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Equality and diversity

All Durham Key Options documents can be provided in large print,
audio tape or CD, electronically via email or in Braille. We can also
provide an induction loop, BSL interpreter, same-gender interview or
home visit if required. 

If you would like us to provide this information in your first language,
or would like us to provide a translator and meet you to discuss its
contents, please contact us on the relevant Durham Key Options
phone number as listed on page 3. We can also provide same-gender
interviews and home visits in County Durham when needed.
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0345 678 0573

0191 385 1900

0800 083 0333

01207 521 100

Accent Foundation

Cestria Housing

Dale and Valley Homes

Derwentside Homes

0191 301 8470

0800 032 0835

0800 587 4538

01833 694 400

Durham City Homes

East Durham Homes

livin

Teesdale Housing
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This booklet explains the Durham Key Options choice-based letting
scheme. Our partners use this scheme to let homes across County
Durham.

Homes from other organisations, such as housing associations and
private landlords, can also be let through us.  And we offer low-cost
home ownership, too.

Durham Key Options is a partnership between Durham County
Council and the following landlords who advertise their properties
through the scheme:

l Accent Foundation

l Cestria Community Housing

l Dale and Valley Homes

l Derwentside Homes

l Durham City Homes

l East Durham Homes

l livin

l Teesdale Housing Association

Other landlords also advertise through Durham Key Options. For a full
list, please visit www.durhamkeyoptions.co.uk or contact one of our
partner landlords (see pages 20-22 for details).
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Introduction



We aim to ensure that all our customers can use our services
regardless of age, race, sex, disability, religion, sexuality, gender
reassignment, pregnancy and maternity, or marriage and civil
partnership.

We do this by ensuring we train all our staff to understand people’s
different needs. We also monitor our services to make sure we provide
them fairly to everyone.

Staff will:

l help you fill in forms

l contact you by your preferred method

l provide an interpretation service if your first language is not English

l give you information, on request, in different languages or in 
different formats such as large print, Braille, CD or audio tape

l use plain English

l take into account any additional needs you may have

l provide you with support if you need it

l take calls using Typetalk

l where possible, arrange for you to speak to, or be visited by,
a member of staff of the same sex as you, if you wish

l provide induction loop systems

l visit you at home if necessary

l provide you with a sign-language service if you need it.
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Providing services fairly
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How does the letting service work?

1. You must complete an application form to join our housing register.

2. We will assess your application within 28 working days after you 
have given us all the information we need. We will use your 
preferred method of contact to let you know we have assessed it.
If we accept your application, we will tell you what priority band
we have given you and what kind of property you can apply for.

3. Each week we will advertise all available homes. The advert will
tell you what type of applicant is suitable for each home and which 
band we will give preference to (see page 10). It will also tell you 
when the bidding for an advertised home will close.

4. If you see a home you like, you can apply for it.
We call this ‘bidding’. 

5. We will offer the home to the person in the advertised band who has
waited the longest. If there is no-one in that band, we will offer it to 
someone in the next band.

6. You can bid for as many homes as you like each week.

7. Generally, if we don’t contact you within one week of the closing 
date, you will have been unsuccessful. You can then continue to bid
for other properties.

8. Our website will give details of how we let previously advertised 
homes: see www.durhamkeyoptions.co.uk This may include how 
long the successful applicant had been waiting and what priority 
band they were in.

Who can apply?

Anyone over the age of 16 can apply to join our housing register;
however, not everyone will be eligible or qualify. This may be due
to immigration control or unacceptable behaviour.

Applying for a home through Durham Key Options
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l birth certificate, or
l passport, or

l UK driving licence, or

l NHS medical card.

l utility bill (from within the last six
months), or

l bank statement (from within the last six
months), or

l if you live at home, are a lodger or live
in residential accommodation, we may
accept a letter from the person running
the home, which says you live there.

Identity and date
of birth

Current address

How do I apply?

1. You need to complete an application form. You only need to do
this once, then you can bid for all the properties you are eligible
for. You can complete an online application form at our website 
www.durhamkeyoptions.co.uk You can also get a form from
any of our partner landlords (see pages 20-22 for details) or by 
downloading one from the website. You can only bid for a home 
when you have completed the form and we have accepted your 
application.

2. With the form, you will need to provide proof of identity and address
for you and any joint applicant. You must show us one kind of proof 
for each of the items in the left-hand column:

3. If we accept your application, we will give you a reference number, 
a memorable date, and your priority band. Your memorable date 
will be the main applicant’s date of birth, but you will be asked to 
change this when you first log in.
Please keep your application number and memorable date
in a safe place - you will need them to bid for a home.
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You must complete all the sections of the form that apply to you or
anyone who is to be re-housed with you. Otherwise we may have to
return the form to you and this will delay your application. If there is
anything on the form you do not understand, please contact one of
our partner landlords. They will be happy to explain.

If you need help to use the scheme

You can ask someone to help you use the scheme. If so, please give
their name and contact details on the form and tick the relevant box
to give them authority to act for you. If you need help to complete the
form or use the scheme, please contact one of our partner landlords. 

Supporting information

As well as your proof of identity and address, we may require other
supporting information to help us assess your form. For the sections
on the form that have next to them, you will need to provide more
evidence. The table on the next few pages says what kind of evidence
we need to see. You should provide it with your form.

Do I need references?

Yes. If you are or have been a tenant, we will ask your landlord(s)
if you have kept to your tenancy conditions. This means things like
paying your rent and not behaving anti-socially.

You must tell us about any tenancies you have held. If you don’t,
this may slow down your application, and we may even cancel it.
You must also tell us about any convictions that you or another
member of your household have had. We may check this information
with the Police as it may affect whether you qualify to join the housing
register.

When we have all the relevant information, including references from
your landlord(s), we will assess your application. Then we will contact
you by your preferred method to say whether your application has
succeeded. If so, you can start bidding for a home.

Completing your application form
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How will you assess my application?

Qualifying criteria

Regeneration schemes in County Durham. (Only if
you are losing your property permanently because of
demolition/disposal in a designated regeneration area.)
l Urgent medical reasons*

l Priority transfers. (We may award this priority to
tenants of a Durham Key Options partner who are
living in an exceptionally high-demand property and
there is low turnover in that property’s area. The
tenant must be moving to a lower demand property.)

*If we award you band A status due to urgent medical
reasons and you have an armed or reserve forces
connection we will award you extra priority by
backdating your priority date six months. 

l Overcrowded by 2 or more bedrooms**
l Under-occupying by 2 or more bedrooms (this

priority is only awarded to tenants of a full Durham
Key Options partner)

l High medical need

Band 

Band A

Band BBand B

We must give priority to people who are in most housing need, in line
with our lettings policy. We do not let our homes on a first-come, first-
served basis. We will assess what you tell us on your form and award
a priority band according to your needs. At the same time we will
decide the type and size of property you can bid for.

Priority bands

To see a full copy of our lettings policy and full details of this scheme,
please visit our website www.durhamkeyoptions.co.uk or contact a
Durham Key Options partner (see pages 20-22).
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Qualifying criteria

l Homeless applicants. (This means applicants we
accept as statutorily homeless with a full duty to be
housed under Part 7 of the Housing Act 1996.)

l Supported housing/moving on from a supported
scheme

l Care leavers
** If we award you band B status because you are
overcrowded by 2 or more bedrooms and you also have
an armed or reserve forces connection we will award
you extra priority by backdating your priority date six
months.

l Unsanitary, overcrowded (by one bedroom),
or otherwise unsatisfactory housing

l Under-occupying by one bedroom (this priority is 
only awarded to tenants of a full Durham Key 
Options partner)

l Medical/welfare needs
l Armed or reserve forces connection
l Needing to move to avoid hardship
l Non-statutory homeless

l Applicants wishing to live independently with no 
other housing need

l Applicants needing larger accommodation (outside 
the overcrowding criteria in bands B/C above) with 
no other housing need

l Relationship breakdown but with no other
housing need

l To prevent their homelessness, applicants 
threatened with homelessness within 3 months

l Applicants who are adequately housed and have
no housing need

Band 

Band B
cont.

Band C

Band D

Band E



Can you refuse my application?

Yes. The law does not allow us to offer homes to the following groups
of people:
l Anyone who is subject to immigration control.

l Anyone who is not regularly and normally resident in the common
travel area.

l EU nationals required to leave the UK.

We may also refuse applications from people who have behaved
in an unacceptable way. Unacceptable behaviour may include:
l violence, including domestic violence

l drug-dealing

l harassment, including racial harassment

l noise nuisance

l intimidation

l rent/mortgage arrears.

We may also decide to remove your application from the housing
register in the following circumstances:
l You ask to be removed.

l You accept an offer of accommodation.

l You fail to reply to a request for more information.

l You illegally occupy a property owned by a social housing provider.

l You or a member of your household who will be rehoused with you
stop qualifying under the terms of our lettings policy.

l You have given false information in your application or in any
supporting documents

l You refuse 3 offers of suitable accommodation in a 12 month
period.
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If we are considering removing you from the register, we will notify
you in writing, giving you 28 days to reply. 

Exception: If you have refused 3 offers we will suspend you
automatically but you will still have the right to appeal.

If you do not accept my application or remove me from the
register, can I ask you to reconsider?

Yes, you have 28 days to appeal:

l against a decision to refuse you access to the housing register

l if you think you have been treated unfairly in the lettings process

l if we have removed you from the register except at your own
request. 

At each stage, the following people will consider the appeal:

Stage 1 A senior officer of suitable seniority from the assessing 
partner organisation.

Stage 2 A manager from the assessing partner organisation.

Stage 3 Head of Housing and Economic Development, or an 
appropriate member of staff from the Housing Solutions 
Service at Durham County Council.

Any appeals from statutorily homeless applicants regarding refusal of
offers are dealt with by the Housing Solutions Team at Durham County
Council.

13
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What if I need help?

If you need help applying through the Durham Key Options lettings
scheme or making a bid for a home, we can:

l help you apply for a home, including completing forms,
at your home if needed

l offer advice and support

l help you understand how the service works

l help you bid for a home

l ask other support agencies to help you, if needed

l continue to support you until you are re-housed.

Every Thursday we advertise all our available properties across
County Durham:
l on our website, www.durhamkeyoptions.co.uk
l on your mobile or tablet, using the above web address

l in some of our partner landlord offices

l on boards in some public buildings

l in our property newsletter available in some public buildings.

For more details please see our guide Bidding for a home though
Durham Key Options.

Where can I find out about homes that are available?
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How will I know which homes are suitable for me?

Our adverts will tell you which homes people in your priority band
may bid for. 

The adverts may say whether there is a minimum age limit or
household size. They will also say how many bedrooms there are,
how much the rent is, and other useful information, for example the
council tax band or if the property is adapted.

You can bid for any property you are eligible for. The letter you receive
when we accept you onto the housing register will tell you the property
type you are eligible for. 

This will be based on the number of people in your household and
your circumstances.

Sometimes we may advertise a property allowing smaller households
than usual to apply.  If you get Housing Benefit, you will need to check
to see if there will be an ‘under-occupation charge’.

For more information contact your Durham Key Options partner
(see pages 20-22 for contact details).

What if my circumstances change?

You must notify our partner landlord of any change in your
circumstances that may affect your application as this may change
your priority band. It will also mean a change to your application/
priority date, which we used in the shortlisting process.

If you do not inform us of a change in circumstances and we offer you
a property, we may withdraw the offer.
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You can bid for as many homes as you like each week.  
Don’t worry about the word ‘bid’ - you won’t be parting with any money.
It simply means you are interested in a particular property and wish us
to consider you for it. You can make bids:

l on-line at www.durhamkeyoptions.co.uk (including on your mobile)
l by phone

l in person at one of our partner landlord offices

l by assisted bidding (for applicants with exceptional support needs)

To find out more, please see our leaflet Guide to bidding for a home
through Durham Key Options

How long will I get to make a bid?

We advertise our homes each week from Thursday to Tuesday. The
advert will give a closing date, and you will need to bid before this date.

What will happen to my bid?

When the deadlines for bids have passed, this is what happens:

1. We sort the bids for each home into order according to the priority 
band and earliest date of application. This is called shortlisting.

2. If you make more than one bid in the same week and you are top
of the list for more than one property, we will ask you to choose
which property you prefer.

3. Once we have made an offer, we will not consider your bids for
any other homes until you have decided whether or not to accept
the offer.

How do I bid for a home?
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When will I know if my bid has succeeded?

If your bid succeeds, we will contact you as soon as possible after
bidding closes. This is usually within 24 hours. Generally, if we don’t
contact you within a week, you have not succeeded this time. Keep
bidding for homes you like until we contact you with an offer.

What are my chances of success?

As there are many more bidders than homes available, you may have
to wait some time before we make you an offer.

You can get an idea of how long you may have to wait by checking
details of successful bidders. We publish them on the Durham Key
Options website and in some partner landlord offices.
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Mutual exchange

A mutual exchange is where two social housing tenants swap home.
It can enable you to move to a more suitable home much more quickly.

Most tenants with secure or assured tenancies have the right to
exchange their property as long as they comply with their tenancy
conditions and meet the relevant legal conditions.

For more information about mutual exchanges, please contact your
nearest Durham Key Options partner landlord (see pages 20-22).

We can give you advice and help on other housing options. This
includes information on housing associations and private landlords.
We also advertise homes on behalf of other housing associations and
private landlords.

You can also use the Housing Options Wizard, which you can access
via the Durham Key Options website. It can give you advice on all the
housing options available to you, including shared ownership, private
rented property and mutual exchange. The wizard can also give
advice on mortgage rescue, help with debts and homelessness.

If you would like free and independent advice on your housing rights,
you can contact the Citizens Advice Bureau. They can advise you on
things like possession proceedings, repairs, housing benefit,
harassment and illegal eviction.

Other housing options
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We are committed to providing you with excellent services.
We will regularly review our local offers (called ‘standards of service’).
This will help us ensure we continue to provide high-quality services.

We will:
l register your application within 5 working days of receiving it*

l contact you within 10 working days in the way you prefer, if we
need any further information*

l assess your application within 28 days, after you have given us all
the information we need*

l tell you how to appeal if you disagree with our decision

l contact you at least once a year to check if you still need a home.**

*This is the minimum service you should expect. Some partner
landlords may have different service standards.

**If we have accepted you onto the register but placed you in band E
we will only contact you if we are offering you a property. It is your
responsibility to update us of any change in circumstance you may
have.

Local offers – our promise to you
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Derwentside area
Derwentside Homes Ltd
Greengate House, Amos Drive, Greencroft Industrial Park
Stanley, County Durham DH9 7YE
Telephone: 01207 521 100
Email: customer.services@derwentsidehomes.co.uk
Website: www.derwentsidehomes.co.uk

Chester-le-Street area
Cestria Community Housing Association
Bowes Offices, Lambton Park, Chester-le-Street,
County Durham DH3 4AN
Telephone: 0191 385 1900
Website: www.Cestria.org

Contact details for our partner organisations

Accent Foundation
Accent Foundation, 52 - 54 Middle Street, Blackhall,
Hartlepool TS27 4EA
Telephone: 0845 678 0573
(or 0345 from your mobile)
Website: www.accentnene.org
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East Durham area
East Durham Homes
Head office:
2 Meridian Court, Whitehouse Business Park, Peterlee
County Durham SR8 2RQ
Customer service outlets:
Peterlee Town Centre – 29 Yoden Way, Castle Dene Shopping
Centre, Peterlee, County Durham SR8 1AL
Murton Resource Centre – 16/17 Woods Terrace, Murton,
County Durham SR7 9AD
Telephone: 0800 032 0835 (free phone)
Telephone: 0191 518 5497  
Email: enquiry@eastdurhamhomes.co.uk
Website: www.eastdurhamhomes.co.uk

Durham City Homes area
Durham County Council
Lumley House, Whitfield Court, St Johns Road
Meadowfield Industrial Estate
Durham DH7 8XL
Telephone: 0191 301 8470
Email: durhamcityhomesadmin@durham.gov.uk
Website: www.durham.gov.uk 
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Wear Valley area
Dale and Valley Homes
27 Longfield Road, South Church Enterprise Park,
Bishop Auckland, County Durham DL14 6XB
Telephone: 0800 083 0333
Email: info@daleandvalleyhomes.co.uk
Website: www.daleandvalleyhomes.co.uk

Teesdale area
Teesdale Housing Association
14a Redwell Court, Harmire Industrial Estate, Harmire Road
Barnard Castle, County Durham DL12 8BN
Telephone: 01833 694 400
Email: enquiries@teesdaleha.co.uk
Website: www.teesdaleha.co.uk 

livin area
livin
Farrell House, Arlington Way, DurhamGate, Spennymoor
County Durham DL16 6NL
Telephone: 0300 111 2344 (mobiles – charges vary)

0800 587 4538 (free from landline)
Email: homechoice@livin.co.uk 
Website: www.livin.co.uk



Notes

23



30
24
4

This document has been clarity-checked and awarded the Clear English
Standard by Plain Language Commission (www.clearest.co.uk), which

promotes clear and concise communication in documents and on websites.


