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Dear residents
 
I hope you are all keeping well and have started to enjoy 
life becoming a little more “normal” in recent weeks as 
communities have begun to open back up again. Many 
of our residents will have had both doses of their Covid-19 
vaccination by now, which hopefully gives you some peace 
of mind when it comes to beginning to socialise once again.

 
Whilst we all have to remain vigilant and work together to ensure we continue 
to prevent the spread of Covid-19, I am pleased to confirm that as the 
Government works towards lifting national restrictions we also resumed  
of all of PFH’s usual services from July 19th.
 
We will be using our communal spaces to reignite our well-being activity 
programmes, including a new partnership with Age UK which will see some of 
their activities brought to our schemes. It’s important to stress that we will always 
be guided by the latest Government advice and modify our services as needed 
to ensure the safety of our residents, but our plan is to ensure our schemes and 
pop-ins have a real buzz about them once again. We know that the activities 
and social interaction they bring are a real lifeline for many of our residents, who 
would otherwise feel lonely and isolated.
 
Our focus remains on the quality of services we deliver to you and I am pleased 
to report that our Scheme Walkabouts recommenced in July, giving us an 
opportunity to get out and about to talk to residents about anything they feel 
needs addressing. We are developing a new range of resident involvement 
opportunities, led by Kate-Marie Foster our Customer Experience Manager.
 
A new set of Service Standards has been agreed in partnership with residents 
and based on feedback from the Autumn 2020 Satisfaction Survey. We really 
do value residents’ views and if there is something you would like to share with 
us, I would encourage you to contact Kate-Marie on (01482) 223783 – she is 
keen to hear from residents about their experiences of living in a PFH property 
and how we can continue to improve.
 
Our investment programme continues apace and you can read updates 
about our modernisation and development work throughout the magazine. 
Take care and, as ever, if you need any additional information or support, 
please get in touch.
 
Best wishes

Claire Warren
Chief Executive

 

Claire

WA R M  W I S H E S  F R O M  C L A I R E 
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Warm wishes from Claire

Win a behind the scenes tour 
of BBC Look North

Express yourself through city 
drama group
 
Smart Technology installations 
underway

State-of-the-art bungalow 
development complete

Former Hull Fishermen’s 
Almshouses dating back to 
1910 are being transformed

How does PFH fund new 
build properties?

Giving our residents a voice

Pop-in centres reopen for 
residents to socialise

Try Tai Chi and reduce your 
risk of falling in later life!

Home improvements 
designed by residents

Meet the Contractor:  
The Gas Company

Meet the PFH Team

... and much more!

Listen,
Learn, 
Improve, 
Share

WE ARE 
LISTENING  
CHANGE IS HAPPENING

PLEASE KEEP YOUR 
FEEDBACK COMING 
TO HELP US IMPROVE

You talk. We listen. 
We take action.
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Have you ever watched BBC Look North and wondered 
just what goes on behind the scenes to produce the 
show?
 
Now is your opportunity to be in with a chance of 
visiting their Queen’s Gardens broadcasting centre and 
watching the news going out live from the gallery. There 
is even an opportunity to sit in Peter Levy’s chair in the 
studio!
 
Our marketing and communications partner Mercury 
has donated the prize, which raised £1,000 at a charity 
auction hosted by Hull-based charity Northern Academy 
of Performing Arts (NAPA). The funds were used to support 
their work in delivering high quality, affordable dance, 
drama and musical theatre to the city’s young people 
from their Anlaby Road-based performing arts school, 
as well as through outreach work in the community and 
schools.
 
The BBC experience offers one lucky winner and a guest 
of their choice the opportunity to step inside the exciting 
world of broadcasting. They will watch from behind the 
scenes as Peter Levy, who has been a popular figurehead 
at BBC Look North since 2002, presents the day’s news 
round-up from across Yorkshire and Lincolnshire.

A tour of the BBC offers the chance to learn the tricks of 
the trade and find out some fun facts and quirks about 
how their favourite regional news bulletin is produced. 
It also includes a tour of the BBC building including the 
Radio Humberside studios.

To enter: Write to PFH no later than August 31st 2021  
and tell us how many years Peter Levy has been 
presenting BBC Look North for and why you should  
be chosen to win. You can write to us at PFH,  
Silvester House, Silvester Street, Hull, HU1 3HA  
or email: housing.support@pfh.org.uk. 

**Please note: the date of the tour will be chosen by the 
team at the BBC and will be booked when it is deemed 
safe for visitors to be allowed inside the building in line 
with current Covid-19 guidance.

A BEH IND THE 
SCENES  TOUR OF 
B B C  LO O K  N O R T H !

Communication with residents is key to us and we are 
always thinking of new ways to keep in touch.

For those residents and their families who already follow 
our Facebook page, you will know we recently set up a 
brand-new group called PFH Community Talk.

The purpose of this group is to encourage active 
discussions amongst PFH residents and staff. It is an 
open space to get to know fellow residents, share hints, 
tips, and even recipes, as well as finding out what’s 
going on in your area or simply having a good old chat.

We would also encourage residents to use this group as 

a space to give us feedback. We will run regular polls 
or direct questions about current services and we will 
use this as another medium to continually improve our 
services.

Residents can also be confident that their posts will 
only be viewed by approved members, as the group 
is completely private. PFH Community Talk is a safe 
and welcoming space and we hope you enjoy active 
participation.

To find our group, simply search “PFH Community 
Talk” on Facebook and request to become a 
member.

J O I N  P F H ’ S  P R I VAT E  FAC E B O O K  G R O U P  TO  M E E T  OT H E R  R E S I D E N T S !
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There is no doubt that 
between all of our residents, 
there will be hundreds of 
different skills in existence – 
what’s yours?

We would like to hear from 
residents about what they 
can do and how they could 
share their skills with others.

Whether you’re a joiner, 
maker of something, a 
musician or anything in 
between, PFH is encouraging 
residents to keep their skills 
in use by talking to us about 
what they can do so we can 
help identify a way of you 
putting it to good use.

D O  YO U 
HAVE A 
S K I L L 
YO U  C A N 
S H A R E ?

Residents are being encouraged to enhance their 
creative and cultural awareness by joining a popular 
over-55s Drama Class, which is open to people from all 
backgrounds with no previous experience necessary.

Northern Academy of Performing Arts (NAPA), is a 
long-established charity based in Anlaby Road, Hull, 
specialising in dance, drama and musical theatre and 
PFH is embarking on an exciting new partnership with 
their talented team.

The over-55s class takes place on a Wednesday 
morning, between 11am and 1pm, and is becoming a 
popular feature in the renowned venue’s timetable.

Some research suggests participation in the arts may 
have positive psychological benefits such as enhancing 
brain function, cognitive reserve, life satisfaction, quality 
of life and self-esteem. With limited opportunities for 
social interactions over the past year, there has never 
been a better time to try something new, meet new 
people and enjoy the benefits a class like this can offer.

NAPA is located just a stone’s throw away from Hull 
Paragon Interchange, making it easily accessible for 
residents traveling by public transport into the city centre.
The group produces showcases of their work and most 
recently invited audiences along to see a performance 
called “Talking About My Generation”, which was an 
hour of fun-filled music, drama and laughter in NAPA’s 
theatre. Participation in such showcases is optional, so 
residents shouldn’t worry if they simply want to attend 
the classes, there is no obligation to perform publicly.

Claire Champlin, PFH’s Resident Wellbeing Co-ordinator, 
said: “Being involved in arts and creative activities is a 
fantastic way of building confidence. I know for many of 
our residents, they have been left feeling quite anxious 
about getting out and about again after being socially 
isolated during Covid-19.

“This is a fantastic opportunity to overcome those fears 
and enjoy being part of something fun in a welcoming 
environment. I would also love to see the NAPA group 
work towards a showcase at Older People’s Week in 
Hull, later in the year.”

Participation in the arts may have positive physical 
benefits by contributing to increased physical activity 
levels, decreased sitting time and a reduction in the risk 
of frailty. Furthermore, performing arts can help forge 
community cohesion and social connections, so what 
are you waiting for?
 
“We hope to see lots of new faces at our over-55s 
group over the coming weeks and months,” said Carl 
Wheatley, NAPA’s Chief Executive. “I am delighted to 
be working in partnership with PFH to welcome their 
residents along and give them an opportunity to try 
something new. The group is very friendly and no 
previous experience is needed, it’s about coming along 
and enjoying yourself.”
 
The class is free to attend thanks to Arts Council funding. 
To book a place, call NAPA on (01482) 310690 or visit 
https://www.northernacademy.org.uk
 
Residents interested in participating in performing arts 
activities within PFH’s schemes should also express their 
interest by contacting Customer Services on  
(01482) 223783.

E X P R E S S  YO U R S E L F 
T H R O U G H  C I T Y 
D R A M A  G R O U P 

Please contact us on  
(01482) 223783 to get involved.
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Work has officially begun on our first Smart Technology 
installations, which will bring state-of-the-art technology to 
residents’ homes together with associated health and well-
being benefits.

The project, which is being managed by Tunstall Healthcare,  
will be rolled out across PFH schemes this year and it will 
replace the analogue telecare system with a new digital system.

Claire Warren, Chief Executive of PFH, said: “The Smart 
Technology programme represents a significant investment from 
PFH. We want to ensure our residents have access to the very 
best services and benefit from the very latest technology to 
help them lead independent lives in the most reassuring, safe 
way possible. I am delighted to see this project progressing, 
following detailed planning work by our staff team.”

Residents in our Retirement Living Plus schemes will benefit from 
a telephone handset called the Communicall Vi IP System, 
which is a 7-inch video screen, allowing residents to answer the 
front door and see who is visiting them using the video door 
entry technology. Additionally, residents will be able to call each 
other from one PFH property to another.

Residents living in our bungalows, which currently have the 
lifeline service via the red pull cords, will receive a Lifeline Smart 
hub, which is a free standing unit allowing them access to 24/7 
well-being monitoring and a range of other reassuring features. 

For more information, call (01482) 223783.

S M A R T  T E C H N O L O GY 
I N STA L L AT I O N S 

U N D E R WAY

A R E  YO U  ST R U G G L I N G 
W I T H  F U E L  C O ST S ?
Residents struggling with fuel costs can access 
free independent energy advice. Green 
Doctors, provided by community charity 
Groundwork, can support across  
a wide range of areas including:

• Energy bills and fuel debt support
• Grants for boilers and insulation
• Heating systems and controls
• Reducing energy costs in the home
• Water bills and debt
• Damp/condensation/mould advice

Green Doctors can also install a wide range 
of solutions such as energy saving devices, 
draught proofing and water saving devices 
to name but a few. To arrange a free home 
visit, call 0808 168 3547.

P F H  N A M E D 
O U T STA N D I N G 

P R O V I D E R
 
We are delighted to announce that PFH has 
been awarded the highest standard within our 
industry code of practice.
 
Emerging Role of Sheltered Housing (Erosh) has 
accredited PFH as an Outstanding Provider 
through its Code of Practice, which is designed 
to encourage positive practice and raise 
standards within the sheltered and supported 
housing sector.
 
The accreditation provides a time-saving and 
cost effective way for providers to ensure 
that quality is maintained and improved 
in accordance with nationally-recognised 
standards.

It helps to ensure compliance with legislation; 
that policies and procedures are up to 
date and robust; staff have clear roles and 
responsibilities, and are appropriately trained; 
accommodation is of good quality; and that 
there are positive outcomes for customers.
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Work on a development of new bungalows on the 
former Eleanor Scott site is now complete.

The development work, in Southcoates Lane, east Hull, 
saw 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 
two bedroomed PFH bungalows. 

Martin Sherman, Property Services Director, says the end 
result is a development of well designed and high-spec 
bungalows which are suitable for modern day living. 
“We are committed to upholding PFH’s high standards 
with every new development we undertake,” he said. 

“These bungalows are really impressive and meet the 
Design Space Standard, because we have allowed 
more space than the average property. We continue to 
place emphasis on creating communities and developing 
unique properties – we have certainly achieved both 
on this development and I’m sure the future residents of 
these properties will not be disappointed.”

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. 

Long established Hull-based contractor Hobson and 
Porter has developed the new-builds for PFH. Wayne 
Cropp, Contracts Manager, said: “It has been a privilege 
to work on this development in partnership with PFH. The 
properties are highly specified and feature a modern 
design style. All of the properties are located in a cul-
de-sac design and internally benefit from features such 
as fitted wardrobes. We wish the future residents who 
are allocated these properties every happiness in their 
new homes.”

“It has been a privilege to work on this 
development in partnership with PFH. The 

properties are highly specified and feature a 
modern design style. ” 

STAT E - O F -T H E - A R T 
B U N G A LO W 
D E V E LO P M E N T 

C O M P L E T E
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Work has been completed on the first phase of a 
modernisation programme on some of PFH’s oldest 
properties.

The Grade II listed almshouses at Pickering Crescent 
were some of the first to be built within our portfolio 
and, standing at over 100 years old but in need of 
some improvements for modern day standards.

Following a careful period of planning to ensure any 
upgrades were sensitive to the properties’ original features, 
the first four homes have been transformed into open-
plan, energy efficient almshouses, which will be offered to 
residents already living within Pickering Crescent first.

“The properties were quite dark inside, owing largely 
to the layout and the original small windows,” said 
Martin Sherman, Property Services Director. “We 
have replaced the windows with a high specification 
aluminium type to ensure they conform to the listed 
building requirements, and we have made the kitchen, 
living and dining areas open plan to make the best of 
the space available.”

The almshouses were built as a result of philanthropist 
Christopher Pickering’s generosity in 1910, when he 
donated £6,300 for the construction of 12 almshouses
to be built to house ex-fishermen. In 1919 and 1955 a 
further twelve almshouses were built. At that time they 
were maintained by Hull City Council.

Christopher Pickering was a successful merchant and 
ship owner, who also donated land and funds for the 
construction of Pickering Park along Hessle Road where 
the almshouses are situated.

Martin added: “The whole essence of the refurbishment 
was to bring these properties up to modern standards. 
They now have an Energy Performance Level equivalent 
to the standard requirement for all social housing 
by 2030. We have achieved this by insulating the 
walls, roofs and floors internally to protect the outside 
appearance of the properties, as well as new windows.

“Outside the rear of the properties, we have raised 
the ground level, as there were some very high steps, 
so they will be much more accessible for people with 
any mobility issues now. Residents will also have some 
privacy to the rear of the properties by creating small 
courtyards of their own.”

Once the recently modernised homes have been 
allocated to residents there and they have moved in, 
the next four properties at Pickering Crescent will be 
modernised over the course of this year.

F O R M E R  H U L L  F I S H E R M E N ’ S 
A L M S H O U S E S  D AT I N G  B A C K  TO 
1910  A R E  B E I N G  T R A N S FO R M E D

“We have replaced the windows with a high 
specification aluminium type to ensure they 
conform to the listed building requirements, 
and we have made the kitchen, living and 

dining areas open plan to make the best of 
the space available.”

Julie Gawthorpe, PFH Area Co-ordinator
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We understand that often residents who are waiting 
for upgrades, such as new windows, doors, kitchens 
and bathrooms, might feel a little despondent when 
reading about PFH’s state-of-the-art new build 
developments.

Our new build developments are funded through a 
completely separate budget, which cannot be used 
to fund any maintenance or renewals work on our 
existing portfolio of housing.

Often we will secure grant funding and investment 
for such developments, with a strict agreement 
that the money can only be used for new build 
properties. Occasionally land is also gifted to PFH by 
the local authority, with an agreement in place that 
we will develop a certain amount of the housing for 
them to allocate to people on their own waiting list.

Before we approve the building of new homes we 
calculate how long it will take for the rental income 
we receive for them to pay any loans back. New 
schemes are also usually supported by a significant 
level of government grant to ensure we can keep 
the rents as low as possible.

PFH’s Property Services team carefully plans our 
renewals programme and prioritises properties with 
the greatest need – for example, we are currently 
working on a phased modernisation programme for 
the Grade II listed almshouses at Pickering Crescent, 
which date back to 1910 and were in significant 
need of bringing up to modern day standards.

We are continually reviewing our housing stock to 
ensure we identify which properties need renewals 
work as a priority and which are planned in for the 
medium to long term.

Residents can rest assured we are committed to 
ensuring everyone benefits from the very best 
standards of living and we are dedicated to 
ensuring our renewals programme reflects the 
condition of our housing stock.

H OW  D O E S  P F H 
F U N D  N E W  B U I L D 
P R O P E R T I E S ?

Polish your dancing shoes and dust off your glad 
rags, it’s almost time to party!

We are hoping to host the annual Residents’ 
Christmas Party once again this year, after having  
to cancel it in 2020.

Featuring live artist Gary Marsden, the festive 
celebration takes place on December 9th  
at The Ritz, on Holderness Road, from 1pm to 5pm.
 
All residents are welcome to buy tickets for 
themselves and their guests. A buffet, bingo  
and a raffle all form part of this fun-filled afternoon 
too. Tickets cost £7 for residents and £8 for  
non-residents.
 
To book, please call (01482) 223783.

S AV E  T H E 
D A T E ! 
C H R I S T M A S  P A R T Y 

A T  T H E  R I T Z
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“Customer First” is a philosophy PFH is putting at the 
heart of plans to continually improve the services we 
deliver to you.
 
That’s why we recently created a new role within our 
staff team, dedicated to listening, learning, improving 
and sharing feedback.
 
Kate-Marie Foster has worked at PFH for 14 years 
in various customer facing roles within our Resident 
Services team and, thanks to her long-standing, tireless 
approach to doing the very best for our residents, she 
has been tasked with raising the bar even higher when 
it comes to customer satisfaction.
 
“My new role as Customer Experience Manager is 
about gaining a stronger understanding of residents’ 
experiences of being a PFH customer,” explained 
Kate-Marie. “I want to hear from as many residents as 
possible with their feedback, good and bad, because 
residents’ views help shape how we deliver future 
services to ensure we consistently deliver to a high 
standard in the future.”
 
      Customer Engagement 
   We are in the process of relaunching our 

customer engagement offer. Due to Covid-19 
restrictions, it has been difficult to interact with 
residents, so we are now busy ensuring you 
have fantastic opportunities to be involved 
and heard. If you are interested in getting 
more involved with PFH and helping shape our 
services, please contact Kate-Marie Foster, using 
the information below.

  Customer Profiling – Updating 
 Resident Data and Preferences 
  We have been contacting residents with 

a Customer Profiling and Communications 
Preferences form, so we can update our records. 
If residents can respond as soon as possible, we 
can ensure we have up-to-date information and 
that we are contacting you in the way you wish.

 
 Walkabouts
  PFH staff have been undertaking walkabouts in 

July and hope to complete all sites by the end 
of summer. The purpose of the Walkabouts is 
to give us the opportunity to see the schemes 
through your eyes and identify any issues you 
are currently facing. When the Walkabouts take 
place, we write to residents living in the area 
in advance to let them know when we will be 
there, so they can come out and join us to bring 
anything that needs addressing to our attention.

 
 Time to Talk sessions
  Our Time to Talk sessions are a fantastic 

opportunity for residents to come and talk to 
members of PFH’s senior leadership team and 
share their views about their scheme. We are 
pleased to announce that these sessions, are 
currently being planned for Autumn 2021 and 
we will be writing to you with more information 
about your nearest event. 

 
  Climate Survey 
  We sent out a Climate Survey to our Retirement 

Living Plus schemes recently, which was designed 
to gain further feedback and understanding 
from residents living in our Retirement Living Plus 
Schemes about their satisfaction with key services. 
We will be sharing the results from this in due 
course and looking at how we can address any 
areas where there is room for improvement.

How to talk to Kate-Marie Foster, our Customer Experience Manager, and share 
your feedback: Call: (01482) 223783 | E-mail: kate-marie.foster@pfh.org.uk
 
How to complain
If you are dissatisfied with a service you have received and want to make a 
complaint, you can do so in the following ways and you can also ask us for 
support with making a complaint:

Online – 
by visiting our website: 

www.pfh.org.uk/contact-us

In Person – 
Through any 

member of staff 
working for PFH

Telephone – 
By calling 

(01482) 223783

By post – 
PFH, Silvester House, 

The Maltings, Silvester 
Street, Hull, HU1 3HA

Email – 
info@pfh.org.uk

G I V I N G  O U R 
R E S I D E N T S  A  VO I C E
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Residents will be pleased to hear our pop-ins, which 
have always been a real community hub within our 
schemes, reopened on July 19th.

The pop-ins, which are located at the locations listed 
below, are managed by volunteer residents who we 
have provided training to in order to ensure they are 

well placed to operate the centres safely following 
Covid-19.

If you haven’t been along to one of the Pop-ins before, 
now might be the time to go along – they are a hive 
of activity with a variety of things happening each 
week. 

P O P- I N  C E N T R E S 
REOPEN FOR 
R E S I D E N TS  TO
S O C I A L I S E 

Broadway Pavillion 
– Broadway Village, 

Holderness Road

Hebrides - 
near Malin lodge
Maybury Road

Westgarth 
Pop in – Off 
Endike Lane

Barrington 
pop in – Off 

Cottingham Road

Priory 
pop in – 

Off Priory Road  

Singing 
and music

Quizzes Gentle 
exercise

Arts and 
crafts Day trips

P O P- I N  LO CAT I O N S 

Age UK is also beginning to use our pop-in at Barrington Avenue, in west Hull, as a venue for its Day Opportunities. 
Age UK Day Centres provide people with both practical assistance and a chance to socialise, with support from 
trained staff and volunteers. Activities include:

For more information about Age UK activities, call (01482) 324644.

For more information about PFH’s pop-ins, call (01482) 223783.
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Medical research has shown that Tai Chi is effective for 
preventing falls in older people.

PFH is therefore looking to run a series of taster sessions 
for residents to try out the ancient martial art, which 
combines breathing techniques with graceful movements. 

The preventive effects are thought to increase with 
exercise frequency and the research found that Yang style 
Tai Chi seems to be more effective than Sun style Tai Chi.

Dr Anna Folwell, one of PFH’s Trustees, who is a 
Consultant Community Geriatrician working at the Jean 
Bishop Integrated Care Centre, recommended PFH 
pilots the activity with residents after noticing one of the 
impacts of the pandemic has been reduced physical 
activity for some and an increase in falls. Looking for 
research into how best to address this, Anna read a 
British Medical Journal (BMJ) paper demonstrating the 
Tai Chi can reduce falls by around 20%.

An extract from the BMJ report reads along the 
following lines (some terminology has been simplified): 
“Falls are common among older adults and are one 
of the major threats to their health. The incidence of 
falls varies with living status and increases with age; in 
general population, 30 to 40% of people over 65 years 
fall every year worldwide, increasing to 50% among 
people aged 80 years and older. Falls in older people 
are associated with considerable subsequent decline 
in functional status and increase in nursing home 
admissions and medical resources consumptions. 

“A number of interventions, including adaptation and 
modification of home environment, exercise, medication 
modification and vitamin D supplementation, have been 
applied for preventing falls. Tai Chi is a traditional systematic 
strength training exercise widely practiced in China. Tai Chi 
has been shown to be effective in improving balance, sense 
of self movement, muscle strength and endurance, therefore 
it may be beneficial for preventing falls among the elderly.”

T R Y  TA I  C H I  A N D  R E D U C E  YO U R 
R I S K  O F  F A L L I N G  I N  L A T E R  L I F E !

Are you interested in trying Tai Chi? 
The start dates and venues are Tuesday, August 17th, 11am – 12pm, Broadway Manor and 

Friday, August 20th, 2:30pm – 3:30pm, Integrated Care Centre.

 Please book a place by calling (01482) 223783.
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NEW LIFT WELCOMED AT 
MALIN LODGE
A new lift has recently been installed at Malin 
Lodge, providing residents with easy access to their 
properties upstairs.

Paul Watson, a resident at Malin Lodge, was one  
of the first to try it out.

PFH appointed a new contractor to carry out this work 
on our behalf, as we recognise that the lift installed
at Humber View has experienced reliability issues –  
a different contractor was responsible for the 
installation there, however we are working on plans 
to improve the reliability of the lift.

WORK IS WELL UNDERWAY ON A 
LARGE DEVELOPMENT IN WEST HULL

The foundations are in, the brick work is starting to rise 
up from the ground and the roof trusses can be seen 
too – PFH’s vision of transforming another site into a 
development for older people is becoming a reality. 

Located on Hessle Road, just off the roundabout 
close to Sainsbury’s and a short distance away from 
Christopher Pickering Lodge, the scheme will comprise 
23 bungalows and six flats set within an attractive, 
landscaped cul-de-sac. 

“This development is progressing very well,” said Martin 
Sherman, Property Services Director. “The scheme has 
been made possible partly through grant funding from 
Homes England, which funds new affordable housing in 
England. We are looking at a completion date of March 
2022.”

Residents made us aware of their 
concerns around the car parking  
at Humber View and we are pleased 
to report we have been able to 
address them.

Following feedback about the width of
the parking bays and the number of 
spaces available, we have taken out 
some areas of landscaping from the front 
of the scheme and carried out some 
realignment of the parking spaces.

Additionally, we added some LED lighting 
which is more energy efficient and 
lights the space well. It’s safe to say the 
improvements will make a real difference 
to residents and the work demonstrates 
how much we value your feedback.

YOU SAID,  
WE  D ID !
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WOULD YOU LIKE TO 
LEARN HOW TO USE 
THE INTERNET?
PFH’s popular IT and Biscuits workshops are officially 
relaunching for the first time in over a year.

The sessions provide an informal opportunity to learn 
how to use the internet and complete other tasks such 
as using a computer, smartphone or tablet.

The first live workshop will take place at Broadway 
Manor, Holderness Road, east Hull, on Wednesday, 
August 4th, from 10:30am – 12:30pm.

The sessions cover everything from the basics of how to 
log on to the internet to how to use various applications 
such as Zoom, Microsoft Teams and other video call 
facilities – all of which provided a vital lifeline for so 
many people unable to leave their homes during the 
national lockdowns.

The workshops continued to take place virtually 
throughout the pandemic, however we know for 
those of you who were complete beginners or had no 
experience of using the internet at all, it was impossible 
to join in.

IT and Biscuits is suitable for all ages and abilities and 
nobody should feel reluctant to join, as everyone has to 
start somewhere when it comes to learning more about 
digital technology.

To book your place, call (01482) 223783.

HOME IMPROVEMENTS 

DESIGNED 
BY RESIDENTS
Our Property Services team has been busy talking to 
residents at Broadway Manor about how they would 
like their new kitchens to look.

The kitchens were selected for replacement as part of 
our upgrade programme, which prioritises kitchens by 
age and condition.

A “choices event” recently took place in the communal 
lounge at Broadway Manor to give residents the 
opportunity to choose their own worktop and cabinet 
colours and door handles, as well as floor coverings.

Meanwhile we have recently completed the installation 
of new bathrooms at Christopher Pickering Lodge. We 
hope residents will enjoy their new washroom facilities, 
which have been carried out to the usual high standard.

James Butterworth, Asset and Development Manager 
at PFH, said: “It is so nice to get residents’ input into 
the early stages of planning the upgrades to their 
properties. By talking to them long before the work 
begins, it means when their new kitchen is installed they 
really feel that it’s to their own taste. The bathrooms 
work has gone very smoothly and we are sure residents 
will be pleased with the end result.”
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PFH works with a strong network of specialist partners 
to deliver services to residents. Through People First 
magazine, we plan to profile the contractors who work 
on our behalf. 

The Gas Company is PFH’s appointed gas contractor 

and has an experienced, professional team dedicated 
to the needs of our residents. 

Experts in all aspects of heating and plumbing, they 
specialise in reactive repairs, installations and servicing, 
with over 80 local skilled Gas Safe Registered engineers.
 
Founded in 1994, The Gas Company has developed 
a strong reputation locally and PFH is proud to work 
closely with their team to provide residents with routine 
maintenance such as boiler servicing and repairs, as 
well as on new boiler installations. Additionally, sister 
company Ecolec meets all of our electrical requirements.
Marc Cross, Managing Director of The Gas Company, 
said: “We have worked with PFH for over 12 years now 
and we are very proud to work with a local housing 
provider to meet their residents’ plumbing, heating and 
electrical needs to a high standard.

“We have worked in partnership with local councils, 
social landlords, housing associations, charities and 
private residential customers throughout the East Riding 
of Yorkshire, Selby and North Lincolnshire regions for 
over 25 years.”

Where possible, The Gas Company tries to maintain 
continuity when it comes to which members of its 
staff team attend PFH properties and work on the 
management of the contract. Here, we introduce some 
of their key people working for you…

M E E T  T H E 
C O N T R ACTO R : 
THE  GA S  COMPANY

“I have overall responsibility and 
accountability for all aspects of 
service delivery and health and 
safety on the PFH contract – this 

includes client meetings, performance 
reporting and regular site visits. 

“The PFH team are very reliable, not 
only for the first-class service they 

deliver but also their management of 
the individual contracts. All residents 
are friendly and very welcoming, it is 
great to be involved in such a great 

local contract.”

“As the project manager, I take the lead in the delivery 
of the contract. On a day-to-day basis, I cover things like; 
engineer compliance, safety and technical advice and 
ensure the demand is met. I am responsible for auditing 
Landlord Gas Safety Records (LGSR’s) and work closely 
with the internal and external administrative teams. 

“I liaise daily with the PFH management team and 
attend monthly meetings to discuss any on-site issues 
developing and ways to streamline all processes to 
ensure a first-class service for the client and residents. 
What I enjoy most about working for PFH is the residents, 
they are always happy to see us and always sending in 
great feedback about the business and engineers.”

Marc Cross 

Managing Director Lee Pearson

Project Manager
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“I have worked for The Gas Company for around 18 months. I am 
the first point of contact for the PFH residents, dealing with the day 
to day operations of the project. Daily tasks include arranging or 
rearranging annual gas services and organising any gas related 
heating repairs.

“On a daily basis, I liaise with residents offering advice and 
assistance. Having worked on the contract for the last few months, 
I have enjoyed working alongside the PFH team and enjoy helping 
the residents daily.”

“My role involves working closely with PFH residents, ensuring all 
central heating boilers and other gas appliances are operating 
safely, efficiently and ensuring any breakdowns are repaired in a 
timely manner to minimise any disruption to residents.

“I enjoy meeting many different people from varying backgrounds 
through my day whilst carrying out my role, all residents have made 
me feel very welcome when entering their homes whilst working on 
this contract.”

“My daily job role is replacing inoperable or inefficient boilers and 
heating systems to PFH properties, ensuring these are installed 
carefully with minimal disruption to residents whilst ensuring they are 
completed on time restoring heat and hot water for residents.

“The most rewarding part of my job is the gratitude I receive from 
residents on completion of my works, nothing is more satisfying than 
leaving residents with a nice warm house and a hot bath.”  

“My daily routine is carrying out Landlord Gas Safety checks to all 
PFH properties, this is an annual legal requirement for all landlords 
to ensure residents are safe in their own homes and helps prevent 
future breakdowns. 

“I take pride in my job and take massive reward from ensuring all 
PFH residents are safe from any harm that could be caused by 
a misfunctioning gas appliance, I am a local gas engineer who 
qualified through an apprenticeship programme bringing social 
value to the contract.”

Chloe Tarran 

Contracts Administrator 

Brad Foster 

Gas Service/Repair Engineer 

Paul Barber 

Gas Installation Engineer 

Tom Corylon 

Gas Service Engineer 
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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

In this issue of the magazine, we 
have a chat to a new member of 
the PFH team, who is responsible 
for leading our customer-facing 
team who answer all inbound 
calls to our offices.

Joe Day, Customer  
Services Manager

 
When did you join PFH? I joined PFH in June. It’s been 
a steep learning curve so far, but I’ve really enjoyed the 
challenge and the type of organisation it is. 
 
What did you do prior to joining the PFH team? 
I’ve done all sorts really. Most recently I spent 10 years 
at Npower working in their call-centre, within the 
complaints team, and then I set-up and managed a 
team of around 80 staff. 

I was responsible for managing repairs of gas and 
electric meters and rolling out upgrade programmes 
across the country. I’m a big believer in constantly trying 
to improve things so that processes work better for 
customers, and over time at Npower I was able to do 
that. 

I hope I can do the same at PFH to make the whole 
experience for residents as smooth as possible. Before 
Npower, I worked in sales roles across Hull, and before 
that, I ran a cocktail bar and nightclub in Brighton for 
four years – that was a lot of fun, but very unsociable 
hours!
 
What’s the most enjoyable thing about working in a 
Customer Services role? I think customer service roles 
tend to be under-appreciated. The teams working on 

the front-line in all organisations have to work incredibly 
hard and have a huge amount of knowledge. One 
of the hardest things is maintaining a customer focus 
whilst managing hundreds of calls, emails, letters and 
other tasks. What I like about this role is that the team 
of people working with me in Customer Services are all 
incredibly passionate about our residents and really do 
genuinely care about doing a good job. That makes my 
job so much easier! 
 
What has been the best thing about working at 
PFH so far? The welcome I’ve had has been amazing. 
I was a little concerned about moving from a very large 
organisation to a smaller one, but the whole PFH team 
have been incredible, they have all put up with all my 
annoying questions about how or why things are done 
in a certain way. I think the best thing though has been 
the opportunity to start implementing new ideas which 
are already bringing positive benefits. I’ve been able to 
start making small changes that really benefit residents 
and that’s really rewarding. 
 
Do you have any family/pets/hobbies you can 
tell us about, so residents can get to know you a 
little better? I’ve got a 6-year old daughter, so the 
pandemic has meant a real shift in home life for my 
family. Throughout the first, and third lockdowns, my wife 
and I have both juggled working, running the house, 
and teaching – that’s been a real challenge, but it has 
meant more time with my daughter than I would have 
had normally so that was a real positive. 

I’ve got a dog (with one eye), two cats, and a tank full 
of fish too. I love the sea, especially out at Easington 
and Spurn Point – that’s my happy place and I can 
spend hours just sitting on the coast. I’m a sports fan, 
supporting Hull City through the good times and the 
bad. I enjoy watching cricket and I can quite happily sit 
and watch a 5-day test match, or listen to every ball – 
although with a 6-year-old I don’t get to commit to that 
quite as much as when I was younger! 

M E E T  T H E
PFH TEAM

P F H  T E A M  M E M B E R S  TA K E  T H E I R  D E S K S  O N  TO U R !
Residents can expect to see members of the PFH team around their schemes more than usual over the coming months.

We have adopted a more flexible approach to where our staff team work from, which means we have introduced 
agile working enabling people to “hot desk” in designated office spaces within our Retirement Living Plus Schemes 

(initially this is being piloted at Malin Lodge).

This is a fantastic opportunity for our people to get out and about, working directly inside our schemes to ensure 
they are more familiar with our properties and residents than ever before.

If you see us, please say hello! We are looking forward to seeing more of you on a day-to-day basis.


