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We hope you have had a great  
start to 2017 and enjoy reading  
this winter issue of your tenant  
newsletter.  
It is important for us to understand if you are satisfied with your 
home and services so we can make any necessary improvements. 
Every two years we complete the STAR (Survey of Tenants 
and Residents) survey. Later this month a company called The 
Leadership Factor will be contacting you on our behalf and asking 
for your opinion. Turn to page 24 and 25 to find out more. 

On page 14 we detail important information about the changes 
to the Benefit Cap. If you are worried about how you might be 
affected by any of the benefit changes you can contact our Financial 
Inclusion Team on 03333 204555 for support and advice.

We are always delighted to receive any stories, photos, recipes or 
handy tips that you would like us to share. If you would like to get in 
touch, you’ll find our contact details on the left of this page.

Bernie Keenan 
Executive Director (Services and Growth)
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Open Monday, Wednesday 
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How to contribute
If you would like to contribute to 
StreetTalk or would like to receive the 
newsletter on CD then please contact 
Joanne Hodson, StreetTalk Editor, 
on 03333 204555 or email  
jhodson@progressgroup.org.uk 

If you would like this newsletter in 
another format, please contact us.
(Urdu)

(Cantonese)

(Mandarin)

(Polish)

News in brief

Contributors

Visit us online at www.progressgroup.org.ukFollow us on Twitter @ProgressHG

Meet your new  
Progress 
Opportunities 
Team
The Community Involvement Team and Marketing and 
Communications Team have joined forces to form 
the Progress Opportunities Team. From the beginning 
of February Diane Nash took on the role of Progress 
Opportunities Manager and she will be supported by 
Alan Greig, Lucy Cheetham and Natalie Waring.  

New opening 

hours for 

Warwick 

House 

We have been reviewing 
the way we offer our 
services to customers 
for some time now and 
last year we changed 
the opening hours at 
Warwick House to 
reflect our busiest times.  
We have seen a reduction in 
footfall at the office and have 
received feedback that the new 
opening times are confusing. 
Therefore we carried out a 
further survey to see if you 
want us to change to a more 
consistent opening schedule. 
From Monday 6 March 2017 
Warwick House will now be 
open Monday to Thursday 
9.30am-12.30pm. Please note 
the office will be closed on a 
Friday.  

Remember, you can always  
call us on 03333 204555 or live 
web chat us via our website, 
www.progressgroup.org.uk, 
if you need assistance or would 
like to make an appointment to 
see someone at the office. Our 
staff work out in the community 
more now so it is a good idea 
to call ahead if you wish to see 
someone face to face.

Sian Coulton will now manage the 
Progress Futures Team, which offers 
help and support to our customers 
who want to access employment 
and training. This team includes  
our Progress Futures Officers Cathy 
Fleet and Danny Crangle.

The team also includes our 
Marketing & Communications Team, 
Laura Marshall (Communications 

& Campaigns Officer) and 
Joanne Hodson (Marketing & 
Communications Officer). We’d like 
to wish Ali Hughes, who is joining the 
Business Innovation Team on a 12 
month secondment, all the very best 
in her new role.

You can contact any of the  
team on 03333 204555.

Cathy and Danny, our Progress Futures Officers, will be on hand to help with 
CV writing, job searching, job applications and looking for training courses and 
volunteering opportunities. There will also be laptops available for customers  
to access. Come on down to The Base and see how we can help!

You can also contact the Progress Futures Team on 03333 204555 to find  
out more about how we can help you into employment or training.

The Progress Futures 
Team run a weekly 
job club at The Base 
community centre in 
Leyland on a Monday 
from 1-3pm. 

Job  
club 

• Sarah Barnes
• Sam Beattie
• Lisa Breakell
• Nykkie Burrell
• Karen Duncan
• Sharon Fenton
• Cathy Fleet
• Gill Harrison
• David Herbert

• Ali Hughes
• Laura Marshall
• Steve McKiernan
• Dave Nuttall
• Jag Patel
• Louise Rafter
• Julie Smith
• Richard Tong
• Sue Whitham
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News in brief

We mentioned in 
the autumn edition 
of StreetTalk that 
Progress Housing 
Group is developing 
a new mobile app for 
easy download and 
use by our customers 
on iOS and Android 
mobile phones and 
tablets. 
We are currently working with our 
design partner to develop our 
customer self-service app which 
we anticipate will be released 
in spring 2017. Once you have 
downloaded the app, it will enable 
you to interact directly with us via 
your mobile phone or tablet. As 
part of the design and test, we 
will be liaising directly with some 
of you to get your feedback on its 
usage and operation. You will be 
able to do things like:

 report and track repairs

 report anti-social behaviour

 manage your tenancy

 view and manage your rent 
account

It will also enable you to access 
lots of help and advice. This is 
an exciting development in our 
continued drive to improve our 
services to you. We will keep 
you updated on any future 
developments.

Web chat is the quickest way to get in 
touch with us for non-urgent queries 
and is available Monday to Friday from 
9am to 5pm (excluding bank holidays).

Our phone lines can be busy, 
especially around peak times (usually 
Mondays) so why not chat to us online 
at www.progressgroup.org.uk  

and click on the pink box at the 
bottom right hand side of the screen.

You can use any internet connected 
device including smart phones 
and tablets and it also has a voice 
recognition feature.

Give it a go – we are waiting  
to help you!

Live web chat -  
the quickest and easiest 
way to get in touch with us
Do you want to report a repair? Have you got a query 
about your tenancy, property or community?

Self-service 

app in 

development

Lancashire 
Adult Learning 

community 
courses 

The community learning 
courses that have been 
delivered so far have been 
a huge success and as a 
result we are continuing 
our joint working with 
Lancashire Adult Learning. 
We would like to hear from 
you with your suggestions 
for future courses, for 
example, a volunteering 
course, or a course 
covering IT skills to help 
you enhance your CV.

We have delivered a real 
variety of courses, so there has 
been something of interest for 
everyone. Some of the courses 
have been accredited too, 
which means you not only get a 
certificate of attendance but you 
also have a qualification to put 
on your CV!

The next course we will be 
running is an introduction to 
microwave cooking which will 
be held on 26 April at The Place 
community centre, Leyland 
from 12.45pm– 15.15pm. If 
you would like to book a place, 
please contact the Progress 
Opportunities Team on 03333 
204555 or email community@
progressgroup.org.uk. We 
can assist with childcare and 
transport costs if this is required.

Women in  
Housing 2016

Beat the bullies
To mark Anti-Bullying Week we organised a training 
session with Actionwork. The session showed customers 
how to tackle online bullying as well as face-to-face bullying 
by building confidence and self-empowerment. 
Over 20 members of the community, aged from five to sixty years old, joined 
the session at Penwortham community centre and each person enjoyed a 
hot pot supper afterwards. The interactive workshop was well received by all 
involved. One of the attendees, said, “The event was good as we all talked 
about bullying from different points of view.”

Have you any ideas on how we can tackle bullying in our communities? 
If so, submit your ideas to community@progressgroup.org.uk

In The Know 
about Lancashire
In The Know is the free messaging service brought to you 
by Lancashire Police where you decide when and how 
you are kept informed about the issues that matter to you.
Find out what is really happening in your area – receive regular crime 
updates, information on road closures and learn about what your local 
neighbourhood policing team is doing.

Visit www.stayintheknow.co.uk for further information.

Pictured left to right: Maggie Rafalowicz, Associate Director at Campbell Tickell, 
Claire Goodworth and guest speaker Lorraine Pascale

As mentioned in our autumn edition of StreetTalk,  
we were delighted to be shortlisted in three categories 
of the 2016 Women in Housing Awards:  

 Clare House - Most Effective Project in Improving the Lives of Women  
or Communities Award

 Claire Goodworth - Young Achiever – Housing & Community 
Development Award

 Janet Hale - Most Effective Woman Board Member Award

We are thrilled to report that Claire Goodworth was declared the winner of 
the Young Achiever category at an award ceremony in Manchester on 3 
November 2016.  
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From 1 January 2017 you can no longer 
make payments with your swipe card 
at a Payzone outlet. 
However, payments can still be made 
at any Post Office or Paypoint outlet. 
To locate your nearest Paypoint outlet 
go to www.paypoint.com/en-gb/
consumers/store-locator and 
enter your postcode.

If you wish to discuss alternative 
options for paying your rent or set 
up a Direct Debit please contact 
Progress Connect on 03333 204555. 

Set up your 
Direct Debit 
online

You can now set up your Direct Debit 
online.

This means it is even quicker and 
easier to pay your rent, service 
charges or sundry invoice payments.

All you need is a valid reference 
number for your account; for rent 
or service charges this will be your 
tenancy code; for sundry invoice 
payments this will be your customer 
number and your bank or building 
society account from which Direct 
Debits payments can be made. 

To find out your tenancy reference 
number you can log in to your online 
account. If you have not already 
registered for an online account 
please contact Progress Connect on 
03333 204555. For your customer 
number please also contact the 
Progress Connect Team.

What are the benefits of 
Direct Debit? 
Pay any day
Pay when it is convenient to minimise 
the possibility of going overdrawn. 
Everybody gets paid on different days 
and pays bills differently; Direct Debit 
gives you the option to schedule your 
payments in a way that suits you, 
putting you in control of your income 
and expenditure.

Save time
Direct Debit only needs setting up 
once. No more queuing or hanging 
on the phone while you pay.

Peace of mind
Automatic payments mean deadlines 
are never forgotten so you shouldn’t 
go into arrears.

Protection
You are automatically protected by 
safeguards that include an immediate 
money back guarantee in the event 
of an error in payment.

Save money
Direct Debit is the most cost-effective 
method of payment.

To set up your Direct Debit online, 
just visit www.progressgroup.org.
uk/make-payment and follow the 
instructions.

If you require any further 
information or would prefer to 
set up a Direct Debit over the 
telephone, contact the Progress 
Connect Team on 03333 204555.

Your 
views 
matter

Swipe card 
payments and 
Payzone During November 

and December 
all independent 
living tenants were 
invited to attend a 
consultation meeting 
held on their scheme. 
The meetings were to give each 
tenant the opportunity to give 
feedback on their scheme and 
on the new service which was 
implemented in spring 2016. In 
addition, tenants were provided 
with an update on the future 
funding of the service since 
Lancashire County Council 
announced that they would no 
longer be funding the ‘support’ 
element of the service as from 
April 2017. This will mean that 
tenants who presently do not pay 
towards the support charge, will 
be asked to pay a contribution 
towards it. Tenants were also 
asked for their thoughts on how 
the scheme and surrounding 
communal areas could be 
improved to determine a future 
programme of work. 

Tenants welcomed the 
opportunity to have their say and 
in the next edition of StreetTalk, 
as part of the Independent Times 
section, we will be feeding back 
the key highlights from these 
consultation meetings.

How complaints are 
dealt with at Progress
When things go wrong we really 
want you to let us know so that we 
can not only put things right but 
also learn from your experience and 
ensure the same situation does not 
occur again.

Our policy and procedure is 
designed to try and resolve 
complaints at the initial stage, 
in a timely manner and to your 
satisfaction. We monitor our 
complaints performance closely 
so we can learn from our mistakes 
and change our working practises if 
needed.  

We are aware that our repairs and 
maintenance complaints continue to 
be the highest number of complaints 
we receive and are currently looking 
at how we deliver this service and if 
any improvements can be made.

We currently have a three stage 
process 

 Our initial investigation into your 
complaint

 A review of the stage one 
investigation

 Our complaints panel

How to make a complaint? 
Complaints can be given verbally, in 
writing, by email, telephone, live chat 
or via the website.

What can you expect if you make 
a complaint? 

 Our aim is to try and resolve your 
complaint in a timely manner and 
to your satisfaction

 We aim to provide a fair and 
reasonable response

 We aim to respond to all 
complaints within two weeks, 
some complaints may take longer 
but we will always let you know if 
this is the case.

Our Tenant Feedback Group has 
been involved in monitoring our 
complaints performance and 
updating our policy and procedures. 
The group meets each quarter and 
attends training in case we need 
to arrange a complaints panel to 
resolve your complaint. 

Equally we want to hear from you 
if we have done a good job! It’s 
nice to hear when we have made a 
difference to your day.

Better together  
- extra funding
South Ribble Partnership is 
delighted to announce that it 
will be expanding its Safe and 
Secure scheme, which has been 
funded by the Police and Crime 
Commissioner's (PCC) Office.
South Ribble Partnership is the Local 
Strategic Partnership (LSP) for South 
Ribble. It brings together people from 
across the public sector, businesses 
and voluntary and community 
organisations with the aim of creating 
a better Borough and improving 
quality of life for local people.  

Under the banner of ‘Better Together’, 
Safe and Secure includes South 
Ribble Borough Council, Chorley 
Borough Council, Progress Housing 
Group, Preston Care and Repair 
and Lancashire Constabulary who 
are working together in partnership 

to deliver the scheme across both 
Chorley and South Ribble.  

The Safe and Secure Scheme 
provides support to victims of crime 
and has been running for over a year. 
In that time it has supported over 
50 households, providing a range of 
equipment to improve home security 
and enable people to feel safer in their 
home. Funding from PCC totalling 
£7,200 was originally provided for 
in 2015 and continues to enable 
the partnership to extend its work 
and to support a Witness Support 
Programme operated by Progress 
Housing Group. 

Bernie Keenan, Executive Director 
(Housing, Community and Support 
Services) for Progress Housing 
Group, said: “The partnership is very 
appreciative of this extra funding 
which will enable us to provide a 

more focused response to vulnerable 
people who have been victims of 
crime, those who are currently subject 
to crime and anti-social behaviour 
or people that have come forward 
as witnesses. It will enable Progress 
Housing Group to continue to work 
with victims and witnesses and offer a 
24/7 service.

“This partnership really works and we 
hope that by working ‘Better Together’ 
we can make this area a safer place to 
live and work.” 

For more information about the 
scheme and to access the service you 
can visit www.southribblepartnership.
org.uk or contact the Partnership 
directly on 01772 625546.

Progress Housing Group aims to provide you with the best possible 
service at all times but we know that we don't get it right all of the time. 
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In June last year, the Homes and Communities Agency (HCA), 
our regulator, for the first time published information on average 
operating costs across the whole housing association sector. 

Operating costs primarily include the 
cost of managing and maintaining a 
property.

2014/15 £s Group

Operating cost per unit £4,495

Median for all housing 
associations

£3,550

Progress Housing Group 
average

ABOVE

Amount we are above 
the average

945

Percentage we are 
above the average

27%

So, on the face of it, we look 
expensive - about £945 above the 
median, where median is defined as 
the middle value.

But, we are very unusual and the 
reason for this is the amount of 
supported housing that we have. In 
fact Progress Housing Group are one 
of only seven housing associations 
out of a total 330 that have over 30% 
of supported living properties out of 
their total stock. 

Next steps 
Although the weighted 
average shows a cost per unit 
which is below the sector, 
the Group is still striving to 
implement further efficiency 
savings. 

The data itself is historic and 
we are waiting to receive the 
data for the financial year 
ending 31 March 2016. This 
is likely to be in the next 
few months in line with the 
publication of the 2016 Global 
Accounts. 

In addition to this, every year 
we produce a Value for Money 
self-assessment report. You 
can read or download a copy 
at www.progressgroup.org.
uk/vfm/ to find out more detail 
on the information above. You 
can also read about what we 
are doing to maximise our 
income and drive savings 
within our costs in order to 
deliver high quality homes and 
services.

If you have got any ideas on 
how we could save money or 
improve our services without 
increasing our costs, then 
please let us know.

How do our 
operating costs 
compare?

The HCA recognises that the cost 
of managing supported housing is 
usually much higher than ordinary 
general needs accommodation. 
When this is taken into account and 
‘weighted’ along with a number of 
other factors, the average operating 
costs look like this:

2014/15 £s Group

Operating cost per unit 4,495

Weighted median for all 
housing associations

5,124

Progress Housing Group 
average

BELOW

Amount we are above 
the average

(629)

Percentage we are 
above the average

(14)%

Using the weighted average of 
£5,124 per unit, our costs are £629 
below the median.

Our 
Repairs 
Service 
Pledge
We want to be in the Right Place,
At the Right Time,
With the Right Skills to complete each repair
Since October 2015, our trade 
operatives have been delivering 
your repairs service through mobile 
working. You may have noticed 
iPads are used when working in 
your home, these mobile devices 
allow the scheduling team to 
send appointments direct to the 
operative, which cuts the amount of 
administration work and makes more 
time to complete even more repairs 
for you.

We are utilising the most up-to-
date technology to ensure that we 
minimise the amount of time that 
trade operatives are travelling, and 
maximise their productive time. 

To enable us to do this we introduced 
a new system that schedules all 
our repairs directly to the right trade 
operative at the right time. The 
system calculates the most efficient 
allocation of work taking into account 
the location and time needed to carry 
out the job. All our repairs operatives 
now get their work schedule via a 
mobile device. When the work has 
been completed the operatives use 
the mobile working system, called 
1st Touch, to update our records 
immediately. We are also asking our 

customers to complete a customer 
satisfaction survey on the iPad after 
the operative has completed the 
work at your home. 

We also changed from appointing 
very few jobs to appointing all repairs 
that need access to be completed, at 
a time to suit our customers. 

Our aim is to complete all non-
emergency repair requests within 
an average of 20 working days. At 
the end of December 2016 we were 
carrying out non-emergency repairs 
in an average of 11 days.

We have learnt a lot during the first 
twelve months of working in this new 
way. We have encountered some 
issues; such as scheduling large jobs 
in for our operatives which can take a 
full day – this has led to a reduction in 
the number of appointments we can 
offer to customers for other repairs 
and you may have noticed that you 
have had to wait longer for your 
repairs to be completed. We have 
recognised this as an issue and we 
have set up a process that will move 
these repairs to a specialist team so 
that the appointments we offer to you 
for day-to-day repairs will improve, 
and we should be able to complete 
your repair quicker. 

We have also reviewed where 
operatives start and finish work so 
that we can ensure that the route 
they take during the day maximises 
their efficiency so that your repairs 
are completed quickly. Over the  
next twelve months we will also  
be multi-skilling our trade operatives 
so that we can complete more 
repairs by just sending one person  
to your home.

We offer appointments 
to our customers for the 
following times:
Monday to Thursday
All day – 8am to 4.30pm
Morning – 8am to 1pm
School run 9.30am to 2.30pm
Afternoon – 12 noon to 4.30pm

Friday 
All day – 8am to 3.30pm
Morning – 8am to 1pm
School run 9.30am to 2.30pm
Afternoon – 12 noon to 3.30pm
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Progress backs 
Chorley Community 
Youth Zone 

Our Group vision is to 
have a positive impact on 
people and communities 
by providing high quality 
homes, supporting 
independence and 
creating opportunities. 
As part of this commitment, we are 
financially supporting a new initiative 
in Chorley that will enable us to have 
a positive impact on thousands of 
young people’s lives.

Opening in spring 2018, the brand 
new Chorley Youth Zone, named 
‘Inspire’ by the town’s young people, 
will become a reality with demolition 
of the Leigh Arms pub well underway 
and building work commencing 
following the ground breaking 
ceremony at the Railway Street site 
in January which was attended by 
Jacqui De Rose, our Chief Executive.

The new Youth Zone will be a place 
where young people can reach their 
full potential, grow their dreams and 
achieve their goals. The Youth Zone 

will offer a wide range of activities for 
young people aged between eight 
and 19, up to 25 for those with a 
disability, including; dance, sport, 
music, media, employability and 
mentoring programmes. Inspire will 
cost young people just 50p per visit.

Chorley Youth Zone is an 
independent charity which will 
operate to the successful OnSide 
Youth Zones model. The Youth Zone 
will cost approximately £4.8m to 
build and £650k to run annually. The 
project is being run in partnership 
with Chorley Council, Lancashire 
County Council, The Arts Partnership 
and OnSide Youth Zones.

Great support for white ribbon pledge
On the 6 December over 70 
people in Leyland showed 
their support in ending 
violence against women. 
Staff from our women’s refuges in 
Leyland and Chorley, held a stall 
outside Leyland’s Market Hall to 
raise awareness of the national 

White Ribbon campaign, part of the 
16 days of action against domestic 
abuse. 

The white ribbon has been adopted 
as the symbol of preventing 
violence against women. It aims to 
ensure men take more responsibility 
for reducing the level of violence 
against women.

Over 70 people visited the stall to 
find out more about the campaign 
and show their support by drawing 
around their hand and signing it to 
pledge ‘my hand is not for hitting’. 

Over the 16 Days of Action, 
which began on the International 
Day for Elimination of Violence 
against Women, and ended on 
International Human Rights Day on 

10 December, Progress Housing 
Group (@ProgressHG) tweeted a 
domestic abuse statistic every day 
to raise awareness of domestic 
abuse, how people could support 
the campaign and where they can 
get free and confidential advice 24 
hours a day.

Liz Stanton, Manager of Clare 
House Women’s Refuge in South 
Ribble also held a question and 
answer session via Progress 
Housing Group’s Facebook page, 

giving people a chance to ask their 
questions and find out about the 
services and support available in 
South Ribble and Chorley. 

If you are concerned about 
someone who may be at risk of 
domestic abuse, phone the South 
Ribble and Chorley Domestic 
Abuse Helpline in confidence 
on 01772 435865 or email 
clarehouse@progressgroup.org.uk. 
the line is open 24 hours a day, 7 
days a week.

Building new homes
Hewitt Street, Leyland 
As previously reported, we have 
delivered 25 homes for affordable rent 
on this local town centre site, these 
are a mix of two-bedroom houses and 
two and one-bedroom apartments. 
These have now all been allocated.

A further eight homes for shared 
ownership are being marketed with 
a local estate agents (Bridgfords) 
and we have received offers on four 
houses. If any of these homes are of 
interest to you, please contact us on 
03333 204555. Each of the houses 
are valued at £130,000 and based on 

a 50% share, the shared ownership 
element to prospective purchasers 
will be £65,000, with the ability to 
staircase up to 100% if desired.

The Silks, Galgate, 
Lancaster 

The first two homes, as part of a 
larger development, were handed 
over mid-December. These are two 
two-bedroom bungalows.

A further 12 homes (all for affordable 
rent) comprising of eight two-
bedroom homes and four two-

bedroom apartments are currently on 
site with an anticipated completion 
date between March 2017 and June 
2017.

Brock Mill, Chorley 
This development is part of the 
Affordable Homes Programme 
2015/18 for which Progress Housing 
Group has received Homes and 
Communities Agency grant funding. 
Brock Mill was formerly a factory unit 
which was demolished and cleared 
for affordable housing.  

The site will comprise of six two-
bedroom houses, four of which 
will be for shared ownership. The 
remaining two houses will be for 
affordable rent. There will also be 
six one-bedroom apartments for 
affordable rent. This scheme has 
received support from Chorley 
Borough Council and work started  
on the site in January.

Left to right: Sarah Bell and Liz 
Stanton from Clare House

Ground breaking 
ceremony
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What we are 
spending our 
money on? 
In addition to investing in our homes each year by replacing 
kitchens and bathrooms, we also invest in environmental  
works which will make areas safer for residents and improve 
the appearance of external spaces. 

In light of this, we will shortly be 
renewing the external flooring system 
at 97-107 Bannister Drive, Leyland.

The external flooring system above 
the commercial units at Bannister 
Drive has now passed its life 
expectancy. Poor drainage means 
water pools in areas, penetrating the 
units below and causing ice patches 
in cold weather. 

After a tender process local 
contractor Gables UK were 
successful in winning the contract 
over multiple bids from a number of 
external agencies. Drainage runs will 
be reformed to make the area safer in 
inclement weather, and SIKA, another 
local firm, will install a specialised 
liquid plastic membrane to assist in 
the improvements being made and 
a customer consultation has already 
taken place, reassuring tenants that 
there will be as little disturbance 
as possible during the February to 
March timeline.

If you are not able to pay your rent, 
please don't bury your head in the sand.

Talk to our Income Collection 
Team as soon as possible. 
Whether the problem is due 
to a change of circumstances, 
a budgeting problem, or a 
cut in benefits, there are key 
steps you can take to help 
get yourself back in control 
and avoid eviction. We are 
always able to help, call us 
on 03333 204555.

While it is understandable 
that you might be afraid of 
telling us that you are going 
to be late with the rent, it is 
far better to get the issue out 
in the open before you fail to 
pay.

When you contact us it is 
really important that you 
explain why you are going to 
be late with your rent. Please 
be clear about what you are 
doing to address the problem 
to help ensure it won’t happen 
again and make sure you 
have a plan in place to pay 
your rent and reduce any rent 
arrears that you have accrued.

In some cases it will be 
obvious why you have a 
problem as perhaps your 

income or expenses have 
suddenly changed for the 
worse, for example because 
you have lost your job or your 
partner has moved out and 
stopped contributing to the 
rent. In other cases it may 
simply be that you are living 
beyond your means.

Either way, you will need a 
plan. Being repeatedly late 
with your rent could lead to 
eviction and a bad reference 
from us, which will make it 
difficult for you to find another 
property to rent.

First use a budget planner to 
work out the shortfall between 
your monthly income and 
your expenses. The Money 
Advice Service has some 
excellent budget planning 
tools to help you budget 
better. Visit the website or 
contact them direct on www.
moneyadviceservice.org.uk

Once you have done this, look 
at ways you can cut back or 
boost your monthly income to 
close the gap. Cutting back 
can be difficult, but it won’t 
be as painful as being evicted 

from your home, which is why 
it is vital for you to act now. 
Ask yourself the following 
questions:

 Can you stop any of your 
regular monthly expenses 
or cut back on any 
luxuries?

 Are you on the cheapest 
tariff for all your monthly 
bills – gas, electric, 
telephone?

 If you have credit card 
debt, can you switch to a 
0% credit card and save 
yourself some interest 
payments?

 Are you spending too 
much on going out or on 
new clothes? It is far more 
important to be able to pay 
the rent.

We are here 
to help!  
Give us  
a call

Bannister Drive, Leyland 

“The parking works 
will be fantastic for the area; 

and it follows hot-on-the-heels 
of the first floor extension to  

the main entrance. 

I’m particularly excited about the 
new planting areas, which will be 

great in the summer”.

Gill Shaw, Independent 
Living Operations 

Manager

Bannister Drive, Leyland 

Derby House, Wesham -  
Car park formation
Another environmental improvement 
will be made at Derby House 
independent living scheme in 
Wesham; new parking and pathways 
have been designed to improve 
parking and accessibility to the 
scheme and following on from that a 
planting project will take place.

We have received six tender bids 
for the work and it is planned for 
2017/18.

Derby House, Wesham – Car park formation 

If you are having 
problems paying 

your rent contact us 
on 03333 204555.

“The re-surfacing will hopefully 
be of great benefit to the 

residents, Not only will it improve 
the aesthetics of the block but it 
will provide a safer, more durable 
surface. I can’t wait to see it once 

the works are complete”.

Selina Baron, Community 
Housing Officer
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The Benefit Cap was rolled out across the country from July 2013. It only affects 
people aged 16 to 64 years old. The cap puts a limit on the total amount you can 
receive in certain benefits (see later on in the article). The cap applies to the benefits 
paid to you, your partner and any dependent children who live with you. If your total 
benefits included in the cap is more than the Benefit Cap amount, your benefits will 
be reduced to bring you within the cap amount. 

How is the cap applied?
If you claim Housing Benefit, the 
amount of Housing Benefit that you 
receive each week will be reduced to 
the cap amount. If you claim Universal 
Credit, the amount of Universal Credit 
that you receive each month will be 
reduced to the cap amount (but not 
including the childcare costs element, 
which is protected).

How much is the cap?
The cap was increased from 7 
November 2016, before this the 
amount you could receive in benefits 
was £500 per week for single parents 
and couples (with or without children) 
or £350 per week for single people. 
The cap is now different if you live in 
or outside of London. As Progress 
Housing Group properties are outside 
of London the new Benefit Cap limits 
from 7 November 2016 are:

 £384.62 per week for a couple 
(with or without children) or a 
single parent

 £257.69 per week for a single 
person without children or not 
living with your children.

As the cap has increased it now 
affects many more people, generally 
with three or more children.

What benefits are included 
in the cap?

 Bereavement Allowance

 Child Benefit

 Child Tax Credit

 Employment and Support 
Allowance (except when in the 
Support Group)

 Housing Benefit (except for 
households in Supported Exempt 
Accommodation)

 Incapacity Benefit

 Income Support

 Jobseeker’s Allowance

 Maternity Allowance

 Reduced Earnings Allowance

 Severe Disablement Allowance

 Universal Credit (except the 
childcare costs element)

 Widowed Parent’s Allowance, 
Widowed Mother’s Allowance, 
Widow’s Pension.

Benefits that don't count 
towards the cap

 Discretionary Housing Payments 
(DHP)

Changes to the 
'Benefit Cap'

 Council Tax Support/Reduction 
(CTS/CTR)

 Social Fund Budgeting Loans or 
benefit advances

 One-off council crisis payments

 Free school meals

 Child maintenance payments

 Winter Fuel Payments

 Statutory Maternity Pay (SMP), 
Statutory Paternity Pay (SPP) or 
Statutory Adoption Pay (SAP)

 Statutory Sick Pay (SSP)

 Housing Benefit for supported 
accommodation e.g. 
domestic violence refuges and 
accommodation where tenants 
get care or support.

Am I exempt from the cap?
You are exempt from the Benefit Cap 
if you, your partner or children receive 
any of the following:

 Disability Living Allowance (DLA) or 
Personal Independence Payment 
(PIP)

 Attendance Allowance (AA)

 Employment and Support 
Allowance (ESA) including a 
Support Group component

 Industrial Injuries Benefits

 War Widows’ or War Widowers’ 
pension

 Carer’s Allowance

 Carer’s Element of Universal Credit

 Guardian’s Allowance.

There are also exemptions if you 
work. The Benefit Cap doesn’t apply 
to families with dependent children 
who:

 Receive Working Tax Credit

 Work enough hours to claim 
Working Tax Credit (generally 16 
hours per week as a single parent 
or 24 hours per week if you are a 
couple with children)

 Claim Universal Credit and you or 
your partner work and your joint 
take-home pay is at least £430  
per month.

If you lose your job through no 
fault of your own, the Benefit Cap 
won’t apply for the first 39 weeks 
of your claim, providing you have 
been employed continuously for 
12 months. This is called a ‘grace 
period’.

How much will the cap be 
for me?
This will depend on your individual 
circumstances. There is a simple to 
use calculator on the government 
website at: https://www.gov.uk/
benefit-cap-calculator

Case  
study

She is a single parent of four children aged seven, five, three and 
18 months. Each week she receives Income Support £73.10, Child 
Benefit £61.80, Child Tax Credit of £223.86 and Housing Benefit of 
£103.03 (Total £461.79). As the Benefit Cap limits her total weekly 
benefits to £384.62 (£77.17 less) her Housing Benefit is reduced to 
£25.86 (£103.03 minus £77.17). She will have to pay the £77.17 rent 
shortfall from an alternative income. 

Jenny then finds work for 16 hours per week at £7.20 per hour (current 
National Minimum Wage for over 25s) with total wages £115.20 per 
week. She is entitled to Working Tax Credit of £76.16 in addition to 
Child Benefit £61.80, Child Tax Credit £223.86. She will be entitled to 
Housing Benefit of £80.21 and is now exempt from the Benefit Cap. 
Her total weekly income has increased to £557.23 and she will need to 
pay £22.82 towards the rent.

If you are worried about the Benefit Cap and need 
support please contact us on 03333 204555 and ask for 
the Financial Inclusion Team. 

Jenny (33) lives in a  
three-bedroom house  
in Warton with a weekly 
rent of £103.03. 

If you want to  
know more about  
the Benefit Cap  
and how this might 
affect you, we are 
holding the following 
information sessions:

Tuesday 7 March – 10am-12 noon – Lower Lane community centre, 
Auster Crescent, Freckleton, PR4 1JL  
Tuesday 14 March – 10am-12 noon – Penwortham community centre, 
Kingsfold Drive, Penwortham, PR1 9EQ
Friday 17 March – 10am-12 noon – Warwick House Boardroom,  
Lytham St Annes, FY8 3DU
Wednesday 22 March – 10am-12 noon – The Place community centre, 
Wade Hall, Leyland, PR25 1BX
Please come along to see how we can help you.
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Changes to the 'Benefit Cap'

Benefit changes 
timetable for 2017
Please see below the various benefit changes proposed for 2017. Please note 
that information about some of these changes may be limited at present and 
also subject to further change. Although some will happen quickly, others may 
be introduced gradually over several years.
Tax-Free Childcare

Tax-Free Childcare is to be 
introduced as a replacement for 
Employer Supported Childcare. The 
government will contribute up to 
20% of the first £10,000 of registered 
childcare costs per child, per year. 
This equates to a maximum of £2,000 
per child, per year. The scheme will 
be available to people who have an 
annual income under £150,000 and 
are not receiving help with childcare 
via tax credits. This new scheme is 
expected to benefit more people than 
the current scheme.

Bereavement Support Payment

The current Bereavement Support 
Payment will be replaced with a 
single system of Bereavement 
Support Payments (BSP). This will be 
introduced for new claims from April 
2017.

Tax credits support for  
children reduced

In the summer 2015 Budget the 
government proposed that support 
for children through tax credits and 
Universal Credit will be limited to two 
children from April 2017. Equivalent 
changes will be made to the Housing 
Benefit rules. 

Tax credit Family  
Element removed

People starting a family after April 
2017 will no longer be eligible for the 
Family Element in tax credits. The 
equivalent in Universal Credit, known 
as the first child premium, will also not 
be available for new claims after  
April 2017.

Universal Credit requirements 
for parents to look for work

Parents with a youngest child aged 
three, including lone parents are 
expected to look for work if they want 
to claim Universal Credit.

Reduction in payment for 
Employment and Support 
Allowance (ESA) Work-Related 
Activity Group claimants

From 1 April 2017, new ESA 
claimants who are placed in the 
Work-Related Activity Group will 
receive the same rate of payment as 
those claiming Jobseeker’s Allowance 
and the equivalent in Universal Credit.

Universal Credit Youth Obligation

18-21 year olds who are on Universal 
Credit will have to either apply for 
training/apprenticeships or attend 

a work placement from six months 
after the start of their claim. Apart 
from certain exempt groups (those 
considered to be vulnerable) – 
proposed introduction is from  
April 2017.   

Universal Credit Housing 
Support removed for young 
people

Reform to housing and housing 
support is proposed, including 
removing the entitlement to housing 
support in Universal Credit for those 
aged 21 or under from April 2017. 

Capping Housing Benefit in the 
social rented sector

New or renewed tenancies for 
supported accommodation in the 
social sector will be subject to a 
cap on Housing Benefit in line with 
Local Housing Allowance rates. This 
measure has been delayed and will 
now take place from April 2017 – to 
enable the government to complete a 
review of supported accommodation.  

If you are worried about how 
you may be affected by any of 
these benefit changes you should 
discuss this with your local Citizen 
Advice Bureau. You can also use 
our financial inclusion service for 
support and advice by contacting 
03333 204555.  

Bedroom  
tax is officially  
known as 'the  

social sector size 
criteria' and also 

referred to as 'the 
under-occupancy 
penalty' or by the 

government as 'the 
removal of the spare 

room subsidy'.  

Put simply, if you are entitled to 
Housing Benefit or housing costs of 
Universal Credit, this is calculated 
on the number of people in your 
household. If you have more 
bedrooms than are needed under the 
rules your entitlement is reduced. The 
shortfall must then be paid by you, 
the tenant.

You will be affected if you are of 
working age. If you are over pension 
credit age which is currently age 63 
and 5 months you will be exempt.

The rules allow one bedroom for:

 Every adult couple

 Any other adult aged 16 or over

 Any two children of the same sex 
under 16

 Any two children under 10 
(including children of the opposite 
sex)

 Any other child (other than a child 
whose main home is elsewhere)

 Disabled child under 16 who can’t 
share a bedroom because of their 
disability

You may also be allowed an 
extra bedroom for

 An overnight carer

 An approved foster carer

 There are also special rules for 
a son or daughter in the armed 
forces

 A student who is studying away 
from home

If you are in arrears or struggling to 
pay any shortfall in your rent due to 
the bedroom tax, Progress Housing 
Group can help.

It is important that you talk to us so 
we can assess your options. One or 
more of the following options may be 
available to you:

 We can check that the reduction 
to Housing Benefit or housing 
costs of Universal Credit is correct 
and offer you advice and support

 We can look at the option of 
downsizing to a property with 
fewer bedrooms so that you are 
fully occupying your home - we 
can help and advise you with this

 We can assess if you are  
eligible for a downsizing  
incentive payment of up to £500 
if you move to a property with 
the correct amount of bedrooms 
for your household (this can 
be available to all customers 
irrespective of whether you are in 
receipt of benefits or not)

 We can help and advise you 
to apply for additional benefits, 
such as Discretionary Housing 
Payment, which can be available 
from local authorities for a limited 
period of time

 We can discuss with you and 
offer advice on your current 
circumstances, particularly if you 
have previously decided to stay 
and under-occupy your home 
– we understand you may have 
changed your mind

 We can refer you for additional 
financial, benefit and budgeting 
support if you want some help 
with your household finances

 We can arrange a home visit to 
discuss your circumstances and  
to establish what we can do to 
help you.

Are you under- 
occupying your  
home, are you  
affected by the 
'bedroom 
 tax'?

Please contact our 
dedicated Under-
Occupancy Officer, Gill 
Harrison on 03333 204555 
or email enquiries@
progressgroup.org.uk.  

NB if you are in 
employment and/or  
do not receive 
Housing Benefit or 
Universal Credit you 
are NOT affected by 
the bedroom tax.
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Celebrating Older 
People's Day

In October, residents, over the age of 55, 
from across the Group were invited to join 
us for our biggest ever afternoon tea at  
St Gerard's Social Club in Lostock Hall.
The aim of the day was to tackle 
social isolation amongst our tenants 
from general needs, independent 
living and supported living by bringing 
them together for a social event.

There was afternoon tea, live 
entertainment and bingo! It also  
gave us the opportunity to consult 
with customers on social events 
within independent living schemes.

The feedback overwhelmingly 
stated that residents welcomed 
others from neighbouring schemes 
to social activities, making them 
more inclusive to others. However, 
we also realised that we don’t 
have many volunteers to help the 
independent living activities co-
ordinator with these social events, 
such as the community cafe, 
crochet groups, coffee mornings 
and more.

Could you give your time to  
help social activities in your 
local independent living 
scheme? If you would like to 
discuss volunteering options 
in more detail, please contact 
Sam Beattie or Lucy Cheetham 
on 03333 204555.

Scrutiny Pool
The Scrutiny Pool is a tenant-led group that 
inspects and scrutinises our services to 
make improvements for our customers.
As a Scrutiny Pool member you can make vital recommendations to 
Progress Housing Group. Over the last few years the Scrutiny Pool have 
assisted in improvements to the repairs service, low level arrears letters, 
service charge descriptions and the tenant handbook, to name a few.

The Scrutiny Pool has published 12 reports and is currently scrutinising 
the repairs service, how satisfaction surveys are collated and how the 
feedback is used as well as communication of repairs appointments. This 
review is currently ongoing; however an update will be given at the next 
quarterly meeting this month.

If the Scrutiny Pool sounds like something you would be interested in, then 
we would be delighted to welcome you to the next quarterly meeting at 
Warwick House, St Annes on Monday 6 March at 1pm. A light buffet will be 
served at 12.30pm.

If you would like to attend please contact the Progress Opportunities 
Team on 03333 204555 or email community@progressgroup.org.uk

Awareness 
of Bipolar
To mark Bipolar 
Awareness Day on the 
6 October the Progress 
Opportunities Team 
worked in partnership 
with Karen Arrowsmith 
from Lancashire Mind.
Progress Housing Group staff and 
tenants attended the interactive 
event and the feedback received 
was fantastic. Karen talked 
specifically about bipolar and 
also spoke about the five ways of 
wellbeing to support general mental 
health management. She also 
spoke about Happier Lancashire 
(#happierlancashire) which is a 
movement that anyone living or 
working in Lancashire can sign 
up to, to learn about the five ways 
to wellbeing and help spread the 
message about mental wellbeing.

The second half of the session 
was delivered by a couple of our 
tenants, Karen (general needs 
tenant) and Neil ( a supported living 
tenant) who spoke to the group and 
answered questions about what it is 
like to live with bipolar. 

Volunteering at Lancashire Mind 
is a great way to support your 
community, enhance your skills 
and improve your wellbeing. All 
volunteers must be 16 or over.  
To discuss volunteering 
opportunities contact the Volunteer 
Co-ordinator, Jenny Reddell 
on 01257 231660 or by email 
jennyreddell@lancashiremind.org.uk

We are currently looking into 
the customer experience of 
how repairs are dealt with from 
start to finish, including booking 
appointments and completing 
satisfaction surveys using our 1st 
Touch system.

As an individual I have been able 
to improve how I work with other 
tenants and how I can encourage 
them to achieve a satisfactory 
result from the varied information 
available.

The amount of time I volunteer 
varies. I normally attend 
a meeting once a month, 
occasionally twice, and they 
usually last around two hours. 

I also need to read the relevant 
paperwork prior to the meeting 
and will sometimes carry out my 
own research from other sources.

During my time with the Scrutiny 
Pool I have been involved with 
the customer consultation of the 
independent living service, the 
letters for low level arrears, the 
aids and adaptations service 
and the Progress Housing Group 
website.

I enjoy being a member of the 
Scrutiny Pool as I can see the 
results of our work in the way 
Progress has been able to 
improve services to its tenants.

I have also had the opportunity  
to meet with the Progress 
Housing Group Non-Executive 
Directors when I have reported to 
them on the work of the Scrutiny 
Pool. I have also had the pleasure 
of meeting a large number of 
Progress tenants and staff and 
I have been able to visit a large 
number of Progress Housing 
Group properties.

Don, tenant and  
Scrutiny Pool member

Don's Scrutiny  
Pool work

Being a member of the Scrutiny Pool has allowed 
me to be involved with Progress Housing Group in 
improving its tenant-related services.
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Key Unlocking Futures is Progress Housing Group's 
charity which works to help people build better lives.
Key Unlocking Future may be small 
but it makes a massive difference to 
people living in Lancashire. 

The partnership between Key and 
Progress Housing Group works well, 
with everyone working effectively 
together to ensure Key’s success.

Key’s belief and passion is that 
everyone can be supported to make 
a lasting change. Last year 96% of 
its service users reported that Key 
Unlocking Futures services were 
good or excellent. 

What has Key achieved during 
2015/16?

Working further afield: Until this 
year Key’s work had mainly been 
focused on the Central Lancashire 
area. During the year Key had a 
number of opportunities to broaden 
their scope in line with Key’s business 
development objectives so Key now 
delivers its Early Intervention Family 
Support Service across Fylde, Wyre, 
Preston, South Ribble, Chorley and 
West Lancashire.

A Nest is made: Earlier in the year 
Key was successful in becoming a 
delivery partner in the Young Victims 
Service which is commissioned by 
the Lancashire Police and Crime 
Commissioner. This is a partnership 

piece of work and Key are working 
alongside Groundwork, Lancashire 
Mind, Pendle Action for The 
Community, UR Potential, Strawberry 
Fields and Lancaster University.

Fylde tenancy support: Key 
provides tenancy support in the 
Fylde area for people who are placed 
in temporary accommodation as 
part of Fylde Borough Council’s 
Homelessness duties. The support 
is tailored to ensure that people are 
supported to find a more permanent 
solution to their housing situation. 
This work has involved working 
closely with Fylde Borough Council, 
the YMCA and Progress Housing 
Group to ensure that clients receive  
a seamless service.

Working in partnership: Key,  
in partnership, with Lancashire  
West Citizens Advice Bureau and 
Home-Start Central Lancashire has 
been successful in being awarded 
funding from the Big Lottery to 
support their work with people who 
are in crisis. Key is looking forward  
to continuing to work more closely 
with these two organisations. 

Key's year 
2015/16

ISO 9001 certification: Key is 
committed to providing high quality 
services and was delighted to receive 
the international quality management 
standard ISO 9001:2008 earlier in 
the year, demonstrating that Key 
follows processes as part of a quality 
management system with a focus  
on continuous improvement.  

Key do really make a massive 
difference to so many people 
across the county, not just in South 
Ribble. Over the forthcoming year 
2016/17 Key’s aim is to build on their 
achievements and support more 
people, across the whole region. 

Find out more about the 
services Key offers by 

looking at their website  
www.keyyouthcharity.org.uk

Meet our Progress 
Champions
Our Progress Champions 
help others to understand 
the benefits of being online 
and can do a range of 
simple things that can make 
a big difference to people 
who can’t or don’t use the 
internet, for example, by:

  Teaching someone how to 
navigate their way round a 
computer or tablet device 

 Helping someone set up  
an email account

 Explaining how easy shopping 
and banking online can be

 Helping someone research their 
family history or another hobby 
online

 Helping someone stay in  
touch with family or friends  
via FaceTime or Skype

None of our champions boast about 
being an IT whizz, they just have a bit 
of spare time, an enjoyment of being 
online themselves, some confidence 
with basic computer use, and most 
of all, a willingness to help others. 

Progress Champions are all tenants 
of Progress Housing Group, just like 
you, and they enjoy helping people 
become more digitally active. Times 
are changing and it is all about 
technology these days. The days 
when we could ring, write or see 
people in person are becoming fewer 
and far between, with most services 
actively encouraging their users to 
contact them online. 

Also, our Progress Champions have 
recently attended a training course 
at Leyland Jobcentre so they now 
know how customers can set up 
their own accounts and complete 
job searches. Please contact the 

Progress Opportunities Team  
on 03333 204555 or email  
community@progressgroup.org.uk 
for more information or to book 
some time in to meet with one of our 
champions. 

If you live in one of our 
independent living schemes 
in South Ribble or Fylde and 
feel that your scheme, or a 
group of residents at your 
scheme, would benefit from a 
visit by some of our Progress 
Champions then please 
mention it to your independent 
living co-ordinator. 
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Independent  
living tenant Barbara 
from Welsby Road  
in Leyland is top  
of the 'shots` when  
it comes to the  
pool table. 
Barbara, a pool player and 
referee, donned her finery  
to collect two trophies at 
the annual awards. 

Barbara who is part of  
the Leyland & District  
Pool League was runner  
up for the ‘Presidents Cup’ 
and also Division One 
runners up. Well done to 
Barbara and the Leyland 
pool team. 

Betty celebrated her 90th birthday 
with friends and family. She was born 
in 1927! Betty always has a smile on 
her face and amusing stories to tell. 

Originally from Wigan, Betty has lived 
in Leyland for 60 years, she has five 
children, seven grandchildren, two 
great grandchildren and another on 
the way! 

One of Betty’s sons attributes her 
long life to the fact that she is ‘boring’ 
– she doesn’t drink, doesn’t smoke 
and doesn’t go out in the dark! 

Over tea and cake in the Lowerhouse 
community centre Betty recalls her 
working life – Betty always had a 
job. She said, “When I worked at the 

Leyland and Birmingham Rubber 
works I worked in an asbestos 
cupboard, even then I knew it was 
dangerous so I asked if it could be 
removed. The cupboard didn’t get 
moved so Betty went to the union 
and went out on strike on her own. 
This then brought the whole factory 
to a standstill for three days.” 

It is not being ‘boring’ that has got 
Betty to her 90th birthday, but rather 
the fact that she is a determined lady 
who knows her own mind!

Celebrating with 
crochet and cake!
The New Year diet didn't last long when Betty, 
a member of the Tuesday morning 'Crochet 
Crowd`, was marking a very special birthday! 
The wool and hooks got put to one side and out 
came the balloons, nibbles and cakes. 

Hot shot 
Barbara!

Our home 
response 
service expands

The service operates 365 days a 
year 24/7 ensuring our customers 
are always supported and is Telecare 
Services Association (TSA) accredited 
to platinum standard. The home 
response service was introduced 
to provide support to the increasing 
number of customers who had no 
local family or friends on hand to help. 
The service has recently expanded 
to cover the whole of Lancashire with 
the introduction of two new teams. 

Ken Hands – South Ribble 
Responder “The service has 
changed so much since I first started, 
we are a lot busier and complete a 
lot more lifts, the equipment has also 
improved along with the uniforms.”

Curtis Moss – New East Lancs 
Responder “I have just started 
working for Progress Lifeline and I 
have just completed my first week on 

call, I really enjoyed it and the training 
I received was very useful, I love it so 
far.” 

How the service works
If the Control Centre receives an 
activation from a Lifeline pendant or 
Telecare device and are unable to 
establish the reason for the activation 
they can deploy a mobile responder. 
On arriving at the property the 
responder will knock on the door, 
if there is no answer they will gain 
entry using a KeySafe. Once inside 
the property their priority is to locate 
the customer and establish what 
help they need, take appropriate 
action, and reassure and support 
the customer while waiting for the 
emergency services.    

Assistive lifting 
Our responders are trained to provide 
assistive lifting to customers who 

Progress Lifeline has provided a home response service for over 15 years. 
The service is delivered by our experienced in-house team. We now have 
four teams across Lancashire (Preston, South Ribble and Chorley, Fylde 
and Wyre, East Lancashire and Morecambe and Lancaster) who provide 
a physical response to our customers.

have fallen and are un-injured. Having 
safely lifted over 3,000 people so 
far, the service provides vital support 
to vulnerable customers. Operating 
within TSA response times the 
responder attends to the customer 
and following an injury assessment 
will use an inflatable lifting cushion 
to assist them back on to their feet, 
avoiding long delays that could 
possibly result in further injury or 
hospital admittance. Once lifted, all 
customers are referred to the NHS 
Falls Prevention Service to prevent 
future falls. 

If you feel that you, or someone 
you care for, could benefit  
from our Progress Lifeline  
service, please contact us for 
a free, no obligation home 
demonstration by phoning  
03333 204999 or emailing  
lifeline@progressgroup.org.uk.
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Every two years we complete the  
STAR survey, this time The 
Leadership Factor will do this on  
our behalf.

Why do we conduct surveys?
The main reason we undertake this 
survey is:

 To understand what we are doing 
right or wrong

 To understand how we can 
improve services and provide 
value for money

 To be able to compare against 
other registered providers and 
identify best practice.

The STAR Survey
The survey will be conducted by 
telephone. We have redesigned the 
survey and reduced the number of 
questions included. We have done 
this to help us focus on the areas that 
matter to you.

Who is The Leadership 
Factor?
TLF is a company who specialises in 
running satisfaction surveys and helps 
organisations understand what they 
need to do to be better.

They work with different businesses 
including some well-known names 
such as the Co-op, Direct Line and 
nPower.

They also work with lots of housing 
associations. This means that they 

understand the type of information 
that will help us improve.

TLF follows a special Code of 
Conduct for researchers. The code 
makes sure that you, and any 
information you share, is treated with 
respect. They will always check if you 
want your feedback to be anonymous 
or not.  

What can I expect?
During February, March and April 
TLF will contact a random selection 
of tenants to complete the survey. 
They will telephone during the day 
and into the early evening but no later 
than 8.30pm. By doing this they get 
feedback from anyone who is not 
available during the day.

If you miss a call from TLF you do 
not need to worry. They will call you 
back at another time. They will never 
expect you to call them so you do 
not need to worry about any cost. If 
you are in a rush they will arrange to 
interview you at a time that suits you.

TLF will ask for you by name and will 
only ask for the tenant.

What will they not ask me?
TLF will not ask you for any personal 
information and you can request for 
your data to be anonymous.

Random sampling
As this is a random sample, whilst 
you may have participated previously 
in STAR, there is a possibility that you 

may not be contacted this time. This 
does not mean that your views are 
not important to us as we welcome 
feedback at any time.

A note from TLF?
“Our interviewers enjoy talking to 
housing association tenants because 
they are friendly and happy to give 
feedback not only when things are 
going well but even when things 
aren’t always going to plan. We are 
looking forward to getting to know 
you over the coming months and 
finding out what you think.”

What will we do with the 
information?
In May we will receive a report which 
pulls together all your responses. We 
will then use this information to look at 
areas of strength and weakness.

We will develop an action plan 
to target areas of weakness. We 
will compare our findings to other 
registered providers and contact 
those who are performing well in 
our areas of weakness. We will 
communicate these findings and 
actions to you.

It is important for us to understand if you are satisfied with your home and services; as it 
gives us the opportunity to improve. This month (February 2017) The Leadership Factor 
(TLF) will help us do just that, by contacting you and asking for your opinion.

Any  
comments?

If you have any questions or 
suggestions, please contact 
us on 03333 204555 or email 

enquiries@progressgroup.org.uk

*This column shows the performance figures of the highest performing housing associations across England and 
Wales. We aim to be within the top quarter of all housing associations. You will see that for some of these indicators 
we are already on the top quarter whilst for others we need to do a bit more work.

0.8

We aim to re-let empty general 
needs properties within 21 days

We aim to have less than 1.2 properties 
out of every 100 vacant at any time

We aim for current tenant rent arrears 
to be less than £5.40 of every £100 of 
rent due

We aim for current tenant rent arrears, 
excluding that owed by Housing 
Benefit, to be less than £5.20 of every 
£100 of rent due

Housing Management Target Result Target met Trend Top quarter*

£4.40

£3.50

We aim to complete responsive 
repairs within 6.5 days

We aim to complete 95 out of 
every 100 responsive repairs 
right first time

We aim to keep 99 out of 
every 100 responsive repairs 
appointments made

We aim for 100 out of every 100 
gas appliances to have been 
serviced in the last 12 months

Repairs

We aim to keep 96 tenants out 
of every 100 satisfied with the 
service provided to new tenants

We aim to keep 96 tenants out of 
every 100 satisfied with the overall 
service provided regarding arrears 
management

We aim to keep 96 tenants out of 
every 100 satisfied with the overall 
quality of a responsive repair

Tenant Satisfaction Target Result Target met Trend Top quarter*

We aim to keep 96 tenants out of 
every 100 satisfied that the repair 
has been completed right first time

Target Target metResult Trend Top quarter*

How are we performing? From April 2016 to December 2016

21 days

1.2

£5.40

£5.20 Worse than 
last quarter

Better than 
last quarter

Better than 
last quarter

Worse than 
last quarter

£0.80 of  
every £100

£1.90 of  
every £100

1 out  
of 100

20 days

6.5 days

95.0%

99.0%

100%

96.0%

96.0%

96.0%

96.0%

Better than 
last quarter

Better than 
last quarter

Better than 
last quarter

Same as  
last quarter

6.5 days

95 out  
of 100

Not  
available

100 out  
of 100

97.6 out 
of 100

Not  
available

97 out 
of 100

Not  
available

Worse than 
last quarter

Worse than 
last quarter

Worse than 
last quarter

Better than 
last quarter

rest

urgent

rest

urgent

rest

urgent

rest

urgent

rest

urgent

rest

urgent

rest

urgent

34.7 d
ay

s

11.2 d
ay

s

96.9%

100%

89.2%

83.3%

86.5%

98.3%

95.3%

Reaching 
for the 
STARs



27

If you would like to be in with a chance 
of winning a £20 Love2shop voucher 
why not have a go at our artist 
wordsearch. Deadline for entries is 
Friday 3 March 2017. 

Thank you for your entries to our 
Autumn wordsearch competition. 
Congratulations to Mrs Burrows 
from Longton, who won our 
autumn wordsearch.

HOW TO ENTER  
Please send your entries along with 
your name, age and home address to: 
StreetTalk, Progress Housing Group, 
Marketing Team, Sumner House,  
21 King Street, Leyland, PR25 2LW.

Wordsearch competition
Cassatt

Gauguin

Cézanne

Monet

Renoir

Klimt

Warhol

Picasso

Kandinsky

Matisse

O’Keeffe

Rousseau

 A K P S E G S N A R I 
 B C A S S A T T K O L
 K Q R K I U W C G U P
 A C K O R G K L H S I 
 N E L S A U B D I S C
 D Z I H Q I G S P E A
 I T M Y M N H I Z A S
 N M T U M G S A T U S
 S A O Q R E N O I R O
 K T H N S N B S C B I
 Y I O K E E F F E P G
 O S N O G T J Q E I Y
 R S W A R H O L H I V
 U E J H E F I G U E Z
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Christmas 2016

Magic Moments Choir from Hesketh Bank entertaining tenants at 
Tuson House

Mince pies and music at Bolton Croft, Leyland
Donations from ROQ for the Wish Tree 
appeal 2016

Pupils from St Anne’s Catholic Primary School carol singing at 
Lowerhouse in Leyland

Len celebrating Christmas at 
Amounderness Court in Kirkham

Ancenis Court, Kirkham  
Christmas bingo 2016

Share your photos with us. If you would like a photo to appear in ‘out and about’ please email it to 
marketing@progressgroup.org.uk or post a copy to StreetTalk, Marketing & Communications Team, 
Sumner House, 21 King Street, Leyland, PR25 2LW.

Follow us on Twitter @ProgressHGLike us on Facebook www.facebook.com/ProgressStreetTalk 

Forum or  
panel meeting Event Tenant inspection Training

Dates for your diary

View all our upcoming events online at www.progressgroup.org.uk

Looking for estate walkabouts?  
Please contact Progress Connect on 03333 204555 or email  
enquiries@progressgroup.org.uk

15 Wed Lower Lane community day.
   10am-2pm. 

21 Tue Customer Service Workshop.
   10.30am-12pm.   Warwick House, Lytham St Annes.

28 Tue The Forum. 
  2pm.  Warwick House, Lytham St Annes.

6 Mon Scrutiny Pool quarterly meeting. 
  1pm.  Warwick House, Lytham St Annes. 

14 Tue Repairs Forum.
   2pm.   Sumner House, Leyland.

15 Wed Estate Appearance. 
  2pm.  Sumner House, Leyland.

17 Fri Repairs Forum. 
  10am-12pm.  Sumner House, Leyland.

26 Wed Microwave cookery course. 
  12.45-15.15pm.  The Place community centre,   
     Leyland. 

February

March

April

Name Age Address

Save time. Do it online.
Did you know you can make a secure 
payment, request an estate caretaker or 
report a non-emergency repair at any time 
of the day or night on our website? We have 
lots of other services you can access online 
so you don’t need to wait until opening hours 
to speak to our team, including:

 Contact your Progress Opportunities Team
 Report ASB
 Request permission to make improvements  
to your home or match funding

 Update your contact details
 View your rent statement
 Report a repair
 Make a payment
 Chat live with your Progress Connect Team
 Request support with budgeting, welfare  
or digital skills

  View events and estate walkabouts

You can also now chat live with a member of our 
team during working hours and we have lots of 
new features in the pipeline to make your life easier. 
Our customer app will launch this year and we will 
be going live with a brand new help and support 
centre on the website shortly that will help you to 
get the answers to your questions quickly.

Go to www.progressgroup.org.uk and  
select the service you would like from the 
homepage. If you would like to register to view 
your tenant account, please register at  
www.progressgroup.org.uk/register.  
Please note, you don’t need to register to report  
a repair or make a payment.



Progress Lifeline offers remote 
monitoring in your home and 
emergency personal assistance 
24 hours a day, 365 days of 
the year to help to make your 
life easier, safer and more 
comfortable.

We can help support you to stay 
in your own home for longer and 
also provide much-welcomed 
reassurance and peace of mind, 
not only to yourself but also to 
your family, friends and carers. 

Get in touch 
 
For more information call today on 03333 204999
(please quote ‘ST17’) or 
email lifeline@progressgroup.org.uk

www.progresslifeline.org.uk 
www.facebook.com/ProgressLifeline

First four 
weeks free 

(Quote ST17)

Progress Lifeline is an easy-to-use personal alarm system that can enable you to remain 
independent and more confident in your own home. Prices start from £3.60 per week.

We help hundreds  
of people live 
independently in their 
own homes every day.


