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The aim of the magazine is to keep you informed about any developments that 
affect you or your properties, but it is also an opportunity to share news about 
you, our tenants and leaseholders. In this edition, we have contributions from 
Daphne and Ezra who are involved in our tenant participation services. I do hope 
you enjoy reading about their experiences and if you too would like to be more 
involved in the services we deliver then do let us know. As Ezra says, ‘don’t sit in 
silence!’ In this issue, Matthew Brown our Tenant Participation Officer, will tell you 
about some of the easy ways in which you can get involved. 

In addition to our tenant participation articles, we have information on repairs 
and property improvements from our Property Services team and an update from 
Sam, one of our Housing and Sundry Debt Officers. Sam will give you an insight 
into what happens in our Housing Rents team on a day-to-day basis, as well as 
offer some advice and assistance for you when it comes to paying your rent. We 
understand that this year has been tough and continues to be difficult. If you are 
struggling to pay your rent, please do get in touch – we are here and we can help. 

I look forward to hearing what you think to the magazine so please let me know if 
you have any feedback or if you have any suggestions for any future articles.

Best wishes, 

Housing Service Manager

sthompson@selby.gov.uk
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  Although some of you still receive our Open Door 
magazine through the post, most of you will now be 
reading this online.
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Be Heard  
at Home 

 By Matthew Brown 
  Over the last few months, 

we have been looking at 
how we work with you, our 
tenants and leaseholders,  
to make sure we can fit 
easily in with your busy lives. 

Speaking from experience as a father of 
two young children, there are many times 
once they have gone to bed, a meeting is 
the last thing I have felt like doing on an 
evening. Like many others I would rather 
sit down, relax and watch football with a 
cup of coffee. Nevertheless, if I was asked 
to complete a quick online survey about  
a service I received, I would be happy 
to do it if it only took a few minutes and 
could be completed from the comfort of 
my armchair.

As a result of this, we are introducing our 
new engagement initiative called  
“Be Heard at Home” which will give 
everyone an opportunity to be involved.  

Sign up to receive quick online surveys 
and provide feedback us with feedback 
that will shape the help shape the way 
the housing service works, all without 
having to leave your home! We are 
of course mindful, that not everyone 
wants to be online or has access to the 
internet and as a result, we would be 
happy to send paper copies along with 
freepost envelopes to allow them to also 
contribute.

If you wish to join the Be Heard At Home 
revolution, please email mbrown@selby.
gov.uk or phone 01757 705101 and we 
will be happy to meet your preferences. 

Sarah

Welcome to

Open Door
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Our tenants’ article
  By Daphne  

Hello Open Door readers: I hope you are all keeping well and safe. 

I became a tenant at the beginning of this 
year and decided - after reading about 
tenant participation in my first Open Door 
newsletter - that I would like to become 
an ‘engaged’ tenant. After previously 
having private landlords, I have been 
happy to benefit from the services (albeit 
somewhat reduced in these dire times!) 
and lower rents from the council and 
decided I would like to give something 
back. I enjoy writing, so here I am with 
what I hope will be the first of many 
Tenants’ Page articles for the newsletter.

It’s wonderful that we now seem to be 
moving beyond what have been severe 
restrictions (and for some people, sadly, 
much worse) on our freedom during the 
pandemic. But here I’d like to reflect 
on some of the more positive aspects 
of what we’ve been through these last 
eighteen months.

We’ve heard a lot about people taking up 
new interests and hobbies: various fitness 
regimes and cooking - especially baking 
- seem to have been two favourites. 
Another positive has been the increased 
number of people taking more 
notice of their local area, and 
their local wildlife. Initially, 
this came from last year’s 
first - and most severe - 
lockdown, when all we could 
do was take our local walk for 
exercise and fresh air purposes. 

I write pieces for conservation charities 
such as the Yorkshire Wildlife Trust, and 
the RSPB, and many people reported 
seeing birds and small mammals such 
as stoats and hedgehogs that they had 
never seen before. Although the jury is still 

out on whether there are more around, or 
whether folk are just noticing more! 

Some people have taken up reading more 
during our lockdowns and I can certainly 
relate to that. Although always a keen 
reader, I decided to extend my usual 
reading material when lockdown number 
one descended - I think it was an escape 
route! - and took to reading more non-
fiction books. 

We’d like to have your thoughts and 
comments on future Tenants’ Page 
articles, so do let us know if you’ve taken 
up any new hobbies, sports, nature 
pursuits this last year or so. And let 
us know too if there are any particular 
topics, you’d like to see on this page… 
ideas suggested so far include gardening 
tips, recipes, book or film reviews, ideas 
for family and children’s activities, local 
places to visit… and so on. Send your 
suggestions to mbrown@selby.gov.uk. 

How would you 
like to receive 
Open Door?
Last year we decided to make Open 
Door digital. We haven’t changed 
the content and information in the 
magazine. As a Council our focus 
is to continue to keep you informed 
about your housing service.

Our magazine is available on our 
website however, if you still want 
to receive a physical copy of Open 
Door, please let us know. 

To understand how you want to 
receive Open Door we have created 
an online form for you to complete. 
The form is available at: www.selby.
gov.uk/opendoor-tenant-newsletter 
you can also contact Matthew 
Brown at mbrown@selby.gov.uk  
or 01757 705101. 

Open Door Autumn 2021
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Day in the life of the Housing Rents team
When asked what she really enjoys about working in the rents 
team Sam said. “I really enjoy engaging with people and 
helping them if they are struggling to pay their rent. No two 
days are the same and I have met a wide variety of people with 
different backgrounds and stories to tell. We deal with some 
very vulnerable tenants, and it is very rewarding being able to 
support them. 

Like many other services the Housing Rents team saw a lot of 
changes due to the pandemic. There were changes to housing 
law and the court procedures which meant the team had to 
change the way they worked. 

Sam - “My role changed so I could give more support to my 
tenants. I tried to keep in regular contact with everyone so I 
could help them get any benefits they needed and make new 
payment arrangements with those whose jobs and income had 
been affected by COVID-19.

“I also had to be very flexible with the hours I worked so I could 
do my job and home school – work was definitely easier than 
home schooling!”

“  I really enjoy engaging with 
people and helping them if they 
are struggling to pay their rent.”

  Sam is a Housing Rents & Sundry Debt 
Officer for the Council; she works alongside 
officers and partners to ensure all tenants 
receive the financial support they need.

Her typical day involves: 

  Checking emails and making any call backs to tenants 
who have been trying to contact her.

  Contacting new tenants who have signed up to their 
tenancies to discuss how they are going to pay their 
rent and offer advice about any benefits they may be 
entitled to.

  Setting up any new direct debits that have come into 
the office and check for any that have been cancelled 
and update customers accounts to reflect the 
changes.

  Checking tenancies that have been terminated and 
arrange for any refunds that are due to be sent out.

  Reviewing all the accounts in rent arears for her area 
and contacting all the tenants by phone or email to 
discuss repayment plans or send out reminder letters. 

  Visiting tenants at home to deliver recovery paperwork 
and engage with them to see what is preventing them 
from paying their rent. Identifying any support needs 
they may have so she can offer advice on where they 
can go for help and support.

  Working with our Support Officers and Neighbourhood 
Team as well as, external agencies on complex cases 
where tenants have multiple support needs so we can 
put plans in place to help them manage their tenancy.

  Tailoring the recovery action to the individual case and 
take legal action when necessary. Attend hearings at 
County Court to obtain Court Orders on arrears where 
tenants are refusing to pay their rent.

  Only if tenants fail to keep to the terms of the court 
order, Sam will carry out evictions with bailiffs from 
the Court to recover the property so we can re-let it to 
another family or person in need.



Help with 
energy bills 
this winter
  You may have read or 

heard about energy 
prices going up. Overall 
prices have gone up 
40% since last year. 

If you need any help with your energy bills, whether it is switching or dealing with 
energy debts, contact Kate, the Energy Doctor. Kate provides free and independent 
energy advice to Selby District residents. You should also: 

  Apply to your electricity supplier for the Warm Home Discount
  This is a £140 grant towards winter energy bills. You may qualify if  

your household income is under £16,190 and there is a child, pensioner, 
or someone with a physical or mental health condition in the home. 

 Sign up for the Priority Services Register
  This gives extra support if there is a power cut or if your gas 

supply is interrupted. You are eligible if you are a pensioner, 
have a physical or mental disability or chronic illness, dependent 
on electricity for medical reasons, have a hearing or visual 
impairment, or have a child under 5. Apply (enter code 006): 
https://bit.ly/ngnpriorityregister or call 0800 040 7766.

For help with any of these issues contact Kate on 01757 249100 or  
kate@yorkshireeenergydoctor.org.uk

1
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Different ways to pay your rent – 
choose the one that suits you best
  Online: You can pay on our 

website which is user-friendly, 
secure, and available 24/7.  
Visit www.selby.gov.uk/online-
payments and follow the step-
by-step instructions. 

  Telephone: Using your debit 
or credit card, you can call 
the freephone number 0800 
3890170 (available 24 hours). 

  Direct Debit: To set up a direct 
debit, go to our website and 
download a mandate form or we 
can post one out to you. Once 
completed send it back to us. 

Direct debits for your housing rent can 
be set up to collect weekly, on a Monday 
or monthly on either the 1st or 22nd of 
the month. Garage direct debits are also 
collected monthly so you’ll know exactly 
how much will be taken each time to help 
you budget.

If the amount of rent you owe changes, 
we will alter the instalments for you and 
will contact you to let you know. If you 
don’t have a bank account you can  
speak to your local bank who can give 
you advice on the best type of account  
for you. 

If you are having any problems paying 
your rent please contact us straight away.

Citizen Advice 
Citizens Advice offers free, 
confidential, impartial, and 
independent advice and information 
on debt, welfare benefits, housing, 
employment, relationship, 
consumer, legal and other 
enquiries. Citizen Advice can also 
help you apply for eligible grants. 

Visit: www.citizensadvicehrs.org.uk  
or call 0808 278 7900 for more 
advice and support.

https://www.northerngasnetworks.co.uk/network-supply/priority-customers/
mailto:kate%40yorkshireeenergydoctor.org.uk?subject=
mailto:https://www.selby.gov.uk/online-payments?subject=
mailto:https://www.selby.gov.uk/online-payments?subject=
https://citizensadvicehrs.org.uk/


Open Door Autumn 2021

6

Property service update
Capital investment programme:
  The ‘Major Works Programme’, ‘Decent 

Homes Programme’, ‘Planned Works 
Programme’, ‘Asset Improvement 
Programme’ – all names you will have 
heard in recent years to describe 
programmes of capital investment by  
the Council.

What do we mean by capital investment and when the funds 
available are ultimately restricted, how do we determine where 
to invest that money?

Previously we operated on a run to failure approach. This 
means we waited until something is no longer capable of 
being repaired before replacing it. Although a recognised 
approach to property management, it often leaves you with 
no clear understanding of when to expect things within your 
homes to be changed.

As part of our Housing Revenue Account Business Plan, we’re 
committed to improving the way we invest in our properties 
and implemented changes to ensure we can begin to deliver 
improvements on a life-cycle basis. Essentially this means 
allocating the major components in your homes such as a 
kitchen, bathroom, or boiler with an expected lifespan and 
ensuring they are replaced before the lifespan date.

In order to do this, over the last few months, some of you may 
have been visited by Engie who we have asked to undertake a 
programme of property surveys on our behalf so we can begin 
to build our investment programme for this and future years.

Completing these surveys of all our properties will take time, 
and not everyone who has a survey completed will need work 
immediately. The information captured will enable us to ensure 
we can programme the works in when they are required.

If you have not been contacted yet about a survey, please 
do not worry. We are working through our properties 
systematically over the next 12 months and will be in contact 
once we are in your area. Once your survey is complete,  
we will be able to advise when improvements within your 
home are likely to be undertaken.

Even with the 
best planning, 
things sometimes 
go wrong or break 
before expected. If 
this is the case, you 
should continue to 
report your repairs 
to us.

Housing repairs:
  The last 18 months have been a  

strange and challenging period for  
us all. As the Government’s rules  
for everyday life changed throughout 
this period, so did the rules governing 
how we operate and what we were  
able to do safely.

As the pandemic has progressed, we have adapted 
our ways of working to maximise the services we can 
continue to deliver. Inevitably this has caused service 
disruptions and resulted in delays and backlogs.

Since the Government relaxed its restrictions in May this 
year, we have been working hard to catch up on delivering 
those jobs we were not able to complete during the 
various lockdowns. We have brought in additional staff to 
work solely on catching up as well as flexing our existing 
resources to focus efforts more on repairs - using external 
support to continue delivery of our voids programme.

We recognise some of you have been waiting patiently 
for repairs to be completed. We are truly grateful for your 
understanding as we continue to work through them all.

Since May, we have reduced the backlog of jobs by 
70% but appreciate we still have some way to go until 
we have delivered them all. If you are one of our tenants 
who are still waiting for a repair to be completed, please 
be assured we are aware of it, and we will get to you as 
soon as we possibly can. There is no need to call our 
Customer Contact Centre to re-report your repair or to 
check on progress as our team will be in touch to make 
an appointment. If the repair has changed, please do let 
us know so we can re-assess the urgency of the situation.
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Tenants participation groups
  I’m Ezra, I’m 38 and I joined the tenant’s participation group 

last year during lockdown. After reading the Open Door 
magazine, I contacted the council and enquired about joining.

In response to reports of speeding the local Tenants and Residents 
Association (TARA) worked with Matthew Brown the Tenant 
Participation Officer to propose new road signs be added to the 
area near Selby Community Primary School.

Following this the group approached the local school and asked if 
they would like to be involved. The pupils created the colourful and 
unique signs. With additional support from North Yorkshire County 
Council and Selby District Councillor Karl Arthur, who contributed 
£500 through his NYCC Locality Budget, so the signs were created. 

Leader of Selby District Council and Executive Member for  
Housing, Councillor Mark Crane, said. “It is great to see how  
joint working with the community and our tenants has helped to  
improve the Flaxley Road and Charles Street Area, especially 
around road safety”. 

I noticed that from the picture in the 
magazine, that the majority of the group 
were older and there wasn’t a voice for 
young people, which I believed was 
important so that all age groups could  
put their point across. The process was 
very simple, and I was welcomed in with 
open arms.

We have monthly online meetings where 
we discuss the council’s planned changes 
or ideas. Last year it was about the 
communication to tenants during the 
lockdown period.

Believe it or not but the council really 
does listen to us! So please never think 
that you have been forgotten about as a 
tenant. If you find yourself in that position, 
then please pick up the phone and call 
them! They are here to help! If you don’t 
have a phone, then email, write or even 
ask your neighbour to help you get in 
touch with them. 

If you have concerns, then please let the 
council know. If they don’t know then 
nothing will ever get done! I seriously 
enjoy being part of this group as I speak 
up for not just myself but my neighbours 
as well. My neighbours are elderly and 

some genuinely don’t know the council’s 
procedures and often get confused and 
frustrated. Which is why this magazine  
is important.

If you are thinking of joining a tenant 
group, then take that leap as the more 
members the more voices and input go 
into the final report that’s given to  
heads of departments when big decisions 
are made. It’s a good thing that benefits 
us all!

I actually asked to write in this issue of 
Open Door as I wanted people to see that 
as a tenant we do have a voice and you 
are reading mine right now! When things 
bother us it makes us annoyed but having 
the means and ways to make yourself 
heard resolves that straight away. So, my 
underlying message to you today is get 
involved, don’t sit in silence!

I hope you are all looking forward to 
Christmas which is quickly approaching! 

Keep safe and if you can’t be good be 
careful!

Great work from the 
Tenants and Residents 
Association Group

“  Believe it or not but 
the council really 
does listen to us! 
So please never 
think that you have 
been forgotten 
about as a tenant.”

We would like to thank Ezra for taking the time to write this article 
which is really insightful and if you would like to follow in Ezra’s 
footsteps and become an engaged tenant then please contact 
Matthew Brown at mbrown@selby.gov.uk or 01757 705101.

Ezra
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In Summer, the Government 
announced that local councils in 
North Yorkshire will be reorganised 
to form a new unitary council. 

Selby District Council will continue 
to operate until March 2023. After 
this, the new authority will come into 
operation.

This new council will bring together 
the services currently provided by  
all eight councils in North Yorkshire. 
In the long term, it will help to unlock 
greater powers and funding from 
central Government, because this 
change enables greater devolution 
from Westminster.

As your Housing Service, we are 
working with partners to ensure the 
very best outcome for you. There is 
a great deal of hard work ahead. We 
will continue to keep you informed as 
more information becomes available. 
Our website will also be regularly 
updated - www.selby.gov.uk

Local 
Government 
Organisation

  Saving on household bills

   Less cleaning and household 
maintenance

  Paying less rent

  Moving to a more suitable property  
for your needs, such as a bungalow  
or sheltered housing 

We understand that it can be daunting 
to leave your home that you’ve lived 
in for a long time and that choosing to 
downsize to a new home is a big decision. 
If you do decide to downsize, your local 
Neighbourhood Officer can support you 
every step of the way and try to make 
the whole process as easy for you as 
possible.

If you are interested or are 
downsizing your property here 
are some tips to help: 

•  Pace yourself and  
focus on one room  
at a time 

•  Measure your  
new space 

•  Remember some 
furniture can have 
multiple purposes 

•  Set clear decluttering 
ground rules 

•  Get rid of duplicates 

•  Allow some time to reminisce 

Downsizing your home
  People may choose to downsize to a smaller home for many 

different reasons. Downsizing isn’t right for everyone, but for 
people who do decide to move, there are many advantages:

North Yorkshire Home Choice

HomeSwapper

If your current home is too small or too large for you, then you might want to think about 
moving. North Yorkshire Home Choice is a choice-based lettings scheme that allows 
tenants, and other applicants, to find a home across North Yorkshire. 

North Yorkshire Home Choice operates a banding system, and if you need a larger 
home as you are overcrowding, or a smaller home as you are under occupying, then 
you will be given additional priority depending on your needs.

If you are looking to downsize you may also qualify for our Tenant 
Incentive Scheme, which will help to arrange and pay for things like 
furniture removals, and also offer a cash incentive of £500. 

If you are a Secure or Flexible tenant, you can also register to swap your home with 
another social housing tenant (mutual exchange) on the HomeSwapper website either 
within the district or across the country. It is the largest home swap service and gives 
access to half a million homes across the country. 

Once you have registered you can set your search criteria 
to the home you would like, create favourites lists and 
direct message other people.

Information on our allocations and mutual exchange schemes can 
be found on our website: www.selby.gov.uk/housing.  

Phone line opening times
Mon - Thurs: 8.30am to 5pm
Fri: 8.30am to 4.30pm

Tel: 01757 705101
The out of hours emergency 
number for repairs and 
homelessness issues.

Tel: 01653 600941
You can apply for, pay and 
tell us through our website.  
www.selby.gov.uk 

Do it online
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