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What are we trying to achieve and why? 
 
Introduction  
 
It is the vision of Progress Housing Group to have a positive impact on people and 
communities by providing high quality homes, supporting independence and creating 
opportunities. 

We work with some of the most vulnerable people in our communities and are 
committed to being the ‘housing provider of choice’. In doing this, it is understood that 
our responsibility and commitment is much wider than the bricks and mortar and so 
we embed community investment activities in our core business.  As such our 
principles include: 

• Improving the living conditions of people 

• Challenging and addressing inequality and poverty 

• Encouraging customers to reach their potential 

Research indicates that those that living in social rented housing are more likely to 
experience poverty, social exclusion and digital exclusion compared to people living in 
other tenures.  PHG feels that it is best placed to address some of these issues, 
particularly in supporting its customers into training and empowerment opportunities.  
This is due to a number of reasons.  Firstly, PHG has existing knowledge about its 
customers, and regular and effective contact mechanisms.   Secondly, there is 
already a good relationship built established between the organisations and its 
customers, so there is a degree of trust in the services offered. .    

Digital Inclusion has been defined as: 

The best use of digital technology, either directly or indirectly, to improve the lives and 
life chances of all citizens and the places in which they live. (HM Government, 2008). 

Digital exclusion is the lack of digital technology, and is related to social exclusion, 

It is has been highlighted through various studies that social housing tenants are the 
largest digitally excluded group. 

This Strategy outlines how PHG aims to increase the digital inclusion of their 
customers.   

There are a number of reasons why PHG feel that it is important to increase the digital 
inclusion of customers outlined below: 

 Service Improvement: By supporting customers to access our online 
services, it will enable them to have greater choices in how they contact us and 
access our services.   

 Welfare Reform: As Universal Credit is rolled out, applicants will need to apply 
online.  As a significant number of customers are currently in receipt of benefit 
(The 2010 Tenant Census highlighted that 67.8% of NFH customers and 
71.1% of NPHA customers are in receipt of Housing Benefit respectively.), it is 
essential that customers have both the access and knowledge to use the 
internet to ensure they continue to receive the financial benefits they are 
entitled to. 

 Improved Customer Engagement: It is the aim of the Community 
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Involvement Strategy to increase customer engagement across the 
organisation.  It is seen that online methods, including social media tools such 
as Facebook, are possible ways to achieve this.  Online involvement is 
particularly relevant as we wish to engage with more people in employment 
who cannot attend traditional involvement meetings. 

 Support Worklessness Agenda: Progress Futures is an initiative which 
supports customers into employment, training and education opportunities.  
The internet is an important tool in support people in accessing employment 
and training opportunities.  There are also increasingly e-learning opportunities 
available, which can support customers gain training and qualifications. 

 Value for Money: By promoting online services, such as online reporting of 
repairs and antisocial behaviour complaints, and applying for properties online, 
PHG can make significant savings through channel shifting. 

 
Policy Statement 
PHG recognises the importance of going beyond their role as landlords, and 
delivering projects that help support customers in their homes, and create sustainable 
communities. 

The promotion of digital inclusion is one such project that will have important benefits 
to the organisation, customers and communities. 

 
Aim and Objectives 
 
The aim of this Strategy is to increase the digital inclusion of PHG customers. 

In order to achieve this aim, the following objectives  have been identified: 

 To create greater access to digital technologies. 

 To develop the digital skills confidence of customers. 

 To promote digital technologies through targeted campaigns and change 
attitudes of customers. 

 
 

Where are we now? 
 
Levels of digital inclusion 
Digital inclusion amongst New Progress Housing Association and New Fylde Housing 
customers, particularly amongst sheltered customers, is currently low.  Below are 
recent results from STAR survey (conducted autumn 2012): 
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INTERNET ACCESS?   
 GN Sheltered Total 
Yes 628 193 821 
No 389 280 669 
No reply 80 54 134 
Total 1,097 527 1,624 
Yes 57.2% 36.6% 50.6% 
No 35.5% 53.1% 41.2% 
No reply 7.3% 10.2% 8.3% 
    
% of respondents    
Yes 61.8% 40.8% 55.1% 
No 38.2% 59.2% 44.9% 
    

Where do you access the internet? - of 
respondents who access the internet 
 GN Sheltered Total 
Home (broadband) 538 149 687 
Home (dial-up connection) 2 9 11 
Work 82 6 88 
Other 102 14 116 
PC at your scheme - 40 40 
    
Home (broadband) 85.7% 77.2% 83.7% 
Home (dial-up connection) 0.3% 4.7% 1.3% 
Work 13.1% 3.1% 10.7% 
Other 16.2% 7.3% 14.1% 
PC at your scheme - 20.7% 4.9% 
    

 

 
Digital Inclusion Activities 
For a number of years the Community Involvement Team has delivered small 
initiatives to address the issue of digital exclusion amongst PHG customers, including 
silver surfer events and offering ad-hoc training.   

In summer   2012, PHG was successful in obtaining funding from the Department of 
Work and Pension’s Digital Deal fund to deliver a digital inclusion project known as 
Digital Futures. The project was also funded by the organisation’s Community 
Investment Fund.  Digital Futures attempted to address the three main causes of 
digital exclusion: skills, motivation and access.  Digital Futures ran from October 2013 
until May 2014, and was made up of five main element, including: 
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Launch Roadshow 
The launch roadshow took place during the last week of October, and attracted about 
60 customers.  The launch roadshow enabled us to promote the project, by receiving 
publicity and press attention. 
 
Booklet 
A booklet promoting online services, and easy step by step guides to do simple things 
online was sent out to all customers during the last week of October.  The booklet 
also contained a post card, which customers could return to express an interest in 
training.   
 
Tenant Zones 
Tenant zones have now been set up in all the community centres across Fylde and 
South Ribble: Lower Lane Community Centre, Saltcotes Community Centre, The 
Place and The Base; and in Sumner House reception. (A tenant zone in Warwick 
House had previously been created in Warwick House reception area in 2010). 
 
Training 
There was various training that took place across a number of locations, with an 
average of four training sessions per week.  There were more focused courses that 
were being held in Warwick House and Sumner House, which focused on popular 
areas like internet safety, shopping online and researching family trees.  There was 
also more informal training delivered in the community centres, with a drop-in session 
approach.  Both types of training sessions proved popular, with an average of 12 
customers attending each session. 
 
Digital Champions 
A group of customers who were experienced in using the internet were recruited as 
volunteers, known as digital champions who could provide one on one support to 
other customers. Digital champions were equipped with iPads and train the trainer 
training to support them in their role.  The digital champions will continue to offer 
support and training to customers past the end of the project ensuring long term 
sustainability of the project. 
 
PHG Online Services 
PHG is committed to improving the offer to customers who wish to access its services 
electronically through smart phones, tablets, PCs or laptops.  A change management 
project began in 2013, and work is now underway to upgrade the existing website and 
the back office systems to ensure that customers can self-service and contact the 
organisation more easily.    
 
 

What we need to do to achieve our aim? 
Access 
Access to the internet is an issue for a significant proportion of our customers.  As we 
have described above, we have created tenant zones across a number of 
communities in Fylde and South Ribble to support customers gaining access to the 
internet.  However, we realise that the increasing role that the internet plays in 
people’s lives will mean that it will be more important to have internet access in the 
home.    Therefore, PHG will explore providing customers with low cost computers 
and tablets to use in their homes.    In addition, we will explore offering low cost 
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broadband to our communities.   

We realise that access is not just about physical equipment, and we should make 
efforts to ensure that our website is user friendly and accessible.  We are currently 
undertaking a major review of our website, and during this process will ensure that we 
make our website as accessible as possible, especially for those customers with print 
disabilities, dyslexia, low literacy, mild visual impairments and those with English as a 
second language.  We will make use of our Communications Panel, which is 
comprised of involved customers who inform external communications across the 
organisation, including the website. 

Whilst most people used to access the internet using a traditional desktop computer, 
we now understand that people will use a variety of ways to access the internet, 
including tablet, smart phone and smart television.   We will ensure that customers 
can access our website using all platforms, including the introduction an app. 

We will actively seek opportunities to work in partnership to help us deliver our aim of 
improving access to the internet and having the equipment to do so. 

 
Skills 
Having the correct skills and knowledge is essential for people to effectively use the 
internet, and get the most from it.  PHG regularly delivers training to support 
customers to use the internet.  However, we realise that this will not be sustainable in 
the long term, and so we will use our digital champions to deliver training both in 
group and in one to one situations.  Digital champions can be flexible in how they 
deliver the training and the subjects that they focus on with customers.  Some 
customers may require just some initial advice and guidance, others may require 
more in depth support and training.  The digital champions can respond to both types 
of requirements effectively, and tailor training accordingly. 

We will still deliver more traditional forms of training to customers, especially where 
we feel that a significant number of customers could benefit from a particular session.  
We will also use our Progress Futures initiative, which supports people into education, 
training and employment, to enable people to gain internet and computer skills. 

  
Changing attitudes 
There are a host of benefits to being online that range from saving money to keeping 
in touch with friends and family.  However, some people still do not want to use online 
services.  This might because they feel online services are inferior to other types of 
services; or they may have concerns about the security of the website.   

PHG will undertake a number of marketing exercises to promote the benefits to its 
customers, ensuring that communication appeals to a wide range of customers by 
using personal case studies.  We will show how online services have made significant 
improvements to individuals’ lives, including saving money; supporting employment 
prospects; and keeping in contact with friends and family. 

PHG will encourage its customers to its website by providing high quality efficient 
online services that will enable them to undertake a number of transactions easily, 
such as paying rent, reporting a repair or booking onto a Community Involvement 
event. 
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Conclusion   
PHG understands that digital exclusion is an issue for many of its customers, 
especially its older customers.  The organisation, like many registered providers, 
believes it has an important role to play in supporting its customers to access and use 
online services.  It has already made some progress, but there is still work to be done 
to enable customers who still do not have access or do not use the internet to get 
online.  This will be done through addressing the three main causes of digital 
exclusion: access;  
 

Implementation, Monitoring and Review 
This strategy will be primarily implemented, monitored and reviewed by the 
Community Involvement Team.   

The Strategy will be monitored to ensure that there is: 

 an increase in customers who are digitally included 

 an increase in customers’ skills and confidence using the internet 

 an increase in customers using PHG online services. 

We will use surveys, telephone interviews and the quarterly digital communications 
report to support the monitoring. 

This strategy will be reviewed every three years. 
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Digital  
Objective Action Target Date Desired outcomes Specific Measures 

Improve access 
to digital 
technologies 

Explore rolling out of tenant 
zones to sheltered schemes. 

March 2015 Increase digital inclusion amongst 
sheltered residents. 
 
Greater number of sheltered residents 
using PHG online services. 

Number of customers with 
access to the internet. 
 
Number of customers 
accessing PHG online services. 

 Explore rolling out low cost 
broadband to communities. 

June 2015 Increase digital inclusion amongst 
most excluded communities. 
 

Number of customers with 
access to the internet. 
 
Number of customers 
accessing PHG online services. 

 Explore offering low cost 
computers/laptops to 
customers. 

June 2015 Increase digital inclusion amongst 
sheltered residents. 
 
Greater number of customers using 
PHG online services. 

Number of customers with 
access to the internet. 
 
Number of customers 
accessing PHG online services. 

 Create new website and 
implement accessibility tools, 
with involvement of 
customers. 

September 
2015 

Greater number of customers using 
online services. 
 
Increased accessibility of the website. 
 
Increased satisfaction of online 
services. 

Number of customers 
accessing PHG online services. 
 
Customer satisfaction level with 
website 

 Introduce an app for smart 
phones and tablets. 

September 
2015 

Greater number of customers using 
online services. 
 
 
Increased satisfaction of online 
services. 

Number of customers with 
access to the internet. 
 
Number of customers 
accessing PHG online services. 

Improve skills 
and confidence 

Maintain digital champion 
programme. 

Ongoing Increase digital inclusion amongst 
customers. 

Number of digital champions. 
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Greater number of customers using 
online services. 
 
Sustainable volunteer programme. 

Number of customers assisted. 
 
Number of hours of 
training/assistance provided. 

 Deliver internet training to 
meet customers’ needs. 

Ongoing Increase digital inclusion amongst 
customers. 
 
Increase in digital skills and 
confidence. 
 
Greater number of customers using 
online services. 

Number of customers 
accessing PHG website. 

 Produce user guides for PHG 
online services 

December 
2015 

Increase digital inclusion amongst 
customers. 
 
Increase in digital skills and 
confidence. 
 
Greater number of customers using 
online services. 

Number of customers 
accessing PHG website. 

Promote and 
change attitudes 

Produce marketing plan for 
the new website and online 
services. 

September 
2015 

Increase digital inclusion amongst 
customers. 
 
Increase in digital skills and 
confidence. 
 
Greater number of customers using 
online services. 

Number of customers 
accessing PHG website. 

 Produce regular articles in 
StreetTalk to promote online 
services. 

Ongoing Greater number of customers using 
online services. 

Number of customers 
accessing PHG website. 


