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Adoption of revised Tenancy Strategy 2022
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15th March 2022
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Significant effect on communities

To be Considered by

Cabinet 17th March 2022

Ward:

All

Executive Summary:
This is a covering report to advise O & SP on the recommended changes to the Tenancy
Strategy which will be considered by cabinet on 17th March 2022.

Recommendation(s):
Overview and Scrutiny are invited to comment and make recommendations on the revised
Tenancy Strategy.

Corporate Implications
Financial and Value for Money
The proposed changes do not have an immediate financial impact. Moving to secure/lifetime
tenancies may reduce voids and associated costs across the housing stock moving forward
as well as securing rental income for these units, however it is be difficult to model the
precise financial implications.

Legal
Under section 150 of the Localism Act, local housing authorities must prepare and publish a
tenancy strategy setting out the matters to which the registered providers of social housing
for its district are to have regard in formulating policies relating to:

a) the kinds of tenancies they grant,
b) the circumstances in which they will grant a tenancy of a particular kind,
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c) where they grant tenancies for a term certain, the lengths of the terms, and
d) the circumstances in which they will grant a further tenancy on the coming to an end
of an existing tenancy
A local housing authority must have regard to its tenancy strategy in exercising its housing
management functions, must keep its tenancy strategy under review, and may modify or
replace it from time to time.
Corporate
The revised Tenancy Strategy and Tenancy Management Policy supports our Corporate
Statement 2019-2023 - Communities. We are committed to ensuring that we are delivering
high quality housing, safer communities and enhancing the health and well-being of our
residents.

Equality Act 2010 & Public Sector Equality Duty
Members are reminded of the requirement, under the Public Sector Equality Duty (section
149 of the Equality Act 2010) to have due regard to the aims of the Duty at the time the
decision is taken. The aims of the Duty are: (i) eliminate unlawful discrimination, harassment,
victimisation and other conduct prohibited by the Act, (ii) advance equality of opportunity
between people who share a protected characteristic and people who do not share it, and
(iii) foster good relations between people who share a protected characteristic and people
who do not share it.
Protected characteristics: age, sex, disability, race, sexual orientation, gender reassignment,
religion or belief and pregnancy & maternity. Only aim (i) of the Duty applies to Marriage &
civil partnership.
This report relates to the following aim of the equality duty: ●
●
●

To eliminate unlawful discrimination, harassment, victimisation and other conduct
prohibited by the Act.
To advance equality of opportunity between people who share a protected
characteristic and people who do not share it
To foster good relations between people who share a protected characteristic and
people who do not share it.

CORPORATE PRIORITIES
This report relates to the following corporate priorities: ●

1.0

Communities

Introduction and Background

Page 4

Agenda Item 6
1.1

Under section 150 of the Localism Act 2011, the Council is required to develop and
publish a Tenancy Strategy setting out the Council’s preferred position on:
●

The type of tenancies granted in the district;

●

The circumstances in which particular types of tenancy will be granted; ∙ The
length of time a tenancy will be granted for;

●

How tenancies will be managed towards the end, including the offer of a new
tenancy.

1.2

It should be noted that although the Tenancy Strategy gives the Council’s preferred
position, Registered Providers of Social Housing (RPSH) operating in the district are
only required to have regard to this.

1.3

The Localism Act 2011 also requires the Council as a social housing landlord to
produce a Tenancy Management Policy that has regard to the Tenancy Strategy and
sets out how Thanet District Council will operationally grant and manage tenancies.

1.4

The Tenancy Strategy published by Thanet District Council in 2018 needs updating.
When amending the existing Tenancy Strategy, the Council is required to invite
comment from its RPSH partners.

2.0

The Current Situation

2.1

The Act introduced a raft of fundamental reforms of social housing tenure.
The most significant of these were:
●
●
●
●

●

●

●

2.2

Both Local Authorities and RPSH are now able to offer fixed term tenancies
of a minimum of 5 years, or in exceptional circumstances 2 years instead of
the traditionally longer ‘lifetime’ secure tenancies
Local Authorities were allowed more flexibility to set their own Allocations
Policies to meet local needs and circumstances
Local Authorities can now place homeless households in suitable Private
Rented Sector housing
A new model of affordable rents of up to 80% of market rent can be applied to
new housing developments and in some cases existing housing stock can be
converted when vacant from social rent to affordable rent levels
Local Authority stock owners and RPSH must prepare and publish a Tenancy
Management Policy setting out the types of tenancy they will use when letting
their homes.
New arrangements have been introduced for tenants seeking to mutually
exchange homes in cases involving fixed term tenancies and or affordable
rents.
Changes to the rights of succession has limited those able to succeed to a
tenancy on the death of the tenant

As a strategic housing authority Thanet District Council has a responsibility to
develop and publish a Tenancy Strategy giving guidance to partner Registered
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Providers of Social Housing (RPSH) on the use of different tenancy types and
affordable rents in the District.
2.3

The Tenancy Strategy sets out the strategic position of the Council with regards to
the use of, review of and ending of fixed term tenancies, affordable rents, mutual
exchanges, succession rights and dealing with tenancy fraud. In most respects the
strategic position taken by TDC remains the same as that taken in 2018.

2.4

The significant difference relates to the use of fixed term tenancies in the district,
where in light of national and local changes in attitude to their use the Council will no
longer be recommending they be used as a preferred tenancy type. The rationale for
this is set out below.

3.0

Flexible Tenancies

3.1

One of the key objectives of fixed term tenancies was to enable social housing
providers to make the best use of the social housing stock by addressing under
occupation and encouraging those people who can afford to do so, to move to other
tenures such as private rented accommodation or homeownership.

3.2

The appetite for fixed term tenancies among RPSH has been mixed with some local
providers electing to use them and others continuing to offer lifetime tenancies.

3.3

Thanet District Council started using flexible fixed term tenancies for new tenants in
October 2018. The Housing and Planning Act included (as yet unenacted) sections
of legislation, which sought to make the use of fixed term tenancies by local
authorities mandatory.

3.4

The Grenfell Tower fire in June 2017 was one of the UK’s worst modern disasters
and in the aftermath of this the Government has unveiled important planned changes
to the regulation and management of social housing. In its Green paper ‘A new deal
of social housing’ published 14 August 2018 the Government confirmed that it no
longer intended to implement the provisions in the Housing and Planning Act 2016
that sought to make fixed term tenancies mandatory for local authorities after
listening to residents’ concerns.

3.5

The Social Housing White Paper published on 17 November 2020 set out a Charter
for Social Housing Residents and affirms the Government’s continuing commitment
to give social housing tenants a greater voice, the right to safe and secure
accommodation and of the importance of good quality homes and neighbourhoods to
live in.

3.6

Support for flexible tenancies has changed dramatically since the Council’s last
Tenancy Strategy published in 2018 and nationally some of the changes detailed
above have been the catalyst for some large RPSH and Councils to evaluate the
benefits of fixed term tenancies and as a consequence end their offer of these
entirely.

3.7

The development of this strategy has taken into account the changing national
attitude to flexible fixed term tenancies, the responses from our RPSH partners and
our own experience of their use. Although they were intended to help social
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landlords make the best use of affordable housing there have been a number
of significant disadvantages to their use including:
●
●
●
●
●

4.0

Tenants feeling concerned and anxious about their futures based on
their tenure type.
Lack of investment by families in their home and community because
they feel they will move on.
Little impact in terms of stock turnover and vacancies
Potential conflict with the Government priority to give tenants a stronger
voice.
Significant administrative costs involved with the scheme particularly
where the majority of tenancies are set to continue.

Tenancy Management Strategy

4.1

As a stock owning authority TDC are also required to develop and publish a tenancy
Management Policy setting out how we will operationally manage tenancies for our
own properties.

4.2

A copy of the draft Tenancy Management Policy is attached at appendix 2 setting out
the types of tenancy the Council propose to offer new tenants in future, how tenancy
fraud will be tackled, successions and mutual exchange requests responded to and
how tenancies will be brought to an end.

4.3

Since 2014 TDC have been offering most new tenants a year-long introductory
tenancy followed by a five-year flexible tenancy. There are currently 814 tenants with
this type of agreement. The redrafted Tenancy Management Policy will mean that
future new tenants will usually be offered introductory tenancies followed by lifetime
secure tenancies rather than flexible fixed term tenancies. Those housed temporarily
because of homelessness will continue to be offered non secure tenancies under the
relevant provisions of the Housing Act 1996.

4.4

Tenancies created in 2014 started to fall due for review from 2019. Unfortunately a
number of these reviews were missed by East Kent Housing and this position was
exacerbated by the national lockdowns in response to the Covid pandemic. As a
consequence, 154 flexible tenancies rolled over into weekly periodic tenancies. These
tenants have been written to and advised that they now have secure tenancies. A
further 49 cases will shortly be in the same position and will be dealt with in the same
way.

4.5

To regularise the position for the remaining fixed term tenants it is proposed that the
following action be taken. Until Cabinet approval and adoption of the tenancy
management policy existing flexible tenancies due for review will follow the
established arrangements and be offered a new fixed term tenancy.

4.6

All new tenants will be offered an introductory tenancy of 12 months and advised that
this will become a flexible tenancy unless the proposed revisions to the Tenancy
Management Policy are approved. This is because a tenancy cannot become a
flexible tenancy unless notice of this is given before the tenant signs the tenancy
agreement and there will be a period before the policy is formally adopted.
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4.7

Upon approval and adoption of the Tenancy Management Policy those tenants who
have already completed their 1 year introductory tenancy and moved into the flexible
tenancy period or had their flexible tenancy renewed will be contacted. Where their
tenancy is being well maintained and there are no breaches of the tenancy conditions
they will be invited to make use of the break clause in their tenancy agreement and
give up their current fixed term tenancy and be re offered a lifetime secure tenancy.
The effect of this will be to improve their security of tenure and will not affect any of
their existing tenancy rights.

4.8

In cases where there is a current ongoing breach of tenancy conditions the tenant will
be asked to remedy this before any action is taken to change the tenancy type.

5.0 Tenancy Audits
5.1

One of the benefits of conducting flexible tenancy reviews was the opportunity that it
presented to have contact with each tenant and identify any issues they were having
with their tenancy. Situations where the tenant is struggling or having difficulty
maintaining their tenancy or repairs are outstanding would be picked up along with
any potential tenancy fraud.

5.2

Housing officers will be conducting tenancy audits on a rolling 5- year programme.
These visits will offer the same opportunity as flexible tenancy reviews to have contact
with existing tenants, establish any support need they have and or desire to move to
alternative accommodation.

6.0 Consultation
6.1

Consultation has taken place with tenants, residents and RPSH for 4 weeks, 22nd
November 2021 to 20th December 2021.

6.2

It is a requirement of the Localism Act that RPSH are invited to comment on any
revisions to the Tenancy Strategy and of s.105 of the Housing Act 1985 that the local
authority consult with tenants when making changes to the management
arrangements for Council owned homes.

6.2

The statutory requirement is set out at s.151(1) of the Localism Act 2011 which states:
Before adopting a tenancy strategy, or making a modification to it reflecting a major
change of policy, the authority must—
(a) send a copy of the draft strategy, or proposed modification, to every private
registered provider of social housing for its district, and
(b) give the private registered provider a reasonable opportunity to comment on
those proposals.
All registered providers were written to and advised of our proposals, however no
response from them was received.

6.3

The Council’s tenants were written to individually and advised of the options being
recommended to Cabinet. Tenants that asked for further information have been
contacted and are fully supportive of the proposal.
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Contact Officer: Ashley Jackson, Housing Strategy & Projects Manager
Reporting to: Bob Porter, Director of Housing and Planning
Annex List
Annex 1: Tenancy Strategy 2022
Annex 2: Tenancy Management Strategy
Annex 3: Equalities Impact Assessment
Corporate Consultation
Finance: Chris Blundell (Director of Finance)
Legal: Estelle Culligan (Director of Law and Democracy & Deputy Monitoring officer)
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Foreword
Message from Cllr Jill Bayford, Cabinet member for Housing

Thanet District Council recognises that having a settled home has a huge impact on not only the
health and well-being of residents but on their longer term life chances and the educational
achievements of their children. In our Corporate Statement of 2019-2023 we have committed to
delivering high quality homes, which will enhance the health and well being of our residents. This
Tenancy Strategy set out the Council’s expectations of Registered Providers with housing in the
Thanet District as to the kind of tenancies they grant and how they make best use of social housing
stock.
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Introduction
The 2011 Localism Act introduced a duty on local authorities to prepare and publish a Tenancy
Strategy. The purpose of this strategy is to give Registered Providers of Social Housing (RP’s)
operating in Thanet an indication of the approach the Council would like them to take when
preparing their Tenancy Management Policies, implementing the new tenure flexibilities, applying
the affordable rent model and the Council’s approach to using new powers to meet its
homelessness duty. The development of this strategy has taken into account the changing national
attitude to flexible fixed term tenancies and our own experience of their use. Although intended to
support social housing landlords to make better use of their stock by regular review of the
circumstances of its tenants and the opportunity to move them to more suitably sized
accommodation, the flexible tenancy review process poses challenges to social housing landlords
who may not have suitable alternative accommodation available to them at the time of a tenancy
review.
This document updates and replaces Thanet District Council’s Tenancy Strategy 2018 and has
been informed by our Housing, Homelessness and Rough Sleeper Strategy 2020-2025 and our
Allocations Policy 2019.
3
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National Context
In addition to the requirement that local authorities produce a tenancy strategy, a raft of
fundamental reforms of social housing tenure were included in the Localism Act. The most
significant of these were:
• Local Authorities and Registered Providers of Social Housing (RP’s) are now able to offer
tenancies for fixed terms with a minimum of 5 years, or in exceptional circumstances 2 years
instead of the traditionally longer ‘lifetime’ secure tenancies
• Local Authorities are given more flexibility to set their own allocations policies to meet local needs
and circumstances
• Local Authorities can now place homeless households in suitable private rented sector housing
• Affordable rents of up to 80% of market rent can be applied to new housing developments and in
some cases existing housing stock can be converted when vacant from social rent to affordable
rent levels.
• Local Authority stock owners and RP’s must prepare and publish a Tenancy Policy setting out the
types of tenancy they will use when letting their homes.
• New arrangements have been introduced for tenants seeking to mutually exchange homes in
cases involving fixed term tenancies and/or affordable rents.
• Rights to succeed to a tenancy on the death of the tenant have been limited in some cases.
In 2016, the Housing and Planning Act went further and set out legislation (yet unenacted) that
sought to make the use of fixed term tenancies mandatory.
The Grenfell Tower fire in June 2017 was one of the UK’s worst modern disasters and in the
aftermath of this the Government have unveiled important planned changes to the regulation and
management of social housing. In its Green Paper ‘A new deal of social housing’ published 14
August 2018, the Government confirmed that it no longer intended to implement the provisions in
the Housing and Planning Act 2016 that sought to make fixed term tenancies mandatory for local
authorities after listening to residents’ concerns. The Social Housing White Paper published on 17
November 2020 set out a Charter for Social Housing Residents and affirms the Government’s
continued commitment to give social housing tenants a greater voice, the right to safe and secure
accommodation and of the importance of good quality homes and neighbourhoods to live in.
Nationally these changes have been the catalyst for some large RP’s and Councils to evaluate the
benefits of fixed term tenancies and the potential they have to undermine their work to create
sustainable communities. As a result, many have already expressed their intention to stop offering
this type of tenancy.
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Thanet Context
There are 67,000 homes in Thanet with 3,061 homes currently in council ownership. These are
made up of social rented general needs housing and affordable rented general needs housing.
This includes 80 bedsits, 561 one bedroom properties, 1374 two bedroom properties, 908 three
bedroom properties and 96 four bedroom properties. There are 23 Registered Providers operating
in Thanet who have 4841 properties.
The majority of the homes in the district are in private ownership, and Thanet has one of the
highest locations for second homes in Kent. Thanet is a great place to live, work and visit but it
has some distinct challenges which the council recognises can only be addressed by working with
partners across health, the housing sector and national agencies such as Homes England.

Housing Need
The Council has a housing register which is used to allocate council and other registered provider
accommodation. The housing register also gives an indication of the need for affordable housing in
the district. In February 2019, the Council adopted a new Housing Allocations Policy. That policy
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sets a requirement for applicants to have at least 3 years’ residency and an assessed housing
need before applying for housing. There are some exceptions to this rule prescribed by statute.
As of September 2021, we have 1582 households on the register. The need is broken down as
follows.
1 bed need

2 bed need

3 bed need

4 bed need

5 bed need

6 bed need

780
Households

300
Households

377
Households

109
Households

15
Households

1
Households

Local Lettings Policies
The Council believes that local lettings plans can play a role in helping to achieve balanced,
sustainable communities. However, they should only be used where it can be clearly demonstrated
they will have a positive community benefit and should be subject to regular review.

Kent Homechoice
The Council advertises its properties for rent through a choice based lettings system called Kent
Homechoice. We encourage Registered Providers of Social Housing operating in our District to do
the same. When advertising properties, landlords should clearly indicate the duration of the
tenancy being offered and the rent that will be charged. The landlord’s Tenancy Policy should also
be provided, and details of Local Lettings plans agreed for the properties should also be
advertised.

Affordable Rent versus Social Rent
Affordable Rent
Affordable rent is rent that is set at up to 80%
of market rent (including service charges).

Social Rent
Social rent is paid to registered providers and
local authorities. It is low cost rent that is set by
a government formula. This means it is
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The Council’s view is that wherever possible
affordable rent levels should not exceed LHA
rates.

significantly lower than the rent a tenant would
pay in the normal market.

The Local Housing Allowance (LHA) is based
on the area in which the claimant lives and the
number of people living in their household. It is
not based on the rent that they are charged by
their landlord. The LHA rate is used to
calculate housing benefit entitlement for most
customers living in privately rented
accommodation. LHA rates are set by central
government.

Tenancies
Introductory tenancies
Thanet District Council will use introductory (‘starter’) tenancies which were introduced under
earlier legislation: Part 5 of the Housing Act 1996. An introductory tenancy is a one-year ‘trial’
tenancy and as long as the terms of the tenancy agreement are met, tenants automatically move
on to a longer, more secure tenancy type. Introductory tenancies have fewer rights than secure
tenancies and can be evicted more easily. We will follow the correct legal process if we decide to
seek possession.
Secure tenancies
A secure tenancy is a lifetime tenancy without a fixed term that is granted by the Council and can
only be ended if the tenant breaches their tenancy conditions during the tenant’s lifetime or in
certain prescribed conditions set out in legislation.
Demoted Tenancies
If a tenant has been involved in anti-social behaviour it is possible to seek a demotion order for
their tenancy for a 12-month period. This is achieved by obtaining a court order. A demoted
tenancy reduces a tenant’s rights and facilitates the eviction process if required. At the end of the
12-month period, if the tenant has complied with the court order their tenancy will automatically
revert to a secure or fixed term tenancy.
Succession
The Localism Act 2011 changed the legal entitlement of succession of a new secure, introductory,
or demoted tenancy (ie to take over the tenancy of a person who has died). The legal right to
succession for post 1 April 2012 tenancies is limited to a spouse, civil partner or cohabiting
partners. While this excludes other close relatives living with the tenant at the time of their death,
RP’s will be free to allow discretionary successions to additional groups. The Council wishes to
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avoid the possibility that this change will result in more households becoming homeless and
seeking assistance with re-housing.
Mutual Exchanges
Mutual exchanges are an important option available to help tenants to improve their housing
situation and for landlords to make more effective use of their housing stock. The introduction of
affordable rents and fixed term tenancies has implications for tenants who wish to exercise their
right to mutual exchange. The Localism Act created a new mechanism for mutual exchanges to
protect certain lifetime tenants. If assured lifetime and secure lifetime tenants who were granted
their tenancy before the 1 April 2012 exchange with a flexible tenant, their existing tenancies are
surrendered, and a new tenancy is issued to each party. The previously secure or assured lifetime
tenants are granted another secure or assured lifetime tenancy. The fixed term tenant is granted a
new tenancy, but there is no particular provision regarding its status.
Domestic Abuse
The Council wants to ensure that survivors of domestic abuse will not fear losing security of their
tenure if they need to move to escape domestic abuse. The Council will abide by The Secure
Tenancies (Victims of Domestic Abuse) Act 2018 and ensure that when they are rehousing an
existing secure tenant who has needed to move or who has recently moved from their social home
to escape domestic abuse, they are granted a secure tenancy for their new home. The impact of
this on the turnover of social housing stock should be minimal and should be offset by the
subsequent eviction of the perpetrator from the former home, thereby releasing another affordable
property.
Tenancy Fraud
The Council recognises that affordable housing is a limited resource, and therefore it expects RP’s
to place great importance on tackling social housing fraud of any kind. There are various types of
social housing fraud RPSH should remain vigilant and be aware of.
These include:
• Making a false declaration or submitting fraudulent documents at the application stage to obtain a
tenancy
• Unlawful subletting, or where certain subletting is not permitted in a tenancy agreement
• Non-occupation by the tenants of their social housing property as this is not their main or principal
home
• Unlawful tenancy succession or wrongful succession to a person who does not qualify and or
submitted false information to acquire the property; and
• Where a false Right to Buy application has been submitted.
RP’s should have robust internal audit policies and processes in place to detect possible fraudulent
or corrupt actions by tenants and staff.

Homelessness
Councils continue to have a duty to house homeless people who are eligible for such assistance
under related legislation, in priority need and unintentionally homeless. However, under the
previous rules, people who became homeless were able to refuse offers of accommodation in the
private rented sector and wait for a suitable social home to be offered to them. This can result in
households being temporarily housed in expensive temporary accommodation until such a home
becomes available. The Localism Act allows local authorities to meet their homelessness duty by
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providing good quality private rented homes. Government believes that this option could provide an
appropriate solution for people experiencing a homelessness crisis, at the same time as freeing up
social homes for people in real need on the waiting list. While there is no certainty that this change
will result in more homeless households being re-housed in the private rented sector, the Council
welcomes it as an additional tool we can use to tackle and prevent homelessness. The Council will
seek to ensure that any offer of private rented housing is appropriate to the needs of the household
and the minimum length of any tenancy will be 12 months.

Monitoring and Review
The Council will wish to monitor the effectiveness and extent to which the new provisions are
implemented. This will include monitoring:
• The number of fixed term tenancies issued by PRSH
• The number of reviews carried out and tenancies renewed/not renewed
• Reasons for non-renewal of tenancies
• The number of under occupying households re-housed
• The number of mutual exchanges
• The number and location of social rented homes converted to affordable rent
• The number of homeless households re housed in the private sector
It will also consider changes in market conditions and the impact this may have on affordable rent
levels and housing affordability as well as the impact of welfare benefit changes, particularly
housing benefit. This monitoring and review will inform future changes to the strategy, and we will
expect registered housing providers to assist with this process by providing statistical information
when requested. Any significant changes that arise due to changes in legislation, regulation of
guidance will be taken through the Council’s Cabinet process for consideration.
Equalities
A full Equality Impact Assessment of this strategy has been undertaken to assess the impact of the
strategy on the different equality groups with the intention of implementing remedial action where
the impact is negative and maximising access to services for everyone.
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Introduction
The Localism Act 2011 requires the Council to produce and publish a tenancy strategy indicating
the approach the Council would like Registered Providers of Social Housing (RPSH) with
accommodation in their area to take when preparing their Tenancy Policies and implementing the
tenure reforms included in the Localism Act. All social housing landlords are also required to
publish a clear and accessible tenancy management policy which has regard to the content as set
out in the Tenancy Strategy.
This includes:
• the types of tenancy granted
• how a person’s circumstance will be considered when deciding the type of tenancy to grant
• the length of time a tenancy will be granted for; and
• how tenancies will be managed towards the end including the offer of a new tenancy
The tenancy management policy must also take into account the consumer standards as outlined
by the Regulator for Social Housing which require social housing landlords to address the
management of mutual exchanges and successions within their tenancy management policy.
The purpose of this policy is to ensure current and future Council tenancies are managed
consistently and supports the Council’s vision for Thanet residents who are renting to have a clear
understanding of their tenancy, their rights and the level of security their tenancy offers them.
This document is written from the council’s perspective as a stock owning landlord and applies to
Thanet District Council tenancies only. RPs should refer to the Tenancy Strategy which outlines the
Councils’ expectations of them in the preparation of their own tenancy management policies.

POLICY AIMS
The aims of this policy are:
• to meet the requirements of the Regulator of Social Housing
• to deliver the objectives and aims of the Tenancy Strategy 2022 - 2027
• to clearly outline the types of tenancies offered by the Council and what could lead to a change in
tenancy type e.g. demotion
• to ensure tenants understand their rights and responsibilities
• to support the Council’s policy on tackling anti-social behaviour
This document should be read alongside the Council’s Tenancy Strategy, Allocations Policy,
Housing, Homelessness and Rough Sleeper Strategy 2020-2024, the Anti-Social Behaviour policy,
and the Thanet District Local Plan which sets out a clear commitment to make Thanet a great
place to live and work, where people feel that they have opportunities to change their lives for the
better.

Page 22

Agenda Item 6
Annex 2
Introductory Tenancies
Section 124 of the Housing Act 1996 made introductory tenancies available for local authorities.
They can be used only where a secure tenancy would usually exist and once introduced must be
used for all new tenants except where set out below. The Council believes that introductory
tenancies are an effective tool that can be used as part of a comprehensive strategy to deal with
anti-social behaviour. All new tenants will be granted an introductory tenancy for a period of 12
months. This ‘trial’ period allows tenants to demonstrate that they can sustain a tenancy and
comply with the terms of the tenancy agreement. Tenants on an introductory tenancy do not have
the same rights as tenants on secure or fixed term tenancies.
Introductory tenants:
• Cannot make major improvements to the property
• Cannot swap properties with another council tenant; and
• Cannot apply to buy their property through the Right to Buy scheme.
Upon completion of the trial period the Council will grant the tenant a secure tenancy which
includes the rights as listed, unless:
• The tenant has broken the tenancy agreement and the Council has started action to evict the
tenant; or
• The Council has given notice of extension to extend the introductory period for a further 6
months.
Introductory tenancies will not be used where:
• Someone is a secure tenant of a local authority immediately before the offer of accommodation
(not necessarily the same local authority) or a secure or assured tenant of a housing association;
or
• Where a secure tenancy is being assigned, including by way of a mutual exchange.
The use of introductory tenancies will help the Council achieve the following:
• Deter new tenants from behaving antisocially or criminally
• Reduce anti-social behaviour and nuisance behaviour among new tenants
• Encourage community stability and cohesion
• Reduce the impact of residents who behave antisocially
• Enable early action for any serious breach of the tenancy agreement
• Encourage regular payment of rent.
SECURE TENANCIES
A secure tenancy is a lifetime tenancy meaning it cannot expire and can only be brought to an end
if the tenant breaches their tenancy conditions or in circumstances specified in the Housing Act
1985. The Council will grant a secure tenancy if (immediately before the tenancy began) the
applicant was:
• A secure tenant
• An assured tenant (not an assured short hold tenant) of social housing where the landlord is a
registered social landlord; or
• An introductory tenant who has successfully completed their trial period
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• Existing Secure Tenants who need to move or have recently moved from their social home to
escape domestic abuse.
A secure tenancy gives the tenant security of tenure and the following statutory rights:
• Right to buy their home
• Repair their home if we fail to do so
• Make improvements or alterations to their home (subject to permission)
• Have lodgers or sublet part of the property (subject to permission)
• Exchange homes with another tenant via mutual exchange
• In some circumstances pass on their tenancy when they die
A person under the age of 18 years cannot hold a legal tenancy. In cases of minors seeking
tenancies, the Council will require another member of the minor’s family or another trusted adult to
hold the tenancy in trust for the minor’s benefit until they reach 18 when the tenancy will pass to
them.
DEMOTED TENANCIES
A demoted tenancy presents the Council with an alternative to suspended possession proceedings
in the case of anti-social behaviour. The tenant of a demoted tenancy does not lose their home but
has less security and fewer rights. It is broadly like an introductory tenancy. The Council will serve
a four-week notice of its intention to seek to demote a tenancy for 12 months where the tenant, or
someone living with or visiting the tenant has:
• Engaged or threatened to engage in anti-social behaviour; or
• Used or threatened to use the property for an unlawful purpose.
The Council will apply for a court order to provide authorisation of the demoted tenancy.
If the tenant has complied with the court order at the end of the 12-month period, their tenancy will
revert to a secure tenancy. If the tenant has not complied with the order, the Council will:
• serve a four-week notice with decision to seek possession of the property; and
• obtain a possession order to evict the demoted tenant.
A demoted tenant will have the opportunity to appeal the decision to seek to evict and the Council
will review the decision if requested.
If the outcome review upholds the decision to seek possession of the property, the Council can
apply to the Court for a possession order and end the demoted tenancy. If the review finds the
Council should not uphold the decision to seek possession, the tenancy will revert to a secure
tenancy.
The Council will not demote a tenancy more than once. If a tenant whose tenancy has previously
been demoted has reverted to a secure tenancy, then reoffends, the Council will take steps to end
the tenancy.
NON-SECURE TENANCIES
These are tenancies usually given to people who are being housed temporarily under the Council’s
homelessness duties. They are generally used for interim accommodation pending a full review of
the household’s circumstances.
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TEMPORARY ACCOMMODATION TO ALLOW MAJOR WORK TO TAKE PLACE
If a Council home requires major works, for example because of a serious fire, a decant to a
temporary accommodation will be offered if the Council considers it unsafe for a household to
remain at home during the work. The tenant(s) will continue to hold their secure tenancy at the
address where works are taking place, but will be offered a property with an informal agreement on
an alternative property.
SOLE AND JOINT TENANCIES
The Council offers both sole and joint tenancies to new households moving into a new Council
home. This is subject to eligibility.
SOLE TENANCY
A sole tenancy is where one member of the household signs the tenancy and is responsible for
ensuring the household fulfils the responsibilities set out within the tenancy agreement. Where
there is a breach of tenancy, the sole tenant is accountable, even if a member of their household or
guest is responsible.
JOINT TENANCY
A Joint Tenancy is where more than one person has responsibility for meeting the requirements of
the tenancy agreement. Each tenant is entitled to stay in the home until the end of the tenancy
and have equal rights to the tenancy. The Council will offer joint tenancies to a maximum of two
people. The tenancies listed below could be granted on a joint tenancy basis in the following
circumstances:
• the proposed joint tenants are both eligible for housing as defined by legislation and
• where the proposed joint tenants are married or civil partners or where the proposed joint tenants
live together, and the relationship is an ‘established’ one i.e. evidence is produced showing they
have lived together for at least 12 months prior to the joint tenancy application.

ENDING A TENANCY
WHERE THE TENANT WISHES TO END THE TENANCY
Tenants may decide to end their tenancy at any time. To terminate a tenancy the tenant must give
the Council four full weeks’ notice in writing, starting from a Monday. A termination notice can be:
An email to myhome@thanet.gov.uk or sent in writing to Tenant and Leasehold Service, TDC, PO
Box 9, Cecil Street, Margate, Kent CT9 1XZ.
Once the Council receives the Tenancy Termination Notice, this starts the four-week notice period
for the tenancy ending. All tenancies will end on a Monday. Up until the end date, tenants will be
responsible for paying rent. If a tenant requires to vacate the property earlier than the four-week
notice period, they must advise the Council that they intend to do this. The tenant will not be
allowed to enter the property after this date. When leaving all tenants must give ‘vacant
possession’, which means that, the tenant must:
• leave the property in a clean condition and in a good state of repair and decoration
• clear all their belongings, furniture, items in the loft, gardens and outbuildings and all rubbish; and
• leave with no people or pets still living in the property
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If a tenant does not leave the property clean and clear, they will be charged for the cost of cleaning
and clearing out the property.
WHERE THE COUNCIL WISHES TO END THE TENANCY
The Council will seek to support tenants and help them maintain their tenancies but will take action
to end tenancies in circumstances where:
• the tenant has breached their tenancy conditions
• the tenancy is for a property which the Council needs possession of so that a redevelopment or
regeneration scheme can proceed; or
• the tenancy has been obtained fraudulently
If the Council ends a tenancy because of a tenancy breach the tenant will be referred to the
Housing Options team.
COUNCIL TERMINATION OF AN INTRODUCTORY TENANCY
Where the tenancy is an introductory tenancy, regular reviews of the tenancy will take place in the
12-month introductory period. If a tenant fails to pass the 12-month introductory tenancy and or a
subsequent 6 month extension period, the Council may seek possession through service of notice
under section 127 of the Housing Act 1996 at any time. In these circumstances tenants will be
offered the right to review.
COUNCIL TERMINATION OF A SECURE TENANCY
The Council may terminate a secure tenancy by seeking possession under the grounds set out in
Schedule 2 of the Housing Act 1985. The Council will seek a possession order from the Court if a
tenant or household does not leave the property when the notice expires. This includes mandatory
grounds for possession for anti-social behaviour in section 84A of the Housing Act 1985.
DEATH OF A TENANT
In the unfortunate event of a death of a tenant, the tenancy can be transferred to an eligible family
member. This is known as succession. If there is no eligible family member to succeed the tenancy
the Council will end the tenancy by serving a notice formally ending the tenancy.
ASSIGNMENT
In some cases, the Court will order the assignment of a tenancy between joint tenants. In these
cases, copies of the relevant Court Order will be requested. Secure tenants may also have the
right to assign their tenancy with the agreement of their landlord where:
- A succession to the tenancy has not previously taken place
- An assignment of the tenancy (other than as a consequence of mutual exchange or by Court
order) has not previously taken place and
- The proposed assignee would be eligible for housing under the council’s Allocation Policy and
eligible to succeed to the tenancy on the death of the tenant. Tenancy assignments use up the right
of succession and a tenancy can only be succeeded once, someone who was granted their
tenancy as a succession cannot carry out an assignment.
SUCCESSION
When a secure tenant dies, another family member may be entitled to inherit their tenancy. This is
known in legal terms as a Succession. There can only ever be one succession to a council
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tenancy. Under section 86A of the Housing Act 1985, a tenancy that started before 1 April 2012
can be succeeded by the following family members:
• husband/wife
• civil partner
• unmarried heterosexual partner
• same-sex partner
• grandfather/grandmother
• father/mother
• brother/sister
• uncle/aunt
• nephew/niece
• son/daughter
• stepson/stepdaughter
• adopted child
• grandson/granddaughter
Where the successor is under 18 years of age a trustee will need to be agreed to hold the tenancy
in trust for them until their 18 birthday. For secure council tenancies created after 1 April 2012,
there is no right for a family member to succeed, unless the tenancy agreement allows it. In normal
circumstances, the following members can succeed a tenancy after 1 April 2012:
• husband/wife
• civil partner (registered under the Civil Partnership Act 2004)
• cohabiting partner
To succeed a tenancy, the Council will check:
• The date the tenancy started
• If the individual is one of the persons listed above
• Whether the deceased was using the home as their main or principal home up until the date of
death for at least 12 consecutive months.
• The successor was also living at the home during this period whilst married, in a civil partnership
or cohabiting.
The Council will not agree to a succession in the following situations:
• If the applicant is unable to prove that they are a family member or that they live/had lived at the
address.
• If a tenancy has already been succeeded as it cannot be succeeded again. This also applies if
there has been an assignment of the tenancy.
Eligible successors to a council tenancy will have the same type of tenancy as the person who
died. For example, if they had an introductory or a demoted tenancy, it will remain introductory or
demoted until the full trial or demotion period has passed. In cases where the successor is a close
family member (described above) and the property they are occupying is considered too large or
unsuitable the Council will offer a tenancy of a suitable alternative property to the successor.
MUTUAL EXCHANGES
Mutual exchange is the process through which secure and assured tenants can assign their
tenancy to another secure or assured tenant. Flexible tenants may also apply to exchange homes
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in this way and there are special provisions in place when flexible tenants wish to exchange homes
with a secure tenant with a tenancy that came into effect prior to 1 April 2012.
Secure or assured tenants whose tenancy commenced before 1 April 2012 wishing to exchange
properties with a tenant holding a flexible or fixed term tenancy are entitled to have their exchange
(if approved) achieved by surrender and re-grant of new tenancies. The Council encourages the
use of mutual exchange for tenants who wish to downsize, upsize, or who want to change their
location as an alternative to a transfer even if they are not obliged to do so. The council will ensure
that tenants who decide to mutually exchange are aware of any implications to their tenancy, such
as:
• Any changes to their Secure or Assured status
• Any change in rent level between Social Rent and Affordable Rent; and
• Any gain or loss of the Right to Buy Tenants should use the website HomeSwapper to advertise
their property. Once an exchange has been agreed between both tenants an application form must
be completed on HomeSwapper. Once the Council has received the application form, the Council
will:
• process the application
• carry out an inspection of the applicant’s current property;
• ask the tenant to sign a letter confirming acceptance of the new property and its current condition.
If the tenant is moving to a home owned by another landlord, the Council will provide a tenant
reference and request a reference for the incoming tenant. Only once the Council has agreed to
the exchange may this happen. An exchange must not happen if the tenant has not received
written permission from the Council. If the Council refuses an application the reasons for the
refusal will be provided in writing to the applicant. Examples of when an application for mutual
exchange may be rejected or only conditionally approved include situations where:
• It would result in a Council home being under-occupied or overcrowded
• There are outstanding rent arrears that need to be cleared before the exchange can progress; or
• The Council is in the process of taking legal action for breach of tenancy against the tenant or
action under other grounds of the Housing Act 1985.
USE OF THE PRIVATE RENTED SECTOR
Thanet District Council continues to have a duty to house homeless people who are eligible for
such assistance under related legislation, in priority need and unintentionally homeless. The
Localism Act allows local authorities to meet their homelessness duty by providing good quality
private rented homes. The Council will seek to ensure that any offer of private rented housing is
appropriate to the needs of the household and the minimum length of any tenancy will be 12
months.
MONITORING AND REVIEWING TENANCIES
MONITORING INTRODUCTORY AND DEMOTED TENANCIES
All new Council tenancies will be introductory tenancies. The tenant will be monitored throughout
the 12-month introductory or demoted tenancy. Housing Officers will contact and visit introductory
tenants throughout this 12-month period, specifically at 6 weeks, 4 months, and 9 months. At 9
months Housing Officers will complete a formal introductory tenancy review and assess whether
the tenancy should be allowed to continue, extended, or terminated. This decision will take into
account:
• whether a tenant has paid their rent in full and on time
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• whether there have been reports of anti-social behaviour
During visits to the home, officers will also assess how the property is being treated and if there is
any malicious damage. Such cases will be treated as a serious tenancy breach and the tenant(s)
will be charged for any repairs or maintenance carried out. Tenants will be informed in writing of the
outcome of review. If the Tenant disagrees with the outcome, they have the right to appeal.
MONITORING SECURE TENANCIES
We will monitor contact reports from other residents flagging concerns with a tenant(s).
The Council can audit a Council home at any point. Tenants will be notified at least 24 hours in
advance of a tenancy audit-taking place. The purpose of a tenancy audit is to ensure the Council’s
records are accurate. During these audits, officers will be looking for the following:
• Changes to the household
• Identify households who may require support or an intervention e.g. hoarders
• Ensure the home has not been damaged or altered without permission
• Ensure pets are not being kept without permission
• Update tenancy records
All Council homes will be audited at least once over a 5-year period. Issues or concerns identified
in an audit may be visited more than once. The Council can carry out an unannounced tenancy
audit, in response to:
• Alleged damage to the property or significant disrepair
• Safeguarding concerns for the tenant; or
• Suspected tenancy fraud.
In addition to the tenancy audits, tenants can update information about themselves and members
of their household by contacting the Housing Management team. This includes listing who lives in
the home or whether a member of the household has a disability.
TENANCY SUSTAINMENT
The Council will provide several support mechanisms for its tenants to enable them to sustain their
tenancies. These include:
• A new tenancy visit or phone call conducted within 6 weeks of the tenancy start date to ensure
that all new tenants are receiving the support they need.
• Further structured home visits and tenancy audits where necessary during the first 12 months of
the tenancy at 3, 6 and 9 months to assess the conduct of the tenancy and if there are any
additional support needs that are not currently being met.
• A financial wellbeing assessment will be offered within the first week of the tenancy with a follow
up one month later.
• Update and regularly review web services to ensure that there is clear, concise and easily
accessible information for Council tenants on the points raised in this policy.
• A comprehensive needs assessment for those requiring supported housing pre-tenancy offer, at
tenancy commencement and via on-going support where appropriate.
• Provision of information and services that go beyond the normal role of the landlord e.g.
signposting for debt and welfare benefit advice, financial inclusion information, affordable warmth
information and assistance to gain and maintain employment and training opportunities.
• Developing constructive partnerships with agencies that can assist with the provision of, support
and services to vulnerable residents, in particular:
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o Social Services
o Citizens Advice Bureau - Shelter
o Kent County Council Supporting People team
o Probation
o NHS Trusts
• Providing training for our staff that equips them with the knowledge of support services available
from other agencies and know how to access them
TENANT INCENTIVE SCHEME
The Council is committed to ensuring that homes are made available to those who need them. The
Council will continue to operate a Tenant Incentive Scheme as a way to encourage households to
move from family-sized homes to smaller ones and free up larger homes for those who need them.
The Council will provide a grant for the voluntary move and for each room given up. This will be
paid following the move and is provided to assist with removal costs and other related expenses.
Any debt owed to the Council will be recovered from this grant.
TACKLING TENANCY FRAUD
Thanet District Council will investigate fully all reports of suspected tenancy fraud using all the
enforcement tools available including civil and criminal remedies and the repossession of the
property where the tenancy fraud is proven. The Council will actively pursue any potential
tenancy fraud in cases including:
• Sub-letting without permission from TDC
• Unauthorised assignment (including by mutual exchange)
• Wrongly claimed succession
• Right to buy fraud
• Obtaining a tenancy by false statement or knowingly withholding relevant information; and
• Not using the property as an only or principal home
In the case of successful criminal or civil action, the Council may actively publicise the result in
order to deter further tenancy fraud.
TACKLING ANTI-SOCIAL BEHAVIOUR
The Council is committed to taking positive action in conjunction with our partners, to deal with all
forms of anti-social behaviour to ensure that residents are able to enjoy peace, quiet and security
in
and around their homes, whilst remaining tolerant of the reasonable behaviour of others.
Examples of anti-social behaviour include but are not confined to:
• Drunken or threatening behaviour
• Physical violence
• Unspent convictions for offences involving fraud, dishonesty, drugs or any other offence listed in
Schedule 3 to the Sexual Offences Act 2003
• Hate related incidents
• Vandalism, graffiti, and damage to property
• Noise
• Misuse of communal areas/public space loitering
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• Verbal abuse/harassment/intimidation – to staff, contractors, tenants or any other member of the
community
• Litter/rubbish/fly-tipping
• Pet and animal nuisance
• Nuisance from vehicles
• Garden nuisance

The Council will work proactively in tackling anti-social behaviour in the interests of individual
residents and communities, recognising that such actions have a direct impact on the sustainability
of communities and neighbourhoods.

EQUALITY AND DIVERSITY
This policy supports the Council’s commitment to championing equality and ensuring procedures
are in place, so all residents are treated fairly and without unlawful discrimination in line with the
Equality Act 2010.
A full Equality Impact Assessment has been completed and has identified that there is no negative
impact to protected characteristics with the implementation of this policy.
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Equalities Impact Assessment Tenancy Strategy 2022 &
Tenancy Management Strategy

Overview
1. The Public Sector Equality Duty placed a duty on all public bodies to have due regard to the
need to:
● Eliminate discrimination, harassment, victimisation and any other conduct that is prohibited
by or under the Act;
● Advance equality of opportunity between persons who share a relevant protected
characteristic and persons who do not.
● Foster good relations between persons who share a relevant protected characteristic and
persons who do not share it.
2. The duty has the following three aims:
● To remove or minimise disadvantages suffered by people due to their protected
characteristics.
● To take steps to meet the needs of people with certain protected characteristics where
these are different from the needs of other people.
● To encourage people with certain protected characteristics to participate in public life or in
other activities where their participation is disproportionately low.
3. The protected Characteristics are:
● Age
● Disability
● Gender
● Gender reassignment
● Pregnancy and maternity
● Race
● Religion, belief, or lack of belief
● Sexual orientation
● Marriage and Civil partnership. (For this characteristic the duty only applies to the first aim
to eliminate discrimination.
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Aims of the decision
Tenancy Strategy
Local housing authorities are required under the Localism Act 2011 to publish a Tenancy Strategy.
The Strategy should provide high level strategic guidance to social landlords operating in their area
on how to manage their housing stock, and who are expected to give due regard to the Strategy
when developing their own tenancy policies. The Strategy should provide guidance to social
landlords regarding:
● The kinds of tenancies they grant,
● The circumstances in which they will grant a tenancy of a particular kind where they grant
fixed term tenancies,
● The length of tenancies,
● The review and expected process for ending them,
● The circumstances in which they will grant a further tenancy when a fixed term tenancy
comes to an end.
The draft strategy sets out how the Council aims to achieve these priorities and monitor progress.
The strategy aims to have a positive effect on social housing tenants by helping to provide clarity
on tenancies, their rights and responsibilities, and security.
It should be noted that the Strategy only provides guidance to Private Registered Providers (PRP)
that they are only required to give due regard to, it does not seek to influence the basis on which
social housing is allocated, but rather the type and length of tenancy that successful applicants for
social housing should be offered.
Tenancy Management Strategy
The Tenancy Management Strategy has been written in accordance with the requirements of the
Localism Act 2011, and the consumer standards as outlined by the Tenancy Standard. The
document pays regards to the aims and objectives of the Tenancy Strategy and provides guidance
to existing and new Council tenants on the types of tenancies and circumstances they
are granted, their rights and responsibilities, mutual exchanges, successions, changes to tenancies
and tenancy management.
General
The main groups and individuals who would be affected by the draft Tenancy Strategy and
Tenancy Management Policy are those in need of social or affordable housing. We will therefore
seek the views of this group during the consultation process, and we believe their views will largely
support the guidance given in both documents.
Both documents are intended to benefit households who need access to affordable housing, but
the Tenancy Strategy is aimed primarily at social landlords who provide social housing in the
district and who will be developing new affordable housing in the future.
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The Tenancy Strategy and Tenant Management policy are intended to help deliver an approved
Housing Strategy objective relating to making best use of the available social housing stock, while
encouraging stable and cohesive communities and environments.
The previous Tenancy Strategy was reviewed as part of the process of drafting this strategy to
highlight areas of change, and improvement.
We collected data and evidence from our own records about the housing demand, types of
tenancies offered, demographics and types of tenure preferred, reviewed existing TDC housing
policies and reviewed the Corporate Plan and Local Plan.
The information gathered and reviewed did not identify any negative impact or difference for
people with the legal defined protected characteristics.
Consultation
Consultation has taken place with tenants, residents and RPSH for 4 weeks, 22 November 2021It is a requirement of the Localism Act that RPSH are invited to
20th December 2021.
comment on any revisions to the Tenancy Strategy and of s.105 of the Housing Act 1985 that the
local authority consult with tenants when making changes to the management arrangements for
Council owned homes. The Council’s tenants were written to individually and advised of the
options being recommended to Cabinet. Tenants that asked for further information have been
contacted and are fully supportive of the proposal.
Consultation did not show any differential impact for people with protected characteristics.

Characteristic

Relevance

Impact

Mitigation

Age

Low

Neutral

None needed

No differential impact
anticipated.
Older tenants moving
into specialist
supported housing
(e.g.
sheltered housing) will
continue to be granted
‘lifetime’
tenancies which is a
positive impact for this
group.
This group will receive
the same level of
service regardless
of their age.
Disability

Low

Neutral

The Strategy seeks to
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The Strategy
recommends that
prospective tenants
with a
long-term enduring
health problem or
disability should
continue to be given
Lifetime Tenancies.
Disabled households
often have lower
incomes and the
introduction of
affordable rents may
have detrimental
impact with regards to
accessible housing
options for this
group.
This group will receive
the same level of
service regardless
of their disability.

Gender
Reassignment

Low

Neutral

mitigate the potential
impact of affordable
rents to disabled
households
by recommending that
such rents do not
exceed
Local Housing
Allowance rates.

None needed

No differential impact
anticipated. The
Strategy does not
discriminate or
disadvantage anyone
having had gender
reassignment, they
will receive the same
level of service
regardless of their
Gender reassignment.
Gender

Low

Neutral

None needed

No Differential impact
anticipated. The
Strategy does not
discriminate or
disadvantage anyone
due to their gender, a
household/person will
receive the same level
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of service
regardless of their
gender.
Marriage and civil
partnership

Low

Neutral

None needed

No differential impact
anticipated. The
strategy and Policy
do not discriminate or
disadvantage anyone
due to their
relationship/marital
status. They will
receive the same level
of service regardless
of whether they are
married, in a civil
partnership or not.
Pregnancy and
maternity

Low

Neutral

None needed

No differential impact
anticipated. The
Strategy and Policy
do not discriminate or
disadvantage if
someone is pregnant
or has a child or
children. They will
receive the same level
of
service regardless.
Race

Low

Neutral

None needed

No differential impact
anticipated. The
Strategy and Policy
do not discriminate or
disadvantage on the
grounds of race,
a household/person
will receive the same
level of service
regardless of their
race.
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Religion, belief or lack
of belief

Low

Neutral
No differential impact
anticipated. The
Strategy and Policy
do not discriminate or
disadvantage anyone
due to their
religion, belief or lack
of belief, they will
receive the same
level of service.

Sexual Orientation

Low

Neutral

None needed

No differential impact
anticipated. The
Strategy and Policy
do not discriminate or
disadvantage anyone
due to their
sexual orientation,
they will receive the
same level of
service.
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