
 

 

Welcome to your new home, 

a guide for Premier Tenants 

 



 

 

Welcome to your new home! 

 

This booklet is designed to provide you with the essential information and guidance regarding all matters     

related to renting a property with us. Whether it be at the start of your tenancy, half way through or at 

the end, you will be able to find most answers to your questions within this booklet 

 

Please keep this information somewhere safe, along with your tenancy agreement, inventory and safety               

certificates where it can be easily accessed at any time. 

 

If you have only just arrived at your 

new home then first off please take 

your time to have a good look around 

and go through the inventory, prior to 

your check in appointment that will 

have already been arranged with our 

inventory representative.  

 

If you have not already, please make 

sure you know whether Premier      

manage your property or your Landlord. This is essential information you need to know in order to        

contact the relevant person throughout your tenancy with any queries and of course to whom you should 

be paying your rent to. We will go on to explain  Premier Managed and  Landlord Managed properties   

later on. 

 

Should you have any immediate queries please call us now on 01865 792299. 

 

We hope you enjoy reading the following information. We are always looking at ways to improve your   

experience with us as a company so please contact us with any new ideas or suggestions by emailing                           

welisten@premier.uk.com  

 

May we take this opportunity to wish you a very happy tenancy at your new home 

 

Best wishes  

Premier 
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Inventory and Check In 

By now you should have already been checked in to your property by a representative of Premier.  

 

If your check in has not taken place or an appointment has not been arranged then please contact us        

immediately.  

 

Please ensure that you check the inventory BEFORE moving any of your own items into the property. 

 

The inventory and schedule of condition is a complete list  of the property’s contents, fixtures and fittings 

detailing an individual description and condition of each item.  

 

As the tenant you will go through the complete list at the point of 

check in and sign to agree the current schedule and therefore the 

complete  condition of the property.  

 

This is the document we use to compare the property’s condition 

once you have moved out to how it was when you first took up your 

tenancy. This will determine any proposed charges to your deposit 

for example,  any damage or lack of cleaning. 

 

Who manages my property? 

When you collected your keys you will have been told who manages your property it can be either: 

Premier Managed 

Your Landlord has instructed Premier to manage their property for them. This means that you contact 

Premier for anything related to your tenancy and the property, which includes all maintenance reports 

and paying rent. 

 

Landlord Managed 

Although we have advertised the property and let the property for your Landlord, they have now chosen 

to  manage the property themselves. This means you will need to contact them with any queries            

regarding the property and your tenancy. This includes maintenance queries. It is very likely that you will 

also pay your Landlord their rent directly. However in some cases you will pay Premier your rent on a 

monthly basis instead. If you are unsure then please ask. 

 

Please note that if at any time you feel you would like to speak to a member of staff at Premier but your 

Landlord manages your property then please just give us a call—we are always happy to help. 
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Tenancy Agreement 

The tenancy agreement is a contract between you and your landlord. The tenancy agreement gives       

certain rights to both you and your landlord, for example your right to occupy the accommodation and 

your landlord’s right to receive rent for letting the accommodation. 

  

You will have read and understood your tenancy agreement and then signed it. You will have a copy to 

keep for your records. 

 

If you enter into a tenancy agreement with another person you will both be bound by the promises that 

you have made.  However, that does not mean that you will only be responsible for your share of the 

rent, or your share of the promises made.   

 

Joint and several liability means that the Landlord could hold any of you to account for any failure by you 

or, if applicable your co-tenant to comply with the tenancy agreement whether or not you have kept your 

part of the bargain. Your responsibility for meeting all expectations of the tenancy agreement will        

continue until the agreement is brought to an end.  Leaving will not bring your responsibility and legal   

liability to an end.  

 

If you have any queries regarding the terms of your tenancy it is very likely that you will be able to find 

the answer within the tenancy agreement.  
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Paying your rent 

 

Before you set up your rent payment you need to establish who you are paying. This information is  

provided to you when you collect your keys. 

If you are paying Premier your rent on a monthly basis then please arrange a standing order to clear for 

the 1st of each month to the following bank account: 

 

Bank: Barclays 

Account Name: Premier Letting 

Sort Code: 20-65-18 

Account Number: 20243612 

Reference: Property Name and Surname 

 

Please note we do not have a direct debit facility therefore you need to instruct your bank to pay us. We 

cannot take money from your account. 

 

If you are paying your Landlord the monthly rent then please ensure you have the correct account details 

for them. 

 

As per your tenancy agreement the rent is due in cleared funds on the 1st of each month so please allow 

5 days for the money to clear i.e instruct the bank to pay your rent monthly on the 25th of the month. 

 

If you are late paying your rent then you will be 

charged a fee as per your contract. 
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Utilities 

 

 

Main Utilities 

The main utilities are gas, electric, water and council tax. 

Items like telephone, internet and TV licensing  also apply. 

 

Council Tax and Water 

Premier will notify the council of your tenancy. Please note if 

you are a full time student then you are exempt from paying council tax. If you work full time or part time 

then you are liable to pay council tax. The local council will contact you directly to arrange payment. We 

will also notify Thames Water of your new tenancy and they will contact you to arrange setting up your          

account. 

 

Gas and Electric 

Premier work in partnership with Help the Move who are a company who assist tenants to set up utility 

accounts so you may hear from them once you have moved in. However you do not have to use them if 

you do not wish to. You must notify Premier if you change your utility provider—to find out who your   

current provider for the property is you can call Gas: 0870 608 1524 and Elec: 0845 026 254. 

 

TV Licence & Internet 

It is the household’s responsibility to ensure that a 

TV Licence is purchased if you are going to have a 

TV at the property. Remember that watching TV off 

a laptop also requires a Licence. This can be          

arranged online at www.tvlicensing.co.uk. 

Please note that it is not your Landlord’s               

responsibility to supply a telephone line at the 

property. Should you wish to install a telephone 

line you will be liable for any incurred charges in 

both the connection of the line and any subsequent bills. 

If you choose a TV provider that requires a satellite dish you MUST obtain permission from either Premier 

or your Landlord before any dish is erected. 

 

Remember to check your budget before you agree to any monthly payments for internet and TV! 
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Insurance 

 

Your Landlord will insure his         

property but this will only cover the 

building itself.  

In some circumstances the Landlord 

will also insure their own furniture 

but this will not cover any               

accidental damage caused by the          

tenants.  

You are responsible for your own 

possessions and furnishings and 

Premier strongly advise that you 

take out insurance to cover these.  

 

Require a quote? Call us now and we can arrange one for you! 

 

 

Parking 

Please ensure that you are familiar with the correct parking space which is allocated to your property (if 

applicable). 

Depending on the location of your property you may need to apply for a parking permit; please contact 

Oxford County Council directly on https://service.oxfordshire.gov.uk/newresidentsparkingpermit  – each 

property will generally be entitled to one parking permit per property. 
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Safety and Security 

 

Always keep doors and windows locked whenever you are away from the property. 

If you have any concerns regarding the security of your property please contact us immediately  

Should you have any worries or experience problems with intruders then (in an emergency) you must call 

999. 

In the event of a burglary call, once you have notified the POLICE, then call us as soon as possible and    

remember we need the police issued Crime Reference Number. This will start with “URN” 

 

 

 

 

 

 

 

 

 

 

 

Helpful Tips 

Before you answer the door, stop and think whether or not you are expecting a caller. Premier will       

inform you of any contractor or representative that will be visiting the property, they will also have ID.  

Never allow a stranger into the property. 

 

Please ensure that when you leave the property for a long period of time (eg – Christmas / Easter break) 

it is important that the last tenant to leave the property checks that all appliances have been switched off 

and all windows are closed / locked and if you have an alarm – SET IT!  

Remember this is a prime time for any burglaries so please do not make it easy for them! 

Always call us if you require any further information—we are here to help. 

 

 

9 



 

 

Fire Risk and Safety 

 

 

 

 

 

Your tenancy agreement states that you must not keep combustible, inflammable, dangerous or        

offensive goods, substances or other materials at the property.  

It is extremely dangerous to carry out any act which may cause a fire in the property or interfere with fire 

prevention and protection equipment and you must make sure  escape routes from the property are clear 

at all times.   

 

 

 

 

 

 

NEVER remove smoke alarm batteries and ensure that you test them regularly.  

 

Please refer to www.firekills.gov.uk for any further information.  

 

All candles and other naked flames create a danger to the safety of the property and its occupants. 

Where the property is licensed as a House in Multiple Occupation and in certain other types of rented 

property, there will be fire doors and a fire alarm system which is subject to annual servicing.   

 

At no time are fire doors to be propped open. 

 

If you smell gas, call free on 0800 111 999 

DO NOT create a flame or operate any electrical switches 

DO put out flames (i.e the cooker), open doors and windows, keep people away from the 

area and turn off the gas at the control valve. 
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Keys 

 

Please keep all keys / codes that have been issued to you in a safe place. In the event of losing any keys 

you will be responsible for the cost of replacing these keys. For your own safety do not issue any keys to 

anyone other than those named on the tenancy agreement. 

If you lose your keys or lock them inside the property please contact your housemates. If they are           

unavailable please contact Premier for further advice. 

IF you lock yourself out or lose your keys and call out the out of hours maintenance service contractor  

 

YOU WILL INCUR A CHARGE PER CALL OUT. PLEASE NOTE CHARGES START FROM £50.00 

 

If additional work is required such as a lock change or key cutting there will be an additional charge. 

 

If you need to arrange an emergency lock change you will have to pay for it. Please make sure Premier 

has copies of the new keys as soon as possible. 

 

If you are able to come and collect a spare set 

of keys from the office then this is the          free 

(during office hours) —BUT we do not always 

have a spare set  available so please take extra 

care of you keys to avoid expensive charges.  
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Recycling and Waste Disposal 

 

Occupants must comply with the Local Authority’s regulations concerning recycling and waste collection.  

On moving in to the property you must contact the local authority and make provision for the delivery, if 

necessary, of appropriate recycling containers and make yourself aware of the timetable for placing such 

waste at the collection point.   

 

 

 

 

 

 

 

 

 

 

It is very important that you understand that failure to comply with Local Authority regulations may result 

in a “fine” being imposed on you and you are fully liable. You may also be liable for the cost of having any 

rubbish removed by Premier 

 

Oxford City Council operates an efficient recycling scheme whereby they collect your landfill bin / garden 

waste on week A and recycling / food waste caddies on week B. Please see the leaflet in Premiers           

welcome pack for further information from Oxford City Council. 
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Cleaning 

The most common negative impact to a house is a lack of proper cleaning.  

Everybody is different, and has different standards to what they feel is ‘clean’, ‘hygienic’ or ‘tidy.’ With 

this in mind, a simple, valuable piece of advice would be firstly to wash up as you go. One of the most        

frustrating things in shared accommodation is the build up of dirty plates cups and cutlery.  

Frustrations can build and come to explosive disagreements 

due to people’s lack of awareness for others need for a 

clean dining/cooking/eating area. Instead of internalizing 

things that become irritating, try to calmly bring it to your 

housemate’s attention if there is something that they are 

doing that you are unhappy about.  

 

Set up a cleaning rota 

A simple weekly rota can be very effective and will help 

maintain the property to a clean and acceptable standard. 

It may be a good idea to divide up the cleaning according to which areas are most important to you. For 

example, if you are particular about the bathroom, maybe you should take that responsibility. 

 

Property Inspections 

Routine inspections will take place during your tenancy.  Occupants will be given suitable notice before 

this inspection.  A visual check of cleanliness and safety will be made.  If it is found that the occupants are 

not keeping the property in an acceptable condition, they will be given an opportunity to rectify the    

problem followed by a return visit. 

If improvements do not take place within a stipulated time, cleaners and contractors may be instructed at 

the tenant’s expense to carry out the work. 

Viewings 

If you decide not to remain in the property for a further term at the end of the period stated in your Ten-

ancy Agreement then Premier will need to start marketing the property in order to find new occupants 

for when you leave. In the same manner that you started viewing  properties very early on, new student 

tenants will also wish to do so. 

It is likely that the property will let faster if we have your co-operation with cleanliness of the property 

whilst carrying out these viewings – the quicker it is re-booked the less hassle it will be for you. 

Some tenants may come to your property asking to view it without an agent from Premier. On NO         

occasion should you feel that you must let them view the property, it is down to your discretion as the 

tenant. 
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How to deal with Condensation? 

Ventilate to remove moisture 

You can ventilate your home without making draughts. 

• Keep a small window ajar or a trickle vent open when 

someone is in the room. 

• Ventilate kitchens and bathrooms when in use by opening 

the window wider. 

• Provide a reasonable level of heating (no less than 10oC in 

an unused area, or 16oC if in use) cold rooms are suscepti-

ble to condensation. 

• Remember the best way to heat a room and avoid condensation is to maintain a low level of 

warmth throughout the day rather than to turn the heating off while  you are out and put it to a 

high level when you return. 

• Portable gas and paraffin heaters can create a significant amount of damp and condensation within 

properties.  Please do not use these types of heaters unless you have permission from your landlord 

or property manager. Please note that most tenancy agreements prohibit their use. 

Some words of warning: 

• Do not block permanent ventilation points 

• Do not completely block chimneys.  Instead leave a hole about two bricks in size  and fit a louvered 

grill over it. 

• Do not draught proof a room where there is a cooker or fuel burning heater, for   example a gas fire 

• Do not draught proof windows in a bathroom or kitchen. 

Remedies 

Mildew may be removed from clothes by using a dry cleaning process. 

Remove and kill mould by wiping the affected area(s) with fungicide which carries a Health & Safety Exec-

utive approval number, precisely following the manufacturers instructions.  Alternatively a mild bleach 

solution will have the desired effect, but do test on a small area first. 

Ventilation and extractor fans are not prohibitively expensive to use, and if used correctly can in fact save 

dilapidation expenses at the end of your tenancy.  

If you believe there to be a need for an extractor fan or any similar piece of equipment in the property 

you are renting please inform your letting agent or property manager. 

We hope that you have found this information useful and that it might help to resolve any issues concern-

ing condensation and damp before they become a serious problem. 

 

If you follow the advice given in this leaflet, the risk of mould & damp conditions should be kept to a 

minimum and the possibility of deductions from your dilapidations deposit are less likely. 
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The Checkout Procedure 

 

 

Plan Ahead… 

• Seek advise from Premier regarding any damages that may have occurred during your tenancy 

• Establish what day your check out is arranged for and if you wish to be present? 

• Remove unwanted belongings and rubbish 

• Return furniture to its original location within the property 

• Tidy gardens to front and rear of property  

• Ensure the property is cleaned to a professional standard—cleaners can be recommended by 

Premier PLEASE REFER TO YOUR PREMIER CLEANING GUIDE available on our downloads page of 

our website 

Take final meter readings on your tenancy end date and close accounts including internet and TV 

 

 

 

Return all keys for the property to Premier by close of business on your tenancy end date 

 

 

 

Check Out Inspection is carried out by the Landlord or representative of Premier 

 

 

 

You must request your deposit to be returned in writing - this can be via email or letter for the             

attention of the Property Manager at Premier 

 

 

 

You will be sent a check out report following the inspection within 14 working days of your tenancy 

end date 

 

 

 

You must raise any queries within 7 working days of receiving the report 

 

 

 

The deposit amount will be returned to you within 30 working days of receiving your return request in 

writing. Please note that the deposit goes back to the nominated lead tenant in the form of a cheque. 
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 Service Telephone No. 

PREMIER General maintenance and 
enquiries 

 01865 792299 

Emergency Services EMERGENCIES 999 

Thames Valley Police NON EMERGENCIES 101 

Gas Emergency Service To report gas leak 0800 111 999 

Southern Electric To report electric cut 0845 770 8090 

Thames Water Water supplier 0845 980 8800 

Safety Bus Oxford and 
Brookes 

Students Safety Bus – safe 
ride home... 

07714445050 

Oxford City Council Council Tax Service 01865 249811 

Oxford City Council Pest Control 01865 249811 

Oxford County Council Parking Permits 0845 634 4466 

Oxford City Council Neighbour Noise  
Complaints 

01865 249811 

Oxford City Council Out of hours noise  
complaints 

01865 742138 

Oxford City Council Disposal of Bulky Items 01865 249811 

Oxford City Council Recycling Queries 01865 249811 

Oxford City Council Tenancy Relations Officer 01865 249811 

Citizen’s Advice Bureau Citizen’s Advice 0844 5730608 

Vale of White Horse Council Tax Vale 01235 520202 

Osbornes Insurance Contents Insurance - Quote 
“Premier Letting”  

01844 213161  

Virgin Media Cable and internet 07816 662134 

British Telecom Telephone provider 150 

NHS Direct Medical advice 0845 4647 

Gas or Electric Supplier To Find Out Your Gas or 
Electric Supplier 

Gas: 0870 608 1524 
Electric: 0345 026 2554 

PREMIER OUT OF HOURS Maintenance Emergencies 
and Lock Outs  

(Charges Apply) 

07939 496551 

Useful Contacts 

 

Charles Bartlett (Partner) charles@premier.uk.com 

Property Management maintenance@premier.uk.com  
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What to do in emergency situations 

Gas Leaks  
If you can smell gas, or believe gas is escaping, call 0800 111999 
What to do if you can smell gas:- 
• Turn off the gas supply at the gas meter emergency control valve-if safe to do so. 
• Extinguish all sources of ignition/naked flames such as cooker. 
• DO NOT SMOKE 

• Not to operate any electrical switches (on or off) 
• Ventilate the building by opening doors and windows 

• If the smell persists, vacate the premises 

Ensure access to the premises is possible if necessary wait outside. 
Once the emergency situation is resolved, contact Premier Property Management during 
working hours if your property is managed by us and a repair is required. 
If your property is not managed by us, please contact your landlord immediately. All checks 
are highly recommended as above too. 
 

Electrical problems  
When you have no electricity, check that there is not a power cut in the area by calling 
105 
Where there is not a power cut you should carry out an appliance check prior to an  
engineer being sent out. Unplug everything in the property and reset all fuse switches,  
re-plug in one by one and if a switch is tripped that appliance will be your cause, so unplug 
the appliance again, DO NOT re-plug it in and reset the fuse switch.  
If an appliance is not working, then this is not an emergency. You should contact the  
Property Management team during office hours.  If an engineer is called out and this is due 
to a faulty appliance, you could be charged for the call out. 
Please see emergency contractor information at the bottom of this page should you  
require an emergency call out or advice. 
 

Central Heating and Hot Water Faults:  
If there are any back up forms of heating (such as a gas or electric fire) or hot water (such 
as an electric shower or a working immersion heater) available at the property, then the 
Property Management team should be contacted during office hours. 
If you are experiencing difficulties over a weekend, and the outside temperature is at 
freezing or below please ring Debbie Loveday below for advice. 
If after 10pm and this can wait until the next working day for a call out, please email 
maintenance@premier.uk.com  with details of your issue (and include your property ad-
dress) and a member of the Property Management team will be in contact as a priority. 
Please see emergency contractor information at the bottom of this page should you re-
quire an emergency call out or advice. 
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 Water leaks  

Water should be turned off at the stop cock if unable to find stop cock then a contractor 

should be called out to stop the water supply to reduce the damage to the property. 

Where water is leaking from another property the tenant should try and gain access 
through knocking the door and advises them of leak coming from the property and switch 
off water to stop the leak. If unable to gain access to the property where the leak is coming 
from then a contractor will need to attend to gain access and stop the leak 
Please email maintenance@premier.uk.com with details of your issue (and include your 
property address) and provide information on the action taken so far. A member of the 
property management team will be in contact as a priority. 
Please see emergency contract information at the bottom of this page should you require 
an emergency callout or advice. 

 

Roof leaks  
Roof leaks are not an emergency and contractors cannot walk on roofs in the dark. Please 
use a bucket/towel to collect the water in the short term. 
Please email maintenance@premier.uk.com  with details of your issue (and include your 
property address) and provide information on the action taken so far. A member of the 
property management team will be in contact as a priority. 
For safety all electrics in the room or area of issue must be turned off and only turned back 
on when advised it is safe to do so and the area is dried out 
 
 

Plumbing  
If you have a total loss of water supply (nothing coming through any cold taps) you should 
first check if your neighbours have been affected and if so this is likely to be a supplier  
issue. You should then call your water supplier. 
If you have no water coming from just one tap this is not an emergency situation so, please 
email maintenance@premier.uk.com and provide information on the issue and a member 
of the property management team will be in contact with you. 
Any taps leaking into the sink/bath is not an emergency as the water will go down the plug 
hole. 
Blockages – Blocked waste pipes in kitchen or bathroom are the tenant’s own responsibil-
ity. You should try to unblock yourself. If you have tried to unblock but have been unsuc-
cessful you would need to be aware that you will be charged for this to be repaired and to 
contact the property management team during working hours to arrange a contractor to 
attend. 
If you have any other queries please email maintenance@premier.uk.com and provide in-
formation so a member of the property management team will be in contact as a priority. 
Please see emergency contractor information at the bottom of this page should you re-
quire an emergency callout or advice. 
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 Criminal Damage: 
Where criminal damage has been caused, smashed windows, door, fence panels or other 
criminal damage you need to report this to the police to obtain a crime reference number. 
Contractors can attend to take appropriate action to ensure the property is secure during 
out of hours in the way of boarding up the property where needed if the police are unable 
to assist. 
The tenant will be charged for this without a valid crime reference number being supplied. 
Please email maintenance@premier.uk.com and provide information on the action taken 
so a member of the property management team will be in contact as a priority 
Please see emergency contractor information at the bottom of this page should you re-
quire an emergency call out or advice. 
 

Lock issues 
If you have broken the lock at the property you should contact the emergency contractor, 
so access can be gained to the property. If this is proven to be tenant fault, then tenant 
would have to arrange payment. 
If you have misplaced the keys to the property then a contractor should be called to gain 
access or change the locks, this would be at tenant cost. 
Please email maintenance@premier.uk.com and provide information on the action taken 
so a member of the property management team will be in contact as a priority 
Please see emergency contractor information at the bottom of this page should you re-
quire an emergency callout or advice. 
 

Vulnerable residents: 
Vulnerability could include age of resident, disabilities, illness or any other factors that may 
mean the customer is vulnerable and requires quicker attendance. If you require assistance 
out of hours, then please contact the emergency contractors who will be able to assist.  
 

Complaints: 
If you have a complaint that you wish to make then we require these in writing, so please 
send full details to charlie@premier.uk.com 
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Emergency contractor information 
 
General maintenance & Plumbing Emergencies: 
Wayne Spencer; 07789 906753 
Phil James;  07831 344630 
 
Gas central heating problems: 
Please call Powercheck on 01865 771650 or 07801 478911  or send a text.   
 
Electrical issues: 
Darren Elford; 07932 436532. 
Andy Hill; 07785 327350 
 

If you are locked out or have an Emergency lock issue or require temporary space  
heaters; 
Please contact Charlie Bartlett on 07939 496551 
 

If you get a voicemail then please leave a full message – response will be swift. 

19 



 

 

www.premier.uk.com 

01865 792299 

 Premier Estate Agents 

207 Cowley Road 

Oxford 

OX4 1XF 

Tel: 01865 792299 

Email: contact@premier.uk.com 


