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Chair's introduction

Strategy and business planning remain the firm responsibility of our non-
executive boards working in partnership with the executive directorate of 
the organisation.

Our non-executive board drives key decisions through the development 
of a range of strategies and business priorities. The following document 
outlines our 2020 Strategic Plan and our business priorities to deliver our 
corporate vision ‘To have a positive impact on people and communities 
by providing high quality homes, supporting independence and creating 
opportunities.’

This document, alongside our Long Term Financial Plan (LTFP), gives a 
clear statement of intent about our business priorities and outputs. It will 
be monitored and reviewed periodically to ensure it remains current and is 
achieving our agreed corporate aims.

Janet Hale
PHG Chair 

Janet Hale  
- Progress Housing Group 

Chair
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Executive summary

We believe that everyone has the right to a decent place to live.  
Our core objective is to further this principle by playing our part in 
ensuring that everyone has a good quality home in a welcoming  
and safe community with excellent services.

Our employees are essential in delivering our aspiration to be high 
performing amongst our peers. Through the day-to-day delivery of 
professional and compassionate services to all customers, they enable 
Progress Housing Group to sustain high levels of customer satisfaction.

The Group comprises a number of brands and companies, but operates as 
one team with all parts of the organisation contributing to the 2020 vision in 
order to maximise the positive impact on people and communities. 

We are committed to being an excellent employer and recognise the  
crucial role that our staff play in the organisation’s achievements.

The Group Strategic Plan is for the period 2017 to 2020. Its primary  
focus is the delivery of a well-housed population and high standards  
of customer service.

The plan sets out a series of strategic aims and priorities, each of which 
will help us to deliver service enhancements and achieve high levels of 
customer satisfaction within a financially sustainable business model. 
These aims are backed up by clear performance measures and  
will be delivered by a dedicated team.

Within this plan you will see a number of critical success factors. We 
believe achievement of these critical success factors will enable us to 
deliver on our Business Plan promises.

The organisation’s non-executive members will monitor progress towards 
our aims and priorities and will undertake an annual review of the plan. In 
addition, the organisation will continue to monitor changes in our operating 
environment in order to manage risk and capitalise on opportunities that fit 
with the Group’s direction. All of the Group’s activities are underpinned by 
our strong belief in equality and diversity.

In the current political and operating environment, we are facing a period 
of great change and uncertainty, which will bring both opportunities and 
threats. The plan aims to minimise the threats and make the most of the 
opportunities.

Our thanks go to all our partners who will help us achieve these aims.



2020 
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Our vision

To have a positive impact on people and communities by providing high 
quality homes, supporting independence and creating opportunities.

Our values

Progress Housing Group’s employees and non-executives are committed 
to working together to achieve the organisation’s strategic aims.

We have identified the following values, which underpin everything we do:

People-focused
People are at the heart of our business. By treating everyone fairly  
and understanding their diverse needs and strengths, we can serve  
them better and provide services that positively impact their lives.

Forward-thinking
We search for solutions and ideas that overcome the challenges faced  
by our tenants, customers, communities and partners.

Genuine
We are open and honest, with a friendly, enthusiastic and energetic  
way of working which is true to what we stand for.

Expert
We lead the way through our knowledge and expertise, investing for 
a strong future and excelling in all we do to provide the best possible 
standards of service.

Collaborative
We work in partnership with our tenants, customers, colleagues,  
local communities and other experts, bringing everyone together to  
achieve more.

We aim to be amongst the top performing housing 
providers.
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Our 2020 Strategic Plan

Our 2020 Strategic Plan is supported by a number of board strategy 
documents and frameworks to enable the delivery of our six strategic aims. 
These are shaped and driven by board to ensure the organisation delivers its 
intention ‘To have a positive impact on people and communities by providing 
high quality homes, supporting independence and creating opportunities.’

Supported housing strategy
Independent living strategy

Development strategy 
Income generation (non social housing)

Tenancy and lettings strategy
Rent strategy

Social value strategy
Progress Futures strategy

Service standards

Homes

Governance framework
Treasury strategy

Value for Money strategy 
Long term financial plan and stress testing

Active asset management
Performance and management framework
Risk appetite and management framework

Marketing strategy
People strategy

Customer insight and 
involvement framework

Opportunities Independence

Strong
organisation

Customers
           at the

One Team
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Delivering our strategic aims and 
business priorities

1) Providing more and better homes
We aim to continue to deliver new homes in order to increase the supply of 
affordable social housing. We also aim to ensure that our existing homes 
are well maintained and continue to be fit for purpose. Our commitment 
is to provide high quality homes in safe communities offering a positive 
environment for all age groups. Our service standards will be agreed and 
developed with customers to deliver choice and to meet the needs and 
aspirations of people with a varied range of requirements.

Our critical success factors are:

1.  To deliver our development strategy and agreed programme in order to 
increase the number of new homes available for rent and for sale

2.  To deliver our maintenance plan which will ensure we offer homes of a 
high standard to meet customer expectations

3.  To develop our active asset management strategy and approach to 
remodel, divest or improve our poorer performing stock and ensure our 
homes continue to be in demand and fit for purpose

 

Measures - we will measure our success in the following ways:

1.1  Number of new homes

1.2  Delivery of a financially balanced housing development programme

2.1  Customer satisfaction with existing homes

3.1  Completion of the revised active asset management strategy

3.2  Number of void properties

Colour coding links the business priority to its output measure



2)  Support individuals to achieve independence
We aim to support individuals to be independent. Independent people have 
the best chance of being healthy, happy and safe. Independence doesn’t 
mean never needing help from someone else. It does mean having the 
skills, resources and confidence to make decisions for yourself and to live 
your life in the way that suits you best. A little bit of support from us now 
can help create a lot of independence in the long term.

Our critical success factors are:

1.  To grow our support offer to people through Technology and Enabled 
Care Services (TECS) in order to target services effectively and support 
vulnerable and older people to live independently

2.  To ensure the services provided by Key Unlocking Futures are sustained 
and viable

3.  To develop our health and wellbeing service and continue accessing  
health and public funding, e.g. lifting services, social alarms, grant, 
‘Teleserve’ offer

4.  To provide specialist support to people who are homeless or threatened 
with homelessness, and determine how services will be funded in future 
years

Measures - we will measure our success in the following ways:

1.1  Examples of how people are supported to live independently and 
       number of people supported

2.1  Numbers of people supported who are homeless or threatened 
       with homelessness and new models of support developed

3.1  Number of people who say their wellbeing has improved

4.1  Targeting of specific groups requiring support

14
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3) Create opportunities
We aim to improve the opportunities available for people who live in our 
homes or who receive other services from us. We recognise that there is 
a huge inequality of opportunity and that our customers, including those 
living in social housing, are amongst the most disadvantaged in society. 
We will look to redress inequality where it may impact on our customers 
throughout their lifetime.

Our critical success factors are:

1.  To expand our Progress Futures programme, our homeless services and 
our work through Key Unlocking Futures

2.  To develop a comprehensive Community Investment Plan and bring our 
‘opportunities’ work together in order to maximise outputs and impact

3.  To work in partnership with others to increase outputs, e.g. procurement 
arrangements

4.  To support the creation of the Youth Zone in Chorley

5.  To develop early intervention and preventative support through Key to 
support families and individuals in crisis and those who are vulnerable

Measures - we will measure our success in the following ways:

1.1  Number of people who have engaged in Progress Futures - assisted 
       into work, training, education

2.1  Number of people and organisations who have been supported by 
       community investment and the charity budget

3.1  Examples of partnership working

4.1  Outputs from the Youth Forum and number of young people engaged

5.1  Publicising and sharing good practice on how our interventions and 
       support have assisted individuals to improve life chances

5.2  Number of people supported by Key
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Making it happen -  
our three internal strategic aims

4)  Work as one team to ensure we all contribute to our
business achievements.
We want to ensure our aims are clear and everyone in the organisation 
works together to deliver excellent services to all customers. Our 
values drive our culture and ensure that we respect everyone and their 
contribution to our success. 

Our critical success factors are:

1. To create a strong vision for the future of the organisation and our work
    as a social housing provider

2. To drive excellence throughout our governance, executive and staff 
    teams. Ensuring expected attitude, behaviour and application of skills 
    are clearly stated and consistently applied

3.  To ensure an engaging leadership approach is embedded throughout 
the organisation; with emphasis on open communication and a creative, 
supportive and accountable environment

Measures - we will measure our success in the following ways:

1.1  Staff surveys results

2.1  Developing our Non-Executive Team

2.2  Whole business target achievements and Business Plan delivery

2.3  Performance Review and Development Plans outputs (training 
       programmes, coaching, mentoring)

3.1  Embedding Progress Together

 

We want to ensure our aims are clear and  
everyone in the organisation works together  
to deliver excellent services to all customers.



5) Develop a stronger organisation to deliver maximum results.
We aim to be a strong organisation, balancing our social purpose and our 
commercial focus. As a financially strong organisation with an excellent 
reputation for high quality services and products we will be best placed to 
deliver great results for people and communities. 

Our critical success factors are:

1.  To deliver our key performance indicators, with particular emphasis on 
arrears, voids, financial indicators and customer satisfaction

2.  To continue to drive efficiency, productivity and value for money in all 
aspects of the business

3.  To drive continuous improvement throughout the business and develop 
the Progress Continuous Improvement model

4.  To manage the current and potential risks and ensure our risk appetites 
are clear and appropriate

5.  To ensure our efforts, energy and resources are spent on achieving our 
critical success factors and achieving our Business Plan objectives

Measures - we will measure our success in the following ways:

1.1  Key performance reports and benchmarking

1.2  Annual surplus and financial ratios

2.1  VFM self-assessment

2.2  Review of the Group’s structure

3.1  Completion of IT project plans

4.1  Risk assessment framework

4.2  Delivery of all compliance, legal and regulatory requirements

5.1  Achievement of Business Plan priorities
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6) Put customers at the heart of what we do to ensure our 
decisions are driven by customers' needs and aspirations.
We aim to ensure everything we do delivers great results for customers  
and commit to ensuring customers influence service standards and 
business decisions. 

Our critical success factors are:

1. To gain good quality customer insight to understand the requirements
    and expectations of current and future customers and make informed 
    decisions

2.  To ensure that customers are involved and engaged in scrutinising the 
services we deliver and develop

3.  To offer a Digital First service to all customers

Measures - we will measure our success in the following ways:

1.1  Research and market intelligence data

1.2  Reviewing the top priorities of tenants and how we deliver services

 2.1  Ensuring a wide range of engagement mechanisms are provided,
       reviewing these mechanisms and publicise how customers have 
       impacted on decisions

2.2  Outputs of the Scrutiny Pool on services, publicising these reports
       and their impact

3.1  Outputs of digital inclusion programmes



Operating  
environment
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Operating environment

We work across the public, private and voluntary sectors.

Our operating environment offers a range of challenges and 
opportunities. We have carried out a Strengths, Weaknesses, 
Opportunities and Threats (SWOT) analysis and have identified a 
number of key risks as follows:

•  Political change e.g. welfare reform, Right to Buy, rent policy, focus on 
home ownership, supported housing funding uncertainty

•  Social and economic pressures e.g. public sector spending cuts and the 
impact of low inflation

•  Reducing grant for new developments and revenue support for core 
services such as support for older people and support for homeless people 

•  Managing liabilities, e.g. pension deficits

•  Changing needs and demographics, e.g. an ageing population,  
greater levels of disability, falling average family sizes, more single  
person households

•  Rising expectations of customers, e.g. for services to be delivered digitally

•  Changing demands from our regulator, e.g. to have a more thorough 
understanding of our assets and the return generated from them, and 
further pressure to reduce costs

•  The poor reputation of social housing amongst potential future customers 
and the wider population.

In developing this plan we have considered how we might mitigate and 
manage these risks while ensuring we continue to provide new and 
extended products and services to our customers to deliver our 2020 
Strategic Plan outputs and aims.

Our SWOT analysis has identified a number of organisational strengths, 
which include our supported living expertise, our services for older people, 
our skills in the provision and management of key worker accommodation, 
our telecare expertise, our strong housing management service and our very 
effective community engagement arrangements. 

Underpinning these strengths we also have great financial strength, a strong 
partnering ethos, high levels of customer satisfaction, a commitment to 
improve the quality of life of our residents, new development expertise, a ‘can 
do’ attitude, a knowledgeable and talented workforce, a great service offer 
and creative problem solving approach.

We have identified that a major focus for the next few years will be to improve 
performance on voids and arrears alongside an on-going investment in our 
technology, infrastructure and staff and non-executive teams to ensure we 
have the right equipment, skills and experience to deliver the 2020 Strategic 
Plan.

The plan sets out the opportunities we wish to pursue to deliver new 
and extended products and services to customers and deliver our 
vision ‘To have a positive impact on people and communities by 
providing high quality homes, supporting independence and creating 
opportunities’.



Reviewing and 
monitoring the plan
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Reviewing and monitoring the plan

Before the start of each year, the board reviews the strategic 
aims and business objectives. This feeds into a review of the 
Financial Plan, which should be read in conjunction with this 
Strategic Plan.

In parallel with this, each section or team produces a delivery plan 
containing detailed tasks and performance targets, with particular 
emphasis on work for the following year. This feeds into the Group’s 
Operational Plan that monitors and manages our progress towards  
our targets. We have undertaken to review how we monitor our  
Operational Plan during the plan.

These tasks are produced in parallel with the budget process; all budget 
holders are required to link each operational task with a relevant budget 
heading and vice versa. Together the operational plans and the relevant 
headings represent our detailed plans for achieving the key Strategic  
Plan priorities.

In addition:

•  The boards will receive annual progress reports against the Strategic Plan

•  An annual review of progress against the overall plan will be published in 
Progress Housing Group’s annual report and tenant annual reports

•  Personal objectives agreed with each individual member of staff in the 
annual personal review and development round will be directly linked to 
operational plan tasks, to business priorities, and to the Group’s overall 
strategic aims

•  Regular one-to-one meetings will ensure that operational plans will  
be kept up-to-date and that progress against business priorities  
is monitored

•  Progress Housing Group’s Senior Management Team will monitor 
progress against this plan

• The Group’s Value for Money (VFM) strategy and annual self-assessment  
   are aligned to the plan’s objectives and a VFM Working Group  
   closely monitors progress against this.



Corporate  
infrastructure  
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Corporate infrastructure and leadership

The diagram illustrates, in simple form, our Group governance 
structure. Highly effective governance is provided by Progress 
Housing Group, New Progress Housing Association, New 
Fylde Housing, Progress Care Housing Association Boards, 
Key Unlocking Futures and the Executive Board. The Group 
and subsidiary boards (with the exception of Key Unclocking 
Futures Ltd) operate as a virtual joint board under an overlapping 
governance structure. There are a wide range of tenant 
mechanisms that inform and support the board's decision 
making, with tenants on the Group's Scrutiny Panel reporting 
directly to the board. 

Four standing committees provide support to the Board: Audit; 
Remuneration and Nominations; the Community Investment Panel; and the 
Scrutiny Pool.

The Scrutiny Pool, together with other activities such as tenant inspection 
and mystery shopping, provide opportunities to involve customers in 
reviewing the organisation’s services and performance and in generating 
improvements to services.

Progress
Housing
Group

Progress
Care Housing
Association

Board

Scrutiny
Pool

Audit 
Committee

Community
Investment

Panel

New Progress
Housing 

Association
Board

Remuneration 
and Nominations 

Committee

New Fylde  
Housing  
Board

Key  
Unlocking  
Futures 
Board

Executive 
Board and Funding 

Appraisal Team



Executive 
Team and 
Operation 
Directors

Eric Tamanis  
- Executive Director

Gary Melia  
- Operation Director 

Philomena Cunningham  
- Operation Director 

Tammy Bradley 
- Operation Director

Bernie Keanan  
- Executive Director
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Executive Team and Operation Directors

Jacqui De-Rose  
- Group Chief Executive

Andy Speer 
- Executive Director  

Michelle Stevenson 
- Executive Director  

Ursula Patten 
- Operation Director 

Key 

Debbie Atherton 
- Operation Director 

Mandy Van Duyvenvoorde
- Operation Director
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Social value

We seek to deliver social value for the customers and communities that we 
serve whilst minimising harm, maximising benefits and being accountable 
and responsive to all stakeholders, We look to achieve these impacts whilst 
building strength and strong financial results to enable us to continue to 
achieve our purpose and corporate aims.
 
To these ends we will ensure that we conduct our affairs in a way that 
demonstrates the ethical approach we take to delivering our business. This 
means taking account of the social, economic and environmental impact, 
and respect of human rights. We will specifically seek to be:
 
Accountable and transparent
We will involve and engage with our customers and stakeholders so that 
they can inform and be involved in our business decisions.

We will promote transparency by ensuring our policies, financial and 
operational performance, and key strategies are readily accessible to those 
who would wish to see them. 
 
Socially responsible procurement
We will spend our resources in a way that delivers social value and 
ensures that we support the social and economic regeneration of the 
neighbourhoods in which we work. This will support the aspirations set out 
within the Public Service Social Value Act 2012.
 
Ethical and fair
We will ensure that everyone we are in contact with (customers, suppliers, 
staff and stakeholders) are treated with respect and encouraged to reach 
their full potential. We encourage everyone to seek a fairer and better 
society for all.  
 
Growth and development
We will ensure that our development programme supports the social and 
economic regeneration of the neighbourhoods we work in and promotes 
both social cohesion and sustainability in these communities.

We will ensure that when we develop new products and services for our 
customers we do so in a way that promotes our social responsibility by 
ensuring that our investment supports the local economy and where 
possible recruits local labour.
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Value For Money (VFM)

Our VFM strategy is central to the delivery of our Business Plan strategic aims. 
Each year we publish a VFM statement to demonstrrate how we are 
continually working to deliver VFM to all stakeholders.
In the coming period we have identified a number of priority areas as follows:

•  Costing and benchmarking

•  Asset management

•  Performance management and scrutiny

•  Social value

•  Procurement

Full details can be found in our VFM statement published on our website
www.progressgroup.org.uk

Examples of how VFM helps to deliver our Business Plan outputs are shown 
here:

Homes – Delivering a new mix of homes reflective of government objectives, 
customers demand and our revised development strategy; providing new 
products such as more Shared Ownership and Housing for Sale. Alongside 
new provision, we are delivering more efficiency in our property maintenance 
service, for example repairs appointments, a new scheduling system for 
property services staff and efficient materials handling.

Independence – Providing a range of services to support independence.  
Examples include Key Unlocking Futures services to prevent homelessness 
and support young individuals at risk, supported living accommodation and 
services to ensure people with learning difficulties and mental health needs are 
housed and supported. Control Centre services to assist older and vulnerable 
people to remain independent in their home and provide peace of mind to 
individuals and relatives.

Opportunities – Delivering a range of services to create new opportunities for 
tenants. Examples include Progress Futures designed to enable tenants to 
access personalised support into training, education and employment.

One Team – Seeking efficiency and improved productivity across all business 
activities. Examples include an effective Personal Review and Development 
Planning (PRDP) programme, a revised One Team People strategy, completion 
of all Service Reviews.

Stronger Organisation – Focussing on maintaining and improving performance 
of Key Performance Indicators (KPIs). This will improve overall financial 
performance. Examples include controlling voids, reducing management 
costs and cost per unit and managing the impact of welfare reform on arrears 
figures.

Customers at the Heart – Shifting resources towards customer insight and 
consultation from customer engagement. This will inform business decisions 
to improve services and develop new ways of working and services for the 
future. Examples include the digital channel shift and Scrutiny Pool activity.



Risk  
management

32

Risk management

Business planning and risk assessment are complimentary. It is vital to 
assess risks that affect the organisation’s ability to meet its key objectives, 
either through things going wrong or missed opportunities. It is important 
that objectives and risks are clear, current, appropriate and set at a 
strategic level with board approval.

The Group has a risk awareness culture, and reviews and revises risk 
assessments quarterly at all levels in the organisation. The risks facing the 
Group are assessed using a matrix format with ratings of high, medium 
and low. The board and management regularly review risks and multi-
risk scenarios against the changes and challenges and in our business 
environment to maintain control and mitigate the impact of our risks.

The increasing importance of housing in the political agenda exposes the 
organisation to political, statutory and regulatory risks. We are monitoring 
the potential impact of changes in welfare benefits and managing the 
financial impact of policy changes and staff pension costs. 

The impact and volatility of the current economic climate is understood.  
Proposals to continue the development programme recognise the added 
risks from interest rates, changes in methods of construction and building 
standards, grants to developers, capital and revenue restrictions, reduced 
grant rates and aspirational changes in the market place.

The current financial market is presenting new risks, which we are 
monitoring closely. The number and magnitude of opportunities available 
to the Group present significant risk. Our presence in the field of supported 
housing provides a platform from which to grow still further in this area, 
but the risks are acknowledged. Widening our client group and diversifying 
our activities are positive ways of exploiting opportunities. The Group will 
manage new investment risks and will ensure successful partnerships are 
developed with key local authorities, support agencies, health authorities 
and housing and planning boards.
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Our major operational focus centres around ensuring that we are able to 
let and to manage our core housing stock efficiently. Although demand 
remains generally very strong we have some signs of difficulty in a few 
small areas. We will ensure that our asset management strategy is geared 
towards maintaining the sustainability of core housing stock and identifying 
poor performing housing stock. We recognise that void management, 
particularly in supported and independent living schemes, is an important 
priority for this period of the Strategic Plan.

Anti-social behaviour (ASB) and the measure and resources to deal with it 
represent a significant challenge for the Group. Our community investment 
strategy, and our partnership approach with the police and other agencies, 
are positive responses to this risk. Our Group-wide, award-winning 
Community Safety Team provides the highest level of prevention and 
control measures.

In an increasingly competitive employment market, this exposes the Group 
to the risk from either loss of staff to competitors or the additional cost of 
retention packages. We shall continue to review our employment offer to 
ensure we remain competitive and attractive.

The prudent approach taken to planning income growth and the 
management of costs provides the controls and gives a degree of comfort 
that future plans will be successfully achieved. The operational excellence 
agenda will be a major focus for the Group over the next few years.

A structured and systematically applied control environment is a necessary 
prerequisite for any successful business. The Group framework for risk 
management is driven by the Board through well-structured strategies 
and policies. The Board review the risks of the Group quarterly. This is 
supported by internal controls that are risk-based. Our Audit Committee 
works on behalf of the Board to ensure that this is the case. This is 
supplemented by the on-going review of our control and risk environment. 
In addition, our financial business planning incorporates a range of stress 
testing scenarios and projections to strengthen business decisions for the 
short, medium and long term.



Performance  
(KPIs, finance)
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Corporate Key Performance Indicators (KPIs) (to be updated post year end April 2017)
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Year Ending
2011 | 2012

Year Ending
2012 | 2013

Year Ending
2013 | 2014

Year Ending
2014 | 2015

Year Ending
2015 | 2016

Target
2016 | 2017

Target
2017 | 2018

Be financially strong
Achieving budget 
surplus £9,709,734 £9,373,612 £11,333,655 £11,914,017 £9,264,000 £9,471,000 £9,961,495

Achieving budget 
savings New New New New £220,454 £1,250,000 £1,250,000

Improve customer satisfaction
Repairs  
satisfaction 96.4% 96.4% 96.7% 94.5% 97.7% 99.0% 99.0%

Services  
satisfaction 95.3% 94.6% 96.3% 95.4% 95.5% 97.4% 97.0%

Have a positive impact on communities

Wellbeing positive 
change New New New New Yes N/A N/A

Be a leading employer

Sickness rate 3.1% 4.0% 4.3% 3.2% 2.9% 2.9% 3.0%

% of employee  
turnover 8.9% 10.1% 7.6% 9.1% 14.3% 4.1% 10.0%

Grow the organisation

Due to the changes within the Development Strategy new indicators are currently being approved by Board.

Reduce arrears and bad debts
Current tenant  
arrears 3.9% 4.2% 3.8% 3.4% 3.7% 4.2% 5.0%

Former tenant  
arrears 1.2% 1.4% 1.1% 1.0% 1.0% 1.1% 1.3%

Rent debit  
written off 0.4% 0.2% 0.5% 0.2% 0.2% 0.0% 1.0%

Improve the quality of our homes
Repairs average 
days New New New New New 11.4 6.5

Appointments kept New New New New New 87.1% 99.0%

Right first time New New 63.8% 75.3% 80.3% 96.6% 95.0%

Reduce the voids within our communities
Current level  
of voids New New 5.0% 5.9% 4.6% 4.6% 4.9%

Rent lost due  
to voids 3.0% 3.1% 3.5% 3.7% 3.9% 4.1% 3.7%

Relet times 68.2 72.9 84.7 88.5 110.0 108.0 97.0



A clear structure of KPIs has been established within the organisation, 
as shown in the following chart:

*The indicators aim to move the organisation to one of the top performing housing providers 
amongst our peers. 

Group 
performance 

indicators

Business unit 
performance 

indicators

Operational 
management 

teams

Team and 
individual level 

indicators

These are agreed by the Board 
annually and are reported quarterly. 
These indicators are intended to 
be high level and to focus on key 
outcomes for the business, key 
regulatory requirements, and key 
stakeholder (including funder) 
expectations.*

These are agreed by the relevant Board 
annually, and are reported quarterly. 

These indicators are monitored 
on a monthly basis by the relevant 
management team. They include a 
sub set of indicators, and may from 
time to time include examination 
of the more detailed indicators 
produced at a team level.

Each team has a set of key 
performance indicators. Individual 
members of staff are clear which of 
these indicators are their responsibility 
or, in some cases, the team targets 
are further broken down into individual 
performance targets.
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Delivery of the Business Plan and KPIs

Vision and 
values

Strategic  
aims

Business 
priorities

Operational
activities/ 

KPIs

Team/ 
individual 

performance 
objectives



Funding  
and growth
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Funding and growth

We intend to fund our growth and development programme  
to achieve our Business Plan aspirations by:

•  Maximising income from rents whilst operating within rent-influencing 
guidelines and affordability for customers

•  Maximising funding from revenue and grants, and capital contributions 
from public bodies, and other stakeholders

•  Delivering value for money by making improvements to services  
and reducing costs

•  Reinvesting the proceeds of asset sales

•  Generating and reinvesting the proceeds of other non-social  
housing activities

•  Using appraisal criteria to determine if individual projects are viable

•  Securing funding, through debt, to the extent that it can be supported by 
continuing operating surpluses.

Operational excellence
In order for the Group to achieve its Business Plan objectives, it 
is important that we focus on value for money and operational 
and technological excellence. It is our aim to focus on efficiency 
improvements to enable us to invest in customer service 
improvements and community services. We will:

• Review processes to establish better ways of working

• Achieve economies of scale

•  Maximise the use of technology and our mix between technology  
and staff to deliver a digital first approach

• Strive to eliminate waste and duplication

• Negotiate better prices and generate enhanced value

• Strive to be a low-cost, high performing organisation

• Understand the cost of services

• Analyse return on assets

• Be open and accountable to all stakeholders

• Use Lean System approaches to reduce waste in business processes
   and continuous improvement methodologies to deliver change and 
   innovation.



Progress Housing Group 
Sumner House 
21 King Street 
Leyland 
PR25 2LW

t: 01772 450600 
e: enquiries@progressgroup.org.uk 
w: www.progressgroup.org.uk

Follow us on Twitter 
@ProgressHG


