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We hope you enjoy reading this  
summer issue of your tenant  
newsletter. It covers lots of useful  
and important information for you.  
On the opposite page you can read  
about our main telephone number changing and 
on page 5 is a reminder about your free annual  
gas safety check. 
 
On page 8-10 we provide a detailed article on value for money, 
changes to our staffing structures, our investment in IT and what 
we are doing to improve our digital offer to tenants and customers.

Also, do you have any stories, photos, recipes or money saving 
tips that you would like to share? If so, it would be great to hear 
from you. You will find our contact details on the left.

Bernie Keenan 
Executive Director (Housing, Community and Support Services)
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Gujarat Temple visit 
We organised a cultural awareness event in the 
June half-term holiday so that parents could bring 
their children along – we visited the Gujarat Hindu 
Society in Preston, which is where we held our 
Tenant Conference earlier this year.
We were given a full guided tour of the Temple and sampled some 
authentic cuisine. A great time was had by all!

New  
PHG 
telephone 
number

Following consultation with 
our tenants about telephony 
and the need to streamline 
our service Progress Housing 
Group now has a new, single 
telephone number for all 
customer contact  

03333 204555.  
 
The switch took place on the  
15 June. You will see no change 
to the service and all existing lines 
will simply divert into the new line 
until we phase them out over the 
next two years.

This will not only enhance the 
service you receive but will also 
better enable us to manage call 
volumes into Progress Connect.

You can also, visit our website 
www.progressgroup.org.uk, 
contact us online enquiries@
progressgroup.org.uk and via  
our new live web chat service  
(see page 10 for further details).

Congratulations!
 
Mrs Gillott is our quarterly surveys’ prize draw 
winner having completed a Progress Lifeline 
installation survey.
Please don’t forget to complete or return your customer satisfaction 
questionnaires, whether it be a paper copy or via one of our engineer’s 
iPads. It is a great way of helping us to improve our services and you 
could be the next lucky winner of a £50 Love2shop voucher! 

mailto:repairs@progressgroup.org.uk
http://www.progressgroup.org.uk/
http://www.progressgroup.org.uk/
mailto:enquiries@progressgroup.org.uk
http://www.facebook.com/
mailto:jhodson@progressgroup.org.uk
http://www.progressgroup.org.uk/
http://www.progressgroup.org.uk/
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News in brief

In The Know about 
Lancashire
In The Know is the free 
messaging service brought 
to you by Lancashire 
Police where you decide 
when and how you are 
kept informed about the 
issues that matter to you.

Find out what’s really happening in 
your area – receive regular crime 
updates, information on road 
closures and learn about what your 
local neighbourhood policing team 
is doing.

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

Set up your Direct Debit online

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

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

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

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

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

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

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

You can now set up a 
Direct Debit online. 
This means it is even quicker and 
easier to pay your rent, service 
charges or sundry invoice payments.

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

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

Free gas safety 
check

We will write to you 60  
days before your annual  
gas service is due to give 
you the date of your gas 
appointment.

A gas engineer will call at 
the appointed time. If the 
appointment is inconvenient, 
please phone us on 03333 
204555 to arrange a mutually 
convenient time. 

If you refuse to give us access to 
your home then we may apply 
for a court injunction to gain 
access. Failure to comply with 
an injunction can lead to a prison

sentence or an unlimited fine,  
or both. In some cases, we  
may also apply for possession  
of your home.  

All this legal action can be 
avoided if you allow us access  
to your home to allow us to carry 
out the free annual gas service. 
Please work with us and do 
not ignore this notice, it is your 
responsibility, as well as being  
in your tenancy agreement,  
to allow us access into your 
home to carry out your free  
gas service. 

As a landlord, we are legally obliged  
to make sure that the gas appliances 
that you have in your home are 
properly serviced once a year. Your 
tenancy agreement states that you 
must give us access to your home to 
allow us to complete the free annual 
gas safety check.

If you have no 
home contents 
insurance you 
could be in for  
a shock! 
 
Progress Group does not insure 
your furniture and personal 
possessions, this is your 
responsibility. However we have 
teamed up with the National 
Housing Federation to bring all 
our tenants and residents the 
My Home Contents Insurance 
Scheme, which is designed 
to protect tenants & residents 
against a whole range of risks. 
 
Some of the benefits are:

•  No yearly commitment,  
pay-as-you-go

•  The freedom to pay either 
fortnightly, monthly or annually

•  No excess

•  No minimum home security 
requirements

•  Optional covers available

Ask us for a free application  
pack or contact 
 
My Home on 0345 450 7288

Email 
myhome@thistleinsurance.co.uk

Visit www.thistlemyhome.co.uk
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. Lloyd’s Broker. 
Authorised and Regulated by the Financial 
Conduct Authority. A JLT Group Company. 
Registered Office: The St Botolph Building, 
138 Houndsditch, London, EC3A 7AW. 
Registered in England No 00338645. VAT 
No. 244 2321 96. The National Housing 
Federation is an Appointed Representative  
of Thistle Insurance Services Limited.

http://www.progressgroup.org.uk/
http://www.progressgroup.org.uk/
http://www.stayintheknow.co.uk/
http://www.progressgroup.org.uk/make-payment
mailto:myhome@thistleinsurance.co.uk
http://www.thistlemyhome.co.uk/


Progress Housing 
Group scoops top 
housing award

Collecting the Award for Progress 
Housing Group was Tammy Bradley, 
Operations Director, Community 
Housing and Support Services and 
Scott Salisbury, a 19 year old from 
Penwortham who was helped by 
the Progress Futures Team into a 
Plumbing Apprenticeship with  
the Group. 

Tammy Bradley, said: “We are 
absolutely delighted to have won 
this Tpas Award. Progress Futures is 
making a real difference to people’s 
lives’ helping to get them back into 
training, education or employment. 
Tenants have told us how much 
they value the personal support we 
provide to help them achieve their 
goals and ambitions. Not only does 
this help the individual, but we are 
seeing the fantastic impact Progress 
Futures can have on the family and 
the wider community too.”

One tenant who has benefitted from 
the scheme is Jim McAllan, 55, of 

Kirkham, who had been unemployed 
for 24 years when he contacted 
Progress Futures for help. Formerly 
a support worker, Jim was forced 
to resign due to personal and health 
reasons but, with the support of 
Progress Futures, including help with 
his CV, interview technique, gaining 
his minibus licence Jim is now in  
full-time employment - first as a 
General Maintenance Operative  
and since July 2015 as a Site 
Services Officer.

Jim said: “I would recommend 
Progress Futures to anyone after 
the way they have been able to 
help me. Working again is giving me 
something money can’t buy; it gives 
me confidence, self-esteem and  
self-worth.”   

Progress Housing Group will now go 
forward to the national Tpas Awards 
on 14 July 2016. We will let you 
know how we did in the next issue. 
Fingers crossed!
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Progress Housing Group's 

support for Run for Homes

Thirteen staff volunteers took part 
in a ‘Steps in Work’ event and by 
monitoring their ‘steps in work’ they 
clocked up an impressive 265,969 
steps during their working week.  

We also invited the local community 
in Kirkham and Penwortham to take 
part in a short walk between our 
independent living schemes. Over 50 

people took part in the two events 
and completed over 48,000 steps. 
Everyone had a fantastic time, and 
those taking part in the event were 
rewarded with a hotpot supper.

Katie Teasdale, External Affairs 
Manager at the National Housing 
Federation said: “The team at 
Progress Housing Group are yet 

another example of the commitment 
and passion that we see daily across 
the housing association sector.”

A big thank you to our staff and local 
community for helping us raise the 
profile of the on-going UK housing 
crisis – and hopefully got a little bit 
fitter in the process!

Scrutiny 
Pool
The Scrutiny Pool is a  
tenant-led group that inspects 
and scrutinises our services 
to make improvements for 
our customers. As a Scrutiny 
Pool member, you will review 
services so you can make vital 
recommendations to Progress 
Housing Group. Over the last 
few years the Scrutiny Pool 
has assisted in improvements 

for the repairs service, 
arrears letters, service charge 
descriptions and the tenant 
handbook, to name but a few.

The Scrutiny Pool has now 
published 11 reports and has 
recently finalised their latest 
report and recommendations 
on the customer experience of 
estate walkabouts and estate 
appearance. The report makes 
recommendations around the 
communication tools that are used 
to promote estate walkabouts and 
how walkabouts can be inclusive 
of supported housing customers. 
The action plan for these 

recommendations will be presented 
at the next quarterly meeting in 
August.

If the Scrutiny Pool sounds like 
something you would be interested 
in, then we would be delighted to 
welcome you to the next quarterly 
meeting at Warwick House,  
Lytham St Annes on Thursday  
18 August at 2pm.

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

Community and staff from Progress Housing Group recently took part in the 
National Housing Federation's nationwide campaign to raise awareness of 
the continuing housing crisis in the UK and to help housing associations raise 
awareness of what they do for people and neighbourhoods in their areas.

Progress Futures has won a top award at this year’s prestigious 
housing industry’s Tpas Awards. They were presented with 
the Award in the Excellence, Employment, Skills & Training 
category at the northern regional ceremony at the Palace Hotel 
in Manchester in April 2016. 

Lights! 
Camera! 
Action!

Placeshapers, a network 
of more than 100 housing 
associations, contacted  
us to ask if they could 
include the story of one 
of our Progress Futures 
customers in a film 
they wanted to produce 
to promote member 
organisations’ success 
in helping people into 
employment.  

Progress Futures’ customer 
Jim McAllan spent an exciting 
day on a shoot in Manchester, 
telling his employment story.  
As we go to print, Jim will be 
making his acting debut in 
the final cut when the film is 
premiered at PlaceShapers’ 
Chartered Institute of Housing 
conference in Manchester 
on 29 June 2016. Visit our 
website to view the film,  
www.progressgroup.org.
uk/jims-storyLeft to right Scott Salisbury, Tammy Bradley and Jenny Osbourne - Chief 

Executive at Tpas.

http://www.facebook.com/ProgressStreetTalk
http://www.progressgroup.org/


Last year you will no doubt be 
aware that the government told 
all housing associations that they 
had to reduce rents by 1% each 
year from 2016/17 and for the 
following three financial years. 
This has meant that the income 
received from tenants will be 
significantly less over the coming 
years. We anticipate this loss 
of revenue over the four years 
of 1% reduction in rent will be 
around £9m.

In addition to this from other 
government cuts in expenditure we 
anticipate significant reductions in 
Supporting People grant the Group 
receives from local authorities to 
pay for support services, such as 
scheme managers at independent 
living schemes. So over the next 
four years the amount of money 
that the Group receives to fund the 
services that we provide is going to 
be significantly less. 

We are, however, still a financially 
successful organisation that wants 
to continue to build new homes 

for local people, continue to invest 
in our existing homes and provide 
better services. But to continue to 
be financially successful, especially 
when we know our income over 
the next four years is going to 
reduce, we need to make sure that 
we reduce our costs and look at 
providing services more efficiently.

So we have accelerated our existing 
Progress Forward review so that we 
can achieve greater efficiencies and 
better value for money in a shorter 
timescale. 

During the review we have 
looked at:

   Our staffing structures 
To make sure our staff structure 
is right for the future in particular 
to enable us to deliver services to 
you more effectively and efficiently.

   Our IT 
To make sure we have invested in 
the leading industry IT hardware 
and software particularly to enable 
mobile working for our staff. 

   Our digital choice to  
tenants and customers 
To make sure that we improve 
the services we make available 
digitally so that tenants and 
customers can access services 
using a PC, smartphone or tablet 
at a time that suits them more 
easily.

   Delivering value for money 
We recognise that our services 
are paid for by our tenants and 
we wanted to make sure the 
changes we made were more 
cost-effective and delivered  
value for money.
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Changes to our 
staffing structures
We have reviewed about half of 
the teams that deliver services 
across the Group. The remaining 
teams will be reviewed during 
the rest of 2016. Here are some 
important changes we have 
made:

   We have brought teams that 
previously delivered similar 
services across the separate 
housing associations in the 
Group into joint teams that  
now deliver services across 
the Group within their area of 
expertise. So, for example,  
our Income Collection and  
Community Safety Teams  
now deliver services across the 
whole Progress Housing Group.

   We have kept specialist teams 
where we felt this was best – 
such as dealing with anti-social 
behaviour and collecting rent 
arrears whilst creating dedicated 
‘visiting officers’ for more general 
enquiries.

   We have reviewed the staffing 
structures so that they are better 
matched to IT systems as well as 
the future needs and demands of 
the Group.

As a result of this work we have 
reduced the number of staff we 
employ by 38 all through voluntary 
redundancy. Whilst it is always sad 
to lose dedicated and experienced 

staff we believe the new staffing 
structure, coupled with our 
investment in new IT, will deliver 
a better more efficient service to 
tenants and customers. 

During 2016 more reviews of the 
rest of our staffing structures will 
take place which we believe will 
deliver greater efficiencies and value 
for money.

Investing in IT
Since 2014 we have invested 
significantly in IT. This 
has involved updating our 
infrastructure so that our IT 
is delivered across improved 
networks using leading edge 
technology, as well as investing 
in IT solutions that can deliver 
mobile working for our staff, 
to allow staff to be more agile 
so they can work at any Group 
office or at home as well as 
improving the way data is 
moved across the Group.

So as an example our Repairs 
Team now use iPads to get work 
orders delivered to them rather 
than paper work tickets, so they 
can complete work and capture 
tenant feedback all electronically. 
Our Income Collection and Anti-
Social Behaviour Teams now use 
iPads where work is delivered 
electronically to them, they can 
access and update cases on the 
doorstep and in tenants’ homes. 
This means there is less need for 
them to use our offices so more 
visits to tenants can be undertaken.

So since 2014 we 
now have 81 staff 
working mobile 
with another eight 
going live within 
the next month. 
As a number of our staff are 
now working mobile they will be 
spending much less time in our 
offices and more time visiting 
customers and working off-site. This 
is particularly true of our Community 
Housing Officers, Debt Recovery 
Officers and Community Safety 
Officers. If you want to speak face 
to face with a member of staff then 
please call our Progress Connect 
Team on 03333 204555 who will 
be able to book an appointment  
for you – either in our offices or at 
your home.

If you turn up at our offices wanting 
to speak to a member of our staff 
who is not office based and you 
haven’t made an appointment 
beforehand there is a risk that they 
will not be available to speak to you 
in the office as they will be working 
off-site.

This is, however, only the start of 
the process and as we continue 
our development of new IT and 
implement more mobile working 
across the Group. We envisage the 
final number of staff working mobile 
to be just over 250.

Since the summer of 2014 Progress Housing Group 
has been reviewing the way that we provide services 
to our tenants and customers to become more efficient 
and deliver better value for money. We have called  
our review 'Progress Forward' to demonstrate that  
the whole aim of the review was to look forward and 
make changes for the better. 

Value for Money - 
Progress Forward

http://www.progressgroup.org.uk/
http://www.progressgroup.org.uk/
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Improving our 
digital offer to 
tenants and 
customers
We recognise that not all of our 
tenants and customers will want 
to access services digitally or have 
the means to do so. That is why 
we believe we should aim to have 
customers accessing our services by 
‘choice’. 

We have already delivered some 
changes and have some exciting 
plans for the future.

So far we have:

   Delivered a new website with 
the help of tenants on our 
Communications Panel. The 
website looks more modern and 
allows tenants and customers to 
access a variety of information, 
download information and access 
services such as paying rent, 
reporting anti-social behaviour 
and reporting repairs. As of March 
2016, 791 tenants were registered 
to view their rent account and log 
repairs. There were over 59,000 
sessions on the website between 
1 Oct 2015 - 31 March 2016, 
with over 8,000 payments made 
and over 480 repairs reported. On 
average we have 329 hits per day 
on our website.

   Implemented live ‘web chat’ on 
our new website so that tenants 
and customers can chat with 
our Progress Connect staff 
rather than having to telephone. 
Whilst this new facility is in the 
early stages we are getting 
10 customers a day using the 
facility and feedback so far has 
been very positive with over 200 
customers using this facility within 
its first month of implementation.

   As mentioned on page 4, we 
have implemented a new online 
Direct Debit IT system that allows 
customers to set up their own 
paperless Direct Debit online. This 
is in addition to tenants being able 
to contact our Progress Connect 
Team to do this on their behalf. 
Tenants and customers paying 
rent and other charges by Direct 
Debit saves the Group money 
because the cost per transaction 
is lower which means we can 
reinvest the money we save into 
the services that we provide. 

In the near future we will also be:

   Implementing an ‘app’ that 
can be downloaded onto a 
smartphone that will introduce 
more online functionality for 
tenants and customers such as 
reporting repairs and for certain 
repairs to book their appointment 
for the repair to be carried out.

   Adding the same functionality 
delivered through the new smart- 
phone app onto the website. 

Delivering value 
for money
Our new value for money report will 
be made available in the next few 
months that will set out how, as a 
Group, we have delivered value for 
money over the past financial year. 
The Progress Forward project has 
made a significant contribution to 
achieving value for money since 
2014 and will continue to do so over 
the next 12 months.

The Scrutiny Pool will 
be reviewing the new 
website and access  
to information for those 
not able to use it. This is a new shared ownership 

scheme on Whitley Drive, 
Buckshaw, a S106 site being 
developed by Redrow. We have 
picked up the affordable element 
of the site and will take handover 
of the 14 units in three phases.

•  Phase 1 Plots 31-35 = five, two 
bedroom houses were handed 
over in April 2016 - proposed 
shared ownership

•  Phase 2 Plots 53-56 = four, 
one bedroom apartments 
forecast July 2017

•  Phase 3 Plots 57-61 = five, two 
bedroom houses forecast July 
2017

•  Four, one bedroom 
apartments all for general 
needs rent

•  Ten, two bedroom houses 
- these were originally all for 
general needs rent, however we 
have requested a variation to the 
planning/S106 to convert five 
units to shared ownership 

All five properties have off-road 
parking with rear grassed and 

flagged gardens, upgraded 
kitchens and solar panels on 
the roof which provide electricity 
generation and will reduce the bills 
for the owners. 

Heritage Brook 

New homes

Haig Avenue, Leyland 
The development off Haig Avenue 
in Leyland was handed over in May. 
The 20 unit scheme (to be known 
as Poppy Close and Legion Court) 
consists of eight, two bedroom 
houses. The properties will be 
offered on sale through a shared 
ownership lease and marketed by 
Bridgfords estate agents. A further 
four, two bedroom houses will be 
for affordable rent as will eight, one 
bedroom flats.   

The Sheilings, 
Arkholme, Lancaster
Progress Housing Group is working 
as development agents for Lune 

Valley Rural Housing association, 
a small volunteer-run association 
that specialises in providing rural 
housing. We will shortly be starting 
on-site on our first scheme with 
them, the provision of three houses 
for rent in the small village of 
Arkholme. The three units are part 
of a development by Russell Armer 
Homes and we have been working 
closely to achieve this alongside 
the developer and Lancaster City 
Council. As a result of our growing 
reputation in the area we are also 
close to signing an agreement with 
Story Homes Ltd to provide 12 
units for affordable rent in Galgate, 
near Lancaster. These properties 
will be owned and let by Progress 
Housing Group.

Hewitt Street, Leyland
Hewitt Street is a Homes and 
Community Agency grant-funded 
scheme. It is located near Leyland 
train station and consists of 
33 units, a mix of one and two 
bedroom flats and two bedroom 
houses. 25 properties are for 
affordable rent and eight, two 
bedroom houses are for shared 
ownership sale. 13 properties have 
completed to date and provided 
new homes for local people. As 
we go to print, the final units are 
forecast to complete at the end  
of June and the shared ownership 
properties are currently being 
advertised by Bridgfords estate 
agents in Leyland.

Haig Avenue, Leyland Hewitt Street, Leyland

http://www.progressgroup.org.uk/
http://www.facebook.com/ProgressStreetTalk


Just like we all have physical 
health, we all have emotional 
health that needs to be taken 
care of equally as much. From 
time to time things can affect 
us or can weigh heavily on 
our shoulders. We may find 
it difficult to talk to someone 
we know for fear of burdening 
them or appearing as if we 
cannot cope. This can have a 
huge impact on our emotional 
health and can cause us to feel 
even more worried or isolated.  

Here at Key we offer ‘person-
centred’ counselling with fully 
trained counsellors who will listen 
to you, try to help you make 
sense of your feelings, help you to 
understand what is happening and 
try to find ways to help you move 
forward. Our counsellors don’t 
usually give specific advice or tell 
you what to do but rather, they 
will support you to help yourself 
by encouraging you to see your 
potential and develop your own 
personal coping strategies. You 
are the best person to direct your 
own journey and that is what the 
counsellor will focus on.  

Counselling gives you the chance 
to talk to somebody about the 
things that are happening in your 
life and how this is affecting you, 
so issues will vary between each 
and every person. Some examples 
of issues that our counsellors have 
talked with people about include: 

  Anger                                                          

  Stress

  Low self-esteem

  Bullying or abuse                                                      

  Family or school problems

  Losing someone close to you

  Depression

All sessions with our counsellors 
are private and confidential  
(unless there is a risk of harm)  
and are provided in our relaxed 
and comfortable room over at 
the Key office (2 Balfour Court, 
Leyland, PR25 2TF).

  Digital skills

  Energy efficiency advice 

  Welfare benefits advice 

Over the coming months they 
are going to be rolling out their 
digital roadshows, visiting our 
independent living schemes in 
South Ribble and Fylde.

The aim of the sessions is to help 
residents to become more digitally 
included. They will assist with 
various digital skills, getting online, 
staying safe online, accessing the 
Group’s website and exploring 
the self-service functionality of it 
i.e. how to pay rent online, how to 
report a repair. 

In May the Progress Champions 
visited Orchard Grange in 
Penwortham to pilot their 
roadshow, where they helped five 
residents improve their digital skills 
and worked with one lady who 
has now decided to purchase  
an iPad!

Our Progress Champions are 
happy to work with small groups 
or on a one to one basis and 
this applies to all our tenants - 
please contact the Community 
Involvement Team for more 
information on the help our 
Progress Champions can offer.

Progress Champions are tenants of ours 
who volunteer their time to help and assist 
others, they specialise in several key areas: 
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Key 
counselling 
service
Key Unlocking Futures is Progress Housing Group's 
charity which works to help people build better lives.

Annual Report
2014/15

For more information or to refer 
to Key's counselling service, 
please contact Sara Holland  
on 01772 678979 or email 

sara@keyyouthcharity.org.uk

Progress Champions 
roadshows How to make 

a payment/
view your rent 
balance online
 
You can view your rent 
balance and make  
payments 24/7 by logging  
on to our website at  
www.progressgroup.org.uk/
login

You can make a payment/pay 
your rent in a number of ways:

Direct Debit  
(see page 4)

Online at  
progressgroup.org.uk/ 
make-payment/

Telephone 
03333 204555

Swipe Card

http://www.facebook.com/ProgressStreetTalk
mailto:sara@keyyouthcharity.org.uk
http://www.progressgroup.org.uk/
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Tenant 
Conference 
2016

The focus of the conference was on 
new digital technologies and how 
they can help tenants to access 
services. The afternoon session 
included a range of workshops 
with a digital theme designed to 
help tenants get the best out of the 
new technology and also included 
information on how to get the 

knowledge and skills to do so.  

Jacqui De-Rose, Group Chief 
Executive of Progress Housing 
Group, said: “Our Tenants’ 
Conference is always a highlight of 
our year. It’s great to see our tenants 
get involved with us and to receive 
their feedback on our services. 

This year it was also important to 
inform our tenants of the changes 
to services and the challenging 
environment facing the housing 
sector at the moment.” 

The day closed with the Progress 
Housing Group Community Stars 
awards presentation.

The annual Community Stars awards winners 
were announced at the annual tenant conference, 
Making Progress 2016. 
All nominees were invited to the presentation which was held at the end of 
the conference, and the winners were awarded with a certificate and a £50 
Love2shop voucher.

The judges were spoilt for choice with over 30 nominations submitted  
for the four categories, but were finally whittled down to the winners, 
detailed opposite.

Over 70 local residents attended Progress Housing 
Group's annual Tenant Conference, which took place 
in March at the Gujarat Hindu Society and Community 
Centre in Preston.  

Community Champion
Awarded to a resident who has 
made a positive difference to their 
local community.
This person may have:

  Helped to promote the views of 
other residents

  Overcome personal obstacles to 
achieve success

  Volunteered regularly for a 
community group or sports club

  Created a sustainable activity 
within their community, 
encouraging interaction between 
other tenants

  Volunteered their own time 
to assist others within the 
community

Winners: Paula Brooks  
and Lesley Bell
Paula and Lesley are the definition 
of Community Champions. 
They are both fully committed to 
Broadfield Community Association 
(BCA) as Chair and Vice Chair of 
the group. 
Their commitment to the Broadfield 
estate is second to none. They 
actively try to improve the area, 
working with the community and 
the younger people that live there. 
They have helped to organise 
numerous community events, 
such as the Big Lunch and the 
Broadfield Christmas party. At the 
monthly BCA meeting they speak 

of collective community views to  
Progress Housing Group (PHG), 
the Police and other agencies. 
They have attended training 
courses at Trafford Hall for Social 
Isolation, Energy Efficiency and 
more so they can use their 
knowledge to help others on the 
estate. 
They have recently become 
Progress Champions as well so they 
can help others to get online as well 
as communicating other important 
messages from Progress Housing 
Group to the community. Lesley and 
Paula come as a pair, and they both 
truly deserve this award. 

Awarded to a resident who has 
given up their own time to help us 
to improve our homes, communities 
and services. The actions and 
dedication of this resident will have 
made a real difference.
This person may have:

  Encouraged other residents  
to get involved in their  
landlord’s work

  Shown an outstanding 
commitment to resident 
involvement

   Worked with their landlord to help 
improve services for others

Winner: Don Smith
Don is very dedicated and 
committed to his role as an 
involved tenant. He attends many 
of our panels and forums and his 
contribution is always positive.
Don represented Scrutiny Pool at 
a recent Board meeting and was 
very impressive and professional 
throughout. He informed the Board 
of the good work the Scrutiny Pool 

are doing and discussed areas 
they were working on and the 
recommendations they have made.
Whilst Don is a tenant first and 
foremost and represents tenants 
very well and puts their points of 
view forward, he is also a great 
ambassador for Progress Housing 
Group!

Community Involvement Champion

Awarded to a resident who goes 
the extra mile to look after their 
neighbour(s).

This person may have:
  Gone out of their way to  
help others

  Cared for others (giving free care 
and support)

  Shown dedication to improve the 
local area

  Overcome personal obstacles to 
help others

Winner: Elizabeth Bracken
Elizabeth lives in a supported living 
scheme in Darwen and always looks 
out for her neighbours. She rallies 
the other residents to help out in the 
community garden, making sure 
that it stays clean and tidy and a 
usable space for everyone.

Good Neighbour 

Progress Futures Achievement award
This individual has committed 
themselves, been proactive, 
engaged with services and achieved 
success in their Progress Futures’ 
journey; they haven’t necessarily 
gained employment, but have taken 
the steps to get there.
Winner: Ben Croall
Ben was supported by Progress 
Futures in 2014 to establish a 
career path after leaving school at 
the age of 16 and being the sole 
carer for his mother.  

Ben had already taken steps 
to improve his employability by 
enrolling on a Maths and English 
course at Blackpool and Fylde 
College. Ben was then supported 
to enrol on a Level 1 Groundwork 
course with Blackpool Build Up 
and he also completed a 12 week 
work experience placement with 
our Estate Caretaking Team from 
February to May 2015. During 
this time Ben managed to pass 
his driving test, he was supported 

with some driving lessons through 
the Progress Futures bursary, 
completed his Level 1 course and 
went on to complete his Level 2 
with Blackpool and Fylde College.  
He has been successful in gaining 
a labouring job in Blackpool and is 
still in employment.

Community Stars awards

1

2

3

4

Jacqui De-Rose, Group Chief Executive of Progress Housing Group

http://www.progressgroup.org.uk/
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If so, Progress Housing Group 
has a charity budget for local 
charities. The Group can 
support local charities up to a 
maximum of £300.

Recently, the Group has 
approved applications to 
support:

   North West Air Ambulance

   Leukaemia and Lymphoma 
Research

   Neonatal Unit at Royal 
Preston Hospital

   Cancer Research UK 

For more details about 
the charity budget please 
contact Ali Hughes, 
Community Involvement 
Officer on 03333 204555.

Are you part of a local charity? Does the charity need financial 
support in their fundraising efforts?

Charity budget

The following dates have been organised:

Saturday 2 July – 10am - 12 noon at Penwortham 
Community Centre, Penwortham.

Thursday 7 July – 6pm - 8pm at Lower Lane 
Community Centre, Freckleton. 

Our Progress Champions will help staff to facilitate 
these sessions.

If you are interested in attending one of these 
sessions, please contact the Community 
Involvement Team on 03333 204555.

Are you intrigued to see what 
the ready to let property 
across the road looks like 
inside? If so, then we have 
volunteering opportunities 
available for you to become a 
tenant void inspector.

Once a property becomes empty 
we want you to make sure that 
we have made the necessary 
repairs to make the property 
lettable again, by meeting our 
Lettable Standard. You will also 

be given the opportunity to give 
your personal opinion on how to 
improve the property to increase 
its letting potential.

This is a fantastic opportunity 
for those who are interested in 
increasing their employment 
prospects. Full training will be 
provided to all new inspectors 
and mileage costs will be paid to 
those with their own vehicles. 

If you are interested in becoming 
a void inspector then simply 
contact the Community 
Involvement Team on  
03333 204555 or email 
community@progressgroup.org.uk 

Want to know more? Come 
along to the Void Inspector 
quarterly meeting on Tuesday 
16 August, 2pm at Sumner 
House, Leyland.

After receiving feedback from tenants who could not attend this year's 
conference, due to it being held on a week day and during the day, it was 
decided that some mini sessions of the conference workshops would be 
delivered locally, in our communities.

Would you like to have the chance  
to look around other properties?

Void inspectors

Tenant Conference:  
mini sessions

All the projects have directly brought 
benefits to our customers and the 
communities in which they live. The 
fund was previously managed by 
a panel made up of tenants and 
board members who decided how 
the money was spent to make sure 
that it had the greatest impact for our 
tenants. However, over the past twelve 
months we have worked together to 
develop a new approach to receiving 
and delivering bids to attract more 
focused/appropriate applications to 
reflect customers’ needs.

They have now formed thematic 
working parties, made up of tenants, 
staff and partner organisations, who 
are focussing on two key areas 
which are Progress Futures and 
Community Events. The working 
parties meet monthly as a minimum 
to discuss the service area and work 
with local agencies who can help 
deliver services around each theme. 
We are looking for more customers 
to be part of these working parties 
to directly inform the work we 
commission. 

Membership is voluntary and can 
provide you with the opportunity not 
only to have your say but really have 
an impact on the activities delivered 
locally whilst allowing you to learn  
new skills and meet new people. 

For more information about 
this position or to register 
your interest please contact 
Sian Coulton, Senior 
Community Involvement 
Manager on 03333 204555. 

Community  
Investment Fund

The Community Investment Fund was set up in 2009 with a budget  
of £1.5m to invest in projects and activities to improve our communities.  
Over the years the fund has supported numerous projects in a range 
of areas, including youth engagement, community fun days, sporting 
activities, training courses, environmental improvements, plus much more. 

http://www.facebook.com/ProgressStreetTalk
mailto:community@progressgroup.org.uk


Governance 
rule changes 
In the Autumn of 2015, the Group 
consulted with customers about 
proposed changes to its Rules. 
The Rules set out how the housing 
association is run to ensure it is 
compliant with the law, good practice 
and the requirements of our regulator, 
the Homes and Communities 
Agency (HCA).  

The board of non-executive directors voted to use the National 
Housing Federation’s Model Rules as these represent good 
practice in the housing sector. In doing so, this impacted on 
how our boards of management are made up. Historically,  
New Fylde Housing Limited and New Progress Housing 
Association Limited had representation from tenants and the 
local authorities who sat as non-executive directors on these 
boards. These were known as constituency members. The  
new Rules do not allow for these constituency members as  
the regulations require that all board members are elected 
based on their individual skills rather than their background.  

The new Rules came into effect on 1 April 2016 and along 
with it came a new board, which includes continuing members 
and some new faces. These board members went through a 
rigorous interview process and the Group is delighted with the 
range of skills and experience provided by the board of the  
non-executive directors.  

The Board continues to be supported by a strong tenant 
Scrutiny Pool and a wide range of tenant engagement and 
feedback mechanisms. If you would like to find out more about 
the work of the Board visit our website https://goo.gl/b3yNKH 
or for tenant involvement opportunities https://goo.gl/ofRVXI,  
or please contact: 
 
Eric Hughes on 03333 204555  
or email ehughes@progressgroup.org.uk  
(for Board queries) or

Sian Coulton on 03333 204555  
or email scoulton@progressgroup.org.uk   
(for tenant involvement)
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New State Pension
A new State Pension was introduced 
for people who reached state pension 
age on or after 6 April 2016. The full 
new State Pension is £155.65 per 
week which is above the basic level 
of means-tested support currently 
available through Pension Credit.

The National Living Wage
The new National Living Wage (NLW) 
came into effect on 1 April 2016. All 
workers aged 25 and over are now 
entitled to earn a minimum of £7.20  
an hour.

The Benefit Cap
The government in the 2015 summer 
Budget put forward proposed plans to 
reduce the Benefit Cap for families to 
£23,000 in London (£15,410 for single 
claimants) and £20,000 elsewhere 
(£13,400 single claimants). To give 
some time to prepare for the new cap 
it is now planned to come into effect 
from autumn 2016.

Future changes which may affect you

From September 2016
   Reduction in support available 
as part of Disabled Students 
Allowance. 

   New maintenance loan support 
will replace student grants. Cash 
support for new students will 
increase by £766 to £8,200 a year. 
Loans will be paid back only when 
graduates earn above £21,000  
a year. 

   The government will lift the age cap 
on new loans to postgraduates from 
2016/17 so they are available to all 
those under 60. 

   The amount by which a tax credit 
claimant’s income can increase 
in-year compared to their previous 
year’s income before their award is 
adjusted (the income rise disregard) 
will be reduced to £2,500.  

If you have any benefit queries 
please contact the Financial 
Inclusion Team on 03333 204555.

Working age  
benefits frozen 
The Chancellor announced in 
last year’s summer Budget that 
there would be a four-year freeze 
on working age benefits and tax 
credits. The freeze will affect: 

   Jobseekers Allowance (JSA)

   Employment and Support 
Allowance (ESA)

   Income Support (IS)

   Housing Benefit

   Universal Credit

   Child Tax Credit

   Working Tax Credit

   Child Benefit

Pensioner, disability, carer and 
maternity benefits are excluded 
from the freeze.

Tax Credit income  
rise disregard reduced
Despite the government’s u-turn 
on changes to in-work tax credits 
last year, there will still be a 
reduction to the tax credit ‘income 
rise disregard’ (the amount a 
claimant’s income can increase in 
a year without seeing a reduction 
in tax credit entitlement). The 
disregard will reduce from £5,000 
to £2,500.

Universal Credit work 
allowance reduced
From 11 April 2016, the 
Universal Credit work allowance 
- the amount you can earn 
without your benefit being 
affected - has been reduced. 
For disabled people and people 
with children the work allowance 
reduced to £192 per month 
if they have a housing cost 
element in their claim, and £397 
per month if there is no housing 
cost element in the claim. The 
allowance has been abolished 
altogether for non-disabled 
claimants without children.

Removal of Housing 
Benefit Family Premium
From 1 May the Housing Benefit 
Family Premium was withdrawn 
for new claims for housing benefit 
with a child on the claim.

Housing Benefit backdating 
period reduced
From April, Housing Benefit 
backdating was reduced so  
that new claims for working  
age claimants will only be 
backdated for a maximum  
of one month (previously it  
was up to six months).

Claims for Housing Benefit can 
only be backdated if you show 
that there was ‘good cause’ (a 
strong reason) for not claiming 
the benefit earlier if you meet the 
qualifying conditions.

Claim period for Housing 
Benefit and Pension Credit 
during absence abroad 
reduced
If you are getting Housing Benefit 
and Pension Credit, you are able 
to continue to receive payments 
for a period whilst you are 
temporarily absent from the UK. 
From May 2016 this changed  
- you will only be able to receive 
payment for the first four weeks  
of an absence abroad. This will  
be reduced from the previous  
13 week period for most cases.

Universal Credit - childcare 
costs element increased
From 11 April 2016, the Childcare 
Costs element of Universal Credit 
increased so that you are able 
to claim back up to 85% of your 
paid-out childcare costs up to 
a monthly limit of £646 for one 
child, or £1,108 for two or more 
children. Previously only 70% of 
the cost was covered for a lower 
monthly limit.

Benefit changes you  
need to be aware of

Since April 2016 the government has made changes to benefits. 
With many people struggling to manage their finances, we have 
summarised the changes for you. 

https://goo.gl/b3yNKH
https://goo.gl/ofRVXI
mailto:ehughes@progressgroup.org.uk
mailto:scoulton@progressgroup.org.uk
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This year, the focus of the 
awareness week was on 
encouraging anyone who is 
worried about dementia to 
confront their concerns and get in 
touch with the Alzheimer’s Society.

During the course of the week we 
raised £100 for the Alzheimer’s 
Society and held four Dementia 
Friends sessions and created 
52 Dementia Friends. We are 
currently developing a ‘Dementia 
Friends’ programme to roll out  
to all our independent living 
schemes over the summer. 

Samantha Beattie, our Activities  
Co-ordinator, said: “We have over 
30 independent living schemes, 
some with extra care, so we  
are really keen to raise awareness  
of dementia and also to 
encourage people to become 
Dementia Friends”.   

If you are worried that you,  
or someone close to you,  
might have dementia, call the  
National Dementia Helpline 
on 0300 222 1122 or email 
helpline@alzheimers.org.uk  
for advice and support.

 
 
To find out more  
about our Dementia 
Friends sessions call  
03333 204555.  

During May we held a series of events  
to support Dementia Awareness Week, 
run by the Alzheimer's Society, to  
encourage awareness and increase  
understanding of dementia. We also raised  
some money for this worthwhile cause.

If you know of any groups  
who would benefit from a  
visit to demonstrate how  
the service and the equipment 
works please contact us,  
or if you or someone you  
know may benefit from the 
Progress Lifeline service 
please call us on  
03333 204999 or email lifeline 
@progresssgroup.org.uk  

Progress Lifeline
What is it?
Progress Lifeline is our service that 
offers remote monitoring in the 
home and emergency personal 
assistance 24 hours a day, 365 
days of the year to help make 
people’s lives easier, safer and 
more comfortable.

Progress Lifeline has been 
delivering social alarm and 
telecare services for 28 years and 
the aim of the service is to safely 
keep people independent in their 
own homes. In the last five years 
the service has seen customer 
connections grow from 5,000 to 
over 14,350 across the county.

The basic package provides 
people with a Lifeline base unit 
which plugs into a phone and 
power socket and is supplied 
with a discreet water proof 
pendant which has a button for 
summoning help. The pendant 
has a range of 50m and can  
be worn as a necklace or on a 
wrist strap. 

Telecare sensors can be 
programmed into the Lifeline base 
unit to provide further support, 
there are a range of sensors which 

activate automatically to summon 
help, for example, the fall detector.

The Progress Lifeline Team
There are eight installers visiting 
people’s homes to assess their 
needs and set up appropriate 
assistive technology. The installers 
also ensure customers know how 
to use the equipment to summon 
help in an emergency.    

Our Control Centre is based 
in Leyland, Lancashire and is 
staffed 24/7 by our experienced 
operators who take calls from 
customers if they press their 
pendant or a sensor activates. 
The operator’s role is to establish 
the reason for the call and what 
action is required.    

Mobile responders provide 
support for those customers who 
don’t have local responders who 
can attend in an emergency. They 
are also trained in assistive lifting, 
using an inflatable lifting cushion 
to assist un-injured customers 
back on their feet.         

How is it performing?
We have been accredited to the 
Telecare Services Association 
(TSA) Code of Practice 
continuously since 2006. In 2012 
we achieved TSA platinum status.

Satisfaction for the installation, call 
monitoring (100% 2014/15) and 
mobile responder (100% quarter  
3 2015/16) services provided 
have been consistently high. 

"We started the day by 
making a buffet picnic; 
this included sandwiches, 
salads, homemade quiche 
and sausage rolls, scones 
and cake and ended  
with a royal-led conga.
Our special guest – the Queen 
herself, dropped into Charleston 
Court to help celebrate her 90th 
birthday with an indoor Big Lunch 
street party. The day started with 
the Great British tradition of tea 
and a picnic with music by Chris 
Lloyd who sang a set of crooner 
songs followed by songs to sing 
and dance to from the 1940s and 
1950s. To top off the afternoon 
there was a Royal quiz with 
memorabilia prizes. 

An amazing afternoon was had  
by all.”

Sam Beattie, Independant Living 
Activities Co-ordinator

Support for Dementia 
Awareness Week 2016

Martha Annereau Royal quiz  
winner from Outram House
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The Independent Living 
Co-ordinators Team 
comprises of a team 
of staff who used to 
be called scheme 
managers. They cover 
31 schemes in the 
Fylde and South Ribble 
boroughs made up of 
1,331 properties.
Their role is to support the 
tenants living in the schemes 
and to encourage them to live as 
independently as possible with the 
help of other agencies as necessary. 
The staff are also responsible for the 
health and safety of the communal 
areas of the scheme and grounds 
ensuring that it remains a safe and 
pleasant environment to live. 

Prior to the service review the 
Independent Living Co-ordinators 
were responsible for one or two 
schemes, depending on their size, 
but since June 2016 the staff now 
work in five area teams and  

manage all the schemes within  
that area:

Leyland   
Julie Thomas 
Jacci Hutchinson (P/T) 
Kim Brookfield (P/T) 
Paula Dunn (P/T)

Bamber Bridge  
Maria O’Connell 
Tammie Parkinson

Penwortham   
Joan O’Connor 
Karen Park

South Fylde   
Kim Meecham 
Janet Lewis

North Fylde   
Irene Eccles 
Annette Mellor

In addition to the above Linda  
Robert and Annette Mellor will  
be covering the schemes as Mobile  
Co-ordinators when the team are 
unable to cover for each other.

The teams above and the 16  
domestic staff will be managed by 
Gill Shaw (Fylde) and 

June McNamee (South Ribble) 
who are the Independent Living 
Operations Managers.

Diana Lord is the Assessment 
Officer for Fylde and South Ribble 
and is responsible for the aids and 
adaptations process.

Angela Allison is the Health and 
Wellbeing Officer for supported living 
properties.

Sam Beattie continues as  
the Independent Living Activities  
Co-ordinator, organising events  
and activities in both the Fylde and 
South Ribble areas.

George Pearson continues with 
his role as Independent Living 
Administrator. 

For further information  
on the team and the services 

they provide, please contact Sue 
Whitham, Head of Independent 

Living, on 03333 204555  
or email enquiries@

progressgroup.org.uk

Following the closure of the 
Fishwick bus service in October 
2015 a number of tenants from 
independent living schemes found 
themselves unable to access the 
replacement bus services. This 
resulted in them not being able 
to get to the local shops, medical 
appointments or to nearby towns 
and people felt isolated and cut 
off. On Tuesday 3 May we started 
to run a shuttle bus service in 
Leyland to try to alleviate some 
of these issues. The shuttle bus 
which is operated by Preston 
Community Transport runs a 
circular route two days a week.

Every Tuesday afternoon the bus 
runs from 1.30pm to 3.30pm picking 
up and dropping off at the following 
places: Lowerhouse Community 

Centre, Welsby Road – Jubilee Court, 
West Paddock – Wrights Fold, Bent 
Lane – Leyland Market, Hough Lane.

On Fridays the service runs in a 
morning from 9.30am to 10.30am 
from the above schemes to Tesco 
Bus Hub where buses can be caught 
to Chorley, Leyland town centre and 
Preston. The bus does the return pick 
up from 2.30pm to 3.30pm, taking 
people from Tesco back home. 

We are hoping that the service 
will take off and have already had 
requests to include the Northbrook 
Gardens scheme in the Broadfield 
area of Leyland into the route. 

Currently this service runs at a cost of 
£1 per person each way (£2 return) 
and is only for Progress Housing 
Group tenants.

If you have used the service and 
can offer us any feedback or 
would like any further information 
please contact Sam Beattie on 
03333 204555 or email  
enquiries@progressgroup.org.uk

Progress Housing Group have teamed up with Home-Start to bring you a brand 
new youth group at Lower Lane community centre in Freckleton, every Wednesday 
5-7pm, starting 29 June 2016.

The club is free of charge and will include fun activities and free refreshments!

If your children are interested in coming along, then simply contact Home-Start  
on 01253 728615.

Do you have children aged 8-11 years old?

Spotlight on - Independent  
Living Co-ordinators Team

Shuttle bus service 

Sam Beattie

http://www.progressgroup.org.uk/
mailto:enquiries@progressgroup.org.uk
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At year end it is important to reflect 
on what has been achieved.

How are we performing?
The table below shows how we 
are performing in all key indicators 
compared to previous years. 
 

2015 
2016

2014 
2015

2013  
2014

Relet time
General 
needs

27.4
days

38.9
days

23.6
days

Relet time
Independent 
living

82.4
days

57.0
days

41.9
days

Voids  
vacant & 
available

1.6% 2.3% 1.7%

Current 
arrears 2.8% 2.9% 2.9%

Repairs  
in time 93.8% 99.3% 99.3%

Right first 
time 80.3% 75.3% 63.8%

Gas within 
service 100% 100% 100%

New tenant 
satisfaction 97.9% 95.6% 96.8%

Arrears 
satisfaction 86.6% 85.0% 95.6%

Repairs 
satisfaction 97.9% 93.7% 96.0%

The table shows:

  Voids performance has improved

  Arrears have improved

  Repairs in time has decreased

   Repairs completed right first time 
has improved

  Satisfaction has improved

2015/2016
Within this year we have seen many 
changes within the Group but also 
within the housing environment 
through government reform. 

We have been working hard 
to understand how some of 
the changes proposed by the 
government reforms could impact 
on you as a tenant directly and also 
through the services offered within 
the Group. It is important that we 
deliver efficiencies without worsening 
the service we offer to you. We are 
doing this through service reviews 
which look at how we can work 
more efficiently as a Group.

Over the past few years we have 
been investing in the technology we 
use to also help gain efficiencies.  
Within this year we have introduced  
mobile working, as a customer you 
will see very little change but within  
performance going forward we 

should see improvements in  
services and improved right first  
time indicators.

2016/2017 priorities
Within the upcoming year we  
will continue to focus on our 
main priorities. These are:

   Reducing the time a property 
is vacant from the end of one 
tenancy to the start of the next

    Helping tenants to reduce arrears 
and supporting those tenants to 
prevent arrears occuring

   Working to improve repairs 
being completed right first time 
and improving the time taken to 
complete the repair

   Sustaining/improving customer 
satisfaction in our services

We will be continuing to roll out 
mobile working into various service 
areas and reviewing new ways of 
working to improve performance.

Year on year we aim to improve services and performance offered to you. Following 
government welfare announcements within the year we have been making changes 
to deal with these and make sure our performance remains stable.

You can view more performance information online at www.progressgroup.org.uk/our-performance

Any comments?
If you have any questions or 
suggestions, please contact  
us on 03333 204555 or email  
enquiries@progressgroup.org.uk

Another year of change

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

1.0

We aim to relet empty properties 
within 21 days

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

We aim for current tenant rent 
arrears to be less than £3.40 of 
every £100 of rent due

We aim for current tenant rent 
arrears, excluding that owed by 
Housing Benefit, to be less than 
£1.80 of every £100 of rent due

Housing Management Target Result Target met Trend Top quarter*

£2.80

£1.90

We aim to complete 98.9 out 
of every 100 responsive repairs 
within agreed timescales

We aim to complete 80 out of 
every 100 responsive repairs 
right first time

We aim to complete 1,209 
cyclical repairs within the year

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

Repairs

da
ys

86.6%

97.9%

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

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

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

Tenant Satisfaction Target Result Target met Trend Top quarter*

        From April 2015 to March 2016

96.9%
We aim to keep 96 tenants out of 
every 100 satisfied that the repair has 
been completed right first time

27.4 

Target Target metResult Trend Top quarter*

How are we performing? 

21 days

1.2

£3.40

£1.80
Better than 

last year

Better than 
last year

Better than 
last year

Better than 
last year

£0.80 of  
every £100

£1.90 of  
every £100

1 out  
of 100

20 days

98.9%

80.0%

1,209

100%

96.0%

96.0%

96.0%

96.0%

Worse than 
last year

Better than 
last year

Worse than 
last year

Same as last  
year

Not  
available

95 out  
of 100

Not  
available

100 out  
of 100

97.6 out     
of 100

Not  
available

97 out        
of 100

Not  
available

Better than 
last year

Better than 
last year

Better than 
last year

NEW

97.9%

93.8%

100%

80.3%

1,002

http://www.progressgroup.org.uk/
http://www.progressgroup.org.uk/
http://www.progressgroup.org.uk/our-performance
mailto:enquiries@progressgroup.org.uk
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Thank you for your entries to our hobbies 
themed wordsearch competition. 
Congratulations to Mrs Burgess from 
Staining who won our Spring wordsearch. 

If you would like to be in with a chance  
of winning a £20 Love2shop voucher 
why not have a go at our Olympic Games 
themed wordsearch. Deadline for 
entries is Friday 2 September 2016. 

HOW TO ENTER  
Please send your completed 
wordsearch along with your name, 
age and home address to: c/o Joanne 
Hodson, Progress Housing Group, 
Marketing Department, Sumner House, 
21 King Street, Leyland, PR25 2LW. 

Wordsearch competition
Athletes
Ceremony
Medals
Mascots
Countries
Sports
Torchbearer
Olympian
Velodrome
Stadium
Coach
Track & Field
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Out and about

Partnership working, our Neighbourhoods Team with 
AFC Fylde and the Probation Team painting at Saltcotes 
Place, Lytham Mosaic craftwork; learning new skills

Independent living tenants messing about on the canal!

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

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

Forum or  
panel meeting Event Tenant inspection Training

Dates for your diary

After the success of the last 
charity fundraising fashion show 
we are organising another. It is 
to be held at St Gerard’s Social 
Club in Lostock Hall on Friday 
2 September 2016 in aid of St 
Catherine’s Hospice. The evening 
will start at 7pm and tickets are £5 
per person. After the catwalk show 
there will be the opportunity to try 
and purchase the catwalk styles. 
Tickets are available from Sam 
Beattie on 03333 204555  
and everyone is welcome!

7 Weds Estate Appearance Review Group. 
  2pm.  Sumner House.

22 Thurs Tenant Feedback Group. 
  2pm.  Sumner House.

September

5 Fri Challenge Event. 
   10.30am–5pm.  Derby House, Wesham.

9 Tues Repairs Forum. 
   2pm.  Warwick House, Lytham St Annes.

15 Mon Challenge Event. 
  10.30am–5pm.  Boundary Close, New Longton.

16 Tues Void Inspector quarterly meeting. 
  2pm.  Sumner House.

18 Thurs Scrutiny Pool quarterly meeting. 
  2pm.  Warwick House.

22 Mon Challenge Event. 
  10.30am–5pm.   Lower Lane Community Centre, Freckleton.

23 Tues The Forum. 
   2pm.  Warwick House. 

24 Weds Challenge Event. 
  10.30am–5pm.  Boundary Close, New Longton.

August

Name Age Address

5 Tues Communications Panel. 
  2pm.   Sumner House.

9 Sat Lower Lane Community Lunch 
  11am-3pm.   Lower Lane Community Centre, Freckleton.

25 Mon Challenge Event. 
  10.30am–5pm.   Old Mill Court, Walmer Bridge.

July

 T R A C K & F I E L D 
 C O Y N O M E R E C A
 O P R S E T E L H T T
 U S I C S M R O O N H 
 N P V W H R & L X I L
 T O V A & B Y J E S E
 R R & H B M E C M L T
 I T C N P E L A O  A E
 E S H I N E & N R D S
 S M A W G E T R D E L
 G N O E N A & D O M R
 E M A S C O T S L R A
 M U I D A T S E E O T
 C O A C H N T R V R S

Celebrating the Big Lunch at The Base Big Lunch celebrations at Charleston Court

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

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

mailto:marketing@progressgroup.org.uk
http://www.facebook.com/ProgressStreetTalk
http://www.progressgroup.org.uk/
mailto:enquiries@progressgroup.org.uk


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

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

Get in touch 
 

For more information call today on 03333 204999 
(please quote ‘ST16’) or 
email lifeline@progressgroup.org.uk

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

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

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

weeks free
(Quote ST16)

mailto:lifeline@progressgroup.org.uk
http://www.progresslifeline.org.uk/
http://www.facebook.com/ProgressLifeline

