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INTRODUCTION 

Welcome to the PFH Annual report 2019/20. 

PFH is committed to excellence in customer service by 
achieving the highest quality standards of service for 
our customers. With this year’s annual report, we aim to 
demonstrate how we performed against our customer service 
standards, developed by residents. For a detailed look at our 
Customer Service Standards, visit our website at: 

www.pfh.org.uk/resident-zone/other-information/

We are always keen to hear from residents and encourage 
feedback on how you feel we are performing and any 
suggestions on how we can deliver a service which meets your 
needs.

Hilary Weston and Marilyn Triffitt
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You can contact us via our 
website (www.pfh.org.uk), 
email (info@pfh.org.uk) or 

telephone (01482 223783). 

We are also always keen to 
hear from residents who are 

interested in being involved and 
supporting our work, please 

do contact us, via the methods 
above, if you feel you can 
commit a little bit of time. 



GOVERNANCE
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/about-us/the-board. 

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, none of our trustees have a disability and 8% of 
our trustees come 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, 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.

Joan Darvell & Sydney Gomersall
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Stan Kell, 
Volunteer & 
Shirley Arundell



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
Options for paying our charges 
and how we will collect money 
outstanding (As an almshouse 

association PFH charges weekly 
maintenance contribution (WMC)).

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

Elsie Setterington
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CUSTOMER CARE 
STANDARDS 
How we measure our  
performance against this  
standard:

Ask customers if we deal with 
enquires quickly and effectively 
through feedback surveys 

Report findings through our 
newsletter, via our website and 
social media as appropriate



PERFORMANCE 
STATS 

40 compliments 
received

2 suggestions 
made

All complaints were answered 
in an average of 21.6 days

Most complaints were resolved at the 
first stage; with one complaint being 
satisfactorily concluded at stage 2

17 anti-social behaviour cases opened 
and all 17 responded to in time

88% of calls were 
managed for us by the Customer 

Support Team Audrey Brown 
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DIGITALISATION 

8% of residents receive 
electronic rent (WMC) 
statements and receive this 
Annual Report and the People 
First magazine online. This saved 
us around £194 in postage.

If you want to switch from paper 
copies to electronic copies 
please get in touch.



ALLOCATING OUR HOMES 
STANDARDS (TENANCY STANDARD)
How we measure our performance against this standard:

We will review our application process annually to ensure it is 
accessible and in line with our allocations policy

We will undertake a best practice review of applicant information 
annually

SIGNING UP TO AND LIVING IN 
YOUR HOME STANDARDS (HOMES 
STANDARD)
How we measure our performance against this standard:

Ask residents if the viewing /sign up information and advice was 
useful and assess whether the resident was satisfied with the re-let 
standard by carrying out an ‘Initial Thoughts’ survey  

Contact residents within 8 weeks of moving into their new home and 
assess and review how the resident finds living in their home

Provide feedback and information to customers in our newsletter, on 
our website and other social media as appropriate

Walt and Dorothy Richardson 
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EQUALITY AND 
DIVERSITY 
STANDARDS
How we measure our 
performance against this 
standard:

We provide an annual report 
to our Board of Trustees on 
equality and diversity

We will report annually on 
translation services we have 
used to support residents during 
the year. (Translation services 
were not required during 
2019/20)



In this financial year we have conducted 262 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

PERFORMANCE 
STATS

We let 150 
Properties

We let 51 (98 including  
David Lister Drive new 

build) 2-bed bungalows 
and 26 retirement Living 

Plus apartments

37 residencies have 
been with us for over 10 
years and 17 residencies 

for over 20 years

15 properties were 
empty and waiting to 
be let at the end of 

March 2020

We let 62 (109 with  
David Lister Drive new 
build) properties in the 

year in 14 working days 
or under

Average re-let 
time for all properties

 was 14.09 days

95% of residents were 
satisfied with the standard 

and condition of the 
relet property
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INCOME MANAGEMENT 
STANDARDS 
(TENANCY STANDARD)
How we measure our performance 
against this standard:

Through surveys/questionnaires such as 
our ‘Initial Thoughts’ survey, ask if you are 
satisfied with the information on how to pay 
your WMC / service charge

Ask if you find the WMC notifications and 
statements easy to understand and if they 
are useful 

Provide feedback and information to 
customers in our newsletter, on our website 
and other social media as appropriate



PERFORMANCE 
STATS 

We received around £6.45M in 
WMC from residents

74% of residents who have 
some WMC charge to pay do 

so by Direct Debit

Trustees agreed to write  
off just under £7,500 in 

uncollectable income, mostly 
from former residents

We made a surplus of £1.721M 
which we use to pay our loans 
for new homes and maintain 

our existing homes

100.44% WMC and arrears 
due collected

0.93% Current resident arrears Former resident arrears

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

0.93% 0.16%
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PLANNED MAINTENANCE 
SERVICE STANDARDS 
(HOME STANDARD)
How we measure our performance against 
this standard:

We will carry out satisfaction surveys following the 
completion of work to ensure that customers are 
happy with the work and the way in which the 
contractor undertook the work

Investigate further cases where you have told 
us that the service was not up to the required 
standard

Review satisfaction and provide feedback to 
customers in our newsletter, on our website and 
other social media as appropriate

Achieve the PFH homes standard for all PFH 
homes and undertake a review of poorly 
performing homes



PERFORMANCE 
STATS

DAY TO DAY REPAIRS 
SERVICE STANDARDS 
(HOME STANDARD)
How we measure our performance against 
this standard:

 Aim to complete repairs at first visit

 Inspect a percentage of repairs  
  completed through a post- 

inspection

 Complete repairs within the   
 published timescales

 Target of appointments kept  

 We will carry out a sample of   
 ‘Repair Satisfaction’ surveys each  
 month

We spent just short of  
£500,000 on repairs and 

maintenance in the year and 
£785,000 on major works

As part of our day-to-day works 
our repair and maintenance 
contractors carried out over 

6,400 repairs

96.6% of urgent and routine 
repairs were completed within 

target time

97.9% of repairs were fully 
carried out at the first visit

100% of residents satisfied with 
the repairs service

96.6% of appointments kept

You said  –  that some areas of paths on Ferens Haven 
were becoming a trip hazard
We did –  repaired and better identified the stone steps 
and added additional handrails. A comprehensive 
lighting replacement scheme is being installed. During 
2021 we will carry out a full and comprehensive review 
of the paths .
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GAS SERVICING 
SERVICE STANDARDS 
(HOME STANDARD)
How we measure our performance against 
this standard:

We carry out satisfaction surveys to ensure 
that customers are happy with the work 

We aim to achieve 100% gas safety checks 
on time 

We check 1,200 gas boilers every year to 
ensure they are safe and working well. This is 
a statutory requirement and we monitor this 
very closely, so everyone is accommodated 
with a convenient appointment time

PFH completed 1,200  
Gas safety checks and  
were 100% compliant



PERFORMANCE 
STATS 

NEIGHBOURHOOD AND 
COMMUNITY STANDARDS
How we measure our performance against this 
standard:

• Ask customers if they are satisfied with the 
appearance of their neighbourhood and with 
how it is being maintained – we will do this via the 
‘Initial Thoughts’ survey and through the Time to Talk 
meetings and other meetings as appropriate 

• Ask customers if they are satisfied with the quality 
and frequency of the services provided within their 
Retirement Living Plus schemes via the ‘climate 
surveys’ and information from Community Navigators 

• Provide feedback to customers in our newsletter, on 
our website and other social media as appropriate

We managed all the 17 anti-social 
behaviour cases we received in 

target time.

We spent over £300,000 on grounds 
maintenance and our grounds 

maintenance contractor looks after over 
100 gardens for our residents.

We have now completed redecoration of 
communal lounges at both Broadway Manor 

and Humber View and plan to complete 
Malin Lodge once restrictions imposed due to 

the Covid-19 pandemic allow. 

64 residents attended our “Time 
to Talk” sessions held in 2019. 

95.57% of residents were satisfied 
with their neighbourhood as a 

place to live. 

NEW HOMES
The Newbridge Village site concluded with all 82 
bungalows virtually complete apart from some 
road and landscaping works to finish off the site. 
The scheme won a prestigious award at the Inside 
Housing Development 2019 awards event for the 
best older peoples housing development. We let 
the remaining 47 properties at the David Lister Drive 
development, Newbridge Road, in 2019 – 20.

Plans are well under way to build 13 properties at the 
Eleanor Scott site where 7 original alms-houses are 
to be demolished. The existing bungalows are sadly 
beyond economical repair and cannot be brought 
up to today’s standards. The scheme will cost around 
£2million with grant assistance from Homes England.

We are also in talks with developers and landowners 
to increase our development of new homes over the 
next few years.

You said – the gates on Summergroves are 
not being locked and are being used as a cut 
through 
We did – arranged for a specialist lock system 
to be fitted, so that the gates snap closed and 
keys are required to enter.
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OUR ANTI-SOCIAL BEHAVIOUR 
(NEIGHBOURHOOD AND 
COMMUNITY STANDARD)

How we measure our performance against this 
standard:

Through a series of satisfaction questions, we ask 
for your feedback on the handling of any ASB 
you experienced.

COMPLAINTS SERVICE 
STANDARDS (TENANT 
INVOLVEMENT AND 
EMPOWERMENT STANDARD)

How we measure our performance against this 
standard:

Through a series of satisfaction questions, we ask 
for your feedback on if any ASB you experienced 
was handled well 

Provide feedback to customers on any 
improvement we have made as a result of 
complaints via information in our newsletter, 
on our website and other social media as 
appropriate



HEALTH
& WELLBEING

The Resident Christmas Party 2019 had over 100 people attend - we had a 
great afternoon of entertainment with Gary Marsden, as well as great food and 
company.

The Food for Life project was started, a grant for £9,750 to develop an 
intergenerational project to work with 3 local schools (Westcott, Greenway and 
Newington) and 3 schemes Ada Holmes, Broadway, and CPL. This has started off 
by planting fruit trees and bushes, vegetables, and herbs to develop an edible 
garden. We developed these little gardens to hopefully grow in the coming 
months and years to create a sustainable edible garden, which a few of our 

residents have been continuing to attend to during the COVID 19 Pandemic.
This project will continue, and we need more budding gardeners to assist with 
watering and help to grow and harvest the produce to create healthy fresh meals.  
The project has only had a small number of participants due to the Covid-19 
lockdown. We want to continue the project through food parcels to create healthy 
snacks and meals.

The schools will be back on board once it is safe to do so.  We regularly had 10 – 
15 children attend the sessions.

IT and biscuits – Currently 
have 11 people signed up 
to the project who have kept 
the tablets and Alexas.  We 
have had 3 returned due to 
the participant not feeling 
the need for the technology 
pre-lockdown. This project is 
still ongoing and available 
and can be signed up with 
or without the Alexa moving 
forward.

Nancy’s socials 
regularly saw 8 – 10 
residents attending 
which was a great 
turnout – doing things 
like brain training 
quizzes, reminiscing, 
play your cards right, 
baking, poetry and a 
general get together.

We were also 
successful in receiving 
funding to the value 
of £16,000 from local 
trusts and grant givers, 
including Award for 
All (Big Lottery), Joseph 
and Annie Cattle Trust, 
Hull and East Riding 
Charity Trust and Sir 
James Reckitt Trust.  This 
will continue to fund the 
IT and biscuits project 
moving forward.

Movement to music 
sessions at Broadway 
regularly saw 8 – 10 
people including 
people from the 
bungalow – This was 
a great little social and 
exercise session.

During 2019/20 
we have had 12 
volunteers supporting 
4 non-residents and 11 
community navigators 
– including 5 area 
navigators and 6 social 
navigators.

Nancy Brown - 
Volunteer 



OCTOBER 2021

RESIDENT INVOLVEMENT 
STANDARDS (TENANT 
INVOLVEMENT AND 
EMPOWERMENT 
STANDARD)
How we measure our performance against 
this standard:

We ask you how satisfied you are with the 
opportunities to get involved

We monitor and report resident involvement 
opportunities and training

We report on the outcomes of resident 
involvement through our newsletter, on 
our website and other social media as 
appropriate
 
The Resident-Led Scrutiny Panel reviewed our 
Complaints policy and the Board agreed their 
recommendations.



PERFORMANCE 
STATS 

satisfied with 
 the opportunities to

make their views known

satisfied that PFH listens 
to them and acts 

on their views

96% 94%

VALUE FOR MONEY
PERFORMANCE STATS

We made £43,100 from our investments

We earned £40,100 from our solar panels

We reduced our service charges by £13,000

Our current tenant arrears increased by £46,100

97.9% satisfied their WMC charge is value for money

95.6% satisfied their service charges are value for money

Expenditure

Management of homes - 26p

Service Costs - 17p

Insurance Costs - 8p

Loan Repayment & 
Bank Charges - 7p

Repairs & Maintenance - 22p

Other Costs - 20p

Income

WMC (rents) - 78p

Service Charges - 15p

Grants, Investments  
& Other Income - 7p

BREAKDOWN OF 
INCOME SPEND 
AND INCOME
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BUTTERFLIES CHARITY 
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. Many PFH residents 
are impacted by the issues connected 
to memory loss. The association places 
great value on promoting the health and 
wellbeing of its residents and we work with 
residents to support them to continue to 
live independently in our homes. Because 
of these close connections, PFH staff team 
chose Butterflies as a charity they wished to 
support during 2019/20.

TOTAL AMOUNT RAISED 
BY PFH STAFF  £1,263.51



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 
31/3/18

As at 
31/3/19

As at 
31/3/20

Number of Properties – Owned 1,285 1,305 1,348

Number of Properties – Managed 31 31 31

Number of Properties Let 188 152 157

Percentage Stock Turnover 14.6% 9.66% 11.65%

Number of Staff Employed 41 42 41

Average Staff Sickness in Days 17.11 days 4.88 days 10.73 days

Percentage Staff Turnover 19.5% 14.6% 21.95%

Financial Turnover £7,581,000 £7,731,000 8,262,000

Operating Surplus £1,645,000 £1,462,000 1,721,000

As at 
31/3/18

As at 
31/3/19

As at 
31/3/20

Peer group as of 
31/3/19 
Median

Reinvestment in Existing Stock and New Build 12.55% 7.22% 2.31% 4.01%

New Supply Delivered as a % of Total Stock Owned 3.04% 1.61% 3.47% 0.51%

Adjusted Net Gearing 13.26% 15.10% 12.07% 36.61%

EBITDA (MRI) Interest Cover 470% 335% 600% 196%

Headline Social Housing Cost Per Unit £4,105 £4,512 £4108 £3,691

Operating Margin (Social Housing Lettings) 20.80% 16.58% 24.13% 27.28%

Operating Margin (Overall) 21.69% 18.91% 25.39% 23.85%

Return on Capital Employed 2.21% 1.95% 2.75% 2.84%
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Edward Overton & 
Jean Gomersall



External Auditors:
Beever and Struthers
www.beeverstruthers.co.uk

Internal Auditors:
TIAA
www.tiaa.co.uk

Principal Bankers:
National Westminster
Bank plc
www.business.natwest.com

Lenders:
Nationwide Building
Society
www.nationwide.co.uk

Royal Bank of
Scotland plc
www.business.rbs.co.uk

Affordable Housing
Finance plc
www.ahfplc.co.uk

OUR ADVISORS CURRENT TRUSTEES 
AS AT JULY 2020

Resident Trustees

John Holliday 
(Chair of Residents Committee)

Vacancy

Nominated Trustees 
(Hull City Council)

 
Councillor Haroldo 
Herrera-Richmond

Councillor Gwen Lunn

Co-opted Trustees 

Pete Stones (Chair of the Board)

Kate Calvert (Chair of Governance 
and Remuneration Committee) 

Paul Common

Anna Folwell

Andy Gawthorpe 

Andy Gladwin 
(Chair of Audit and Risk Committee)

Cheryl Walker

Vacancy



Audrey Brown & Joan Darvell



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.

Regulator of Social Housing: Registered number A4020

Charity Commission: Registered number 1014862

National Association of Almshouse: Registered number 981

CONTACT DETAILS
Pickering and Ferens Homes 

Silvester House
The Maltings

Silvester Street, Hull
HU1 3HA

Telephone: 01482 223783 
Email: info@pfh.org.uk 

Website: www.pfh.org.uk

Telephone Hours
Weekdays

9.00am - 5.00pm

(9.00am - 4:30pm - Friday)


