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2017-18 has been my last as Chair of the Board of Trustees 
and reflecting on the last few years has reinforced the many 
opportunities and challenges that the association has had to 
navigate. It is a source of some pride that as an association we 
have been able to meet our aims and have kept delivering high 
quality services that residents value, as well as building much 

needed homes to meet the demand for the right type of housing for older 
people in Hull.

As a Board we are aware that we carry real responsibility and want to 
make sure that Pickering & Ferens Homes is the best association it can be for 
residents. This means transparently carrying out the Charity’s business, making 
decisions taking account of residents’ views, maintaining a strong financial 
base and very importantly having the right staff team in place with the right 
skills to deliver our ambitions. 

The Board recognises the hard work all our staff put in each and every day; 
however, it is the icing on the cake when we are recognised as providing 
outstanding services and you can see more about the awards and 
recognition we have received in this Annual Report.

Pickering & Ferens Homes is regulated by both the Charity Commission and 
the Regulator of Social Housing who assess us to ensure we are meeting their 
required standards. During 2017 the Regulator of Social Housing carried out 
an ‘in depth assessment’ of the association and as a result we were again 
awarded the highest rating you can get, confirming us as a well governed 
(G1 rating) and financially viable (V1 rating) association. Our most recent 
surveys also showed that nineteen out of every twenty residents are satisfied 
with the overall service we provide - a fantastic endorsement from the people 
who matter to us most.

I opened the 2012-13 Annual Report by saying, “Residents have always been 
at the heart of everything the association does and as residents and their 
needs change the association is looking to respond.” This still remains true 
today.

So it is with a sense of pride and with thanks to all the Trustees, staff 
members, our active residents groups and all our residents in general that 
I hand over to Pete Stones, our new Chair. I know that the association will 
continue to flourish under Pete’s leadership and I really hope you enjoy this 
report which looks back over the last year. 

CHAIR’S WELCOME

Tom

Provide quality homes and services 
which enhance later life

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

OUR MISSION IS TO

PERFORMANCE KEY 

YOU SAID WE DID

When you see a:

It means
we are 

doing well

Where you see the words ‘You Said We Did’, you will see an 
example of what we have done as a result of your suggestions

It means
we need to 

improve  
a little

It means
we need to 

improve  
a lot

Our goals are to:
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2016: Winner Outstanding Approach to Tenant Involvement  
2017: Finalist Outstanding Approach to Digital Inclusion 

2018: Finalist Development Programme of the Year

2018: Finalist
Employer of the Year 

2018: Finalist
Development 
of the Year 

2017: Winner
Finance Director 

of the Year 



PROPERTY 
PROFILE

1,284 
properties

845 
two bedroom
bungalows

238 
one bedroom 

bungalows

191 
sheltered properties

750+
on our waiting list

 NOVEMBER 2018



37% 
male

63% 
female

3% 
under 60

6% 
90+

40% 
walking

difficulties

15% 
hearing 

impairment

12% 
visual 

impairment

26% 
60-69

38% 
70-79

27% 
80-89

DECEMBER 2018

RESIDENT 
PROFILE



C U STO M E R
F E E D B A C K

33 complaints and we 

responded to 28 in five 
working days or less. 
6 complaints could not be 
resolved at the first stage. 

 96.2% of residents are satisfied we give 
them the opportunity to make their views known.

YO U  S A I D  W E  D I D
Can you make sure repairs are done quickly?  

We take on average just over three days to complete 
all urgent and routine repairs and prioritised those 

repairs that are important to residents.

19 complaints of anti-
social behaviour and we 

responded to all 19 in  
ten working days or less. 

67 compliments mostly 
about our repairs, major 
works and grounds 
maintenance services.

P E R F O R M A N C E 
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P E R F O R M A N C E
78.4% of residents satisfied with the standard and 

condition of their home when they moved in.   

On average each property that became empty 
 took 22.17 days to let.

W H AT  O U R  R E S I D E N T S  S AY 
“Everyone who has walked into our home  

has fallen in love with it” 

Let 188 homes, including 
39 new two bedroomed 
bungalows. 

Let 123 homes in 14 calendar 
days or less.  

10 homes were empty and 
waiting to be let at the end of 
March 2018. 

Spent £163,000 on bringing 
empty homes back up to 
standard so they could be re-let.

T E N A N CY
A N D  L E T T I N G S

Broadway Manor
Broadway Drive
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We collected 100.4% of rent and arrears owed.  
 
Our current resident arrears was 0.49% of rent owed.  
 
Our former resident arrears was 0.22% of rent owed.  

3 out of 4 residents use the easy option of Direct 
Debit to pay their rent and service charges. 

Our income was £7,595,326 and we made a 
surplus of £1,312,851 which we use to pay our 
loans, maintain our existing homes and build new 
ones when possible.

  
Our average general needs  

rent was £89.66.

I N C O M E
M A N A G E M E N T

 We provide a range of services, such as reporting 
repairs and checking your rent balance online. We 

also offer incentives if you switch the 
 way you pay your rent to Direct Debit. 

Call 01482 223783 for more details.

D I D  YO U  K N OW ?

P E R F O R M A N C E

David Lister Drive
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Spent around £318,000 on 
maintaining the grounds 
around our homes.
 
 

 
Spent just under £195,000 on 
our painting programme. 

Worked with pupils from 
Greenway Academy to 
transform and develop a 
sensory garden at Green Close.

P E R F O R M A N C E
95.8% of residents are satisfied with their 

neighbourhood as a place to live. 

YO U  S A I D  W E  D I D
Can you remove some of the old shrubs  

outside our homes?  
We have developed a strategy with Glendale, our 

grounds maintenance contractors, to remove old shrubs 
and replace them with grass and smaller shrubs. We 

started this work at Cromarty Close, East Hull. 

O U R
N E I G H B O U R H O O D S

 We organised 11 trips attended by  
over 250 residents.
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Over the last seven years 
we have built 94 two 
bedroomed bungalows. 

We have plans to build 
and let another 67 two 
bedroomed bungalows. 

We have ambitions to build 
more homes to meet the high 
demand that we experience 
for them.

PA R T N E R S  VO I C E
 “Hull City Council was pleased to make land at the 
David Lister site available to PFH and support their 

bid for grant funding so they can build on what is an 
innovative and exciting development”  

Councillor John Black,  
Portfolio Holder for Housing, Hull City Council

N E W
H O M E S

The opening of the Newington 
and St. Andrews development
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PERFORMANCE
93% of urgent and routine repairs were completed within 

target time.  
 

82.3% of repairs were fully carried out at the first visit.  
 

98.5% of residents were satisfied with the repairs service. 

ALL homes we offer meet the decent homes standard. 

YOU SAID WE DID
Can you ask contractors to show identification 

when they come to our homes? 
We instructed all contractors to ensure staff wear and 
show their ID badges even if they know the resident.

We spent over £632,000 
on day to day repairs and over 
£1,147,000 on major works.  

As part of our day to day 
works we carried out 878 
emergency and 3,315 urgent, 
routine and routine planned 
repairs, carried out 24 major 
adaptations. 

38 kitchens, 135 sets of 
windows, including at Humber 
View

R E PA I R S
A N D  M A I N T E N A N C E

Junella Close
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We involved the Residents Committee in 
agreeing our key performance indicator 
targets and have a number of ways that 
residents can get involved and have 
their say about our services, including 
the relaunched independent Resident 
Led Scrutiny Panel. 

Last year, residents helped us choose our 
responsive repairs contractors.

P E R F O R M A N C E
96% of residents are satisfied with the 

opportunities we offer to make their views known.

95.4% satisfied that we listen to their views 
and act upon them.

O U R  VO I C E 
 “Our resident’s views help us to shape our services 

and we continually ask residents what they think about 
repairs they have done and our services in general”  

Paula Kelly – Resident Services Director 

YO U  S A I D  W E  D I D  
I don’t want to go to meetings, how can I give you 

my views?  
We have a range of involvement options you can take 
part in. Call us on 01482 223783 and ask about our 

Resident Involvement Menu.

R E S I D E N T
I N V O LV E M E N T
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H E A LT H
A N D  W E L L- B E I N GDuring 2017-18 residents and 

staff embraced our City of Culture 
celebrations and took part in a range of 

events including:

Our Lives Our Hull

The Big Elastic Band

Hull’s Got Talent (55+)

Morning Chorus (see picture)

Craft Sessions

Internet Workshops at three  
sheltered schemes

We also introduced P.A.V.E (Positive 
Ageing Volunteer Experiences) and have 

volunteers signed up already, if you 
would like to find out more call us on

01482 223783
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Made £59,831 from our investments. 
Earned over £36,000 in Feed in Tariff from our solar panels.

You can find a copy of our VFM report on our website at 
www.pfh.org.uk

  P E R F O R M A N C E 
97% satisfied their rent is VFM. 95.4% satisfied that their  

service charges are VFM. 
Wrote off £8,400 of rent owed as uncollectable.  

Our Expenditure  
2017-18

Management 
Costs & Staff 

Salaries

Service & 
Support Costs

Insurance  
Costs

Loan 
Repayment 
& Bank 
Charges

Repairs & 
Maintenance

Other 
Costs

23p

25p

19p

19p 5p
9p

Our Income 
2017-18

Rents

Service 
Charges

18p
6p

76p

Grants, 
Investments  
& Other 
Income

VA L U E 
FO R  M O N E Y

Malin Lodge
Maybury Road
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O U R  B O A R D
 

PFH is governed by a Board of Trustees. These are 
volunteers who bring experiences and skills that enable 
them to lead the organisation, setting the direction and 
standards that they wish the staff team to follow in order 
to ensure we achieve the best services possible to our 
residents whilst remaining financially sound and strong. 

Our organisation is regulated by both the Charity 
Commission and The Regulator of Social Housing, who 

regularly assess us to ensure we are meeting their 
required standards.

Our Board consists of 12 Trustees which include two  
co-opted Resident Trustees and two Trustees nominated 
by Hull City Council. The biographies of our Trustees are 

available on the PFH website - www.pfh.org.uk

The Board meets several times during the year and once 
a year we hold an Annual General Meeting. Most of 

our Trustees also sit on our two committees – Audit and 
Risk Committee and Governance and Remuneration 
Committee. Our Boards and Committees record their 

meetings. Minutes of our board meetings are also 
published on our website. 

The Board is committed to the principles of good 
governance and particularly in respect of openness, 

transparency and accountability. 

G OV E R N A N C E

P E R F O R M A N C E

96.6% satisfied with the overall service we provide.  

82% trustee attendance at meetings.Humber View 
Victoria Dock
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YO U  S A I D  W E  D I D 
Can I get information from you 

electronically?  
Over 170 residents have e-mail addresses 

and we are now sending out rent statements, 
People First and the Annual Report 

electronically to these residents.

O U R  D I G I TA L
F U T U R E S

Over the next few years we will be working 
with residents to ensure they can better 

access services that we offer and services 
that the government deliver online. One of 

the starting points for this was to rebrand the 
association and its website 

www.pfh.org.uk 

where you can find lots of useful information.

D I D  YO U  K N OW ? 
As part of our drive to increase VFM we are 
looking at staff being able to work remotely, 

away from the office and spending more time 
with residents.
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CHIEF EXECUTIVE’S  
ROUND UP

Claire

The Board and staff team at PFH remains committed to maintaining the balance between 
existing residents’ needs, continuing to invest in our existing homes and meeting the 
demand for new homes is something I am conscious of every day.  

It is an on-going challenge to retain and improve the right services for older people at an 
affordable cost. Our services, as can be seen throughout this Annual Report, are generally 
high performing but our costs need to remain in check so that we can keep rents and 
service charges affordable. During last year we implemented a number of projects to 
reduce costs and we undertook a sheltered housing review and a service charge review. 
Within these reviews we wanted to reduce inefficiency but not at the detriment of things 
that matter most to residents. 

As well as a focus on being a great landlord we also want to support our residents’ well-
being. In particular, supporting the work of our partners which leads to the reduction of 
loneliness and isolation and the avoidance of stays in hospital or residential care for older 
people who would choose to be at home. 

We embraced last year as the City of Culture 2017 and residents were enthusiastic to 
take part in celebrating all the fantastic things Hull has to offer. Highlights for me included 
on a chilly morning in April residents and the general public took part in “Challenge Hull 
Week 15 Morning Chorus” when Paragon Station and the interchange reverberated with 
song and the “Made in Hull “creative arts and dance piece which portrayed the stories of 
a number of our residents’ lives. 

Finally I would like to highlight that PFH will continue to work with residents on the 
Government’s Transformation Strategy which will lead to many advice and benefit services 
becoming “digital by default”. That means you can only access them through the internet. 
We are seeking to offer resident help and support with their IT skills but also to develop 
more of our services with an option to access them online.  

We really hope you enjoy this Annual Report and remember once you’ve had a good 
read to keep it for use as a calendar. 

The Annual Report is one of the most important documents we 
provide to our residents and other stakeholders each year as it 
demonstrates to you how we are performing as your landlord and 
as an accountable charity.
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 PICKERING & FERENS HOMES
As at 

31/3/14
As at 

31/3/15
As at 

31/3/16
As at 

31/3/17
As at 

31/3/18
  Number of Properties - Owned 1,215 1,230 1,230 1,247 1,285
Number of Properties - Managed 31 31 31 31 31

Number of Properties - Let 145 119 109 134 188
Percentage Stock Turnover 11.9% 9.7% 8.9% 10.9% 14.6%

Average Rent (Maintenance) £81.66 £84.93 £86.77 £86.67 £89.66
Number of Staff Employed 44 44 41 37 41

Average Staff Sickness in Days 15.5 days  8.1 days 5.9 days 7.7 days 17.11 days
Percentage Staff Turnover 6.8% 13.6% 17.8% 21.7% 19.5%

Financial Turnover £6,664k £7,089k £7,516k £7,572k £7,584k
Operating Surplus £2,074k £1,213k £1,596k £1,826k £1,645k

HOW WE COMPARE TO OUR PEERS As at 
31/3/15

As at 
31/3/16

As at 
31/3/17

As at 
31/3/18

Upper 
Quartile Median

Lower
Quartile

Reinvestment in Existing Stock & New Build 4.54% 1.32% 10.44% 12.55% N/A N/A N/A
New Supply Delivered as a % of Total Stock 

Owned
1.22% 0% 1.36% 3.04% 2.21% 1.10% 0.16% 

Adjusted Net Gearing 9.61% 5.88% 5.69% 13.26 54.05% 41.60% 30.78%
EBITDA (MRI) Interest Cover 1,421% 1,375% 522% 470% 301% 228% 166%

Headline Social Housing Cost Per Unit £4,255 £4,248 £4,366 £4,105 £4,371 £3,306 £2,865
Operating Margin (Social Housing Lettings) 16.47% 20.85% 23.22% 20.80% 37.43% 31.56% 24.26%

Operating Margin (Overall) 17.11% 21.24% 24.12% 21.69% 35.91% 30.28% 22.48%
Return on Capital Employed 2.10% 2.71% 2.54% 2.21% 5.32% 4.00% 3.03%

Pickering & Ferens Homes Comparators as at 31/3/17

K E Y  P E R F O R M A N C E  I N D I CATO R S

VA L U E  F O R  M O N E Y  I N D I CATO R S



THE REGULATOR OF 
SOCIAL HOUSING 
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
Central Square 
29 Wellington Street
Leeds
West Yorkshire
LS1 4DL

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

Solicitors:
Andrew Jackson LLP (Hull)
Rollits LLP (Hull)
Walker Morris LLP (Leeds)

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

OUR ADVISORS CURRENT TRUSTEES 
AS AT JULY 2018

Trustee Committee Membership

Peter Stones – 
Independent Trustee

Chair of the Board 
/ Governance and 
Renumeration

Councillor Peter Allen – 
Nominated Trustee

Governance and 
Remuneration 

Lucie Bryan – 
Independent Trustee

Godfrey Burley – 
Independent Trustee

Chair of Audit and Risk 
/ Governance and 
Remuneration

Kate Calvert – 
Independent Trustee

Governance and 
Remuneration

Paul Common – 
Independent Trustee

Audit and Risk

Andy Gladwin – 
Independent Trustee

Audit and Risk

Tom Hogan – 
Independent Trustee

Chair of Governance 
and Remuneration

John Holliday – Resident 
Trustee

Chair of Residents 
Committee 

Councillor Gwen Lunn – 
Nominated Trustee

Audit and Risk 

George Stewart – 
Resident Trustee

Residents Committee

Cheryl Walker – 
Independent Trustee

Audit and Risk



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

Regulator of Social Housing: Registered number A4020

Charity Commission: Registered number 1014862

National Association of Almshouse: Registered number 981

CONTACT DETAILS

Telephone Hours
Weekdays

9.00am - 5.00pm

(9.00am - 4:30pm - Friday)

Office Opening Hours
Weekdays

10.00am - 3.00pm


