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Citizens Advice Briefing Note: Committee stage of the 
Renters Rights Bill   

 
Citizens Advice is the membership body for local Citizens Advice offices in England 
and Wales. There are over 300 member offices giving free, independent and 
confidential advice from about 3,500 locations including high street offices, libraries, 
courts, prisons, GP’s surgeries and hospitals.  
 
Each year, Citizens Advice volunteers and staff deal with 6.2million issues directly, 
helping 2.7m people face to face, by phone, email or webchat. 
 
Citizens Advice evidence of issues with the private rented sector  
 
Over the past year (October 2015 to September 2016), Citizens Advice has advised 
clients on over 160,500 private rented sector issues. That’s 400 people every day, hit 
by issues from illegal eviction to harassment to lost deposits and struggles to secure 
the most basic repairs, including: 
 

● More than 6,500 problems with letting agents (a 14% increase in the past two 
years) 

● Over 14,000 problems with rents and charges 
● 3,700 issues relating to the cost of deposits and rent in advance 

 
People seeking help online from us is growing with page views of our housing advice 
content up 12 per cent, to just over 4,450,000 in the last year. 
 
The private rental sector remains a market in which consumers are woefully 
under-protected. We want this to change. We don't see why renters should expect 
anything less than the protections consumers take for granted elsewhere - repairs 
that get done, systems to protect them from cowboys, refunds when things go badly 
wrong. 
 
Letting agents 
 
Rising numbers of people living in the private rented sector are struggling with high 
housing costs. Our report from 2015, Still Let Down, found that the average letting 
agent fee being charged to renters was £337. Government could help struggling 
renters by ensuring that letting agents stop double charging landlords and tenants. In 
other comparable markets, such as employment agencies, fees are only levied on one 
party, in that case the employer. This would limit fees to a part of the market that 
functions: the fees that are charged to landlords when they choose a letting agent. 
Our report also found 18% of letting agents said they were still not a member of a 
redress scheme, despite being required to be since Oct 2014, while only 4% of renters 
knew the name of the scheme of which their agent was a member. We therefore 
believe that to give renters clear routes to redress, a single scheme should be 
appointed.  
 

https://www.citizensadvice.org.uk/Global/Migrated_Documents/corporate/still-let-down-final.pdf
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Public access to database of rogue landlords and property agents 
 

We believe that renters should be as empowered in the private rental sector as they 
are in other consumer markets. Prospective tenants should be able to check with 
their local authority whether a landlord is included in the banning list. At the very 
least, we believe that the database of banned landlords should be made available to 
agencies that support disadvantaged and vulnerable people into housing to ensure 
their safety . 1

 
 
Contact details 
 
Natalie Yelton 
Senior Advocacy and Campaigns Officer 
03000231487 
natalie.yelton@citizensadvice.org.uk 

1  Using a similar information sharing protocol as developed for Multi-Agency Risk Assessment 
Conferences http://www.standingtogether.org.uk/standingtogetherlocal/standingtogethermarac/  
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