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Our Commitment 
The Rental Living sector is committed to raising 
ƊƖåœĈåƂĈƊ͚΄åǖŜƂĈĳœħ΄ĎåāĮ΄åœĈ΄ĎƵĎƂƼ΄ƂĎƊĳĈĎœƖ΄
ƂĎƊſĎāƖ͚΄ĦåĳƂœĎƊƊ͚΄åœĈ΄ƖƂåœƊſåƂĎœāƼ͟΄¯ĮĳƊ΄
Customer Charter outlines the shared principles, 
responsibilities, and expectations between 
Rental  Living operators, and 

 
ƖĎœåœƖƊ΄ƶĳƖĮĳœ΄ƖĮĎ΄¶_΄�ĎœƖåŉ΄aĳƵĳœħ΄ƊĎāƖŜƂ͟ ΄
It represents our collective commitment to 
fostering respectful, transparent, and customer-
ĦŜāƞƊĎĈ΄ŉĳƵĳœħ΄āŜőőƞœĳƖĳĎƊ͟

$ĎǙœĳƖĳŜœ΄ŜĦ΄å΄�ĎœƖåŉ΄aĳƵĳœħ΄āƞƊƖŜőĎƂ͙΄ 
å΄ƂĎƊĳĈĎœƖ΄ŜƂ΄ƖĎœåœƖ΄ŜĦ΄å΄�¯�΄�ƞĳŉĈĳœħ͟

Core Principles

1. Respect:  
*ƵĎƂƼ΄ƂĎƊĳĈĎœƖ΄ĳƊ΄ĎœƖĳƖŉĎĈ΄ƖŜ΄ĀĎ΄ƖƂĎåƖĎĈ΄ƶĳƖĮ΄
ĈĳħœĳƖƼ΄åœĈ΄ƂĎƊſĎāƖ͚΄ƂĎħåƂĈŉĎƊƊ΄ŜĦ΄ĀåāņħƂŜƞœĈ͚΄
āĳƂāƞőƊƖåœāĎƊ͚΄ŜƂ΄ƊƖåƖƞƊ͟

2.Transparency:  
�ŉĎåƂ͚ ΄ĮŜœĎƊƖ͚΄åœĈ΄ƖĳőĎŉƼ΄āŜőőƞœĳāåƖĳŜœ΄
ĀĎƖƶĎĎœ΄ŉåœĈŉŜƂĈƊ͚΄ŜſĎƂåƖŜƂƊ͚΄åœĈ΄ƂĎƊĳĈĎœƖƊ͟

3. Fairness:  
Equal access to services, fair rental terms, and 
ƞœĀĳåƊĎĈ΄ƂĎƊŜŉƞƖĳŜœƊ΄ƖŜ΄ĈĳƊſƞƖĎƊ͟

4. Community Focus:  
�ƂŜőŜƖĳœħ΄å΄āƞŉƖƞƂĎ΄ŜĦ΄ĳœāŉƞƊĳƵĳƖƼ͚΄ĎœħåħĎőĎœƖ͚΄
åœĈ΄ƊƞƊƖåĳœåĀĳŉĳƖƼ΄ƶĳƖĮĳœ΄ƖĮĎ΄ŉĳƵĳœħ΄ĎœƵĳƂŜœőĎœƖ͟

Customer Behaviour Expectations 
�ĎƊĳĈĎœƖƊ΄åƂĎ΄ĎœāŜƞƂåħĎĈ΄ƖŜ͙

• �̄ ƂĎåƖ΄ĦĎŉŉŜƶ΄ƂĎƊĳĈĎœƖƊ͚΄ƊƖåǖ͚΄åœĈ΄ƖĮĎ΄ſƂŜſĎƂƖƼ΄
ƶĳƖĮ΄ƂĎƊſĎāƖ΄åœĈ΄āŜœƊĳĈĎƂåƖĳŜœ͟

• �IŜœŜƞƂ΄ƖĎœåœāƼ΄åħƂĎĎőĎœƖƊ΄ĀƼ΄ſåƼĳœħ΄ƂĎœƖ΄Ŝœ΄

• �AŜƊƖĎƂ΄å΄ƊĎœƊĎ΄ŜĦ΄āŜőőƞœĳƖƼ΄ƖĮƂŜƞħĮ΄
œĎĳħĮĀŜƞƂŉƼ΄āŜœĈƞāƖ΄åœĈ΄őƞƖƞåŉ΄ƂĎƊſĎāƖ͟

Setting the Standards for Rental Living 
Customers - A Rental Living  

 Customer Charter 
]åœƞåƂƼ΄̇̅̇̊΄�ĎƵ̆



www.theARL.org.uk.  ©The Association for Rental Living (ARL) – formerly the UKAA 2/4

Rental Living Operator Behaviour 
Expectations 
aåœĈŉŜƂĈƊ΄åœĈ΄ŜſĎƂåƖŜƂƊ΄ƶĳŉŉ͙

• ��ƂŜƵĳĈĎ΄�ƞåŉĳƖƼ΄�āāŜőőŜĈåƖĳŜœ΄ĀƼ΄ĎœƊƞƂĳœħ΄
ĮŜőĎƊ΄őĎĎƖ΄ŜƂ΄ĎƻāĎĎĈ΄ƊåĦĎƖƼ͚΄ĮĎåŉƖĮ͚΄åœĈ΄
ĀƞĳŉĈĳœħ΄ƊƖåœĈåƂĈƊ͟

• ��Ď΄�ĎƊſŜœƊĳƵĎ΄ĀƼ΄åĈĈƂĎƊƊĳœħ΄őåĳœƖĎœåœāĎ΄
and repair requests within reasonable 
ƖĳőĎĦƂåőĎƊ͟

• �tǖĎƂ΄¯ƂåœƊſåƂĎœƖ΄ Ď̄œåœāƼ΄�ħƂĎĎőĎœƖƊ΄ĀƼ΄
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Security ͬ�ŉŉ΄¢ƞĀŃĎāƖ΄ƖŜ΄ƖĮĎ΄ 
�ĎœƖĎƂƊͽ΄�ĳħĮƖƊ΄�ĳŉŉͭ 
aåœĈŉŜƂĈƊ΄åœĈ΄ŜſĎƂåƖŜƂƊ΄ƶĳŉŉ͙

•΄�́ÎĎ΄ƊƞſſŜƂƖ΄ƖĮĎ΄BŜƵĎƂœőĎœƖͽƊ΄őåœĳĦĎƊƖŜ΄
ſŉĎĈħĎ΄ƖŜ΄ĎœĈ΄ͺœŜ΄ĦåƞŉƖ΄ĎƵĳāƖĳŜœƊͻ΄ͬ¢ĎāƖĳŜœ΄̇̆ͭ΄
and will help to implement its commitment 
ƖŜ΄ƂĎſŉåāĎ΄¢ĎāƖĳŜœ΄̇̆΄ƶĳƖĮ΄å΄ĦåĳƂ͚ ΄ĎƵĳĈĎœāĎͲ
ĀåƊĎĈ΄ƊƼƊƖĎő͚΄ƶĮĳāĮ΄āåœ΄ĀĎ΄ĳőſŉĎőĎœƖĎĈ΄ĀƼ΄
å΄ƂĎŃƞƵĎœåƖĎĈ΄āŜƞƂƖ΄ſƂŜāĎƊƊ΄åœĈ΄őŜĈĎƂœĳƊĎĈ΄
ƂĎĦŜƂőĎĈ΄¢ĎāƖĳŜœ΄̆̈΄ſƂŜāĎƊƊ͟΄

•΄�ÎĎ΄ƶĳŉŉ΄ŜǖĎƂ΄ƂĎƊĳĈĎœƖƊ΄ƖĮĎ΄āĮŜĳāĎ΄ŜĦ΄ƖĎœåœāƼ΄
ŉĎœħƖĮ΄ŜƵĎƂ΄Ɗĳƻ΄őŜœƖĮƊ΄ĦŜƂ΄åƊ΄ŉŜœħ΄åƊ΄ƖĮĎƼ΄
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Digital & Smart Living 
•΄�ÎĎ΄ĎőĀƂåāĎ΄ƖĎāĮœŜŉŜħƼ΄ƖŜ΄ĎœĮåœāĎ΄

āŜœƵĎœĳĎœāĎ΄åœĈ΄ĎǗāĳĎœāƼ΄ĦŜƂ΄ƂĎƊĳĈĎœƖƊ͟

•΄�ÎĎ΄ƶĳŉŉ΄ŜǖĎƂ΄ƂŜĀƞƊƖ΄ĈĳħĳƖåŉ΄ĎƻſĎƂĳĎœāĎ΄ƶĮĎƂĎ΄


