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Introduction   
Progress Housing Group is committed to providing local services for local people in a 
joined up manner to the benefit of the wider community. We work in partnership with 
our customers and a number of agencies to do this. There are a number of initiatives 
ongoing which address current national approaches and this consolidated strategy 
brings these together.  
 
Background  
 
The introduction of a coalition government bought with it the Localism Act and the Big 
Society agenda. These both focus on the decentralisation of power and the shift of 
decision making and accountability to the local areas and communities. As part of the 
place management strategy, the provision of information and consultation on local 
policy decisions supports this agenda.  
 
The Homes and Communities Agency, (within the Regulatory Framework for Social 
Housing 2012) under the neighbourhood and community standard expect strong 
neighbourhood management, local area co-operation and joint working approaches to 
antisocial behaviour.   
 
Policy Statement 
 
This document sets out the formal approach of the group in managing the local 
neighbourhoods and communities in which we work.  We aim to ensure that our 
homes are in communities where people feel safe, happy and involved. This strategy 
enables us to understand what this means to our customers and monitor whether or 
not we are achieving this.  
 
Definitions 
 
Service Standards - A set of standards produced in consultation with tenants and 
introduced in April 2014 for all Progress Housing Group tenants covering all services 
provided to tenants. 
 
Estate Standards - A set of standards produced in consultation with tenants which 
applies to every area and estate they have housing stock.  
 
Group – refers to all general needs and sheltered housing throughout this document. 
A separate strategy is in place for our supported living stock. This will be combined 
during the next review cycle. 
 
Strategic Priorities  
 
The key objectives of this strategy are:  

 To provide a framework in which delivery of services to an area or 
neighbourhood are managed 

 To provide information to customers about our role in delivering services in 
their area 

 To work with and assist other agencies and local authorities to achieve their 
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objectives 
 To promote ways in which tenants can become involved in their local areas 

and be involved in decision making.  
 
Strategic Links  
 
National Context 
 
The regulatory framework introduced by the Homes and Community Agency in March 
2012 provides standards we must meet as a landlord.  In keeping with government 
stances on Localism these standards should be tailored and improved upon by each 
individual organisation with an emphasis on local.  It is with this requirement in mind 
that this strategy has been produced, and it will oversee the transition of Government 
and Regulatory requirements into our own working practice.  
 
In recognising that reproduction of local standards in different communities would 
provide different challenges and in particular different methods of deriving new 
standards, the trailblazer projects which sought to provide some direction in producing 
local offers.  What became clear is that every association had their own ideas on how 
to create their own local standards.  However a report, “Going Local - Landlords and 
tenants working together to raise standards” was produced to summaries the projects. 
Key points were: 
 The trailblazers addressed the key areas in the new standards framework 
 They effectively consulted and engaged tenants in drawing up local offers, 

often using good techniques to involve harder-to-reach tenants 
 Many worked well with a number of other organisations, overcoming some of 

the challenges involved with multi-partner working 
 The trailblazers demonstrated that tenants involved in drawing up local offers 

are asking for sensible improvements, with relatively predictable variations 
 Boards have engaged well in the process, showing they can effectively assess 

and monitor the local offer process 
 There will be challenges ahead in ensuring that local offers fit well with other 

initiatives in their locality and with the wider policy agenda 
 Work is needed on how local offers will be communicated via annual reports 

 
These points were taken into account when we created this strategy and when 
producing our own local standards.    
 
Local Context 
 
Progress Housing Group has a set of Service Standards which have previously been 
agreed with our customers. .  These standards have been produced for all customers 
and provide detail of what standard the customer can expect when using services 
provided.  These have recently been reviewed and are subject to wider tenant 
consultation to finalise. 
 
Local estate standards have been provided for each operational area for general 
needs and sheltered tenants. A process is underway to obtain feedback on these over 
the coming months.  
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A Profile of Progress Housing Group 
 
This strategy applies to Progress Housing Group general needs and sheltered 
properties. Our supported living is covered in a separate place management strategy. 
All figures provided have been obtained through Progress Housing Group’s Housing 
Management System and are approximate.  
 
The 2012 STATUS survey provides us with excellent information on tenant 
satisfaction.  Some key statistics have been included within the organisation profiles 
and when reviewing local estate standards we use this information broken down by 
area to gain a greater understanding of the key issues within areas and estates.  
 
New Progress 
 
Housing Stock 
 
At the end of 2013-14 New Progress had a housing stock of 4185 of which 2939 
properties were general needs stock within the South Ribble area, with a further 364 
in the North West. 933 properties are housing for older people with 47 homeless units 
and supported housing. The remaining 266 properties include staff accommodation, 
social leased properties and non-social housing. The majority of this stock was 
transferred from South Ribble Council when the association was formed.    
 
The map below demonstrates where New Progress currently holds general need 
housing stock.  The red dots demonstrating where there are more than 50 properties, 
orange 7 to 50 properties and yellow 1 to 7 properties within the postcode. 

 
The map below demonstrates where New Progress currently holds housing for 
older people.  The large circles demonstrating where there are more than 50 
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properties, medium circles 7 to 50 properties and small circles 1 to 7 properties 
within the postcode. The yellow colouring represents numbers of 2010 census’ 
returned.   

 
STATUS results 
 

From the 2012 STATUS survey we already know a lot about the satisfaction and 
issues of different areas.  Some examples have been provided below: 
 There were several areas where respondents showed 100% satisfaction with the 

overall general quality of their property including Accrington, Buckshaw Village, 
Ribble Valley, Higher Walton, Longton, Much Hoole, near Farington, new Longton, 
Ormskirk, Samlesbury, Skelmersdale and Walmer Bridge. Least satisfied areas 
are Wrightington, Penwortham, Lostock Hall and Moss Side. 

 The areas that demonstrated 100% satisfaction with their neighbourhood as a 
place to live including Blackpool, Ribble Valley, Higher Walton, Hutton, Longton, 
Much Hoole, new Longton, Ormskirk, Samlesbury, Walmer Bridge, Walton Le dale 
and Wrightington. Tenants in Accrington, Collins Road in Bamber Bridge, Near 
Farington, Penwortham and Skelmersdale were the least satisfied. 

 Tenants in Lostock all, Kendal and Wade Hall considered rubbish or litter to be an 
issue in their neighbourhood. 

 Tenants on Buckshaw Village and the Wade Hall estate were the most likely to 
consider noisy neighbours to be an issue. 

 Tenants on Kingsfold East and Wade Hall considered pets and animals to be a 
problem in their neighbourhood. 

 Tenants on Wade Hall, Collins Road and Buckshaw Village were the most likely to 
consider disruptive children / teenagers to be a very or fairly big problem in their 
neighbourhood. 

 Tenants on Wade Hall were more likely to consider drunk or rowdy behaviour to 
be a problem in their neighbourhood. 

 Tenants on Collins Road, Bamber Bridge were more likely to consider vandalism 
and graffiti to be a problem in their neighbourhood. 
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 Tenants on Wade Hall and Peacock Hall were more likely to consider drug use or 
dealing to be a problem in their neighbourhood. 

 Tenants on Lostock Hall, Leyland other and Peacock Hall were the most likely to 
consider car parking to be an issue in their neighbourhood. 

 
New Fylde Housing 
 
Housing Stock 
 
At the end of 2013-14 New Fylde Housing had a housing stock of 2421 of which 1553 
properties were general needs stock within the Fylde area, with a further 34 in the 
North West. 437 properties are housing for older people with 153 supported housing.  
The remaining 15 properties include staff accommodation, social leased properties 
and non-social housing. The majority of this stock was transferred from Fylde 
Borough Council when the association was formed.   

 
The map below demonstrates where New Fylde Housing currently holds general need 
housing stock on the Fylde Coast.  The red dots demonstrating where there are more 
than 50 properties, orange 7 to 50 properties and yellow 1 to 7 properties within the 
postcode.   

 
The map below demonstrates where New Fylde Housing currently holds housing 
for older people.  The large circles demonstrating where there are more than 50 
properties, medium circles 7 to 50 properties and small circles 1 to 7 properties 
within the postcode. The yellow colouring represents numbers of 2012 census’ 
returned.   
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.   
STATUS Results 
 

From the 2012 STATUS survey we already know a lot about the satisfaction and 
issues of different areas.  Some examples have been provided below: 
 The most satisfied areas were Heyhouses, Lytham and Wesham and the least 

satisfied areas was Freckleton. 
 The areas most satisfied with their neighbourhood were Heyhouses, Staining and 

Wesham. The least satisfied area was Freckleton. 
 The areas most satisfied with the value for money of their rent were Ansdell, 

Heyhouses, Sandringham Court and Wesham and the least satisfied areas were 
Lytham and Lower Lane. 

 Tenants in Warton were the most likely to consider rubbish or litter to be a problem 
in their neighbourhood. 

 Tenants on Heyhouses and Freckleton were the most likely to consider noisy 
neighbours to be a problem in their neighbourhood. 

 Tenants in Warton were the most likely to consider pets and animals to be a 
problem in their neighbourhood. 

 Tenants in Warton and Heyhouses were the most likely to consider disruptive 
children / teenagers to be a problem in their neighbourhood. 

 Tenants in St Annes were the most likely to consider vandalism and graffiti to be a 
problem in their neighbourhood  

 Tenants in Warton and Kirkham were the most likely to consider car parking to be 
a problem in their neighbourhood. 

 Tenants on Kilnhouse and Lower Lane were more likely to be dissatisfied with the 
repairs and maintenance service 

  

Delivering our Priorities 
 
To provide a framework in which delivery of services to an area or 
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neighbourhood are managed. 
 
There are a number of ways in which we engage services in the local communities 
and areas in which we work. In place across general needs and sheltered schemes 
are a set of Local Estate Standards (Appendix1).  These standards apply to all areas 
and estates that we have stock. We are working with our tenants to review these 
standards further and where necessary tailor them towards specific issues within an 
area.   
 
Place management is about agreeing a set of standards or conditions that everyone 
agrees to abide by. In some areas we have Local Lettings Policies, neighbourhood 
agreements or pet policy agreements. Other agencies such as the police have 
pledges detailing what priorities they are addressing in a certain area.  
 
Before we can deliver any place management we first need to define our areas of 
operation.  The definition of areas and estates can be very general or specific 
dependant on opinion.  A single road may have a community that believes it should 
be classed as separate, or a small town or village may view itself as one. A local 
partnership may bring people together from a wide area and a community centre 
serve only one estate.  To make any local standards we as an organisation must first 
define the areas.   
 
For the purpose of identifying local estate areas, the estate category already 
established within our core housing management system has been used. 
 
In the past two years we have carried out a Tenant Census and a STATUS 
satisfaction survey for general needs and sheltered housing. For both surveys we are 
able to break the information down to an estate / area level.  These results can be 
combined with other information such as: 
 

 Internal Performance Reports 
 Customer Satisfaction Surveys 
 Local Residents Groups and Forums 
 Tenant Inspection  
 Tenant Feedback 
 External Agencies (such as police and local authority) 

 
We use all of this information in producing annual sustainability reviews for each area 
which provide us with priorities for each area. We are able to provide a proposed set 
of new local estate standards for each of our estate/ areas that will address some of 
the key issues highlighted by tenants.  These will be specific to the area and in many 
instances the service standards may also provide specific detail on services such as: 
 
 Estate Caretakers 
 
Within general needs and sheltered housing an estate caretaker service has been 
provided to the majority of tenants following area consultations. The aim of this 
service is to provide a highly visible, patrolling and reporting, area-wide caretaking 
service with a focus on areas of greatest need. The frequency of the service in each 
area is determined by demand and the amount tenants pay for the service; for 
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example those in more dispersed locations pay at a lower rate.  
  
Grounds Maintenance 
 
General needs and sheltered housing have a framework contract for the delivery of 
grounds maintenance across the stock. This is paid for through service charges and is 
monitored by the Neighbourhood team. Any reports or issues raised during any of the 
above are managed by the area team with the assistance of tenant “Green 
Inspectors”.  
 
Local Estate Standard Consultation  
 
These standards are currently being consulted on with the residents of our areas.  We 
are aware that consulting with a wide range of tenants can be difficult.  In order to 
consult with as many people as possible we have been: 
 

 Having discussions at the quarterly Estate Appearance meeting  
 Discussing specific standards at local area meetings 
 Providing details to our front line staff to be able to discuss standards with 

tenants throughout the consultation period 
 Providing information for consultation on our website.  
 Consult with external agencies active in the area to create an alignment of 

standards to aid their work (where appropriate to our tenants and housing) 
 
Having consulted, any amendments or additional standards will be finalised and 
tenants will be made aware of their local estate standards through our website with 
access to a full copy for all new tenants and on request to existing tenants.   
 
These standards will wherever possible have targets and will always be measurable 
to establish whether they are being met.  There will also be an objective of each 
standard to provide detail of what is trying to be achieved through its enforcement.  
The standards will be linked to our own service area targets and ensure continuous 
improvement.  
 
Internal monitoring of the local estate standards will take place on an annual basis, 
with reports on the performance feeding into the annual sustainability reviews. These 
results will be fed back to tenants via local area meetings and on request.     
 
An annual appraisal of each area’s local estate standards will be made and an 
assessment as to whether the objectives of each standard are being met. Where they 
are being met work will be undertaken to further the work.  Where the standards are 
not meeting tenant expectations, we will work with them to set new standards.  The 
annual sustainability review will provide the basis of a review of standards, with 
consultation taking place in a similar format to the initial consultation.  
 
What needs to be done? 
 

 Complete a review of local estate standards with tenants and agree 
recommendations for changes 

 Publish standards and provide every tenant with a copy on request 
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 Monitor the standards 
 
To provide information to customers about our role in delivering services in 
their area 
 
Local estate standards will be provided to all new tenants and made available to every 
tenant via our website or we will provide a paper copy on request.  An example of how 
these will look has been attached in appendix 1.   
 
Every year we will review our progress against these standards.  Updates will be 
provided at local area forums and meetings.  We will also publish some progress 
against standards within our quarterly magazine.   
 
A full review will take place annually of the standards following a review of the data.  
This assessment will provide greater detail on performance against the standards and 
crucially analyse if they have met or are meeting their objectives. This information will 
be provided to all tenants and discussed as part of the annual review at local area 
forums and meetings.  
 
What needs to be done? 
 

 Publish standards and provide every tenant with access to a copy 
 Publish regular updates against these standards annually 
 Provide detailed annual assessment of the standards and their outcomes  

 
To work with and assist other agencies and local authorities to achieve their 
objectives 
 
Throughout the areas that we have housing there are a number of different agencies 
all working to achieve their own objectives.  In many cases these objectives can 
mirror our own in providing a community in which people want to live. A joined up 
approach in achieving these objectives is always favourable.  Detailed below are 
examples of where we currently work in partnership with other agencies: 
 
Local Strategic Partnership 
 
These operate at a much wider level usually covering a local authority area. 
Membership comprises of senior representatives from a number of agencies such as 
the police authority, the local authority, housing, education, probation, health service, 
fire service etc.  
 
Crime and Disorder Reduction Partnership 
 
The purpose of these partnership meetings is to take a joint approach to reduce crime 
and antisocial behaviour in communities. This involves sharing statistical information 
to identify areas to focus resources as well as being a decision maker in identifying 
local priorities. 
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Multi Agency Risk Assessment Conference (MARAC)  
 
This is a meeting where agencies come together to share information to help increase 
the safety, health and wellbeing of high risk victims of domestic abuse and their 
families. At the meeting, agencies will discuss the risks that a perpetrator may pose to 
a particular individual or the wider community. A risk management plan is then 
developed to help provide professional support to those at risk of harm from the 
perpetrator. The plan is designed to reduce the risk of harm, reduce repeat 
victimisation and increase support for the people involved.  
 
Anti Social Behaviour Risk Assessment Conference (ASBRAC) 
 
Similar to the MARAC this meeting identifies individuals at high risk of personal harm 
through antisocial behaviour and will provide a multi agency response to this.   
 
Police And Communities Together (PACT) 
 
These meetings are led by the local police and provide an opportunity for 
communities to meet local police, see how performance is monitored and to 
determine policing priorities for the area.  
 
Developing Initiatives Supporting Communities (DISC) 
 
A private organisation which receives funding from the County Council to provide 
support for vulnerable people to help them live independently. We work closely with 
DISC making referrals where individuals may require some additional support to settle 
into their homes and communities.  
 
Multi Agency Task and Coordinate (MATAC)  
 
The association attends local MATAC meeting to identify hot spot areas and the 
management of crime and antisocial behaviour in these areas.  
 
Lancashire Fire and Rescue 
 
The association works closely with LFRS by referring tenants for free home fire safety 
checks in an effort to reduce the number of home fires within the communities we 
operate in.  
 
RSL Partnership meetings 
 
Meetings are held regularly to discuss operational matters within the relevant 
borough. Where we are a preferred development partner we will always attend these 
meetings. This enables us to influence the development agenda.  
 
Homeless Action Group 
 
Partnership working occurs in different ways in the boroughs where we operate. 
Regular meetings are held to address homeless issues and to try and create 
sustainable communities.   



GRSTRHM14 Place Management Strategy.doc Page 13 of 21 

The above is not an exhaustive list and dependent on the issues and concerns in a 
certain area; there may be other agencies that we work closely with. This could 
include local community groups, football clubs, YMCA, PCT, furniture projects, food 
co-op, support agencies etc.  
 
We will identify all agencies we can work with within each area of operation and 
discuss with them how we can work together to combine objectives and improve the 
communities in which we work.   
 
What needs to be done? 
 

 Identify all additional organisations we can work with jointly in each area 
 Consult with each organisation on their objectives and how we can align our 

objectives (if possible) 
 Feed these objectives into the area standards 
 Continue to monitor progress against standards  
 Review standards 

 
To promote ways in which tenants can become involved in their local areas and 
be involved in decision making.  
 
There are a number of ways in which tenants can get involved.  We welcome tenant’s 
opinions and seek consultation as much as possible on the way we deliver services.  
Often tenants do not wish to comment on issues affecting all of the stock but wish to 
discuss local issues.  The main housing forums and groups do not offer a platform for 
specific local issues.  In these instances we have: 
 
Estate Walkabouts 
 
These are carried out in each area and involve the visual inspection of an estate or 
area. Tenants are invited to join, along with local police and local authority 
representatives. The aim of these walkabouts is to identify any issues affecting 
tenants and to action them accordingly. The frequency of walkabouts is based on the 
outcome of the sustainability matrix reviewed annually. All walkabouts are advertised 
in the tenants’ newsletter and on the website. 
 
Estate Appearance Meetings 
 
They provide an opportunity for staff to meet with local residents and to discuss estate 
related issues in their local areas. This is also an opportunity for staff to inform tenants 
of performance information relevant to their area and discuss any policy issues that 
may arise. Regular issues discussed include the estate standards, grounds 
maintenance contract, estate caretaker service and ideas for new approaches such 
as considering future environmental improvements, allotments and reuse of land. 
 
Green Inspection  
 
This links specifically to the monitoring of our grounds maintenance contracts and is 
discussed at the meeting above.   
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Resident Association Meetings 
 
Staff attend any residents association meetings held locally to understand the issues 
for that community. Issues will be addressed jointly with advice and guidance given to 
help and resolve these.  
 
We will continue to promote these areas of customer involvement and look to ensure 
every area has a forum to voice opinions on local issues.  To ensure as many people 
are able to attend as possible, we will host them locally and at convenient times.  The 
local estate standards are discussed where these forums exist in depth along with 
current performance and any new issues that may have arisen.   
 
Continued support of meetings and forums will depend on attendance however we will 
actively promote each meeting that takes place.  These forums will provide a focus for 
local issues to be raised and discussed.  A member of Progress Housing Group staff 
will attend every meeting and feedback the issues raised.  These will be considered 
when reviewing the local estate standards and ensuring that they are still addressing 
the issues raised in the area.   
  
What needs to be done? 
 

 Continue to seek to introduce local area meeting and forums wherever they do 
not exist and there is a demand 

 Actively promote local area meetings and forums to tenants  
 Use the feedback from these meetings as part of the process of reviewing our 

local estate standards 
 Feedback to these meetings and our Estate Appearance meetings our results 

against these standards and the outcomes achieved 

 
Conclusion   

 
Progress Housing Group welcomes the proposals to tailor the services it provides to 
better address local issues and needs.  This will ensure effective use of its service 
provision and further meet its corporate objectives in: 
 

 Putting customers at the heat of the business 
 Serving local communities 
 Providing excellent services 

 
This strategy will provide the basis for creating effective local standards which will 
deliver positive outcomes against local issues.   

 
Implementation, Monitoring and Review 
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Local estate standards will be published and will identify reporting information that will 
be provided. These will be made available on the website and will periodically be 
reported in the tenant magazines.  
 
An annual review of performance will be reported to Board on delivery of the key 
objectives of this strategy. This strategy will be reviewed every 3 years.  
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Place Management Strategy Action Plan 2014/15 
Strategic Priority Action Target Date Desired outcomes Specific Measures 

To provide a 
framework in which 
delivery of services 

to an area or 
neighbourhood are 

managed. 

Define our main areas of 
operation in consultation with 
tenants 

Initial 
discussion at 
Estate 
Appearance 
meeting on 
17 February 
2014, further 
discussion 
on 18 
September 
2014 about 
role out to 
the rest of 
our tenants 

To have clearly identified every 
property within an area or estate that 
is acceptable to tenants  

Areas agreed in consultation 
with tenants 

Establish service standards 
for each of these areas in 
consultation with tenants 
 

Standards 
agreed in 
March 2014 

Each identified area or estate to have 
a set of agreed standards  

Standards in place and agreed 
by tenants 

Publish standards and provide 
every tenant with access to a 
copy 
 

Baseline 
estate 
standards 
were 
completed by 
March 2014 

Every tenant to have available a set of 
published standards 

 

Monitor the standards 
 

Yearly Internal systems able to monitor every 
standard and provide details of 
performance against it 

Annual performance against 
standards update 

Review the standards Yearly To ensure publish standards are 
meeting objectives and where this is 
not occurring are amended 

Annual appraisal will identify 
this 
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To provide 
information to 

customers about 
our role in 

delivering services 
in their area 

Publish regular updates 
against these standards 
quarterly 

Publish 
updates at 
least once a 
year in 
StreetTalk 
and on our 
website. 

Annual performance against 
standards updates published  

Annual performance against 
standards updates published  

Provide detailed annual 
assessment of the standards 
and their outcomes 

To 
incorporate 
into our 
sustainability 
report from 
2015. 

To provide an assessment against 
each standard stating whether it has 
been achieved   

Annual appraisal will identify 
this 

To work with and 
assist other 

agencies and local 
authorities to 
achieve their 

objectives 

Identify all organisations we 
can work with jointly in each 
area 

Review 
partners 
yearly and 
establish 
how to 
include in 
standards  

To establish which other 
organisations work within the 
identified areas  

List of organisations within 
areas 

Consult with each 
organisation on their 
objectives and how we can 
align our objectives (if 
possible) 
 

By Spring 
2015 review 
with main 
partners 
such as the 
police, fire 
service and 
local 
authorities 

To meet and discuss with 
organisations there objectives for the 
area and identify any where we can 
ensure we are working together to 
achieve the common goals 

Consultation with other 
organisations and outcomes 
from the consultation 

Feed these objectives into the 
area standards 
 

Agree which 
objectives 
are jointly 
held and met 

To use consultation with organisations 
to propose additional standards to 
tenants  

Consultation with organisations 
and tenants 
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To promote ways 
in which tenants 

can become 
involved in their 

local areas and be 
involved in 

decision making 
 
 

To include as a regular item 
on the Estate Appearance 
meeting agenda and to 
incorporate into estate 
walkabout reviews 
 

By November  
2014 

To increase the profile of estate 
standards and increase tenant input 

List of actions agreed at 
meetings and walkabouts 

Seek to introduce local input 
where tenants are under-
represented for areas on 
walkabouts or Estate 
Appearance meetings. 
 

By Spring 
2015  

Introduction of local input and 
meetings where they do not exist 

Increase local input in under-
represented areas 

Actively promote local area 
meetings and forums to 
tenants  
 

Ongoing Once established, ensure consistent 
approach to publicising meetings so 
that tenants are aware of where their 
local meeting is 

Increase in local area forums 
and meetings attendance 

Use the feedback from these 
forums and inspection when 
reviewing our local standards 
 

Review of 
standards 
held at 
Estate 
Appearance 
meeting on 
18 
September 
2014. 

Minutes of the meetings will be fed 
back and used when compiling the 
Annual appraisal will identify this 

Annual appraisal will identify 
this 
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Appendix 1 – Example of an estate 
standard 
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