not been received by the 7th,
a further letter will be sent to the property, along with an invoice
outlining the total late rent charge for the property. 

When this second letter is sent a copy is also forwarded to each 
of the financial guarantors to inform them of the arrears situation 
and to request payment from them.

If payment is still not received, all tenants will once again be 
contacted by telephone, as will all financial guarantors, until 
the situation has been resolved. Keylet is obliged to pursue all 
debts. This applies to debts owed by both current and former 
tenants.

In the event that any property falls into serious rent arrears (i.e. 2
months unpaid rent) a Section 8 Notice will be served to the 
property. This is the first step in the proceedings allowing your 
landlord to reclaim possession of the property. If after a further 
14 days the arrears remain unpaid, your landlord would be in 
a position to take the matter to small claims court. This action 
would result in further costs incurred by all tenants, as well as 
the potential for County Court Judgments to be issued which 
would have an adverse effect on any future credit.

Please remember that Keylet are here to assist you, if you are
experiencing financial difficulties, contact us as soon as 
possible. We may be able to arrange an alternative method of 
payment in order to resolve the situation but we need as much 
information as possible to take to your landlord.

What if I have other debts?

There are various people you can speak to, your bank, your 
university or the Citizens Advice Bureau.       

Can I leave before the end of the tenancy?

You will be unable to end your tenancy prior to the expiry, unless 
ALL of the following conditions have been adhered to:

• Your rental account is fully up to date.
• A replacement tenant has been found who can take over 

the tenancy until the expiry date of the contract. The 
replacement tenant must be authorised to take up the 
tenancy by all other remaining tenants of the household and 
by the landlord or his agent.

• The leaving Tenant and Replacement Tenant have signed 
the appropriate documentation provided by Keylet.

• The leaving Tenant has made a payment for Keylet’s 
administrative charges which is equal to a 1/4 of one 
months rent plus VAT.

What else do I have to pay for?

You will also be responsible for any connection charges required 
by any suppliers. Please make sure that if you change your 
utility supplier (gas, electric, water and telephone) you inform 
Keylet of this in writing in advance. We would advise you not to 
change your supplier, but if you wish to do so there will be a £20 
administration charge. 

The tenant will be responsible for call-out charges per 
visit, if we are called out to attend to the following:

• To open a bedroom door lock, front door or back door
• To unblock a sink, bath or toilet
• Any call out which is considered unnecessary. This is at the 

discretion of the Housing Manager. This decision is final.
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EMERGENCIES
For emergencies relating to your tenancy (see list 
below of what constitutes an emergency), please 
contact Keylet Head Office. 

They are open Monday to Friday from 9.00am to 
7.00pm, 10.00am to 5.00pm Saturdays. 

If you have emergency maintenance to report 
outside of normal office hours, please call one of the 
following numbers:

• For electrical faults where there is the danger of fire please 
contact RED BADGE ELECTRICAL on 07968 372 897 or 
02920 615 235 

• If you suspect a gas leak please contact TRANSCO on 
0800 111 999 

• For water leaks and loss of heating or hot water please 
contact GAS TECH on 07951 759 721 

• If you have been locked out of your home and require a 
locksmith please contact SIMON CURLEY on 07814 814 
184

Please only use this service for real emergencies. 

If the system is abused you may put someone else’s health at 
risk and you willbe charged £75.00 + VAT for a false call out.

When can I expect someone to attend to the 
problem?

Once you have registered you maintenance query it will be 
assessed as to the response time required for that problem. For 

example if there is a water leak or gas leak, then 
this is considered a priority and someone will call 
to attend these matters within a few hours. 

If the query is relating to a broken door 
handle, the time allocated to repair this will be 
considerably longer but within a specified time 
guide.

What is an emergency?

These are some examples:

• Gas leaks 

• Electrical fault where there is danger of fire 

• Total or partial loss of water supply - First 
check with the water supplier 

• Leaking water or heating pipe, tank, cistern 
or toilet 

• Dangerous structures such as loose cast 
iron rainwater gutters, unsafe chimney 
stacks or roofs 

• Serious danger to the security of your home

Electrical Supplier Queries 08459 060 708

Gas Supplier Queries (Transco) 08706 081 524

British Gas (Home Movers) 08456 091 122

British Gas (Domestically) 08456 000 560

British Gas (Gas Leak - Transco) 0800 111 999

Swalec Gas 0800 052 0500

Swalec (Moving House) 0800 0525252

Swalec (power Cuts) 0800 0520400

Welsh Water 0800 052 0145

Cardiff County Council (Switchboard) 029 2087 2087

Post Re-Direction Service 08457 740 740

Post Code Enquiries 08457 111 222

TV Licensing (new licence applications) 08705 226 666 / 
08702 416 468

British Telecom 0800 800 150

Virgin Media 0800 064 3823

Western Power 0330 123 5002

Gas Supplier Queries (Transco) 08706 081 524

Local Police Station 029 2022 2111

Premier Taxis 029 2055 5555

MSL Maintenance (cleaners) 07723 087 958

Doctors (Bay) – Grangetown Health 
Centre,

029 2023 2324

45 Cambridge Street, Cardiff, CF11 7DJ 029 2049 4250

Doctors (City Centre) – 187 City Road, 
Cardiff, CF24 3WD

029 2049 7082

Dentists – Dr S Yeganeh, 251 Newport 
Road, Cardiff

029 2039 0297

Opticians – Specsavers – 90 Queen St, 
Cardiff, CF10 2GR

08704 004 544

Car Hire – National Car Rental, Unit 10, 
Dominions Way Ind Est, Newport Road, 
Cardiff, CF24 1RF

029 2039 9900

Hairdressers/salon – Toni & Guy – 35 St 
Mary St, Cardiff, CF1 1AD

029 2087 2000

USEFUL NUMBERS
We have listed some useful contact numbers that may not only assist you during your moving in period but 
throughout your tenancy.
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OUT & ABOUT IN CARDIFF & THE BAY

Wales Millennium Stadium, 
0870 013 8600

Home to the WRU. Hosts international sporting events, live concerts 
and shows.

Wales Millennium Centre
0870 040 2000

Arts centre housing theatres for musicals, opera, ballet and dance, as 
well as cafes and arts organizations.

The New Theatre
029 2087 8787

Wales’ number one venue for the best in drama, opera, musicals, 
dance, children’s shows and pantomime.

Le Croupiers Casino, 
029 2023 0652

Well known casino situated in the heart of Cardiff city centre.

The Red Dragon Centre
029 2025 6261

This modern 12 screen cinema, 26 lane bowling alley, a micro brewery 
night club and several restaurants and bars.

Terra Nova
029 2045 0947

Situated in Mermaid Quay, Terra Nova offers a sophisticated, relaxed 
environment to lunch, wind-down after work or spend an evening.

Strada
029 2048 2112

The restaurant has a bright and contemporary feel with plenty of 
outside seating for al fresco dining and sea views.

Ba. Orient
029 2046 3939

Quality cocktails, food and unrivaled service – provided in elegant, 
sophisticated surroundings on the Bay front.

The Bombay
029 2048 1148

The true Indian café experience. A place where you can sip Chai, take 
time over breakfast, orcatch up with friends over coffee and a snack.

Tiger Tiger
029 2039 1944

The Bar, Club and Grill in the heart of the city. Enjoy a weekend of 
partying, eating, drinking and dancing until late.

Letting Negotiations & Viewings. Agency Fee Administration, Tenant & 
Landlord Lettings Enquiries

Executive Lettings Negotiator

Maintenance requests and queries. Client accounts and rent arrears 
queries, Complaints and General Tenancy Issues

Executive Housing Supervisor

Bond Deposit refunds, Complaints Housing Manager

Letting Negotiations & Viewings, Agency Fee Administration, Tenant & 
Landlord Lettings Enquiries, Rental Appraisals and General complaints

Lettings Manager

Contract Signing & Reference Enquiries, Utility Bills & Council Tax 
Enquiries, General Tenancy Issues. Maintenance requests & enquiries

Executive Housing Officer

BAY OFFICE (Executive/Sales)
117–120 Bute Street, Cardiff Bay, Cardiff, CF10 5AE
Tel: 02920 489 000    Fax: 02920 376 923    Email: executive@keylet.co.uk  

To help you to settle in to your new home and surrounding area. Keylet have created a list of recreational places 
of interest and enjoyment for you. Whether you are looking for a business lunch, a romantic evening or a night on 
the town. Cardiff has it all and only a short distance away...

YOUR POINT OF CONTACT

If you feel that your query has not been dealt with to your 
satisfaction then please contact The Operations Director 
on (029) 2048 9000 for further assistance.

For any further information regarding the above please call 
the appropriate office.

OFFICE OPENING HOURS
   MON to FRI SATURDAY
BAY OFFICE  9am - 6pm 10am - 5pm
CATHAYS OFFICE 9am - 7pm 10am - 5pm
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FULL LIST OF CHARGES
Rent arrears letter 1 £15.00 inc. VAT

Rent arrears letter 2 £15.00 inc. VAT

Rent arrears letter 3 £15.00 inc. VAT

Preparation of Section 8 Notice £30.00 inc. VAT

Returned Direct Debit/Standing 
Order/ Cheque payment

£25.00 inc. VAT

House visit for purpose of collecting 
rent arrears

£50.00 inc. VAT

Cancellation of cheque (i.e. lost 
cheque)

£15.00 inc. VAT

Council tax reminder letter £15.00 inc. VAT

Change of Utilities Supplier £20.00 inc. VAT

Reference charges (per person) £30.00 inc. VAT

Call out charge (lock out’ blocked 
sink, drain, toilet, etc)

£30.00 + VAT

Call out charge for unnecessary 
maintenance

£30.00 + VAT

Agency fee - replacement tenant 1/4 month rent + VAT

Return of overpaid rent at end of 
tenancy

£20.00 inc. VAT

Agency fee (re-sign) 1/8 month rent + VAT

DOORS AND FITTINGS
Replace door handle £35 + VAT

Replace door hinges £30 + VAT

Replace door closer £50 + VAT

Replace exterior door lock £50 + VAT

Replace interior door lock (if fitted) £40 + VAT 

GENERAL
Redecorate wall £60 + VAT

Redecorate ceiling £60 + VAT

Replace stained/damaged carpet per 
sqm

£25 + VAT

Replace vinyl flooring per sq metre £30 + VAT

Replace laminate floor per sq metre £30 + VAT

Replace/replenish fire extinguishers if 
misused

£60 + VAT

Replace fire blanket £25 + VAT

WINDOWS & CURTAINS
Re-glaze per sq metre £70 + VAT

Replace curtains/blinds each room £90 + VAT

Replace curtain track £45 + VAT

KITCHEN AND LOUNGE
Replace worktops per 3 meter length £160 + VAT

Replace cupboard door £60 + VAT

Re-hang cupboard door £30 + VAT

Replace damaged taps £60 + VAT

Replace cooker/oven wire shelves £30 + VAT

Replace cooker/oven grill pan £30 + VAT

Replace cooker glass £75 + VAT

Replace damaged hobs if separate £180 + VAT

Replace fridge/freezer shelf/drawer £30 + VAT

Fridge internal lining damage £150 + VAT

Replace damaged microwave £60 + VAT

Replace washing machine £200 + VAT

Replace fridge/freezer £210 + VAT

Replace vacuum cleaner £65 + VAT

Replace dining chairs each £25 + VAT

Replace dining table £110 + VAT

Replace armchairs each £100 + VAT

Replace sofa (2 seater) £150 + VAT

Replace sofa (3 seater) £400 + VAT

Replace coffee table £60 + VAT

CHARGING LIST

* Please note these charges are a guide only. Charges will vary
according to the size, quality of furniture and the existing
decoration of the property.

BEDROOM
Replace bed base £100 + VAT

Replace mattress single £65 + VAT

Replace mattress double £85 + VAT

Replace desk £80 + VAT

Replace desk chair £20 + VAT

Replace wardrobe £110 + VAT

Replace chest drawers £80 + VAT

Replace bedside cabinet £75 + VAT

BATHROOM
Replace shower head £40 + VAT

Replace shower curtain £35 + VAT

Replace shower screen £140 + VAT

Unblock washbasin/bath £30 + VAT

Replace taps £60 + VAT

Replace mirror £40 + VAT

CLEANING
Average cost cleaning 4 bedroom house £180 + VAT

Average cost cleaning carpet per room £20 + VAT

Rubbish removal per bag £10 + VAT

Returning furniture to its original location £50 + VAT

Removal of items not recorded on inventory £10 + VAT 
(per item)

CHARGING LIST
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CARDIFF TRAVEL INFORMATION
BY AIR

Cardiff International Airport is situated to the West of the City 
in Rhoose. Regular buses run between Cardiff and the airport 
throughout the day and night including local buses, National 
Express coaches, Airbus and Cardiff Bus, which runs to the 
central railway station in Cardiff. A recent train line has also 
been added, linking the airport with the city centre and Bridgend 
in the other direction. 

For further information contact Cardiff International Airport on 
01446 711 111 or visit www.cwlfly.com.

BY TRAIN

Cardiff’s main train station is located in Central Square. It 
operates a regular network of trains providing links around 
Wales and the UK. There are also three smaller stations within 
close proximity to the city centre and main university campuses. 
These are situated on Queen St, Sengenydd Rd in Cathays and 
in Cardiff Bay. 

For further information and timetables contact National Rail 
Enquiries on 0845 748 4950 or visit www.nationalrail.co.uk.

BY ROAD

The district of Cardiff is served by a number of major roads and 
nearby the city connects to the M4 motorway, which connects 
to the M5, M32, M48, M49 and M50, travelling to cities including 
Swansea, Neath, Aberystwyth and Abergavenny in Wales, and 
London in England. Return journeys from England using the 
Severn Bridge will incur a charge.

PUBLIC TRANSPORT

‘Cardiff Bus’ provides a regular bus service throughout the 
Cardiff area offering a cost effective way to travel. Services 
such as National Express and Megabus also offer direct links 
to a variety of cities across the UK. Most buses and coaches 
in Cardiff depart from the main station on Wood St. Bus stops 
linking Cardiff Bus services are equip with full route details and 
timetables. 

For further information and timetable enquiries please contact 
Cardiff Bus on 0870 608 2608 or visit www.cardiffbus.com.

LET’S
OPEN DOORS
TOGETHER
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