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1. INTRODUCTION 

 

1.1 This policy covers the management of all tenancy and licence agreements issued by 

BeST Housing Association or its agents for its social housing stock. 

 

1.2 The Tenancy Management Policy sets out BeST’s approach to providing an efficient 

and effective tenancy management service. The policy and associated procedures 

are designed to ensure that BeST provides a service which meets its statutory and 

regulatory obligations. Specifically, the standards set by the Regulator of Social 

Housing, Consumer Standards Agency, and the Tenancy Standard. Thus, ensuring 

that our properties are let in a way which is fair, transparent, and efficient.  

 

1.3 BeST’s policy and procedures are designed to ensure that we meet all requirements 

in relation to the format and use of our Tenancy Agreements, and associated terms 

of service user occupation 

 

1.4 BeST strives to ensure the provision of a robust and consistent tenancy management 

service, and by regular revision of its internal working practice and procedure.  BeST 

aims to apply all reasonable measures with a view to to building a vibrant housing 

management team, building resilient schemes, and offering a high-quality service to 

its service users. 

 

2. PURPOSE 

 

2.1 BeST are a provider of both supported and specialist supported housing. BeST’s 

primary focus is on specialist supported housing provision (BeST only deals with 

accommodation within this sector for new business purposes. However, BeST does 
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manage a few historic properties which fall under the supported descriptor). BeST 

has no general needs housing stock. 

 

2.2 BeST properties are typically let under the terms of an Assured Shorthold Periodic 

Tenancy Agreement or Licence Agreement depending upon both individual and 

scheme requirements.  The Tenancy Management Policy aims to add clarity to the 

usage of these agreements and provide explanation of the way they in which they 

will operate. 

 

2.3 The types of tenancy which will be issued will be closely related to the behaviour of 

service users, to ensure they behave responsibly, and are considerate to needs of the 

communities BeST serves.  

 

2.4 In addition, the policy supports how BeST tenancies will be managed in line with 

other associated policies, for example the Applicant Referral and Allocations Policy, 

and BeST’s Anti-Social Behaviour and Neighbour Nuisance Policy.  Tenancies and 

licences will contain common tenancy terms and conditions for consistency. The 

common tenancy conditions will apply to all BeST service users 

 

2.5 This policy supports related internal and external policies which should be read in 

conjunction with this document. 

 

Related Documents  

 

External 

 

• Regulation of Social Housing  

https://www.gov.uk/topic/housing/social-housing-regulation-england 

• Regulatory Framework for Social Housing 

https://www.gov.uk/government/collections/regulatory-framework-

requirements 

• Supporting People Quality Assessment Framework 

https://www.gov.uk/topic/housing/social-housing-regulation-england
https://www.gov.uk/government/collections/regulatory-framework-requirements
https://www.gov.uk/government/collections/regulatory-framework-requirements
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transact.westminster.gov.uk/.../supporting_people/qaf_guidance.pdf 

• The Accessible Information Standard 2016 

https://www.england.nhs.uk/ourwork/accessibleinfo 

• Right to Rent Document Checks – Gov. UK Guidance 

https://assets.publishing.service.gov.uk/government/uploads/system/... 

 

Internal 

 

• Tenancy Policy  

• Abandonment Policy 

• Anti-social Behaviour and Neighbour Nuisance Policy 

• Tenancy Management related policies (Abandonment Section 21 Notices)  

• Applicant Referral and Allocations Policy 

• Equality and Diversity Policy 

• GDPR Policy 

 

Key Legislation 

 

England 

 

• The Housing Acts 1980, 1985, 1988 

• Landlord and Tenant Act 1997 

• Protection from Eviction Act 1977 

• The Prevention of Social Housing Fraud Act 2013 

• Civil Procedure Rules 1998 

• County Courts Act 1984 

• Anti-Social Behaviour, Crime and Policing Act 2014 

• Immigration Acts 2014 (right to rent) and 2016 

• Asylum and Immigration Acts 1996,1999 and 2016 

• Equality Act 2010  

https://www.england.nhs.uk/ourwork/accessibleinfo
https://assets.publishing.service.gov.uk/government/uploads/system/
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• Localism Act 2011 

• Human Rights Act 1998 

 

3. SCOPE 

 

3.1 The Policy Document should be read by all BeST Housing Officers and members of 

the Housing Management Team, Development Team and BeST’s Portfolio Managers.   

 

3.2 The Policy document should also be read by those external agencies (Support 

Providers) who provide CSS on BeST’s behalf and. who are directly involved with the 

tenancy management process. The intended audience includes local authorities with 

whom BeST enters into Nominations Agreements, and any other relevant agencies or 

3rd parties. 

 

4. KEY PRINCIPLES 

 

4.1 The aims of this policy are linked to BeST vision, values, and strategic objectives. 

 BeST objectives are: 

• To provide advice and assistance to service users and licensees with a view to 

helping them sustain their tenancy or licence 

• BeST understands that everyone and every situation is different. If we can 

personalise or tailor anything to match individual service user needs, then we will 

make it happen 

• To ensure that we meet our statutory and regulatory responsibilities as per the 

minimum standards set out by the Regulator of Social Housing  

• BeST will ensure all our properties are secure and that our service users feel safe in 

their homes  
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• BeST will deliver a service user focused service, and will ensure that its service 

users are dealt with sensitively and effectively 

• Ensure all its processes are inclusive  

4.2 This policy applies to all housing schemes managed by BeST. Although BeST only 

manage Assured Shorthold Tenancy Agreements or Licence agreements, the Tenancy 

Management Policy focuses on managing the tenancy, in terms of service users’ 

rights and ensuring that our service users are aware of their responsibilities and 

adhere to them.  This policy is designed to help support and inform our staff to 

ensure a fair and consistent service is provided to our customers. 

 

4.3 The policy covers the following areas:  

• Changes in tenancies including succession, assignment, and mutual exchange 

• Managing and sustaining tenancies 

 

4.4 Changes to Tenancies 

Details of the types of tenancies BeST provide are included within BeST housing’s 

Tenancy Policy. 

 

4.5 When re-housing a new service user by method of referral (not a transferring service 

user) BeST’s usual practice is to issue an Assured Shorthold Tenancy Agreement. This 

type of Tenancy Agreement affords the service user the option of providing one 

months’ notice should the accommodation prove to be unsuitable to meet their 

needs. This type of Tenancy Agreement is also in common usage amongst providers 

of supported housing accommodation and they  are a good working tool to help us 

provide support to those that need it during the start of their tenancy.  

 

4.6 Licence Agreements will be used for short term lettings and tenancy support. 

 

4.7 BeST as landlord, is obligated by operation of law to wait four months before a 

section 21 notice to quit can be issued (Section 21 notices require that 2 months’ 

notice be given using the prescribed form), unless circumstances dictate that a 
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section 8 notice seeking possession is issued based on a fault based tenancy breach. 

Section 8 notices can be issued between 2 weeks and 2 months’ notice depending on 

which terms of the tenancy have been broken. 

 

4.8 BeST does not need to provide a reason for issuing a section 21 notice (often 

referred to as a no-fault eviction) although it is very uncommon that BeST will do so.  

It is possible for both section 21 notice and section 8 notice to be issued at the same 

time, though it is BeST’s preferred policy not to do so; it is common practice within  

BeST  that a section 21 notice be issued even in those cases where a fault based 

breach of tenancy conditions may apply. 

 

4.9 In those cases where a decision is made to serve a  section 21 notice to quit (where 

the courts can grant mandatory possession) the service user will be offered the right 

to request a review of this decision. 

 

5. SUCCESSION 

 

5.1 There is no right to succession in terms of supported accommodation, as this type of 

accommodation is based on individual assessed needs. 

 

5.2 PRPSH (formerly RSL’s) are not required by statute to grant succession and this is 

elective in general needs accommodation, so this will not be discussed further here. 

 

6. ASSIGNMENT 

 

6.1 The position in terms of assignment is similar to that of succession, in that there is no 

automatic right to an assignment (passing on a tenancy) as supported 

accommodation is based on individual assessed needs. 

 

6.2 Where a married couple both with disability are in occupation of supported 

accommodation, they will both have been subject to an individual needs assessment 
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and will be accommodated within a supported living environment because both 

meet the eligibility criteria.  In circumstances, such as death or divorce,  it is likely 

that they remaining occupier will continue to occupy their accommodation on the 

basis of their own need for support, and their continuing to meet the ‘’de minimis’ 

criteria (they require more than minimal support) rather than by a right of 

assignment. 

 

6.3 There is no obligation for BeST under the regulations as regards an Assured 

Shorthold Tenancy Agreement, to assign a tenancy by way of a mutual exchange. 

The matter will not be discussed further here. 

 

7. SOLE TO JOINT TENANCY 

 

7.1 A sole service user may apply for a joint tenancy. When considering such a request 

we will consider the following: 

 

• if there are breaches in the conditions of tenancy and whether these breaches are     

sufficiently serious that they would prevent a new tenancy being awarded 

 

• the relationship between the proposed joint service user and the existing service 

user. 

 

• The proposed joint service user must be living at the property as his or her main 

home at the date of the proposed joint tenancy.  

 

7.2 They must be either:  

 

• the service user’s spouse or civil partner or  

 

• someone who has been living with the service user together as if they were 

married or within a civil partnership and has lived with the service user for 
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the whole of the previous 12 months.  

 

• The must each be assessed as qualifying for supported accommodation in 

their own right. 

 

8. JOINT TO SOLE TENANCIES 

 

8.1 If a joint service user no longer wishes to remain the service user, they can terminate 

the tenancy and the remaining service user can be considered for a new sole 

tenancy. When considering such a request we will carefully consider the following:  

 

• if there are breaches in the conditions of tenancy and whether these 

breaches are sufficiently serious that they would prevent a new tenancy 

being awarded  

 

• the proposed sole service user must be living at the property as his or her 

main home at the date of the proposed sole tenancy 

 

• They must continue to qualify for supported accommodation in their own 

right (they must meet the ‘’de minimus’’ criteria) 

 

9.  EXCEPTIONAL CIRCUMSTANCES 

 

9.1 We may consider a discretionary tenancy or Licence in exceptional circumstances, 

for example, if there are technical circumstances that prevent one of our properties 

being occupied.  

 

9.2 Exceptional circumstances include those service users who are to decant into other 

properties due to major improvement work, demolition or planned programmed 

repairs.  Unless the move is intended to be permanent, it is likely that a Licence will 

be offered rather than a Tenancy Agreement, as Tenancy Agreements cannot be 
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terminated within an initial term of 6 months. If the works are likely to last for more 

than six months then a fixed term Assured Shorthold Tenancy Agreement can be 

considered, but it is more likely that a Licence will be issued unless the move is 

expected to become permanent. 

 

9.3 Any new tenancy will be granted at the discretion of the management, the individual 

circumstances of the case,  and in accordance with the BeST Allocations & Referral 

Policy.  

 

9.4 This will include appropriate checks to ensure that the proposed service user would 

be eligible to join the allocations and referral lists, both in relation to any previous 

history of antisocial behaviour and in relation to their immigration status.  

 

10. MANAGING AND SUSTAINING TENANCIES 

 

10.1 Monitoring tenancies and the condition of our properties  

Effective tenancy management is necessary to ensure our service users are 

supported to live independently and comfortably in their homes. All BeST service 

users have an allocated care provider. BeST expects that service users will maintain 

their accommodation to a reasonable standard, in accordance with the terms of 

their Tenancy Agreement.  Support will be provided via the allocated provider. 

 

10.2 BeST will ensure, in liaison with the support provider, that our service users keep to 

the terms of their Tenancy Agreement , and BeST will take appropriate actions to 

resolve any breaches effectively.  

 

10.3 BeST will carry out and promote regular tenancy visits and scheme inspections to 

ensure that quality standards are maintained. 

 

11. GENERAL REVIEW VISITS  
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11.1 BeST conducts general scheme review visits and engages in  regular contact  with its 

service users. This will assist us ensure that BeST delivers an effective, efficient, and 

high-quality service which will include:  

 

• updating service user profile information, identify changes in vulnerable service 

user needs, and identify appropriate support where further intervention may be 

required 

  

• Pick up any repair or maintenance issues 

 

• Ensure that the service user is aware of the different ways of contacting us, in 

particular, we actively promote digital access 

 

• Ensure general communal maintenance contracts (gardening window cleaning 

communal cleaning etc.) are carried out  

 

11.2 We will also take the opportunity during the General Review Visits to:  

 

• ensure the enforcement of tenancy conditions and check that the property has 

   not been damaged, neglected, or used unlawfully 

 

• ensure that the property is occupied by the service user and has not been  

   sub-let or abandoned. 

 

12. SOCIAL HOUSING FRAUD 

 

12.1 We will take appropriate action in relation to possible social housing fraud including: 

 

• Unauthorized sub-letting 

 

• Non-occupation by the service user 
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• Anyone fraudulently obtaining a social housing tenancy 

 

• unauthorised assignment of a tenancy 

 

• Key-selling - where a service user passes the keys for a property on to  

   someone else in return for a payment or favour 

 

13. ABANDONED PROPERTIES 

 

13.1 We recognise that service users may be away from their homes for an extended 

period for several reasons , hospitalisation, family support or even prison in some 

instances . Where we believe that the service user may have abandoned the 

property (including anonymous notification), we will take appropriate action in 

accordance with the legislative requirements, and BeST’s  Abandonment Policy and 

Procedure.  

 

14. LODGERS AND SUBLETTING  

 

14.1 We will not allow or recognise any situation where a service user may wish to rent 

out a room in their home. Under the terms of the Tenancy Agreements, service users 

may not sub-let their property and must use it as their principle home.  

 

15. OVERCROWDING AND UNDER-OCCUPATION 

 

15.1 We recognise that in some instance’s accommodation may, due to the service user’s 

circumstances become too small or too large for the household needs, health and 

support needs may have also changed . Where such issues arise, we will work with 

the service user and care provider, if they wish to be rehoused, to find the most 

suitable housing option available to them. We will also inform prospective service 

users of the potential impact on their benefits if their circumstances change.  
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16. ENDING A TENANCY 

  

16.1 When a service user wants to end their tenancy, they must give four weeks’ notice in 

writing. If a service user is moving through BeST into more suitable alternative 

accommodation two weeks’ notice would be accepted, in accordance with the 

Allocations and Referral Policy. Managers may agree a Deed of Surrender in 

exceptional circumstances.  

 

16.2 The grounds upon which we as a landlord can serve notice to end a tenancy are set 

out in BeST’s Tenancy Agreement.  

 

17. DEATH OF A SERVICE USER  

 

17.1 When one of our service users dies, their executor can end the tenancy by surrender 

or by giving notice. If we do not receive a termination notice, then we will serve a 

Notice to Quit on either the Personal Representative or the Public Trustee  

 

17.2 If the deceased service user is the only occupant of the property, we will cancel two 

weeks rent charges following the death and prior to the keys being returned. 

 

18. WITHDRAWAL OF NOTICE BY A SERVICE USER  

 

18.1 A termination of a tenancy is a legal binding document and the decision to accept a 

written withdrawal of the notice to terminate is discretionary. A management 

decision will be made on whether to agree to the withdrawal of the termination on 

the individual circumstances and information available regarding the conduct of the 

tenancy 
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19. RESPONSIBILITIES  

 

19.1 Responsible Officers  

The Housing Team Managers, Housing Officers, and other team members (including 

its administration team) are responsible for the implementation of the policy as 

named and directed within the Tenancy Management Procedure.  

 

19.2 Training 

All Housing Team members will be given internal training through a variety of 

methods, and on occasion external training will be provided if it is established that a 

training need exists or, alternatively, changes to statutory legislation or best working 

practice dictate that further training must be provided. This will ensure that housing 

team members are up to date with relevant statute and guidance as relates to the 

Tenancy Management Policy and any other policies that relate. 

 

19.3 Recruitment 

All applicants for job vacancies within the Housing Team will be expected to have 

relevant qualifications and experience, or be willing to acquire necessary 

qualifications or skills, as may be deemed essential for the performance of the job 

role. It is a necessary requirement of all Job roles that applicants must apply for a 

Disclosure Barring Scheme Certificate appropriate to the performance of their role. 

 

20. REPORTING AND MONITORING 

 

20.1 Annual Key Performance Indicators and performance targets will be set in relation to 

the delivery of the housing management service. These will be reported to board 

and or any other delegated executive management team responsible for 

performance and standards as appropriate 
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21. DEFINITIONS  

 
BeST –   Bespoke Supportive Tenancies Ltd 

PRPSH – Private Registered Provider of Social Housing (UK), formerly RSL 

RSL – Registered Social Landlord 

Service User - Tenant or Licence Holder 

Support Provider – Nominated third party agency CQC accredited who provide CSS 

for and on BeST’s behalf 

Tenancy Agreement – A legally binding contract between a tenant and BeST 

Licence – An agreement to occupy the property on a use and occupation basis only. 

Anti-Social Behaviour - Deliberate and intentional acts including inconsiderate 

behaviour that may result in nuisance, harassment, alarm, and distress. 

CSS – Care, Support and Supervision 

SLA – Service Level Agreement 

 

22. EQUALITY AND DIVERSITY 

 

22.1 BeST is committed to mainstreaming equality and diversity throughout all its 

activities as well as meeting the general and specific duties imposed on it through 

the legislation. Please refer directly to the Equality and Diversity Policy for further 

reference 

 

 

 

 


