
465
housing applications 
have been registered 
and processed 
in the last year 

226
applicants kept 
from being 
homeless

2,635
gas services 
completed 

4 tenant groups

36 tenant
group meetings

164
new housing 
benefit claims

Total number of 
enquiries the Customer 
Contact Centre 
has dealt with

128,411calls and

13,401face to face
(until 12 March due 
to shutting the office 
for Covid-19)

261
new tenants in 
our properties

Number 
of housing 
enforcement 
and ASB 
cases dealt 
with 

40

Total court 
orders 
requested 
for rent 
arrears 
and other 
tenancy 
breaches 

28
Number of change of 
circumstances completed 

13,567
Our rent recovery for 2019/20 was 

98.34%

3,963
emergency repairs 
were completed 

124 tenants signed
up to receive 

online surveys for housing 
service improvement 24

estate walkabouts 

127
young people 
accessed 
The Hub

Number of mutual homes 
completions via Homeswapper

council-owned 
homes 

555 
households 
registered and 
active on North 
Yorkshire Home 
Choice as of 
Sept 2020

https://c11.alamy.com/comp/
G252JN/vector-uk-british-socket-
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Welcome to 
your Annual 
Report edition 
of Open Door.

By Councillor Chris Pearson 
Member of the Executive, 
Lead Councillor for Housing, 
Health and Culture.

The Annual Report edition of 
Open Door is an opportunity for 
us to let you know how we’ve 
been delivering our services to 
you. Through the beginning of 
this magazine you will have seen 
how the housing service has 
reacted to Covid-19. The Housing 
team are constantly working hard 
and quickly adapting to ensure 
you receive a great service.

This annual report will cover the 
period between 1 April 2019 
and 31 March 2020. It includes 
what we’ve done well and 
what we need to improve on. 

We’re continuing to grow and 
expand the Housing Service to 
ensure we’re providing a good 
service to all our tenants. In the 
last report we highlighted ways in 
which you could get involved and 
help shape the Housing Service 
through tenant engagement 
groups such as the Scrutiny 
Panel. This service is one which 
has been adapted due to 
Covid-19 and 
is now a digital tenant group. 

Through this magazine you 
will see how the Housing Service 
is adapting to a more digital 
approach following 
the Covid-19 pandemic. 

On the back page of this 
magazine you will have an 
opportunity to sign up to a digital 
version of Open Door. 

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

The newsletter by tenants for tenants

OPEN 
DOOR 2019-2020

Housing Services 
Annual Report 
to Tenants and 
Leaseholders 

The Annual Report shows all our tenants and leaseholders how 
we are doing in terms of delivering a service to be proud of. 

Approved
Tenants  

Editorial Panel

756 lifeline customers

166
emergency 
calls through 
the working 
day/week

413
emergency 
calls out for 
hours including 
weekends

3,026

Types of homes 

1 bed properties 744
2 bed properties  1,263
3 bed properties 980
4 bed properties 37
5 bed properties 2

Rent arrears – evictions 
for rent arrears

ASB – properties 
recovered following ASB 
enforcement action

Other tenancy breaches 
– properties recovered
following enforcement
action on tenancy breaches

Number of adaptations 
completed this year: 

41 
Wet rooms

3 
Hoists

12 
Ramps

2 
Stair-lifts

36 Minor
adaptations

1Through
floor lift

7

Number of successful 
home swapper applications 
via Homeswapper 19

5
4
6

156
leaseholders

Number of voids 

122
Weeks void 

510
Average number 
of weeks  

4.2
Average 
number of days  

27.5510 1110 11



Customer Contact Centre
Our Customer Contact Centre is our main hub of communication 
with the Council and your first point of contact. During 2019/20 
there were 115,552 phone calls received and 16,048 face to face 
enquiries at the contact centre. Due to Covid-19 we’ve closed our 
face to face contract centre. This is to protect you and our staff. 

Many of our services are available online too, with our website 
accessible 24 hours a day. You can pay your rent, garage rent 
and Council Tax online, as well as report any repairs or issues 
you have. Other services such as Planning, Waste and Recycling 
services and Benefit services are also available online. 

Visit our website at: www.selby.gov.uk 

HomeSwapper and Home Choice
HomeSwapper is the largest home swap service in the UK. The service 
gives you access to half a million home across the county. 

Swapping homes is ideal for anybody who wants to downsize, 
find a larger home, or move for a new job.

The service is free and so far, we’ve had 7 mutual exchanges with Selby District Council. 

We’ve had 19 successful home swapper applications via HomeSwapper. 

North Yorkshire Home Choice is also another way in which the 
council and other organisations allocate their properties. 

555 household registered through the North Yorkshire Home Choice. 

What we’ve done – in detail Housing Services at a glanceWhat we’ve done – in detail 

Benefit and 
Taxation 
Our Benefit and Taxation Team is here to 
help you. The team reviews all housing 
benefit applications and change of 
circumstances. During 2019/20 there 
were 164 new benefit applications and 
13,567 change of circumstances forms. 

You can complete a housing benefit 
application and change of circumstances 
form online on our website. 

Our Lifeline service is here to support 
you and your loved ones. 
Over the last year the service has helped 758 customers 
remain living independently safely. The team have also 
responded to 166 emergency call outs through the working 
day/week and 413 out of hours emergency calls. 

The Lifeline service has many packages which can be tailored 
to suit you and your family. all packages include a call unit, 
wearable pendant and 24 emergency response when needed. 

We also offer companion visits which involves our officers 
visiting your loved ones, so they are not isolated and 
lonely. Officers will also provide the basic level of care to 
your loved ones such as making a hot drink, helping with 
laundry and ensuring medication has been taken. 

For more information visit: www.selby.gov.uk/
lifeline or email us at: lifeline@selby.gov.uk 

Debt 
recovery
We’re always here to help. We’ve 
been working hard with many of 
our tenants who may have faced 
financial difficulty. We offer advice 
and support to those in need. 
We’re continuing to work closely 
with tenants who are in arrears to 
provide opportunities to prevent 
further financial difficulty. Our 
rent collection figure for 2019/20 
was 98.34%, an increase on 
last year’s figures (97.81%).

£
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Council tenant 
prosecuted for 
subletting
Misuse of Council properties deprives families in need of 
a home. In December last year, a former Holly Tree Walk 
council tenant was prosecuted at York Magistrates’ Court 
for unlawfully subletting his council home. It came to light 
that the tenant had moved to York several years earlier. The 
matter was investigated by the council’s fraud team, Veritau. 

Investigators tracked down the tenant and subtenant 
to pursue the criminal case after the property was 
returned to council use. He was found to be running a 
guest house in York while collecting rent from his former 
partner. This was used to pay rent due to the council.

Pleading guilty to subletting, the former tenant was 
fined over £1,400 and now has a criminal record. 
This is the first subletting case prosecuted by the 
Council, and one of the first in North Yorkshire.

If you have concerns that a council property is being 
sublet or abandoned, you can contact Veritau on 
0800 9179 247 or email counter.fraud@veritau.
co.uk. You can provide information anonymously, 
including by voicemail outside of office hours.

Housing 
Enforcement 
The Housing Enforcement Team has dealt with 40 cases 
in 2019/20 and some very successful outcomes:

• 4 evictions due to antisocial behaviour

• 5 evictions due to rent arrears

• 6 properties have been recovered through
other enforcement sanctions

We’ve used tenant engagement and mediation to 
resolve neighbourhood issues as well as provide 
housing support and worked with other support 
agencies to assist tenants to maintain their tenancies.

THE HUB
Our Housing Options Team has also continued to work in partnership with health and 
adult social care services, children and young people’s services as well as local housing 
support and accommodation providers to help young people aged 16-25 years old.

This year The Hub has helped 127 young people.

Housing Options
Our Housing Options Team support people who have 
needed advice and assistance due to homelessness 
or threat of homelessness. The team has also 
prevented 226 people from becoming homeless.
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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 £11.836m in housing rents last year, which 
is used to cover the costs of our homes and property.

Tenant rents
Our rent collection figure last year was 98.34%. 

Rents for our properties are calculated on a national 
formula which aims to standardise rent between 
Council-owned properties and those run by housing 
associations across the country. During the average 
rents charged for different types of properties were:

Bed sit £61.72

1-bed property £71.72

2-bed property £82.39

3-bed property £91.56

4-bed property £101.66

5-bed property £108.35

St Wilfrid’s Court £74.53

Laurie Backhouse Court  £72.53

Tenant Participation yearly update
Over the last year, we have taken big steps in 
developing our tenant participation and engagement. 
We now offer more ways for you to get involved 
through our brand-new Menu of Engagement. 

In December 2019, we made available a new Tenant 
Handbook which has lots of useful and relevant 
information relating to your tenancy, homes and the 
support available to you. Our new handbook was 
developed alongside our engaged tenants to ensure the 
information included was relevant and easy to read. 

In addition, we can now offer you the opportunity to influence 
how we spend the money we get from rent payments. We’ve 
already consulted with tenants via online survey, meetings 
community centres and by holding a focus group to ensure 
we are spending the money in the right places. Please note 
this was done before Covid-19 restrictions were in place. 

Furthermore, we held our second Christmas tenant 
party where you were invited along with members of 
the housing team to part take in some festive food and 
music along with the traditional quiz. Unfortunately 
we were not able to host one last year, however 
we look forward to more festive fun in 2021. 

I would like to take this opportunity 
to thank all of our engaged tenants 
for their precious time and feedback 
and support over the last year. 

How you can get involved
We are always looking for ways to engage with you, and to give you the opportunity to work 
alongside us. This is to ensure the continuous improvement of our Housing Service. If this is 
something you would like to get involved with, please do not hesitate to contact us. 

Housing Services at a glanceHow did we spend your money?How we work in your community 

Zawsze szukamy sposobów 
na zaangażowanie wszystkich 
naszych najemców oraz dajemy 
im możliwość współpracy z 
nami, tak aby zapewnić ciągłe 
doskonalenie naszych usług 
mieszkaniowych. Jeśli chciałbyś/
chciałabyś zaangażować się w 
jakikolwiek sposób, np. w szybką 
ankietę online lub wziąć udział w 
spotkaniach naszych różnych grup, 
odezwij sie do nas, korzystając z 
poniższych danych kontaktowych.

Căutăm mereu modalități de a 
interacționa cu toți chiriașii noștri 
și să le oferim posibilitatea de a 
lucra alături de noi pentru a asigura 
îmbunătățirea continuă a serviciului 
de închiriere a locuințelor. În cazul 
în care doriți să vă implicați, chiar 
dacă doar prin a completa un sondaj 
online sau să participați la diferitele 
noastre întâlniri de grup, vă rugăm 
nu ezitați să ne contactați folosind 
datele de contact de mai jos. 

Permanentemente buscamos la 
manera de establecer relación 
con todos nuestros inquilinos y 
darles la oportunidad de trabajar 
en colaboración con nosotros 
para garantizar que el servicio de 
vivienda mejore constantemente. Si 
usted está interesado(a), ya sea en 
responder una breve encuesta en 
línea o en asistir a nuestros diversos 
grupos, le agradecemos que no 
dude en comunicarse con nosotros 
a la información de contacto 
que aparece a continuación.

Telephone: 01757 705101        Email: mbrown@selby.gov.uk         Speak with your local Neighbourhood Officer
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Income
Dwelling rents £11.836m

Charges for services

and facilities  £210k

Non-dwelling rents £102k

Expenditure
Contribution to capital projects £2.801m

Interest  £2.413m

Provision for debt repayment £1.260m

Rent, rates, taxes and

other charges £72k 

Supervision and management £2.608m

Repairs and maintenance £2.566m

Other adjustments and financing  (£1.667m)

Movement in allowance

for bad debts  £273k

Debt management costs £6k

Depreciation and impairment

of non-current assets £1.852m

1346 4679 4613      14:50 2/08/20

Tenant rents – What does yourrent pay for?
The average rent paid for a council house
for a 48-week period was £82.85. The
breakdown of rent is as follows:

Housing management
£8.12

Estate management
£3.33

Grounds management
£0.78

Special management
(includes pumping stations
and septic tank emptying) £0.46
Housing support and communityservices  

£2.16
Hostels 

£0.37
Footpath maintenance £0.00
Housing repairs and propertyservices  

£18.04
Debt management costs £0.04
Movement in allowance for
bad debts  

£1.66
Interest payable on self
financing debt

£16.89
Provision for debt repayment £8.82
Funding for home improvements £21.82
Garage rents

(£0.71)
Contributions to/from reserves  (£23.03)
Interest earned on investments (£1.31)
Adjustments for costs chargedto services but not included in rents (e.g. asset charges) (£25.41)
Total 48-week weekly rent £82.85
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