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W E LC O M E F R O M C L A I R E
Welcome to the Summer
2022 edition of People
First. I can hardly believe
we are already over half
way through the year. We
have had lots of exciting
events and developments at PFH and I am
delighted to be sharing so many updates
with residents throughout this magazine.
It’s been fantastic to relaunch the
Intergenerational Project, which has
resulted in some really special events with
local primary school children. Residents
have enjoyed everything from Jubilee
parties through to games, picnics and
lots more activities. It has been wonderful
to see so many residents taking part in
these sessions with local children and I
am looking forward to seeing even more
happening during the rest of the year.

high standards and I am looking forward to
hearing how residents are finding their new
properties later in the year.
Our new grounds maintenance provider,
OUTCO, has really hit the ground running
in terms of ensuring our outdoor spaces
are nice and tidy for Summer. Residents
can read more about the company and
their goals for PFH in this magazine. We
are delighted to have their team on board
and hope residents will enjoy the benefits
of their work.
Lastly, the Jubilee celebrations held across
various schemes all looked fantastic. I think
residents did a wonderful job in celebrating
such a monumental occasion for The
Queen and British history – the pictures of
your parties speak for themselves!
On behalf of everyone at PFH, I hope you
all have a great summer.

Our Hessle Road development is nearing
completion, with the first residents expected
to collect their keys and settle into their new Best wishes
homes in the coming weeks. The new build
properties are in keeping with PFH’s usual

Claire

KEEPING RESIDENTS
U P -T O - D AT E W I T H
OUR PERFORMANCE
( A S AT E N D O F
MARCH 2022)

0.87%

of properties
are vacant and
available to let

99.3%

of routine
repairs completed
in target time

99.02%

of rent was
collected out of
all rent owed
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Average
turnaround time
for all properties

47.5 days

Rent written
off in the year

0.05%
Current
resident
arrears

0.31%
97.4%

of emergency
repairs
completed in
target time

S H A R E YO U R

VIEWS – WE
ARE ALL EARS!

please talk to us and share your feedback.
We have a policy in place which is
designed to give us the opportunity to put
things right quickly, effectively and efficiently.
We endeavour to deliver first class homes
and services to all our customers. However,
occasionally things do go wrong and we
recognise that we may not always meet
our customer expectations – when this is
the case, we do want to know about it, so

Residents are encouraged to share their
feedback. Our team learns from complaints,
equally it’s also helpful when residents tell
us when we have done something well via
compliments about the service they receive.
Suggestions on how we can improve our
services are also gratefully received.

COMPLAINTS, COMPLIMENTS & SUGGESTIONS
( A S AT E N D O F M A R C H 2 0 2 2 )
Complaints - Stage 1
2021-2022

Complaints - Stage 2
2021-2022

Number of
Complaints Received
64

Number of
Complaints Received
7

% complaints
acknowledged on time
78.1%

% Complaints
acknowledged on time
100%

% fully responded to on time
(excluding extensions)
90.6%

% fully responded to on time
(excluding extensions)
100%

% Satisfaction with the way
the complaint was handled
81%

% Satisfaction with the way
the complaint was handled
50%

Compliments
2021-2022
Number of
Compliments
Received
88
Suggestions
2021-2022
Number of
Suggestions
Received
6
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Chris and his dancing partner Annie were
given The Charleston to learn, together with a
street dance routine, over a period of twelve
weeks. It was a task that he says really tested
his mettle – as well as his dancing abilities!

PFH’s Chris Wordsworth

PFH TEAM MEMBER

DUSTS OFF HIS
DANCING SHOES

One of PFH’s Property Surveyors has
swapped his hard hat for a pair of dancing
shoes in recent weeks.
Chris Wordsworth took on a 12 week
challenge to raise vital funds for Dove House
Hospice. The charity’s Strictly Learn to Dance
fundraiser saw 24 contestants partner up and
learn two dance routines before performing
in front of a panel of judges at an exciting
showcase on stage at Hull City Hall.

“I’ve been a huge fan of Strictly Come
Dancing for a long time,” said Chris, who
is a member of our busy property team,
which oversees PFH’s vast property portfolio.
“I’ve always been a bit of a dad dancer, so
when a colleague recommended the Strictly
Learn to Dance fundraiser I jumped at the
opportunity to learn how to dance properly!
We all had to find sponsors for the twelveweek training. When I saw how many
friends, family members, colleagues and PFH
residents were rooting for me, it really gave
me the push to give it my all. I made some
great friends during the process and I’m
proud of everyone who took part.”
Chris came in the top three and even
managed to score 40/40 from the judges
for his Charleston! The event was a huge
success and overall raised an impressive
£35,238 for Dove House Hospice, which
provides care for people with life limiting
illnesses including cancer, neurological
illnesses, heart and respiratory disease,
dementia and HIV. The hospice is situated
on Chamberlain Road in Hull and relies on
fundraising to cover its operational costs.

Images: Anete Sooda
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ACTIVITIES PROGRAMME BENEFITS

R E S I D E N T S ’ P H Y S I C A L A N D M E N TA L H E A LT H
and chair exercises through to Boccia (a sport
similar to bowls) and other low-impact physical
activities, plus the opportunity to meet local
sporting legends at the same time.
The benefits associated with light exercise
in older adults are well known when it
comes to improving cardiovascular health,
maintaining independence and reducing
anxiety and depression.
A series of interactive activities aimed at
reducing isolation and increasing physical
activity are proving to be a huge hit with
residents.
Westgarth Pop-In and Hebrides Pop-In have
been hosting the twice-weekly sessions, in
collaboration with Hull FC and Age UK.

Maisie Malton, Head of Health and
Wellbeing at Hull FC, said: “It’s been
amazing to see the impact these sessions
are having on those who attend. Many say
they haven’t taken part in physical activity
for a long time, but these sessions are
accessible and comfortable making them
an enjoyable experience.

“It’s great to see so many attendees getting
stuck into the sessions, and we hear week after
The “Our Best Years” programme is funded
by Hull Clinical Commissioning Group (CCG) week how it’s improving their mental health
by encouraging them to be out and about
as part of their Teaming up for Health
socialising.”
partnership with Hull FC.
Our Best Years is a combination of social and
physical activities which cater to individual
needs. Activities include everything from Tai Chi

For more information about Our Best
Years, call (01482) 223783 and speak to a
member of our Customer Services team.
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Resident Nancy Dean

R E S I D E N T S E N J OY T H E

B E N E F I T S O F S M A R T T E C H N O LO GY
All of our Retirement Living Plus schemes now benefit from state-of-the-art Smart Technology.
The project, which is being managed by
Tunstall Healthcare, is being rolled out across
PFH schemes and replaces the analogue
telecare system with a new digital system.
Residents are supplied with a telephone
handset featuring a 7-inch video screen called
the Communicall Vi IP System.
WIFI hotspots have also been installed to
support the new system. Meanwhile, residents
in the bungalows are having their systems
replaced with a digital Lifeline Smart hub, a
freestanding unit which allows them access
to 24/7 well-being monitoring and other
reassuring features.
We spoke to Ada Holmes Circle resident
Nancy Dean to discover what she thinks to
the new technology.
How long have you had the Smart
Technology in your home?
I’ve had it in place for a few weeks now.

it works. I’m 91 so using modern technology
doesn’t come naturally to me, but this
device works well. It’s also helpful as I can
use my OKEachDay system through it.
What do you think will be the main
benefits of the technology for you?
It certainly gives me great peace of mind. I
can see who is at my door before allowing
them access, which is so reassuring at my age.
I also like how easy it is to keep in touch with
my friends. I don’t have a mobile phone or the
internet, so this device allows me to pick up
and call at any time. I’ve even started using
the device to organise gatherings with other
residents. I’ve lived at Ada Holmes for three
years now and I can say I much prefer this to
the old system. It has so many great features
and I’m pleased to have it in my home.

We are delighted with the rollout of the
Smart Technology across all Retirement
Living Plus Schemes. Work will soon
commence to bring a version of the Smart
Technology into the homes of those who
Do you find it relatively easy to use?
live in bungalows, keep an eye out for more
I was surprised at how easy it is to use, it
only took me a few days to get used to how details on how this will look.
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NEW GROUNDS

M A I N T E N A N C E C O N T R A C TO R
Our resident procurement panel has
played an instrumental role in selecting
PFH’s new grounds maintenance provider.
OUTCO, a nationally-renowned company,
is establishing a base in Hull specifically to
service the PFH contract. They are tasked
with ensuring our grounds are maintained
to the highest of standards.
Working with many household names, the
company has a huge portfolio looking
after thousands of sites across the country.
OUTCO has established a team to work
exclusively on PFH sites, ensuring our
grounds maintenance is completed in an
efficient and quality manner.
Neil Pix, OUTCO’s Operations Director,
said: “We have set up a team that will
deal with any groundworks that need
completing exclusively for PFH. Our focus is
on quality, which is why our teams will be
permanently placed on particular PFH sites.

“We began our work at PFH by completing
checks to make sure we had everything
in order ahead of our official start. We
wanted to do as much as we could for
residents to live in fantastically presented
areas of this beautiful region.”
Joe Day, Head of Home Services at PFH,
said: “OUTCO’s approach to grounds
maintenance is certainly refreshing! In
providing opportunities for local people,
to take pride in the areas they manage,
PFH and OUTCO are working together to
provide a great service for our residents.
“Feedback so far has been hugely
positive, and we’ve seen a much needed
improvement in the service delivered so
far. Their dedication, professionalism, and
knowledge has been brilliant and we
are looking forward to working with them
closely in the future.”

PFH would like to thank those residents
who took the time to get involved with the
“This means they get to know the area
selection of our new grounds maintenance
well, the challenges they will face and take provider. Their input was invaluable
great pride in the work they do. Most of all, in terms of ensuring we appointed a
it means that PFH residents will benefit from contractor who met the expectations of our
great, consistent service.
residents.
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CELEBRATIONS
FIT FOR A QUEEN
PFH residents across the city celebrated
The Queen's Platinum Jubilee in style.

wonderful to see so many residents come
together to celebrate this huge milestone
in British history.

From intergenerational parties packed with
games and laughter, to live performances Here's a small selection of snaps from your
and tipples in the sunshine, it was
celebrations!

8

PFH residents held
parties across the city in
celebration of The Queen’s
Platinum Jubilee.
Christopher Pickering
Lodge, Ada Holmes Circle
and Humber View were
treated to a sensational
live performance from local
performer Gary Marsden,
along with plenty of great
food, drink, and even better
company.
Malin Lodge welcomed
Hull-based vocalist, Liam
Alexander, who entertained
the crowds with an afternoon
of singing and got them up
on the dance floor.
Broadway Manor residents
spent their afternoon
enjoying live music from Paul
Santos, plus lots of sing-alongs and dancing!
The pop-ins and villages
celebrated with an afternoon
of live music from various
local artists across the
Jubilee weekend and it was
wonderful to see what a
great time all attendees had.
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Time for Malin to have a bit of a do,
first the tombola, what a lot of fun with
exciting prizes for everyone.
Next the buffet, what a feast, sausage rolls
and pork pies at the very least.
Pride of place, the cake what a glorious sight,
our own Mary Berry must have baked all night!
Then came artiste, he seemed like a boy,
but such a varied repertoire, he really was a joy.
His version of Delilah made us laugh and sing,
and God Save the Queen made the rafters ring.
Yes I know all this didn’t happen overnight,
from the decorations etc, getting it all right.
I know we know how lucky we are, take a
pat on the back – every one of you a star!
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Margaret Robinson of Malin Lodge had such a great
time at their Jubilee party, she wrote this poem to
share with other PFH residents.
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P
F
H
'
S
RESPONSE TO
THE SOCIAL HOUSING

W H I T E PA P E R

PFH’s Joe Day

The Social Housing White Paper is incredibly
important in the world of social housing.
It’s issued by the Government, in response
to the tragedy at Grenfell, and outlines
measures all social housing providers must
adhere to.
These measures ensure that social housing
is safe, provide visibility on how social
landlords are performing and increase
transparency and accountability.
We spoke with PFH’s Head of Home
Services, Joe Day, to ask how PFH plans to
work alongside the measures. Joe gave a
response to each of the key themes of the
White Paper.
Ensure social housing is safe.
PFH works hard to make sure homes are
compliant with all safety elements relating
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to gas, electricity, water, asbestos, fire, and
lifts. We will continue to drive incredibly
high standards in this space to keep our
residents safe in their homes. In addition
to property compliance, we’ll be asking
residents how safe they feel in their homes
and using the feedback to address any
issues that are brought up.
Make it easier to know how social
landlords are performing, to increase
transparency and accountability.
We’ve revamped some of our performance
indicators to bring them in line with the new
proposed Tenant Satisfaction Measures
and included a selection of residents in
some discussions on this to ensure there
was suitable resident engagement. You
can look out for our performance results in
both People First magazine and the Annual
Report.

Ensure swift and effective complaint
resolution.
We work hard to make sure our residents
know how to raise complaints and their rights
around complaint handling. We’ve introduced
greater oversight of the complaints journey
to make sure we are dealing with complaints
quickly and effectively.

Empower residents to support them
in engaging with and holding their
landlords to account.

As part of our engagement framework, we
welcome residents to engage with us through
a variety of forums from Time To Talk sessions,
community walkabout sessions, and through
more formal engagement opportunities. We
continue to commit to having Resident Board
We’ve also set up a new complaints review
Members and invite residents to contact us if
panel, where we’ll be undertaking the new
they’re interested in getting involved. You can
self-assessment together with residents,
find details of how you can get involved at the
looking at performance, themes, learning from back of this magazine.
last year and updating the policy accordingly.
Ensure good quality, decent homes and
Strengthen the consumer standards
neighbourhoods.
social landlords must meet and create a
strong, proactive regime to enforce them. All our homes currently meet the Decent
Homes Standard, and we have an extensive
PFH already has a regular audit regime
ongoing improvements programme in all
in place to ensure processes are
homes to ensure this continues to be the
independently checked on a regular basis.
case. We listen to feedback through forums
We continue to be open to scrutiny in order such as Time to Talk and the Walkabouts, and
to maintain resident confidence in what PFH develop our planned works in response to this
does every day.
feedback (alongside regulatory standards)
We’ve updated our performance reports
to ensure they reflect consumer standards
and regularly review our performance
against these, including through reporting to
Resident Committee and the Board.

Support tenants to buy a
home of their own.
As PFH is an Almshouse charity, this does not
apply to our homes.
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proven to be a big hit amongst residents.
Ann Gallagher has lived at Humber View
for five years and has always been a keen
amateur gardener.

Resident Ann Gallagher

E D I B L E GA R D E N S P R OJ E C T

IS BEARING FRUIT
Green fingered residents have been busy
growing their own produce.
PFH’s Food For Life project has picked up
pace in recent months with the introduction
of a new greenhouse at Humber View, and
planters at various other schemes.
The project, which is funded by The Soil
Association, is aimed at bringing people
together through food and encourages
residents to create edible gardens on
their doorstep.
The greenhouse was installed in March by
Elloughton Greenhouses and has already

She said: “Myself and a number of other
Humber View residents use this greenhouse
almost daily. We are growing all sorts of
fruits and vegetables including beans, peas,
raspberries, and blueberries, plus we’ve
potted apple and pear trees. It’s a lovely
activity to take part in, especially now the
weather is warming up.
PFH recently organised for a group of us
to get the coach to a local garden centre
to stock up on supplies for our gardening
projects which was fantastic.”
Gardening has a wide range of benefits for
older people, it’s a great way to get gentle
exercise and strengthen bones, muscles
and joints. Being outside and taking care
of plants has also been proven to improve
mental health by reducing stress and anxiety.
If you would like to start a Food For Life
project in your own neighbourhood,
call our Customer Services team on
01482 223783.

C O U L D YO U B E O U R N E W R E S I D E N T B O A R D M E M B E R ?
We are still seeking a resident to join PFH’s
Resident Board.
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 Residents governs PFH, by
ensuring the organisation is managed
properly, and is made up of 12 Residents.
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Those interested in the role are welcome
to observe a meeting of the Board prior
to attending an informal meeting with PFH
Resident board members 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.

NEW KIOSKS OPEN

U P N E W D I G I TA L

EXPERIENCE

TO R E S I D E N T S
Residents have everything available at the
touch of a button thanks to new technology
now available in our schemes.
In a bid to help residents become more
confident in an ever-expanding digital
world, we have started to roll out Social
Kiosks at our Retirement Living Plus schemes.

“It was particularly handy when my laptop
was out of use. I found it a little different to
navigate, but it’s easy enough to get used to.
I used the Social Kiosk to research a holiday,
which did present a few small teething
problems that were quickly rectified by Claire.”
The Social Kiosk gives residents a whole
new world of information at their fingertips,
including direct links to the PFH website and
lots more. With a dedicated 24/7 Customer
Support line that connects to a real person,
residents can surf the web in confidence.

Residents across the remaining Retirement
Living Plus Schemes can expect to see a
Social Kiosk installed in their communal
The kiosks, which are being made possible
thanks to a partnership with Efficiency North, lounges in the coming months.
are computer terminals located in our
Residents looking to learn new IT skills are
communal lounges allowing residents to
invited to join our IT & Biscuits sessions, held
access the internet and carry out a variety
across the city. Those who live in the villages
of tasks.
are welcome to access the Social Kiosks
and the sessions, please contact the office
Offering the opportunity for residents to
for more information (01482) 223783.
do everything from online shopping and
booking holidays, through to browsing
social media or checking public transport
timetables, the kiosks are readily available
for residents to access.

David Birks, who lives at Christopher Pickering
Lodge, where this device has been piloted,
says the new technology is proving useful. “We
have had the Social Kiosk in the communal
lounge for a few months now and I’ve used it
on a number of occasions,” he said.

Resident David Birks
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T R Y B E F O R E Y O U A P P LY

PROVES SUCCESSFUL
A scheme designed to enable residents to
try out living in our Retirement Living Plus
schemes, before committing to it long term, is
proving to be a success.
Try Before You Apply, formerly known as the
Interchange Scheme, has seen great success
so far this year, with several applicants trying
out one of our properties before making a
formal application.
The scheme enables people to live in a
Retirement Living Plus property for up to three
weeks, completely free of charge, to see if the
accommodation would suit them longer term.
Michael Shaw, of Cecil Street, took part
in the scheme and was so impressed he
hopes to permanently relocate to a PFH
property very soon.
“I saw the Try Before You Apply advert and
it definitely made me curious,” said Mr
Shaw. “I contacted the team at PFH to ask
if I could take them up on the offer and
was invited to stay at Christopher Pickering
Lodge for up to three weeks, free of charge.

PFH’s Katie Burton and TBYA applicant Michael Shaw

is important to me and it means the world to
me that I can step out of my front door and
say hello to my neighbours.”
Michael said the financial benefits of
moving in to a PFH property were also very
attractive to him. “One thing I did really like
was that the cost of heating is included in
the rental payments,” he added. “With the
way the world is going at the moment, this
is a huge benefit. I also found out that my
TV licence would be cheaper!”

The Try Before You Apply scheme is open to
single people or couples aged 60 or over,
“The property was smaller than where I was
including existing PFH residents who meet the
living before, but it had some great features
criteria. If you know of anybody who would
and I particularly liked the fact that I had so
like to register for it, they should contact PFH’s
many neighbours surrounding me. Community Customer Services team on (01482) 223783.
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FOND MEMORIES

She said at the time: “The day I walked into
this house I loved it and I still love it now.
I’ve got a beautiful view from my living room
and I’ve got very good neighbours. My
It is with regret that we report PFH resident daughter lives nearby and comes and takes
Kathleen Wroe passed away earlier this
me shopping – I’m very lucky.”
year.
We send our condolences to Kathleen’s family
and friends.
Kathleen, who had lived at Ferens Haven
since 1996, celebrated her 100th birthday
in 2019 and was featured in People First
magazine as part of a special article on
residents who were turning 100 that year.

O F K AT H L E E N

At the time of being interviewed, she
proudly told us she had six grandchildren
and seven great-grandchildren and had
lived independently for 15 years since
losing her husband at the age of 85.
Kathleen worked as a factory worker, office
cleaner, and she also worked with children.

PAYING OUR

RESPECTS TO VANESSA
PFH would like to give
special mention to former
trustee Vanessa Walker who
sadly passed away earlier
this year.

was a nurse for 10 years
and was elected to East
Riding Council in 2015 – she
passionately campaigned
against local GP closures.

Vanessa, who was a South
Hunsley Ward Councillor,
held the adults and health
brief for East Riding of
Yorkshire Council. She was
a passionate advocate for
healthcare in the region.
Brought up in Garden
Village, Vanessa, aged 66,

As a trustee, Vanessa will
always be remembered for
her vibrant, warm nature
and dedication to leading
PFH to provide homes
for those in need. We
would like to extend our
condolences to Vanessa’s
friends and family.
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Located on Hessle Road, just off the
roundabout near Sainsbury’s, the scheme
will be set within an attractive, landscaped
cul-de-sac.

FINISHING TOUCHES
ON OUR HESSLE HIGH

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.

ROAD DEVELOPMENT

Martin Sherman, Property Services Director,
said: “We’re absolutely delighted with the
progress of these new properties, and we
can’t wait to see the finished results. It’s
fantastic to be able to offer even more
suitable housing for adults in later life, and
I hope the occupants will be happy in their
new homes.”

SCHEDULED RENOVATIONS
COMPLETE AT RETIREMENT

James Butterworth, Asset and Development
Manager, said: “The refurbishment
programme has been a worthwhile task
across our Retirement Living Plus Schemes
as it has seen facilities receive a modern
makeover. The team at JC Services have
completed this work to such a high standard,
and we’re glad to see residents are already
benefiting from their new facilities.”

Our development of 23 bungalows and 6
flats in West Hull is a matter of days away
from completion at the time of People First
going to print, with the first set of residents
expected to collect their keys and cross the
threshold later this month.

LIVING PLUS SCHEMES
In the previous edition of People First
magazine, we reported that significant
improvements were well on their way to
completion at two of our Retirement Living
Plus Schemes.

2021 saw the installation of new bathrooms
at Christopher Pickering Lodge and new
kitchens at Broadway Manor, with just a
handful of kitchens left to complete.
Working with local contractors, JC Services,
to carry out the work as part of our ongoing
upgrade programme, we can now confirm
that all required kitchen upgrades have
been completed at Broadway Manor.
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INTERGENERATIONAL
WORK PICKS UP PACE
Residents have been busy making
memories with local school children as
part of our intergenerational programme.

Intergenerational project restart over the
past few months. We have all missed the
interaction with local primary schools and this
year’s sessions have been an absolute blast.
We can’t wait for many more to come.”

The sessions have been full steam ahead
so far in 2022 and most recently we
welcomed pupils from local primary
schools to help us celebrate the Platinum
Jubilee at a couple of our Retirement Living
Plus schemes.
Ada Holmes Circle and Broadway Manor
welcomed children from Greenway
Academy and Ings Primary. Residents and
children had a fun-filled afternoon of arts
and crafts, board games and outdoor
activities.
Claire Champlin, PFH’s Health and
Wellbeing Coordinator, said: “It has
been absolutely fantastic to see the
To find out more about intergenerational projects taking part in your area,
call our Customer Services team on (01482) 223783.

JOIN THE PFH CONVERSATION ON FACEBOOK
Communication with residents is key to us
residents to use this group as a space to
and we are always thinking of new ways to give us feedback.
keep in touch.
We run regular polls and ask questions
about current services, so the group acts as
For those residents and their families who
already follow our Facebook page, you will a positive way of continually improving PFH
services. Residents can also be confident
know we have set up a group called PFH
that their posts will only be viewed by
Community Talk.
approved members, as the group is
The purpose of this group is to encourage completely private. PFH Community Talk is
a safe and welcoming space and we hope
active discussions amongst PFH residents
and staff. It is an open space to get to
you enjoy active participation.
know fellow residents, share hints, tips, and
even recipes, as well as finding out what’s To find our group, simply search “PFH
Community Talk” on Facebook and
going on in your area or simply having a
good old chat. We would also encourage request to become a member.

19

RESIDENT
S AT I S F A C T I O N S U R V E Y

Residents should keep an eye out for the
PFH Resident Satisfaction Survey arriving
through their door in the Autumn.

We last did this survey in 2020 and it’s
a really useful exercise. We really value
residents taking the time to respond and
being open and honest with their feedback.

GIVING OUR

RESIDENTS A VOICE
Residents are the forefront of shaping
PFH services and the opportunities to get
involved are many and varied.
Our resident involvement work is so
important in terms of shaping the future of
the organisation, it’s also a fantastic social
opportunity for residents.
We are truly grateful when residents volunteer
their time to share their experiences and views
with us and we are always looking for more
residents to engage with us.
Recently, residents helped us to score
tender submissions for our new Grounds
Maintenance and Repairs and Maintenance
contracts. We also relaunched residentled scrutiny in March with eight residents
reviewing our Internal Transfer policy which
is currently on-going.
Opportunities coming up in the
next 12 months:
Aids and Adaptations Review – Summer
2022 – We are looking to speak with
residents who have experienced our aids
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The survey allows us to see where we
are doing well and where we can make
improvements. This year it will include
questions that match the Regulator of Social
Housing proposed Tenant Satisfaction
Measures ahead of them coming in force
in 2023. Residents will hear more about this
from us in the coming 12 months.
We look forward to receiving your
feedback, which helps us shape how we
deliver services in the future.
and adaptation policy, whether it was grab
rails or a disabled facilities grant, or you’re
in need of aids and adaptations within your
home to keep you safe and well.
Complaints Panel Review – August 2022 –
We would like to invite a group of residents
to support us in undertaking the updated
Housing Ombudsman Complaints Handling
Code Self-Assessment and review our
complaints performance from the last 12
months including complaints themes.
Scrutiny Reviews – Two reviews are coming
up, one in September 2022 and the other
in January 2023. We are looking for a
group of 8-10 residents to lead on the
scrutiny reviews each lasting 12 weeks each.
Topics to be confirmed shortly.
This is just a snippet of forthcoming
opportunities, there will also be other
policy and service area reviews including
our Service Standards and redesigning the
Community Navigator role.
If you are interested in any of the above
opportunities or have any suggestions,
please contact Kate-Marie Foster on
(01482) 223783 or by email
kate-marie.foster@pfh.org.uk
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