
1

HOW TO RESPOND TO YOUR TENANT DURING SELF-RESOLUTION

HOW TO:

RESPOND TO YOUR 
TENANT DURING
SELF-RESOLUTION 
TO REACH AN 
AGREEMENT

WHO SHOULD READ THIS?

Tenants Agents Landlords

© TDS. 6th  Edition, JUNE 2023

Printer-friendly



2

HOW TO RESPOND TO YOUR TENANT DURING SELF-RESOLUTION

Contents.

SELF-RESOLUTION JOURNEY	 3

AGREEMENT TO THE TENANT’S PROPOSAL	 4

MAKING AN OFFER TO THE TENANT	 15

CHAT NOW FUNCTION	 27

ADJUSTING YOUR PROPOSAL	 33



3

HOW TO RESPOND TO YOUR TENANT DURING SELF-RESOLUTION

STEP BY STEP 

SELF-RESOLUTION 
JOURNEY
If your tenant(s) disagree with your deposit allocation proposal, 
you may be asked to engage with the tenant in self-resolution 
to try and reach an agreement.

The initial negotiation period is 10 working days.
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To continue to self-resolution, please select Continue journey.

To return to your account with TDS Insured, select Back to deposit management.
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On the next page, you’ll be shown a summary of your proposal to date.

If the tenant has agreed for any amount to be retained by the agent/landlord, this will be 

shown here.

You will also be shown the deadline that the parties have to reach a resolution.
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You can adjust your proposal as many times as you like while the case is in self-resolution.

You will be asked to select one of the following options:

 1 	 I agree with the tenant’s proposal

2 	 I want to adjust my proposal

3 	 I want to make an offer
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STEP BY STEP 

AGREEMENT TO THE 
TENANT’S PROPOSAL
If you agree to the tenant’s proposal, please select I agree with the tenant’s proposal.

If you select this option, a confirmation message will appear asking you to confirm the 

amount that will be paid to the tenant.

Please note that this does not include any amount(s) that may have already been returned 

to the tenants prior to self-resolution.
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If you’re happy with the tenant’s proposal, select Submit.

Once you’ve submitted your agreement, you will be taken to a confirmation screen to 

confirm that you have agreed to the tenant’s proposal.

You will need to pay the amount in line with 

the tenant’s agreement within 5 working 

days of the agreement. TDS will contact the 

tenant(s) to let them know you have agreed 

to their proposal and that payment will be 

made within 5 working days.
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STEP BY STEP 

MAKING AN OFFER  
TO THE TENANT
If you want to make an offer to the tenant, select I want to make an offer from the self-

resolution main page.

You will be asked to input the amount that you are willing to accept to be returned to 

you from the full deposit amount.
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By selecting, Make offer, your offer will be saved, and we’ll contact the tenant(s) to ask 

whether they wish to accept or reject it.

When making an offer, the full deposit amount is considered. This includes any amount 

that you have already returned, or are planning on returning to the tenant(s).

If the tenant accepts your offer, our team will email you to ask you to release the deposit in 

line with your agreement within 5 working days.

The offer that you make to the tenant is non-binding. If the tenant rejects your offer, the 

deposit allocation will remain in line with your original proposal.

If the tenant makes a counter-offer based on your original offer, our team will email you 

to let you know that a counter-offer has been made. You can view the tenant(s) counter-

offer by accessing your portal at any time during the 10 working day self-resolution 

period.
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You can either:

 1 	 Accept the offer made by the tenant

2 	 Reject the offer made by the tenant

3 	 Make a counter offer

If you accept the offer, TDS Insured will notify the parties and ask you to pay the deposit 

amount in line with the agreement.

If you make a counter offer, TDS Insured will notify the tenant to let them know that you 

have made a counter offer.

If you reject the offer, TDS Insured will notify the tenant to inform them that the offer 

has been rejected and that they are able to continue reviewing your deposit allocation 

proposal.

To return to the deposit summary page, select Go to deposit summary.
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STEP BY STEP 

CHAT NOW FUNCTION
You are able to chat to the other party via your deposit allocation proposal page.  

To message the other party, you can select the Chat now button to the right of the 

proposal page.

A pop-out window will appear for you to type your message 

to the party.

You can upload files to the chat by selecting the plus sign 

next to the text field.

The messages and files that you send in this window are 

confidential and will NOT form a part of the dispute if the 

case moves to adjudication.
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STEP BY STEP 

ADJUSTING YOUR 
PROPOSAL
If you want to adjust your proposal, please select I want to adjust my proposal.
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You can use the sliders on the right-hand side of the form to adjust your proposal. 

Alternatively, you can enter the amount that you want to adjust under each category 

individually.

You cannot claim for more than the amount that you originally listed in your initial 

proposal – you are only able to reduce the amount that you want to claim at this stage.

If it has not been possible to reach an agreement with the tenant during the 10 working 

days, please select: It has not been possible to reach an agreement.
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Once you select the button It has not been possible to reach an agreement, a text field 

will appear where you will need to tell us the attempts that you have made to try and reach 

an agreement with the tenant.

TDS Insured recommends that you make every available attempt to contact the tenant 

to reach an agreement before selecting this option.

You’ll need to enter a minimum of 150 characters into this field. The maximum number of 

characters that you can provide is 500 characters.

Once you have completed this field, please select Submit to finalise your submission.
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Once you have selected submit from the previous screen, you will receive a confirmation 

message to confirm that TDS Insured have received your comments.

You are still able to negotiate with your tenant 

up until the end of the 10-working day period. 

To continue with your negotiations, please click 

Go to deposit summary.

After the 10-working day period, TDS will review 

the attempts that the parties have made to try 

and reach an agreement. If we are satisfied that 

the parties have exhausted attempts to reach 

an agreement, TDS will move the case forward 

to adjudication, where you will be invited to 

provide your evidence for the dispute.
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0300 037 1000 deposits@tenancydepositscheme.com tenancydepositscheme.com

mailto:mailto:%0Ddeposits%40tenancydepositscheme.com?subject=Annual%20Membership%20Enquiry
https://www.tenancydepositscheme.com
https://www.instagram.com/tenancydeposits/
https://www.facebook.com/tenancydeposits/
https://www.youtube.com/user/TenancyDeposits
https://twitter.com/tenancydeposits
https://www.linkedin.com/company/2027944/?trk=NUS_CMPY_FOL-nhre

	Button 2: 
	Page 1: 
	Page 2: 
	Page 3: 
	Page 4: 
	Page 5: 
	Page 6: 
	Page 7: 
	Page 8: 
	Page 9: 
	Page 10: 
	Page 11: 
	Page 12: 
	Page 13: 
	Page 14: 
	Page 15: 
	Page 16: 
	Page 17: 
	Page 18: 

	Button 3: 
	Page 1: 
	Page 2: 
	Page 3: 
	Page 4: 
	Page 5: 
	Page 6: 
	Page 7: 
	Page 8: 
	Page 9: 
	Page 10: 
	Page 11: 
	Page 12: 
	Page 13: 
	Page 14: 
	Page 15: 
	Page 16: 
	Page 17: 
	Page 18: 

	Button 4: 
	Page 1: 
	Page 2: 
	Page 3: 
	Page 4: 
	Page 5: 
	Page 6: 
	Page 7: 
	Page 8: 
	Page 9: 
	Page 10: 
	Page 11: 
	Page 12: 
	Page 13: 
	Page 14: 
	Page 15: 
	Page 16: 
	Page 17: 
	Page 18: 

	Button 5: 
	Page 1: 
	Page 2: 
	Page 3: 
	Page 4: 
	Page 5: 
	Page 6: 
	Page 7: 
	Page 8: 
	Page 9: 
	Page 10: 
	Page 11: 
	Page 12: 
	Page 13: 
	Page 14: 
	Page 15: 
	Page 16: 
	Page 17: 
	Page 18: 



