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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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0800 083 0333

0800 068 0013

0800 032  0835

0191 385 1900

Dale & Valley Homes

Durham City Homes 

East Durham Homes

Karbon Homes (1)

01207 521 100

0800 587 4538

03000 11 00 11

Karbon Homes (2) 

livin 

North Star Housing
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Introduction
 
This booklet explains how you can bid for a home through Durham 
Key Options.  

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. 

The scheme gives you more say in where you live and helps us 
offer you suitable homes of your choice. 
 
Please read the booklet and keep it in a safe place 
- you may need it later.



 
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 all staff are trained 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	 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	 contact you by your preferred method

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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Please read:
l	 page 7 about how we advertise our properties 

l	 page 8 about what our adverts will include and what the symbols 
mean

l	 pages 11-12 about how you can bid for a property.

How to use this guide

 
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 

If you think you won’t be able to view the advertised properties in 
any of these ways, please contact one of our partner landlords and 
they will be happy to help.

Where can I find out about homes that are available?

What if I need help? 

If you need help with using our lettings service or bidding 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.
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What will the advert tell me?
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Our adverts will show you:
l	 the landlord 

l	 the location (a map link is available on the website)

l	 the property size

l	 the rent

l	 other features such as parking or garden

l	 council tax banding

l	 the energy performance rating (where available) 

The advert will also say if there are any bidding restrictions, such as 
age requirements or adaptations, which make the property suitable 
only for disabled or elderly applicants. 
 
What do the symbols mean? 

Here is a key to the symbols you may see on our property adverts. 
 

       Number of bedrooms              Pets allowed  
 
 
    
       Minimum age               Off-street parking 
 
 
        
       Property has a garden              Supported housing
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Are there any exceptions?
 
Local lettings policies 

Our partner landlords may introduce a local lettings policy to ensure 
good management of housing. This may happen, for example:
l	 in areas where there is little available housing
l	 to ensure communities have a good mix of residents and to prevent  

anti-social behaviour
l	 because of differences in rents and the demand for properties 

in the area. 

If a local lettings policy applies to a property, the advert will 
say so. More information about the policy will be available at 
www.durhamkeyoptions.co.uk or from the landlord’s offices.  
 
Direct lets 

In exceptional circumstances we may let a property directlyto 
an applicant, if our partner landlord has agreed to this.  
 
This may happen, for example:
l	 when the property has had significant adaptations
l	 if a person has a right of succession to a tenancy but the home is  

 no longer suitable for them – so we offer them a different property
l	 if an applicant has a special or urgent need. 

To ensure fairness and openness, these properties will still be 
advertised but applicants will be unable to bid for them.
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Housing association properties 

Durham Key Options works alongside housing associations across 
County Durham. We have an arrangement with them to put forward 
applicants from our housing register to properties they own.  We will 
advertise these through Durham Key Options in the same way as our 
partner landlord properties are. 

For more information on which housing associations have properties 
in County Durham, visit www.durhamkeyoptions.co.uk 

Deciding which properties to bid for 

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 
which properties you are eligible for. This will be based on the 
number of people in your household and your circumstances. 

To help you decide which properties to bid for, you can see which 
applicants we recently let homes to. This information is available on 
the Durham Key Options website and in some partner landlord offices. 

You should only bid for properties you are genuinely interested 
in. If you refuse 3 offers of accommodation in a 12-month period, 
we may remove your application from the housing register.  

If you are statutorily homeless and refuse one offer of suitable 
accommodation you will lose the duty that the council owes you. 
The suitability of properties for homeless applicants will be determined 
by the Housing Solutions team dealing with your homeless application. 
Your refusal of a suitable property may also affect your priority 
banding.  
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To make a bid, you will need to provide: 

l	 your housing register reference number

l	 your memorable date

l	 the reference number for each property you want to bid for. 

You can bid for a property using any of the following methods: 

l	 On-line at www.durhamkeyoptions.co.uk 
- see page 12 for details

l	 Telephone your Durham Key Options partner

l	 In person at a Durham Key Options partner landlord office 

Can someone else bid for me? 

Yes. If you have an advocate, they 
can bid for you. Applicants with 
exceptional support needs can bid 
using assisted bidding. For more 
about this, please contact us. 
A friend or family member can 
also bid for you, but they will need 
your application number and 
memorable date to do so.

How do I bid for a property?



 
You can place a bid 24 hours a day during the bidding cycle, using 
the website. We consider bids equally, whatever day or time you bid.
This is how to place a bid on a property using the website: 

1. Type www.durhamkeyoptions.co.uk into the address bar of your  
 internet browser.

2. Click Login, and then enter your housing register reference number  
 and memorable date. A page will be displayed confirming your   
 basic details and you can access any bids you have previously   
 made by clicking on ‘My bids’.

3. Click on the box ‘Eligible properties’ to show all the properties you  
 are eligible to bid for. You can narrow your search: type an area of  
 your choice using the ‘Properties in’ box and choose a mileage   
 search area from the drop down option. Once you have clicked   
 Update search, the website will display your selection. You can   
 refine your selection using the filters on the right hand side of the  
 screen: advert type, property type, number of bedrooms, bathroom  
 type, landlord and adaptations (if any).

4. On the properties you are eligible for, you can see the words Apply  
 for this property. The website will also show how many people are  
 already bidding for this property. This can change as other people  
 bid for it. If you are not eligible for a property, a message will tell 
 you why.

5. If you are eligible for a property and want to apply for it, click Apply  
 for this property. You will be shown your contact details and can  
 update your telephone number and email address (if you have one).  
 Click on Confirm details and apply to continue. If you do not wish  
 to bid, click Cancel.
6. When you have made your bid, a message will say that you have  
 successfully placed a bid. 
 

Bidding on the website
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How long will I get to make a bid? 

We have 5 cycles beginning at midnight on Monday, Tuesday, 
Wednesday, Thursday and Friday, each lasting 6 days. 
 
Can I change my mind about a bid? 

Yes. During any bidding cycle, you can withdraw your bid if you 
change your mind about a property. You will still be able to bid for 
other properties in the same cycle. 

What happens when the bidding cycle ends? 

Once the bidding cycle has ended, we shortlist all applicants who have 
bid for each property in band priority order. If there are competing bids 
from the same band, we then look at the priority date of the applicant. 
We consider adapted properties differently and allocate them to the 
most suitable applicant. We will offer the property to the applicant at 
the top of the shortlist. If they refuse the property, we will offer it to the 
next applicant and so on until someone accepts the property. 

When will I know if my bid has succeeded? 

We will contact the successful applicant as soon as possible after 
the cycle ends, usually within a week. If we have not contacted you 
within a week of the close of bidding, this usually means you have not 
succeeded this time. Keep bidding until we contact you with an offer. 

What will happen next?



14

What happens when you offer me a home? 

Before we make an offer, we may contact you or visit you at your 
home to see if there have been any changes to your housing 
application. We may not be able to offer you a home if you owe any 
rent, have a history of anti-social behaviour or have not looked after 
your home.  
 
We will tell you if we can’t make you an offer and what you need to do 
if there is a problem. If you are shortlisted and offered a property, you 
will not be able to bid for any more properties until you decide whether 
to accept the offer. 
 
When we offer you a home, we will invite you to view it with an officer 
from the partner landlord. If you decide to take it, they will explain the 
tenancy conditions to you. You will have to sign a tenancy agreement 
accepting them.  
 
Once you have signed for the tenancy, your application will be closed. 
If you want to move again in the future, you will need to make a new 
application. 

Refusing an offer of accommodation 

Think carefully before you refuse an offer as there may be a penalty 
for refusal. If you refuse three suitable offers of accommodation in 
a 12-month period, we will remove your application from the housing 
register for 6 months. You will be unable to place any further bids 
during this time. After 6 months you will need to re-apply to join 
the register.  
 
If you are statutorily homeless and refuse one offer of suitable 
accommodation you will lose the duty that the council owes you. 
The suitability of properties for homeless applicants will be determined 
by the Housing Solutions team dealing with your homeless application. 
Your refusal of a suitable property may also affect your priority 
banding.   
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Feedback on offers 

Each week we publish information on our website and in some 
partner landlord offices, giving details of how properties have been let. 

The information will include:
l	 Street and/or area

l	 Property type

l	 Number of bedrooms

l	 Number of applicants who bid for the property

l	 Whether the property was covered by a Local Lettings Policy

l	 The band, application date and priority date of the successful 
applicant.

This will help you decide which properties to bid for. This is because 
it gives you an idea of how popular a property or an area is and how 
long you would normally have to wait. We may let a property to an 
applicant from a band it was not advertised for. This may happen, for 
example, if no applicants in the advertised band bid for the property.
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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.


