Housing Services
Annual Report to tenants and leaseholders
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 and Community Services at a glance

4.1m

125

£4.1m invested in improvements to
our 3,085 council-owned homes

6,160

Urgent repairs carried out –
98.4%on time.

3,288

22.9
24.7

Total number of tenants.

2

69

We let empty (general
accommodation)
homes in an average
of 22.9 days

We let our sheltered
properties in an
average of 24.7 days

Working with Registered Provider (Housing Association)
partners we enabled the development of 69 new
affordable homes for rent and low cost purchase.

Housing Services Annual Report to Tenants and Leaseholders

£

1.84m

Undertaken a programme of major repairs
with a value of £1.84m last year.
We helped 12 people
buy their homes
through the Right
to Buy scheme.

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

3,035

Total number of
leaseholders.

217

Supported young people with housing and
homelessness issues through the Young Persons
Hub [up from 200 in the previous year].

241

We helped prevent 241 households who
were at risk of becoming homeless.

601

Supported 601 households
who approached
Housing Options for
advice and assistance

150
233
Households housed into Selby District
Council properties through the North
Yorkshire Home Choice Scheme.

600

Painted 600 homes.

240
250

Installed 240 new
exterior doors.

Installed 250 new or
replacement central
heating systems.

1,975
237
10%

Installed 150
new kitchens.

We dealt with 1,975
new housing benefit
claims, alongside 24,343
changes of circumstance
for existing claimants

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

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.

67,000

£

We distributed more than £67,000 through the
five Community Engagement forums in the
district to support local activities and groups.

74

District Council staff undertook
training during the year as part
of our commitment to make
the Council ‘dementia friendly’
in everything it does.

13

Helped arrange 13
mutual exchanges between tenants

44,000

is the equivalent of
bags of litter picked up
from across the district
during the year.
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The Story of our Year
By Councillor Richard Musgrave,
Member of the Executive,
Lead Councillor for Housing,
Leisure, Health and Culture

can get involved – our Scrutiny panel, Editorial
Panel or by dropping into community cafes. Your
participation is valuable to help us provide a
service which meets your needs.

Our Annual Report is the story of our year for
your housing services. It’s a year in which we’ve
continued to work hard to develop and improve
the services we provide for you.

I’m also proud that we are committed to building
new council homes to families who need them.
We’ll keep you up to date about this work
through your regular Open Door newsletters.

Our overall financial performance is strong.
We go into the next financial year confident
that we can continue to invest in our priorities,
despite the prospect of further reductions in
central government funding. We’ve invested a
total of £4.1m through our capital investment
programme and responsive repairs to ensure
your homes meet your needs and those of
future generations.

What you told us
about the last
annual report

As we look ahead to the next year we will
continue to work in partnership with our tenants
and leaseholders to deliver our housing services.
I’m keen that we work hard to ensure you all
have an opportunity to get involved in shaping
our service – if you are involved, your voice will
be heard. There are many different ways you
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Approved
Tenants
Editorial Panel

We have worked with your representatives
on the Editorial Panel to gather valuable
feedback about the last annual report.
It was bright, colourful and easy to read.
We need more facts and figures
about performance.
We’ve listened and this time we’ve got more
facts and figures to show you at a glance
what we’ve done over the last year.
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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. Your three most common repairs
issues were checks to shower units, repairing sink
taps and repairs to locking handles on windows.
We spend £1.84m through our major housing
repairs investment programme– replacing
kitchens, rewiring homes, installing new heating
systems and replacing doors and windows.

New affordable housing

Together with our housing association
partners we have delivered 69 new affordable
homes in the district, 50 for rent and 19
for shared ownership. This is higher than
the previous year (56 in 2014/15) and
we are working to ensure next year will
show a continued rise for this figure.

The Property Programme

During summer 2015 teams from the district
and county councils started sharing office
space as part of a drive to deliver efficiencies.
The District Council’s housing supervisors
moved from their industrial estate premises
into the County Council’s area highways
office. The coming together of the assets
and highways teams during the year has
reduced rents and rates by over £5,000.
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“...a great job and cleared everything away afterwards…very pleased.”
Housing Options

The Housing Options team continue to work
towards the Gold Standard challenge - a
ten step continuous improvement approach
that starts with a pledge for local authorities
aspiring to ‘strive for continuous improvement
in front line housing services’ and culminates
in an application for the Gold Standard
Challenge. It is designed to help local
authorities deliver more efficient and cost
effective homelessness prevention service.
Along with all the improvements that will be
brought about through Gold Standard, the
Housing Options team have introduced a
survey that collates feedback from those who
access the service. The in-depth feedback is
collected from a random selection of 10%
of our customers on a monthly basis and
allows us to understand our customer’s
needs and develop services to meet these.
Following the decommissioning of Edgerton
Lodge as temporary accommodation, we manage
ten self-contained hostel units offering temporary
and move on accommodation at Ousegate Lodge
in Selby. We use additional dispersed units in the
community when needed. There are also eight
6

units of accommodation for young people who
are homeless at Cygnet House in Selby - these
units are managed by Foundation Housing.

Homelessness Strategy

In October 2015 we launched the Selby District
Council Homelessness Strategy. This sets out
our commitment to work to reduce
homelessness via these aims:
Priority 1 - Continue and improve partnership 		
working to prevent homelessness
Priority 2 - Improve access to prevention and
Housing Options services
Priority 3 - Improve support for young people
Priority 4 - Increase suitable housing options
Priority 5 - Reduce the use of temporary
accommodation and improve quality
Priority 6 - Identify new and improved opportunities
to provide housing and support
for households with specific needs
Priority 7 - Continue the good practice and joint
working across the sub region in relation to Gypsies,
Roma, Travellers and Show people.
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Moving Forward

Since August 2015, a package of training
has been offered to housing customers who
require assistance with independent living or
who are taking on a tenancy for the first time.
This project is being delivered in partnership
with North Yorkshire County Council Adult
Learning and Skills Team (ASLT) to prepare
people for independent living and improve
the success rate of sustainable tenancies.
Moving Forward is accredited; so if learners
successfully complete the five-week course,
they receive a certificate of achievement which
they can reference on their CVs and take to
future employers or landlords. To date, the
course has been a success with a dozen learners
successfully completing the training and, as
a result, North Yorkshire ALST has committed
to deliver this for a further twelve months.

“I feel closer to Selby Council
now, like you genuinely do care
about people, not just Council Tax
and local elections.”

“Could not have been more helpful…very polite and a credit to the council for how professional & helpful he was.”
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
also work closely with other departments and
external agencies to ensure that customers
are receiving any benefits they may be
entitled to. We are proactive with tenants in
arrears and attempt to engage with them
at the earliest opportunity to prevent them
getting into further financial difficulties.
Our rent collection figure last year was 98.02%.
And we’ve improved our debt recovery rates we recovered £46,000 more rent debt than last
year and £108,000 more in Council Tax owed.

Home Choice update

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).
Applications are carefully assessed and
properties are allocated on a housing
need basis. Across the whole of the North
Yorkshire Home Choice partnership, 2,689
households were housed in 2015/16.

overall (with sheltered properties taking
28.8 days and general housing 24 days).
We continue to monitor the turnaround
times for all types of properties closely.

Swap and Move

2015 saw Selby move to a brand new mutual
exchange system, Swap and Move, which
empowers you to “swap” your home with
other social housing tenants. The new system
links into most other main mutual exchange
providers, meaning you have much more
choice over the home you could exchange to.

Re-letting empty homes (VOIDS)
“I feel I was genuinely
supported, it felt personal; I
didn’t feel like a number, the
personal touch was fantastic.”

Letting our empty homes quickly helps
families waiting for homes. Last year we
re-let our homes in an average of 23.8
days overall. General housing was relet within 22.9 days, while sheltered
accommodation took 24.7 days to re-let.
In 2014/15 our re-letting time was 26 days
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“Very polite and courteous…really appreciates the work he did.”
easier for you to find the information you
need. In February and March 2016 we saw
a 30% increase in website traffic, compared
to the same months the previous years.

Tenancy Policy & Procedures

April 2015 saw the introduction of our new
Tenancy Policy. Most new tenants now receive
five-year flexible tenancies rather than lifetime
secure tenancies. The aim of the policy is to
assist residents who most need our support
whilst recognising that this may only be a
short term need. In the longer term, many
new tenants may not need the assistance
of a lifetime tenancy at a low rent, and at
some point in the future may be able to
consider other housing options such as shared
ownership, shared equity or renting privately.

“Thanks to the friendly, helpful and
caring attitude towards her work
I’m now very happy and settled
in a property that I truly believe
wouldn’t have happened had it not
been for her hard work, patience
and all round fantastically helpful
attitude. A huge thank you and more
is well deserved.”
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Others use our Facebook (search for
Selby District Council) and Twitter (@
Selby DC) feeds to stay up to date.

Customer experience

We received 108,334 customer phone calls
into our Customer Contact Centre compared
to 125,005 the previous year. Face-to-face
customer visits were also down to 21,325
compared to 23,610 in 2014/15. Customers are,
on average, waiting two minutes fewer than last
year to see an advisor at the Contact Centre.
These changes reflect the different ways
customers contact us now. Our website was
revamped and improved in 2015, making it
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How have we done as a Council?

2015/16 was the first full year of our Corporate
Plan, which sets out our big ambitions for our
area. Developed in partnership with residents and
businesses, we want to make the Selby district a
great place to do business, a great place to live,
a great place to make a difference, supported
by the council delivering great value. Individual
services within the council support the Corporate
Plan in different ways, and we also have in
place a number of big projects which contribute
directly to the outcomes we have set ourselves.

“Firstly a big thank you to you and the team who have worked so flexibly with us…everyone was so helpful.”
Our values

Our core values underpin all that we do.
The values are about being customer
focused, business like, flexible, forward
thinking, trustworthy with a One Team Selby
attitude. We celebrate when our staff have
demonstrated these values with a special
awards ceremony. In June 2105 Housing staff
won for their work alongside the police to
support crime prevention across the district.

“You provided much needed support in
finding private rentable homes for people
in difficult times. The home visits, being
there at the end of a phone, answering
questions, giving practical advice, being a
negotiator between possible tenants
and landlords, and understanding
people’s personal situations with
compassion and empathy.”

Dealing with the unexpected

During Christmas 2015 and the New Year
we faced significant flooding across large
parts of the district. Over 100 properties
were directly affected – some areas were
only accessible by boat and part of the main
bridge in Tadcaster was destroyed, cutting off
access between the two sides of the town.
Ten of our properties were flooded at Marsh
Croft in Brotherton. We provided assistance
to the households and helped to arrange
alternative emergency accommodation. Once
the flooding risk was over we helped with the
clean-up and have put in place long-term
measures to protect these homes from future

flooding. In total this work cost £230,000 and we
were able to help these families back into their
homes within three months of the flooding.
Partnership working was a key in our response
to the flooding. Our community teams
directly supported areas affected, helping the
emergency services during the incident on the
ground and in terms of communicating with
residents, and then giving practical support
during the clear-up operation afterwards.
In the aftermath we administered financial
support to the householders affected and
worked with the local enterprise partnerships
to identify and support local businesses.
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How did we spend your money?
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 £12.52m in housing rents
last year, which is used to cover the
costs of our homes and property.

Income
Dwelling rents
Charges for services
and facilities
Non-dwelling rents
Contributions towards
expenditure

£12.52m
£230k
£104k
£19k

Expenditure

Tenant rents - What does your
rent pay for?
The average rent paid for a
council
house for a 48-week perio
d was £85.36,
the breakdown of rent is as
follows:

Housing management

Contribution to capital projects
£3.54m
Interest
£2.41m
Provision for debt repayment
£1.260m
Rent, rates, taxes and
other charges
£57k
Supervision and management
£2.12m
Repairs and maintenance
£2.50m
Other adjustments and financing (£1.12m)
Movement in allowance
for bad debts
£47k
Debt management costs
£5k
Depreciation and impairment
of non-current assets
£2.07m

£24.10

Estate management

£0.25

Grounds management

£0.65

Special management (incl
udes pumping
stations and septic tank
emptying)
Housing support and comm
unity

£0.17

services

Hostels
Footpath maintenance
Housing repairs and prop
erty services
Debt management costs
Movement in allowance fo
r bad debts
Interest payable on self
financing debt
Provision for debt Repay
ment
Funding for home improve
ments
Garage rents
Contributions to/from re
serves
Interest earned on inves
tments

£2.46
£0.89
£0.06
£16.12
£0.03
£0.32
£16.40
£8.59
£13.70
(£0.71)
£4.40

(£0.31)
Adjustments for costs ch
arged to services but no
t
included in rents (eg as
set charges)
(£1.76)
Total 48-week weekly ren
t
£85.36

1233212312316548416516

1346 4679 4613
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How we work in your community
Tenants & Leaseholders Scrutiny Panel

This year, the Tenant & Leaseholder Scrutiny Panel
conducted its first review of the way the Council
lets its Empty Homes. A report was produced
containing recommendations for improvements
and changes to the way we things are done.
Working with officers of the Council in both the
Assets, Community and Housing teams, a series
of key actions were agreed. This has resulted in
several improvements, including a full review of
our Lettable Standard, a new pre-termination
inspection process and the development of a
Moving Out Standard, which included recycling of
items left in properties that are of a good standard.

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. Much of this is carried out by email
or over the telephone. To get involved email
communications@selby.gov.uk or call us on
01757 292087 to find out more.

Community Officers

Our Community 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.

Our Community Officers worked closely with
the police to deal with a number of issues,
including anti-social behaviour through
Acceptable Behaviour Contracts (ABC) which
are voluntary written agreements between a
young person (usually aged between 10 and
18), ourselves and the police. Under the ABC,
the young person agrees not to be involved
with certain specified anti-social acts. ABCs
aim to ensure that young people who behave
anti-socially take responsibility for their actions
and improve their behaviour. Last year the
team were involved in 15 of these.

Community Engagement Forums

Community Officers also attend Community
Engagement Forum meetings, which are
supported by the Council. Over the last year
these Forums have distributed more than £67,000

to support local activities and groups.
The Forums bring together those responsible for
local services in our area, for example, policing,
street cleaning and road safety. Examples of some
of the things CEF funding has supported during
the year include providing funding towards the
purchase of community defibrillators at Cliffe,
Burton Salmon and Sherburn, supporting a new
community magazine to promote Tadcaster to
visitors and support local traders and funding for
Selby Boxing Academy and Community Club.

Facts and figures 2015/16
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
200
50
over

20

The group welcomes new members so if you
are interested in being involved with the group
or finding out more about their work please get
in touch. Email dorichardson@selby.gov.uk or
telephone 01757 705101.
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Contact us:
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

