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INTRODUCTION 

Welcome to the PFH Annual report 2020/21.

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 in 2020/21 and provide 
details of the ambitions agreed with residents through our 
new Customer Service Standards, approved by the Board of 
Trustees in May 2021. For a detailed look at our Customer 
Service Standards, visit our website at:

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

Our team member, Kate-Marie Foster, who has worked for PFH 
for several years, was appointed our Customer Experience 
Manager in 2020. This role aims to provide PFH with a better 
understanding of your experiences of being a PFH customer. 
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. 



JANUARY 2022

GET INVOLVED 

If you are interested in getting  
more involved with PFH and helping  
shape our services, please contact us by 
any method either written, telephone 
(01482 223783) or emailing Kate-Marie 
at kate-marie.foster@pfh.org.uk. 

NOTES:

New Year’s Day

Burns Night

Epiphany

Tu B’Shevat 
(Arbor Day)

Orthodox  
Christmas Day

Orthodox  
New Year

Residents’  
Committee Meeting

GIVING OUR 
RESIDENTS A VOICE 

Kate-Marie 
Foster, 
Customer 
Experience 
Manager



GOVERNANCE
PFH is governed by a Board which provides leadership and sets 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 of 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.

Effective conduct of Board business is vital to good governance and ensures 
effective decision making that will influence the quality and standards of services 
to residents. The Board ensures that regular review of their performance is 
undertaken, and an external review of the association’s governance framework 
was successfully performed by Campbell Tickell in the 2020/21.

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 half 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 based on 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.

The Board of Trustees is responsible for ensuring the association has an effective 
risk management strategy. To adequately manage potential risks to the 
organisation they regularly consider and agree effective mitigations to address 
those risks. The Board consider the following items to be the top three risks 
currently faced by the association:

STRATEGIC RISK

PFH does not comply with all relevant health and safety legislation leading 
to an incident in which PFH is at fault resulting in death or serious injury and/
or significant financial loss (fines, downgrade, rectifying the problem) - biggest 
current risks are around fire, gas, asbestos, electricity, legionella and lone 
working.

The association loses systems and/or data due to a malicious cyber security 
attack which results in significant financial and reputational damage and/or a 
breach of the Data Protection Act 2018.

Significant changes to the political and economic environment which will 
impact upon the financial viability of the association (causes could include 
increases in inflation and interest rates, and the impact of Brexit which could 
lead to shortage of labour and materials and the availability of finance).
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NOTES:

Valentine’s Day

Chinese New Year

Meet one of our  
newest Trustees 

Christine joined the Board of 
Trustees in September 2020.

Christine was born, brought up and educated 
in Hull, and has lived here for most of her life. 
This has given her great knowledge of the area 
and an insight into many of the nuances that 
make Hull such a great place to live as well as 
some of the challenges faced by residents. 

Trustee, Christine Mackay

Maha Shivaratri

Board of  
Trustees Meeting

Percentage of 
Trustees who 

identify as 
female

Percentage of 
Trustees with 
a disability

Percentage of 
Trustees from a 
BAME group 

0%

8.33%

50%

Trustee Profile



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 
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



MARCH 2022

NOTES:

WE ARE 
LISTENING 

We value our customers’ voice. We are working 
more closely than ever with our residents 

to find out their honest feedback to help us 
improve. From online surveys to resident scheme 

walkabouts, rest assured we are doing all 
we can to listen to our residents and, more 

importantly, take action.

St Patrick’s Day

St. David’s Day
Shrove Tuesday

Mothering Sunday

Ash Wednesday

Purim
Holi

March Equinox

Daylight Saving 
Time starts

Board of  
Trustees Meeting



We answered 64%  
of all calls

6% of all calls waited longer than 
10 minutes to be answered

82% of all calls answered were 
answered in under 5 minutes

We received 27,699  
calls into Customer Service

CONTACTING US 
AND CUSTOMER CARE

CUSTOMER SERVICE 
STANDARDS 2021 AIMS:  

We will:  
 

 Communicate in an open, honest, and transparent 
way and listen to you

 Deal with your query at first contact, where possible

 Acknowledge your contact within 1 working day, 
and provide a timescale for a full response 

 Provide the details of the staff team member/s 
dealing with your query

 Keep you updated on the progress of your query 
and provide accurate and relevant feedback 
throughout

 Ensure responses are clear, easy to understand and 
in a format that meets your needs

 Always respect your confidentiality.

We are committed to providing high levels of Customer Service performance, however during 2020/21 our 
performance in this area hasn’t been at the level we would want it to be.  We therefore recognise that we can 
always improve, and we realise that feedback from our customers is vital in determining the way that we work 
and establishing new initiatives. This includes listening to our customers and making it easy to do business with us 
by doing the basics brilliantly. To do this we need to concentrate on making sure we improve such things as the 
number of calls answered, customer wait times and the number of queries dealt with at first contact.  We also 
want to continue to adapt to meet rising customer needs and expectations and we will harness technological 
advances to benefit our customers to make doing business with us not only easy but more satisfying for everyone.

Our resident satisfaction survey 
undertaken in the Autumn of 2020 
noted that 94% of those surveyed 
were satisfied with the helpfulness 
of staff
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NOTES:

DIGITALISTATION 

Did you know that you can request your WMC 
(rent) statements, this Annual Report and the 
People First magazine via email? This provides 
the association with postage cost savings and 
is better for the planet! If you want to switch 
from paper copies to electronic copies please 
get in touch.

Good Friday

Easter Sunday Easter Monday

St. George's Day

Palm Sunday Maundy Thursday Holy Saturday

First day  
of Passover

Orthodox  
Good Friday

Last day  
of Passover

Orthodox  
Holy Saturday

Orthodox Easter

Orthodox  
Easter Monday

Yom HaShoah

Laylatul Qadr 
(Night of Power)

Our resident satisfaction survey 
noted that 15% of those surveyed 
would prefer to be contacted via 
email



25 residents have been with us over 
10 years and 13 for over 20 years

Average re-let time for all 
properties was 56.8 days

26 properties were empty and 
waiting to be let at the end of 
March 2021

We let 138 properties (55 two 
bed bungalows, 42 retirement 
living plus apartments, 17 one bed 
bungalows, 14 one bed flats, 9 two 
bed flats and 1 three bed house)

APPLICATIONS AND 
NEW LETTINGS

CUSTOMER SERVICE 
STANDARDS 2021 AIMS:  

We will:  
 

 Ensure you are satisfied that PFH was  
easy to deal with

 Aim to provide you with a housing application 
appointment within 10 working days

  Provide an opportunity to view any property you are 
offered and appropriate information to support you 
in your decision

 Provide new residents with a copy of their Letter of 
Appointment and ensure they understand the rights 
and responsibilities of a PFH resident.

 Survey new residents 2 months after the start of the 
License.

  Use feedback to help improve our service.

80% of residents recently 
surveyed were satisfied with the 
overall condition of their home

We have conducted 404 interviews 
with people wanting to join our 
waiting list. This allows us to let the 
property to the right applicant and 
reduces the number of people who 
refuse a property

Due to high demand for application appointments, we were taking longer than 
our specified 10 working days to provide an appointment. We have since provided 
additional resource to the team to ensure we achieve the target in 2021.
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NOTES:

ELEANOR SCOTT
This state-of-the-art bungalow development 
will complete in 2021, the site has experienced 
delays due to Covid -19. 

Early May
 Bank Holiday Yom Ha’atzmaut

Lag B’Omer

Ascension Day
Board of  

Trustees Meeting



92.6% of residents who have some 
WMC charge to pay do so by 
Direct Debit

We made a surplus of £1.66m 
Which we use to pay our loans 
for new homes and maintain 
our existing homes

Trustees agreed to write off 
£5.9k in uncollectable income, 
mostly from former residents

We received £7.675m in WMC from 
residents 

PAYING YOUR WEEKLY  
MAINTENANCE CONTRIBUTION  
(WMC) (RENT / SERVICE CHARGE)

CUSTOMER SERVICE 
STANDARDS 2021 AIMS: 
We will:  
 

 Advise new residents when your WMC is due and 
how you can pay

 Send WMC statements on a quarterly basis and 
provide individual statements if requested 

 Help with completing Housing Benefit / Universal 
Credit forms and provide information on other 
welfare benefits where appropriate

  All residents received a quarterly WMC statement. 
We also corresponded with all new residents to 
advise when we would be taking payments and the 
payment options available

All residents received a 
quarterly rent statement. We 
also corresponded with all new 
residents to advise when we 
would be taking payments and 
the payment options available

As at 31st March 2021, 102.55% of WMC and arrears was 
collected, £26,505 current resident arrears and £7,594 
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.

 Discuss your situation and seek to agree with you an affordable payment plan  

 Ask that, if you are unable to maintain the arrangement, you notify us  

 Discuss a budget plan with you, where required 

 Signpost you to other advice/support agencies if you are struggling with debt

ARREARS
CUSTOMER SERVICE STANDARDS 2021 AIMS: 
If you fall into arrears, we will advise you as soon as possible and we will:



JUNE 2022

NOTES:

Spring Bank 
Holiday

Queen’s  
Platinum Jubilee 
bank holiday

Shavuot Queen’s Birthday

Father's Day June Solstice Windrush Day

PFH completed 157 electrical tests 
and were 99.92% compliant

PFH completed 1,191 gas safety 
checks and were 99.92% compliant

HEALTH  
& SAFETY

CUSTOMER SERVICE 
STANDARDS 2021 AIMS: 
We will:  

 Ensure your home is safe to live in and  
meets all health and safety requirements

 Carry out annual gas safety checks to all properties with a gas supply and provide a copy of the certificate 
when the check is completed

 Complete electrical tests in every home and in communal areas every 5 years 
 Undertake weekly fire safety checks and monthly emergency lighting inspections where legally required and 

make these inspections available to view
 Perform water hygiene tests within our Retirement Living Plus schemes and void properties (as appropriate)
 Provide information on health and safety on our website and in our newsletter
 
 

Pentecost
Whit Monday

Trinity Sunday Corpus Christi

Residents’ 
Committee Meeting

Access to complete safety testing 
was impacted due to resident 
Covid-19 isolation requirements.

Water hygiene testing was 
completed monthly within our 
Retirement Living Plus schemes,  
Pop-ins and Communal areas and 
were 100 % compliant



As part of our day-to-day works our 
repair and maintenance contractors 
carried out over 5592 repairs

93.3% of repairs were fully 
carried out at first visit 

94.3% of urgent and routine 
repairs were completed within 
target time

We spent £513,002 on repairs and 
maintenance in the year

REPAIRS

CUSTOMER SERVICE 
STANDARDS 2021 AIMS: 
We will:  

 Provide easy ways for you to report your repair 
(including a 24/7 service)

 Attend and complete (or make safe) an emergency 
repair within 24 hours

 Complete non-emergency repairs as quickly as 
possible (7 days for urgent repairs / 28 days for 
routine repairs)

 Carry out your repair on the first visit

 If we are unable to resolve on the first visit, we will 
discuss with you how your repair will be completed, 
considering your needs and keep you updated at 
every stage

 Proactively seek your feedback on our repairs 
service to help us improve 

97.8% of appointments kept

Our resident satisfaction survey 
noted that 88% of those surveyed 
were satisfied with the repairs and 
maintenance service PFH provides



 
Ensure PFH homes meet the Government’s Decent Homes Standard

 Make sure that your new home is warm, safe, energy efficient and well maintained 
 Provide new residents with an Energy Performance Certificate
 Have a programme of improvement works - involving you in the planning stage for 

remodeling of properties and choices for new kitchens and bathrooms
 Consult with you on future improvements, through various methods of engagement
 Respect you and your home as we plan and carry out major work

We have now completed our 
redecoration of communal  
lounges at Broadway Manor 
& Humber View and plan to 
complete Malin Lodge Retirement 
Living Plus schemes in 2021/22.

PLANNED  
WORKS

CUSTOMER  
SERVICE  

STANDARDS
2021 AIMS: 

Annual  
General Board of 
Trustees Meeting

The property improvement 
programmes were disrupted by 
Covid-19. Kitchen and bathroom 
replacements were postponed 
for safety reasons and alternative 
external safer work was 
rescheduled. We replaced 131 
properties’ fascia’s and soffits with 
maintenance free UPVC cladding. 

We replaced 31 gas boilers  
in the year.

The pilot project at Pickering 
Crescent to fully revamp 4 x grade 
2 listed buildings is scheduled 
to complete in 2021, including 
external works to provide a private 
courtyard area.

JULY 2022

We will: 



CUSTOMER SERVICE 
STANDARDS 2021 AIMS: 
We will:  

 Provide several different ways for you to shape our 
services 

 Create engagement opportunities for you in ways 
and at a level that suits you including via events / 
meetings and through other methods such as polls, 
surveys, and discussion forums

 Support you in getting involved in your community 
and achieving your aspirations for your 
neighbourhood

 Engage you from the start in decision making 
concerning the things that affect you

 Provide opportunities for involvement in shaping 
delivery of our future services

 Arrange ‘time to talk’ consultation sessions to hear 
residents’ views on their neighbourhood and use 
the feedback to improve our plans and services, 
provide local involvement opportunities for residents 
in their estate maintenance and have a localised 
spending plan, establish a community fund and 
panel, encouraging resident suggestions on local 
projects.

CUSTOMER 
ENGAGEMENT

As a result of the feedback received via the resident satisfaction survey, the above diagram demonstrates 
PFH’s commitment to our Customer First promise and the areas of work we will utilise to achieve the highest 
quality service provision to residents.

Our resident satisfaction survey noted that 88% of those surveyed were 
satisfied that PFH keeps them informed about things that may affect them 
and 83% are satisfied that PFH listens to their views and acts upon them

Listen,
Learn, 
Improve, 
Share

Customer 
First

Customer 
Engagement 

Strategy

Customer 
Experience
Strategy

Service
Standards

Scrutiny Customer 
Committee

Complaints, 
Compliments and 

Suggestions

Surveys Customer 
Promise

Other Customer 
Voice Opportunities

• Rolling STAR 
• Repairs Feedback
• New Resident Feedback
• Complaints Handling
• Resident Satisfaction Survey

• Time to Talk
• Localised Options
• Walkabouts
• Community Navigators



AUGUST 2022

NOTES:

Summer Bank 
Holiday

We spent approx. £300,000 on 
grounds maintenance and our 
grounds maintenance contractor looks 
after all communal gardens and 127 
private gardens for our residents. 

ESTATE AND 
GROUNDS  
MAINTENANCE

CUSTOMER SERVICE 
STANDARDS 2021 AIMS: 
We will:  

 Work with you and other partners to make 
your neighbourhood a great place to live

 Keep your neighbourhood clean, safe, and 
secure

 Ensure communal gardens are well maintained 
and appealing throughout the year

 Have staff visible in your communities, 
carrying out annual walkabouts and regularly 
inspecting communal areas to identify and 
address any issues

 Encourage residents to become local 
Community Navigators to become our eyes 
and ears in their local communities

 Regularly monitor and review the standard 
and value for money of communal services 
provided, such as cleaning and grounds 
maintenance 

Tisha B’Av Raksha Bandhan

Assumption  
of Mary

Janmashtami 
(Smarta) Janmashtami

Ganesh Chaturthi

Residents’ 
Committee Meeting



COMPLAINTS LEARNING 

 Introduction of a critical systems monitoring process 
for heating failures for close monitoring.  Further 
work is to be done on this as part of our ‘No Cold 
Customer’ campaign

 Guidance was reviewed and issued to our 
emergency call handling team regarding shower 
repairs that considers residents health to determine 
what action should next be taken.  

 We have ensured we’re clearer that when we offer 
preliminary dates for sign up that this is subject to 
change

 All installation of new woodwork (fence/gates etc) to 
have at least one coat of paint (previously left until 
cyclical decoration was due in area)

CUSTOMER SERVICE 
STANDARDS 2021 AIMS: 
We will:  

 Treat complaints seriously and aim to put things 
right as soon as possible if things go wrong. We will 
investigate your complaint and respond within 10 
working days

COMPLAINTS

April 2020 – 
Sept 2020

Oct 2021 – 
March 2021

April 2020 – 
March 2021

No. Complaints Logged 25 16 41

No. Resolved at Stage 1 25 15 40

No. Resolved at Stage 2 0 1 1

% Acknowledged within target 8% 100% 44%

% Investigated within target 16% 87.5% 34%

No. Complaints Satisfaction 
Surveys Returned

- 8 8

% Very or Fairly Satisfied with 
the way the complaint was 
handled

- 88% 88%

No. Compliments 10 22 32

No. Suggestions 3 3 6

We always aim to do things correctly and appropriately, but we know we sometimes get things wrong; 
we welcome complaints as they provide an opportunity for us learn and improve our services.

COMPLAINTS PERFORMANCE  
APRIL 2020 – MARCH 2021



Suggestion: Can you install  
dual-flush toilets, which use much 
less water and are considered to be 
environmentally friendly. 

Action: As part of our bathroom 
redevelopment scheme all properties will 
have a dual flush toilet as standard.

COMPLAINTS, COMPLIMENTS  
AND SUGGESTIONS 

CONVENTIONAL 

TOILETS 
5 TO 7 GALLONS PER FLUSH

LOW-FLOW 
MODELS 
1.6 GALLONS PER FLUSH

DID YOU KNOW 

SEPTEMBER 2022

NOTES:

Beginning of Autumn 

September Equinox

Listen,
Learn, 
Improve, 
Share

Our resident satisfaction survey noted that 73% of those surveyed were 
satisfied with the ground’s maintenance in their area – To improve this 
satisfaction rating we are working closely with our contract partner to 
improve the service level and monitoring performance more closely.

Navaratri
Rosh Hashana

Board of  
Trustees Meeting



VALUE FOR
MONEY

VA L U E  F O R  M O N E Y  I N D I CATO R S

As at 
31/3/19

As at 
31/3/20

As at 
31/3/21

Peer Group 
Median

Reinvestment in Existing Stock and 
New Build

7.22% 2.31% 3.13% 4.95%

New Supply Delivered as a % of 
Total Stock Owned

1.61% 3.47% 0.15% 1.78%

Adjusted Net Gearing 15.10% 12.07% 12.64% 33.72%

EBITDA (MRI) Interest Cover 335% 600% 967% 234%

Headline Social Housing  
Cost Per Unit

£4,512 £4108 £3,995 £3,755

Operating Margin (Social  
Housing Lettings)

16.58% 24.13% 20.67% 24.13%

Operating Margin (Overall) 18.91% 25.39% 32.72% 25.40%

Return on Capital Employed 1.95% 2.75% 3.62% 2.95%

We made 
£35,733 from 

our investments 

We earned 
£51,077 from 

our solar panels

We reduced our 
service charges 

by £5,526

Our current resident 
arrears reduced by 

£45,325

92% satisfied their 
WMC charge is value 

for money 

81% satisfied their 
service charges are 

value for money



OCTOBER 2022

NOTES:

ANTI-SOCIAL
BEHAVIOUR (ASB)

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

CUSTOMER SERVICE 
STANDARDS 2021 AIMS: 

We will:

Investigate promptly and impartially 

Work with our communities to prevent  
anti- social behaviour

Encourage residents experiencing minor 
incidents of ASB, to talk to the other party

Aim to acknowledge low level (more serious 
than minor management issues) complaints 
within 3 working days and follow up within 10 
working days

We will contact residents reporting high level 
ASB within 1 working day and follow up 
within 5 working days

Ensure that those involved with or affected 
by anti-social behaviour receive appropriate 
support and guidance

Daylight Saving 
Time ends

Halloween

Feast of St  
Francis of Assisi

Dussehra Yom Kippur

First day of Sukkot

Hoshana Rabbah Shemini Atzeret Simchat Torah

Diwali/Deepavali

Residents’ 
Committee Meeting



Expenditure

Management of homes - £1,628m

Service Costs - £1,105m

Insurance Costs - £572k

Loan Interest & Bank 
Charges - £413k

Repairs & Maintenance - £1,690m 

Other Costs - £1,396m

Income

WMC (rents) - £6,461m

Service Charges - £1,213m

Grants, Investments & Other 
Income - £659k 

BREAKDOWN OF 
INCOME AND 
EXPENDITURE

CURRENT TRUSTEES

Resident Trustees

John Holliday (Chair of Residents Committee) 

Vacancy

Nominated Trustees (Hull City Council)

Councillor Gwen Lunn

Councillor Haroldo Herrera-Richmond

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) 

Christine Mackay

Cheryl Newby



NOTES:

YOU SAID, WE DID 

Following resident feedback about the 
width of the parking bays and the number 
of spaces available at Humber View, 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 resident 
feedback.

Guy Fawkes Day

NOVEMBER 2022

Remembrance 
Sunday

All Saints’ Day All Souls’ Day

Board of 
Trustees Meeting



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.

Percentage of Trustees 
who identify as female

Percentage of Trustees 
with a disability

Percentage of Trustees 
from a BAME group 

Trustee Profile

Staff Recruitment Applicant Profile

Percentage of 
candidates who 

identify as female

Percentage 
of disabled 
candidates 

Percentage of 
candidates from 
a BAME group 

Resident Indicators

Percentage of residents for 
which the association holds 
all key equalities information 

(Delivery Plan indicator)

94.3%

Percentage of 
residents who 

identify as female

Percentage of 
residents surveyed 

with a disability

Percentage of 
residents from a 

BAME group 

56%

1.2%

61.4%

Heterosexual
82.8%

Gay Women 
/ Lesbian
0.0%

Homosexual
0.2%

Bi Sexual
0.1% Transgender

0.0%

Unknown
5.0%

Prefer not 
to say 
11.9%

Catholic
6.5%

Christian
4.8%

Methodist
2.1%

Protestant
1.3%

Other
1.1%

No Belief
18.7%

Prefer not to say
4.4%

C of E
57.8%

Unknown
17.3%

Widowed
25.6%

Single
18.7%

Divorced
12.0%

Separated
2.2%

Co Habitee
3.1%
Unknown
1.6%

Civil Partnership
0.0%

Married
36.7%

0.0%

Number of 
Harassment cases 

in the financial year

0.0%

Number of Domestic 
abuse cases in the 

financial year

Resident Waiting List Indicators

Heterosexual
45.5%

Gay Women / 
Lesbian
0.3%

Prefer not 
to say 
6.0%

Percentage 
of applicants 
who identify 
as female

Percentage of 
applicants from  
a BAME group 

Catholic
5.1%

Christian
4.7%

Methodist
1.0%

Protestant
0.3%

Other
1%
No Belief
29.8%

C of E
31.5%

Unknown
21.7%

Widowed
15.8%

Single
19.7%

Divorced
16.1%

Under 20 (1%)

20-39 (46%)

40-59 (51%)

Over 60 (3%)

Separated
4.5%

Co 
Habitee
3.0%

Married
30.7%

Residents - Sexual Orientation 
and Identity

Marital Status

Residents Religion and Belief

Applicants - Sexual Orientation 
and Identity

Applicants Marital Status

Applicants Religion and Belief

100+ (3)

90-99 (96)

80-89 (437)

70-79 (706)

60-69 (422)

under 60 (75)

Age 
ProfileResidents 

Age Profile

Homosexual
0.2%

Percentage 
of applicants 

who identify as 
transgender

0.2%

Percentage 
of disabled 
applicants

How we measure our performance against this standard:EQUALITY AND 
DIVERSITY STANDARDS

64%
5%

9%

50%

0%

8.33%
56.1%

0.5%

0.7%



NOTES:

DECEMBER 2022

Christmas Eve

Christmas Day
New Year’s

EveBoxing Day

Feast of the 
Immaculate 
Conception

First Day of 
Hanukkah

December 
Solstice

Last day  
of Hanukkah

Board of 
Trustees Meeting

Staff Profile

Percentage of staff 
who identify as female

Percentage of 
disabled staff

Percentage of staff 
from a BAME group 

5%

4.0%

65%

>60 (12%)

40-59 (60%)
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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. 

We acquired 2 new properties at 
Bilson’s Yard, Reynoldson Street, part of a 
conversion of a grade 2 listed building 
school site in the Newlands area of the 
city in September 2020.

13 new homes are near to completion 
at the Eleanor Scott site, with some slight 
delays due to Covid-19 restrictions. The 
original bungalows were sadly beyond 
economical repair and could not be 
brought up to today’s standards. The 
scheme was re-developed with grant 
assistance from Homes England. We 
have been successful in finding land for 
further developments to continue with 
our strategy to provide much needed 
additional homes in the area.

NEW 
HOMES



Virtual Celebration week of older 
people in September 2020. 

We contacted every resident 
between March 2020 and Sept 
2020 to check on their welfare and 
ensure they had support to collect 
food and prescriptions and offered 
them befriending calls, which many 
continued until the end of the first 
lock down, and around 10% have 
continued to access the service. 
This was provided in partnership 
initially with Hull City Council Day 
services staff and then Re-Engage 
telephone befriending. 

Meals on wheels support from Ings 
Plus increased as more residents 
requested home cooked meal 
deliveries.

Virtual IT and biscuits session with 4 
people attending regularly.  

Over 50 residents were referred 
to Re-Engage telephone 
befriending service and several 
residents were also referred 
to social services to gain extra 
support to continue to live 
independently.

We have continued links 
with Greenway Academy 
and Westcott Primary and 
are hoping to re-ignite the 
intergenerational project in the 
new school year.

HEALTH & 
WELLBEING

Due to Covid restrictions, sadly we were unable to provide as 
full an activities programme for residents as we would have 
liked in 2020/21. However, we did still deliver the following:

We gave each scheme a 
Christmas tree to decorate with 
a bauble or ornament with a 
message to a loved one  which 
provided some festive cheer to 
the schemes.



Open Hours
Monday 09:00 – 17:00

Tuesday 09:00 – 17:00 (please note we are closed the 
first Tuesday of each month for staff training)

Wednesday 10:30 – 17:00

Thursday 09:00 – 17:00

Friday 09:00 – 16:30

Closed Bank Holidays.

If you would like this Annual Report on  
audio tape, large print, Braille or another  

language, please let us know.

Pickering and Ferens Homes, Silvester House,
The Maltings, Silvester Street, Hull,

HU1 3HA

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

Website: www.pfh.org.uk

Regulator of Social Housing: Registered number A4020

Charity Commission: Registered number 1014862

National Association of Almshouse: Registered number 981

CONTACT DETAILS


