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In recent months, it has become more evident than ever
before that there is such a strong sense of community
spirit here at PFH. I’ve heard so many stories of residents
working together to help one another – those small
acts of goodwill have made such a huge difference to
people’s lives.
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As a service organisation, we have faced our own challenges in terms of
protecting residents, contractors and members of our team whilst fulfilling
our duties – operating within a very different environment and set of
guidelines. We have done our best to keep disruption to a minimum and
we are reintroducing as many services as we are able – returning to a
new socially distant normal wherever we possibly can.
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With regards to our home improvement work and wellbeing work, we are
taking very small steps in this respect and following the guidelines carefully
to ensure nobody is put at risk, so please bear with us in terms of the
timings of us reintroducing things like our activities programme, pop-ins
and other social events.
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Things are not perfect right now, we know that coronavirus causes lots of
worry and uncertainty and has meant we have had to change how things
are usually done but over time this will continue to evolve and we will
settle into new ways of working with you safely.
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During September we will be asking you to complete a residents’ survey
so we can find out more about what you think of PFH and the services we
deliver and hear your suggestions on how we can keep improving.
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We have spoken to many of you in recent months to identify any support
you need and signpost you to relevant services where necessary. If you
need any help, and haven’t had contact with us recently, please get in
touch on (01482) 223783 and speak to our staff team – we will try and put
you in touch with the right people.
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13 Feeling depressed or
anxious? Let’s talk!
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B E I N G I N LO V E !
As Walt and Dorothy Richardson celebrate their 70th
wedding anniversary, they share the secret to a long
and happy marriage with People First magazine…
It’s 74 years since they first locked eyes across the room
at a dance at Beverley Road Baths, and the rest as
they say is history.
“We have always been in love and we still are now,”
said Mr Richardson, aged 92. “We have travelled
the world together, there are very few places we
haven’t been to, apart from the Far East, we’ve had a
wonderful life together.”
The happy couple married at St John’s Church, in
Newland Avenue, on September 16th 1950. Mrs
Richardson, aged 91, said: “We have just always
been in love, Walt still plays the keyboard now while
I lay on the bed listening and singing along – he is
a wonderful keyboard player and he used to play
the organ at Christopher Pickering Lodge during
afternoon tea in years gone by. We have always
been good friends and we have been blessed with
four wonderful daughters – Annette, Catherine,
Patricia and Caroline.”

Best wishes

16 Age UK Hull relocates to
PFH offices

of properties
are vacant and
available to let

OF HAPPY MARRIAGE?

I would like to take this opportunity to send my best wishes to all our
residents and to thank you for working so positively with us so far this year.
We are looking forward to the future and I hope to see many of you again
very soon.

14 Welcome to new PFH team
members
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The couple were some of the first residents to move
into one of PFH’s bungalows at Walnut Tree Way, in
west Hull, when it was a new build in 1992 – they
have never looked back. They moved from Newland
Avenue, after Mr Richardson’s triple and double heart
bypasses meant he could no longer manage the stairs
at their former home.
“We have seen all the lovely changes here over the
years,” said Mrs Richardson. “We have been so well
looked after, we have had new kitchens, windows,
doors, and last week they even put a new number on
our front door!”

Mr Richardson served in the Merchant Navy. “I was the
last Skipper on the Yorkshireman,” he said. “I also went
to Normandy on the second day of the invasion in
June 1944. We had lost a brother at the beginning of
the war and another brother had been shipwrecked,
so my father stopped me from signing up for the navy
and found me a job at Reckitts before he went off
to serve in Normandy. I wasn’t enjoying my job, so
I signed up for nautical training school without him
knowing and eventually I was working on the troop
ships taking them over to the beaches for the invasion.
I looked all over for my father when I got there and
when I tapped him on the shoulder, he couldn’t
believe it. It was unbelievable really.”

“We have just always been in love, Walt still
plays the keyboard now while I lay on the
bed listening and singing along –
he is a wonderful keyboard player and
he used to play the organ at Christopher
Pickering Lodge during afternoon
tea in years gone by. “
In later years, Mr and Mrs Richardson have
enjoyed their growing family, with the arrival of four
grandchildren, Alex, James, Matthew and Lizzie. The
couple recently became Great Grandparents for the
first time to a baby girl called Mei.
“All of our daughters look after us very well, we don’t
get out so much but they are very good to us,” said Mrs
Richardson. “We are planning to have a small family get
together to celebrate our wedding anniversary.”
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A NEW SKILL!
PFH is launching a series of online
clubs and interactive activities to
bring residents together and keep
people socially active.

B U I L D I N G W O R K O N 13

The development work has seen the former almshouse
cottages – which were built in the early 1900s, no
longer fit-for-purpose and beyond economical repair –
demolished to make way for new PFH homes.
Four of the former cottages were built in 1907 and
formed part of a legacy of another charity created
some two hundred years earlier by Eleanor Scott who,
in her will, left a property and 37 acres of farm land
in the old parish of Southcoates to be leased for a
reduced rent under what was then known as “poor
relief”. Her will also established a charity school in the
area in 1865 and a fund for the sick and poor.
Hull-based contractor Hobson and Porter is developing
the new-builds for PFH, which will see the previous
cottages replaced with modern, two bedroomed
bungalows and ample parking space.

Wayne Cropp, Contracts Manager at Hobson and
Porter, said: “Affordable housing schemes are very
rewarding projects for us and we are particularly
happy to be working once again with PFH on the
Eleanor Scott development in our home city of Hull,
providing much-needed high-quality bungalows which
will be enjoyed by new residents in the years to come.
“We continue to work on the Southcoates Lane
site in accordance with the Covid-19 sector-specific
government guidance for the construction industry.
Thankfully, our programme of works hasn’t been too
heavily disrupted in recent weeks as much of our
work to-date has involved demolition and external
works, both of which we are able to complete whilst
upholding social distancing. We look forward to seeing
the scheme take further shape in the coming weeks
and months.”

“We are pleased to be working with Hobson and Porter,
a local firm providing jobs for people within our region.
These bungalows will provide modern, affordable
homes for the residents they are allocated to once
complete next year.”
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The idea comes on the back of the success of PFH's IT and
Biscuits workshops, whereby residents worked with KCOM to
learn how to access the internet and use their devices online.
All of the activities will be accessed from the safety of residents'
homes using online channels and video conferencing services
such as Zoom, Microsoft Teams and Facebook. Residents who
are unfamiliar with these forms of communication shouldn’t be
put off, as members of the PFH team can offer guidance on
how to use them.
One club in the pipeline is a choir to be led by conductor and
choral trainer Stan Kell, who works with the Good Company
Choir, Barton's Southbank Singers, Sight Support Choir and the
New International Chamber Ensemble (NICE).
Residents may also recall Stan from a pilot project with schools
that took him into PFH schemes. Stan, who has decades of
experience, will gather residents together for a range of
potential singing activities.
He said: “I've been involved in choirs and musical theatre all
of my life. While all of the community choirs I work with have
missed singing together during lockdown, what they've missed
more than anything else is the social side of singing, which is
really important. Getting together in person is what everyone
is missing right now and singing is a great way for people to
gather, even online.

Martin Sherman, Property Services Director at PFH, said:
“This development has been made possible with a
Homes England affordable housing grant, which was
secured to subsidise the building costs and we expect
work to be complete in March 2021.
“This site has been particularly challenging as the
ground conditions were very poor, we have therefore
had to use very long piles 20 metres underground
before laying the foundations for the new properties.

Stan Kell

Activities are hoped to include book clubs, the chance to learn
how to play the ukulele, sewing and knitting and even singing
in a choir. Residents are being invited to suggest ideas for clubs
and activities and to express their interest in being involved.

N E W B U N G A L O W S I S U N D E R W AY
The foundations have been laid for 13 new bungalows
on the former Eleanor Scott site, in Southcoates Lane,
east Hull.

MAGAZINE!

Former cottages

“I'm really interested in what residents think about a choir
club and to find out about what they would want to try. We
can see what works but whatever we do, it will all be refined
depending on what people want. There are just so many
things we could do.”

One of the many
online Zoom meetings
to have taken place
recently was for our
News and Views
group, which works
together to produce
this magazine.
People First was first published in 2009 and
this is the 36th issue of the magazine to be
distributed to residents. It is currently published
twice a year, although an extra edition of the
magazine was produced during lockdown in
order to share important updates.
PFH’s marketing and communications provider
produces the magazine in terms of writing
articles, designing the layout of the magazine
and taking the photographs, but the input
from residents is vital.
Kelly Taylor, from Mercury, attends the News and
Views meetings with residents. She said: “Without
the residents’ input into People First magazine, it
simply wouldn’t be such an interesting read.
“Those residents who attend the News and Views
meetings share their ideas and pass on any news
that could make an interesting read – they are
our ‘roving reporters’ who bring back story ideas.
“Residents do not need to have any writing
experience, as we do the interviews and story
writing. We usually meet face to face at one of
the PFH schemes and have a cup of tea whilst
chatting through the stories. During lockdown,
the most recent meeting was held online via
a Zoom call but it was very well attended and
we are so grateful to everyone for continuing
to get involved with this important work.”

Tablets are available to trial for 3 months as part of PFH’s IT
and Biscuits workshop and full support will be given, residents
just need Wifi in their homes or a hotspot available from their
mobile phone.

Residents wishing to attend currently need
access to either a computer or mobile device so
they can join the call from the comfort of their
own homes. PFH will offer guidance on how to
join Zoom and residents can contribute as much
or as little as they like during the meeting.

Residents can express their interest in the online clubs and
suggest ideas to Claire Champlin, PFH’s Independent Living
Manager, via by calling the office on (01482) 223783.

If you would like to try a News and Views
meeting to find out what it’s like,
call (01482) 223783.
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Margaret has already savoured the delights of the homegrown produce, making a potato salad that she shared
with neighbours. She is now looking forward to enjoying
more of the produce which is growing at a rapid pace.
Margaret said: “There is so much growing at the
moment. At the beginning, a little greenhouse was set
up but everything needed planting and potting. I’ve
never grown anything like this before apart from flowers
so it was a new experience for me. There I was, sitting
at a little table, seeding carrots into a tub, the same
with the onions. Then there was a lot of watering. I look
at them now and I just think, ooh, everything’s coming
up so big. It’s quite a shock.”

HOMEGROWN
D U R I N G LO C K D O W N

Residents haven’t let lockdown get in the way of ensuring
an intergenerational project continued to make progress.
Grow It, Eat It was launched with the Soil Association
in February 2020 and was due to see PFH residents
working with school children to create edible gardens,
before cooking and eating the produce together.
Lockdown slowed the intergenerational project down
and meant the schools’ involvement couldn’t continue.
However, some residents were keen to make sure that
the produce was still tended to.
For Margaret Caulfield, 80, of Ada Holmes Circle,
ensuring that potatoes, carrots, onions and other
vegetables made the journey from seeds and plants to
plates has given her a sense of purpose in recent months.

Margaret took an improvised approach when it came
to growing potatoes from seed tubers. “I went into the
shed and thought, what on earth are these? The roots
were sticking out like something from outer space. I had
to ask my son Philip what I should do with them. I got
someone to help me put them into my growing bags,
although they were actually bags from Farmfoods.

We are working with KCOM to
resolve these issues, which have
resulted in some people being on
hold for much longer than normal
or their call not being connected
to our Customer Support team.
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F O L L O W I N G C O V I D - 19
PFH’s routine property maintenance visits have returned
to normal service, whilst the emphasis has been
changed on major improvement work (known as “capital
improvements”) for the time-being.
Residents have been very accommodating when it comes
to allowing access to their properties for gas servicing
and electrical checks, ensuring the normal property
maintenance programme could resume.

“We got the first batch of potatoes the other week.
I had a bag tipped out and there they were, so we
boiled them for salads. It felt good to do that because
nothing tastes like homegrown food.”

Contractors have all undertaken thorough risk assessments
to ensure these visits can be done safely, with appropriate
measures in place including PPE being worn and areas in
use being sanitised. The contractors are respectfully asking
residents to remain in another room during any work being
carried out in order to maintain social distancing.

Gardening programmes on television have provided
Margaret with some good hints and tips regarding the
next task on the to-do list – laying out and drying out
a sizeable crop of onions. Having something to focus
on has been really useful for her and she soon hopes
to be tucking into some fresh tomatoes she’s currently
guiding to maturity.

For the time being, until restrictions ease further, more
significant property improvement projects such as the
replacement of kitchens, bathrooms and windows have
been pushed back to next year, given the work requires a
higher level of access to residents’ properties and
over longer timeframes, therefore making
social distancing very difficult.

PFH hopes to resume its intergenerational work with
schools in the future, but only when it’s safe to do so.
Watch out in People First magazine for future updates.

The emphasis of the major improvements has been
changed and re-phased, which means work such as
roof repairs, fencing and car park maintenance and the
installation of fascias and soffits has been brought forward
into this financial year with £1m still being invested in this
type of “outdoor” work.

PFH CUSTOMER SUPPORT
TELEPHONE LINE ISSUES
We would like to apologise
to those residents who have
experienced technical issues when
trying to call our main number.

PROPERTY MAINTENANCE WORK

If anyone experiences these
problems in future, please make us
aware once your call is connected
so that we can monitor when this is
still happening.
We are hopeful this issue will be
resolved quickly and apologise for
the inconvenience it is causing. Our
main contact number remains as
(01482) 223783 for all queries.

Darren Shreeve, Property and Compliance Manager
at PFH, said: “We have coped well with all emergency
and urgent work during this challenging time. We are
now handling repairs as normal. However, our planned
maintenance in terms of the capital replacement work has
had to be pushed back, as there are still risks associated
with undertaking this level of work within residents’ homes.
“Residents have been extremely helpful in giving us access
to their properties to ensure our usual gas checks and
so on could go ahead. We would like to thank everyone
for their cooperation and reassure residents that we are
working closely with our contractors to mitigate
any risks. In turn, we ask that if residents are
experiencing any symptoms, they contact us to
rearrange their appointment at a later date.”

PFH IS SUPPORTING THE

N AT I O N A L H O M E S AT
T H E H E A R T C A M PA I G N

PFH is supporting Homes at the Heart, a
campaign and coalition calling on the
government to put social homes at the heart of
its plan for social and economic recovery from
the coronavirus crisis.
The coronavirus crisis is further highlighting the
need for secure, high quality, affordable homes
and, for many people, support to live in them.
Some of the worst affected by the crisis include
low-paid key workers living in homes they
can’t afford, rough sleepers, homeless families
in temporary accommodation, older people
in unsupported homes, and families stuck in
overcrowded conditions.
Investing in social housing, in all its forms, will help
the country recover from this crisis by boosting the
economy, creating jobs and improving people’s
lives when our nation needs it most. Without
action, we are likely to see many people’s
housing situations get much worse in the weeks,
months and years ahead, as the economic
impacts of the crisis are felt across the country.
Homes at the Heart is calling for a once-in-ageneration investment in social housing. The
campaign is a partnership between Chartered
Institute of Housing, Crisis, National Federation of
ALMOs, Association of Retained Council Housing
and National Housing Federation; along with over
60 supporters from across different sectors – from
Carers UK to NatWest.
For more information on the
#HomesAtTheHeart campaign visit:
www.housing.org.uk/HomesAtTheHeart
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We are really grateful for the help and understanding
of our residents during lockdown whilst staff have had
to work from home. Our priority continues to be to
protect everyone from catching and passing on the
virus, whilst trying to get on with everyday life. It is a
challenge and unfortunately everything can’t be just
as it was, we will however continue to try and match
everyone’s preferences and clearly explain the new
working arrangements.
Therefore, in light of current government advice, and
trying to establish a “new normal”, our Scheme Managers
have been returning to their schemes since August 10th
and they have been starting to open up the communal
lounges and other services within their schemes.
So that everyone remains safe, social distancing must still be
observed by everyone, therefore residents should continue
to contact the Scheme Manager via the phone/telecare
system as much as possible. For the foreseeable future, we
will not be holding group meetings. If a one to one meeting
is required, Scheme Managers will arrange this to take
place in the communal lounge or other communal area to
ensure safe social distancing can be maintained.
Risk assessments are being carried out in relation to
the use of our schemes’ communal lounges and popins, with the aim of opening these under revised, more
restrictive, guidelines.

Scheme Managers will be using Personal Protective
Equipment (PPE). They will also be reminding people to
adhere to social distancing guidelines, which we are
still encouraging being at least 2m from anyone else.
Please do not be offended if they remind you, they are
only doing so to keep everyone safe.

The week has continued to be brought together by
The Hull and East Riding Older People’s Partnership
since. However, this year’s plans have resulted in a
change from the usual format.

Our guest rooms will remain closed for the time-being,
except for family members where there are urgent
circumstances.
The communal laundry rooms have remained open
throughout the past few months, but where possible
should only be used by one household at a time –
please always remember to social distance when using
these facilities.
Visitors to Retirement Living Plus Schemes should
not visit residents if they are experiencing Covid-19
related symptoms. It is important we work together to
remain vigilant.
We will start to reopen the pop-ins from September
however, as with the communal lounges, we will need
to limit the number of people who can use them and
restrict the opening times. We will provide further
guidance and details in due course.

Significant investments are being made to
ensure fire safety measures are continually
being upgraded in line with the latest
legislation.
New fire risk assessments were carried
out to all multi-occupied premises before
the lockdown started in March. The
remedial works are well underway with
over 70% completed so far.
PFH is working closely with an

experienced consultant and has invested
£400,000 in further enhancing our
properties with fire safety in mind, to
ensure we are continually upgrading
our fire proofing measures in line with
national guidance as it evolves.
These upgrades include upgraded fire
doors, signage, housekeeping and
compartmentation, which means systems
used to stop fire spreading from one part
of the building to another.

The event will feature a live feed on the Older People’s
Partnership’s Hull and East Riding Facebook page:
@olderpeoplespartnershipHER
For more information, call Claire Champlin
on (01482) 223783

29 AFFORDABLE HOMES

Hair salons within the schemes have been open since
hairdressers were given the go-ahead to return in early
July, but appointments must be pre-booked and only
one person is allowed in the salon with the hairdresser
at a time.

FIRE SAFETY INVESTMENT CONTINUES
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The Celebration of Older People’s Week launched in
2014, with events across Hull supported by many of
the organisations, including PFH, that work with older
people in the city.

Rather than a week, Older People’s Day will take place
online on October 1st this year. The day will now be a virtual
experience, streamed live on a variety of online platforms.
The day will include entertainment, activities, online
workshops and service information, it will be compered by
local vocalist Gary Marsden who will also be performing.

TO B E D E V E L O P E D

IN WEST HULL

SEPTEMBER IS RESIDENTS’

SURVEY MONTH!

PFH has appointed a market research company
called Acuity to carry out a postal satisfaction survey
of all residents to find out how well we are doing
across our many service areas.
We chose to use an independent agency so you
can be honest and open about your views, and
confident that the results are transparent. The
agency can also benchmark our results against
equivalent landlords, so we know where we are
above average and where we are falling behind.
Acuity will be sending out the questionnaires in midSeptember with a reply paid envelope. When you
receive the questionnaire, it will only take around
10 minutes of your time to complete and we hope
that you will be able to provide some valuable
feedback. The results will help us to identify areas
of dissatisfaction and we will look towards making
improvements in those areas.
Claire Warren, Chief Executive of PFH, said: “We
really value the opinion of our residents and we
are keen to receive as much feedback as possible
as part of this independent satisfaction survey, the
results of which will help us to continually improve
our services.”

PFH is currently seeking planning permission to
further expand its portfolio of properties.
A site has been acquired on Hessle Road, just off
the roundabout close to Sainsbury’s and a short
distance away from Christopher Pickering Lodge.
The land has been bought from Hull City Council
and, if successful, PFH would be looking to develop
23 bungalows and 6 flats in association with
developer Nagra Properties.
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Our Retirement Living Plus Schemes are beginning
to return to normal operations, following changes
introduced in response to the pandemic.

An annual celebration of older people will look a little
different this year with restrictions on public gatherings
taking their toll on live events.
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Communal lounges will start to reopen again, when
the Scheme Managers are back on site. Unfortunately,
we will not be able to offer a range of activities at
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no visitors will be allowed. Further guidance will be
provided by Scheme Managers.

BATHROOM

PROPOSED DEVELOPMENT AT
HESSLE ROAD
HULL HU4 7BG

DRAWING No

020 / 020 / HH1S

DRAWING DATE

APRIL 2020
DRAWN BY

SCALE

IKB

1:100 @ A3

SIDE ELEVATION

BEDROOM 2
11.97M2

HALL

FIRST FLOOR PLAN

Architect’s drawings

2 BEDROOM SEMI DETACHED HOUSE 3 PERSON 70.56M2 / 759 SQ FT

0M

1M

2M

SCALE BAR 1 : 100

3M

4M

5M

6M

7M

8M

9M

10M

BARRATON DESIGN STUDIO
UNIT 1
BRANCROFT FARM
BAWTRY ROAD
AUSTERFIELD
DONCASTER
SOUTH YORKSHIRE
DN10 6EZ
TEL: 01302 : 771188
EMAIL: ian@barratondesign.com

9

TV LICENCE
U P D AT E S –
A R E YO U
COVERED?

S M A R T T E C H N O L O GY
COMING TO PFH SOON!

75 years or older, AND
You, or your partner living at the same
address, must receive Pension Credit

If you previously received a free licence
due to your age, you don’t need to do
anything now to stay licensed. From August,
TV licensing will be writing to you to explain
what to do to set up your next licence.
They have advised that in the meantime
people shouldn’t worry as they are still
covered.
If you currently pay for a TV Licence, then you
need to continue to do so to stay covered.
Several PFH schemes are covered by the
Accommodation for Residential Care (ARC)
concessionary TV Licence scheme. We have
been advised by TV Licensing that the existing
rules relating to the ARC concessionary
Licences are not changing. This means that:
•

•

Anyone aged 75 or over living in a
qualifying ARC scheme will still be
covered by a free TV licence. The same is
also true for any resident who reaches 75
Anyone aged under 75 will continue to
pay £7.50 each year, as before

If you have any questions about the new TV
Licensing scheme, please call TV Licensing on
0300 790 6117. Their lines are open Monday
to Friday between 8.30am and 6.30pm.
Not all PFH properties are covered by the
ARC scheme. If you are unsure whether
you are covered, or you have any queries
regarding the ARC scheme please contact
PFH on (01482) 223783.
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IN HISTORY
H O P E D TO R E C E I V E

AN UPGRADE

You may be aware that the free TV Licence for
people over the age of 75 ended on the 31st
July 2020. From August, the BBC introduced
a new scheme that offers some over-75
households a free TV Licence. To be eligible
you must be:
•
•

PROPERTIES STEEPED

PFH has applied for planning permission to upgrade
its Grade II properties at Pickering Crescent.
The properties were some of the first to be built
as a result of philanthropist Christopher Pickering’s
generosity in 1910, when he donated £6,300 for the
construction of 12 almshouses (Pickering Crescent) to
be built in west Hull.
Residents within Retirement Living Plus Schemes can
look forward to a new range of services at the touch of
a button.
PFH is currently going out to tender on a Smart
Technology system, which will provide a range of health
and wellbeing services and replace the analogue
telecare with a new digital service.
Once a specialist supplier is appointed, the project is
planned to be rolled out across all schemes in 2021 and
it’s expected to be a three month installation programme.

They were built to house ex-fishermen and were
managed and maintained by Hull City Council. In 1919
and 1955 a further twelve almshouses were built.
Christopher Pickering, a successful merchant and
ship owner, also donated land and funds for the
construction of Pickering Park along Hessle Road where
the almshouses are situated.
Now, PFH is applying for planning permission to make
improvements to these properties such as adding

insulation to the interiors, as the exteriors cannot be
touched in order to preserve original features.
The work will involve taking a sensitive approach
to making the properties more energy efficient and
suitable for modern living, including the relocation
of the kitchens. The application also includes the
possibility of creating individual private gardens for
each property.
Subject to planning permission and close consultation
with the Conservation Officer, the work would start in
October 2020, initially on four vacant properties at
Pickering Crescent, with the remainder of the properties
upgraded as they become vacant.

The new digital system will be located within
residents’ apartments and will be more than just a
room unit as it will enable residents to answer the
main entrance door to the Retirement Living Plus
Scheme, when a visitor presses the intercom, without
even stepping outside their own front door – it will
also enable them to see the visitor on screen before
they let them in, for security purposes.

GROUNDS MAINTENANCE CONTRACT

Additionally, the tablets will have the facility to call
or video call other residents within the scheme, as
well as the option for residents to let their Scheme
Manager know they are okay every day.

Glendale is contracted to provide the grounds maintenance services
until March 2021 and therefore PFH’s property services team is
beginning to review the organisation’s requirements for the future.

Paula Kelly, Resident Services Director, said: “The Smart
Technology will enhance both safety and security and
health and wellbeing for residents living within our
Retirement Living Plus Schemes.
“It will give them the ability to access much more
from the comfort of their own homes and a specific
element of our requirement as part of the process is
to find a system which is very straight-forward and
accessible to all.
“We are going through a rigorous selection process
to ensure we appoint the most suitable organisation
to lead on this project on behalf of PFH.”

WE NEED YOUR INPUT WITH OUR
PFH is preparing to re-tender its grounds maintenance provision,
as the current provider’s contract is reaching its end date.

R E S I D E N T ’ S L AT E S T

C R E AT I O N U N V E I L E D
Resident Edward Overton, of East
Grove, west Hull, has kept himself
busy during lockdown by creating
a replica of the Taj Mahal using
over 1,500 matchsticks. Last year, he
featured in People First with the PFH
model bungalow he created out
of lollipop sticks. We think it’s quite a
work of art!

Residents are being encouraged to work with PFH to agree a
proposed specification in terms of what services would be required
when the new grounds maintenance contract starts in April 2021.
“We are very keen to get residents involved in this process,” said
Martin Sherman, Property Services Director. “Grounds maintenance
is a very visible service and something residents feel passionate
about. We would therefore like to create a panel of residents who
are willing to support us with the decision making process when it
comes to appointing a contractor when the current contract ends.”
Residents interested in being involved are being asked to express
their interest at this stage, by calling (01482) 223783. PFH will
then be back in touch when it’s time to start the process.
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G E T I N V O LV E D

CHANGES
TO PFH
COMPLAINTS
HANDLING
Changes to the way complaints are dealt with are
being introduced, following a report from PFH’s
internal auditors coupled with valuable input from
residents on the existing process.
The Resident Led Scrutiny Panel, which is made up of
a group of residents who meet to review a variety
of PFH-related topics throughout the year, made
recommendations such as who should be responsible
for resolving complaints, clarity on what should be
categorised as a complaint and for PFH to state that
it is happy to receive complaints from residents.
Policy changes will improve the complaints service
and underline that any matters raised by residents
are dealt with courteously and not dismissed.
PFH is keen to listen to the views of residents, as
well as implementing recommended changes from
the formal audit. The changes will also see the
complaints policy reference the Tenant Involvement
and Empowerment standard, which recognises that
there is a need for a clear and simple process to
deal with complaints, as well as ensuring a prompt,
polite and fair resolution.
Complaints will now be ‘owned’ by either the manager
or director of the relevant department. All staff are
aware of the collective responsibility that complaints
are properly recorded, actioned and resolved.
PFH operates a three stage complaints process
and at the end of any stage, if residents are not
satisfied with the outcome, they can escalate
the complaint, including involving a ‘designated
person’ such as an MP or Councillor who will work
with both residents and PFH to try and reach a
resolution. If this isn’t possible, the complaint can be
referred to the Ombudsman.
During 2019/20, PFH received 29 complaints, 17
reports of anti-social behaviour and 40 compliments.
On average it took 21.6 days to resolve a complaint,
which is an area for improvement.
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WITH PFH!

MRS RICHARDSON’S
ALMSHOUSE CHARITY

MERGES WITH PFH

Residents are being encouraged to get involved with
PFH by joining in with a wide range of opportunities,
no matter how much time they can commit.

An additional 31 properties have been added to
the PFH portfolio, after a merger took place with an
almshouse charity.

Although it’s not possible for the groups and committees
to meet face to face at the moment, residents are off to a
fantastic start in terms of attending PFH meetings “virtually”
via Zoom calls to ensure our resident involvement work
can continue despite the challenges associated with social
distancing.

PFH has provided a management and maintenance
service to the Mrs D L Richardson’s Almshouse Charity
for several years, but the properties will now come
under the ownership and management of PFH.

There are all sorts of opportunities to get involved,
including the following to name but a few:
•
•

•
•

•

Residents’ Committee – working with PFH to help
inform its priorities and decision making on a wide
range of topics
Community Navigators – being responsible for
spotting things that need attention in your PFH area
or making new residents welcome within their PFH
community
Resident-Led Scrutiny Panel – reviewing specific
PFH service areas and making suggestions on future
improvements and policy changes
News and Views – contributing towards this
magazine, People First, with story ideas and feedback
on the design (as well as sharing views on the annual
report and other literature) See page 5
PFH Residents’ Project Fund – we are looking for
residents to put forward ideas that would enhance
their local area above and beyond normal repairs
and maintenance; ideas that would give residents a
nicer outlook or provide a practical addition to day
to day lives – get in touch with your suggestions!

In this issue of the magazine, you will also notice there
is an opportunity to apply to become a Resident
Trustee, as we have a vacancy on the Board for a
resident representative. See page 15.
Additionally, our Property Services team is currently
appealing for residents to come forward to take
part in the selection of a new Grounds Maintenance
contractor next year. See page 11.
If you would like to express your interest in any of
these opportunities, please call Customer Support
on (01482) 223783. You do not need to have any
previous professional experience or be concerned
about any formalities, PFH encourages all residents to
put themselves forward.

The properties are located across both Bridlington
and Hull and are currently occupied by existing
residents, who are already familiar with PFH, given the
management contract that was already in place.

FEELING DEPRESSED OR

A N X I O U S ? L E T ’ S TA L K !

ADJUSTMENT TO
SERVICE CHARGE
PFH recognises that because of the restrictions that
were in place during the early part of lockdown, its
contractor wasn’t able to attend to carry out the
Grounds Maintenance work that it normally does.
PFH will be reducing the Grounds Maintenance
charge to reflect the interruption to this service and
will be writing to residents by the end of August
to let them know how
much the reduction is
going to be and how
it will be applied to
residents’ accounts.

Are you suffering from symptoms of depression of
anxiety? You are not alone.
Let’s Talk Depression and Anxiety Services Hull offers
talking therapies to those with symptoms of depression
and anxiety.
To access the service, people simply need to be 18+ and
be registered with a Hull GP.
Let’s Talk is a structure of multiple organisations offering
different styles of therapy from different locations in Hull
and the surrounding areas.
You can complete a self-referral form online via the
Let’s Talk website www.letstalkhull.co.uk or by calling
(01482) 247111.
Once you have had an assessment, you will then be
offered a choice of providers which is most appropriate
for the therapy you require.
Kirsty Eastwood, Service Operational Lead for Let’s Talk,
said: ““Here at Let’s Talk we are friendly and approachable
and have a range of therapists to suit your needs.
“Whether you would prefer to see someone of similar
age or gender or are just happy to be speaking to
someone about how you are feeling, we are here.
“Often the hardest part is making that first step, that’s why
we have made it that much more easy to refer yourself to
us. If you feel unsure about how our service may benefit you,
please get in touch and we will be happy to discuss.”
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WELCOME TO NEW
PFH TEAM MEMBERS
Carmen Gallagher
was appointed a
Customer Support
Officer in July, joining
the team on a fixedterm contract until
January 2021.
Carmen, who lives in
Hull, brings with her a
wealth of experience
in customer support
and has embraced flexible working in order to handle
the many queries PFH receives from residents.
Talking to residents, many of whom are self-isolating
and not coming into contact with others, has never
been so important.
Carmen explained: “We take calls from residents, log
repairs and discuss any issues they may have about
anything and everything. I’m dealing with incoming emails,
chasing contractors, it’s been pretty non-stop since I started.
“It has been so rewarding and I’ve spoken to some
lovely residents.

James Butterworth took up his
role as a Surveyor with PFH in
January 2020 and, after just one
month, was promoted to Asset and
Development Manager.
James, who relocated to Hull from the
north west in late 2019, says he finds
his work very rewarding as there are
two different sides to his role.
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“A lot of residents are self isolating and don’t get to talk
to anyone else so I’ve been very happy to lend them a
set of ears and listen. They are all very different, some
want to call for a chat, others are phoning us to talk
about repairs or rent. The phone line has been very busy.”
Previous roles with npower and Hull City Council have
allowed Carmen to adapt to her new job and hit the
ground running.

When the UK went into
lockdown in March, every
member of the PFH team
packed up their desks
and relocated to working
from their own homes.
We talk to a member
of our team about her
experience…

C O U L D YO U B E O U R
NEXT RESIDENT TRUSTEE?

She said: “What a time to start a new job. I’ve definitely
dived straight in at the deep end. I’ve always been in
customer service and I’m used to dealing with complex
situations in previous jobs, so that’s helped me adapt
to this new role. I have a background in dealing with
repairs, residential issues and dealing with contractors.
Everything I’ve done has been people-focused, that’s
what I’m passionate about.”

“This has always been a very
rewarding job but lockdown
has reminded us all of the importance of what we do.”

An exciting opportunity has arisen for a resident
to join PFH’s Board of Trustees.

As Waiting List and Area Co-ordinator for PFH, Nicki
Vokes’ top priority is ensuring new residents can move
into their new homes and that property allocations
are still being processed.

The Board is responsible for ensuring PFH is properly
managed and achieves its mission to provide high
quality housing, services and support for people in
need. It is made up of 12 Trustees, including two
Resident Trustees.

Carmen’s ability to communicate using technology has
also been of real benefit, especially given that restrictions
on working face-to-face has meant she has only met two
other members of the PFH team in-person so far.

Working from her home has not been without its
challenges since the start of lockdown, with two
school age children joining Nicki at the kitchen table
to get on with important work.

She explained: “I’ve been working from home, along
with my two dogs and two cats, since I started with PFH.
I’m really used to talking to people on screen and have
experience of being a live chat advisor so it’s nothing
new to me. We all get together using Teams and have
quick video calls when we need to. Everything has
fallen into place really and, while I’m still learning the
job, there’s a high level of support if I need to ask any
questions. I really like the job.”

She said: “I have three children and the two younger
ones couldn’t grasp that they were not on holiday, so
they’ve found it surreal. I just said to them, right, I’m at
the table doing work and so are you.”

He said: “The asset side of the
job sees me working within the
Property Services team looking
at investment work in properties,
what money needs to be spent
and where, while the development
side is about looking at new build
developments. I work closely with
PFH’s Director of Property Services,
Martin Sherman, in terms of
developing projects.

of each other and that’s been really
refreshing. I also enjoy working
with the residents and it is a
pleasure to do things for them. PFH
is a very people-focused housing
association.”

“Working in management in the
property services team
is exciting in itself and I’m really
learning a great deal from Martin.”

James has a strong background in
construction. He originally trained
as a carpenter and joiner and
was on his tools for eight years
before heading back to college to
qualify as a surveyor. He went on
to work for six years for a housing
association based in his hometown
of Preston.

James is very happy to be part
of the PFH team and thoroughly
enjoys his work. “Everyone at PFH is
great to work with, incredibly hard
working and extremely supportive

The move east was prompted by
his relationship with his Hull-based
partner Tabatha and, now happy
to live at the other end of the M62,
things couldn’t be going better.

It has also been a challenge to ensure that service
levels are maintained for PFH residents and that those
applying for homes are reassured about the process.
Nicki explained: “Not everyone is internet and
technology savvy and understandably the majority
of new residents have still been providing the
documents we need through the post.
“We haven’t been able to carry out face-to-face
assessments although some applicants prefer
telephone assessments, which we adapted to really
quickly. We’re very happy to talk through things and
at the moment people like to have a good talk as
they are not seeing many people. We try and help
people out as much as we can.”
While most of Nicki’s work sees her coming into contact
with new residents and their applications, existing
residents have also been a priority in recent months.
She said: “We have been carrying out welfare calls to
all residents since lockdown and it is clear that some
people feel more vulnerable than others, some have
family support and others have none, so it’s been
rewarding to be there for residents and realise that
what we are doing is improving the quality of life for
residents. We are there for them. This has always been
a very rewarding job but lockdown has reminded
us all of the importance of what we do.”

Those interested in becoming a Resident Trustee are
invited to informally meet with other PFH Trustees and
staff where we can explain the role and offer plenty of
time for you to ask questions.
After the meeting, if you are still interested and would
like to put yourself forward, we will ask you to submit a
brief application and attend a short interview – don’t
worry, we promise nothing too daunting!
Being a PFH Resident Trustee is an excellent way for
you to learn new things and ensure the views of PFH
residents are being heard when important decisions are
being made.
PFH resident John Holliday has been a Resident Trustee
since July 2015 and says it’s a very rewarding role. John
said: “To sit on the board of trustees is a great new
experience to learn how a charitable association such
as PFH is managed.
“As a Resident Trustee you have the opportunity to learn
about running the organisation, including everything
from management and financial aspects, through to the
progress of PFH and the well-being of residents.
“There is help available from the PFH senior management
and other members of the board, as well as information
available from the National Housing Federation. Above
all, taking on this role means that you are an integral part
of the association.”
In terms of the amount of time required for this role,
there are 5 meetings each year plus two away days.
Resident Trustees also need to read papers ahead of
the meetings and take part in training.
To express your interest, or find out more,
call (01482) 223783 or visit our
website www.pfh.org.uk.
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A G E U K H U L L R E L O C AT E S

TO P F H O F F I C E S
(Tim Fincham, Age Uk’s Benefits Advice Co-ordinator)

Age UK Hull recently moved its core operations into
the PFH offices at Silvester House.
The charity’s team has moved out of its former base
at Bradbury House, in Porter Street, and will now work
within the ground floor of PFH’s offices at Silvester
House, in The Maltings.
Given that Age UK is a key provider of support services
for older people, we already worked very closely with
the charity on various joint initiatives and therefore
when they were looking to relocate it made sense that
we joined forces.
The Age UK team will manage the main PFH reception
once the office reopens and work closely with our
Customer Support team to help residents with their
queries, although the vast majority of our support services
are provided over the phone on (01482) 223783.

services. These are key services that the people of Hull
need and want. We plan to increase our Home Support
and Day Care Opportunities as we know there is a
growing need for these types of services to enable people
to remain independent and in their own homes for longer.
We will obviously be sad to leave Bradbury House but this
gives us a unique opportunity for the charity to flourish and
develop over the years to come and adapt to the ever
changing needs of an older population.”
Age UK has successfully continued to deliver key services
to older people in the area since its offices closed in
March due to Covid-19. Their team is handling more
requests for help and support than ever before and a
growing number of people are seeking volunteering
opportunities with the charity.

Pam Davies, Chief Executive Age UK Hull, said: “The time
has come for us to make significant changes to our
operation and to concentrate on developing both new
and existing services and diversifying our income base.

Age UK will no longer be operating its restaurant, shop
or fitness suite that were part of its Bradbury House
facilities. The charity will continue to run its Information
and Advice, Benefits Advice, Falls Prevention, Day
Opportunities and Home Support services and will be
exploring ways to deliver new services and more social
activities moving forwards.

“We plan to grow much needed provision such as
Information and Advice, Benefits Advice and Befriending

To speak to Age UK about your
needs, call (01482) 324644.

PFH’S BOARD OF TRUSTEES WELCOMES COUNCILLOR HERRERA -RICHMOND
The newest recruit to our Board of Trustees says he
looking forward to helping shape PFH’s future.
Councillor Haroldo Herrera-Richmond joins the Board,
as Councillor Pete Allen steps down following the
completion of his term.
Councillor Herrera-Richmond said: As a ward councillor,
I’ve seen the quality of PFH properties first hand and
how happy the residents living in them are.
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“I wanted to get to know the organisation from the inside
out and work with them to further understand how we
can ensure people can live well as their housing needs
change. I’m looking forward to seeing PFH’s portfolio of
purpose built, affordable housing continue to grow.”
PFH would like to thank Cllr Allen for his contributions to
the organisation since he joined the board and extends
a warm welcome to Councillor Herrera-Richmond.

We can provide this issue of People First on audio tape, large print or
Braille and in minority languages. For more information please contact
Pickering and Ferens Homes on (01482) 223783
www.pfh.org.uk

