
The annual report to tenants shows all our tenants and leaseholders 
how we are doing in terms of delivering a service to be proud of. The 
report contains important information that the residents we worked 
with thought you would like to know.
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Total number of leaseholders. 152
We built 5 new council homes in 
the last 12 months with 23 more 
due to be completed in 2017/18.  5

We let empty (general 
accommodation) 
homes in an average 
of 20.9 days.

20 .9

Urgent repairs carried 
out – 99.17% on time.  

6, 366

Non-urgent repairs carried 
out – 98.8% on time.

3, 318

Undertaken a programme 
of major repairs with a 
value of £2.39 m last year.           

2.39m

Supported young people 
with housing and 
homelessness issues 
through the Young 
Persons Hub.

185

We let our sheltered 
properties in an 
average of 24.5 days.24. 5

We helped 22 people buy 
their homes through the 
Right to Buy scheme.22

total number of 
council-owned homes. 3,065

£2.15m invested in 
improvements to our 3065 
council-owned homes. 

2 .15m

Housing Services at a glance

Working with Registered Provider 
(Housing Association) partners 
we enabled the development of 
92 new affordable homes for 
rent and low cost purchase.  

HA
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new  
kitchens.

Supported 574 people 
who approached 
Housing Options for 
advice and assistance. 

Households housed into Selby District Council 
properties through the North Yorkshire Home 
Choice Scheme.

We distributed more than £213,689 
through the five Community 
Engagement forums in the district to 
support local activities and groups.   

New customers signed up for the 
support and peace of mind offered by 
our Lifeline service during the year.

Painted 600 homes.

 Installed 150 new 
exterior doors.

Miles travelled by our waste, street 
cleansing, recycling and grounds 
maintenance vehicles during the year. 

Installed 151 new or 
replacement central 
heating systems.

We helped prevent 
over 180 people 
who were at risk of 
becoming homeless.      

We dealt with 884 new housing benefit claims, 
alongside 9965 changes of circumstance for 
existing claimants. 

87
236 

£213,689 

463,131

257

600

150

151
180

884 

574

We receive 10% of your total 
Council Tax bill, with the 
remainder used to fund partner 
organisations such as North 
Yorkshire County Council, 
the Police and Fire Service.  

10%

Housing Services at a glance
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We are currently working in difficult times 
with further reductions in Central Government 
funding but we continue to remain in a strong 
financial position. We continue to invest in the 
services we deliver you.  

During the last 12 months we’ve 
invested a total of £2.15m 
through our Capital Investment 
Programme  and responsive repairs 
programme to ensure homes meet 
your needs now and in the future. 

We’ve made some changes to the 
structure of our housing team that deliver 
your services, to allow us to continue to 
deliver a high level of customer care. 

The changes will help us work towards 
increasing engagement and collaboration 
between the Council, tenants and leaseholders.
 
I’m delighted to see that the first Council 
built homes in 25 years have been delivered. 
Five new bungalows were built in Byram, 
and work has started on a further 10 
homes in Eggborough and 13 new homes 
in Byram that will be completed in 
2017/18. This is part of our commitment 
to providing new high quality homes 
for people across the district, helping 
people lead healthier and happier lives.

We’ll continue to update you with the 
latest news during the next 12 months 
through your Open Door newsletters. 

What you told us about the 
last annual report

We have worked with the Tenants 
Editorial Panel to gather feedback about 

last year’s annual report.
 
The style of the report 
was engaging. The layout, 
infographics and images 
made the report easier 
to read. We need to write 

the report in plain English 
so that more people can 

understand what’s being said.

We’ve taken on board these comments and 
have continued to use a more reader friendly 
layout with infographics and images to show 
you what we’ve done over the last year.

By Councillor Richard Musgrave, Member of the Executive,  
Lead Councillor for Housing, Leisure, Health and Culture

The Story of our Year

The annual report to tenants shows all our tenants and leaseholders how we are doing in terms of delivering a service to be proud of.  
The report contains important information that the tenants and leaseholders we worked with thought you would like to know. 

Housing Services
Annual Report to tenants and leaseholders
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What we’ve  done – in detail
Repairs and maintenance 
Our 20 strong trades team includes 
joiners, plumbers, a plasterer, bricklayers, 
labourers and electricians. During 
the year our team carried out 6366 
urgent repairs (99.17% on time) and 
3318 non-urgent repairs (98.88% on 
time). We spend £2.15m through our 
major housing repairs investment 
programme– replacing kitchens, rewiring 
homes, installing new heating systems 
and replacing doors and windows.

New council homes
As part of our plans to deliver more 
affordable homes, we’ve built 
five new council homes in 
the last 12 months. The first 
Council built homes in 25 years. 

The new bungalows in Byram are 
designed to provide comfortable homes 
for local residents wanting to move 
to more suitable accommodation as a 
result of their age or limited mobility. 
The new bungalows will also have 
the added benefit of freeing up much 
needed family accommodation across 
the district. The new homes in Byram 
welcomed new tenants in May 2017. 

Rebuilding the Harold Mills 
Community Centre
A fire destroyed the popular Harold 
Mills Community centre back in April 
2016, which left the community without 
a venue for 11 months. The rebuild 
work on the community centre was 
completed in February. The refurbished 
£100,000 centre reopened in March 
with members of the community and 
the team that delivered the project 
attending the grand opening.

“You did 
everything and 

more to help and 
I just wanted to 
say thank you.”



Laurie Backhouse refurbishment 

Laurie Backhouse Court is a sheltered 
housing scheme that has 24 flats 
over three floors, located in central 
Selby. During the summer of 2016 we 
completed a full refurbishment of the 
communal areas, improving the building 
for residents, improving the look of 
the building and making the sheltered 
accommodation more user-friendly. 

Property adaptations
From time to time people experience 
changes in their lives that can have an 
impact on their home environment. We 
can make changes to our properties 
based on recommendations from 
occupational therapists. In the last year 
we’ve offered a full range of adaptions 
including handrails and an extension for 
a downstairs wet room.  

During 2016/17 we 
spent over £160,000 on 
adaptations to properties. 

Estate Enhancement Fund
The Council’s Estate Enhancement 
Fund sets out to make improvements 
to our housing estates, based on 
suggestions and ideas put forward 
from our housing tenants. 

Throughout 2016/17 we spent 
over £150,000 on projects such 
as upgrading footpaths and 
reducing parking problems. 

New affordable homes
Together with our housing association 
partners we have delivered 92 new 
affordable homes in the district for rent 
and low cost purchase. This is higher 
than the previous year (69 in 2015/16).

Housing options service
Selby District Council’s housing options 
team was awarded ‘silver standard.’ 

The gold standard challenge 
follows a 10 step approach with 
a pledge by the council to strive 
for continuous improvement in 
front line housing services.  During 
2016/17 the team successfully passed 
7 out of the ten challenges. 

The team has been working on 
the remaining challenges and is 
aiming to complete the outstanding 
challenges during 2017, so that they 
can be recognised officially as a ‘gold 
standard’ housing options service.

“I pass heartfelt 
thanks to the 
electrician who 
attended at the end 
of November and 
stayed with my father 
when he fell during 
the out of hours visit 
and phoned me. 
Staying with him 
and making sure he 
was ok meant the 
world to our family.” 
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What we’ve  done – in detail
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What we’ve  done – in detail

The on-line housing 
options survey that 
was introduced last 
year continues to 
help us to understand 
our customer’s 

needs and develop services to meet these 
needs. Over the last year housing options 
have supported 574 people who approached 
the team for advice and assistance.

Home Choice Scheme
To make the best use of 
our homes we let them 
through the North 
Yorkshire Home Choice 
allocations scheme. 

The scheme is a single 
register of available council 

and housing association 
properties for rent, and low cost homes for 
sale, across Selby and North Yorkshire (except 
Harrogate). Our new homes in Byram and 
Eggborough have been let through this system. 
In the last year 236 households were housed 
into Selby District Council properties through 
the North Yorkshire Home Choice Scheme. 

We’ve also helped 
support 185 
young people 
with housing and 
homelessness issues 
through the Young 
Persons Hub. 

Homelessness
We are committed to ending rough sleeping 
across the district, and we have joined other 
Councils in the region in adopting the York 
and North Yorkshire No Second Night Out. 
During 2016/17 we helped over 180 people 
who were at risk of becoming homeless.   

Debt recovery
We work with any tenants who are facing 
financial difficulty to ensure they are getting 
all the advice and support they may need. 

We are proactive with tenants in arrears 
and attempt to work with them at the 
earliest opportunity to prevent them getting 
into further financial difficulties. Our rent 
collection figure for 2016/17 was 98.2%, a 
slight increase on last year’s figure (98.02%).

Re-letting empty homes (VOIDS)
Letting our empty homes quickly helps families 
waiting for homes. Last year we re-let our 
homes in an average of 22.7 days overall. 
General housing was re-let within 20.9 days, 
while sheltered accommodation took 24.5 days 
to re-let. In 2015/16 our re-letting time was 
23.8 days overall (with sheltered properties 
taking 24.7 days and general housing 22.9 
days). Our continued work monitoring the 
turnaround times for all types of properties 
closely has allowed us to re-let our homes 
1.1 days quicker in comparison to 2015/16. 

Swap and Move
Swap and Move is a home swap service that 
helps council and housing association tenants to 
exchange their homes. ‘A total of 15 households 
have exchanged homes in the last year.

“I’m overwhelmed with 
the work done at my 
home. I can’t praise 

the workmen enough 
for their fantastic 

workmanship”
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w

What we’ve  done – in detail

w

Customer experience
Last year we received 108,323 customer 
phone calls into our Customer Contact 
Centre compared to 108,334 the 
year before. Face-to-face customer 
visits were also down to 20,852 
compared to 21,325 in 2015/16. 

We made improvements at our Customer 
Contact Centre to make it easier for 
you to access our services. You can 
now access on-line services via a new 
self-serve computer area. The new 
service allows you to access information 
more quickly, cutting down waiting 
time and freeing up advisor time to 
help you with more complex issues. 

We also introduced a brand new way 
of paying for things online, which is 
user-friendly and hassle free - making 
on-line payments a quicker option. 
The system allows you to make 
payments 24 hours a day, from any 
location with an internet connection. 

During 2016/17 a total of 5633 
on-line payments were made. 

We continue to review our website, 
making it easier for you to access the 
information that you need. During 
2016/17 our website was visited by over 
203,223 people, of those that visited our 
website 40.34% were first time visitors, 
an increase on the previous year. 

“My family and I would 
like to express our 
sincere thanks for the 
many happy years my 
late parents spent as 
tenants at their home, 
and for the excellent 
service provided by all 
members of the Selby 
District Council team.”

“I want to make your 
manager aware how 

fabulous you have been, 
you have such a lovely persona 
which put me at ease, whilst 
remaining very professional. It’s 
so refreshing and reassuring that 
there are people like you out there, 

trying to help people like me”
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What we’ve  done – in detail What lies ahead - the future

w

Housing team
We’ve recently made a few changes to the 
Council’s housing team that helps support you. 
We believe that our customers should be at 
the heart of everything we do. We want to do 
everything we can to enable our communities 
to get involved, working with us to develop and 
deliver the housing services we provide for you. 

Tenant Participation Officer
We’ve created a new role that is dedicated 
to focussing on getting more tenants and 
leaseholders involved in the decisions we make. 

We want to empower tenants 
and leaseholders to become more 
involved, having their say on how 
we deliver housing services. 

The new Tenant Participation Officer 
role will focus on delivering this. 

You’ll notice that our Community Officers 
are now called Neighbourhood Officers, 
their role will continue as before being the 

direct link to the Council.  The changes mean 
that the Neighbourhood Officers are now 
more closely aligned to our housing team. 

We’ll keep you updated during the year via the 
tenants and leaseholders newsletter Open Door 
with how these changes are having an impact. 

More affordable housing

We have ambitious plans to continue  
to deliver more affordable 
housing during 2017/18.  

In Eggborough ten new homes will be 
completed with tenants moving in during the 
Summer of 2017. There are plans to remove and 
redevelop the former flats at Byram Park Road 
to make way for 13 new affordable homes. The 
current plans are to build a range of two storey 
2,3 and 4 bedroom semi-detached properties 
with garden spaces. These plans are in the 
early stages, with public consultations to take 
place gathering opinions on these proposals.

“I would like to take this 
opportunity to thank 

the Council for the quick 
response and for doing 

an excellent job.”
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Tenant rents - What does your rent pay for? 
The average rent paid for a council 
house for a 48-week period was £84.51, the breakdown of rent is as follows:
Housing management  £21.25Estate management  £1.05Grounds management  £0.67Special management  
(includes pumping stations  
and septic
tank emptying)  £0.19Housing support and community 
services  

£2.52Hostels  
£0.88Footpath maintenance  £0.07Housing repairs and property 

services  
£16.42Debt management costs  £0.04Movement in allowance for bad 

debts  
£0.51Interest payable on self  

financing debt  £16.56Provision for debt Repayment  £8.64Funding for home improvements  £17.16Garage rents  (£0.68)Contributions to/from reserves  £9.78Interest earned on investments  (£0.26)Adjustments for costs charged to services but not included in rents (eg asset charges)  (£10.29)Total 48-week weekly rent  £84.51

v

Income
Dwelling rents    £12.31m
Charges for services and facilities  £194k
Non-dwelling rents    £100k
Contributions towards expenditure  £21k

We do our best to make sure your money is spent sensibly and that we are providing value for money. 
Value for money is about getting the best possible service for you from the resources we have available. 
We received £12.31m in housing rents last year, which is used 
to cover the costs of our homes and property.

How did we spend your money?

Expenditure
Contribution to capital projects  £1.98m
Interest     £2.41m
Provision for debt repayment  £1.26m
Rent, rates, taxes and 
other charges     £52k
Supervision and management  £2.38m
Repairs and maintenance   £2.43m
Other adjustments and financing  £35.67m
Movement in allowance 
for bad debts     £74k
Debt management costs   £6k
Depreciation and impairment 
of non-current assets    (£33.64m)
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How we work in your community 

Tenants and leaseholders scrutiny panel   
 

This year, 
the Tenant & 
Leaseholder 
Scrutiny Panel 
conducted a 
review of the 
council’s repairs 
service. The project 
concentrated 
specifically 
on customer 
satisfaction level.  
 

As a result of the review, the Scrutiny Panel came up 
with 13 recommendations to improve the service 
Selby District Council provides. The council will now 
work together with the panel to deliver these. Some 
of the recommendations included the development 
of an online Customer Satisfaction Survey in order 
to collect feedback and a shadowing programme for 
Customer Service Advisors to accompany Property 
Services on their repairs visits. 
 
We will keep you up to date in future editions of 
Open Door about how the implementation plan 
is going and the changes that have been made 
to the way we work as a result of this review.

Editorial Panel
The Editorial Panel works 
with us to ensure your Open 
Door magazine contains the 

information you need and keeps you up to date 
about our work. This is carried out by email, over 
the telephone and in meetings. If you would like 
to get involved email communications@selby.gov.
uk or call us on 01757 292089 to find out more.

Tenant Participation Officer
Matthew Brown is the Council’s new Tenant 
Participation Officer and a key part of his role will be 
working with tenants and leaseholders to help you 
become more involved in the decisions made about 
the Council’s housing services.  
 
You’ll see Matthew at a range of community 
events engaging with tenants and leaseholders 
and supporting resident groups. One of Matthew’s 
main aims is to develop and engage with tenants 
across the whole district, including the more 
rural villages, along with developing disability 
groups, whilst utilising the use of social media 
and focus groups to further enhance tenant 
engagement.  If you want to get involved with 
tenant participation please contact Matthew on 
01757 705101 or email mbrown@selby.gov.uk and 
he will be happy to discuss ways to get involved. 

Neighbourhood Officers
We’ve made some changes, 
our  Community Officers are 
now called Neighbourhood 
Officers; their role will 
continue as before being your 
direct link to the Council. The 

changes mean that the Neighbourhood Officers 
are now more closely aligned to our housing 
team, an area that we feel will make the best 
use of our Neighbourhood Officers services. 
Our Neighbourhood Officers are out and about 
in your community – they attend Tenants and 
Residents Association Meetings (TARAs) and 
hold regular drop in surgeries and Community 
Cafes. They carry out regular Estate Walkabouts 
so they can identify issues in the community and 
work with partners such as the police. To find 
out about local surgeries or the next walkabout 
please call us or email info@selby.gov.uk. 

 
Facts and figures 2016/17  
Community walkabouts in Selby,  
Sherburn, Tadcaster and Byram 
 
Weekly surgeries in Selby, Sherburn,  
Tadcaster and Eggborough 
Community cafes attended 
 
Tenants’ and Residents’ Association 
meetings attended

20

25

21

204



Online
You can find out about all Selby District Council’s housing services online: www.selby.gov.uk.
You can use the website to make payments, for example home or garage rent, or to enquire about specific housing 
services such as repairs and maintenance. The Council’s online services are available 24-hours a day.

Phone 01757 705101 

Phone line opening times 

Monday   8.30am to 5pm
Tuesday   8.30am to 5pm
Wednesday   10am to 5pm
Thursday   8.30am to 5pm
Friday    8.30am to 4.30pm

The out of hours emergency number for repairs and homelessness issues is 01653 600941

Visit
Customer contact centre, Market Cross Shopping Centre, Selby, YO8 4JS.  
Please note: the postal address of the Council is 
Civic Centre, Doncaster Road, Selby, North Yorkshire YO8 9FT.

Customer contact centre opening times: 
Monday, Tuesday, Thursday and Friday – 9.30am to 4pm
Wednesday – 10am to 4pm

Contact us:


