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One type of inspection carried out 
in this way is the Green and Estate 
Appearance inspections. 

The Green and Estate Appearance 
Inspectors carry out visits to different 
areas where Progress Housing Group 
has properties and land that we are 
responsible for maintaining. The 
inspectors check to make sure the 
areas are of a satisfactory standard 
and highlight any issues which need to 
be addressed. This may include things 
like overgrown grass or fly-tipping. 
Our inspectors are trained in what to 
look out for and record what they find 
on a simple form and sometimes take 
photographs if this is necessary.

The inspections can be carried out at a 
time that suits you and there is no need 
to attend any meetings if you don’t want 
to. Progress Housing Group will provide 
all the equipment you need, assist with 
travel expenses and provide training in 
what is required. This is a great way to 
get out and about, meet new people 
and make a real difference to our local 
communities. It could also be something 
to include on your CV.

If you would like to join us in this activity 
or would just like to find out more please 
contact the Progress Opportunities 
Team on 03333 204555 or email 
community@progressgroup.org.uk to 
have a chat about what is involved.

Progress Housing 
Group is carrying 
out consultation to 
find out what the 
top priorities are 
for our customers. 
We have carried out various 
activities so far, and would like 
to thank everyone who has 
taken the time to be involved in 
these. To date we have found out 
information from our STAR survey 
(see page 5), feedback forms 
from the spring edition of this 
magazine and received feedback 
from customers who attended our 
recent tenant roadshows. We are 
currently in the process of pulling 
all this information together to 
establish what is really important 
to you. This information will help 
us shape the services we provide 
over the coming months and 
years.  

The final stage in gathering 
feedback will be to hold tenant 
focus groups. We will be holding 
these over the summer months. 
If you would like to be involved 
in one of these groups, or would 
like to be involved in the process, 
please contact the Progress 
Opportunities Team on 03333 
204555 or email community@
progressgroup.org.uk to let us 
know.

Estate Appearance 
Inspectors and 
Green Inspectors
At Progress Housing Group we are lucky to have a number 
of dedicated tenants who help us to carry out inspections to 
ensure service standards are being met. They also give us 
feedback from a customer's point of view. 

Customers 
top priorities

Are you ready for 
'The Challenge`

Over the coming months we will be 
hosting four projects with four groups 
of young people all of school leaving 
age. After the challenge of sitting their 
GCSEs, they are now facing a different 
challenge, which will help them to build 
skills and confidence.   

This year the projects will be taking place at:

Bolton Croft Independent Living 
Scheme, Leyland
On 26 and 27 July 

Orchard Grange Independent Living 
Scheme, Penwortham 
On 31 July and 1 August 

Lowerhouse Independent Living 
Scheme, Leyland
On 4 and 5 August 

Tuson House Independent Living 
Scheme, Penwortham
On 20 and 21 August 

All the above dates are social mixing 
visits - the young people come together 
to spend the afternoon swapping skills, 
playing games, crafting, singing or fact 
finding. 

This is a fabulous opportunity for our 
tenants to get involved, develop skills 
and create new friendships. If you 
would like to come along and join in 
and support the young people please 
contact our Progress Opportunities 
Team on 03333 204555 or email 
community@progressgroup.org.uk.

Yet again this year we are supporting the National Citizen Service with 
'The Challenge' Project. The dates have been set and locations chosen to 
welcome our share of the 1,350 young people from the Lancashire area 
who are taking part in this amazing project over the summer months.

Our 
Scrutiny 
Pool
Our Scrutiny Pool is 
made up of customers 
from across Progress 
Housing Group and 
they carry out in-depth 
reviews of the services 
provided by the Group.  
Over the last year the Scrutiny Pool 
has been involved in five reviews 
covering the following services:

 Progress Housing Group’s 
website

 Repair communications

 Independent living consultation 
(to get feedback from customers 
following changes to the service 
that took place in 2016)

 Progress Connect call waiting 
times

 Stage 1 complaints

This has resulted in 28 
recommendations being made 
across these five reviews.

In addition to the Scrutiny Pool we 
have a number of tenants who act 
as ‘mystery shoppers’ on calls they 
make to the organisation. This is a 
really useful activity which provides 
customer feedback on what we 
are doing well and what we need 
to improve. Over the last year there 
have been 54 mystery shopping 
calls.

If you would be interested in 
joining the Scrutiny Pool, or 
becoming a mystery shopper 
please contact the Progress 
Opportunities Team on 03333 
204555 or email community@
progressgroup.org.uk who will be 
able to provide more information.

Supported 
living 
Forum 
groups

We have seven Tenant Forum 
groups, these are located around 
the country and are held in:

 Leicester

 Bassetlaw, Worksop, Retford

 Doncaster

 Liverpool

 Galashiels

 Tyne and Wear

 Lancashire, North West

The Forum groups meet every three 
months and are made up of tenants 
who have a keen interest in giving their 
views about our services. After each 
meeting all the relevant information is 
passed back to us for further review and 
possible implementation.

It is important that we get a wide 
representation of views from our tenants. 
If you feel you would like to be involved 
in one of the Forum groups listed, please 
contact Alan Greig on 03333 204555 or 
email progresspeople@progressgroup.
org.uk.
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Join Learning Disability 
England for free! 

Progress Futures

Learning Disability England is a new membership 
organisation that brings together people with 
learning disabilities, their families and friends and 
organisations.
Learning Disability England membership gives you a vote, 
up-to-date news and information, advice and a chance to get 
involved.

Membership to Learning Disability England is normally £12, 
but if you want to join, Progress Housing Group will pay for 
your membership. If you are interested, please contact our 
Progress Opportunities Team on 03333 204555 or email 
communityinvolvement@progressgroup.org.uk.

Our Progress Futures service helps you access 
training, education, volunteering and work place 
opportunities. 
We will work with you on a one-to-one basis to find out what 
your goals are and how we can help you achieve them. If this 
is something you may be interested in, please call the Progress 
Opportunities Team on 03333 204555.
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STAR survey Dates for 
your diary

T E N A N T  R I S K S

10 reasons 
to choose My Home  
Contents Insurance Scheme 

 Flexible regular Pay-As-You-Go 
payment options

 No fuss, quick and easy to apply 
either through the post or over the 
telephone

 No excess (you do not pay the first 
part of the claim)

 Covers fire, theft, flood, water 
damage and other household risks

 Covers damage to internal 
decorations

 Covers accidental damage to 
sanitary fixtures such as toilets  
and washbasins

 Covers damage to external glazing 
for which you are responsible

 Covers lost or stolen keys

 You do not need to have special  
door or window locks

You do not need to have a  
bank account

The National Housing Federation My Home Contents Insurance Scheme is a product name arranged and administered on behalf of the National 
Housing Federation by Thistle Tenant Risks a trading style of Thistle Insurance Services Limited.  Thistle Insurance Services Limited is authorised 
and regulated by the Financial Conduct Authority. Lloyd’s Broker. Registered in England under No. 00338645 Registered office: 68 Lombard Street 
London EC3V 9LJ. The National Housing Federation is an Appointed Representative of Thistle Insurance Services Limited.

Exclusions & limits apply. A copy of the policy wording is available on request.

Ask your landlord for an application pack or  
to apply for cover today, call My Home on:

0345 450 7288
email: myhome@thistleinsurance.co.uk or  
visit www.thistlemyhome.co.uk
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Top tips on how to stay safe in hot weather

 Drink plenty of cold drinks regularly, 
such as water and diluted fruit juice. 
Avoid drinks with caffeine, alcohol or 
those high in sugar.

 If you go outdoors put on sunscreen, 
wear a hat and sunglasses.

 Avoid the heat: stay out of the sun 
and don’t go out between 11am and 
3pm (the hottest part of the day) if 
you’re vulnerable to the effects of 
heat.

 Take cool showers or baths to cool 
down.

 Wear loose-fitting, lightweight,  
light-coloured clothing. 

 Check on a friend, relative or 
neighbour and have someone do the 
same for you.

Forum or panel meeting

Tenant inspection

Training

Event

August
Tuesday 8  

 Digi drop-in.
 10.30am to 12.30pm.  
 Derby House.   
 Void Inspectors Quarterly.
 2pm.   
 Sumner House.

Tuesday 22 
 The Forum.
 10am-12pm.
 Warwick House.

Tuesday 29    
 Digi drop-in and bacon butty.
 10.30am to 12.30pm.  
 South Hey community centre.   

September
Tuesday 5  

 Repairs Forum Quarterly Meeting.
 2pm.   
 Sumner House.

Wednesday 6    
 Community Investment Fund - 

working party.
 2.30pm.  
 Lower Lane.

Wednesday 13     
 Estate Appearance Quarterly 

Meeting.
 2pm.   
 Warwick House.

Wednesday 20     
 Scrutiny Pool Quarterly Meeting.
 2pm.   
 Warwick House.

Tuesday 26      
 Digi drop-in and bacon butty.
 10.30am to 12.30pm.  
 South Hey community centre.

In March we asked The 
Leadership Factor to contact you 
to complete the STAR (Survey of 
Tenants and Residents) survey 
and here are the results.

May we take this time to thank everyone 
who took part in the survey. As always 
the commitment from tenants to help us 
improve our services is overwhelming.

Importance
Within the survey we asked you how 
satisfied you are with our services but also 
how important these are to you.

Here is what you told us: 

 Everything has nearly the same 
importance to you.

 The overall quality of your home and the 
neighbourhood you live in, are the top 
two most important factors.

Results
As a whole, satisfaction levels were good. 
We received 2,652 responses from a 
variety of households.

 83.1% of customers are satisfied with 
the overall service, above is a chart 
showing the results for all the key 
questions.

 Satisfaction levels are above the 
average for all questions except the way 
we deal with repairs and maintenance 
(compared to other registered 
providers).

 Four key themes have been identified as 
recurring, see the diagram below.

 The three key drivers to improve overall 
satisfaction are, dealing with repairs 
and maintenance, listening to views and 
acting upon them and the overall quality 
of your home.  

What will we do with the 
information?
We are now developing an action 
plan to target the recurring themes. 
We will compare our findings to other 
registered providers and contact those 
who are performing well in our areas for 
improvement. We will update you again 
by the end of the year with outcomes from 
these actions.

0% 20% 40% 60% 80% 100%

Overall quality of your home

Your neighbourhood as a place to live

Your rent provides value for money

Your service charge provides value for money

The way Progress deals with repairs and maintenance

Progress listens to your views and acts upon them

Overall satisfaction 

 Very satisfied (9-10)   Fairly satisfied (7-8)   Neither satisfied nor dissatisfied (5-6)   Fairly dissatisfied (1-2)   Very dissatisfied (3-4)

48%

56.3%

53.1%

43.4%

43.4%

42.5%

49.4%

33%

28.9%

30.8%

28.3%

26.8%

29.7%

33.7%

Key recurring themes

First time 
resolution

Be friendly. Answer 
questions. Keep promises. 

Return calls.

Speed

This is not about doing 
things quickly - it is 

about giving customers 
timescales. Let them 
know what is going to 

happen and when.

Information and 
communication

Turn up when you  
say you will.  

Give customers timecales 
or keep them informed.

Quality

Set customers’ 
expectations regarding 
the standard of work  

or state of home.
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Work, rest and play

Horses are my favourite animal 
“Hello, my name is Philip from Nottingham. I have just come back from another horse 
riding holiday. I try and do this twice a year. I really love horses they are my favourite animal. 
I have just come back from Kirkby Stephen in Cumbria, North Yorkshire. I went for a five  
day holiday and stayed in the farm house and this included bed and breakfast. This type of 
holiday gives me a chance to mix with other people who enjoy horses and go horse riding. 
We go horse riding throughout the day as a group and stop for lunch and enjoy our day. I 
help with the grooming, plait the horse’s maine and put their bridles and saddle on ready for 
the day. In the evening we all go out for a meal and a drink and a good chat. My horse I ride 
each time is named Wiggy.”

“My name is David and I live in Chorley. I like model railways. I began constructing my 
own layout last year. Model Railways have been a hobby of mine over the years and I do go to 
exhibitions when I can, and wanted a layout of my own. Each model I own is a favourite in its own 
right. Currently operating on the layout is a LSWR Beattie Well Tank on the branch, with an LNER 
A3 4472 Flying Scotsman hauling an express of LNER Teak coaches on the outer track, with a 
diesel Intercity 125 on the inner track. Sadly the real intercity 125s are being phased out of service 
as more modern electric traction takes over.”

Railway enthusiast

Crocheting helps me to relax
“My name is Joy and I live in Worksop. I like patterns and crocheting so I decided 
to make tea mats. I used elastic band material and crochet them together. I have been 
doing them for a short time now, it helps me to relax and I like what I have done. I am 
going to give them to people I know. Have a go and do them yourself!

Our Board approved a Development 
Strategy which covers the period up to 
2020, within this time we will develop 
over 900 new homes at a cost of 
over £83m. Of the 900, 208 will be for 
supported living.

The Group is committed to deliver a 
development programme that meets 
the needs and demands of existing and 
future customers.

The Development Team at Progress 
Housing Group are currently working on 
lots of new developments across the 
country.

Here are a few examples:

Lockerby Road, Liverpool

This is a new build development of eight 
self-contained apartments in Liverpool. 
The development also has one staff 
sleep-in room/office together with some 
communal areas and private gardens. 
Following a development period of 

One of our six strategic aims is to provide more and better homes:

"We aim to continue to deliver new homes in order to increase the 
supply of affordable social housing in our neighbourhoods. . . Our 
commitment is to provide high quality homes in safe communities 
offering a positive environment for all age groups.¨

Better homes

If you have a job, hobby or sport you like doing, we would love to see a photo. Send your photo to the address 
on the back page, along with your name, address, telephone number and a short description of what you are 
doing in the photo. Your support worker may help you with this. You might see yourself in the newsletter!

Angela Allison is one of Progress 
Housing Group's Health and 
Wellbeing Officers.

Angela’s role is to process requests to 
improve the living environment for our 
supported living tenants. Applications for 
aids and adaptations come from various 
sources: tenants, housing officers, Social 
Services and occupational therapists, in 
order to support and promote our tenants’ 
independence. Requests can include to 
name but a few: grab rails, hand rails, wet 
room, lighting, ramps and sound proofing.

Angela also processes applications for 
environmental works, examples of these 
are: patios, drive ways, security lights and 
gates.

Applications can take from one week to 
12 weeks to process. Sometimes it is 
also necessary to involve the expertise 
of our contract surveyor who may need 
to visit the property to assess the works 
requested.

Angela says of her role: “Working as a 
Health & Wellbeing Officer is a pleasure, 
I have the opportunity to meet tenants 
and support staff and gain first-hand 
experience of some of the daily challenges 
our tenants may encounter. My role is to 
process requests to improve the living 
environment for our supported living 
tenants. Often the smallest of changes can 
have a huge, positive impact on everyday 
life for a tenant. I see the positive outcome 
when works have been completed and 
how daily living tasks are improved.”

Meet Angela 
Allison

just over 12 months, the scheme was 
handed over and the residents moved 
in to their new homes at the end of May 
2017.

Kingsbridge Way, Nottingham

Lockerby 
Road

We have just started refurbishment 
works on four linked bungalows to 
provide homes for 12 people and these 
will be to full mobility standards. It is 
expected that these properties will be 
available by the end of September 2017.

Coming soon!
Here is a sneak preview of a couple of 
new developments that are currently 
being designed and worked up to 
deliver much needed homes in the 
Blackpool and Staffordshire areas.

The scheme at Hoyle House, 
Blackpool consists of six apartments 
with some communal areas. The 
units will be developed to a high 
standard and will incorporate assistive 
technology to allow our residents 
greater independence in their daily 

lives and promoting greater wellbeing 
in the longer-term. The picture above 
shows an artist’s impression of how the 
scheme will look.

Scotch Orchard and Hawthorne 
Close, Staffordshire

We are looking to develop 24 units 
of self-contained apartments with 
communal facilities on two sites in 
Lichfield, Staffordshire. We have 
received Homes and Communities 
Agency funding to help keep the rents 
affordable. These will be new build 
properties on the sites of two former 
registered care homes. The units will be 
delivered to a high standard to meet the 
needs of the proposed new residents. 
The scheme at Scotch Orchard (12 
units) will be delivered first and new 
homes will be available to move into in 
spring 2018. The scheme at Hawthorne 
Close (12 units) will start on site in 2018. 



Competition time!
Congratulations to Angela of Retford who is the competition winner of 
our ‘spot the difference’ competition run in the spring edition of Progress 
People. Your £20 Love2shop voucher is on its way to you!
As the last ‘spot the difference’ competition was so successful we are running one again in 
this newsletter. If you would like to be in with a chance of winning a £20 Love2shop voucher 
please complete the spot the difference below. Send your entry to the Progress Opportunities 
Team, Sumner House, 21 King Street, Leyland, Lancashire PR25 2LW.

Deadline for entries is Friday 17 September, 2017.

Name:

Address:

Question 1 
The ill-fated Titanic ocean liner which sank in 
1912 had two other sister ships, the Olympic 
and the Britannic, which one of the trio didn’t 
sink and was scrapped? 

Question 2 
The Royal Yacht Britannia was 
decommissioned in 1997 and is now a tourist 
attraction in which Scottish city?

Question 3 
Which fictional TV Detective was known for 
driving an old red Jaguar MK2 around Oxford 
where the series was set?

Question 4 
The Eastern Cape, Free State and Gauteng are 
provinces of which country?

Question 5 
April 1st 2018 is the 100th birthday of which 
branch of the British Armed Forces?

Question 6 
Which Spanish city hosted the 1992 Summer 
Olympics?

Useful 
addresses 
and telephone 
numbers
Write to us at: 
Progress Housing Group  
Warwick House, Kilnhouse Lane,  
Lytham St Annes, Lancashire, FY8 3DU
Reception opening hours:

Monday to Thursday 9.30am-12.30pm  
Friday closed
Tel. 03333 202671 
Fax No. 01253 642001 
Web: www.progressgroup.org.uk 
Email: enquiries@progressgroup.org.uk

 
Leeds office 
Progress Housing Group  
New Pudsey Court, 101 Bradford 
Road, Pudsey, Leeds, LS28 6AT
Office opening hours: 
Monday to Friday 9am-5pm  
LiLAC tenants Tel: 0345 241 6041 

 
Progress Housing Group tenants 
living in Cambridgeshire, Durham, 
Essex, North Lincolnshire, Norfolk, 
Nottinghamshire, Rutland, Scottish 
Borders, Suffolk, Yorkshire.
Tel. 0345 241 0208 
Fax No. 0345 241 6042 
Web: www.progressgroup.org.uk

Repairs 
There are now a number of different 
arrangements for repairs, so please  
check with your Supported Living 
Housing Officer to find out about the 
correct telephone number to ring.
Remember: Repairs lines are usually 
very busy first thing in the morning. 
If your repair is not urgent please try 
phoning after 11am. You can report 
repairs online 24 hours a day! 

This newsletter is available in audio CD, 
large print, Braille or an alternative language. 
To request your alternative format please 
contact the Progress Opportunities Team on 
03333 204555 or write to them at our Head 
Office address (details above) or e-mail 
progresspeople@progressgroup.org.uk
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Answers 
1: The Olympic 2: Edinburgh 3: Inspector Morse 4: South 
Africa 5: The Royal Air Force 6: Barcelona

Brain-teasers

✂

Many thanks to David Robinson, who has again supplied 
the general knowledge questions for this edition.

There are 10 to find, please circle where these are in the bottom picture.


