
How to  
tell us what 
you think



This leaflet tells you two things: 

• What to do if you are not happy 
with the service we give you

• How to let us know if you are 
pleased with the way we have 
done something 

If you would like this leaflet in another 
language or format (such as large 
print, audio or Braille) or if you require 
the services of an interpreter, please 
phone your Supported Housing 
Officer on 01772 450888.

i

Jeśli chcieliby Państwo otrzymać tę 
publikację w innym języku lub formacie 
(na przykład dużym drukiem, w wersji 
dźwiękowej lub brajlem) albo potrzebują 
Państwo usługi tłumacza, prosimy o 
zatelefonowanie do Biura Obsługi Klienta 
pod numer: 01772 450888.
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Progress Housing Group (Supported 
Living), either owns or manages the 
property you live in. You pay rent to us to 
let you live in your home. In return we try 
to make sure that we do what we should 
do, such as: 

• Keeping your home in good repair

• Letting you enjoy your home in peace

• Decorating any internal areas of 
your home that you share with other 
tenants

If you feel that we have not given you a 
good service then you have a right to 
make a complaint. Making a complaint 
means telling us about something we 
have done, or not done, that has made 
you unhappy.

Telling us about the things we have done 
well and those we have done badly 
is called ‘feedback’. This helps us to 
improve our service in the future.
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You may want to tell us about something 
we have done for you that has pleased 
you. This is called giving a compliment. 
If you want to tell us about something 
we have done well for you, then please 
contact your Supported Housing Officer 
(see back page for our contact details).

When should I tell you if I am not 
happy about something?

You should make a complaint if you feel 
we have:

• Not done something we should have

• Treated you unfairly or impolitely

• Done something we should not have 
done

• Done something badly
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This feedback procedure does  
not cover:

• Anti-social behaviour

• Neighbour nuisance and disputes

If you have a complaint of this type, 
please contact your Supported Housing 
Officer. See the back page of this leaflet 
for how to get in touch. 

If you have a complaint about the 
support you receive you should contact 
your support provider’s main office or 
your local Social Services.
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Who can complain? 
You, as the tenant, or anyone else can 
complain if you are unhappy with our 
service. You may want someone to help 
you to make your complaint. This could 
be a friend, a relative, a support worker 
or any other person acting for you. 

What is a complaint? 

Some people just want to have a chat 
with us about their problem either by 
telephoning us or talking to us face-to-
face.

If you feel strongly that there is 
something we have not done or 
done badly you may want to make a 
complaint.

We will still listen to you and make a 
record of what you say. We will then try 
to put right where we can do so. 
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How do I make a complaint? 
If you choose to make a complaint you 
can do this in whatever way is easiest  
for you. 

There are a number of ways you can 
make a complaint. You can:

• Telephone our offices on  
01772 450888 or Progress Housing 
Group’s free phone number on  
0800 731 9344

• Write to: 
The Operations Director 
Progress Housing Group  
Supported Living 
Warwick House, Kilnhouse Lane 
Lytham St Annes, FY8 3DU

• Email us at  
enquiries@progressgroup.org.uk

• Fill in a form on our website at  
www.progressgroup.org.uk

• Visit our offices in Lytham St Annes, 
Lancashire or Leeds, West Yorkshire
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What happens next?

Stage 1 – Investigation by Service 
Manager 

• All complaints will be acknowledged 
and where possible resolved by the 
end of the next working day.  

 Where we need more time to look into 
the complaint, we will aim to provide a 
full written response within 10 working 
days of receipt of the complaint.  

• If we are unable to respond within 
10 working days and require more 
time, we will write and explain why 
and inform you how long it will take to 
provide a full response.
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What if I am still not happy?

If you are still not happy you can write to: 

The Service Development Team 
Progress Housing Group 
FREEPOST PR1457 
Leyland, PR25 2LW.

Stage 2 – Review  

• If you are not happy with the outcome 
of the Stage 1 investigation, your 
complaint will be referred to the 
Service Development Team at 
Progress Housing Group for further 
investigation.   

• Your Stage 2 complaint will be 
acknowledged by the end of the  
next working day after it went to a 
Stage 2 level. 

• A written response will be sent to you 
by the relevant Operations Director, 
Executive Director or Group Chief 
Executive within 10 working days of 
the request to escalate to Stage 2.  

• If we are unable to respond within 
10 working days and require more 
time, we will write and explain why 
and inform you how long it will take to 
provide a full response.

9



What if I am not happy with the 
response from The Service 
Development Team?

Stage 3 – Tenant Panel

• If you are still unhappy with the 
outcome of your complaint at stage 2, 
you will have the opportunity to appeal 
to a ‘Tenant Panel’ who will support 
you in resolving your complaint.

 The ‘Tenant Panel’ will look at your 
complaint within 30 working days and 
contact you at least 10 working days 
prior to any meeting which maybe 
required in order for the complaint to 
be properly considered.  

• A ‘Designated Person’ can be 
approached once you have exhausted 
the complaints procedure (including 
the ‘Designated Tenant Panel at  
Stage 3).    

• Designated Persons may refer 
complaints to the Ombudsman at any 
time after the complaints procedure 
has been exhausted.    
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• Should you wish to complain directly 
to the Ombudsman (ie. without a 
referral from the Designated Person 
or Designated Tenant Panel) then 
you can do so but only 8 weeks after 
the exhaustion of the complaints 
procedure (including Stage 3).  

Role of the Designated Person/
Designated Tenant Panel

• A ‘Designated Person’ can be an  
MP or a local councillor for the district 
in which a complainant’s home is 
located.  

• The ‘Designated Tenant Panel’ is 
a group of tenants recognised by 
Progress Housing Group for the 
purpose of referring complaints to the 
Housing Ombudsman Service.  

• Designated Persons have the 
power to persuade, negotiate and 
conciliate. They do not have any other 
formal powers other than to make a 
referral to the Ombudsman once the 
complaints procedures have been 
exhausted.  
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• Designated Persons do not have 
power over the organisation’s polices 
and procedures.  

• Designated Persons are not a 
tribunal, do not carry out the role 
of the Ombudsman and are not an 
additional bureaucratic stage in a 
complaints procedure. 

• The role of the Designated Person or 
Tenant Panel is to facilitate resolution 
of complaints which may involve 
providing advice, acting as advocates 
and/or discussing matters with 
Progress Housing Group.  

• Complainants can approach a local 
councillor or MP to act on their 
behalf at any point in the complaints 
process but they will only be formally 
recognised as the ‘Designated 
Person’ following Stage 3.  
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• Only councillors from the district 
in which the tenant lives can be 
a Designated Person under the 
Localism Act 2011. However, 
Progress Housing Group and tenants 
can choose to work with other 
councillors if it would help resolve the 
complaint locally.  

• Where a Designated Person is 
involved (once the complaints 
procedure has been exhausted), the 
complainant should be asked by the 
Designated Person to authorise that 
the Designated Person may engage 
with the landlord regarding their 
complaint and that information can be 
released about the case by Progress 
Housing Group. This must be done in 
writing. 
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Stage 4

• You can write to:

 Housing Ombudsman Service 
81 Aldwych 
London 
WC2B 4HN

• You can telephone the Housing 
Ombudsman Service on 
0300 111 3000

• You can log onto www.ihos.org.uk

• You can email  
info@housing-ombudsman.org.uk

The Housing Ombudsman Service 
checks the work of Housing 
Associations, such as Progress 
Housing Group.

The Ombudsman will first want 
to make sure you have already                   
followed our complaints procedure,  
as set out in this leaflet.
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The service you can expect from us

To make sure that we provide you with 
an excellent service, we set standards 
that we aim to meet for each area of our 
service. 

We have panels of staff and tenants who 
look at the types of feedback we receive. 
These panels will make suggestions 
about how we can improve our service 
to you.  

We promise: When we will do 
this:

At stage 1 we will 
write to you.

Within 10 working 
days of getting your 
complaint.

At stage 2 the 
Managing Director 
will write to you.

Within 10 working 
days of getting your 
complaint.

At stage 3 Tenant 
Panel.

Within 30 working 
days of getting your 
complaint.

To send you a 
questionnaire so you 
can tell us how you 
feel your complaint 
has been treated.  

When we have 
finished looking into 
your complaint.   

To learn from the 
complaints and 
compliments we get, 
in order to improve 
our service.

Whenever we get 
a compliment or 
complaint.
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Progress Housing Group Supported Living
Warwick House, Kilnhouse Lane,

Lytham St Annes, FY8 3DU

Telephone: 01772 450888   
Fax: 01253 642001

Email: enquiries@progressgroup.org.uk
Website www.progressgroup.org.uk
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