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STEP BY STEP 

IF THE PARTIES HAVE 
BEEN UNABLE TO 
REACH AN AGREEMENT
If the parties have been unable to reach an agreement regarding 
the allocation of the deposit, you will be asked by TDS to 
provide evidence for a TDS adjudicator to consider.

You’ll receive an email from our team asking you to provide evidence and the amount that 

is in dispute.

Note: You should not send TDS any funds that have been agreed between the parties.

To provide your evidence, access the relevant deposit under your TDS account. You’ll be 

directed to the Deposit summary screen, as seen below. This page will show the details of 

the tenancy that you have provided, as well as the current stage that the case is in.
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If you havent paid the disputed amount into TDS at this stage, you’ll see an option to pay 

the funds in online.
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Your deadline to provide your evidence for the dispute is noted in the column to the right 

of the page.

Please note: You must make sure that you have submitted all the evidence that you 

consider necessary to prove your case to the adjudicator. TDS cannot accept evidence 

supplied by the parties via email. It is important that you provide any evidence that you 

wish for the adjudicator to consider via the online portal only.

You should make sure that you send the disputed funds to TDS within 5 working days 

of TDS requesting you to supply your evidence. You will receive an email from our team 

advising you how to do this.

To continue to provide your evidence for the dispute, select Submit evidence at the top of 

the page.
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On the next page, you will see a summary of your proposal so far.

You can go back to the summary page or cancel your dispute at any time. If you want to 

cancel your dispute, simply select Cancel dispute at the top of the page.

If you choose to cancel your dispute, TDS Insured will ask you to confirm that you wish 

to cancel your dispute. If cancelled, our team will release any disputed funds that we 

currently hold to the tenant(s) in full.
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We will also notify the parties that the dispute has been canceled. If we are holding any 

disputed funds, we will release these funds to the tenant(s) at this stage.
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If you wish to continue to provide evidence for the dispute, you’ll be asked to confirm 

that you consent to TDS handling the dispute.

By providing your consent, you’ll be consenting to TDS Insured sharing the information 

that you provide with the other party and the adjudicator. You will also agree that the 

decision made by the adjudicator will be final and binding on the parties.

If you havent provided your payment details at this stage, you’ll be asked to provide these 

details at this point.
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Once you have provided your consent for TDS to handle the dispute, select Continue.

On the next page, you’ll be asked to provide the key documents for the dispute.

The key documents for a dispute are:

 1  A record of the tenant’s obligations (normally in the form of a tenancy agreement)

2  A check-in report

3  A check-out report

If you are also claiming for rent arrears, you will be asked to provide a rent statement.

All the questions below are mandatory to complete. You must answer either Yes or No to 

these questions.
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If you do not have one, or more, of the key documents required, can still continue with 

your submission, but please bear in mind that failure to submit key documents may 

compromise your chances of success. You may wish to reach out to the tenant to come 

to a resolution on this basis.

The documents that you submit must be under 20MB in size, and must be uploaded in 

one of the formats found on the grey sidebar to the right of the page.

You will only be able to add up to one file per key document at this stage. However, you 

will have the option to add further files in the following sections.

To add a document or file, select Yes next to each request. You will then be able to upload 
your chosen document from your local device.
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If you need to attach an image as evidence, you will be asked to provide a label for the 

image.

Try to pick a label that describes the image you are uploading. In this example, we are 

uploading the tenant’s obligations, so we will label the image as ‘Tenancy Agreement’ 

followed by the tenant’s name.
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Once you are happy that you’ve ou have submitted your key documents, select Continue 

at the bottom of the page.

You will then be asked to provide further details and evidence relating to each category 

of claim that you mentioned in your initial proposal.

At the top of each claim category you will see:

 1  The amount requested

2  The amount agreed by the tenant(s)

3  The remaining amount in dispute

James.Jackson
Cross-Out

James.Jackson
Inserted Text
'Once you are happy that you have submitted your key documents'
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Below this, you will be asked to provide a breakdown for your claim, along with any 

clauses of the tenancy agreement and evidence that you wish to rely on.
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The grey text under each point will help you to understand what the adjudicator 

requires under each category.

You should be as explicit and clear as possible when providing a breakdown for your 

claim. If the claimed category includes multiple amounts, you should list each amount 

clearly under the first section.
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Please bear in mind that you will only be able to provide a limited number of files under 

each claimed category, excluding the key documents that you have submitted previously.

Our experience is that the key documents set out in the sections above are the most 

important pieces of evidence in any dispute involving a deposit or deposit replacement 

product. These should be comprehensive and clear and reduce the need for large volumes 

of additional evidence.

In the past, we have received evidence submissions running into many hundreds and 

sometimes thousands of pages, large parts of which are not relevant to the dispute. 

We limit the number of items that you are able to provide per individual claim area to 

encourage the parties to focus on the most relevant additional information only.

For further information on the evidence TDS can accept, please see the Help Article to 

the right of the evidence gathering journey
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Once you’re happy with your submission for this category, select Continue to proceed to 

the next category.
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Once you’ve provided the details of your claim and your supporting evidence under each 

category, you will be asked to provide any additional comments in support of your claim.

Once you have provided your additional comments for your claim, select Continue.
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You’ll see a success page to inform you that your submission has been saved successfully.

To leave this page select Go to deposit summary at the bottom of the page. If you return to 
the deposit summary at any point before your deadline, you’ll be able to review and amend 
your submission.

You will not be able to amend your submission once the deadline to provide your 
evidence for the dispute has passed.

Our team will contact the tenant(s) and invite them to view your submission and make 
comments. You can view the tenant’s comments after their deadline, but you will not be 
able to make any further comments in return.

Once the tenant(s) have commented on your submission, our team will review the evidence 
provided by the parties. The case will proceed to adjudication if our team consider that an 
adjudication is required. Once the dispute has been reviewed, the adjudicator aims to issue 
their decision to the parties within approximately 28 calendar days
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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
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