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2016/17 has been a successful year for PFH, however we are 
operating in an increasingly challenging environment. 

The Board of Trustees aim is to always have resident’s best interests at 
heart. We care about what we do and how we can make sure PFH is 
well run and the best organisation it can be. 

More recently, we have pushed forward on an agenda which 
maintains the level of investment in your homes – keeping them well 
maintained, efficient and modern whilst seeking to provide much needed new homes for 
older people in Hull. We are also striving to reduce our costs, offering value for money and 
keeping our charges as affordable as possible.
 
The board knows that these themes will continue in the future as new government policy 
emerges. We are still awaiting announcements following the government’s review of 
supported and sheltered housing and for clarity on new housing and welfare legislation. 
We think these policies will impact on many of our residents, particularly those who currently 
receive housing benefit.

The association is always looking to take opportunities which protect and enhance our 
charitable interests and continue to strengthen our financial position. This year we have built 
and let 40 new homes in the Hawthorn Avenue area of west Hull. We are also well on our 
way to complete 82 homes on the site of the old David Lister School in east Hull. This brings 
the total number of properties we own up to just over 1,350.

We are close to completing a major window and door replacement programme which we 
know from residents comments is welcomed and has benefited over 250 homes. We have 
also delivered £332,000 of other types of home improvements for residents, such as new 
boilers. We want to get the balance right in ensuring current residents interests are covered, 
but we also provide sustainable new homes for the future.

Lastly, this welcome provides me with the opportunity to thank you all for your continued 
support, particular thanks goes to our small army of dedicated residents who participate in 
our meetings, activities and events and who work tirelessly to encourage improvements to 
our services that benefit everyone. Your work is priceless.

I speak on behalf of all our Trustees and staff when I say that I hope you enjoy this year’s 
Annual Report.

Tom

CHAIR’S WELCOME
OUR MISSION
as an organisation is to:

Our GOALS are to

1. Offer quality homes

2. Offer quality services

3. Support better neighbourhoods 

and communities

4. Promote independent living  

and choice

5. Be effective 

6. Grow through people and 

partnerships

Provide quality homes and services 

which enhance later life

PERFORMANCE KEY 
When you see a:

It means

we are 

doing well

It means

we need to 

improve  

a little

It means

we need to 

improve  

a lot
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ABOUT US
1,270 properties
1,650 residents
38% male & 62% female
960 people live alone
114 people over 90 years old

FEEDBACK
• Responded to 34 of the 37 

complaints we received in 5 

working days or less 

• Responded to 37 of the 43 

anti-social behaviour cases 

we received in ten working 

days or less 

• Received 73 compliments 

96% of residents 

satisfie
d – we give them 

the opportunity to make 

their views known 
Did You 

Know?

We received 22,300 

calls in 2016/17 

that’s about 90 

calls each day!

PERFORMANCE
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TENANCY AND LETTINGS
• Let 174 homes, including 40 new two-bed bungalows
• Let 87 homes in 14 days or less
•  Two out of every three homes we let were to the   

first person we offered the home to
•  11 properties were vacant and available to let at 31st  

      March 2017
• We held five Service Plus scheme Open Days for 

potential residents

97% of residents 

were satisfie
d with 

the condition of the 

property they moved 

into 

PERFORMANCE

It to
ok an average 

of 15.33 

calendar days to
 

let each property 
IN OUR  

RESIDENTS WORDS

“Nothing could prepare us for 

how beautiful our new home is”

Mr and Mrs T of West Hull
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PERFORMANCE
Collected 100.2% of rent and 

service charges owed 

Current resident arrears was 

0.47% of the rent due  

97.6% of residents think 

their rent represents value for 

money 

Wrote off only £7,100 rent 

and service charges as 

uncollectable

DID YOU 

KNOW?

You can choose to receive 

many of our documents 

electronically, check 

 your rent and report your  

repairs online, please 

 contact us on 223783  

for more information

INCOME 
MANAGEMENT

• There has been a 6% increase in 
the number of people paying by 
direct debit 

• Undertook a service charge 
review to ensure that residents 
get best value for the money 
they pay
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VALUE FOR MONEY 
• Let out the ground floor of our offices, 

generating £13,000 in rental income  

• Retendered our responsive repairs contract 
and hope to save over £35,000 each year 
of the contract from our budget 

• Earned £37,000 from the Feed in Tariff from 
our solar panels 

• Earned £101,000 from our investments 

• Collected £1,331 from resident recharges

PERFORMANCE

95.2% of residents th
ink th

eir 

service
 charges represent 

value for money

WHERE EACH £1 WAS  
SPENT IN 2016/17 

WHERE EACH £1 COMES 
FROM IN 2016/17 

Other Costs 15p

Insurance Costs - 6p

Routine Maintenance and  
Major Repairs – 34p

Management Costs and  
Staff Salaries – 17p

Service and  
Support costs – 17p

Loan Payments - 11p

Grants, Investment and 
Other Income - 10p

Rents – 71p Service Charges 
19p
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CHALLENGE HULL  
MORNING CHORUS 

Was a mass participation flash mob 
singing event we took part in April 2017 
as part of Hull City of Culture 2017 

OUR LIVES OUR HULL 

Was a project for residents 
to share stories that portray 
their lives through dance and 
drama, painting, drawing, 
flower arranging, fabric crafts 
and creative writing 

BIG ELASTIC BAND 

Allowed residents to use 
their creative skills, revive 
old skills and learn new 
ones in song writing and 
composing. Their final 
pieces were performed at 
Hull City Hall in July 2017

MOVEMENT TO MUSIC 

The aims of these sessions are the long term 
reduction in Doctors’ appointments made, 
reduced hospitals admissions, fall reductions, 
better mental and physical wellbeing of 
residents through more exercise. They are 
also fun
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98% of residents 

are satisfie
d with their 

neighbourhood as a 

place to live
 

PERFORMANCE

3/4 residents 

were satisfie
d with 

how we dealt with 

the anti-so
cial 

behaviour they 

reported

NEIGHBOURHOODS

• Spent £294,000 on 

grounds maintenance

• Organised 15 trips and 

events attended by over 

600 people
• Reviewed our Anti-Social 

Behaviour policy and 

procedures

YOU SAID WE DID
What types of anti-social behaviour 
do you have to deal with?
Last year we dealt with the 
following main types of cases:
• Neighbour disputes and   
 nuisance
• Abusive / aggressive    
 behaviour
• Problems with animals
• Children in the neighbourhood
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HOME

• Spent £688,000 on day  

to day repairs

• Carried out over 4,600 day  

to day repairs

• Spent £331,900 on major 

works including new windows, 

doors, boilers and kitchens

• Carried out 40 major 

adaptations to help residents 

around their homes

DID YOU 

 KNOW? 
 

£1,210 was the average 

cost of the repairs we did on 

empty properties to make 

them available for let

All emergency re
pairs d

one 

within 24 hrs 
PERFORMANCE

93 out of every 100 responsive
 

repairs d
one in tim

e 

95.5% of residents sa
tisfie

d 

with the repair th
ey had done 

86 out of every 100 responsive
 

repairs d
one right firs

t tim
e 

IN OUR  

RESIDENTS WORDS

“Having recently had our windows 

and doors replaced, my wife and I feel 

compelled to write and record our total 

delight and satisfaction with the job done 

and the new windows”
 

Mr and Mrs L of East Hull
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INVOLVEMENT
• We involved residents in developing 

our responsive repair specification and 
choosing the winning contractors 

• We launched PFHTV on our website  
www.pfh.org.uk  

• We are extending the range of ways 
residents can receive information 
electronically 

• We received over £13,000 to support 
our health and wellbeing programmes

YOU SAID WE DID

What opportunities are available  

for me to get involved? 

We have a range of new opportunities 

available including:

• Face to face methods

• Telephone, postal and  

on line surveys

• Surveys via Facebook  

and Twitter

IN OUT TRUSTEES WORDS
“Being on the Scrutiny Panel gave a me 
a great insight into how the association 

works, I am now looking forward to 
getting involved as a Trustee giving 

the view of a resident who receives the 
services provided”

George Stewart, our new  
Resident Trustee
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We were awarded  
the IIP Gold Award 

PERFORMANCE

We retained our Customer 
Service Excellence Award 

79% Trustee attendance 
at meetings 

98% of residents satisfied with  
the overall service provided 

GOVERNANCE AND FINANCIAL VIABILITY

YOU SAID WE DID

How do you know things are  

working well for residents? 

We carry out a range of 

Satisfaction Surveys and report 

the results to Trustees and 

include some of the results in 

People First and  

this Annual Report

George StewartJohn Holliday Gwen LunnCouncillor Peter 
Allen

Godfrey BurleySarah Coates-
Madden

Paul Common

Tom Hogan
Chair 

Vanessa Walker Peter Stones
Deputy Chair

Cheryl Walker

THESE ARE OUR TRUSTEES...
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OUR HOMES

IN OUR WORDS

Post 2002 (7.14%)

1983-2002 (79.15%)

1965-1982 (1.11%)

1945-1964 (7.45%)

1919-1944 (1.43%)

Pre 1919 (3.72%)

YOU SAID WE DID
How many people are on  

the waiting list? 

We have over 700 people  
waiting for a property at any  
one time and let around 130 

properties a year 

“We have completed 40 bungalows at 
Hawthorn Avenue and we are building 

another 82 at the former David Lister school 
site. These developments support our 

growth programme. Improving our existing 
homes is just as important and we have 

an ongoing investment programme which 
includes new windows and doors, kitchen, 

bathroom and boiler upgrades too”
Sharon Brookes,  

Property Services Director

AN ARTIST IMPRESSION 
OF NEWBRIDGE VILLAGE
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The Annual Report is really important. It’s a chance for 
us to update you about the things we have achieved 
in the year, how our services and costs have fared (and 
compared) to the standards set and also to reflect 
back to you changes and improvements we have 
made in response to your feedback. 

Over the last year, the association has invested and 
saved and maintained its strong financial position. Our Trustees and the 
management team continue to strive for delivering great service to you whilst 
keeping our hands tightly on the purse strings!

We have worked with residents on a number of key projects such as the 
evaluation of the new grounds maintenance service and the new repairs 
service contracts and extended our range of health and wellbeing activities 
to ensure there is something for everyone. We are committed to helping 
people avoid loneliness and isolation.

It is fantastic to see how residents have embraced the opportunities that 
Hull’s City of Culture status has brought and we had great fun particularly at 
the Morning Chorus flash mob event at Hull Paragon Interchange. 

I would also like to make a special dedication to our hard working staff 
team here at PFH. I consistently receive compliments from you that their 
consideration and help means that your experience of living in a PFH home 
is second to none.

Whilst this is a look back at our previous success, Trustees, myself and the 
staff team always look forward and by working together with our partners 
and particularly residents we get closer to our ambition to offer the best 
possible service to you.

Remember, keep this calendar for 2018 and enjoy this Annual Report.

CHIEF EXECUTIVE’S  
ROUND UP

Claire

YOU SAID WE DID

Can you make the  

Annual Report  

a calendar again?

Yes, we’re glad you enjoyed 

 last year’s edition!
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As at 31/3/13 As at 31/3/14 As at 31/3/15 As at 31/3/16 As at 31/3/17

Number of Properties – Owned 1,192 1,215 1,230 1,230 1,247

Number of Properties – Managed 31 31 31 31 31

Number of Properties Let 112 145 119 109 134

Percentage Stock Turnover 9.4% 11.9% 9.7% 8.9% 10.9%

Average Rent (Maintenance 
Charge)

£78.67 £81.66 £84.93 £86.77 £87.67

Number of Staff Employed 49 44 44 41 37

Average Staff Sickness in Days 14.4 days 15.5 days 8.1 days 5.9 days 7.7 days

Percentage Staff Turnover 6.7% 6.8% 13.6% 17.8 % 21.7%

Financial Turnover £6,512k £6,664k £7,089k £7,516k £7,572k

Operating Surplus £1,734k £2,074k £1,213k £1,596k £1,826k

Performance Indicator Performance as at 
31/3/17

Adjusted net leverage / Gearing 27.02%

Operating Margin - Overall (Operating Surplus/Turnover) 24.12%

Operating Margin (Social Housing lettings)
(Operating Surplus/ Rents (excl Service Charges) Less void loss

23.23%

Interest cover - EBITDA (MRI) 522%

Return on capital employed 2.50%

Ratio of responsive repairs to planned maintenance 0.36

Units developed (absolute) 17

Units developed as a percentage of units owned 1.40%

Occupancy rate  / Percentage of properties that are vacant 
and available to let

0.88%

Performance Indicator Performance as at 
31/3/17

Management cost per unit £1,298

Service charge cost per unit £947

Maintenance cost per unit £1,025

Major repairs cost per unit £990

Other social housing cost per unit £99

Headline social housing cost per unit £4,360

£s invested for every £ generated - IN NEW HOUSING SUPPLY 1.47

SOME MORE ABOUT US 



THE HOMES AND COMMUNITIES 
AGENCY STANDARDS EXPLAINED

• Neighbourhood and Community 
How we keep neighbourhoods safe, clean and vibrant 

• Tenant Empowerment and Involvement 
How we work with and support residents to help us 
improve services 

• Tenancy 
How we ensure lettings are fair and we make the best 
use of all of our properties 

• Rents 
How we help you pay rents and collect what is owed 
from you 

• Home 
How we ensure homes are safe and maintained to a 
good standard 

• Value for Money 
How we make sure we are a cost efficient and 
effective business 

• Governance and Financial Viability 
How we run the business well, managing any risk and 
our finances 

External Auditors:
Beever and Struthers
St George’s House
215-219 Chester Road
Manchester
M15 4JE

Internal Auditors:
BDO LLP
1 Bridgewater Place
Leeds,
West Yorkshire
LS11 5RU

Principal Bankers:
National Westminster Bank plc
34 King Edward Street
Hull, HU1 3SS 
 
 
 
 
 
 
 
 
 

Lenders:
Nationwide Building Society
Kings Park Road
Northampton
NN3 6NW

Royal Bank of Scotland plc
1st Floor, 280 
Bishopgate,
London
EC2M 4RB

Affordable Housing Finance plc
4th Floor
107 Cannon Street
London 
EC4N 5AF

Solicitors:
Andrew Jackson LLP
Walker Morris LLP
Maclay Murray & Spens

OUR 
ADVISORS



Office Opening Hours
Monday - Friday

10.00am - 3.00pm

Closed until 10.30am on the first Thursday of each 
month for staff training.

Closed Bank Holidays.

If you would like this Annual Report on audio tape, 
large print, braille or another language,  

please let us know.

Pickering and Ferens Homes
Silvester House
The Maltings

Silvester Street, Hull
HU1 3HA

Telephone: 01482 223783
Fax: 01482 223805

Email: info@pfh.org.uk
Website: www.pfh.org.uk

Homes and Communities Agency: Registered number A4020

Charity Commission: Registered number 1014862

National Association of Almshouse: Registered number 981

CONTACT DETAILS


