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R E P O R T



C H A I R ’ S 
W E LC O M E

Becoming the chair of the Board of Trustees here 
at PFH is both an honour and a big responsibility. 
Over the last year, the association has met the 
constant challenge in maintaining homes to 
the highest possible standard. We have also 
developed new homes to meet the increasing 
demand for high-quality housing for older 
people in the communities we serve. Overall, we 
have spent more than £1.5m on upgrades and 
improvements. 

Our focus has been on seeking out best practice 
and value for money, making financial savings 
wherever possible without detriment to our 
customers or our goals to grow and strengthen 
the charity. We have a strong platform from 
which to move forward and test ourselves 
against future challenges. 

This year we carried out a stock condition survey 
on a large number of properties which helps us 
to look more closely at the investment we need 
to make over the next 30 years and so that we 
can start to financially plan now for the future. 

This work also included us taking an in-depth 
look at the safety of our buildings and homes 
where we feel we need to consider how we can 
keep them in demand in the future by making 
improvements like insulation and remodelling.

The main thing that I think sets the association 
apart from other social housing providers is the 
emphasis it places to its residents’ health and well-
being. The association’s Health and Well-being 
Strategy is clear that happy and healthy residents, 
living in warm safe and affordable homes, 
underpins what we do and makes good business 
sense. Our investment in health and well-being 
programmes and activities are testament to this. 

We hope that we can transform our residents’ 
lives by providing great services, as well as lots 
of opportunities to be involved in activities to 
feel valued and included. It is through this that 
we can help to avoid negative health impacts 
in older people that are associated with poor 
housing, loneliness and isolation.

I’m proud to say that our new flagship 
development on the old David Lister School 
site “Newbridge Village” is now completed. We 
share the site with the Jean Bishop Integrated 
Care Centre, which is set to transform the care of 
older people in Hull by providing out of hospital 
care, reducing unnecessary hospital admissions, 
enabling residents to keep fit, healthy and living 
independently in their own homes.

Our new homes complement this facility perfectly 
and have been carefully designed to provide 
wherever possible ‘homes for life’. We are looking 
forward to seeing our new residents settle and 
become part of the vibrant community scene that 
is being created there.

On a final note I am delighted to announce that 
the association has chosen Butterflies Memory 
Loss Support Group as its charity of the year for 
2019 and you can read more about the group 
and the work of their dedicated staff team below.

I hope you enjoy reading this Annual Report and 
I would like to thank you all for your ongoing 
support.

 
Pete Stones
Pete



B U T T E R F L I E S 
C H A R I T Y
Butterflies Memory Loss Support Group was set up by June Cooke in 
2010 after her father, George, was diagnosed with dementia in 2008. 
While there was great support for individuals diagnosed with the 
condition, there lacked support for families and friends as well. 

The association places great value on the health and wellbeing of 
its residents and we work with residents to support them to continue 
to live independently in our homes. Over the last year, the team at 
PFH has been keen to do more in the community and support a local 
charitable cause that worked primarily with older people. From several 
suggestions put forward, the one that was chosen was Butterflies 
Memory Loss Support Group which supports people with dementia 
and people who care for those with dementia. 

Dementia is progressive and can include memory loss and difficulties 
with thinking, problem-solving or language. In the UK, dementia affects 
more than 830,000 people and about 23 million people have a 
close friend or family member with dementia. The number of people 
diagnosed with dementia is expected to rise to one million by 2025 
and two million by 2051. Many of the activities that Butterflies run are 
designed to combat the isolation that memory loss can bring and to 
support care givers. The activities that Butterflies run cost money but 
just as important is the time volunteers spend working for the charity.

Staff at the association have started to fundraise and give time as 
volunteers for this worthy cause as you can see from the picture.

If you would like to know more about Butterflies Memory Loss Group 
you can get in touch in the following ways

www.butterflies.org.uk/ www.blog.butterflies.org.uk butterflieshull butterfliesmlsg butterfliesmlsg@yahoo.co.uk



of calls were managed for us 
by the Customer Support Team

PERFORMANCE

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

97.4%

35 compliments received.

6 suggestions made.

All complaints were answered in an average of 9 days.

17complaints were resolved at the first stage. 

22 anti social behaviour cases opened and 22 responded to in time.  

P I C K E R I N G  C R E S C E N T



D I D  Y O U  K N O W ?
We value your feedback good or  

bad, if you wish to complain you can  
do so  in any of the following ways: 

In person By telephone
01482 223783

By letter By Fax
01482 223805

e-mail  
 info@pfh.org.uk

Online at  
pfh.org.uk/contact-us/



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

We spent over £630,000 on day-to-day 
repairs and over £1,750,000 on major works.  

As part of our day-to-day works our 3 major repair 
and maintenance contractors carried out over 1,400 
emergency and almost 2,600 urgent and routine repairs.

We carried out 18 major and 119 minor adaptations. 

of urgent and routine repairs were 
completed within target time.  
 
of repairs were fully carried out at 
the first visit.  
 
of appointments kept.

of residents satisfied with the 
repairs service.

PERFORMANCE

93.5%

97.8%

97.5%

100%

M A I N  ST R E E T ,  T I C K TO N



YOU SAID: How do you know that 
 your repairs contractors are  

doing a good job?

WE DID: We quality check a sample of 
the jobs contractors complete and also 
speak to a number of residents after 

they have had repairs to ask them how 
they feel about the work. 

If you wish to talk to us about the 
repairs service you can get in touch with 

us by any of the methods detailed on 
the back page.



PFH is governed by a Board who provide 
leadership and set the direction of the 
association. PFH is regulated by both the 
charity commission and the Regulator of 
Social Housing who assess us to ensure 
we are meeting their required standards. 

The Board consists of 12 Board Trustees, 
including two co-opted Resident Trustees 
and two Trustees nominated by Hull City 
Council. More information on our Board 
Trustees can be found on our website – 
www.pfh.org.uk. 

The Board meets several times a 
year and once a year an Annual 
General Meeting is held. There are 
three committees that feed into the 
Board, the Audit and Risk Committee, 
the Governance and Renumeration 
Committee and the Resident 
Committee. The Board and committee 
meetings are recorded, and board 
meeting minutes are made available 
on PFH’s website.

The Board is committed to the 
principles of good governance and 
particularly in openness, transparency 
and accountability. We wish to ensure 

that we have a diverse 
board that wherever 
possible shows a wide 
range of representation 
and perspectives. 

We report the profile of the board 
within our annual review of diversity. 
At the current time approximately 
one third of trustees are female, 9% of 
trustees have a disability and we have 
no trustees from a BAME background. To 
ensure that this commitment is met the 
Board has developed an action plan to 
meet our equality and diversity objectives.

To help diverse representation and attract 
a range of people to become trustees 
we have a recruitment procedure for the 
appointment of Board Trustees, which 
emphasises fairness and transparency, 
Board Trustees are chosen on the basis 
of their knowledge, skills and abilities to 
manage and take responsibility for PFH. 
When a vacancy for a Board Trustee 
becomes available, PFH invite all sections 
of the community to apply and actively 
seek engagement with members of 
under- represented groups. 

G OV E R N A N C E



DID YOU KNOW?
That PFH is regulated by the Charity 

Commission and the Regulator of 
Social Housing and that our volunteer 

Trustees, who bring with them a wealth 
of experience, manage a business  

with a turnover of £7.73M in 2018-19 

More information on our Trustees  
can be found on our website  

at www.pfh.org.uk 



We have organised a number of events for 
residents to bring them together including:

 Intergenerational get togethers

 Arranging pen pals with children

 Art classes

 Reminiscence sessions with Hull FC

O N E  O F  O U R 

I N T E R G E N E R AT I O N A L 

E V E N TS

We have been given £9,500 from 
the Awards for All fund and will be 
organising IT and Biscuits events.

We have recruited 7 volunteers to 
help befriend other residents and run 
events for our residents.

H E A LT H  A N D  
W E L L B E I N G



WHY VOLUNTEERING 
MATTERS TO ME

“When you retire you can slip into not 
doing very much. Volunteering keeps 

me young and it’s important to  
keep active. I would urge anyone  
who is considering volunteering  

to try it. The benefits you get  
are well worth it” Nancy.

 If you would like to know more  
about volunteering, please  

get in touch with us.



we let 80 properties in the year 
in 14 working days or under. 

average relet time for all 
properties was 28.94 days.

of residents were satisfied with 
the standard and condition of 
the relet property.

PERFORMANCE

96.2%

H U M B E R  V I E W

T E N A N CY  A N D  

L E T T I N G S
We let 152 properties including 21 new 2-bed 
bungalows  at our Newbridge Village development.

We let 51 2-bed bungalows and  
42 retirement Living Plus apartments.

450 residencies have been with us for over  
10 years and 117 residencies for over 20 years.

8 properties were empty and waiting 
to be let at the end of March 2019.



DID YOU KNOW?
We now interview all prospective 

waiting list applicants so we can better  
match their needs with our properties 

and between June 8th 2018 and 
March 31st 2019 we conducted 528 
interviews with people wanting to 

come onto our waiting list. This allows 
us to let the property to the right 

applicant and reduces the number of 
people who refuse a property.



of residents were satisfied with 
their neighbourhood as a 
place to live. 

We managed all the 22  
anti-social behaviour cases  
we received in target time.  

PERFORMANCE

97.6%

B R O A D WAY  M A N O R 

C O M M U N A L  A R E AN E I G H B O U R H O O D S  

We spent £311,000 on grounds maintenance 
and our grounds maintenance contractor looks 
after 175 gardens for our residents.

We spent £113,000 on our painting programme.

We redecorated the communal lounge at Broadway 
Manor and have plans to redecorate all our 
communal lounges and Pop In centres.

We held “Time to Talk” sessions at 
our Service Plus schemes attended 
by around 130 residents.



WHY NOT POP IN 
AND SAY HELLO

“I heard about the Pop In centre here 
at Barrington Avenue from a friend who 
invited me to go but I kept putting it off.  

It took both my friend and daughter 
to finally persuade me to go one 

Christmas. That was ten years ago and 
now I go all the time and miss it when I 
can’t. I am always encouraging others 
to come along and take part” Audrey



A B O U T  U S  
I N  2 018 - 19 

75 New 
Kitchens

44 New 
Bathrooms

86 properties had 
window and door 

replacements

4,100  
day to day 
repairs 

8.44 days 
average time to 
complete repairs

70 
Boilers 

replaced

Properties 
managed

2 bedroomed 
apartments & 

bungalows31
866 

1 bedroom 
apartments & 

bungalows

238   1,305
Properties owned



Properties built 
since 1990 

985 Average rent for a 
 2 bed bungalow

£93.18

1,650 
residents

63% 
female 

37% 
male

1/3 of residents 
over the age of 80 

63%  
C of E

14%  
No Belief 

6 out of 10
Residents Live Alone

&



satisfied with the opportunities 
to make their views known.

satisfied that PFH listens to them 
and acts on their views.

Residents were involved in 
the selection of our new gas 
contractor, Sure Maintenance.

PERFORMANCE

97.9%

96.9%

O U R  C O M M U N I T Y 
N AV I G ATO R S  H I L A R Y 

A N D  B A R R Y  F R O M 
W E ST  H U L LR E S I D E N T   

I N V O LV E M E N T 

The Resident Led Scrutiny Panel reviewed 
our repairs service and the Board agreed 
their recommendations.

We revised our Customer Service 
Standards and set out what residents 
can expect from us as their landlord.



WHY GET INVOLVED?

“Both my husband and I put our names 
forward as volunteers and we are now 

on the News and Views Group.  
We have both signed up to be 

Community Navigators to meet and 
greet new residents and encourage 

them to get involved. Also to 
undertake patch walks  to ensure  

PFH neighbourhoods are spick  
and span.”  Marylin



of maintenance charge income 
(rent) and arrears due collected.

Current resident arrears. 

Former resident arrears. 

PERFORMANCE

100.4%

0.36%

0.10%

P F H  H E L P S  TO 
O R G A N I S E  A  R A N G E 

O F  A C T I V I T I E SI N C O M E
M A N A G E M E N T 

We received around £7.22 million pounds in 
maintenance charge income (rent) from residents.

77% of residents who have some weekly maintenance 
charge to pay do so by Direct Debit.

Trustees agreed to write off just under £9,500 in 
uncollectable income, mostly from former residents.

We made a surplus of £1.462M which we 
use to pay our loans for new homes and 
maintain our existing homes.



DID YOU KNOW?
Three out of four residents have 
taken up the option to pay the 

weekly maintenance charge (rent) 
by Direct Debit?

The Direct Debit Guarantee 
protects you in the very rare event 

anything should go wrong. To 
find out more about setting up a 
Direct Debit contact PFH for more 

information



satisfied their maintenance 
charge is VFM.

satisfied their service charges 
are VFM.

PERFORMANCE

97.6% 

96.7% 

F E R E N S  H AV E NVA L U E  F O R    
M O N E Y 

We made £57,600 from our investments.

We earned £26,500 from our solar panels.

We reduced our service charges by £80,000.

We reduced our current tenant arrears by £9,200.

We saved almost £19,000 by working more 
efficiently including saving nearly £5,500 on 
testing our portable electrical equipment.



How we spend our 
income 2018-19

Management 
Costs & Staff 

Salaries

Service Costs

Insurance  
Costs

Loan 
Repayment & 
Bank Charges

Repairs & 
Maintenance

Other 
Costs

20p

21p

21p

18p 7p
13p

Where our income 
comes from 2018-19

Maintenance 
Charge

Service 
Charges

16p
9p

75p

Grants, Investments  
& Other Income



We let 21 properties at the 
Newbridge Village site and 
will let the remaining 45 in 
2019-20.

We plan to build another 13 
properties at a site we own 
on Southcoates Lane and are 
on the lookout for new sites 
all the time.

PERFORMANCEAfter consultation, we 
converted the Majestic 
Court and Wheatfield  
Close Pop In Centres 
into two bed bungalows 
and we will recoup 
the money we spent in 
around seven years from 
the weekly maintenance 
contribution we charge.

N E W  H O M E S 



YOU SAID - Can you look  
at the lack of parking  
on Sherwood Court?

WE DID - We created an extra 
3 parking bays at Sherwood 

Court and have instructed our 
contractors not to park  

when they do work there.



P F H  H AV E  H O ST E D  A 
N U M B E R  O F  D I G I TA L 

W O R K S H O P S
D I G I TA L I S AT I O N

Just over 10% of residents receive electronic 
rent statements and receive this Annual 
Report and the People First magazine on 
line. This saved us around £550 in postage. 
If you want to switch from paper copies to 
electronic copies please get in touch.



IT  AND BISCUITS 
We received £9,500 to  

run workshops in partnership 
with KCOM to help residents 
learn how to use the internet 

and get the most from  
their electronic devices. 

If you would like to know  
more about a session near  
you get in touch with us.



We have commenced a significant 
programme of investment in our 
communal buildings. We have 
converted two of our under-used 
pop in centres into new homes and 
we started to refresh and modernise 
all the communal spaces within 
our retirement living plus schemes, 
starting with Broadway Manor 
and moving on to all of the other 
schemes. 

As you will have seen from the 
photos in the latest edition of People 
First, the results are amazing. The 
rooms look great. The upgrade has 
made a massive difference and we 
have received fantastically positive 
comments from our residents.

As a service organisation, our staff 
are a vital asset. We want them to 
love being a member of the PFH 
team and for this to shine through 
when you meet them. 

Our recent staff survey gave us 
lots of rich information. With lots of 
supportive comments about the 
organisation, particularly that staff 
feel like we are constantly looking at 

how we can be even more resident 
focussed and that we have a clear 
and ambitious vision for the future 
that everyone can be excited about. 
There were also a number of points 
we can improve on, particularly in 
regard to making sure we regularly 
communicate and discuss any 
changes that are happening.

Over the next year we have exciting 
plans to continue our work with 
residents to help you utilise modern 
technology to support your health 
and well-being and to combat 
loneliness and isolation. 

We received £9,500 grant funding 
for the IT and Biscuits project that we 
are running which will really help us 
to work with more residents to help 
them to be included in the digital 
world we now live in.

Finally, I would like to say thank 
you for the efforts of our Chair, our 
Board of Trustees, our staff and all 
of you. As a team we make PFH a 
real success story. An organisation 
that is doing the right things and 
constantly is seeking to improve, 

acknowledging where it can do 
better. I am both grateful and lucky 
to be amongst you.

Also a final mention for Butterflies 
Memory Loss Support Group – a 
very small locally formed charity 
which is really making a difference 
to raise awareness and reduce the 
stigma associated with memory loss 
in all its forms, particularly in later life. 

When June, the charities founder, 
came in to talk to staff about the 
Butterflies Memory Loss Support 
Group we all knew we would like to 
use this year to do as much as we 
can to support them so their work 
can continue to benefit our residents 
and others in our local communities. 
We are really enjoying the fun charity 
fundraisers that have been set up 
along the way! 
 
 

 
Claire Warren

It’s been another busy year at PFH as we progress the work we are all passionate 
about. As the Chief Executive I have great pride in the organisation and in the 

trustees, staff and residents and that we all play our part in making the association 
the best it can be. We have achieved another great year of results with service 

performance continuously improving and lots of work done in relation to resident 
safety and health and well-being projects. As a Round Up I thought I would 

mention just a few things that have contributed to a successful year in 2018/19.

Claire

C H I E F 
E X E C U T I V E ’ S
R O U N D  U P



YOU SAID – Can you let me 
know where your homes are 

located and what types of homes 
you have and what is currently 

available to let?

WE DID – We created a Property 
Guide that tells you what homes 

we have and were and we 
advertise our available properties 
on our website www.pfh.org.uk.



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

As at 
31/3/15

As at 
31/3/16

As at 
31/3/17

As at 
31/3/18

As at 
31/3/19

Number of Properties – Owned 1,230 1,230 1,247 1,285 1,305

Number of Properties – Managed 31 31 31 31 31

Number of Properties Let 119 109 134 188 152

Percentage Stock Turnover 9.7% 8.9% 10.9% 14.6% 9.66%

Number of Staff Employed 44 41 37 41 42

Average Staff Sickness in Days 8.1 days 5.9 days 7.7 days 17.11 days 4.88 days

Percentage Staff Turnover 13.6% 17.8 % 21.7% 19.5% 14.6%

Financial Turnover £7,089k £7,516k £7,572k £7,581K £7,731K

Operating Surplus £1,213k £1,596k £1,826k £1,645K £1,462K

Pickering and Ferens Homes Comparator Organisations  
As at 31/3/19

As at 
31/3/16

As at 
31/3/17

As at 
31/3/18

As at 
31/3/19

Upper 
Quartile

Median Lower 
Quartile

Reinvestment in Existing Stock and New Build 1.32% 10.44% 12.55% 7.22%

New Supply Delivered as a % of Total Stock Owned 0% 1.4% 3.04% 1.61% 12.86% 10.73% 8.59%

Adjusted Net Gearing 5.88% 5.69% 13.26% 15.10% 14.84% 14.60% 15.35%

EBITDA (MRI) Interest Cover 1,375% 522% 470% 335% 298.5% 283% 267,5%

Headline Social Housing Cost Per Unit £4,248 £4,366 £4,105 £4,512 £3,976 £4,154 £4,333

Operating Margin (Social Housing Lettings) 20.85% 23.22% 20.80% 16.58% 27.88% 24.22% 20.55%

Operating Margin (Overall) 21.24% 24.12% 21.69% 18.91% 28.19% 24.76% 21.32%

Return on Capital Employed 2.71% 2.54% 2.21% 1.95% 2.66% 2.38% 2.10%



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)

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

Royal Bank of  
Scotland plc
4th Floor
Kirkstone House
139 St. Vincent Street
Glasgow
G2 5JF

Affordable Housing 
Finance plc
3rd Floor
17 St. Swithin’s Lane
London
EC4N 8AL

OUR ADVISORS CURRENT TRUSTEES 
AS AT JULY 2019

Trustee Committee Membership

Pete Stones – 
Independent Trustee

Chair of the Board 
/ Governance and 
Remuneration

Councillor Peter Allen – 
Nominated Trustee

Governance and 
Remuneration 

Godfrey Burley
Independent Trustee

Audit and Risk

Kate Calvert – 
Independent Trustee

Chair of Governance 
and Remuneration

Paul Common – 
Independent Trustee

Audit and Risk / 
Governance and 
Remuneration

Dr Anna Folwell 
(appointed May 2019)
Independent Trustee

Andy Gawthorpe – 
Independant Trustee

Andy Gladwin – 
Independent Trustee

Chair of Audit and Risk

John Holliday
Resident Trustee

Residents Committee /
Governance and 
Remuneration

Councillor Gwen Lunn – 
Nominated Trustee

Audit and Risk 

George Stewart – 
Resident Trustee

Chair of Residents 
Committee / Audit  
and Risk

Cheryl Walker – 
Independent Trustee

Audit and Risk



Closed until 10.30am on the first Tuesday  
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 - 1.00pm


