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We are the Tenants’ and Leaseholders’ 
Scrutiny group – and we’ve helped the 
Council put together this report. 

Many of you will already know us; we’re 
often out and about in our communities 
talking to residents and listening to what 
you tell us is important.

We work with Selby District Council 
because we share the same ambition – to 
benefit from the best housing services.

We’d like more people to get involved 
because the more people who get 
involved, provide feedback and help make 
decisions, the better it is for all of us.

It doesn’t mean you have to commit to 
attending endless meetings. Sometimes 
it just means reading a document and 
replying by letter or email. Or it could be 

making a suggestion about something 
you would like to see happen in your 
area. 
 
Get involved and help us make a 
difference to housing services in the 
coming year!

Pictured above from the Tenants’ and 
Leaseholders’ Scrutiny Panel are Peter 
Furminger, Paul Burton, Marilynne 
Lambert, Joe Scrancher, Jean Allerton 
and Valerie Walker. Other members 
of the group not pictured here are 
Margaret Bate and Nina Furminger 
(Editorial group).

The Homes and Communities Agency 
(HCA) is the Government organisation 
that sets out the standards for social 
housing landlords like Selby District 
Council. The HCA took over this 
responsibility from the Tenant Services 
Authority last year.

This reports sets out how we’ve been 
performing against these standards 
over the last year, as well as giving you 
more information about the services you 
receive. 

This document is split into four different 
sections covering the five specific sets of 
standards set out by the HCA.

Your place
• Neighbourhood and community 

standard
Your property
• Home standard
Your service
• Tenancy standard
• Value for money standard
Your say
• Tenant involvement and empowerment 

standard

For more information about the Homes 
and Communities Agency, you can look 
online www.homesandcommunities.co.uk. 

If you have any questions about the 
information set out in this report, 
please call us on 
01757 705101 
and we’ll be 
happy to 
help you.

Our year Our standards

Our report

Welcome to the Annual Report for Selby 
District Council’s housing service. Here 
we set out what we’ve achieved over the 
last year. This is a chance for you to see 
how well we’ve done and review some of 
the issues we’ve tackled.

The last year has seen some major 
changes at Selby District Council and 
a new arm’s length organisation was 
created to deliver your services, Access 
Selby. Among the changes was the 
creation of Community Officers, who 
can deal with a wide range of issues, not 

just specific 
housing 
queries. 
Working in this 
way means the 
Council can be 
more flexible, innovative and responsive 
to events and your needs.

In this Annual Report you can see how 
the changes we’ve made are starting to 
have direct benefits to you, our tenants.

Cllr Gillian Ivey
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The phrase ‘Street Scene’ is used to 
describe the range of services that 
enable you to get rid of your waste and 
live in a clean and pleasant community. 
It encompasses household recycling 
and refuse bin collections, business 
recycling, litter picking, grass cutting, 
grounds maintenance works, dealing 
with fly tipping and graffiti.  If it’s an 
environmental issue and it affects the 
community - it comes under the banner 
of Street Scene.

We know litter is an important issue to 
you. In our area Street Scene services 
are run by Enterprise Managed Services 

Ltd, on behalf of Selby District Council. 
This is a seven year deal which 
improves services while reducing overall 
costs, allowing us to make better use of 
Council resources.
 
Last year, Selby street cleanser Les 
Chopping won an award for his proactive  
attitude and was praised for his community 
work at a national awards ceremony.

The Star Awards are an annual event 
for Enterprise employees and Les 
was nominated by colleagues for the 
Community and Cohesion and Well 
Being categories. He was also 

Your place

Keep 
neighbourhoods 

clean and 
safe

Work with  
our partners 
to prevent  
and tackle 
anti-social  
behaviour

Work with 
our partners to 
promote social,  
environmental 
and economic 

well being

Where you live is important – we 
know you want safe, clean, thriving 
neighbourhoods and we are committed 
to working to improve them.

We work closely with a number of partner 
organisations to find ways to keep 
your neighbourhoods clean and safe, 
including the police, schools, other local 
authorities, business and other groups 
– we all have a role to play in improving 
your communities.

One of the important ways we work 
with our partners to promote social, 
environmental and economic well being 
is through the Community Engagement 
Forums which exist across the entire 
Selby district. These are ‘area panels’ 
through which all residents, including 

tenants of Council-owned homes, 
can raise issues about their area and 
get involved in decisions about their 
services.

More information on the Community 
Engagement Forums can be found in the 
Your Say section of this report.
Our team of Community Officers also 
carry out regular estate walkabouts with 
members of your Tenants and Residents 
Association to ensure issues such as 
litter problems, overgrown hedges, 
fly-tipping and graffiti are dealt with 
effectively. Local residents are welcome 
to join these walkabouts to raise any 
issues they have. Details of when these 
take place are published in your Open 
Door magazine and can also be found on 
the Council’s website www.selby.gov.uk. 

Your neighbourhood

Street Scene 
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STReeT SCene fACTS

414,000 miles travelled by 
the district’s refuse and recycling 
wagons during 2011/12

      Recycling wagons for  
kerbside collections

        
       Refuse wagons

Case study: Work with our partners to 
prevent and tackle anti-social behaviour
Last year residents in Barlby worked 
to beat anti social behaviour. 
Littering, vandalism and late-night 
noise was associated with a short 
cut – between Barlby Crescent and 
Riverside Close – which now has 
had a £3,000 fence installed. 
The project brought together 
the District Council (working 
through the Eastern Community 
Engagement Forum), York and 
North Yorkshire Probation 
Trust’s Community Payback 
Team, Barlby Parish Council the 

Community Safety Partnership, 
North Yorkshire County Council’s 
Selby Area Committee, North 
Yorkshire Police, Chevin Housing 
and local residents. A team of 
offenders from the Community 
Payback Team completed the 80 
metre fence. Other work included 
repairing fencing 
and replacing 
‘alcohol free 
area’ signs 
and litter 
bins.

8
6

How do we work with our partners to prevent  
and tackle anti-social behaviour?
We work with our partners to prevent 
and tackle anti-social behaviour through 
the Selby District Community Safety 
Partnership, which aims to tackle the 
causes and consequences of anti-social 
behaviour.

The Partnership’s anti-social behaviour 
group, which draws from a number 
of organisations, meets every six 
weeks to plan and action the district’s 
response to this type of behaviour. The 
Partnership also funds the services of 
the Handy-Man Scheme, run through 
Yorkshire Housing, to provide and fit 
crime prevention equipment into the 

homes of repeat victims of crime and 
the vulnerable.
Over the last year the Partnership 
organised a number of crime 
suppression days. These involved 
all the members of the Partnership 
working together to reduce anti-social 
behaviour and increase community 
confidence.

For example one such day took place 
in Selby town centre in December 2011 
and concentrated on licensing issues 
and underage drinking. It involved 
the police, trading standards officers, 
Community Officers, night marshals 

and various community groups. A 
mobile police office was in the town 
with Compass, 4Youth, the Community 
Safety Partnership and volunteers 
engaging with members of the public 

and discussing issues relating to drink 
and drugs.

A number of licensing visits were carried 
out by the police and the Council to check 

awarded the Chairman’s award, which 
was the overall award for the event. He 
is pictured receiving his awards from 
Alan Peterson, Enterprise chairman.

Selby Community Primary School
Enterprise, in partnership with the 
Council, has been working to build a 
relationship with the Selby Community 
Primary School. Last year their teams 
gave a special presentation to the school 
to encourage children to recycle. They 
also ran a competition for the class who 
recycles the most material, to win a 
wormery. 

Their officers have also introduced an 
allotment to the school grounds and 
have donated vegetables to help get 
it started. They also arranged for the 

children to go litter picking in the local 
community with representatives from 
both Enterprise and Selby District 
Council. 
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on behalf of Selby District Council.  They 
set out the design principles within 
each village, to give guidance to new 
developers on issues such as style and 
materials.  The aim is to ensure any new 
buildings or changes to existing buildings 
fit within the vernacular of each area. 

Last year these villages in which we 
have properties, published their own 
statements: Appleton Roebuck, Barlow, 
Bilbrough, Brotherton, Byram, Carlton, 
Church Fenton, Hensall, Monk Fryston, 
North Duffield, Riccall, Stutton, Ulleskelf 
and Womersley.

Community Centres
We support the running of ten community 
centres in the district, which are located 
where there is the greatest concentration 
of Council-owned properties. Each 
community centre receives funding from 
the Council and is usually backed by a 
committee that supports each centre. 
The Community Centres are:
• Anne Sharpe Centre, St Edwards Close, 

Byram 
• Westfield Court Centre, Westfield Court, 

Eggborough 
• Coultish Centre, Charles Street, Selby 

Another way we work with our partners 
to promote social, environmental and 
economic wellbeing is through Village 
Design Statements.

A number of villages in the district now 
have Village Design Statements in place 
to ensure any new development fits 
within the existing style of buildings and 
character of the community.

These statements have been produced by 
local communities themselves, supported 
by experts from Access Selby working 

Promoting social, environmental and economic  
well being through Village Design Statements

licensing conditions were being adhered 
to, particularly in relation to anti-social 
behaviour, violence and underage sales.

More information about the work of 
the Selby District Community Safety 
Partnership can be found by visiting www.
saferselbydistrict.org.uk. 
Effective solutions to these problems 
are not the responsibility of a single 
agency or organisation. Residents and 
tenants, communities and individuals, 
local authorities, the police, social 
services, schools, businesses and many 
other groups have a role to play and 
take responsibility to tackle offensive 
behaviour.
 
We know that by working together, a real 
difference can be made by drawing on 
the knowledge of the local community 
combined with the expertise of both 

statutory and voluntary agencies. 
Community Engagement Forums are 
a useful platform for raising anti-social 
behaviour issues, as these meetings 
bring together those who can identify 
ways to improve the situation – including 
the police, community groups and the 
probation service. Please read the 
Your Say section of this report for more 
information about their work.
 
The Council sets out clear expectations 
for tenants regarding anti-social 
behaviour, harassment and nuisance 
in the tenants’ handbook and our easy 
guide to tenancy. The Council uses a 
range of powers against any tenants who 
behave in an anti-social manner including 
‘acceptable behaviour contracts’, 
injunctions and possession proceedings. 
Possession proceedings are only used as 
a final resort.
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• Cunliffe Centre, Petre Avenue, Selby 
• Harold Mills House, North Crescent,  

Sherburn-in-Elmet 
• Lady Popplewell Centre, Beechwood 

Close, Sherburn-in-Elmet (pictured)
• Grove House, Grove Crescent, South 

Milford 
• Calcaria House, Windmill Rise, 

Tadcaster  
• Kelcbar, Kelcbar Close, Tadcaster 
• Rosemary House, Rosemary Court, 

Tadcaster

Case study: Keeping 
neighbourhoods 
clean and safe
Selby District Council’s bylaw to 
protect against late night antisocial 
behaviour continues to have an 
impact – since the bylaw was 
introduced last year 55 people 
have been prosecuted and fined for 
urinating in the street.
The bylaw was introduced in direct 
response to concerns raised by 
local residents and businesses, 
who were faced with clearing-up 
after Friday and Saturday night 
revelers.  The bylaw has supported 
the police and local Night Marshals 
to take on-the-spot action to deal 
with people found to be urinating 
in the street following a night 
out.  Under the bylaw which was 
introduced in the summer of 2011, 
anyone caught doing this is liable 
to a fine of up to £500.

“LM from 
Selby wished to 
compliment the 

community officer 
for making her 

move into a  
Council house  

so easy…”

Complaints about street cleansing 
are down by 26% – in 2011/12 we 
received 346 complaints, compared to  
466 in 2010/11.

Complaints about overflowing 
litter or dog bins are down – in 
2011/12 we received 59 complaints 
relating to overflowing litter or dog bins 
compared to 166 the previous year.

100% of fly-tipping incidents in the 
district were investigated promptly by 
a council official.

In a recent  
 survey, the Selby  

district was voted the 
best rural area in the 

north of england.*
*Halifax Rural Areas  

Quality of Life  
Survey 2012

Selby District Council serves around 
82,000 people who live in 40,000 
homes.

These community centres host a variety 
of events such as coffee mornings, 
bingo, lunch clubs and dancing classes. 
We know these are important to you 
and are often at the heart of your 
communities.

Last year we put together our community 
centre improvement plan which 
reviewed each centre and identified the 
improvements needed for each. One of 
the first centres to be refurbished was 
at Byram, followed by the refurbishment 
of Grove House at South Milford. We 
have also worked on updating the 
booking system for the centres to make 
them easier for the wider community to 
use. Each centre has its own electronic 
calendar and all bookings and payments 
are now taken through Access Selby. 
The plan makes provision for further 
improvements at our other community 
centres and our work continues in this 
area.
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Our homes  
in your community

We have 3,150 properties across the 
district, mainly located in the district’s 
three main settlements – Selby town, 
Tadcaster, Sherburn in Elmet and also in 
a number of villages across the area.

We also have 10 self contained hostel 
homelessness units offering temporary 
accommodation at Edgerton Lodge 
in Tadcaster and seven at Ousegate 
Lodge in Selby. Through the Right to Buy 
scheme, we sold three properties (a one 
bedroom ground floor flat, a two bedroom 
house and one three bedroom house) last 
year.

Your property

Meet all 
the statutory 
requirements 
for health and 
safety in the 

home

Standards we need to meet
Provide a  

cost-effective repairs 
and maintenance 

service to homes and 
communal areas that  

responds to the needs of, and 
offers choices to tenants,  
and has the objective of  
completing repairs and  

improvements 
right first  

time

ensure all  
our homes meet 

the government’s 
Decent Home 
standards and 
maintain the 
standard of 
these homes

35 Bed sits 

521 One bedroom bungalows

621 Two bedroom bungalows

11 Three bedroom bungalows

76 One bedroom first floor flat

110 One bedroom ground floor flat

5 One bedroom second floor flat

189 Two bedroom first floor flat

3 Two bedroom second floor flat

182 Two bedroom ground floor flat

1 Three bedroom first floor flat

8 One bedroom House

271 Two bedroom house

1074 Three bedroom house

35 Four bedroom house

2 Five bedroom house

6 Maisonettes

We have over 120 leaseholders 
in flats and houses across the district. 
A number of these are located at Kelcbar 
Estate, Tadcaster but we also have 
leaseholders in Barlby, Beal, Burton 
Salmon, Byram, Church Fenton, Fairburn, 
Hensall, Kellington, Monk Fryston, 
Sherburn in Elmet and Selby town itself.

In the last twelve months we have built 
one one bedroom bungalow and brought 
one two bedroom ground floor flat into our 
housing stock.
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Despite financial pressures we remain  
committed to investing in your homes  
through our maintenance and improvement  
programmes. We are spending money 
on the things you have told us make a 
difference to the quality  of your home, 
such as kitchens and boilers. 

We must also meet the Decent Homes 
national standard for housing. Its sets out  
the expectations for repairs and 
maintenance of our properties and covers  
things like bathrooms and general 
maintenance standards. In real terms to  
meet the decent homes standard, a 

property must be in a reasonable state 
of repair and have reasonably modern 
facilities and services.

In 2010/11 the majority of our properties 
that needed work were brought up to the 
decent homes standard. And we went one 
step further by delivering our Decency 
Plus standard which included new kitchens 
to those properties in need.

There is no ‘end date’ for this work – it is 
an ongoing process to ensure properties 
remain up to standard. 

To ensure ongoing compliance with the 
standard the Council carries out regular 
checks, which include annual servicing 
of heating systems and regular checks of 
safety equipment including smoke alarm 
detectors.

In the last year, we have started these 
two year programmes to complete the 
following work:
• Replace 460 heating boilers
• Install 180 new kitchens
• Replace 230 old roofs

Spending money on the things you have told us make a 
difference to the quality of your home

Looking ahead
Over the next year, Selby District 
Council is planning to start the work to 
refurbish our Airey properties and bring 
them up to the Decent Homes standard, 
if they’re not already. The £1.271million 
project is the first phase of work which 
will see the refurbishment of the first 30 

properties out of our total of 84 Airey 
homes. Work for the other homes is 
planned to take place in the future.

And over the next year, our window 
and door replacement programme will 
begin.

How do we provide a cost-effective repairs and 
maintenance service to homes and communal areas  
that responds to the needs of, and offers choices to  
tenants, and has the objective of completing repairs  
and improvements right first time?

We know the repairs service is one of the 
most important services provided and 
that at some point most tenants use this 
service.

That’s why we promise to: 
•  carry out repairs quickly 
•  set high standards for all our work 
•  arrange appointments so that the work 

is done at a convenient time 
•  listen to any problems you have 
•  to put any problem right – quickly 
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Last year more than 2,300 homes with 
gas were checked by our engineers 
with 100% receiving a landlord’s safety 
certificate. We also ran an increased 
periodic electrical inspection regime and 
ongoing solid fuel servicing, legionella 
monitoring and treatment in our 

The following table outlines the type 
of repairs carried out by the Council 
during the last year and how well we 
did.

March 2012 saw one of the highest 
levels of performance with 92.6% of 

emergency or urgent repairs completed 
within agreed timescales. Monitoring 
our performance each and every month 
allows us to direct our resources to 
where they are most needed and 
ensure the quality of the services we 
provide to you remains high.

Our Assets Team
Our Assets team do a first-rate job: the 
latest satisfaction data shows that 99% of 
tenants are happy with the service they 
receive. That really shows how we’re 
being customer-focused by organising the 
repairs service around the needs of our 
tenants.

How to report repairs to us
You can call our repairs number –  
01757 292125
Monday to Thursday – 8.30am and 5.00pm
Friday - 8.30am and 4.30pm

Emergency Repairs (Out of Hours) –  
01757 706291. Please use this number 
for genuine emergencies only. 

You can also report repairs: 
• online via our website
• email info@selby.gov.uk
• in person at our Access Selby office; 
• through your Community Officer; 
• through your Tenants’ Association; 
• through your Selby District Councillor; 
• by writing to us at Selby District Council, 

Civic Centre, Doncaster Road, Selby, 
YO8 9FT.

How do we meet all the statutory requirements 
for health and safety in the home?

If you would like this document in another format, for example, large print, 
Braille or another language, please email communications@selby.gov.uk. 

All our  
staff have identity  

badges. Ask to see an 
identity badge before 
you let anyone into  

your home.

85%

80% 
 
 

78%  

The performance during March 
2012 was 93%, indicating 
improvement during the year. 
Achieved 86% over the year.
There has been a month on month  
improvement in performance 
since August 2011. Achieved 92% 
over the year.
8,416 jobs carried out by Selby 
District Council recorded as being 
completed first time, out of a total 
of 10,772

% of urgent or emergency repairs 
to Council-owned properties 
completed with agreed timescale**
 
% of non-urgent repairs to Council-
owned properties completed with 
agreed timescale**
 
Repairs completed in one visit

Type of work Target Performance

** The agreed timescale is: emergency repairs to be completed within 24 hours; urgent reapirs within 5 
working days; non-urgent repairs to be completed within 25 working days.

community centres. This helped us meet 
the statutory requirements for health and 
safety in your home and community.

When our staff and contractors visit 
your home they will:
• Treat you and your home with respect
• Not smoke
• Not play radios
• Always use dust sheets where 

appropriate
• Always leave the place of work clean 

and tidy
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The North Yorkshire Home Choice 
scheme went live in June 2011 and is a 
key way we provide choices, information 
and communications that meets the 
needs of our tenants. As one of seven 
Council partners across the County, we 
worked hard to re-register everyone 
on the scheme, especially older and 
vulnerable customers.

One application form and one housing 
register allows tenants and applicants 

to bid for available properties to rent 
throughout the whole of North Yorkshire.

The scheme 
allows 
applicants to 
make choices 
about where 
they live and 
helps us fully 
meet the 
standards 

Your service

Treat all  
tenants with 
fairness and 

respect
Show we 

understand 
the different 
needs of our 

tenants Let  
our homes  

in a fair,  
transparent 
and efficient 

way

Use the  
most secure 

form of  
tenancy  

agreement

north Yorkshire Home Choice
There were 1,462 housing applications 
processed last year, which can be broken 
down into 12 emergency cases, 149 gold 
cases, 662 silver cases and 639 bronze 
cases.

Before the introduction of the Home 
Choice scheme in June 2011 we had 
nomination arrangements in place with a 
number of housing associations operating 
in the district. These housing associations 
have also signed up to and joined the 
Home Choice scheme with us, which 

demonstrates how we work together and 
use a consistent approach to housing 
allocations.
Our registered social landlords 
working in this area are:

Broadacres Housing Association
Chevin Housing Association
Places for People
Home Housing Association
Ryedale Housing
South Yorkshire Housing Association
Yorkshire Housing 

in a fair, transparent and efficient way, 
treat all tenants with fairness and 
respect, provide choices, information and 
communication that meets the needs of 
tenants and also show we understand 
the different needs of our tenants. And 
it makes it easier for applicant to find a 
home that suits their needs.

The Home Choice scheme has these 
aims:
• to meet the legal requirements for 

the allocation of social housing as 
set out in the Housing Act (1996) and 
Homelessness Act (2002) ensuring that 
those with the greatest housing needs 
have those needs met more quickly;

• to empower applicants to make their 
own choices about where they want to 
live;

• to encourage and support, balanced 
and sustainable communities;

• to make the process simple, 
transparent, fair and easy to use;

• to provide information about the 
availability of homes to enable 
applicants to make realistic choices 
about their housing options;        

• to prevent homelessness and 
reduce placement in temporary 
accommodation;

• to ensure accessibility for all those in 
housing need, particularly the more 
vulnerable; and

• to make effective use of the affordable 
housing stock, extending choice 
and mobility across local authority 
boundaries.

Over the last year we successfully 
started 163 tenancies through the 
scheme. Of these five were emergency 
cases, 74 gold, 72 silver and 12 bronze 
cases.

The North Yorkshire Home Choice 
website has full details: 
www.northyorkshirehomechoice.org.uk

Allocations

Provide  
choices,  

information and 
communication 
that meets the 

needs of  
tenants
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In October 2011, Selby Council entered 
into a countywide partnership with all 
other local authorities, North Yorkshire 
Supporting People and Children and 
Young Peoples Service to ensure that 
all 16-25 who present as homeless or 
are identified at risk of homelessness 
are dealt with in a consistent and 
comprehensive approach to achieve 
positive outcomes and enable 
independent living. This has involved 
Selby using three out of the ten available 
units at Ousegate as a crash pad (short 
term emergency accommodation) which 

is solely for young people, under the 
age of 25 whom are threatened with 
homelessness. 

The program then provides intensive 
support for the young person to make 
sure that all areas of their lives are 
fulfilled and their housing problems 
are not dealt with as an isolated issue.  
The service encourages young people 
to access other available support 
services including encouragement 
towards gaining access to 
employment and training. 

Most of our new tenants have an 
introductory tenancy for the first year.  
This enables us to support new tenants 
settle into their community and iron out 
any difficulties.  All new tenants are 
visited during their first year and Council 
staff are trained to offer effective support 
to those who need it, which includes 
signposting tenants to various support 
networks where appropriate.

Usually after twelve months, the 
introductory tenancy becomes a Secure 
Tenancy which most of our tenants 
have. This  gives you the legal right to 

stay in your home for as long as you 
like, as long as you keep to the rules set 
out in your Tenancy Agreement. Your 
Tenancy Agreement is a legal contract 
with us.

A Secure Tenancy also means you 
have the right to exchange or make 
improvements to your home once 
permission has been given by the 
Council.  Only secure tenants have 
the right to buy their home. Tenancy 
Agreements help us to treat all our 
tenants with fairness and respect and 
offers security to our tenants.

Treat all tenants with fairness and respect 
– looking at homelessness

Tenancy

Case study: Void properties
Two hundred and ninety eight 
properties became empty at some 
point between April 2011 and March 
2012. 

During autumn 2011 the time taken 
to re-let empty Council-owned 
homes was identified as being too 
high. It was clear that work had to 
take place quickly to turn around 
the situation and ensure we 
were making the best use of our 
housing stock.

In response, a brand new way of 
managing void properties was 

put in place, which included 
home inspections earlier in the 
process and better planning for 
improvement works needed.  Staff 
were brought together from across 
the organisation to focus on the 
issue, including the assets team, 
community officers and contractors.  

This flexible approach has reduced 
the time taken to re-let empty 
Council-owned homes from 44 in 
autumn 2011 to just 18 days in March 
2012. Lessons have been learned 
and we’ll carry on monitoring the 
situation closely.

Since the implementation of the scheme, 
we have seen a large demand for the 
service and assisted a large amount 
of young people into more suitable 
affordable accommodation throughout 

the district or have provided support to 
themselves and families to ensure that 
they can return to the family home. For 
further information please contact the hub 
at Access Selby. 
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Our Community Officers co-ordinate 
the Council’s work across a range of 
community issues, and are aligned to 
each of the Community Engagement 
Forum areas (Central, Eastern, Western, 
Southern and Tadcaster & Villages) – See 
page 34. They deliver a more joined-up 
approach to dealing with your issues.

Community Officers incorporate the role 
of your local Area Housing Officer. These 
roles were created last year as the council 
restructured in order to protect front line 
services in the face of reduced central 
Government funding. This way of working 
is better because it means that you have 
one person to contact who can advise you 
on a variety of issues. 

The duties of Community Officers include:

Housing Management          
• Provide effective Estate and Tenancy 

Management; providing an appropriate 
response to complaints of Anti-Social 
Behaviour and other related issues. 

• Undertake pre-tenancy checks; transfer 
and exchange visits; letting inspections 
and complete tenancy sign ups. 

Environmental Health/Streetscene
• Investigation of domestic and 

commercial complaints in relation to 
Public Health and statutory nuisance 
(e.g. noise nuisance/refuse/odour/
smoke/filthy premises).

• Investigation of fly tipping incidents.
• Visit unauthorised encampments 

and carry out duties in line with the 
Unauthorised Encampment Policy (e.g. 
managing toleration period/provision of 
refuse collection service)

• Arrange for the collection and kennelling 
of stray dogs 

Private Housing
• Inspection of private rented housing as 

a result of complaints received and take 
appropriate action as necessary. 

• Provide advice and support in relation to 
housing assistance including, the Bond 
Guarantee Scheme, Affordable Warmth 
and the availability of property grants/
loans. 

Taxation and Benefits
• Visit domestic premises to validate 

applications for disablement relief, 
monitor property known or believed to 
be empty, and undertake enquiries to 
establish ownership/liability. 

• Undertake random checks to verify the 
correctness of information held on the 
Council Tax and Non Domestic Rates 
systems. 

• Give help, advice and assistance to 
Benefits claimants. 

Development Control
Dealing with some domestic planning 
applications and assisting with Planning 
Enforcement work. 

And you will also see the Community 
Officers out and about as they carry 
out regular estate walkabouts in your 
communities. This means they can 
directly keep an eye out for problems 
such as litter, graffiti and fly-tipping. You 
can go along too – it’s a great opportunity 
for you to point out the issues that matter 

to you. Information about where and 
when these take place can be found 
in Open Door magazine and online 
on the council’s website. Or call us on 
01757 705101 to find out more. You 
can also use this number to contact the 
Community Officers, or you can email  
info@selby.gov.uk. 

Your Service:
Your Community Officers

How do we enable vulnerable residents to have 
choice of service and housing options so they can 
stay in their own homes?

The Lifeline service is run by us for 
anyone who needs help to remain 
independent in their own homes, 
whilst also remaining safe. 

Lifeline lets you make the most of 
modern technology to call for help 
or seek reassurance if you need 
it. Perhaps you may feel unwell, 
or suffer a fall - by using ‘Lifeline’, 
you can talk to our friendly staff 
at the Control Centre. You will not 
inconvenience anybody, or ‘put 
people out’. 

Offering this service helps us to 
support elderly, vulnerable, or 
disabled people of any age who 
need support to live independently 
in their homes, whether council 
tenants or private owners/occupiers. 

One of our Support Officers will 
visit you to fill in the necessary 
paperwork and fit the life line; they 

will demonstrate and explain how it 
works. It is very simple to operate. 

Each system has two parts: firstly 
we supply you with a unit which 
has a built in emergency button. 
The second part of the ‘Lifeline’ 
is a pendant, which you carry 
everywhere with you in your home. 
If you need help, you just press the 
emergency button on the unit, or 
the button on your pendant. Within 
a few seconds, we know who you 
are, and where you live, we will ask 
one of our support officers to call 
you. We can also call the friends, 
neighbours or relatives whose 
details you provided us with, or the 
emergency services.

Lifeline is available 24 hours a day, 
every day of the year. It is already 
used by more than 1,000 people in 
the Selby District and it could be the 
right option to help you. 
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Area covered 
by the 
Southern 
CEF: 

Carol V 
Baker 
 

 
Balne 
Beal 
Burn 
Camblesforth 
Carlton 
Chapel 
Haddlesey 
Cridling 
Stubbs 
Drax 
Eggborough 
Gateforth 
Hambleton 
Heck 
Hensall 
Hirst Courtney 
Kellington 
Kirk Smeaton 
Little Smeaton 
Long Drax 
Newland 
Stapleton 
Temple Hirst 
Thorpe 
Willoughby 
Walden 
Stubbs 
West 
Haddlesey 
Whitley 
Womersley 

Area covered 
by the Eastern 
CEF: 
 

Andy Rouse
 
 
 
 
Barlby 
Biggin 
Cawood 
Church Fenton 
Cliffe 
Escrick
Hemingbrough 
Kelfield 
Little Fenton 
North Duffield 
Osgodby 
Riccall 
Ryther-cum-
Ossendyke 
Skipwith 
Stillingfleet 
Thorganby 
Wistow

Villages 
covered by 
the Tadcaster 
& Villages 
CEF
Dominic 
Richardson 
& Ruth 
Beckwith
 
Acaster Selby 
Appleton 
Roebuck 
Barkston Ash 
Bilborough 
Bolton Percy 
Catterton 
Colton 
Grimston 
Healaugh 
Lead 
Kirkby Wharfe 
with Nth Milford 
Newton Kyme 
Oxton 
Saxton 
Steeton 
Stutton 
Tadcaster East 
& West 
Towton  
Ulleskelf

Area covered 
by the Central 
Area CEF 
 

Sue Cooley, 
Kris 
Capperauld 
& Suzanne 
Collins
Barlow 
Brayton 
Selby

Area covered 
by the 
Western Area 
CEF 

Barbara 
Scargill & 
Christine 
Morton 
 
Birkin 
Brotherton 
Burton Salmon 
Byram 
Fairburn 
Hillam 
Lumby 
Monk Fryston 
Newthorpe 
Sherburn in 
Elmet 
South Milford 
Sutton

Case study: Listening to you

Case study:  
Working together

Community Officers responded 
to complaints from residents 
in Hillam over dog fouling in 
February 2012. They replaced 
warning signs and wrote to 
residents to ask for help 
solving the problem. After 
receiving a tip off from a 
member of the public they 
were able to issue a fixed 
penalty notice to a dog walker 
who failed to clear up after their 
pet. The monitoring continued 
for some months.

In March 2012, Tadcaster’s 
Safer Neighbourhoods 
Team and Access Selby’s 
Community Officers 
announced that they would 
work together one day every 
month to work together to 
deal with the issues that 
matter most to the local 
community.

Case studies
These case studies show how Community Officers are  
out and about helping in your area.



Selby District Council Housing Annual Report 2011/1228 Selby District Council Housing Annual Report 2011/12 29

Charge 
rents in 

accordance 
with the 

government’s 
framework

Manage 
resources to provide 

a cost-effective, 
efficient, quality 

service with homes 
that meet tenants’ 

and potential 
tenants’ needs

Rents for council 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 2011/12 the average rents 
charged for different types of 
properties are shown here:

 Type of property Average rent during 2011/12
 Bed sit   £50.91
 1-bed property   £58.90
 2-bed property   £69.90
 3-bed property   £77.72
 4-bed property   £87.31
 5-bed property   £93.92
 St Wilfrids Court   £68.74
 Laurie Backhouse Court   £67.76

Rents

What does my rent pay for?

*The Government provided a grant 
towards the running costs of housing 
stock, relating to the notional cost of 
management, maintenance, major 
repairs and capital financing, less an 
assumed level of rent income.  With 
effect from 2004/05 laws came into force 
transferring rent rebate payments from 
the Housing Revenue Account to the 
General Fund.  As a result, Housing 
subsidy no longer covered the cost of 
rent rebate payments and Selby became 
a ‘negative subsidy’ authority.  This 
means that Selby paid a sum equivalent 
to the notional negative subsidy on 
the Housing Revenue Account to the 
Government.

The Government has recently changed 
the way council housing finance is 
managed. The new system will allow us 
to keep all the money we receive from 
rent and use it to maintain our homes. 
This is called self-financing. The new 
system aims to give council a greater 
say over how they run their local 
housing service. 

Under the new rules the Council 
has taken on some housing debt. 
This debt will not impact on what we 
deliver to you as tenants.

More information is available by 
visiting www.communities.gov.uk/
publications/housing/socialhousing/ 

Your Service:
Your Value For Money

Housing manag
ement £18.61

estate manage
ment £0.19

grounds maint
enance £0.54

special manag
ement £0.22

Housing suppo
rt and 

community ser
vices  £2.23

Hostels 
£0.52

FootpatH main
tenance £0.05

Housing repai
rs and 

property serv
ices £17.53

debt manageme
nt  

costs 
£0.27

movement in  

allowance For
  

bad debts 
£0.52

net negative 
subsidy 

payable* 
£22.38

garage rents 
-£0.74

otHer adjustm
ents £7.83

*************
*************

*

total  

48-week weekl
y rent £70.15

The average rent paid for a council 
house for a 48 week period was 

£70.15, the breakdown of rent is as 
follows
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Our finance

During 2011/12 the cost of running Selby District Council’s housing service  
was £10.03 million.

Value for money
You probably already know that we 
have changed how we work at Selby 
District Council so that we can carry on 
delivering the services you need but 
using less resources.

The last year has seen the 
implementation of our new way 
of working. This was introduced 

in response to the Government’s 
Comprehensive Spending Review in 
October 2010 which set out reductions 
in local government funding of nearly 
30% over four years.  Our money comes 
from different sources, including things 
like your Council Tax, but over half of 
our funding comes directly from the 
Government.

 Expenditure  £000

 Repairs and maintenance 2,551

 Supervision and management 2,641

 Rents, rates, taxes and other charges 48

 Negative housing revenue account subsidy payable** 3,325

 Depreciation and impairment of non-current assets 1,347

 Debt management costs 40

 Movement in the allowance for bad debts 77

 Total expenditure 10,029

**Please see the table on the previous page for an explanation of rents and changes to 
the  way the council housing finance is managed. 

More information is available by visiting www.communities.gov.uk/publications/housing/
socialhousing/ 

 Income  £000

 Dwelling rents 10,485

 Non-dwelling rents 111

 Charges for Services and Facilities 461

 Contributions towards expenditure 361

 Total income 11,418

The average  
48 week rent  
in the district  

during 2011/12 was 
£70.15, an increase 

of £4.88 (7.5%) 
on the previous 

year

Overall, the value 
of our housing stock 

increased by £1.3 million 
during the year; this is 

because of a change in the 
method of how the value of 
these properties is worked 
out.  This is a book keep-

ing issue and does not have 
any impact on the day-to-

day running of the 
housing service.

At the end 
of 2011/12 rent 

arrears as a 
proportion of gross 

rent income increased 
to 2.31% (£224,984).  

This is up from  
2.02% (£199,606) 

in 2011/12.
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These cuts were front-loaded, so Selby 
District Council had to act to ensure a 
balanced budget and to protect front-line 
services. With less money on the table 
we had to look at what we do and how we 
make savings. 

Rather than cut services, we redesigned 
the way we work. The new way of working 
comprises three main elements.
• A support core
• A service delivery vehicle working at 

arm’s length from the Council (Access 
Selby)

• A new ‘third sector organisation’ 
(Communities Selby)

This change was implemented during 
2011/12. The new approach means we 
can use our resources more flexibly 
across everything we do. Access Selby 
delivers your services and works to a 
contract with the Council. That means 
councillors still have control over what 
happens, but Access Selby can decide 
exactly how to use its resources to 
deliver services – that’s where savings 
come from, because staff can work 
across different business areas, that 
includes housing services too.

facts and figures

% of Council rent debt recovered                 97.6%     98.5%

Case study: Benefits services
We do not deliver our services in 
isolation and we are subject to 
external pressures.  A key pressure 
during 2011/12 has been a 30% 
increase in demand for benefits 
services as the whole country’s 
economy has continued to struggle.

In response, we put in place extra 
resources for the team dealing with 
benefit claims; firstly to clear a 
backlog of cases and then to ensure 
that the team can keep on top of the 
increased demand.

Over the summer of 2011 extra 
funding was agreed to enable staff 
to work extra hours to clear the 
initial backlog.  Then in the early 
part of 2012 extra resources were 
agreed to bring in external support 
for the annual changes to benefits, 
which is a resource-intensive 
process. By May 2011, 78% of new 
claims and changes to claims were 
dealt with within five working days.  
By February 2012 this figure was 
97%.

44.08% of tenants pay their rent by 
Direct Debit – it’s the easiest, most 
convenient and cost effective way to 
pay.

Direct Debit means that you don’t have 
to worry about making rent or council 
tax payments - they come out of your 
bank account automatically. It’s also 
the most efficient way for the Council 
to collect money, which helps to keep 
costs down for everyone. 

Tenants can pay both house and garage 
rent by Direct Debit either weekly or 
monthly. Tenants who wish to pay 
monthly can have the payment collected 
from their bank account on 1st or 22nd 
of each month. Weekly Direct Debits 
are taken out of bank accounts on a 
Monday.

Council Tax is collected monthly, the 
dates for collection are 1, 8, 15 and 22 of 
each month.

The benefits to tenants paying by this 
method are:
• It is easy and convenient
• Two dates for monthly rent payers and 

four for council tax give flexibility for 
budgeting

• Advance notification of changes is 
given

• Ensures payments are made on time
• Direct Debit continues year after year 

and does not have to be renewed by 
the tenant as with a standing order

• No queuing to pay or having to 
remember to pay

The Direct Debit guarantee
• This Guarantee is offered by all Banks 

63% of our tenants 
receive Housing Benefit

Direct Debits

and Building Societies that take part in 
the Direct Debit Scheme.

 The efficiency and security of the 
Scheme is monitored and protected by 
your own Bank or Building Society.

•  If the amount to be paid or the 
payment dates change Selby District 
Council will notify you at least 10 
working days in advance of your 
account being debited or as otherwise 
agreed.

• If an error is made by Selby District 

Council or your Bank or Building 
Society, you are guaranteed a full and 
immediate refund from your branch of 
the amount paid.

• You can cancel a Direct Debit at 
any time by writing to your Bank or 
Building Society.

  Please also send a copy of your letter 
to the Council.

• If you receive a refund you are not 
entitled to you must pay it back when 
Selby District Council asks you to.

We pay out £135,430 per week 
in Housing Benefit, on average this is 
£68.09 per household.
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You can use the Forums to speak 
directly to those who deliver your 
services and get involved. They are 
open to tenants, leaseholders and 
private residents. Importantly, all the 
groups at these meetings can help 
identify solutions to issues raised by 
the communities they cover. You can 
get involved too and have a say in what 
happens in your area.

Forums are made up of councillors, and 
representatives of partner agencies such 
as the police, fire service, County Council 
highways and Access Selby.

The Council supports each Forum with 
£20,000 funding each year. How this 
money is spent depends on what local 
residents say they want.

Each group, in partnership with local 
people, produces a long-term plan 
for their area, which identifies the key 
concerns and opportunities of a particular 
place. Community and voluntary groups 
that deliver services that support these 
aims can also benefit from a pot of 
£10,000, half of the £20,000 each CEF 

Your Community engagement forums

Snow wardens

Your say

Offer a 
wide range of 

opportunities for 
tenants to be 

involved in the 
management 

of their 
homes

Provide  
tenants with  

ways to influence 
housing services 

and scrutinize 
performanceConsult 

with tenants 
about service 

standards
Help 

tenants to 
be more 
involved

The Tenants’ and  
Leaseholders’ Scrutiny Panel
The Tenants’ and Leaseholders’ Scrutiny 
Panel is a group of volunteers who are 
also tenants or leaseholders. Members of 
the Panel come from all over the district 
and work with the Council in a number of 
ways. 

They scrutinise service standards, review 
and promote opportunities for tenant 
involvement and make recommendations 

to improve services. The group was 
formed in the early part of 2011.
They have also helped the Council 
produce your Open Door magazine 
– telling us what you as tenants and 
leaseholders would like to see in your 
magazine.

Have 
an open 

and clear 
complaints 

process
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leaflet “How to Complain to Your Local 
Government Ombudsman” from us or by 
visiting the www.lgo.org.uk website.

During the year, we received eight stage 
1 complaints relating to housing services. 
The majority of these were resolved 
through discussion between the Council 
and the tenant. We dealt with nine stage 
2 complaints relating to housing services. 
Three of these related to the decorating 
allowance, ten related to the quality of 
or response time for repairs, three over 
boundary query response times and one 
regarding succession rights.

Two complaints were referred to the 
independent Ombudsman service 
relating to housing services. One related 
to access and parking issues and the 
other to the development of communal 
land. 

The number 42 bus, which is an 
important connection to a number of 
villages including Wistow, Cawood, 
Kelfield and Stillingfleet, has been 
reintroduced on Sundays and Friday and 
Saturday evenings, following the efforts 
of the parish councils, supported by the 
Eastern Area Forum. Money from the 
parish councils and the Forum is being 
used to support the Arriva Yorkshire 
service. These services had been 
withdrawn last year, following reductions 
in transport funding across the whole of 
North Yorkshire.

The Complaints Procedure of Selby 
District Council has three levels. Our clear 
and simple complaints procedure is part 
and parcel of delivering a high quality 
service to you - the customer.

First level – Stage 1 Service Complaint 
The Lead Officer for the Service to which 
the complaint relates will try to resolve the 
complaint.
Second level – Stage 2 Corporate 
Complaint 
At this stage, complaints should be set 

Complaints and Compliments

gets. Community and voluntary groups 
can each apply for up to £1,000 for their 
project. 

To find out when the next meetings in 
your area are due to take place visit www.
your-community.org.uk. This website can 
also be used to log issues in case you are 
unable to attend a meeting. 

The Forums have been involved 
in some notable successes during 
2011/12…

Snow Wardens
Each Forum area formed Task & Finish 
Groups to look at the problem of gritting 
in winter and worked in partnership with 
the County Council and parish councils to 
help find a solution. Teams of volunteer 
snow wardens were formed to clear 
footpaths during the bad weather. This 
was in direct response to concerns raised 
at meetings.
 

out in writing (letter, fax or email or on 
a Complaint Form and a Director will 
consider the complaint).

Third Level –Stage 3 Local 
Government Ombudsman 
If the complainant is still dissatisfied 
with the outcome they may take their 
complaint to the Local Government 
Ombudsman - you can get a copy of the 

“SH from  
Tadcaster has called  
to say thank you and 
how pleased he was 
with the service he  

received from the crew 
who collected his

commercial refuse 
bin...”

“Can I please  
commend your  

workman for the work 
done at our property.  

He has made an  
excellent job and never 

stopped working; he  
was considerate and 

kept the place  
clean...”

“LM from  
Selby wished to  
compliment the  

Community Officer 
for making her  

move into a  
Council house  

so easy...”

% of  
contact 

‘right first 
time’  
92%

“Mrs S from  
Church fenton has 

been impressed 
with helpful and 

constructive advice 
given by our phone 

operators...”

96% of  
our customers 
satisfied with 
our customer 

contact  
centre
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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 enquiry 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

Out of hours emergency number for repairs and homelessness 
issues is 01757 706291. 

Visit
Customer contact centre, Market Cross Shopping Centre, 
Selby, YO8 4JS
Customer contact centre opening times
Mondays, Tuesdays, Thursdays and Fridays – 9.30am to 4pm
Wednesday – 10am to 4pm

Information about Selby District Council services is also available via 
County Council-run libraries in Tadcaster and Sherburn in Elmet, as 
follows (the opening times of libraries are subject to change).

Tadcaster Library, Station Road, 
Tadcaster, LS24 9JG
Opening times
Monday – 2pm to 7pm
Tuesdays and Fridays – 2pm to 5pm
Thursday – 9am to 2pm
Saturday – 9am to 1pm

Your contact 
information

Sherburn Library, Finkle Hill,  
Sherburn in Elmet, LS25 6EA
Opening times
Mondays, Tuesdays and  
Fridays – 9.30am to 5pm
Wednesday – 9.30am to 1pm
Thursday – 9.30am to 7pm
Saturday – 9.30am to 1pm



If you require this document in a 
different format, for example large 
print, audio, Braille or in another 
language, please contact:

Selby District Council
Civic Centre
Doncaster Road
Selby
north Yorkshire
YO8 9fT

01757 705101

info@selby.gov.uk

www.selby.gov.uk


