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What are we trying to achieve and why? 

Introduction  

The Localism Act 2011 and the Big Society agenda focus on the decentralisation of 
power and the shift of decision making and accountability to local areas and 
communities.  

This strategy shows how Progress Housing Group Supported Living (PHGSL) works 
within local communities to ensure our properties are high quality places where 
people want to live.  This strategy says where we are now and what we want to 
achieve over the next year. 

Our aim is to ensure we encourage our tenants to take up the opportunities available 
to them to influence how services are delivered where they live.  

The Social Housing Regulator (the Homes and Communities Agency (HCA) 
Regulation Committee), under the neighbourhood and community standard expect 
strong neighbourhood management, local area cooperation and joint working 
approaches to antisocial behaviour.   

Within the Group Business plan (strategic aim 2 ‘serve local communities’) there is a 
priority (2.9) to “develop resilience and independence in our communities and 
individuals to encourage everyone to make a contribution to their neighbourhood”. 

As PHG Supported Living’s stock is not concentrated in estates and is spread across 
more than 100 local authorities, this strategy must relate to the management of the 
link between our property or scheme with the local area. Therefore, the aim of this 
document is to bring together all operational activity in managing that link into a formal 
strategic approach. 

 

Aim and Objectives 

The key objectives of this strategy are:  

• To provide a framework in which delivery of services to a property or scheme 
recognise the impact on the local area or community 

• To provide information to customers about services in their area  

• To work with other agencies and local authorities to achieve their objectives 

• To set out how we will work with other agencies to prevent and tackle antisocial 
behaviour 

• To promote ways in which tenants can become involved in their local areas and 
be involved in decision making  

• To promote involvement with the community  

• To promote sustainable development with good access to local services  

• To contribute to health and wellbeing  

• To promote an awareness of community safety  

• To support independent living and encourage our tenants to become fully 



PHG Place Management Strategy, Supported Living Page 4 of 12   

integrated into the local community  

We aim to ensure that our homes are in communities where people feel safe, happy 
and involved. This strategy will enable us to understand what this means to our 
customers and monitor whether or not we are achieving this. 

Where are we now? 

Progress Housing Group 

PHG Supported Living manages over 3000 tenancies across the country. Our ethos is 
to promote independence and provide high quality accommodation by giving tenants 
as much choice as possible. PHG Supported Living is aware of the impact our 
accommodation can have on the local area and community. From the external 
appearance to how the property is used will all project an impression of PHG as an 
organisation.  

We recognise that people will be more satisfied with their life and happier if they feel 
safe and secure in a well-kept, tidy and pleasant environment.  .    

We value meaningful tenant involvement. We provide opportunities for our tenants to 
work with us to improve services and help them to understand their rights and 
responsibilities in relation to the landlord and tenant relationship and their 
neighbourhood. PHG Supported Living currently undertakes the following 
engagement activity with our tenants: 

Annual Scheme Review Visits 

Each PHG Supported Living property is visited annually to ensure PHG Supported 
Living’s responsibilities as a landlord are being fulfilled and to check with tenants that 
they are getting the service they expect from us. 

The visit enables staff to meet with tenants and their support staff and to discuss any 
issues they may have. 

Prior to the visit, a questionnaire is sent out to tenants which includes a question on 
whether they like their home or room or flat. 

The visit enables the Supported Housing Officer to pick up on any issues tenants may 
have in relation to their property and neighbourhood. For example, tenants are asked 
about any anti-social behaviour they may be experiencing, or any concerns about 
their outside space, such as gardens, walls, lighting, paving, binstores, fencing or 
hazards.  These issues are then followed up in order to reach a satisfactory 
conclusion. 

Tenant Groups and Forums 

Tenant groups and forums provide an opportunity for staff to meet with residents and 
to discuss housing management issues in their local areas. This is also an opportunity 
for staff to provide tenants with information relevant to their area and discuss any 
issues that may arise.  PHG Supported Living has 53 tenant groups and forums 
across the country.  

Training is delivered specifically to meet the needs of tenants with a learning 
disability. For example, the team uses “art based” workshops to engage with tenants 
who may be non-verbal, and interactive games to explore well-being and how tenants 
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connect with services in their neighbourhood. 

Through these meetings, PHG Supported Living’s tenant involvement team listens to 
tenant’s views and tailors specific training to help them to understand their rights and 
responsibilities as tenants and to understand wider issues. Examples of training 
include: 

• Life skills 

• Energy efficiency 

• Service charges 

• Recycling 

• Repairs and maintenance 

• Tackling anti-social behaviour/hate crime 

• How to improve health and well being 

• Neighbourhoods & Communities 

Partnership Working 

Partnership working occurs at a variety of levels with different outcomes. Detailed 
below are examples of where we have worked in partnership with other agencies: 

Service Commissioners and Adult Social Care Teams – these departments within 
local authorities dictate the type of accommodation we deliver and its location. We 
rely on their expertise to ensure our properties and schemes are developed in areas 
that are sustainable. Once schemes are in management we work closely with these 
teams to identify new nominations for void units, assessment of continued scheme 
viability and anti-social behaviour problems. 

Local Police Hate Crime Co-ordinator – where anti-social behaviour is experienced, 
staff may work with the Police Hate Crime Co-ordinator to resolve any serious issues. 

Local Authority Initiatives 

Staff have worked with local authority departments, for example, Trading Standards, 
when raising awareness of the pitfalls of opening the door to ‘door-step sellers’ and 
environmental departments to both improve levels of understanding around recycling 
and to assist in resolving certain types of anti-social behaviour. 

RSL Partnership meetings – meetings are held regularly in some areas to discuss 
operational matters within the borough. Wherever possible, PHG Supported Living will 
be represented at the meetings to ensure we can have a say in the development of 
local initiatives, for example the future of Disabled Facilities Grant. 

Support Agencies - PHG Supported Living works with a number of support providers, 
either statutory or third sector organisations who provide support to our tenants to 
enable them to live independent lives. 
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Grounds Maintenance 

PHG Supported Living recognises that the external appearance of a property and the 
local environment has an impact on the health and wellbeing of the local community. 
Many of our tenants have a learning disability or mental health problems and access 
to high quality open space can have positive benefits.   

PHG Supported Living has undertaken a procurement exercise in order to bring 
gardening services “in house”.  This will allow us to better monitor the quality of the 
service tenants receive across all our supported living schemes.  This exercise has 
enabled us to employ 5 social enterprises and support local business.   

Tenants have been involved in the procurement of these services and going forward, 
we will develop ways in which tenants can help us to monitor the quality of the 
services provided 

During review visits, staff will check that gardens and boundary fencing are well 
maintained. Sometimes, tenants wish to undertake specific projects, for example at a 
small housing complex in East Lancashire, tenants have developed a community 
garden.   The Tenant Involvement Team helped the tenants to access funding and 
undertake consultation.  The tenants have created a community space where they 
now grow food and meet. 

Through the Environmental Improvements Budget, PHG Supported Living supports 
projects and one-off schemes to improve the immediate, external environment around 
tenants’ homes, which in turn will contribute to improving the appearance of the local 
neighbourhood.  Examples include: community gardening, community food growing 
initiatives, improved bin storage facilities, sensory gardens, security lighting, 
improving access and boundary fencing and the ‘greening-up’ of unsightly areas.   

Home User Guides 

PHG Supported Living has developed Home User Guides which are issued to new 
tenants. The guides provide information on local amenities, emergency contacts, tips 
on looking after the home and taking out insurance, how to report repairs and advice 
on energy saving.  These guides help new tenants to settle into their local 
neighbourhood and access services they need. 

Communication 

PHG Supported Living provides information about a whole range of issues through a 
quarterly newsletter, which is distributed to all its tenants.  As well as raising 
awareness about PHG Supported Living and the services we provide, residents are 
encouraged to share stories about their community, such as projects they are 
involved in, paid and voluntary work that they undertake and any hobbies they have, 
some of which involve interaction with their local community.  The regular ‘Work, Rest 
and Play’ feature in the tenant newsletter is intended to be a way of sharing ideas with 
other tenants in other areas about how they might also interact with their 
communities. 

We have also looked at how we can better engage with tenants through social media 
and have our own presence on various social media sites.  We also provide training to 
tenant groups on how to use the Internet safely and access local services on line. 
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Community Impact Assessments 

We have developed Community Impact Assessments, which are completed prior to 
any new development going ahead.  The assessment is a tool designed to help us to 
understand the impact the scheme may have on the local community and the 
residents moving into a new area. This has been successful in allowing us to address 
any issues a new scheme may have on the local area before we go ahead with it.  For 
example, we have been able to ensure that we address any potential car parking 
issues, or large trees that may cause community conflict, before a scheme is 
acquired.  We will continue to use them and monitor their effectiveness.  

What we need to do to achieve our aim? 

The key actions for 2014/15 will be to: 

• consult with tenants to understand what is important to them about where they 
live and how PHG Supported Living can help tenants to influence what 
happens; 

• publish, monitor and review our performance, 

• continue to assess the impact new schemes may have on a local community 
and the residents moving into a new neighbourhood; 

• look at how we can promote access to local services and increase the 
awareness of services that can be accessed on-line; 

•  encourage tenants to look for opportunities to improve their outside space; 

• encourage tenants to comment on the standard of external service charge 
works carried out to their homes through developing a “green inspection” 
scheme; 

•  promote a community development approach through our tenant meetings by 
linking tenants to local services and community amenities which will benefit 
them; 

• continue to promote our health and wellbeing toolkit to help tenants with a 
learning disability/.and or long term mental health condition to look at how they 
can access local services and amenities. 

Conclusion  

Going forward we will continue to develop ways in which our tenants can become 
involved in their neighbourhood. 

Our focus will be upon working with tenant groups and supporting tenants to make 
local connections with services so that they do not become isolated.  We will look at 
how we can help tenants improve health and wellbeing through improved local 
connections. 

We also recognise that increasingly people are using the internet to access local 
services.  A recent survey we undertook in 2013 (STAR) shows that less than half of 
our tenants have access to the internet, and most of those who do are under the age 
of 30. Respondents who had been tenants over fifteen years were less likely to have 
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access to the internet. 

Thus we will look at how we can raise awareness local services which our tenants can 
access on line. 

Implementation, Monitoring and Review 

Our aims will be published and we will report outcomes in our tenant newsletters and 
annual report.  

A Place Management Action plan will be developed for 2014/15. 

An annual review of performance will be reported to Executive Board on delivery of 
the key aims of this strategy.  

This strategy will be reviewed every 12 months. 
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Aim Actions Responsibility When by Measures Outcomes 

 To consult with tenants 
to understand what is 
important to them 
about where they live 
 

PHG Supported Living has 
developed a training 
package around 
communities and 
neighbourhoods.  The 
training will be delivered 
nationwide. 
 
 
To review questions asked 
on the annual review visit 
survey in order to explore 
this aspect of satisfaction on 
an on-going basis. 

TSM 
 
 
 
 
 
 
 
 
 

Housing Services 
Manager 

MAR 15 
 
 
 
 
 
 
 
 
 
Aug 14 

20 tenant groups 
to receive training 
on neighbourhoods 
and communities. 
 
 
 
 
 
 
Annual review form 
will be reviewed to 
include questions 
about condition of 
outside space.  

Tenants will feel included in their 
local community and PHG 
Supported Living will improve tenant 
satisfaction with neighbourhoods as 
measured in the STAR survey 
 
 
 
 
 
Any feedback will be listened to and 
tenants will receive a response 

Publish monitor and 
review PCHA’s 
performance on tenant 
satisfaction with their 
home and 
neighbourhood 

PHG Supported Living will 
collate feedback to monitor 
customer satisfaction with 
neighbourhoods through the 
STAR survey and annual 
review visit. 
 
 
A programme of tenant 
inspection of void properties 
will be delivered.   Areas 
that require improvement 
will be highlighted and acted 

HSM/TSM 
 
 
 
 
 
 
 
 
 
 
 
 

Ongoing 
(STAR 
survey 
completed 
Oct 13 and 
issues were  
followed 
through by 
March 14) 
 
 
 
 

Feedback will be 
published in the 
tenant newsletter 
and annual report 
 
 
 
 
 
 
 
 
10 inspections of 

Any issues will be highlighted and 
acted upon leading to improved 
satisfaction with neighbourhoods as 
measured in the STAR survey 
 
 
 
 
 
 
 
 
Any issues will be fed back to 

Place Strategy 
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Aim Actions Responsibility When by Measures Outcomes 

upon.  Updates will be 
published via the 
newsletter. 
 

TSM 
 
 
 
 
 
 
 
 

 
 
Ongoing 
 
 
 
 
 
 
 
 
 

 

void properties to 
be carried out by 
MAR 15 

Property services and  taken 
forward via process improvements. 
Inspection of voids will pick up any 
environmental issues which can 
then be assessed leading to 
improved satisfaction with 
neighbourhoods. 

Monitor the impact new 
schemes may have on 
a local community and 
the residents moving 
into a new 
neighbourhood 
 

PHG Supported Living will 
continue to complete 
community impact 
assessments when 
considering the purchases 
of new schemes and will 
continue to supply Home 
User Guides (HUGS) to 
new developments which 
highlight local services 
provision. 

SHM (Ops) Ongoing Community impact 
assessments for 
new schemes to 
be carried out. 
 
HUGS to be 
supplied. 

This will ensure tenants are suitably 
placed and integrated with the local 
community. 
 

To promote a 
community 
development approach 
through our tenant 
meetings by linking 
tenants to local 
services and 
community amenities 
which will benefit them. 
Also, to increase the 

PHG Supported Living to 
provide training for some 
forum and tenant groups 
and to generally raise 
awareness of how tenants 
can access services 
through the internet. This 
will be done through tenant 
meetings and through 
signposting. 

TSM 
 
 
 
 
 
 
 
 
 

ongoing 
 
 
 
 
 
 
 
 
 

6 Forum groups to 
continue to receive 
digital inclusion 
training to further 
develop their skills. 
Training to 5 
tenant groups to 
be delivered. 
 
 

This will help tenant’s access 
services they need. 
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Aim Actions Responsibility When by Measures Outcomes 

awareness of services 
that can be accessed 
on-line. 
 

   
The Progress People 
Facebook page will be 
utilised. 
PHG Supported Living will 
publish stories in the 
newsletter highlighting 
organisations tenants can 
get involved in. 
 
PHG Supported Living will 
raise awareness of Hate 
Crime and Anti-social 
behaviour by working in 
partnership with outside 
agencies such as the Police 
through tenant meetings. 
 
 
 
PHG Supported Living 
Tenant Involvement Team 
will deliver health and 
wellbeing training using a 
new Toolkit which is an 
interactive “Jenga Style 
Game” that helps tenants 
with Learning Disabilities 
and Mental Health needs 
assess what services they 
need to access. 
 
 

 
 
 
 

TSM 
 
 
 
 

 
 
 
 
 
 
 
 
TSM/SHM’s 
 
 
 
 
 
 
 
 
 
 
 
 
TSM/TIC’s 

 
 
 
 
MAR 15 
 
 
 
 
 
 
 
 
 
 
 
 
Ongoing 
 
 
 
 
 
 
 
 
 
 
 
 
Ongoing 

 
 
 
 
To be promoted in 
the newsletter. 
 
 
 
 
 
 
 
 
 
 
 
10 tenant groups 
to be linked to local 
policing services.  
 
 
 
 
 
 
 
 
 
20 Tenant groups 
to access this 
training 

 
 
 
 
This will promote a sense of 
community and encourage other 
tenants to get involved. 
 
 
 
 
 
 
 
 
 
 
This will increase tenant satisfaction 
with neighbourhoods as measured 
by the STAR survey. 
 
 
 
 
 
 
 
 
 
 
This will help tenants identify local 
services and in doing so help 
prevent social isolation. 

Encourage tenants to 
look for opportunities 

PHG Supported Living will 
consult with tenants to see if 

TSM/TIC’s Ongoing 2 communal 
garden projects to 

This will promote a sense of 
community and encourage other 
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Aim Actions Responsibility When by Measures Outcomes 

to improve their outside 
space 
 

they are happy with what 
their outside space offers 
through tenant group and 
house meetings where 
appropriate. 
 

be completed.  tenants to get involved. 
 
This will increase tenant satisfaction 
with neighbourhoods as measured 
in the STAR survey. 

Encourage tenants to 
comment on the 
standard of external 
service charge works 
varied out to their 
homes. 

‘Mystery Shopping’ and 
tenant inspection will be 
carried out to highlight 
areas for improvement. 
Recommendations for 
training requirements will be 
made. 
 
A programme of tenant 
inspection will be rolled out.  
Areas that require 
improvement will be 
highlighted and acted upon. 
 

TSM/TIC’s 
 
 
 
 
 
 
 
 
 

SSHO/TSM 

Ongoing 
 
 
 
 
 
 
 
 
 
March 15 

4 mystery 
shopping events to 
be completed in 
the year 2014/15 
completed 
 
 
 
 
 
20 Green 
Inspectors to be 
trained (16 tenants 
have signed up to 
become green 
inspectors to date) 

This will promote a sense of 
community and encourage other 
tenants to get involved. 
 
 
 
 
 
 
 
This will help to identify any issues 
with gardening in order that they 
can be quickly addressed 

 
 


