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Fresh FAQ (Frequently Asked Questions)

www.thisisfresh.com/student/faqs

About Us

RTHA]

Who are Fresh?

Fresh 21 ?

We are a market leading, third-party
manager of residential for rent assets
across the UK and Ireland. From PBSA,
to Build to Rent and Co Living, we create
homes and communities that are perfect
for the way our residents live their lives.
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Making a Booking

T8

How Do | Book?

WEAELE ?

I's easy - just click on any of the Book
Now buttons around the website and
start your application. If you need any
help or advice or want to book our short-
term lets or summer stays, you can
speak to the Residents' Team at your
chosen property.
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What Do | Need to Know About the
Booking Process?

RTITER - HBENETA?

Our booking process is quick and easy,
but it will be helpful to have some
information to hand when you start your
application — having the name, email and
address of your guarantor, a head and
shoulders photo of yourself and a bank
card to make your advance rent payment
will save you time!
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What is a Guarantor?

LR A (guarantor) 21t 4 ?
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A guarantor is someone who agrees to
pay your rent if you don't pay it, for
example a parent or close relative. If you
don't pay your landlord what you owe

them, they can ask your guarantor to pay

instead. If your guarantor doesn't pay,
your landlord can take them to court.
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Will | Need a Guarantor?

REEBEARA?

The choice is yours! Selecting to have a
guarantor allows payment of your rent in
instalments, or, if you prefer, and are
able to make your full years payment
upfront, you won'’t need a guarantor.

If you do choose to have guarantor,
please make sure they understand they
are committing to pay the rent if you

aren’t able to. For most Fresh properties,

guarantors do not need to live in the UK
but must be over 18 and not live in a
property managed by Fresh. This criteria
can vary between our properties, so
please refer to our booking information
for the most up-to date guarantor
requirements at your chosen location.
Once you have signed the agreement
your guarantor will be asked to provide
proof of ID and address and sign a copy
of the agreement.
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What is the Advance Rent?

a2z ?

Most of our properties require you to pay
an advance rent at the time of booking.
This is refundable should you decide to
cancel within the cooling off period
(please see your properties T&C's for
more information).

If you provide evidence before the start
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of the tenancy that your place has been N B AR 1E R & FFHA BT IR A F IR AR IR
withdrawn or you are not able to obtain a

visa to enter the UK, we will also refund B AZF E#MEUH BT /ARG H A%
the advance rent. PR
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The advance rent will show as a

payment towards your first rent I EREERIRKPFPE—EE
instalment on your account.
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How Can | Choose the Best Room for B R EE S A EES ?

Me?
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We want you to choose a room you are AR MERRRES
going to be happy living in and we know  EFZEE] - FATRINEB D ARTFEK
everyone has a different wish list — from _ . . .
the floor the room is on to the view and = AHEE MEEIFTERE ~ Mg
the ame.nltles in the room, our Res[den_ts’ ZEBRNEIEH - BRI AZERFE
Team will be on hand to discuss this with
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What Size is a Small Double Bed? Small Double Bed R ~T 2T 4 ?
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Our room descriptions explain whether . _
you will have a standard or small double ~ TREMNARAEZ/NEXAR » /NELIY

bed. A small double is the same length ) peE4caw A R EAER - BEE
as the standard but just a tiny bit = =

narrower. Also known as a 3/4 size bed, BEE—LE o XFRUFRANI/ARTIR -

small doubles measure approx. 120cm N NP NP
wide x 190cm long. Still plenty of room HRTAATEI20ERxK190EK -

for a good night's sleep, even if there's BEABME - (EEIRIF R B R RER

two of you sharing. \
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Can | Come to Have a Look Around C—o NSRRI JNET 9
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Of course! We are very proud of our . . "
properties and would love to show you SRR IR EANEFIFEE
around. If you want to bring some friends = | BREHMSN - RRAaE—
or family members that’s absolutely fine

— we just ask that you speak to our ERRSRA—IE - AARZREE—
Residents’ Team in advance so we can — BB RIREEERI SR AE

make sure we have some rooms

available to view. If you find yourselfin ~ EIBAEXZ - DUEFAIERIRB B8 ol £

the area and haven'’t had a chance to S0 - MR IEENTE N E SR
speak to us you can still pop in, whilst
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we might not have a room to show you
we will still be able to show you around
our Residents’ Shared Spaces.

We can also offer online video viewings
if you don't live locally so let us know
what works for you!
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| Have a Medical Condition Which
Means | Have Certain Requirements for
My Room
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Please get in touch with our Residents’
Team — they are experts on our
properties and most have rooms with

varying levels of adaptations so our team

will be able to help you.

If you book online, and tell us you have a

medical condition, the booking process
will automatically pause so you can
speak with us to discuss your
requirements.
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| Will Be Aged 16 or 17 When the
Tenancy Starts - Can | Still Book?
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Please contact the Residents’ Team at
your chosen property for more
information. At properties where under
18’s are accepted we will ask you to
complete a few extra steps during the
booking process. This will include
nominating a Responsible Adult who will
be our point of contact for you and we
will recommend monthly meetings with
our General Manager once you have
moved in but that’s up to you!
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Can | Book Together with a Group of
Friends?

oI MR —EIiTg ?

Yes! We know that choosing who you
live with is really important so our
properties with shared apartments offer
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group booking which can be easily
organised by getting in touch with our
Residents’ Teams.
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What are Sanction Checks? (Does not
apply in Republic of Ireland)

2
S

fraZ2fENE ? (AEHTER
HHE )

Sanction checks are carried out to make
sure that individuals are not listed on the
UK government’s financial sanctions list.
These checks are part of the Sanctions
(EU Exit) (Miscellaneous Amendments)
Regulations 2024, which took effect from
14 May 2025.

This means we are legally required to:

- Check applicants and guarantors
against the UK Sanctions List before
entering into a tenancy agreement.

- Prevent any bookings involving
individuals who appear on the list.

- Report any matches or concerns to the
Office of Financial Sanctions
Implementation (OFSI).

The checks are carried out by a
specialist provider on behalf of Fresh
and help ensure compliance with UK
law.
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What If | Want to Cancel My Booking?

HEECERRIINTREATD ?

Once your booking is countersigned, it is
legally binding. There are however some
situations where you may be able to
cancel. Please refer to your chosen
properties' Terms and Conditions for
details of when and how you are able to
cancel. Our Residents’ Team will be
happy to discuss this with you if you
have any questions.
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Paying Your Rent and Tenancy
Deposit

< THEMBEEHE

How Will | Know When Payments Are
Due?

HAATFNE T AR 2R ?
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All your payment dates are listed in your
agreement. It's really important you
understand these payments must be
made on time.

Your first rent instalment is, usually due
at the beginning of August so please

check your agreement for the exact date.

A small number of our properties also
take a Tenancy Deposit — please check
if with our team if this applies at your
chosen property.

If we haven'’t received these payments
by the time your tenancy starts, we won’t
be able to let you have your key and
your booking may be cancelled. It's
important to make sure you have
everything in place especially as you
may not receive your student finance or
bursary until after these dates.

Tenancy Deposit are returned at the end
of the tenancy if nothing is owing for
damages or outstanding rent. The value
varies across our properties so please
take a look at the Fee Schedule for your
chosen property for more information.
Where taken, deposits are fully secured
by the Tenancy Deposit Scheme
(Custodial) in England, Wales and
Northern Ireland or the My Deposits
Scheme in Scotland.

In the Republic of Ireland, where a
Booking Fee is taken, this will
automatically convert into your Damages
Deposit at the start of the tenancy.
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How Can | Make Payment?
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We recommend using our Residents’
App to make payment — its quick and
easy and can be completed in a few
clicks.

If you don’t have access to a
smartphone, you can log into our
Residents’ Portal on a laptop.

If you have a UK bank account, you can
select Pay by Bank on the App to take
the payment directly from your bank
account.

If you will need to make payment by
bank transfer, please contact our
Residents’ Team at least two weeks
before your payment due date for more
information. Bank transfers take longer
to reach us so any payments made
using this method will need to be done in
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Moving In A{EZAN

When Can | Move In? IR oI UE = ?

A few weeks before the start of your
tenancy we will get in contact to ask you
to book a move-in slot. You will need to
do this so we can make sure we are
expecting you!
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Can | Order Bedding and Kitchen
Packs?
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Yes! Order bedding, kitchen packs and
other university essentials from our shop

https://www.thisisfresh.com/student/fresh-shop
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Do | Need a TV Licence?

FHFEZETV Licence 15 ?
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You need a TV Licence if you watch or
record live TV broadcasts on any
channel, on any service, or through any
device, including streaming services like
BBC iPlayer. This also applies to
watching live TV on platforms like
YouTube, ITVX, or Amazon Prime
Video. However, you don't need a TV
Licence if you only watch on-demand
content or never watch live TV.

Please visit tvlicensing.co.uk for more
information.
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Can | Have a Pet?

HolLIFENE ?

Student accommodation isn’t usually
suitable for pets, which is why we don’t

allow them—no matter the shape or size.
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Living With Fresh
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Can | Use Your Residents’ App?

F o] DUfsE BRI Residents’ ApplS ?

Yes! As soon as we let you know your
agreement has been countersigned you
have access to our App which can be
downloaded from loS and the Android
store. We will use the app to keep you
up to date with all the events being held
at the property, important
announcements, and general news
about your property.
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How Can | Contribute to Sustainable
Living?

BB 8EASustainable Livingfil it
DIk ?

Please read our Sustainable Living
Guide

15 PIE R AU Sustainable Living
Guide

Can | Invite Guests to Stay in My Room?

HolLIBIEEART R ?
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We're all grown-ups here so of course HAEZREN - FRUSARRFER

occasional overnight guests are allowed. EL&E’]K/\ (BEERE RIS M]
Please don't invite someone to stay for

more than three consecutive nights SEBY = TER—TEZEELIR

though, and always check with your
flatmates first that they're ok with extra & E’]gﬁﬁﬁl}d’@ﬂ]méTu&x}E

house guests. %= .
Can | Bring an E Scooter or E bike with B OIS IRFEL B BITE
me? g ?

E-scooters have become a popular way  EBIBEREES M N —FRITHEITH

to get around, but due to the fire risks . N W RS
associated with their batteries, not all - BHTEEMFERNR - 7

properties are able to accommodate EFFAANEEEERNEIBRE - &
them. You'll need to check directly with
your chosen property to find out if e- FEEESREAENKZ - BIAED

scooters are permitted on-site and if any g = SNBSS | [N T B
specific storage or charging rules will BRFEEERLBHESE - LIRZE

apply. FERBENFHEFTENE -
Will My Room be Inspected? HWEBZEEswaE ?
2 - FEEWMEERN - B2 DET

Yes, we conduct inspections at least
three times during your tenancy. We'll —WE - RSB EEFFER  FF
keep an eye on cleanliness and hope not o A s 5 .

to spot any damage or missing items. HEAR KM ARA L EREY)
After each inspection we will tell you if 2. BRRERE - BI]SSMTRES
any charges need to be made to put

something right. You will be invoiced RELZEAXREE TR - MR

immediately for damages and any - TR o
cleaning charges will be added at the NUAEAFERR - MEERAN

end of the tenancy. The cost of IEFRAHIE A — UG EY - 3535 - 1R
recharges for cleaning, damages and .

missing items can be found in the HEERYENERFBESH
Residents’ Handbook. Residents’ Handbook -

Do | need to Move Out Over the RBEEZE DN ETIRIBEBER
Christmas and Easter Holidays? W =g ?

No, your room is yours for the whole of . NN
REE AR B HANER =
your tenancy. You only need to move out 2 - BHEEEEMEEARE

at the end of the agreement. It will be TR - MAEF N SRR E - 20

your responsibility to check with the local 24— fEa /R =
Council if Council Tax will be due if you 7o RFIBIALE - MATREES

stay during the holidays. WS EEEEEHNHEFR -
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Will | Be Charged for Damages?

HEESWERBEETRK ?

As part of your Tenancy
Agreement/Licence to Reside you have
agreed to look after your room and not
cause any damage. We know accidents
do sometimes happen so a list of
possible damage charges are available
in our Residents’ Handbook.

RIFBAWEEHIVEESFD - BEE
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Can | Smoke/Vape?

F o] LU R/ B XA ?

All our properties are smoke free, and
this includes all types of E-cigarettes and
Vapes. Smoking is not allowed in any
private or communal area including
bedrooms, bathrooms, kitchens, and all
internal social spaces. Designated
smoking areas can be found outside the
building. If you do have an e-cigarette or
vape, please ensure that the charger
conforms to British or EU safety
standards, or they will be removed
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during room inspections. All drug use, I SB UL - B 754\ T2 22 R R 25
including the use of Laughing Gas, is "

prohibited at our properties. Y BERS -

What Do | do if | am Not Totally B3 YA E RS 4T ?

Satisfied?

We hope you will love living with us but
there may be times when we don’t
always get it right. We take all
complaints seriously and will try our best
to fix any issues the first time. If you
need help or advice, please speak with
your General Manager first. To view our
complaints procedure please download

this guide.
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\r/nvg’?t behaviour / conduct is Expected of BB LT H/2E TR ?
At Fresh, we believe all our residents N
want to live in a safe and clean fFresh - I IMBEMEEREHZESE

environment where individuals respect
each other, their home, and the local
community. Please have a read of

our Anti-Social Behaviour Policy , which
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https://cdngeneral.rentcafe.co.uk/DocumentManager/3/182989/3_182989_349180.pdf?_gl=1*15gjd5h*_gcl_aw*R0NMLjE3NTQ5MTYxMDIuQ2owS0NRandxZWJFQmhEOUFSSXNBRlpNYmZ5c1NjbmRnVkUxcU1aOFpiNlZaTjlXcXdFc2dQUnZmSGhwOWNCX2RybU55OWFHU0Itc2NoQWFBbkg0RUFMd193Y0I.*_gcl_dc*R0NMLjE3NTQ5MTYxMDIuQ2owS0NRandxZWJFQmhEOUFSSXNBRlpNYmZ5c1NjbmRnVkUxcU1aOFpiNlZaTjlXcXdFc2dQUnZmSGhwOWNCX2RybU55OWFHU0Itc2NoQWFBbkg0RUFMd193Y0I.*_gcl_au*MTAxODczOTIzMC4xNzQ5NDY0NDk0LjU5NDk0ODI0LjE3NTQ5MTg4MTYuMTc1NDkxODgxNg..*_ga*MzYzNjQ0NzA5LjE3NDE2MTg0NjU.*_ga_8FE3JC6BQR*czE3NTQ5MTM5MzEkbzMzNyRnMSR0MTc1NDkxOTg0OCRqNDkkbDAkaDA.&_ga=2.55705641.36051936.1754902750-363644709.1741618465&_gac=1.123122041.1754916102.Cj0KCQjwqebEBhD9ARIsAFZMbfysScndgVE1qMZ8Zb6VZN9WqwEsgPRvfHhp9cB_drmNy9aGSB-schAaAnH4EALw_wcB
https://cdngeneral.rentcafe.co.uk/DocumentManager/3/182989/3_182989_349180.pdf?_gl=1*15gjd5h*_gcl_aw*R0NMLjE3NTQ5MTYxMDIuQ2owS0NRandxZWJFQmhEOUFSSXNBRlpNYmZ5c1NjbmRnVkUxcU1aOFpiNlZaTjlXcXdFc2dQUnZmSGhwOWNCX2RybU55OWFHU0Itc2NoQWFBbkg0RUFMd193Y0I.*_gcl_dc*R0NMLjE3NTQ5MTYxMDIuQ2owS0NRandxZWJFQmhEOUFSSXNBRlpNYmZ5c1NjbmRnVkUxcU1aOFpiNlZaTjlXcXdFc2dQUnZmSGhwOWNCX2RybU55OWFHU0Itc2NoQWFBbkg0RUFMd193Y0I.*_gcl_au*MTAxODczOTIzMC4xNzQ5NDY0NDk0LjU5NDk0ODI0LjE3NTQ5MTg4MTYuMTc1NDkxODgxNg..*_ga*MzYzNjQ0NzA5LjE3NDE2MTg0NjU.*_ga_8FE3JC6BQR*czE3NTQ5MTM5MzEkbzMzNyRnMSR0MTc1NDkxOTg0OCRqNDkkbDAkaDA.&_ga=2.55705641.36051936.1754902750-363644709.1741618465&_gac=1.123122041.1754916102.Cj0KCQjwqebEBhD9ARIsAFZMbfysScndgVE1qMZ8Zb6VZN9WqwEsgPRvfHhp9cB_drmNy9aGSB-schAaAnH4EALw_wcB
https://resource.rentcafe.com/image/upload/s3uk/2/82438/amended_june_24_fresh_policy_statement_for_website%20(1).pdf
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explains our approach to managing any
anti-social behaviour that may occur.
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Our Affiliates

HATRIF B

ANUK (Accreditation Network United
Kingdom)

ANUK

Fresh are proud members of the ANUK
Code. This means we have signed up to
the ANUK Code which ensures best
practice across our properties. You will
see our membership certificates
displayed in our properties and if you
have any questions about ANUK and
what it means for you please speak with
our Residents' Team.

Fresh 2<% ABZH ANUK Code f%
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ARLA (Association of Residential
Lettings Agents) Propertymark

ARLA Propertymark

Fresh are also proud members of
Propertymark which is a regulatory body
for letting and managing agents in the
UK. It provides a Code of Practice for its
members which Fresh follow. This
provides peace of mind and reassurance
that you can trust Fresh to look after you
at every step of your tenancy.

S

Fresh 1,2 Propertymark B9 5 - X
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Property Redress Scheme (PRS)

Property Redress Scheme (PRS)

Fresh are members of the Property
Redress Scheme which is a consumer
redress (ombudsman) scheme for
Property Agents and Professionals. Our
membership number is PRS013082. If
you do not feel we have dealt with your
complaint, you may be able to raise this
with the PRS.

Fresh @ B 881F 1% ( Property
Redress Scheme ) A5+ 1ZitTXl
Y EMFEC AT WA TRHE
TEBRF (FERR) 1 - HIMN=
S1%m=8 PRS013082 - ANRIEIAN
BNARZEVIBEIOF - B U@
PRS RH & -

Government Guidelines

B AT


chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/resource.rentcafe.com/image/upload/s3uk/2/82438/amended_june_24_fresh_policy_statement_for_website%20(1).pdf
chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/resource.rentcafe.com/image/upload/s3uk/2/82438/amended_june_24_fresh_policy_statement_for_website%20(1).pdf
https://www.nationalcode.org/
https://www.nationalcode.org/
https://www.nationalcode.org/
https://www.propertymark.co.uk/about-us/propertymark-protected.html
https://www.propertymark.co.uk/about-us/propertymark-protected.html

Fresh. E:

If you are renting with us in England take
a look at the Government produced
guide How to Rent which provides lots of
helpful information.

If you are renting in Wales, the guide ‘A
Home in the Private Rented Sector' is
available.
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Client Money Protection BPRREIEE
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Fresh are members of The Propertymark Fresh:EThe Propertymarks FEER
Client Money Protection Scheme BEH RIS XERSIETRGE

meaning that if you feel we have
misappropriated your rent or deposit you
can apply for reimbursement through this
scheme. Click here for our Client Money
Protection Certificate and our accounting
rules are here.
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Living With Fresh Once
You Graduate!
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Can | Live with Fresh Once | Have
Graduated?

B\l A I IR ST E FreshiV A B
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In most cases our student properties are
purely for students, however, we do offer
rental homes in locations across the UK
which are perfect for recent graduates,
offering great value rent, on-site
Residents' Teams and the fantastic
service you would expect from Fresh.
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