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1. Purpose 

The purpose of this strategy is to provide Trustees, staff and customers with a framework 
as to how Pickering and Ferens Homes (PFH) aims to continue to reduce disadvantage 
and potential discrimination across the services we provide, within the communities 
within which we work; and for the people we employ or who may wish to seek 
employment with us. 

Our mission as an organisation is to: Provide quality homes and services which 
enhance later life. 

PFH’s 3 year vision is driven by the following factors: 

• A desire to be a local organisation delivering quality nationally recognised exemplar 
services to older people  

• A commitment to reviewing our performance, reducing costs and maintaining quality 
services so that they are competitive, affordable and achieve value for money as 
judged by sector comparisons and our customers 

• A desire to meet local demand by providing a supply of new housing for older people 
in our localities  

• The opportunity to review and modernise our strategic approaches and working 
practices so that they remain relevant, offer choice and recognise differing needs 

• The opportunity to work with partners to deliver health and wellbeing outcomes 
particularly with regards to combatting loneliness and isolation and to offer PFH’s 
homes as a ‘home for life’ wherever possible 

• A desire to build the skills and knowledge of our hard working and committed 
trustees and staff team to enable them to effectively set and deliver the vision 
outlined in the corporate plan. 

Fundamental to this mission, vision and associated goals is our commitment to promote 
equality of opportunity, value diversity and seek to tackle social exclusion. 

• This strategy in tandem with PFH’s Equality and Diversity Policy Statement 
(Appendix 1) recognises our continued commitment to comply with section 149 of 
the Equality Act 2010. It requires public bodies when carrying out functions of a 
public nature for the purposes of the Human Rights Act 1998, to comply with the 
Public Sector Equality Duty in relation to employment, access to services, 
procurement and decision making by giving due regard to advancing equality of 
opportunity by: 
 

• Eliminating discrimination, harassment, victimisation and any other conduct 
prohibited by the Act; 

• Advancing equality of opportunity between persons who share a relevant 
protected characteristic and those who do not; 

• Fostering good relations between persons who share a relevant protected 
characteristic(s) and those who do not. 
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PFH will continue to consider removing or minimising disadvantage, as well as 
encouraging and tackling prejudice suffered by people because of one or more of the 
following protected characteristics: 

• Age 
• Disability 
• Gender 
• Gender reassignment 
• Marriage and civil partnership (only in respect of the requirement to have due 

regard to eliminate discrimination) 
• Pregnancy and maternity 
• Race (includes ethnic and national origins, colour or nationality) 
• Religion or belief (includes non-belief) 
• Sexual orientation 

This Strategy has been developed to take into account PFH’s 

• Legal obligations under the Equality Act 2010; 
• Aims and objectives under PFH’s Business Plan; 
• Response to current and potential external and internal influences relating to 

equality and diversity for PFH over the next 3 years; 
• The diverse profile of, and feedback received from PFH customers and staff. 

 

2. Key External Influences 

The following key external influences for PFH have been identified: 

• The Office of National Statistics (2012) has indicated that the UK population is 
expected to increase by 9.6m over the next 25 years to 73.3m by 2037.  

• In 2037 21.6m will be aged over 60. 
• The population is projected to continue ageing with the average age rising from 

39.7 years in 2012 to 40.6 years in mid-2022 and 42.8 by mid-2037 
• The number of people aged 80 and over in the UK is projected to more than 

double to 6 million by mid-2037 
• The expected ethnic minority population (including other white) is expected to 

increase to 27% by 2031 and 43% by 2056 with half of the 0-4 age group being 
members of the minority population. 

• The Equality and Human Rights Commission estimate the Lesbian, Gay and 
Bisexual population in Britain is between 5-7%. 

• Inadequate and unsuitable housing increases the risk of severe ill health and 
disability for both adults and children. Residents who are disabled are at greater 
risk of experiencing social isolation and becoming victims of hate crime. 

• The Government are designing access to public services and state benefits 
which are ‘digital by default’ meaning that customers who have a range of 
learning or health issues, or are financially excluded, will find it difficult to 
navigate online services and access benefits. Internet usage is lowest within the 
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over 75 age groups and half of people who have never used the internet are 
disabled as defined by the Disability Discrimination Act. 

• The Regulator for Social Housing has identified that out of 930 consumer 
standard related complaints received over 2 years equality issues increased from 
20% to 34% in 2013/14. 

• A number of competitor organisations have adopted a customer segmented 
approach to better understand their customers in terms of their profile, where 
they live, how they access housing services and how they behave. They have 
then established customer segments and target message and resources in 
different ways to each segment to achieve a most effective response. 

• 2011 census data for Hull indicates that 10.3% of the city’s population are from 
non-white (Black, Asian and Minority Ethnic) or other white ethnic backgrounds. 
6% of the population were identified as having a long term illness/ disability. 

• A sector wide challenge to influence and create greater diversity within the 
leadership of housing associations where only 4.5% of senior executives are from 
BAME backgrounds and only 10 executives nationally identify themselves as 
LGBT. 
 

3. Key Internal Influences 

The following key internal influences for PFH have been identified: 

• Following the implementation of the Equality Act 2010 there has been a shift 
towards robust, recorded equality analysis rather than the completion of equality 
impact assessments. Positive Difference Analysis is seen as the most effective 
way of identifying barriers to equality and promotion of non-discriminatory 
practice. 

• Customer insight data has been routinely collected by PFH over the last 2 years 
and we now have known data for 1430 residents. This data  is now being used to 
develop a more comprehensive knowledge and understanding of resident’s 
characteristics, situations and behaviours. A customer insight refresh policy to 
ensure this data is kept up to date is under development. 

• Equality and diversity training was delivered to PFH staff and available to 
Trustees in 2014 but reviews of the training provided was mixed and requires 
refreshing. Four trustees completed a related e-learning course in 2017. We no 
longer have an equality champion identified within the Board of Trustees. 

• PFH have undertaken a programme of equality based service reviews using the 
National Housing Federation published guidance.  

• We have completed a number of service specific action plans against a 
programme set out using National Housing Federation guidance. Please refer to 
appendix 1. 

• To support the customer profile work undertaken we also have a clear staff and 
trustee and other stakeholders equality and diversity profile in place. The 
association does not hold any accolades or bespoke accredited standards in 
respect of equality and diversity with the exception of the Positive about Disabled 
‘Two Ticks’ award. Elements of this work however are assessed through the 
Investors in People Gold and Customer Excellence Standard that PFH have 
achieved. 
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• PFH have an identified aspiration within its business plan to achieve an 
accredited validation of its progressive work in relation to equality and diversity by 
2017. However resource capacity has prevented this from being achieved. 
 

4. Interdependencies 

Equality and Diversity is an overarching requirement. Many aspects of service delivery, 
recruitment and employment have a relationship and are interdependent to this strategy. 
Examples include: 

• Staff Code of Conduct 
• Trustee Code of Conduct 
• PFH Complaints Policy 
• PFH Grievance Policy 
• PFH Disciplinary Policy 
• PFH Recruitment and Selection Policy 
• Anti-Social Behaviour, Harassment and Hate Crime Policies 
• Domestic Abuse and Safeguarding Policies 

 

5. Key Strengths and Weaknesses 

Strengths Weaknesses 
• Equality and Diversity Strategy and 

Policy developed 
• Equality and Diversity service 

development group in place 
• Positive about Disabled Two Ticks Award 
• Positive achievements within Customer 

Excellence and Investors in People Gold 
Award 

• Service Reviews underway 
• Positive Difference Analysis (PDA) tool in 

use 
• Targeted approach to involvement being 

developed 
• Communications Strategy developed 
• Customer satisfaction and feedback 

collated and defined by characteristics of 
customer groups 

 

• E&D training undertaken but refreshers 
required for Board and staff. 

• Access to services and communications 
work requires strengthening to reflect 
age and disability needs 

• Staff and Trustee profile should reflect 
community profile and best practice. 
Where necessary proactive actions 
should be taken to target under-
representative groups – limited success 
to attract diverse candidates to date. 

• Specialist accreditation not in place 
• No Trustee champion in place 
• Resource capacity 
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6. Risks 

In order to ensure that neither the organisation nor the service is exposed to 
unnecessary risk, the following areas have been considered as part of the action 
planning process: 

Risk Mitigating Actions 
Skills and knowledge Ensure all trustees and staff have the 

necessary skills and knowledge to promote 
equality and diversity within their work 

Failing to give due regard to the Public 
Service Equality Duty 

Ensure all managers are trained on and 
complete PDAs when writing new policies, 
strategies and procedures as well as when 
commissioning and de-commissioning 
services 

Failure to respond to differing needs of 
customers in service development 

Ensure use of customer insight information 
to shape and propose new or revised service 
arrangements that meet strategic plan 
objectives. 

PFH cannot demonstrate diversity within its 
staff, board or resident profiles. 

Ensure that PFH promotes inclusivity 
through its communications and highlights 
desire to address under-representative 
groups especially within application and 
allocation processes 

 

7. Action Plan 

PFH will implement the attached SMART Action Plan (Appendix 1) 

The actions incorporated into this Strategy’s Action Plan will: 

1. Develop and support a framework of standards across PFH which deliver a fair 
outcome to all residents 

2. Generate and sustain a culture where equality and diversity is embedded and 
valued; 

3. Treat our customer’s fairly and with respect by ensuring equal access to services; 
4. Demonstrate that PFH understands the different needs of our residents in relation 

to their equality related characteristics and those with additional support needs; 
5. Consider all protected characteristics but based on the profile of PFH applicants 

and residents focus resource on tackling issues in relation to gender, age and 
disability positive access and anti-discriminatory work. 
 

8. Monitoring, Evaluation and Strategy Review 

The Action Plan will be reviewed and updated by the author on a six monthly basis, with 
overall performance monitored annually by the Board of Trustees. 

This strategy will be reviewed every 3 years – or more frequently if required. 
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PFH Equality and Diversity Policy Statement (May 2019) 

1. Introduction

Pickering and Ferens Homes (PFH) is a non-profit making registered Housing Association, a 
registered charity and a member of the National Almshouse Association. 

The association is subject therefore to the control and guidance of the Charity Commissioners and 
The Regulator for Social Housing.  In addition the association complies with the Standards of 
Almshouse Management.  

PFH is a local organisation operating within Hull and the East Riding of Yorkshire and commits itself to 
fairness and equality for all, operating with professionalism, integrity, and openness, and a belief that 
everyone is entitled to be treated with dignity, respect and fairness, regardless of: 

• age
• gender reassignment
• being married or in a civil partnership
• being pregnant or on maternity leave
• disability
• race including colour, nationality, ethnic or national origin
• religion or belief
• sex
• sexual orientation

Our aim is to ensure that our policies and procedures do not knowingly create an unfair disadvantage 
for anyone, directly or indirectly.  Complying with various regulations is essential.    

In recognising the value of diversity and promoting an inclusive culture, we are committed to equality 
and fairness in all our activities.  We accept our responsibility to challenge and reduce unfair 
disadvantage by adapting our homes and services to make them accessible to our residents and 
potential residents. PFH will ensure that we carry out the public service equality duty as set out in the 
Equality Act (2010). 

2. Responsibilities

Everyone at PFH has a responsibility to ensure that this policy is put into practice.  We expect a 
commitment from everyone to ensure that their action does not lead to unlawful discrimination. 

The Board takes responsibility for: 

• Ensuring that everyone within the association complies with the ethos of respect and
fairness.

• Making resources available for implementation.
• Monitoring performance and agreeing corrective action where necessary.
• Reviewing the Equality and Diversity Strategy (latest review May 2018)

https://www.gov.uk/working-when-pregnant-your-rights
https://www.gov.uk/definition-of-disability-under-equality-act-2010
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The Chief Executive and the Senior Management Team are responsible for: 
  

• Monitoring to ensure that our commitment to equality and diversity is consistently applied 
in all areas of work.  

• Ensuring that all staff are aware of the equality and diversity strategy, and about their own 
specific roles and responsibilities in achieving its objectives.  

• Reporting to the Board as and when required.  
  
PFH staff have a responsibility to ensure that they practice and promote equality and diversity in their 
day to day activities. We work with a wide variety of organisations and individuals, such as 
contractors, consultants and suppliers.   Their support and co-operation to adhere to this policy is 
essential. 
   
Deliberate acts of discrimination, including victimisation, harassment, instruction or pressure to 
discriminate, will result in serious disciplinary action taking place possibly including dismissal of 
employees and termination of contracts with external agents. 
 
3. Practice 
 
This policy applies to all activities, and especially in the following: 
 
a) Corporate Commitment and Continuous Improvement 
  
For our Equality and Diversity Strategy and Policy to be effective, everyone at PFH must know about 
it.  A copy of this policy is given to all employees and external agents.  We provide appropriate training 
for staff, and recognised resident’s associations in order, to ensure the effectiveness of our policy.   
  
Service Improvement Reviews take into account equality and diversity concerns when considering 
improvements to the way we deliver our services to customers. 
   
b) Recruitment of Board Trustees 
  
There is a written Recruitment Procedure for the appointment of Board trustees, which is fair and 
transparent.   
  
Board trustees are chosen on the basis of their knowledge, skills and abilities to manage and take 
responsibility for Pickering and Ferens Homes. 
 
We invite all sections of the community to apply as Board trustees when vacancies occur and actively 
seek engagement with members of under- represented groups.   
 
c) Employment 
  
All employees are appointed according to our written Recruitment Procedure, the intention of which is 
to ensure that we have a wide range of applicants to choose from, and a fair selection process.    
  
Additional responsibilities apply to those who recruit and/or manage staff to ensure that terms and 
conditions of employment, including access to training, development and promotional opportunities, 
and other benefits, do not unlawfully discriminate against any specific groups or individuals. 
 
In recognising the value of diversity, the aim is to ensure that the make-up of our work force reflects 
the communities we serve.   
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d) Awarding contracts 
  
Moral and legal obligations to promote fairness are put into practice when awarding contracts to 
builders, consultants and suppliers, in accordance with our written procedures for the appointment of 
external agents. 
  
When engaging external agents to work on our behalf, we will require their commitment to conduct 
themselves in a manner which reflects the Association’s Equality and Diversity Policy.   
 
Details of their own relevant policies will be required.  SME businesses for example, which do not 
have a current policy in place, are encouraged to adopt PFH’s Equality and Diversity Policy. 
  
Decisions on contracts awarded will be based on objective criteria to assess the agents’ ability to carry 
out work to required standards, timetables and budgets.   
   
e) Fair access to homes and services 
  
As a social landlord it is important that our homes are available to all people in the communities in 
which we work.  The main aim of the Lettings and Allocations criteria, policy and procedures is to let 
accommodation to those in greatest need.  Allocations will be made to future beneficiaries in 
accordance with the association’s Charitable Trust Deed, of the 28th December 2012. 
  
The association can provide access to interpreters for minority languages including sign language, 
and can organise written material in large print and Braille where necessary.  Our offices, Retirement 
Living Plus Schemes and Pop In Centres are wheelchair accessible.  An induction loop has been 
provided in the main reception area and board room at our main office. 
 
The association also works in partnership with the local authority and others, in order to try to meet the 
housing needs of older people in the community in which we work.  We will also consider assisting 
particular vulnerable groups who may fear harassment or hate crime, by incorporating design features 
to enable people to feel secure.  
  
f) Resident satisfaction 
  
Our aim is to ensure that all residents are equally satisfied with the services, which we provide.    
Surveys are undertaken in order to obtain information for further analysis, and subsequent action. 
 
g) Resident Involvement and Participation 
  
We believe that resident involvement and consultation is at the centre of delivering quality homes and 
designing services around the needs of customers.  It is essential to ensure that flexible consultation 
and participation methods are fully available. 
  
We encourage all residents to join Residents Associations, and expect membership of those groups to 
reflect their local communities. 

  
The Resident Involvement Strategy allows all residents to have the same opportunities and to have a 
say in how services provided by the association are designed and delivered.   
 
h) Anti-social behaviour 
  
PFH believes that no one should live in fear of harassment.  By fully committing ourselves to ensuring 
that effective action is taken against perpetrators of all forms of anti-social behaviour. 
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The following specific policies to ensure that residents are able to live in safe and secure 
environments have been provided:- 
  

• Anti-Social Behavior 
• Harassment  
• Hate Crime 
• Safeguarding 
• Domestic Abuse 

  
The Licence Agreement requires residents and members of their households and visitors, not to 
harass, intimidate or create any nuisance.  The Residents Handbook provides details of the above 
policies and procedures and encourages residents to inform us of any breaches so that we can 
investigate them. 
  
Effective systems and resources are available to support victims and for taking action against 
perpetrators.  It is equally important to provide the best possible support to victims.  Training for staff is 
structural to these policies.  
 
4. Monitoring and Evaluation 
 
The Board will monitor the effectiveness of practice against policy by a 3 year review of strategy and 
policy and an annual review against an agreed improvement action plan. 
 



7 

9. Appendices

Appendix 1 - Equality and Diversity Action Plan  
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Appendix 1 

PFH Equality and Diversity Annual Action Plan – May 2019 update 

Objective 1 - Develop and support a framework of standards across PFH which deliver a fair outcome to all residents 

Action Responsibility Target date Progress Completion Y/N 
Complete outstanding 
reviews and create a 3 year 
programme of refresh 
reviews  

See schedule  As per schedule  2018/19 Employment, training and staff 
development review complete 

Allocations and lettings review 
complete 

Rent arrears and financial inclusion 
review complete 

Resident involvement strategy 
complete 

Revised programme of reviews set 
and monitored by E&D working 
group 

Partial 

Train new staff and carry out 
Positive Difference Analysis 
on all new and reviewed 
strategy, policies and 
procedures 

All responsible Managers as 
per schedule 

30 June 2018 Training provided to management 
team March 2019 

Y 

Use the customer complaints Gavin Clark Quarterly complaints review See report on May 2019 Board Y 
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process to drive continuous 
improvement and establish 
any trend information which 
may have an E&D element 

and May Board 2018 agenda 

Consider the profile of 
applicants for new housing 
and transfers to identify any 
E&D related trends 

Kate-Marie Crowley May Board 2018 See attached appendix to this report 
 
 
 

Y 

Objective 2 - Generate and sustain a culture where equality and diversity is embedded and valued 
 
Action  Responsibility Target date Progress  Completion Y/N 
Provide training to Trustees, 
staff and contractors to 
create better awareness 

Claire Warren/Racheal Hoult 30 June 2018 Completed with Sheena McDonnell 
10 January 2019 

Y 

Identify areas of under 
representation within the 
Trustee, staff or contractor 
profile and seek to address 
through positive promotion 
of opportunities within 
under-represented groups 

Racheal Hoult / Sharon 
Brookes/ Debbie Murgett 

On-going as vacancies arise – 
consider training and 
development related 
opportunities for under-
representative groups e.g. 
placements 

No current vacancies  - taken 
into account in 2018/19 
recruitment exercises 
 
Staff gender balance 
improvement 

Y 

 
 
Objective 3 - Treat our customer’s fairly and with respect by ensuring equal access to services 
 
Action  Responsibility Target date Progress Completion Y/N 
Ensure delivery of Customer 
Access Strategy are delivered 

Gavin Clark As per plan 2018/19 Complete Y 

Improve approach to E&D 
within customer excellence 
accreditation assessment 

Paula Kelly 31 December 2018 Positive assessment – reaccreditation 
achieved 

Y 

Report service satisfaction 
by characteristics to identify 

Gavin Clark 
 

ongoing To be developed 2019/20 N 
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any E&D related patterns  
 

Objective 4 - Demonstrate that PFH understands the different needs of our residents in relation to their equality related 
characteristics and those with additional support needs 
 
Action  Responsibility Target date Progress Completion Y/N 
Undertake review of 
resident profile to gain 
customer insight information 
and to ensure information is 
regularly updated. 

Gavin Clark 31 May 2018 6 monthly reviews completed – see 
appendix to this report 

Y 

Demonstrate through an 
annual statement where the 
customer insight information 
has been used to shape 
service improvements at 
strategic, policy or 
operational level. 

Gavin Clark May Board 2018 Under development N 

Re-evaluate external 
accreditation options 

Claire Warren 31 December 2018 Decision not to pursue at this stage  - 
work on IIP and CIH charter 
credentials 

Y 

 
 
Objective 5 - Consider all protected characteristics but based on the profile of PFH applicants and residents focus resource on 
tackling issues in relation to gender, age and disability positive access and anti-discriminatory work. 
 
Action  Responsibility Target date Progress Completion Y/N 
Create communication 
options for residents with 
visual and hearing difficulties 

Racheal Hoult/ Gavin Clark 30 September 2018 RNIB scheme evaluated 
Videos produced for website 

Partial 

Create involvement options 
for residents with mobility 
difficulties 

Paula Kelly 30 September 2018 Ref to resident involvement strategy 
and focus group proposals 

Y 
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Create involvement options 
to attract a mixed profile of 
residents 

Paula Kelly 30 September 2018 To be further developed N 
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