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The strategy sets out how we want to 
work with you, our tenants, to improve 
the services we provide. There are many 
ways you can get involved with us, for 
example:

 Mystery shopping – this involves 
filling in a form to tell us how we dealt 
with a phone call you made to us. If 
you would like to become a mystery 
shopper please let us know and we 
can send the forms to you

 Inspector – we have tenants who 
inspect empty properties to tell us 
if they would be happy to move 
there or what they think might put 
people off. We also have tenants 
who inspect gardens and let us know 
if the gardeners are doing a good 
job. If you would like to become an 
inspector please let us know and 
we can arrange to show you in more 
details what is involved

 Attend meetings – we have 
meetings taking place all over the 
country to get feedback from our 
customers on the services we 
provide. If you would like to be 
involved in attending these meetings 
please let us know.

If there are any other ways you would 
like to be involved please let us know 
as we are always keen to try out new 
ways of working. 

Over the last few months we have been working to 
develop our Community Engagement Strategy. 

The Government has published its new 
funding strategy for supported housing 
and it looks much better than we could 
have hoped for. Don’t get us wrong, it 
contains some real challenges. There 
will be increasing pressure on Progress 
Housing Group to deliver value for 
money, particularly in relation to service 
charges, but the Government has reined 
back from their proposal to cap Housing 
Benefit awards for all social housing 
tenants. They have accepted something 
that we and other specialist supported 
housing providers have been arguing 
for some time, that a different funding 
approach is needed for different types 
of supported housing; and crucially 
they have also agreed to protect most 
existing schemes from the worst 
impacts of any future changes. Major 
steps forward indeed!

So, what will it mean for us? Well first 
of all, it is important to stress that this 
is still a consultation and that most 
of the details are not yet known, but 
the Government has announced that 
supported living tenants will continue 
to receive support for their full rent 

Our latest value for money self-
assessment report for 2016/17 is on 
our website. Here are some highlights:  

 We invested £13.7 million into new 
homes (2015/16 and 2016/17) 

 We saved £1.5 million from a 
review of all our of services

 We saved £0.7 million by 
renegotiating some of our contracts

 We approved the sale of some of 
our properties to free up over £2.3 
million of cash to invest in new 
properties

 During the year income collection 
targets have been achieved and 
customer satisfaction has improved

and services charges through the 
benefits system. So no Local Housing 
Allowance (LHA) cap and no applying 
to the County Council for funding, 
which is what we had previously been 
told would happen. This is great news. 
If the Government are true to their 
word, this will go a long way to re-
establishing confidence and enabling 
the development of supported living 
accommodation in significant numbers, 
once again.

In the medium to longer term, the 
Government have said they will work 
with the supported living providers 
(and providers of other “long term” 
accommodation) to improve value for 
money. Again, this is likely to involve 
increasing pressure on service charges 
and very probably on our long term 
voids too; but we would welcome such 
a debate, so long as it is based on a 
mutual commitment to retain existing 
provision and to meet future needs. The 
Government says it will.

The Government’s change of heart 
might be partly a consequence of 

 Void performance is showing 
improvement, with less revenue 
being lost, but we remain below 
our target. 

If you can think of any ways that we 
could save money or improve our 
services without increasing our  
costs, then please get in touch. You 
can read or download a copy of  
‘Our approach to value for money’ at  
www.progressgroup.org.uk/VFM

As you may know, the government has been looking 
at how supported housing may be funded in the future.

Our approach to value for money helps us to 
look at all areas to find savings and maximise our 
income so that we can continue to deliver high 
quality homes and services. Our next supported living forums  

will be held on the following dates:
 North West Forum – 17 November 2017

 Leicester Forum – 29 November 2017

 Bassetlaw Forum – 13 December 2017

 Doncaster Forum – 14 December 2017 

 Newcastle Forum – 22 January 2018

 Galashiels Forum – 23 January 2018

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. 

If you would like to be involved in one of 
the Forum groups listed above, please 
contact Alan Greig on 03333 204555 or 
email community@progressgroup.org.uk 

Supported 
Living 

Forums

Update on the funding 
of supported housing

Value for Money 
self-assessment

some very hard lobbying by the 
housing sector. Over the last year 
we have played a small but hopefully 
important part in the campaign (we’ve 
met ministers, written to more than 
a hundred MPs, met with senior civil 
servants, responded to consultations 
and co-ordinated comments from other, 
similar, supported housing providers, 
amongst other things).

There now follows a 12 week 
consultation period and following that, 
many months no doubt of debate and 
planning whilst the details of each 
proposal are worked through, so there 
is still lots of time for details to emerge 
and that won’t all be good news. For 
the moment though, let’s take this 
latest development at face value. The 
Government have recognised that 
the LHA cap would be a disaster for 
many social housing tenants and their 
landlords. For the first time in a very 
long time we do at least seem to have 
the basis for a more positive dialogue 
with government about the future of 
supported housing.

Barbara

Community Engagement - 
Getting involved

Top tips to stay safe in the dark

 Plan your journey – make sure you 
know where you are going and how 
you are going to get there. Keep to 
well-lit and busy areas, avoiding short 
cuts through dark areas such as parks

 It is important to be seen when you 
are out, if it is dark make sure you 
have something that is high-visibility 
on and if it is cold make sure you wear 
something that will keep you warm

 Make sure you have important contact 
numbers on your phone should you 
need to call anyone. Remember to 
take your mobile phone with you and 
make sure it is fully charged

 Make sure you only talk to people you 
know

 Make sure you tell someone you know 
where you are going and when you 
are expecting to arrive/return

 Keep all your valuables safe and out 
of sight

Trust how you feel, if you don't feel safe, ask for help or go to a safe place. 
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Mencap aim to provide support 
to individuals with a learning 
disability, their families and their 
carers, as part of their vision 
for a world where people with 
a learning disability are valued 
equally, listened to and included. 

Mencap offer a range of activities which 
enable this to be achieved and can offer 
personalised support for a couple of 
hours a week right up to 24 hours a day, 
seven days a week. 

Examples of the personalised support 
they offer includes: 

 support to get involved in the local 
community

 support to meet new people

 support to participate in different 
activities

 care and support at home, this could 
be anything from help with chores to 
having a shower

 support with shopping and 
budgeting

 support with being safe, healthy and 
taking medication.

These support services can help you 
to overcome any obstacles you are 
facing at any point in your life. More 
information on activities Mencap 
support is available here www.mencap.
org.uk/advice-and-support 
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During April 2016 and March 
2017 Group's Scrutiny Pool 
undertook six reviews of our 
services.
These reviews included:

 Estate walkabouts 

 Progress Housing Group website

 Independent Living consultation 

 Progress Connect waiting times

 Repairs communication

 Stage 1 complaints process

The last review undertaken by the 
Scrutiny Pool looked at our Stage 1 
Complaint process. 

The review recommended that 
the ease of accessibility for tenant 
wanting to log a complaint on the 
Group’s website needed reviewing, 
the approach to handling stage 
1 complaints should be more 
consistent as should how we record 

and responded to complaints and 
learn from them.

For all our scrutiny topics you can 
get in touch with the Progress 
Opportunities Team to find out more 
information. The next focus for the 
Scrutiny Panel is Progress Lifeline.  

The next Scrutiny Pool quarterly 
meeting will take place on 
Wednesday 1 November from 10am - 
12pm at Warwick House in Lytham St 
Annes, anyone is welcome to attend. 

Scrutiny Pool 

The Challenge 
achieved! 

The tenants met the young people 
from NSC to get to know each other 
and decide how they would like to 
revamp the communal gardens at our 
Blackburn Road scheme in Darwen and 
at Greenwood Street in Preston. Tenants 
from other areas also got involved in the 
project as they wanted to help with the 
garden makeovers.

Everyone who took part really enjoyed 
themselves and the finished communal 
gardens look fantastic!

Glenn who helped out at both 
schemes said: ‘I really enjoy getting 
involved for a good cause. Its great 
meeting new people and I had a laugh 
with the young people from the NCS’.

Anthony from Darwen said: ‘I thought 
the garden day was super. I made tea 
for people and I got involved with the 
digging and removing rubbish. The 
garden is so much better now, thank 
you NCS!’

George from Preston said: ‘I love how 
we got a new seating area in our garden 
and I did took part in as much as I 
could’.

Over the summer tenants from Preston and Darwen worked with 
the National Citizen Service (NCS) and The Challenge, who provide 
opportunities for 15-17 year olds to improve their lives and work skills 
through exciting activities to build stronger communities.  

Smart meters 
A smart meter is a new type 
of a gas and electricity meter 
that is currently being installed 
in homes throughout England, 
Scotland, and Wales.
The main difference with this type of 
energy meter is a display screen that 
shows you exactly how much energy you 
are using in pounds and pence, helping 
you to measure exactly what energy you 
are using and how much it costs. 

According to Smart Energy GB smart 
meters can bring about a number of 
benefits including:

 More accurate bills that take away the 
need for meter readings to be given

 A better understanding for customers 
on how they use their gas and 
electricity and what activities impact 
their usage the most

 They create a low-carbon, efficient 
and reliable energy by using a smart-
grid

 They allow for innovative energy tariffs 
to be developed and offered.

For more information on smart 
meters please speak to your energy 
provider or visit www.uswitch.com/
gas-electricity/guides/smart-meters-
explained 

Hearty 
beef and 
vegetable 
casserole
Ingredients 
 2 celery sticks, thinly sliced
 1 onion, chopped
 5 bay leaves
 3 sprigs of thyme
 1 tbsp vegetable oil 
 1 tbsp butter 
 2 tbsp plain flower 
 2 tbsp tomato puree
 2 tbsp Worcestershire sauce 
 2 beef stock cubes, crushed 
 850g stewing beef 

Method
Heat oven to 160C/140C fan/gas 3.

Put the kettle on.

Put the celery, onion, carrots, bay 
leaves and 1 sprig of thyme in a 
casserole dish with 1 tablespoon of oil 
and butter.

After 10 minutes stir in the flour until it 
doesn’t look dusty anymore, followed 
by the tomato purée, Worcestershire 
sauce and beef stock cubes.

Gradually stir in 600ml hot water, then 
tip in the beef and bring to a gentle 
simmer.

Cover and put in the oven for 2hrs 
30mins, then uncover and cook for a 
further 30 minutes.

Cook for 1 hour more until the meat is 
really tender and the sauce is thick.

Meet your Gas Team
Simon works with two (soon to be 
three) gas monitoring officers and two 
team leaders. The role of his team is to 
ensure we visit all our properties over a 
12 month period to check that all gas 
appliances in your home are safe and 
working as they should be.  

Simon’s team has lots of experience and 
their friendly proactive approach has 
seen us hit our 100% compliance target 
for gas checks each month, something 
we are really proud of. 

Sean Livesey and 
Phil Lester are team 
leaders and Pam 
Hitchen and Joanne 
Stirland are gas 
monitoring officers. 
The team are always 
on hand to take calls 
and to give advice 
and support should 
you need it. The team 
also has two friendly 
engineers Dan Ogley 
and Lewis Peano, 
who are both new 
to Progress Housing 
Group. They have 

both made a great start to their careers 
and you will see them from time to 
time over the year when they visit your 
home to check your gas appliances for 
safety. Both of them have many years of 
experience within the industry and are 
happy to discuss any concerns you may 

have or answer any questions in relation 
to gas safety. 

The team will build on our existing 
service delivery and give you the 
comfort  of knowing you have a helpful 
and friendly Gas Team at the end of the 
phone or out on the road should you 
need them. 

The Gas Team is part of our Property 
Services team headed up by Lisa 
Breeze, Head of Maintenance. Lisa is a 
great support to the team and is always 
looking for new ways to improve on our 
existing processes so if you have any 
ideas please let us know.  

Given the teams mix of experience and 
the new staff who are now in post we 
are confident that our friendly caring 
approach will help us deliver a high 
standard of service in line with our 
values.

Please remember that giving us access 
to your property to carry out gas checks 
helps to keep you safe in your home.  
We will always make an appointment 
with you beforehand and all our team 
carry ID, which you should always check 
before allowing anyone into your home.  
We appreciate that everyone has busy 
lives, but checking the gas appliances in 
your home is really important, so please 
try and keep to any appointments we 
make with you.

If you have any further questions, 
please call us on 0333 320 4555.

We are delighted to welcome Simon Bower, our new Gas Manager. 
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Work, rest and play

My Duxford Airshow and 
National Railway Museum Trip
“Hello my name is David and I live in Chorley. I travelled to the Flying Legends Airshow at 
the Imperial War Museum in Duxford. I sat in a Spitfire and I also got to meet ex Squadron 
Leader George “Johnny” Johnson (MBE DFM), who is the last British survivor of the 
Dambuster’s Raid of 1943.  He signed a poster of a Lancaster Bomber for me. There was an 
accident when a P-51D Mustang crash landed but I never saw it, the pilot was OK. On my 
way home I visited the National Railway Museum at York and sat in the driver’s seat of the 
London and North Eastern Railway A4 streamline pacific no 4468 Mallard, which is the world 
record holder for steam locomotives at 126mph!!!

“Hello, my name is Chris Wren, I live in Chorley and I am a creative person who 
loves going to art galleries and events. In August I went to Southport Flower show. 
I like flowers as I get ideas for my art that I do at my flat. I really like bonsai trees and 
the way that they grow as they remind me of sculptors. I like colourful flowers as well 
as I use bright colours in my art. I am going to do new art work now after the show 
around what I saw on the day.”

Southport flower show. . .

Flamingo Land
“My name is Glenn Banks and I live in Darwen. I went to Flamingo Land in August this 
year. I enjoyed going there because I went with friends and staff. I stayed for a week and 
went out for food, attractions and the entertainment. I loved Flamingo Land because I was 
able to see lots of animals and I was able to feed them. I fed a sea lion and my friend John 
fed the giraffes. I am looking to go back there in the future. 

Step 1
Call our us on 03333 
204 555 and tell us 
what problems you 
are experiencing with 
your white goods. The 
member of staff who 

takes your call will check to see if we are 
responsible for repairing it.

Step 2
If your machine has a 
fault, we will ask you 
or your support worker 
to check the manual 
that was sent with the 
appliance when it was 

purchased. If the manual isn’t available 
we can advise you where to find it, 
such as on the Internet. The manual 
will contain lots of useful tips on how to 
look after your machine which will avoid 
unnecessary call outs, for which you 
may be charged.

Step 3
Once the checks 
have been done, if the 
appliance is broken we 
will advise you whether 
we will repair or 
replace the machine. 

We will usually try to repair machines, 
but if your machine has already had lots 

We look after white goods in most of the homes we manage. White 
goods include items such as washing machines, tumble dryers, 
cookers, fridges and dishwashers. If anything breaks down or is in 
need of replacement here is what you should do in five easy steps:

What to do if your 
white goods breakIf 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!

of repairs, or if it is very old, we may 
decide to replace it. 

If we order a repair, we will arrange for 
a contractor to visit you and you will 
receive a job number. The contractor will 
contact you to make an appointment at 
a time that suits you. The contractor will 
always show you his or her ID, so please 
don’t let them in without seeing it!

If we need to replace an item, we 
will discuss with you or your support 
worker the best type of appliance we 
can provide you with that will meet the 
needs of everyone who lives in your 
property.

Step 4
If we need to replace the item we will 
ask you for the following information:

 The measurements of the appliance – 
width, height and depth

 Whether it is gas or electric for both 
the oven and hobs

 For cookers, whether you have a 
single or double oven

 For tumble dryers, whether it is 
vented or a condenser tumble dryer

 Please note if the bulb has gone, 
we will advise you or your support 
worker to purchase this from a 
hardware store and replace it. If you 
cannot do this, we can arrange for 

a replacement, but we will need to 
charge you for the call out and the 
part.

Please be careful to send us the correct 
measurements of your item or you may 
be charged for an appliance that doesn’t 
fit.

Step 5
Always look after your appliances 
as they will be more efficient and 
you will avoid being charged for any 
unnecessary repairs. In the past we 
have had to charge for repairs where 
money, mud and other items have 
been found in washing machines and 
tumble dryers. Please remember to 
check pockets before washing clothes 
and always clean out the filters and 
condenser units in tumble dryers.

We hope you find this information 
useful. Remember, many issues 
that people have with appliances, 
especially washing machines and 
dishwashers, can often be solved by 
simply taking care of your appliances 
and carrying out regular maintenance 
and cleaning. Please contact us 
on 03333 204 555 if you have any 
questions about your white goods. 
We are here to help you.

Tenant annual 
review

We have had another busy year and hope that you enjoy reading 
this year’s annual review which is enclosed in this edition of 
Progress People and is also available to view and download from 
our website www.progressgroup.org.uk. All figures in this report 
relate to the period from 1 April 2016 to 31 March 2017.
Each year we produce an annual review for tenants detailing how we have 
performed in the year. Thank you very much for taking the time to read this report. 
It is written for you to help you decide how well we are doing. We would love to 
hear your feedback, both on the report itself and on our performance. We have 
tried to be honest about both what we are good at and where we need to improve. 
Whether you agree or disagree, your opinions matter, so please do let us know; 
use our live web chat by visiting our website www.progressgroup.org.uk, email us 
at enquiries@progressgroup.org.uk, or speak to someone in our Progress Connect 
Team on 03333 204555.

We have had another busy year and hope that 

you enjoy reading this year’s annual review, all 

figures in this report relate to the period from  

1 April 2016 to 31 March 2017. 

Each year we produce an annual review for tenants 

detailing how we have performed in the year.

Thank you very much for taking the time to read this report. It is written for 

you to help you decide how well we are doing. I would love to hear your 

feedback, both on the report itself and on our performance.

We have tried to be honest about both what we are good at and where we 

need to improve. Whether you agree or disagree, your opinions matter, so 

please do let us know.

There are lots of ways that you can have a say and change the way we 

do things and your input really does make a difference. For example, over 

the last year our Scrutiny Pool has contributed towards the development 

of our website to make it more user friendly and it has helped to ensure 

that the website includes information that is useful to tenants. Tenants have 

also shaped our local training offer by helping us to develop a menu of 

community-based training courses that are delivered locally and tailored to 

tenants’ needs. 

We would like to thank everyone who has given up their time to get involved 

with us and look forward to welcoming many more of you on board.

Bernie Keenan 

Executive Director (Services and Growth)

Welcome to our 

annual review Location 
of homes 
1 Buckinghamshire (25 )

2 Cambridgeshire (9 )

3 Cheshire (50 )

4 Cumbria (79 )

5 Derbyshire (27 )

6 Devon (110 )

7 Dumfriesshire (41 )

8 Durham (27 )

9 Essex (22 )

10 Greater Manchester (283 )

11 Hampshire (39 )

12  Lancashire (7,114 )

13 Leicestershire (102 )

14 Lincolnshire (798 )

15  London (38 )

16 Merseyside (180 )

17 Norfolk (123 ) 

18 Northumberland (20 )

19 Nottinghamshire (360 )

20 Rutland (7 )

21 Scottish Borders (68 )

22 Suffolk (31 )

23 Warwickshire (12 )

24 Yorkshire (690 )
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Type of homes 
we manage

80+

70-79

60-69

50-59

40-49

30-39

18-29

Younger than 18 

Our  
customers  

by age 

Key statistics 

from the year
We have had another great 

year and are performing 

well in many key areas, 

however we recognise the 

need for improvements 

with repairs, how we 

communicate and our digital 

offer for customers. Here is 

a selection of performance 

figures to show you how we 

performed.

18,597 

891 120 
97% 

of general 
needs and 
independent 
living tenants 

satisfied with 

the aids and 
adaptations 
service

planned 
improvements 

completed

We welcomed over 

10,255

47,864 
repairs completed

homes
Over

new homes built 

for general needs 

and supported 

living tenants       

people live in our homes

78% 
new tenant satisfaction with 

overall service provided 

84.3% 
of tenants 

satisfied with the 

overall service

We completed over 

5,600 
Telecare 
installations 

5,000
Progress Lifeline customers

Where every pound of  

our money came from
How we spent every 

pound of our money

£ £
1p   Government grant to  

develop new homes

92p   Income from rents  

and service charges

5p  Income generation from  

 other activities  

 (e.g. Progress Lifeline)

2p  Property sales 

Managing our money 
and our performance  
During the year, we achieved our income collection targets and our 

empty property turnaround time improved, with a reduction of revenue 

lost. Repairs performance has dipped following the introduction of new systems. 

Changes have been made during the year to address this dip and the service is 

being monitored. Customer satisfaction with our service overall has improved.

By looking after our money, reducing our costs and making the best 

use of low fixed interest rates on our loans, we are in a strong financial 

position. This means that we are able to continue to invest in maintaining 

and improving our homes and services and build new homes. 

Our successful emergency personal alarm service, Progress Lifeline, 

helps people to live independently in their own home and has  

helped us generate additional income in excess of £2.6 million which  

will be invested back into our homes and services.  

14p Day-to-day repairs 

7p Investment in new properties

1p  Other assets

12p  Planned maintenance and improvements

29p  Cost of delivering services (staff, offices, etc) 

17p Interest charges on our loans

6p Other costs (bad debts, etc)

14p Repayment of loans 

£5.6m 
spent on improving 

our homes

£4.3m 
building new 

homes

£10.45m 
spent on repairing 

our homes

Tenants make a difference

Our Scrutiny Pool is a tenant-led group who help 

to identify more efficient delivery and/or increased 

productivity of services whilst keeping value for 

money in mind. 

Last year the Scrutiny Pool undertook five service area 

reviews that made 28 recommendations, of which 

15 are complete and 13 are being actioned over this 

financial year (2017/18). These reviews looked at: 

 Our website and how easy it is to use

 Our consultation mechanisms in Independent Living 

to ensure as many customers are involved as possible 

 Our call waiting times and how we can look to reduce 

these through utilising other communication methods

 Customer satisfaction with our repairs service, 

recommending the development of a customer 

feedback system 

 Our complaints process from start to finish,  

making recommendations to improve the  

customer experience.

Our Community Investment Fund has continued to 

provide support for local community projects that  

benefit our customers directly. 

Last year for general needs and independent living we 

invested £164,838 in environmental improvements 

such as better fencing, improved car parking, security 

measures and improvement of green areas. In addition, 

we spent £71,780 on supported living environmental 

improvements on providing external lights, improving 

pathways for disabled access and cutting back 

overgrown trees.

38
void and green  

inspections

£19,754.86
We have awarded 

over the last  
12 months

Help into training and 
employment

Progress Futures offers one-to-one 

support to tenants and family members 

to help you find the right training, 

qualifications or employment.

Progress Futures offers a number of 

apprenticeships and work placements. 

Last year we employed four people in 

apprenticeship and trainee roles, as well  

as four temporary work placements.

We also became a partner in a European-

funded project called Age of Opportunity.  

The aim of which is to assist people aged  

over 50 who have struggled to get a job. 

Case study: 

Vasile moved to the UK from Romania in 

2012 and in 2015 he came to us for help. 

We offered him a nine-week work placement 

which gave him the opportunity to brush  

up on his admin skills and improve his 

English. We then encouraged Vasile to  

enrol on a Level 2 course which he 

completed in 2016. The team continued  

to support Vasile to search for work and 

he has successfully obtained the role of 

Building Supervisor with Progress Housing 

Group and is thoroughly enjoying the role.

88
referrals received 

5,350 
customers  

attended

778 
events held

74
customers 

received individual 

support into training, 

education and 

employment

Customer service 
and feedback 

We aim to provide excellent services that exceed your  

expectations. To do this we need to know your views on  

your home and community so that we can continue to make  

improvements. In March the STAR (Survey of Tenants and Residents) survey was 

conducted with a representative selection of tenants. The survey asked tenants, 

not only how satisfied they are with our services but also which ones are the most 

important to them. We received 2,652 responses from a variety of households. 

Four key themes were identified: first time resolution; speed (giving customers 

timescales); information and communication and quality. We have created an action 

plan and are engaging with tenants to improve the service in these areas.

During 2016/17 we did not manage to achieve our target of responding to all 

complaints within 10 days, with a 68.9% annual average. However, in the final 

quarter of 2016/17 due to improved service delivery we achieved a 95.6% result 

of responding to complaints during target timescales. 

We now offer a live web chat facility through our website www.progressgroup.org.uk 

and since its launch in March 2016 we have conducted 3,759 live chats. 

complaints  
received

308

Breakdown of the type of complaints we received

62.5% Were about our repairs and  

  maintenance service 

13.5% Related to customer service

11% Were about the way we manage  

  tenancies and our estates

2%  Were about rents

1.3% Were about housing and support services 

9.7% Were about other issues  

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

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 

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%

customers 

attended job clubs  

and events
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It's all about 
making 

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

t: 03333 204555 
e: enquiries@progressgroup.org.uk w: www.progressgroup.org.uk
Follow us on Twitter  @ProgressHG
Facebook  
www.facebook.com/ProgressStreetTalk

Community safety
We have a specialist Community Safety Team that works closely with 
partner agencies to help prevent and tackle anti-social behaviour. We work with people who are committing anti-social behaviour to support 
them to change their ways. However, we will take action if necessary. Last 
year, we successfully took legal action in 50 cases to put a stop to anti-social 
behaviour; two of our tenants were evicted due to their anti-social behaviour.Partnership workingWe understand that we need support from other organisations to deal with 

aspects of anti-social behaviour. For supported living customers, we work 
closely with social service commissioners, tenants, advocates and support 
providers to ensure our tenants are fully supported if they experience any 
issues in their home.
Supporting witnesses of ASB We provide a 24-hour witness support service for victims and witnesses of 
anti-social behaviour (ASB). Last year we supported 21 witnesses under the 
scheme with 100% customer satisfaction. 

94%
of tenants told us they were satisfied with the way their  anti-social behaviour case was dealt with, which exceeded our target  

of 89%

cases of anti-social 
behaviour

We tackled

621

It took us an average of
  95  

days to close anti-social behaviour cases

Repairing your homes
Last year we completed over 47,864 repairs  to our homes, an average of 4.7 repairs for  every home we own. 
Last year 99.5% tenants told us that they were satisfied with the repair service you received.Repair appointmentsWe recognise that most people lead busy lives so we offer an appointment system for repairs completed by Property Services. Not all repairs have appointments, out of areas or specialist work is completed by contractors on a priority basis; emergency (24 hours), urgent (five working days) and routine (20 working days). We complete emergency repairs within 24 hours and we aim to complete non-emergency repairs within 20 working days.

Last year we invested £5.6 million carrying out major improvements and £10.45 million repairing our homes. We installed 265 new kitchens, 99 new bathrooms, 199 new boilers or heating systems, and completed 216 partial rewires. 
This is in addition to carrying out thousands of day-to-day repairs each year. We are in a strong financial position to make sure this investment continues in future years.

Every year we must check the safety of all the gas appliances that we have provided in your home. Last year, we serviced 5,572 gas appliances. 
In 2016/17 we helped 30 tenants make home improvements through our Tenant Match Funding scheme. This scheme enables you to make home improvements; you can apply for a contribution of 50% towards the cost of the home improvement up to  a maximum of £500. 

Aids and adaptations We invested £221,045 in adapting homes and providing aids to support tenants to live independently in their homes. These include large scale adaptations such as fitting level access 

showers and smaller adaptations such as fitting grab rails, key safes, and providing aids like flashing door bells and vibrating pillows to alert those  with visual and hearing impairments  to potential risks. 
After every adaptation is completed we send a satisfaction survey so that we can measure how well we have performed. Here are the results for 2016/17:

Your feedback
 It was easy to apply for an adaptation 92%
 I was satisfied or very satisfied with the service 97%
 The adaptation met my needs 97%

The average number of days taken to complete a responsive repair (including emergency and non-emergency) is 10.7 days (target 6.5 days).This year is the first full year our new responsive repairs measures have been in place and performance targets have not been met for the number of appointments made and kept and the average number of days taken to complete a repair. We have new processes to improve the scheduling of appointed jobs; which in turn will improve performance and productivity.

Performance indicators 2016/17  
year end

Target 
2016/17

Number of repairs completed in time
88.6% 99%

Number of emergency repairs completed in time 90.3% 99.2%
Number of non-emergency repairs completed in time 87.4% 99%
Appointments kept

90.1% 99%
Number of planned works completed

891 1,287
Percentage completed right first time 96.8% 95%

51.2% 
of all urgent and 
routine repairs 
were offered an 
appointment 

90.1%  
of appointments  
were kept by us  

(target 90%)

1,059 
repairs were 

reported online  
last year

Over

100% 

We achieved  our target of servicing 

gas appliances 

Major repairs  
and 
improvements

Money matters 
Our Financial Inclusion Team can help and support you with claiming welfare benefits, including Universal Credit, budgeting, dealing with debt, low-cost loans, banking and home energy advice. 

Last year the team received over 311 requests to help tenants with benefit advice and their finances. This helped generate £297k of benefit income for 57 tenants, including £13k of discretionary housing payments. Referrals from the team to external agencies also helped  our customers to gain a further £18k.
Rents and service chargesThe way that we set our rents is very closely regulated by the government and we follow strict guidelines. They take into account factors such as property values, the number of bedrooms and average earnings in the local area.

In addition to rent we also charge  ‘service charges’ for services that  we provide that are not covered  by your rent but are included in your tenancy agreement. This can include grounds maintenance and window cleaning. Each year we calculate  how much it costs us to provide  these services to ensure value  for money.

Collecting rent
It is important that we  collect the rent due from  tenants because it is your rent  that funds the services we provide. 

We met our performance target for current tenant arrears last year. We work very closely with tenants who are in arrears and only consider eviction as a last resort. We evicted 40 tenants for non-payment of rent last year.
Average weekly rents for  general needs housing

*All figures exclude service charges

1 bed £75.81

2 bed £88.70

3 bed £97.72

78% 
of tenants satisfied that rent offers value 

 for money 

Average  
weekly rents for 

independent living
£81.48

Average weekly rents for  
supported living
£177.88

Last year, over  

21,555  rent payments were  made online

Value for Money
We want to make sure our services are as efficient  and as effective as they can be, so that the money  you spend with us is put to best use.Our annual Value for Money action plan highlights the  things that we want to achieve to either improve our  services or make them more cost-effective. We review this at the end of every year and produce a Value for Money self-assessment report for the Group. You can read this on our website at www.progressgroup.org.uk.

The following are some of our Value for Money highlights: 
 We invested £13.7 million developing new homes  (2015/16 and 2016/17) 
 We secured £1.5 million of staff cost savings from  a review of all our of services
 We achieved £0.7 million of procurement savings from renegotiating a wide range of contracts
 We approved the sale of some of our properties to free up over £2.3 million of cash to provide investment in new properties.

Funding for new homesIn 2016/17 the Group successfully received  £2.05 million of grant funding from the Homes  and Communities Agency as part of the  2015-18 Affordable Homes Programme.During 2016/17 we successfully delivered 93 new  homes providing both general needs and supported  living accommodation across the country. We also  started work on a further 52 new homes that will provide both homes for affordable rent and shared ownership. 

We achieved

£0.7m
of procurement  

savings

£1.5m 
of staff cost 

savings

We secured

We invested
£13.7m

Awards and 
accreditations
Institute of Directors’ 2017 North West Director of the Year Awards (Shortlisted) March 2017Michelle Stevenson, Legal Executive Director.

Northern Regional Tpas Awards 2016 (Winner) June 2016Excellence Employment, Skills & Training Award - Progress Futures project.
National Tpas Awards 2016 (Shortlisted) May 2016Excellence Employment, Skills & Training Award - Progress Futures project.

Northern Silver Screen Awards (Winner) June 2016
Young Inspiring Tenant award –  Lauren Buchanan.
Northern Silver Screen Awards (Shortlisted) June 2016Building Healthy Communities Award – Walton’s Parade project in Preston that involved supported living scheme tenants building a community garden and vegetable patch.

Women in Housing 2016 (Winner) November 2016
Young Achiever award – Claire Goodworth, Progress Opportunities Officer. 

Women in Housing 2016 (Shortlisted) November 2016
Most Effective Project in Improving the 

Lives of Women or Communities –  Clare House Women’s Refuge. 
Most Effective Board Member award – Janet Hale, Chair of Progress Housing Group.

24Housing Awards 2016 (Shortlisted) October 2016
Best Apprenticeship Scheme –  Progress Futures.
Chief Executive of the Year –  Jacqui De-Rose, Chief Executive of Progress Housing Group.

Housing Professional of the Year –  Gill Harrison, Under Occupancy Officer  at Progress Housing Group.
ACCREDITATIONS
 ASB accredited HouseMark RESPECT ASB charter for housing Customer Service Excellence Disability Confident Employer Contractors Health & Safety Assessment Scheme (CHAS) iN business for neighbourhoods Gas Safe

 NICEIC Approved Contractor CP CHS Code of Practice (Centre  for Housing Support) TSA Platinum Member Living Wage Employer Pension Quality Mark (PQM) ISOQAR
 Investors in People.

We  
completed 

566  aids and adaptations

Kelmarsh Close, Blackpool 
Work has started on the refurbishment of 
an existing property in Blackpool. The work 
should be completed before Christmas.

Kingsbridge Way, Nottingham
In October we took handover of 12 
bungalows. The tenants are due to move 
into these bungalows over the coming 
weeks

Building 
New 
Homes Kingsbridge Way, 

Nottingham



Competition time!
Congratulations to Angela James of Nottingham who is the winner 
of our ‘spot the difference’ competition run in the summer 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 and send your entry to the Marketing and 
Communications Team, Sumner House, 21 King Street, Leyland, Lancashire PR25 2LW.
Deadline for entries is Friday 15 December, 2017.
Name:

Address:

Question 1 
Which British cyclist won this year’s Tour de 
France making it the 4th time he’d won?

Question 2 
Pierce Brosnan made his James Bond debut 
in which film?

Question 3 
Who played Seymour Utterthwaite in “Last of 
the Summer Wine”?

Question 4 
All swans in the UK are property of the British 
Crown - true or false?

Question 5 
Where is the Queens’ Scottish residence?

Question 6 
Mollie King (who has starred in  this years 
Strictly Come Dancing) is a singer in which 
UK girl band?

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 
community@progressgroup.org.uk

8Follow us on Twitter @ProgressHG

Answers 
1: Chris Froome 2: GoldenEye 3: Michael Aldridge 4: True 5: Balmoral 6: The Saturdays

Brain-teasers

✂

Thanks again to David Robinson, who has supplied the 
following general knowledge questions.

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


