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Repairs and Maintenance
We will: 
•  Provide training to tenants on repairs 

procedures and publish information on 
repairs priorities  in the newsletter

Communication and 
Information
We will: 
•  Develop an instant feedback survey  

as part of the annual review visit

•  Increase opportunities for involvement 
through tenant’s inspections and green 
inspections

Advice and Support
We will: 
•  Review the sign up process  

and annual review visit

•  Develop and update the existing 
welfare benefits training in conjunction 
with tenant forum groups

Services and Value  
for Money
We will: 
•  Continue to deliver tenant training 

sessions on value for money to give 
tenants a better understanding on how 
best to spend their money and how to 
develop budgeting skills

•  Carry out pop up mystery shopping 
exercises at properties where 
dissatisfaction was identified in relation 
to value for money with service charges

Tenant Internet Access
We will 
•  Develop and train 5 Supported Living 

Digital Champions to help train other 
tenants on how to access internet 
services

•  Encourage use of the Progress 
Housing Group website services at 
tenant meetings

Health and Wellbeing 
We will: 
•  Promote community food growing  

to 4 tenant groups/schemes

•  Deliver cook and eat sessions to a 
minimum of 4 tenant groups, focussing 
on healthy eating and cooking on a 
budget

Neighbourhoods
We will:

•  Publish information on Anti-Social 
Behaviour in the newsletter and online

•  Raise awareness of Hate/Mate Crime 
and Anti-Social Behaviour by working in 
partnership with outside agencies such 
as the Police through tenant meetings

If you have any ideas on how we can 
improve services to you please get 
in touch using the contact details on 
the back page.

In September 2015 Progress Housing Group, supported living 
tenants were sent a customer satisfaction survey.
This survey is called the STAR survey, which stands for ‘Survey of Tenants and Residents’.  
It asked you to tell us what you think about the services you receive from us. 

Most of you are happy with the services you receive. A total of 1,020 tenants completed the survey and 
overall satisfaction was high at 91%. We have identified seven areas where tenants have told us they are 
unhappy with some services, here are some of the things we aim to do to make things better for you:

Preston Soup

Star Survey Results

Thank you 
to the 1,020 
tenants who 
returned 
their surveys! 

Progress Housing Group sends you 
a rent statement through the post 
four times a year. Sending out rent 
statements is expensive and so far 
this year we have sent over 28,000 
rent statements at a cost of over 
£15,000. 

Throughout January and February we 
surveyed tenants asking them how they 
felt about changing how often we send 
rent statements out from four times 
a year, to once a year. Most tenants 
were happy to change to yearly rent 
statements so from April 2016 this is 
what will be happening. 

If you wish, you can now view your rent 
account through our website. Details 
about how to register for this service  
can be found on our website which is  
www.progressgroup.org.uk

If you would like us to help you set  
up on-line access please call us on 
01772 450896.

Your rent 
statement

Andrea, Community Involvement 
Manager from Progress Housing 
Group, and local resident James 
came to pitch at the event, which 
was organised by staff from the 
University of Central Lancashire 
(UCLan) and other community 
organisations. More than 50 people 
attended, raising £200.

The Walton’s Parade Garden project  
in Preston promotes healthy eating  
and well-being through the creation  
of a community garden. Residents  
from the scheme have transformed  
their outside space, growing vetetables  
and flowers. The area is now a hub for 
the community.

 

Andrea said:  
“ It was a pleasure to be invited to 
pitch for funding for the Walton’s 
Parade Garden project, which is 
going to really help us develop the 
scheme further this year and we  
will be inviting the wider community 
of Preston to come along to meet 
the residents taking part.”

 James added:  
“ It was a great experience and  
I can’t believe we won. It was a 
really good boost to my confidence 
and I really enjoyed meeting new 
people from my community.”

Progress Housing Group’s Walton’s 
Parade Garden project took part in the 
first Preston Soup, which invites people  
to make a small donation in return for a 
bowl of soup and bread and the chance  
to vote on a community project they 
believe will most benefit the city.

http://www.progressgroup.org.uk/
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Council Tax 
Support

New homes 
in Liverpool

You may be eligible for 
Council Tax Support 
(sometimes called Council 
Tax Reduction) if you are  
on a low income or claim 
certain benefits.
What you will get with Council Tax Support

The support you get may depend on factors 
such as which benefits you receive, your age, 
your income, savings, who you live with and 
how much Council Tax you pay.

If you receive a disability or carer’s benefit, you 
may get more Council Tax Support. You may 
also get a reduction if the property where you 
live has been adapted for someone that is 
disabled and uses a wheelchair for example.

You may even get your Council Tax paid in full 
if you get the Guarantee Credit part of Pension 
Credit. If you do not get Guarantee Credit but 
have a low income and less than £16,000 in 
savings, you may still get some help.

Council Tax Support replaced Council Tax 
Benefit in 2013, and each local authority now 
runs their own Council Tax Support schemes. 
Apply directly to your local council to see if you 
are entitled to support.

Progress Housing Group are pleased 
to have undertaken a new £900,000 
development in partnership with L’Arche 
Liverpool. There are eleven L’Arche 
Communities in the UK where people with 
and without learning disabilities share 
life together, living and/or working in 
community. 

Work has started with the first block of single 
person flats on site in the Kensington district  
of Liverpool on Lockerby Road. The development 
will provide homes for eight individuals.

It promises to be a very good base from which 
to provide learning disability services  
to Liverpool.

The development is due to be completed in 
November 2016.

Have you noticed anything different 
about your Housing Officer?  
And we do not mean their hair!
All Supported Housing Officers have been given IPADS, this means that when 
they call and see you they may start recording things on the IPAD rather than  
in a notebook with a pen and paper. This is because we want to make the  
most of technology and reduce the need to carry lots of paper around.  

We are looking at ways we can improve the way we work by using IPADS.  
For example, when we visit you each year, we can now record any details  
of the visit straight onto the IPAD rather than printing out a paper form. This 
helps save time as well as trees!

You should not notice any changes as we will still provide the same services  
we do now.  However, the name of your Housing Officer may change as we  
have been reviewing the structure of the team. We will let you know if there  
are any changes so please do not worry.

As part of this review some of you gave us your ideas about how we  
can improve services to you. Here is what you said:

Progress Housing Group is your landlord.  
We either own or manage the property you live in. In most 
properties we manage, we will repair most parts of your  
home. You do not have to pay for these repairs because  
the cost is included in your rent.

How can I get things 
repaired when they go 
wrong?

When things get broken and need 
repairing please tell us straight away.

You or anyone supporting you can ring 
our Repairs Hotline team on 01772 
642199 between 8am and 6pm Monday 
to Friday. For emergency repairs outside 
these hours, please call 01772 436756

How long will it take to get 
things repaired?

We aim to complete a repair within 
three target times:

•  Emergency repair – to make your home 
safe within 24 hours

•  Urgent Repair – to complete the repair 
within five working days

•  Non-urgent repair – to complete the 
repair within 20 working days.

What is an emergency 
repair?

An emergency repair is something that 
could be dangerous or cause serious 
damage to your home.

For example:

• If you have no electricity

• If you have a water leak

However if you have a gas leak, phone 
the National Grid immediately on  
0800 111 999 - this call is free.

What is an urgent repair?

An urgent repair is something that causes 
you a lot of discomfort or inconvenience.

For example:

•  If your toilet is blocked or not flushing

•  If your windows, outside door or locks 
are insecure so your home is not safe

What is a non-urgent repair?

A non-urgent repair is something that  
can wait up to a month before being  
dealt with.

For example:

•  If some plaster or brickwork  
needs repairing

•  If your doors or windows are sticking

Remember you must 
not say a repair is an 
emergency if it is not or 
you may be charged the 
cost of the repair.

Remember to keep a note of 
the date of your call in your 
diary or repairs logbook if you 
have one. Also note down the 
date when the repair will be 
done.

For Tenants living in LiLAC 
properties, please refer to your 
tenants handbook or contact 
the Leeds office on 0845 241 
6041, as your repairs service is 
managed in a different way.

You said We will

Progress Housing Group 
offices should look at saving 
on electric bills by switching 
off lights as necessary and 
looking at how the gas to the 
buildings is regulated

Consider energy costs as 
part of our review into office 
accommodation. We will also 
encourage staff to be energy 
efficient.

Transport savings could be 
made by taxi sharing across 
Progress Housing Group e.g. 
scrutiny, conferences. 

Encourage taxi sharing where 
possible and public transport, 
but we will continue to fund 
travel and will reimburse 
reasonable costs where needed.

Lunches for training events and 
meetings should be stopped. 
Tenants could be asked to 
bring their own lunches. 
Refreshments like biscuits and 
cakes should still be provided.

We think this is a  good 
idea and will implement this 
immediately

Use video link technology 
for Scrutiny meetings 
which would save on travel 
expenses.

We do have this technology! 
We will trial it and see if it 
works and if the tenants feel 
comfortable doing this. We 
think it is a good idea.

Tenants talked about not 
producing the supported 
housing tenant handbook and 
other information booklets. 

We agree and have put our 
leaflets online. We can help 
tenants to access information 
online.

More people are using IPADs and other computers now to access services 
online. If you would like help in accessing our services, please contact our 
Community Involvement Team on 01772 450888 as they will be  
able to help you.

Housing 
Officers 
go mobile!

Repairs



Work, rest and play
If you have a job, hobby or sport you like doing, we would love to see a photo of it. 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!
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How green  
fingered are you?

Doncaster in Bloom
Tenants from Doncaster entered their garden in the Doncaster in Bloom competition last  
year for the first time. They were really pleased to have won a silver-gilt award and have  
already started making preparations in the garden to enter again this year!!  
Pictured: Adrian and Mark proudly show off their certificate!

Congratulations and good luck!!

DIY skills day
David from Chorley attended a Progress Housing Group ‘Do It Yourself’ 
event recently.

He told us: “I had never done any wallpapering or joinery before  
and I was really keen to have a go.

It was an interesting day and it was my first proper attempt  
at hanging wallpaper, I was told that I d id well which was very  
encouraging for my first time. I’m looking forward to doing it again very soon.”

Manchester Jewish Museum Trip
Chorley tenant Christopher joined other Progress Housing Group tenants on a cultural 
awareness trip to the Jewish Cultural Centre in Manchester. 

Christopher told us: “I found the visit really interesting and learnt about the Jewish Faith.  
I dressed up in traditional Jewish clothing which is important to the Jewish faith. I wore the Tallit 
or prayer shawl which is worn whilst in prayer and the Tefillin which are the cube-shaped black 
leather boxes, containing four scriptural passages. The Tefillin is attached to the head and arm 
and worn during the morning prayers.”

It was a great cultural experience and day out.

Do you have a prize winning garden?
We are holding an annual garden competition, which is free to enter. 
We would like as many of you as possible to enter, so don’t be shy!

Who can enter?

Anyone living in a Progress Housing 
Group property can enter the 
competition, also if you have worked with 
other residents to look after a shared 
garden, you can enter as a group.

You can even recommend a friend’s 
green efforts if you like.

When will the judging be 
taking place?

The closing date for entries is Wednesday 
1st June, and judging will take place the 
week commencing 27th June 2016.

This year’s categories are.

•  Best front garden – for tenants who 
maintain their own front garden

•  Best rear garden – for tenants who 
maintain their own rear garden

•  Best communal garden – open to  
a tenant or group of tenants who 
maintain a community garden for the 
benefit of everybody

•  Best improved garden – for tenants 
who have carried out improvements  
in their garden (before photographs  
will be required)

•  Best container garden – for tenants 
who maintain pots, baskets, window 
boxes and/or containers 

•  Best edible garden – for tenants  
who grow fruit, vegetables and herbs  
in their garden

How can  
I enter? 
Entry forms are available from 
Sumner House and Warwick 
House reception areas, online 
at www.progressgroup.org.uk/
greenfingers or request one 
from us on 01772 450600.

All entries must reach us  
by Wednesday 1st June.

Making his mark
“My Name is Mark and I live in Croxteth Liverpool. I have been living in my house for four years and enjoy living  
there. I am registered blind. I met Alan at a meeting and we got chatting about ‘getting involved’ in other  
aspects of involvement. I used to do audio recordings at Roby College for radio shows that people listened to.  
I found it interesting as I was using lots of different equipment.

I asked about helping out with the audio recording of the Progress People Newsletter that goes out to tenants  
four times each year. I already receive the audio cd which is informative. I thought, why can’t I have a go at doing it?

I went through the stories with a member of staff and we came up with the system that I repeat sentences on  
the audio recorder stopping and starting as we went along. 

It went really well and I enjoyed the recordings. I recorded two stories for the work rest and play section that has different stories about what 
tenants do. It is great that my story will be in the Spring edition.

I am looking forward to going to local recording studio when the next newsletter is done as I will be able to get more involved and continue to do 
the things that I enjoy doing.”

http://www.progressgroup.org.uk/


If you know any jokes, 
please send them in!

When do monkeys fall from the sky?  
A. During Ape-ril showers

Can February March?  
No, but April May

Winners Corner

Spot the snowflake winner – Jamie from Chorley.
                               

Here are the names of the lucky tenants who
have won prizes since the last newsletter. 

Future Directions  
Garden Competition 
Support provider Future Directions held a garden 
competition for homes where they provide support.  
They told us “The competition was a great success and lots of 
people we support from all our areas got involved in creating 
their garden masterpieces! There was a good buzz created on 
our social media pages and people were voting online and in the 
office – staff and people we support.  
The winner was a garden in  
Manchester who have an  
animal themed  
garden, great fun!”

Progress Housing Group  
are holding a garden  
competition this year,  
check out page 7 and  
enter your garden too!!

Useful Addresses and 
Telephone Numbers
Write to us at: 
Progress Housing Group  
Warwick House, Kilnhouse Lane,  
Lytham St Annes, Lancashire FY8 3DU

Office opening hours: 
Monday - Thursday 9am-5pm  
Friday 9am-4.45pm

Tel. 01772 450888 
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 - Friday 9am-5pm  
LiLAC tenants Tel: 0845 241 6041

Progress Housing Group, tenants living in  
Boston, Bourne, Bradford, Cambridgeshire, 
Chesterfield, Cleveland, Darlington, 
Doncaster, Durham, Harrogate, Grimsby, 
Knaresborough, Leeds, Lincoln, London, 
Louth, Middlesborough, Newcastle, 
Norfolk, Northallerton, N. Kesteven, Redcar, 
Rotherham, Scunthorpe, Selby, Sheffield, 
Sleaford, Spalding, Suffolk, W. Lindsey, and 
York.

Tel. 0845 241 0208 
Fax No. 0845 241 6042 
Web: www.progressgroup.org.uk

Repairs 
There are now a number of different 
arrangements for repairs, so please  
check the details given to you when  
you signed for your tenancy to find 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.

This newsletter is available in audio CD, large print, 
Braille or an alternative language. 

To request your alternative format please  
contact the Tenant Involvement Team 01772 
450890 or write to them at our Head Office 
address (details above) or e-mail  
progresspeople@progressgroup.org.uk

‘Progress People’ is published by Progress Housing Group and sent  
to our supported living tenants, support agency partners, service commissioners  
and tenants’ relatives. If you have anything to say about the newsletter or our service,  
or a subject you think would make a good article, please get in touch.

You can write to: Tenant Involvement Team, Progress Housing Group, Warwick House, 
Kilnhouse Lane, Lytham St Annes, Lancashire FY8 3DU.

You can email at: progresspeople@progressgroup.org.uk or telephone on 01772 450890.

@ProgressHG  www.facebook.com/ProgressPeople

http://www.progressgroup.org.uk/
mailto:enquiries@progressgroup.org.uk
http://www.progressgroup.org.uk/
mailto:progresspeople@progressgroup.org.uk
mailto:progresspeople@progressgroup.org.uk
http://www.facebook.com/ProgressPeople

