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Dear residents
 
I can’t believe it’s that time of year again when we are on the 
countdown to Christmas! I hope you are all keeping well and 
looking forward to the festive period.

PFH has certainly been busy in 2021, with new projects 
and developments progressing apace. We never stand 

still and continue to be forward-thinking in terms of how we deliver services 
to residents, ensuring we strive to provide the very best housing for later life 
in Hull and East Yorkshire.

Our Smart Technology programme has picked up pace now, with installations 
complete at Broadway Village, meaning residents can now enjoy a whole range 
of new benefits at the touch of a button. This project represents a significant 
investment for PFH and you can read more on page 5.

I’m delighted to report that 13 new build bungalows have now been completed 
at our Eleanor Scott development, in east Hull, and the quality of the development 
is to our usual high standard. I am so pleased to see residents are beginning to 
move into their new homes and enjoying a new way of living.

Meanwhile, over at Pickering Crescent, in west Hull, the first four of our Grade II 
listed almshouses have undergone extensive renovation work to bring them up 
to modern standards. 

A major focus for us this year has been around listening to residents’ views and 
using that information to make a real difference to how we deliver services to 
you. Our work around managing complaints is crucial when it comes to ensuring 
residents feel listened to – your feedback is really important to us, so please do 
keep talking to us if there is anything you feel there is room for improvement on, as 
well as telling us when we are performing well! 

I do hope that residents have begun to enjoy some of the social activities we have 
been hosting more recently, following the lifting of many Covid-related restrictions 
earlier in the year. We remain vigilant and need to work together to prevent the 
spread of Covid-19, but we are doing everything we can to operate services and 
activities as normal. 

All that remains to be said is that I hope residents enjoy a wonderful Christmas and 
I look forward to seeing some of you in the New Year at our Time to Talk sessions 
detailed on the back page, these sessions are a fantastic opportunity to talk to the 
team and I about the things that matter to you in relation to living with PFH. 

Best wishes

 Claire

FEST IVE  GREET INGS FROM CLA IRE 
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C O N T E N TS

“I wake up in a morning and I can’t believe this
is my home.”

This was how May West, 82, described what it feels like 
to live in one of our new build Eleanor Scott bungalows, 
in Southcoates Lane, east Hull.

“I lived around the corner in a three bedroomed house 
and it was just too much for me,” said the mother-
of-five, who has eight grandchildren and two great 
granddaughters.

“I was quite worried about the upheaval but PFH and their

staff have been great, the whole process has been brilliant 
right from the application through to moving in. Everything 
just fell into place and I’ve settled in straight away.

“My sister lives in the care home just over the road, so 
I’m hoping to be able to sit outside and wave to her 
through the window sometimes. I’m also looking forward 
to getting involved in some of the PFH activities.”

The development 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 13 new two bedroomed PFH bungalows. 
Long established Hull-based contractor Hobson and 
Porter has developed the new-builds for PFH.

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.

Nicola Vokes, PFH’s Waiting list/Area Coordinator, said: “It’s 
a real privilege to be able to work with people on our 
waiting list, who are in need of a more suitable property to 
meet their living requirements and improve their quality of 
life. A move like this can be life-changing for people and 
I’m proud to make the process as seamless as possible for 
residents. I hope all our new residents at Eleanor Scott will 
be very happy in their new homes.”
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K E E P I N G  R E S I D E N T S  U P-TO - DAT E  W I T H  O U R  P E R F O R M A N C E
( A S  AT  E N D  O F  N OV E M B E R  2 0 21 )

Rent written off  
in the year

0.03%
Current  

resident arrears

0.45%
99.0%

96.4%

of routine repairs 
completed in target 
time

of emergency repairs 
completed in target 
time

Average turnaround 
time for all properties 

64.18 days
99.45%

of rent was 
collected out of  

all rent owed

2

of properties  
are vacant and  
available to let

1.6%

A NEW LEASE OF L IFE 
FOR RES IDENTS  AT 
STAT E -OF-THE -AR T 
BUNGALOWS

“I wake up in a morning and I can’t 
believe this is my home.”
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As she approaches 20 years’ service with PFH, our 
Director of Resident Services is retiring with a heavy 
heart but the fondest of memories.

Paula Kelly, who joined the organisation in 2002 to lead 
on the management of all aspects of housing services, 
has never looked back. 

A key member of our Senior Management Team, Paula’s 
role has evolved significantly over this time and she says 
it’s the new challenges and forward-thinking nature of 
the organisation that has resulted in her staying with us 
for so long.

“20 years has passed in the blink of an eye really,” said 
Paula, who hails from Hull and is clearly passionate about 
the city. 

“I never imagined working for one organisation for so 

long, but PFH has just never stood still and there have 
always been so many new projects and challenges to 
work on. Every day is different and I’ve been privileged to 
work with such a dynamic team over the years. 

“Whilst I’m ready to retire, I will of course miss my 
colleagues and the residents. The people are what really 
makes PFH the organisation it is and I’m proud to have 
been part of the story so far.”

Highlights of Paula’s time at PFH include involvement 
in a wide range of new developments over the years 
including new bungalows at The Jacobs Homes; Rokeby 
Mews; Longhill; Hawthorn Avenue; and Newbridge 
Village to name but a few. 

Paula has also been instrumental in the ongoing 
enhancement of our Retirement Living Plus Schemes, 
always striving to offer the very best standard of 
accommodation for residents. 

“I’ve always been passionate about ensuring residents 
enjoy their PFH home and have the very best quality of 
life,” added Paula. “Whether it’s a resident moving into 
one of our brand new bungalows, older properties, or 
perhaps someone moving into a retirement living plus 
apartment  for the very first time, they all deserve the very 
best standard of living and this has remained a major 
influence in my work.” 

One of Paula’s many responsibilities has been to edit 
People First magazine, working closely with a panel of 
residents as part of PFH’s News and Views Group to 
ensure residents are kept well informed of the latest news!

Prior to joining PFH, Paula worked for Housemartin, Sanctuary 
Housing and Hull Churches Housing Associations.

Paula said: “I’m looking forward to spending more time 
with my family, travelling and taking up new hobbies in 
my retirement and I’ll certainly be keeping an eye out for 
news from PFH to see how you are all getting on.”

FA R E W E L L  TO 
PA U L A  A F T E R  T WO 
D E C A D E S  W I T H  P F H

The first residents to benefit from our new state-of-the-
art Smart Technology can now enjoy a range of health 
and well-being benefits. 

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

Residents at Broadway Village are the first to benefit from 
the completed installations, with residents in Broadway 
Manor having a telephone handset with a 7-inch video 
screen called the Communicall Vi IP System.

WIFI hotspots have been installed within Broadway 
Manor to support the new system.

Meanwhile, residents in the bungalows also had their 
system replaced with a digital Lifeline Smart hub, a free-
standing unit which allows them access to 24/7 well-
being monitoring and other reassuring features.

Resident Bernard Darvell, of Broadway Manor, is one
of the first to benefit from the new technology. He said: 

“The new system is wonderful, it’s replaced all our old 
telephones and alert systems which means we have 
everything we need in our hallway. We use the system 
most days to phone our neighbours and catch up, 
and the best part is I can now let the paper boy in the 
building without having to get out of bed!”

We also spoke to John Jordan of Broadway Manor to 
find out how it has helped him and his wife so far. 

How long have you had this technology in your home?
We’ve had the Smart Technology in our home for around 
a month now. 

Do you find the system easy to use? 
I think it’s fantastic! It did take a little getting used to 
initially as we’re not overly familiar with technology like 
this, however we’re starting to feel more comfortable 
using it as the weeks progress and I’m confident we will 
soon be up to speed with all the features. 

What benefits have you found from using your 
Communicall Vi IP system?
The main benefit for me is the security it offers. I’m 
able to see who is at the main door before I open it, 
which gives my wife and I enormous peace of mind 
and enables us to feel more secure in our home. This 
technology is also connected to my Lifeline and has an 
“I’m OK” feature.

What do you think will be the main advantage of 
this technology for you? 
The security is the biggest advantage for us. As an older 
person, it can be very intimidating receiving an unexpected 
knock at the door, however this technology allows us to 
see who is there before deciding to let them in or not. 

S M A R T  T E C H N O L O GY  I N S TA L L AT I O N 
C O M P L E T E  AT  B R O A D W AY  V I L L A G E

PFH has retained the highest rating awarded by the 
Regulator of Social Housing, as part of a detailed inspection.

The In Depth Assessment (IDA), which takes place every 
four years, is designed to review how well registered 
providers meet government standards.

PFH has now received the results of the latest inspection, 
which saw the rating of G1/V1 upheld. G1 means that 
we are compliant from a governance perspective and 
V1 means that we meet the viability requirements and 
have strong financial capacity.

Claire Warren, Chief Executive of PFH, said: “Retaining 
the G1/V1 rating is a reflection of how robust our 

organisational structure is, as well as the policies and 
procedures we work to.

“At the moment the regulator focuses on our proficiency 
in governance, in terms of how well our Board leads 
and governs the organisation and that all the regulatory 
requirements are done satisfactorily. 

“They also look at our financial viability to ensure  
that there is solid financial management and that  
public funds can both be accounted for and shown  
to be spent carefully. Additionally, they check our  
health and safety compliance. In the future, there will be 
more focus on customer facing aspects of our  
work too.”

PFH RETAINS HIGHEST RATING FROM SOCIAL HOUSING REGULATOR

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

If you’re interested in helping PFH to achieve its mission 
to provide high quality housing, services and support for 
people in need, then this is a fantastic way to get involved.

The Board of Trustees governs PFH, by ensuring the 
organisation is managed properly, and is made up of 
12 Trustees, including two Resident Trustees. 

Those interested in becoming a Resident Trustee are 
invited to an informal meeting with PFH Trustees and

staff. At this meeting, the role is explained and there is 
plenty of time allowed to ask questions and discuss the 
role ahead of interview.

Following this meeting, residents wishing to put 
themselves forward will submit a brief application and 
be invited to an informal interview.

The time commitment we ask of our Trustees is 
approximately 1.5 days per month to include board 
meetings, training, strategy discussions, committees and 
other meetings throughout the year.

To express your interest, or find out more, call 
(01482) 223783. 

WE  NEED  YOU !  EXC I T ING OPPORTUNITY  TO  B E C O M E  A  R E S I D E N T  T R U ST E E

Audrey Brown



6 7

THANK YOU FOR  YOUR  CO MPLA INTS ,
C O M P L I M E N TS  A N D  S U G G E ST I O N S !
Listening to residents’ feedback ensures PFH can continually 
improve the service provided.

That’s why, earlier this year, we created a role within our staff team 
dedicated to listening, learning, improving and sharing feedback.

Customer Experience Manager, Kate-Marie Foster, says she is 
pleased with progress being made in this work and is keen to 
share some of the insight she has gathered so far.

“I am really encouraged by the number of residents getting 
in touch to share their feedback, both the positives and the 
negatives,” said Kate-Marie. 

“Understanding how residents feel about their homes and the 
services we provide is so important to us.”

You said, we did
•  60% of complaints have been grounds maintenance related 

since April 2021 – we are currently in the process of preparing 
to go back out to tender on our grounds maintenance contract.  

•  We have engaged with a security company to provide local, 
timely assistance when a fire alarm is activated in our Retirement 
Living Plus Schemes, when safe to do so, after residents 
expressed concerns about this. 

•  Increased checks have been put in place on hand sanitiser 
dispensers within our Retirement Living Plus schemes to ensure 
they are full, after residents informed us that they had found 
supplies running low. 

•  Following resident feedback, temporary signage was changed 
to a larger font size and relocated during the lift replacement at 
Malin Lodge.

APRIL 2021 – 
OCTOBER 2021 
PERFORMANCE

April 2021 – October 2021

Complaints Logged 53

Compliments Logged 27

Suggestions Logged 3

Complaints insights
Complaints resolved at 
Stage 1 48

Complaints resolved at 
Stage 2 5

% of complaints 
acknowledged within 
target time

79%

% of complaints 
investigated within 
target time

84%

Complaints Satisfaction 
Surveys Returned 6

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

83%

Residents who have expressed concerns around the 
standard of our grounds maintenance provision can rest 
assured the matter has been addressed.

Unfortunately, our grounds maintenance contractor 
experienced significant resource issues which in turn 
caused delays and a backlog of work that has since been 
addressed. The contractor is now back on track and is 
commencing the winter season reduced cycle of visits.

PFH would like to apologise that residents experienced 
a reduced level of service. With 60% of complaints 

relating to grounds maintenance since April, the issue 
was comprehensively investigated – reinforcing why 
resident feedback is so important and valuable to us.

The current contract comes to an end this year, so we 
are working with residents to go back out to tender 
via the Procurement for Housing framework, in order 
to secure best quality and value for money going 
forward. Residents will be involved in selecting the 
chosen contractor, with both the grounds maintenance 
specification and the private gardens scheme being 
reviewed as part of this process.

GROUNDS MAINTENANCE – WE ARE LISTENING!

New resident David Kay couldn’t be happier with his 
new home at Pickering Crescent.

Standing at over 100 years old, the almshouses there 
might be some of the oldest in PFH’s property portfolio, 
but a refurbishment programme is ensuring they are by 
no means inferior.

Work on the first four properties is now complete, with 
sensitive upgrades ensuring the original features were 
preserved, whilst the almshouses were transformed into 
open plan, energy efficient almshouses.

Mr Kay has moved from a house where he was 
struggling to manage the steep staircase and he only 
had a downstairs toilet. With arthritis in his knee and 
having a stent put in his heart a few years ago, Mr 
Kay said moving into a PFH property has made a big 
difference to his life.

“It’s everything I’ve always wanted,” said Mr Kay. “It 
really is the best thing in my life. I just couldn’t manage 
the stairs in the house I was living in anymore. PFH 
have been brilliant, the refurbishment has been done 
to a high standard, it’s all very nice. Where you live 
makes a big difference to how you feel. It’s nice and 
peaceful here, I am really happy with it.”

The properties’ windows have been replaced with a 
high specification aluminium window to ensure they 
conform with listed building requirements. Meanwhile, 
the kitchen, living and dining areas are now open 
plan to make best use of the space. The walls, roofs 
and floors have been insulated internally to ensure the 
almshouses meet Energy Efficiency standards that will 
be required for all social housing by 2030. Outside 
the rear of the properties, the ground level has been 
raised to remove high steps and make them more 
accessible, as well as some small private courtyards 
being created for each property.

The next four properties at Pickering Crescent will be 
modernised as part of the next phase of the project 
and the completed almshouses will be offered to 
residents already living in Pickering Crescent before 
those on the waiting list are considered.

“Where you live makes a big difference to 
how you feel. It’s nice and peaceful here, I 

am really happy with it.”

A NEW LEASE 
OF  L I F E  AT 
P I C K E R I N G 
C R E S C E N T
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Significant upgrades to kitchens and bathrooms 
have taken place at two of our Retirement Living Plus 
Schemes.

Refurbishments of the bathrooms at Christopher 
Pickering Lodge are now complete, and at the time of 
People First going to press there were just two kitchens 
left to complete at Broadway Manor.

The work has been carried out by local contractor JC 
Services as part of our ongoing upgrade programme, 
which prioritises facilities such as kitchens and 
bathrooms by age and condition across our full 
property portfolio. The kitchen fixtures and fittings are 
supplied by Symphony, as part of a five year framework, 
which secures best quality alongside value for money. 
Good quality bathroom fittings, Armitage Shanks’ 
Sandringham range, were also specified.

This year, Broadway Manor was identified as requiring 
kitchen replacements, whilst the bathrooms at 
Christopher Pickering Lodge were also deemed a 
priority. Residents were invited by our Property Services 
team to attend a ‘choices event’ at Broadway Manor, 
which offered them the opportunity to choose their own 

worktop and cabinet colours, door handles and floor 
coverings for their kitchens.

James Butterworth, Asset and Development Manager, 
said: “We are delighted with the results of the new 
bathrooms at Christopher Pickering Lodge and the 
progress of the kitchens at Broadway Manor. The before 
and after photographs demonstrate just how significant 
the improvements and modernisations are and we 
hope the residents enjoy using their new facilities.”   
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N E W  K I TC H E N S 
A N D  B AT H R O O M S 
AT  R E T I R E M E N T 
L I V ING P LUS  SCHEMES

With windows and doors responsible for over 10% of heat loss 
within homes, it’s crucial that we continue our improvements 
programme to ensure our properties are as energy efficient as 
possible.

PFH’s Property Services team have been working closely with 
Anglian Windows on a project that will see windows and doors 
replaced at our Priory Road, Easby Court and Arden Court sites.

We are now halfway through this project, with the remaining 
necessary replacements scheduled for completion within the 
coming months.

PFH’s Asset and Development Manager, James Butterworth, 
said: “I’m really pleased with the progress we have made on this 
project. The team at Anglian Windows have been brilliant and 
all the work completed so far has been to a high standard.

“We would like to thank residents for their patience as we 
continue to work on this project, and we believe these 
replacements will benefit them in many ways. We’re now halfway 
to completion and I’m looking forward to seeing the final result.”

N E W  W I N D OW S  A N D 
DOORS UPDATE

A development of 23 bungalows and six flats in west 
Hull is on track for completion in Spring 2022.

With the brickwork and roofs expected to be complete pre-
Christmas, our latest new build project is picking up pace.

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

The development work has been made possible partly 
through grant funding from Homes England, which 
funds new affordable housing in England, as well as 
a development agreement for the land with Hull City 
Council. Hull-based Azza Construction is developing the 
properties on behalf of PFH.

Martin Sherman, Property Services Director, said: “The 
construction work is on schedule and I’m pleased with 
how this project is progressing. The new properties will 
result in even more modern homes, suitable for later life, 
being available in west Hull.”

H E S S L E  H I G H  R OA D 
D E V E LO P M E N T  O N  T R A C K 
F O R  C O M P L E T I O N

PFH would like to give special mention 
to Jean Bishop, Hull’s much-loved Bee 
Lady, who passed away in October.

Jean, who died at the grand age 
of 99, was best known for her 
philanthropic work with Age UK, which 
saw her don her famous bee costume 
and hit the streets of Hull to raise 
money for the charity.

Jean raised a staggering £124,000 
over a 30 year period and her efforts 
opened many doors for her, from 
carrying an Olympic flame torch 
in 2012 to being recognised as 
Fundraiser of the Year in the Pride of 
Britain awards. Jean was also granted 
the Freedom of the City and was  
 

awarded a British Empire Medal in the 
2017 New Year Honours.

In 2018, she opened the Jean Bishop 
Integrated Care Centre, a facility 
that provides out of hospital care 
and reduces unnecessary hospital 
admissions. Activities held within the 
centre aim to enable older people 
in Hull to keep fit and healthy and 
continue to live independent lives in 
their own homes.

Jean was well known to PFH staff and 
residents and will be remembered for 
her welcoming smile, fantastic sense of 
humour and kindness, she will be greatly 
missed and we send our condolences  
to Jean’s family and friends.

PAY I N G  O U R 
R E S P E C T S  TO 
J E A N  B I S H O P

PFH is encouraging all green-fingered residents to 
reach out and take part in a project that we hope 
will prove to be fruitful for all involved.

Prior to the pandemic, PFH began work at a small 
number of schemes on the Food for Life project 
supported by The Soil Association. The project is 
aimed at bringing people together through food 
and encourages residents to create edible gardens 
on their doorstep. In the New Year, we will be 
picking up our trowels and dusting off our spades as 
we pick this project up where we left off.

We hope this will, in time, become a resident-led 
activity across all our schemes and form part of our 
intergenerational work by involving local primary 
schools, with the potential for trips to local garden 
centres and farms.

Claire Champlin, PFH’s Health and Wellbeing co-
ordinator, said: “The project is designed to bring 
people together through food, with the ultimate aim 
being that residents will use the produce they grow 
to cook and share fresh food together with others. 
We encourage residents from all our schemes, 
bungalows, and properties to get in touch with us to 
get involved.”

To express your interest, please contact  
us on (01482) 223783.

G R OW  I T 
TOGETHER , 

E AT  I T 
TO G E T H E R !

BEFORE

AFTER

Jean Bishop with PFH’s Claire Champlin
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Residents were delighted to meet The Lord 
Mayor of Hull when she officially opened one of 
our newly-refurbished lounges earlier this year.

Humber View was the latest of our Retirement 
Living Plus Schemes to benefit from modernisation 
work within the communal areas.

Councillor Lynn Petrini joined residents for a 
Macmillan Coffee morning to raise funds and 
celebrate the new interior refresh. Residents 
were joined by family and friends on the day to 
enjoy a hot drink and cake to raise money for 
charity – they raised an impressive £650.

Resident Lilian Taylor said: “I think the new look 
lounge is beautiful. I love the views and I’m 
enjoying spending more time in here.”

Work on the transformations of our schemes 
begun in 2019, with Broadway Manor being 
the first to receive a makeover. Staff and 
residents worked with a specialist interior 
designer from Liverpool to have input into the 
colour schemes and layout, with the chosen 
theme focusing on bringing the outside in.

Humber View now benefits from full length 
windows offering undisturbed views of the 
passing River Humber, along with comfortable 
new seating, new decor and carpets.

N E W  LO O K  H U M B E R 
V I E W  R E C E I V E S  A 
S P E C I A L  V I S I TO R

A number of changes have been made to our Recharge 
and Compensation policy, which we need to make 
residents aware of.

The Senior Management Team has approved the 
following:

Recharge policy: 

•  We have highlighted that we have this policy to 
ensure we minimise the cost of carrying out work 
which is not our responsibility and which otherwise 
would be passed on to our residents 

•  We have changed the terms of payment from 21 to 
28 days 

•  We have reviewed the authorisation process for 
recharges in the organisation 

•  We have stressed that residents have the opportunity 
to undertake any remedial work themselves, but 

now stress that PFH should be notified as to who is 
carrying out the work in advance of it taking place 

•  We have reiterated that it is possible to set an 
agreement up to pay the recharge, but that this can 
only be in place for a maximum of 12 months 

•  We have changed the person responsible for the 
recharge policy to the Financial Controller 

•  We have updated some of the example costs to 
reflect recent charges 

Compensation policy: 

•  We have increased the decoration allowance to £35 
per room 

•  We have removed references to the Complaints 
panel in line with the Complaints policy changes we 
previously made                                        

R E C H A R G E  A N D  C O M P E N S AT I O N  P O L I C Y  C H A N G E S

PFH is taking an innovative approach to engaging 
residents and listening to their views.

Earlier in 2021, the Government’s Social Housing White 
Paper set out a new Charter for social housing residents, 
detailing what residents should be able to expect and 
what landlords need to do to listen to residents.

We are taking a proactive approach to ensuring 
we do everything we can to listen to residents 
and that’s why we launched a series of Customer 
Engagement Workshops, as a way of gaining a deeper 
understanding of residents’ opinions and ensuring we 
are really listening.

The November workshop was led by an external 
consultant from an organisation which aims to work in 
partnership with landlords and their tenants to develop 
and sustain excellent tenant scrutiny and empowerment 
arrangements.

During the first session, residents and staff looked at the 
white paper and discussed it, as well as talking about 
areas PFH is performing well in and areas needing 
improvement. Amongst those invited were people who 
responded to last year’s Residents’ Satisfaction Survey 
with areas of concern, as well as people who had 

previously complained – we talked about how residents 
can challenge and shape performance.

The session in November focused on the formation 
and monitoring of policies and procedures and how 
PFH can ensure residents are involved in the shaping of 
future policy updates. We had active group discussions 
around how residents feel their feedback is handled 
and how PFH can improve in terms of providing a 
response. We gained some invaluable insight into 
engagements from a resident perspective.

Kate-Marie Foster, Customer Experience Manager at 
PFH, said: “Resident engagement and feedback is vital 
to all aspects of the work we do at PFH. We welcome 
opportunities to connect with our residents, and the 
recent workshops have enabled us to make great 
strides in planning our future commitment in strategic 
resident involvement. As we head into 2022, we will 
build upon these foundations and we look forward to 
working with residents to support them in influencing, 
challenging and shaping services.”

L I ST E N I N G  TO 
R E S I D E N T S  I N 
N E W  WAY S

To be safe in your home. We will work with 
industry and landlords to ensure every home is 
safe and secure.

To know how your landlord is performing, including 
on repairs, complaints and safety, and how it 
spends its money, so you can hold it to account.

To have your complaints dealt with promptly 
and fairly, with access to a strong ombudsman 
who will give you swift and fair redress when 
needed.

To be treated with respect, backed by a strong 
consumer regulator and improved consumer 
standards for tenants.

To have your voice heard by your landlord, for 
example through regular meetings, scrutiny 
panels or being on its Board. The government 
will provide help, if you want it, to give you the 
tools to ensure your landlord listens.

To have a good quality home and 
neighbourhood to live in, with your landlord 
keeping your home in good repair.

To be supported to take your first step 
to ownership, so it is a ladder to other 
opportunities, should your circumstances allow.

FA C T F I L E
The Government’s Charter for Social Housing residents

Resident Lillian Taylor

The Lord Mayor and Mr Graham Petrini
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PFH residents and their families who follow us on 
Facebook may have seen we recently launched our 
new group called PFH Community Talk.

The purpose of this group is to encourage residents 
to engage in active discussions amongst their fellow 
residents and PFH staff. 

We consider this group an open space for residents 
to get to know their neighbours, share hints, tips and 
recipes, as well as finding out what is going on in their 
area or even just using it as a place to chat.

The private group will also see regular polls or direct 
questions about current services, and it will be used 
as another way to gain feedback on services and 
performance. All group members can be confident that 
their posts will only be viewed by approved members, 
as the group is completely private and members have 
to be accepted by ourselves.

To find our group, you can head to our Facebook 
page and view the ‘pinned post’ or simply search “PFH 
Community Talk” on Facebook and request to become 
a member.

TAI CHI BRINGS LIFE 
CHANGING BENEFITS 
TO RESIDENTS
Residents are beginning to enjoy the benefits of practising 
an ancient martial art as part of a series of taster sessions 
hosted over recent months.

PFH invited residents to try Tai Chi for beginners, which 
combines breathing techniques with graceful movements, 
after medical research demonstrated that Tai Chi can 
reduce falls by around 20%.

The sessions were launched in the summer and toured 
around a range of different venues, after PFH Trustee 
Dr Anna Folwell 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.

We spoke with PFH resident Fran Thomas – who lives at 
Westgarth Avenue, in west Hull, and has been attending 
these sessions – to see how she has been finding Tai Chi 
so far.

Have you ever done Tai Chi before?

No, I was a complete beginner before starting these 
sessions, however a friend of mine used to regularly 
practice Tai Chi and often told me of the benefits she 
enjoyed so I was really excited for the opportunity.

How are you finding the sessions so far?

I’m really enjoying attending and I find that I look forward 
to Friday mornings as I know I’ll be going to Tai Chi! 
Steve, our instructor, is really good, patient and good 
humoured. He takes it at a steady pace, and I find that 
even with my pre-existing injuries I’m able to keep up and 
get the most out of all the moves.

What benefits are you starting to feel, if any?

The biggest benefit I’m feeling so far is my confidence. 
The pandemic really knocked me as I stopped interacting 
with people and I struggled to get back out there once 
restrictions were lifted, however I am sure my confidence 
will grow and improve now that I have made this first step.

It’s great to get out of the house, do a little exercise and 
meet with people face to face. I also find the breathing 
exercises help me sleep better and I have begun practicing 
them at home to try and improve my sleeping difficulties.

JOIN THE CONVERSATION IN 
OUR PRIVATE FACEBOOK GROUP

HOW TO GET INVOLVED:

If you would like to take part in our Tai Chi sessions, 
please call (01482) 223783 and speak to our 
Customer Services team.

Sessions are available every Friday at the 
following venues:

Westgarth Avenue Pop-in, on Westgarth Avenue, west 
Hull: 11:30am – 12:30pm 

Jean Bishop Integrated Care Centre, David Lister Drive, 
east Hull: 2:30pm – 3:30pm 

*Sessions are free for the first 6 weeks and are £3 per 
week thereafter.

An exciting new scheme is enabling people to 
experience what it’s like to live in a PFH Retirement Living 
Plus Scheme, before making a long term commitment.

“Try Before You Apply” enables people aged 60 and 
over to stay in a fully furnished Retirement Living Plus 
apartment free of charge for a short period of time to 
experience what it’s like and decide whether it’s suitable 
for them.

Those taking advantage of the opportunity can enjoy 
the facilities and services on offer, without having to 
make any formal commitment. If they like it, they can 
apply for their own PFH Retirement Living Plus property.

We have set aside two apartments, one at Broadway 
Manor, in east Hull, and one at Christopher Pickering 
Lodge, in west Hull, for the Try Before You Apply scheme.

In order to qualify, people need to meet the following 
criteria: 

•  Be a single person or couple, both aged 60 and 
over

•  Live in, or have been born in, Hull or the East Riding 
of Yorkshire

•  Have less than £200,000 in capital/savings combined
•  Not be in temporary accommodation or currently 

homeless

I N T R O D U C I N G 
O U R  T RY  B E F O R E 
YOU  AP P LY  SCHEME

If this exciting new scheme is of interest 
to you or anyone you know, please don’t 
hesitate to call Katie Burton on (01482) 
223783 or email info@pfh.org.uk for  
more information.
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Ensuring residents experience a positive and 
professional service when they deal with PFH is a key 
aspect of our day-to-day operations.

Our Customer Services team is the first port of call for 
residents when it comes to all aspects of accessing our 
services, which is why those working in the team play such 
an important role.

Joe Day, Customer Services Manager, is delighted with 
the progress the newly-formed Customer Services team 
is making, resulting in a significant increase in the number 
of incoming calls to PFH being answered first time and 
a decrease in the wait time for calls to be dealt with. 
We caught up with Joe to find out more about the work 
taking place…

Can you tell us about some of the work going on in 
Customer Services?

We have made some great progress and the whole 
team has worked so hard to support changes made. 
The biggest aspect of our work has focused on planning 
well and focusing on our main contact channels. This 
means we have moved away from having a reception 
desk at Silvester House and we focus on telephone and 
email enquiries. By doing this, we’ve managed to go from 
answering approximately 65% of calls (in January) to now 
answering around 83% of calls (in October).

We have also reduced wait times, as in January 11% of 
callers had to wait more than 10 minutes for an answer – 
that’s now down to 2% of calls. The other change we have 
made is moving to more standardised processes so that we 
can provide a consistent service. We’ve documented and 
re-trained around 20 processes so far, with more to come.

Do you feel these changes are reflecting positively in 
the Customer Services experience for residents?

Definitely. Just being able to answer more calls and 
respond to more queries first time is something that’s 
important to our residents and we want to be able to 
answer all calls and provide an excellent service every 
time. There’s more work to do but the team has made 
great strides so far and we are all eager to go further.

What has been the highlight of your work in PFH 
customer services so far?

Our Customer Services team members are a good bunch 
and the highlight for me so far has been watching the 
team grow. They are amazing people, who always try 
to go the extra mile for residents and all I do is support 
them and guide them in doing so.

How are the new team members settling in?

We have a strong set of skills across the team, so we 
work really well together. It’s hard to find people who 
have the right attitude and mindset for a Customer 
Services environment – the knowledge always comes in 
time, but the attitude needs to be there from the start. 
Garry, Jemma, Tammie, and Lucy are all great at what 
they do, and they all learn from each other and use each 
other’s skills to solve problems.

C U S TO M E R  S E R V I C E S 
T E A M  I S  D R I V I N G 
E X C E L L E N C E

The latest addition to our Senior Management Team 
says that meeting PFH residents was one of the main 
attractions to the role.

Richard Walker, our new Home Services Director, joins 
PFH with the added benefit of past experience of our 
organisation, having worked on a consultancy basis 
with us previously.

His role will bring together resident services and 
property services under one directorate, with Richard 
having overall responsibility for a wide range of PFH’s 
work – leading our experienced team in a way that will 
uphold high standards and deliver excellent services.

“I’ve worked on a number of consultancy projects 
with PFH in recent years,” explained Richard. “This has 
included everything from customer journey mapping 
through to a review of the repairs process, complaints 
procedure and letting of empty properties. 

“The work I have done with PFH has given me the 
opportunity to get out and meet residents on occasions 
and in doing so I was able to see how much PFH 
means to them. The organisation has such a strong 
reputation that people generally apply to live in a PFH 
property because they want us to be their provider, 
rather than focusing on a specific location or property 
type – this is quite unique and it is evident that simply 
securing a PFH property in general is a high priority for 
those applying to us.”

Richard has a huge amount of experience in housing, 
having worked for West North West Homes as Deputy 
Chief Executive and Director of Housing, prior to 
launching his own consultancy business. Whilst he hails 
from South Yorkshire, Richard has close links with the 
local area, having worked for the Humber Bridge Board 
on a two year project fairly recently. 

“I am currently getting to grips with understanding all 
aspects of PFH’s work, the projects that are already 
underway and where I can add value and experience 
to them. The best thing about PFH is the organisation is 
already performing well, so I can focus on enhancing 
that further.”

W E L C O M E  TO 
O U R  H O M E 
S E R V I C E S  D I R E C TO R

With almost fourteen years’ experience in the housing 
industry, Ian Smith has become a great asset to the PFH 
team, since joining our Customer Services team earlier 
this year.

Now, Ian is taking on a new challenge in his 
secondment to the role of Scheme Manager at Malin 
Lodge, in east Hull. Meanwhile, Melanie Graham – who 
 

has been the Scheme Manager there for 14 years – 
has been seconded to the role of Area Co-ordinator. 
Ian will be able to put his past experience of managing 
everything from sheltered accommodation and hostels 
through to care facilities to good use.

“I’ve been working with PFH for a few months now and 
I’m really enjoying the work,” said Ian. “I like the fact 
that the team is close and everyone has been great at 
helping me settle in and find my feet.”

Ian hopes that his broad experience in the industry 
will aid him in the work he does with residents of PFH. 
“Getting to know the residents has been a highlight of 
the role so far,” he added. “They are all very forthcoming 
and it’s reassuring to know that despite me being new, 
they feel comfortable coming to me with any queries they 
might have. I’m looking forward to working with residents 
more during my secondment and cementing the rapport 
and relationship we have begun to build.” 

Ian is local to the area and when he isn’t at work, he’s 
busy at the allotment near his house planting a variety 
of vegetables, which his dog Ralph will often dig  
straight back up!

M A L I N  L O D G E 
W E L C O M E S  N E W 
S C H E M E  M A N A G E R

PFH is delighted to have been accredited with 
the Customer Service Excellence award in 
2021, following an extensive assessment.

PFH’s Customer Services team, left to right: Garry Yorgenson, Tammie Atkinson, 
Lucy Ness, Jemma Robinson and Joe Day

DID YOU KNOW? You can report out of hours emergency repairs by 
calling 01482 223783 now – there’s no need to call a different number. 
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During the Christmas holidays, our offices will be closed from 2pm on Christmas Eve and 
we will re-open on Tuesday, January 4th at 10:30am. It is important to us that our residents 

still have access to our services in case of an emergency.

Therefore if you have a medical emergency then use your emergency 
lifeline service and also, where necessary, contact 999.

If you have an emergency repair then please call 01482 223783. If you have an 
OKEachDay button then please continue to use this each day so that we can be 

assured that you are okay.

We hope you have a Merry Christmas and a happy and healthy 2022.

P F H  C H R I ST M A S
O F F I C E  O P E N I N G  T I M E S

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


