
 

 

Terms and Condi�ons 

Please read these terms and condi�ons carefully as these condi�ons incorporate the basis on 
which bookings with Avari Apartments are accepted. Failure to abide by these Terms and 
Condi�ons permits us to refuse keys, amend the rental or apply addi�onal charges and/or 
terminate the booking. 
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1. General 

These Terms and Condi�ons (‘’Terms’’) set out the basis upon which Man�s Investments Ltd (t/a 
“Avari Apartments”), company number 12420496, accepts bookings to rent its apartments.  

References in these Terms to “we”, “our” or “us” are references to Avari Apartments and any 
subsidiaries or divisions of Man�s Investments Ltd. 

References to “you” or “your” or ‘’your guest’’ (‘’Guest’’) are references to any occupant of any 
booking that you make with us, whether that be for an employee of yours, an owner, a director, a 
customer, a supplier or any person known to you, and any guests of that person. 

These Terms set out the basis of your contract with us. By placing a booking with us you are 
accep�ng these Terms. All offers and bookings are subject to availability. 

These Terms shall form the superior document in any dispute resolu�on. If there is a conflict 
between a booking confirma�on and the Terms, then the Terms document will be taken as correct. 

2. Reserva�ons 

Reserva�ons may be made via the Website, by telephone (+44 (0)207 067 1286), by WhatsApp (+44 
(0)20 7067 1286) or by email sent to info@avariapartments.com. 

All reserva�ons are subject to these terms and condi�ons and will not be binding upon us un�l you 
have received confirma�on from us by email and you have made payment in accordance with Clause 
6. 

Reserva�ons are subject to the availability of the requested accommoda�on. If the requested 
accommoda�on is unavailable, we will send you an email sta�ng that your reserva�on has not been 
made and we will endeavour to offer you alterna�ve accommoda�on. 

We reserve the right to reject any reserva�on at any �me and, if we do so, you will be no�fied. 
Please note we do not accept bookings from stag and/or hen par�es. 

No Children under the age of 18 will be allowed to check-in to the Accommoda�on unaccompanied. 
We reserve the right to refuse entry on this basis. 

3. Booking Confirma�on 

A contract will come into effect between you and us when we issue you or your guest a writen 
confirma�on of your booking. The contract is subject to these Terms. 
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We have the right to refuse any booking prior to the issue of your writen confirma�on and, if we do 
this, we will tell you in wri�ng and promptly refund any money you have paid us. 

When you receive your confirma�on, you must check the details carefully and if anything is incorrect 
you should no�fy us immediately. 

4. Prices 

All prices must be confirmed for each enquiry. 

Prices for accommoda�on within the United Kingdom are exclusive of VAT.  

VAT will be charged at the rate in force at the �me of invoicing. Should any addi�onal statutory taxes 
or levies be introduced which affect the price of your apartment, you will be required to pay the 
extra amount. 

5. Security/Damage Deposit 

We are sure that you will take care whilst you stay with us, and we acknowledge that accidents 
some�mes happen. We do however, reserve the right to charge for any damage or breakages which 
we consider to be deliberately or recklessly caused, for any items discovered missing a�er you depart 
or for the cost of the room for any �me period for which it is considered unusable due to damage. 

• For stays of 1-6 nights: prior to check-in, we will request a security deposit of £250. 
Assuming there are no other charges, once you check out, the credit amount will be 
released, usually within 7 days or more, however this can take longer depending on your 
provider. 

• For stays of 7 or more nights: prior to check-in, we will request a security deposit of £350. 
Assuming there are no other charges, once you check out, the credit amount will be 
released, usually within 7 days or more, however this can take longer depending on your 
provider. 

A deposit payment link will be sent via email supplied at the �me of booking prior to check-in and 
strictly before issuing of key(s). At or following check-out, should the guest incur any incidental 
and/or dilapida�on charges (including breakages, damages, addi�onal cleaning and/or further 
accommoda�on charges) (“Addi�onal Charges”) and or breach of our “House Rules”, these will be 
deducted from the security deposit.  

A writen statement of any such charges will be provided by email within 7 working days. The 
balance of the security deposit will be refunded following check out. Should the charges exceed the 
sum of the relevant security deposit taken, we reserve the right to make an addi�onal charge to the 
guest’s credit/debit card. In the event that payment under the debit/credit card is declined or no 
card details are provided, we reserve the right to invoice you directly for any charges. 

6. Liability for Payment of charges 

You are responsible for all charges rela�ng to the accommoda�on. 

You are responsible for ensuring that any and all addi�onal, or sundry, charges are paid. 

 



 

 

We will invoice you for payment 14 days prior to the booking start date (or upon the booking being 
made, if the booking start date is less than 14 days in the future). 

We invoice monthly; if the booking is longer than a month you will be invoiced for each subsequent 
month 14 days in advance of the following month. 

We will invoice you separately for each individual booking. 

6.1 Late Payment 

In the event the account becomes overdue, Avari Apartments reserves the right to charge interest at 
6% APR above the Bank of England base rate, plus a further admin fee of £100 plus VAT. 

Interest is charged on the overdue amount including VAT and will accrue on a daily basis; this is in 
accordance with the Late Payment of Commercial Debts (Interest) Act 1998. 

In addi�on, we reserve the right to place your account on hold as of the first day a�er the due date 
of invoices if the amounts remain outstanding. 

Where we are providing accommoda�on outside of the United Kingdom and charging in an 
alterna�ve currency, interest and fees will be converted using the exchange rate for the day. 

6.2 Errors and Disputes 

You must inform Avari Apartments before the invoice becomes overdue, of any errors or changes 
necessary to process the payment. 

Avari Apartments reserve the right to charge the below interest rates if payment is not made on �me 
as a result of an unreported error. 

Should there be a dispute over a component of an invoice you will pay the undisputed amount 
within the above credit terms. For example, if you believe that you have been invoiced incorrectly for 
21 nights instead of 20, you will pay for the 20 nights within the above payment terms. 

Failure to make payment for the undisputed amount will result in the above penalty charges 
becoming payable. 

7. Credit Facili�es 

The signing of these Terms does not grant you credit with us. We will provide you with the Payment 
Terms, Booking Condi�ons and Credit Facility Agreement if we agree to do this. 

If we have not agreed and signed a credit agreement with you no credit is offered, and bookings 
must be paid for in advance in accordance with sec�on 6.  

7.1 Deposit Invoices 

Agreed payment terms do not apply to Deposit Invoices. Deposit invoices will be raised immediately, 
and payment must be received 14 days prior to the booking start date, or immediately if the booking 
start date is within 14 days. 

 

 



 

 

8. If you cancel or change a booking 

If you have, or wish, to cancel your booking you must no�fy us in wri�ng as soon as possible at: 

Avari Apartments - Cancella�on 

17 Winchester Street 

London 

SW1A 4PA 

United Kingdom 

or by email to: 

• info@avariapartments.com 

The booking will be cancelled on the day (or next working day if received over the weekend) that the 
writen no�ce of cancella�on is received by us. We will confirm receipt of the cancella�on by return 
e-mail. 

 
Unless otherwise stated, Avari Apartments will accept 14 days cancella�on on any booking without 
addi�onal charge, but you will be liable for any outstanding payment for the 14-day period. In the 
event that you have already paid beyond 14 days’ no�ce, we will either refund the outstanding 
amount or credit your account, dependant on agreement by both par�es. 

You may request amendments to your reserva�on by sending a writen request 
to info@avariapartments.com. We have no obliga�on to agree to any requested amendment. An 
amendment will be accepted when you receive confirma�on of the amendment by email. 
Amendments to your reserva�on may be subject to further charges and addi�onal payments which 
will be no�fied to you prior to final confirma�on of an amendment to your reserva�on. 

In the event that you have received a discounted rate for a longer period, and you cancel before the 
agreed check out date, Avari Apartments reserves the right to bill back the dura�on of the stay at the 
non-discounted rate, subject to the discre�on of the directors. This will be no�fied to you. 

9. If We cancel or change a booking 

We do not expect to have to make any changes to your booking, but occasionally problems occur, 
and bookings have to be changed or cancelled. If this does happen, we will contact you (by e-mail 
and following up by telephone where reasonably possible in the case of a significant change or 
cancella�on) as soon as is reasonably prac�cal, to explain what has happened and inform you of the 
cancella�on or change. 

If a significant change has to be made (and the change is not acceptable to you) or your booking has 
to be cancelled, we will, if possible and as soon as reasonably prac�cal, offer you a suitable 
alterna�ve apartment of similar type and standard in a similar loca�on for the same dates, if 
necessary, hotel accommoda�on un�l an alterna�ve apartment can be arranged. 
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If you do not wish to accept a significant change or, any alterna�ve apartment / hotel offered or, we 
cannot offer you a suitable alterna�ve apartment, you will receive a full refund of all monies paid to 
us. 

Our liability to you will be limited to finding suitable, equivalent, alterna�ve accommoda�on or, 
obtaining a refund of any apartment charges you have paid. 

We will not be liable to you for any indirect or consequen�al loss. 

You should tell us as soon as reasonably possible, and certainly within 1 working day in wri�ng to 
info@avariapartments.com , whether you wish to accept any change or alterna�ve apartment 
offered, or alterna�vely whether you want a refund. 

We will try to contact you by e-mail or telephone to gain a response. In the unlikely event that you 
fail to tell us that you wish to accept any change or alterna�ve apartment we are en�tled to assume 
you wish to cancel your booking. 

We will not be liable for any addi�onal costs or charges you incur in arranging alterna�ve 
accommoda�on. 

For bookings outside of the United Kingdom where you are paying in any other currency than pounds 
sterling, we are not liable for any exchange rate fluctua�ons or interna�onal credit card charges that 
may be incurred from your issuing bank. 

9.1 Breach of Terms 

If at any �me we become aware of an�social behaviour, breach of any terms or agreement entered 
into, we may cancel the booking and evict the you/guest(s) immediately. 

Wherever possible, all par�es will be no�fied but failure to reach any or all par�es will not prevent 
the evic�on from taking place. 

In such circumstances, Avari Apartments reserves the right to pack and remove all personal items 
from the apartment to an alterna�ve secure loca�on un�l contact can be made. 

Where appropriate, Avari Apartments reserves the right to change any lock or other access systems. 

If we evict for the above reasons, this will be treated as a cancella�on by you and sec�on 8 will apply. 

In these situa�ons, Avari Apartments are not subject to no�ce terms. We will not have any liability to 
you as a result of this situa�on arising (including, for example, any costs or expenses you incur due to 
not being able to occupy the apartment, such as you incurring the cost of securing alterna�ve 
accommoda�on). 

In this situa�on, we are not under any obliga�on to find any alterna�ve accommoda�on for you. In 
addi�on, sec�on 22 will apply. 

Following a termina�on of agreement and / or reserva�on you will; 

Vacate the Apartment immediately; or, you will procure that any Guest vacate the Apartment 
immediately. 
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10. Third Party Reserva�ons 

If you are making a reserva�on on somebody else’s behalf, and/or any other third party will be 
making use of the Apartment (“Guest”), you, in addi�on, will procure the Guest’s compliance at all 
�mes, with all such Terms. 

In the event a Guest breaches any of these Terms, such a breach will, for the purpose of these Terms, 
be considered a breach by you. 

11. Occupants 

You will provide guest informa�on of any and or all guests (name, address, mobile, email, arrival 
�me) to us at least 3 days prior to arrival. 

Only persons no�fied to us prior to your arrival date and/or listed on our writen confirma�on of a 
booking may occupy the apartment. 

You may not re-let/sublet the apartment to any other third party. 

You and anyone who occupies the apartment, further agrees not to use the apartment for any 
commercial purpose, including without limita�on assigning or suble�ng it or otherwise allowing 
anyone to occupy it who has not previously been accepted in wri�ng by us. 

The number of persons permited to occupy the apartment is limited to the number listed on the 
writen confirma�on of your booking. You must not allow this limit to be exceeded. 

You cannot change the composi�on of the occupants during occupa�on of the apartment, without 
our permission in wri�ng. 

If you do either of these things, we can refuse to hand over the apartment to you or can evict you 
and repossess the apartment in line with the process outlined in sec�on 9.1 above. If we do so, this 
will be treated as a cancella�on by you and sec�on 8 will apply. 

In these situa�ons, Avari Apartments are not subject to no�ce terms. We will not have any liability to 
you as a result of this situa�on arising (including, for example, any costs or expenses you incur due to 
not being able to occupy the apartment, such as you incurring the cost of securing alterna�ve 
accommoda�on). In this situa�on, we are not under any obliga�on to find any alterna�ve 
accommoda�on for you. In addi�on, sec�on 22 will apply. 

12. Checking in and checking out 

Unless otherwise agreed with us in wri�ng in advance, you can arrive at the apartment from 3pm 
(local �me) on the start date of your reserva�on. If it is possible, we can be more flexible on this 
check-in �me depending on departure of previous guest. Subject to availability.  

We are en�tled, at our sole and absolute discre�on, to refuse to hand over, or to repossess, the 
apartment (which includes the fixtures, fi�ngs, furnishings and decora�ons) if we reasonably believe 
that; any an�social behaviour, breach of terms or any agreement entered into, or damage, is likely to 
be caused, has been caused or is being caused by any occupants of the apartment. 

These circumstances will be treated as a cancella�on by you and sec�on 8 will apply. 

 



 

 

You will s�ll be liable for any monies due on the apartment and we will have no liability to you, as a 
result of this situa�on arising, for example, any costs or expenses incurred due to not being able to 
occupy the apartment. 

In this situa�on, we are not under any obliga�on to find any alterna�ve accommoda�on for you and 
have no liability to you as a result, for example costs incurred securing alterna�ve accommoda�on. 

On or prior to arrival you may be required to provide photographic proof of iden�ty (e.g. a passport 
or photo-card driving licence) and proof of address, to ensure that we are giving access to the person 
that the apartment has been booked for and all intended occupants.  

Copies may be taken of these for our records, and these will be stored on our encrypted CRM 
system. 

Unless otherwise agreed in wri�ng in advance, all apartments must be vacated by 11am (local �me) 
on the due date of departure. 

If there is ANY delay in vaca�ng the apartment beyond the agreed �me, the amount of the full 
security/damage  deposit will be charged to you for each addi�onal day’s (or part thereof) 
occupa�on. Please see “House Rules”. 

When vaca�ng the apartment, you must leave the apartment, its fixtures, fi�ngs, appliances, 
furniture and other contents provided by us in the same condi�on as it was at the beginning of your 
stay, subject to fair wear and tear. Where the accommoda�on or any item is not le� in the condi�on 
required, you agree to pay us any costs which we incur in cleaning, repair or replacement.  

13. Facili�es and services 

Avari Apartments may contact guests at regular intervals throughout their stay, to ensure they are 
happy, to find out about and solve any issues and ascertain whether they require anything 
addi�onal. 

We will no�fy you of any serious incidents immediately. 

All apartments are furnished to a high standard and include a kitchen equipped with appliances, 
cutlery, crockery and kitchen utensils. Food is not provided unless agreed in advance. 

No items may be removed from the apartment. If any items are removed, or damaged beyond fair 
wear and tear we will charge at cost, including VAT, plus a 20% admin fee. 

You will be liable for this charge unless specifically agreed in wri�ng otherwise. 

Unless otherwise specified, the prices quoted include hea�ng, electricity, gas, water, council taxes, 
television license and internet line rental charges. 

Internet usage is not chargeable or restricted but is subject to a fair usage policy. 

The price also includes linen. 

Clauses 6 and 6.1 will apply to any invoices for sundry charges or damage. 

 

 



 

 

We are not responsible for any failure or interrup�on of services to the apartment, including 
electricity and water or any damage, disrup�on or noise, unless due to our negligence or 
misconduct. 

14. Pets 

Unless agreed in wri�ng no pets, other than registered guide and hearing dogs belonging to those 
with visual and hearing impairments, are allowed in any of the apartments. 

When a pet is deemed to be allowed in an apartment the following payments must be made prior to 
arrival; Refundable Pet Security Deposit of £3000, Addi�onal cleaning fee of £500 +VAT, Pet Licensing 
Fee of £150 +VAT. 

A Pet Agreement must also be signed.  

15. Smoking 

We operate a NO SMOKING/VAPING POLICY. 

Smoking/Vaping is not permited in the apartments or in any other area of the apartment blocks. If, 
in our reasonable opinion, smoking/vaping has occurred in the apartment during your stay we will 
charge you for addi�onal cleaning of the apartment. 

You, and any other occupants of the apartment, will be asked to cease smoking/vaping with 
immediate effect. If you con�nues to smoke/vape, Avari Apartments reserves the right to evict you 
immediately. 

In these situa�ons, this will be treated as a cancella�on by you and sec�on 8 will apply. 

The charge for cleaning and deodorizing is currently £300 plus VAT. In addi�on, you will be liable for 
any charges incurred by us if we have to out book any guests whilst the apartment is being de-
odorized. Any such charge would be limited to 2 days at your agreed daily rate (as per sec�on 4). 

16. Damage 

You are responsible for any damages to the apartment during the stay. 

You, and anyone who occupies the apartment with you, agree both to keep the apartment (including 
all equipment, utensils, furniture etc.) clean and �dy throughout the dura�on of their stay and to 
leave the apartment in a similar condi�on as they found it upon their arrival. 

As per sec�on 13, damage to or removal of items will be charged for. 

Any such invoice will be accompanied by a detailed summary lis�ng each damaged component and 
the cost of replacing or repairing such plus a 20% admin fee. 

Except in the case of normal wear and tear, you are responsible for any damage to the apartment or 
its contents suffered during the stay. 

You are responsible for any damage due to the negligence, wilful default or irresponsible behaviour, 
or those occupying the apartment, or  guests. Any damage must be reported to us, without delay. 

 

 



 

 

17. Data Protec�on 

For the purposes of the General Data Protec�on Regula�on (GDPR), we may be either a Controller or 
Processor of personal data provided to us by customers and prospec�ve customers. 

Any processing of Personal Data shall be done pursuant to our privacy no�ce found here: 
htps://www.avariapartments.com/privacy-policy . 

18. Rights of access 

You must allow us and any representa�ve of ours (including subcontractors) access to the apartment 
at any reasonable �me during your occupa�on. 

We will of course try to give at least 24hrs no�ce and will atempt to comply with any requests you 
have of us. 

In cases of emergency, or where a problem needs remedying quickly and you cannot be contacted in 
�me, or we are refused access without good reason, we are en�tled to enter the apartment at any 
�me without giving you prior no�ce. 

In any case where reasonable no�ce has not been given, or cannot be given, any such entry into your 
apartment will be supervised by a member of our staff as appropriate. 

19. Security of tenure 

As the apartments are used as serviced holiday accommoda�on, they are exempt from security of 
tenure legisla�on. 

You acknowledge that you have the right to occupy the apartment for the purposes of a holiday or 
other short term stay and that you are not using it as a dwelling house. 

You have no security of tenure over any apartment operated by Avari Apartments.  

20. Informa�on 

We aim to ensure that the informa�on provided by us is accurately conveyed in the 
website/brochure and other promo�onal literature or material produced and circulated by us. 
However, the informa�on and prices stated on such material may have changed by the �me you 
come to book. 

Whilst every effort is made to ensure the accuracy of the web site/brochure/other material and 
prices at the �me of releasing or prin�ng, changes and errors occasionally occur. You must therefore 
ensure you check all details of your chosen apartment and arrangements with us at the �me of 
booking and check the details on your booking confirma�on are correct. 

As we are always seeking to improve services and facili�es, there may be small differences between 
the actual apartment and its descrip�on. 

Occasionally, problems mean that some facili�es or services become unavailable or subject to 
restric�on. If this happens, we will tell you as soon as reasonably prac�cal a�er we become aware of 
the situa�on. 

We cannot accept responsibility for any changes or closures to area ameni�es or atrac�ons 
men�oned in the web site/brochure or adver�sed elsewhere. 
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We make reasonable efforts to ensure that informa�on supplied to you in rela�on to the apartment 
or its facili�es and/or services is accurate and complete as at the date given. We cannot accept 
responsibility for any inaccurate, incomplete or misleading informa�on about any property or its 
facili�es and/or services, except in the case of our negligence. We will, however, use our reasonable 
endeavours to no�fy you of any changes to or inaccuracies in any informa�on contained in the web 
site/brochure or otherwise provided to you as soon as reasonably prac�cal a�er we become aware 
of the change or inaccuracy. 

We will endeavour to make any necessary changes to Apartment informa�on provided, where we 
become aware of any errors in informa�on regarding an Apartment. 

21. Circumstances beyond our control 

Except where otherwise expressly stated in these Terms, we will not be liable for any changes, 
cancella�ons, effects on your stay, loss or damage suffered by you or for any failure by us to perform 
or properly perform any of our obliga�ons to you which is due to any event(s) or circumstance(s) 
beyond our reasonable control, except where caused by our negligence. 

By way of example, such events or circumstances include fire, flood, excep�onal weather condi�ons, 
epidemics, industrial ac�on, destruc�on or damage of the property by any cause (other than our 
negligence) cancela�on of head leases, changes of statutory licences and all similar situa�ons. 

In appropriate cases (for example where your booking has to be cancelled before departure) we will, 
however, refund to you all monies paid to us by you for your booking, in line with the cancella�on 
terms outlined in sec�on 8. 

No compensa�on, expenses, costs or other sums of any descrip�on (including without limita�on the 
cost of securing alterna�ve accommoda�on) will be payable by us in such circumstances. 

In such circumstances, we will assist you in finding suitable alterna�ve accommoda�on from our own 
por�olio, that of our Apartment Partners, or hotels. 

22. Liability 

Nothing in these Terms shall affect your statutory rights. 

We will have no liability for any death or personal injury unless it results from our negligence, that of 
our employees (providing they were at the �me ac�ng in the course of their employment) or our 
agents. 

You must take all necessary steps to safeguard personal property, including that personal insurance 
policies are in place as appropriate. No liability is accepted by us in respect of damage to, or loss of, 
such personal property except where the damage or loss is caused by our negligence, that of any of 
our employees (providing they were at the �me ac�ng in the course of their employment) or our 
agents. 

In no circumstances shall we be liable to you, in contract, tort (including without limita�on 
negligence) and/or breach of statutory duty, or otherwise, for any losses, costs, claims, damages or 
expenses including, without limita�on, loss of profits, revenue or income (whether actual or 
poten�al), loss of business (whether actual or poten�al) or for any indirect or consequen�al  

 



 

 

(including economic) loss of any kind. Our total liability to you, howsoever arising, as a result of or in 
connec�on with your booking, these Terms shall be limited to the total amount paid by you to us for 
such booking. 

23. Complaints 

Every effort has been made to ensure that your apartment meets your expecta�ons. If, however, you 
have any cause for complaint we are anxious that remedial ac�on is taken as soon as possible. 

It is essen�al that you contact us immediately if any problem arises so that it can be speedily 
resolved. It is o�en extremely difficult (and some�mes impossible) to resolve difficul�es properly 
unless we are promptly no�fied. 

Discussion of any cri�cisms with us whilst you are in residence will usually enable shortcomings to be 
rec�fied straightaway. For example, complaints of a transient nature (for example, regarding hea�ng 
of the property) cannot possibly be inves�gated unless registered whilst you are in residence. 

Our complaints procedure is as follows: 

Email your complaint to info@avariapartments.com (please also call us on 0207 067 1286) 

You will receive a response within 1 working day (we will endeavour to respond within 3 working 
hours) 

If you remain unhappy with our response, then you must, within 30 days of the end of your stay, put 
your complaint in wri�ng to us by recorded delivery, sent to: 

Guest Rela�ons 

Avari Apartments 
17 Winchester Street 
London, SW1V 4PA 
 

24. Service Promise 

Our Service Promise is intended to provide addi�onal reassurance to our clients, of our true 
customer service focus. We will always do our absolute best to look a�er in-house guests, to resolve 
any issues which occur during their stay, and fulfil any reasonable requests. 

The Promise is not a guarantee that we can always meet a request, or resolve an issue to the guest’s 
full sa�sfac�on, but a commitment that we will do everything we can within reason and within our 
control, as quickly as is possible. 

Any issues or requests must be communicated as soon as they occur and certainly within 12 hours of 
the requirement/issue arising. 

A reasonable amount of �me must always be given to provide a solu�on for any issues arising. We 
commit to regular communica�on to keep a guest/booker updated as to the progress during this 
�me. 

 

 



 

 

24.1 What is included 

The Service Promise relates to situa�ons where the customer can demonstrate that we did not do 
everything within our power or within reason to look a�er our guest. 

For example, the situa�on could relate to an issue arising in the apartment in respect of a loss of 
hea�ng. A failure on our part to provide addi�onal heaters, or where we have been unable to resolve 
the issue in appropriate �mescales, a failure to provide the guest with an op�on of alterna�ve 
accommoda�on would cons�tute us not doing everything within our power.  

24.2 What is not included 

Dissa�sfac�on rela�ng to the inventory of an apartment e.g. number of televisions, how comfortable 
the sofa is, although we will always do our best to accommodate guests within reason where we can. 

Dissa�sfac�on with the alterna�ves or op�ons provided in response to a request or issue if the 
alterna�ves are reasonable and the best that we can offer at the �me. 

24.3 Eligibility 

The guest must have reported any dissa�sfac�on while in-house and within the �mescales stated 
above in clause 23. 

The guest must have allowed a reasonable amount of �me for a solu�on to be found especially in a 
case where 3rd par�es are involved to resolve an issue. 

The customer must be up to date with any payments owed prior to any refund being applied. 

24.4 How to make a claim 

The claim must be made in wri�ng FOA Director (info@avariapartments.com) while the guest is in-
house or within up to max. 24 hours a�er their departure. 

You must clearly demonstrate that we have failed to do everything reasonably possible to resolve the 
problem or offer an alterna�ve solu�on, such as alterna�ve accommoda�on.  

24.5 Payment 

The guarantee will take the form of a refund. Payment will s�ll be required as per the terms of the 
contract prior to any refund being issued. 

Any refund that we grant will be for the specific �me period in which the issue remained unresolved 
during the guest’s physical occupa�on of the apartment. 

24.6 Liability 

Our total liability to you, as a result of invoking the service promise shall be limited to the total 
amount paid by you, to us, for the period in which the issue remained unresolved during the guest’s 
physical occupa�on for such booking.  

25. Law, Jurisdic�on and General 

These Terms, and all maters arising in rela�on to your booking, shall be interpreted, construed and 
enforced in all respects in accordance with the Laws of England and Wales, and you and we each  



 

 

irrevocably agree to submit to the exclusive jurisdic�on of the English Courts over any mater or 
claim arising from or in connec�on therewith. The place of performance shall be England. 

If any provision of these Terms is held to be unlawful, void or unenforceable then that provision shall 
be deemed deleted and its dele�on shall not affect the validity and enforceability of the remaining 
provisions. 

Your booking is personal to you, and you may not assign or transfer it in whole or in part.  

These Terms, and the documents referred to in them, set out the en�re agreement between Avari 
Apartments and you and supersede any previous agreements between us rela�ng to the subject 
mater of these terms. By booking accommoda�on through us you are acknowledging that you have 
not relied on any representa�on, warranty, agreement or statement which is not set out in these 
Terms and that you will not have any right or remedy arising out of any such representa�on, 
warranty, agreement or statement. 

26. Lockout Procedure 

A £200 fee will be charged if we are contacted between 7 pm and 6 am due to misplaced, lost, 
deleted keys including mobile keys to regain access to the property once lead guest(s) has already 
successfully checked in.  

In the event, you are locked out or unable to regain access to the property as a result of a system 
failure or malfunc�on, sec�on “21. Circumstances beyond our control” shall apply.  

In such circumstances, we will assist you regaining access to your accommoda�on as soon as 
prac�cally possible.  

27. Keys 

Where applicable, keys are to be collected and returned to their lockboxes found on the property. 
Any proper�es with smart locks have generated codes/electronic keys that guests will receive via 
email with instruc�ons prior to their check-in. For security reasons lost keys will incur a complete re-
key of the locks at the guest’s expense. 

We issue keys to lead guests only. Addi�onal keys may be requested and issued prior to check-in 
subject to our approval and discre�on. Keys may not be transferred, borrowed or exchanged without 
our express writen consent. We reserve the right to refuse issue of addi�onal keys.  

It is the responsibility of the guest to complete any pre-check-in procedure ahead of the scheduled 
arrival date. We accept no responsibility for any delays to the guest gaining access to the reserved 
apartment if such procedures/registra�ons have not been provided and or completed.  

We will provide the guest with specific instruc�ons rela�ng to: (i) check-in prior to the 
commencement of the booking; and (ii) check-out instruc�ons (including key return) upon the 
guest’s arrival at the apartment or during their stay - as appropriate to the booking.  

Keys will not be created/issued un�l receipt of security/damage deposit.  

28. CCTV 

We use CCTV in our serviced apartments to help ensure the security of those premises and our 
guests in general. Any use of CCTV is carried out in compliance with Data Protec�on Laws. 



 

 

We do not record audio on the CCTV, so your conversa�ons will not be recorded. 

There are no CCTV cameras within any of the aparthotel rooms or apartments. We use CCTV to 
monitor entrances, exits, hallways and other common public spaces within the buildings. We will 
only share the CCTV recordings as required to comply with our legal responsibili�es or if we 
otherwise deem it necessary to ensure the safety and security of our staff, guests and visitors. 

We retain the CCTV recordings for 30 days from the date of the recording to iden�fy any issues and 
resolve any legal proceedings. 

28.  House Rules 

No group par�es or events allowed. 

No smoking, e-cigarete or vaping allowed. £300 fine.  

No pets allowed. 

No unregistered guests allowed. 

Do not eat or drink in the bedrooms. 

Please respect the noise curfew (11pm - 7am).  

Adhere to our strict check-in and check-out �mes. Failure to do so will incur addi�onal charges of 
one night’s reserva�on charge.   

Please take care of the furnishings. You have to pay for damages that exceed the damage deposit. 

Do not rearrange the furniture. 

Please take the trash out before you leave. 

No illegal substances allowed on the premises.  


