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What is customer insight? 
Customer insight is about putting customers at the heart of everything we do and delivering customer focussed services which are both 
tailored and cost effective.  Using the wealth of data, contact and feedback information we have from our customers, insight will help 
Progress Housing Group to improve the customer experience.   

Customer insight has been used effectively within the commercial sector for many years to understand customer needs.  This understanding 
is used to increase profits, generate satisfaction and loyalty.  Changes in the customer base of housing organisations mean that we are 
delivering services to an increasingly diverse customer base, with diverse requirements in terms of communications and accessing services.   

Customer insight can allow us to 'know' what our customers want and need, ensuring we offer them the right services, in the right format at 
the right time, rather than basing our contact with them on assumptions.  By understanding what is really important to our customers, we can 
focus more on delivering services customers really want, free up resources and prioritise spending.  As well as being able to work more 
efficiently and improve service delivery and access, customer insight will enable us to achieve even greater customer satisfaction through this 
genuine intimacy. 

There are three key elements to customer insight that help to show which customers use services and which customers don’t, as well as what 
their expectations are: 

 Segmentation – using commercial or internal segmentation tools to predict which customers are likely to need a service or services 

 Utilisation – analysing existing customer databases to identify which customers take up services, and by which channels (whether 
they prefer contact by post, face to face, online etc).  This can be compared to the expected take up identified with segmentation 

 Engagement – analysing data from consultation, customer journey mapping, customer satisfaction measurement etc to identify 
customer’s needs, wants, behaviour and expectations. 

Customer insight can be used to inform strategy and policy, to allocate resources, to manage performance, to market services, to change 
behaviours and to inform service design. 

The key outcomes of successful customer insight are: 

 Providing better services (increased satisfaction of customers, with needs met first time, thus reducing avoidable contact and 
duplicated costs) 

 Faster and improved decision making 
 Helping customers respond to the challenges they face 
 Using our resources most effectively to have the most impact 
 Providing inclusive and sensitive customer services that ensure equality of access 

 
 



 

 

What is customer segmentation? 
Customer segmentation is about recognising that all people are not the same or need the same services.  It is the process of "subdividing the 
population into homogenous groups based on shared needs and characteristics", (Cabinet Office, Primer) – based on who they are (also 
known as socio-demographics), what they do (behaviours) and how they think and feel (attitudes).  The aim of segmentation is to understand 
the differences between customers to enable more effective targeting and tailoring of service delivery and ultimately, greater customer 
satisfaction. 

Customer segmentation is the subdivision of a market into discrete customer groups that behave in the same way or have similar needs.  
This can be a powerful means to identify unmet customer needs.   

In order to explore the basis for segmenting residents a mix of data sources is used – STAR survey data and internal housing management 
data to determine the attributes used in the modelling process.  A statistical analysis is used to identify the segments of residents, clustering 
on a small number of key variables / attributes to identify the “best” solution.  Once the final segmentation is identified, portraits of each 
segment are produced. 

 

Pen portraits 
The following pen portraits explain the who, where and what of our customers and provide detail to inform comunications and service 
development.  The portraits outline a range of indicators such as property type, arears, satisfaction and behaviour.   

They have also been developed into ‘personas’, fictitious characters created to mimic a real customer.  They are based on the profiles, which 
include demographic information and are a direct representation of a customer group that shares similar values, behaviors and needs.  
Personas begin with those basic profiles, but then are given names, faces, personalities and families to paint an accurate picture of precisely 
what that person would want and need in real life. 

Used together with segments, they can paint a comprehensive and complete picture of how an organisation should communicate with its 
customers and once they’ve grabbed the customers’ attention, how best to target them to relate to their wants and needs.   

 

    



 

 

The segments 

 
 

Notes to the following pen portraits: 

1. The rent account balance is as at 27/07/15 

2. Arrears actions are set when the status of the account changes for the worse, if repayment agreements are adhered to then no actions will be set, this 
is a taken to be a proxy for the level of administration / intervention required. 
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Number of 
properties 5,894 1,620 
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9% 
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207 
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240 
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483 
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189 
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130 
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164 
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Average age of 
primary tenant 54 75 71 45 46 29 39 52 32 40 54 68 47 

 
At least 1 member 
has impairment 69% 72% 72% 74% 65% 43% 61% 62% 47% 50% 66% 78% 76% 

 
Full or partial 
Housing Benefit 57% 69% 49% 60% 43% 67% 63% 44% 41% 40% 34% 65% 44% 

 
Account balance 
over £500 11% 2% 2% 11% 12% 18% 24% 17% 18% 19% 8% 2% 17% 

Not been in arrears in last 
year 67% 88% 84% 66% 65% 54% 48% 53% 52% 45% 60% 78% 55% 

Arrears have reached 
legal action stage 8% 1% 1% 9% 7% 14% 18% 12% 14% 15% 7% 3% 12% 

 
Email given 37% 16% 33% 37% 53% 43% 51% 44% 58% 61% 48% 27% 47% 

Repairs: up to 5 in last 
year 70% 75% 68% 77% 64% 63% 66% 68% 64% 67% 65% 72% 70% 

Have not made contact in 
last 6 months 53% 69% 62% 52% 41% 48% 42% 43% 38% 42% 50% 55% 47% 

Average length of 
tenancy (years) 9 11 10 8 8 2 7 14 2 8 11 16 11 

Have often gone without 
heating in last year 7% 3% 3% 15% 5% 9% 20% 17% 5% 4% 12% 7% 15% 

Black and minority ethnic 
(BME) households 6% 3% 4% 3% 5% 7% 8% 6% 17% 14% 11% 2% 3% 

Overall resource use / 
interactions  Low Low Average Average High High High High High Average Low High 

Green denotes better than the average  Yellow denotes similar to the average  Red denotes worse than the average 



 
1,620 
27% 

Average age: 
75  

Impairment: 
72% 

Housing Benefit: 
69% 

over £500: 
2% 

Email given: 
16% 

Single occupants aged 60 or over 

 All of this group are single person households.  

 60% of tenants live in independent living 
accommodation. 

 64% of this group are female. 

 69% of tenants live in flats.  12% live in 3 or 
more bedroom homes. 

 There is a higher than average number of 
tenants (44%) who have spent over 10 years in 
their property.  

 Although there is a higher than average tenancy 
length of 11 years, the predominant length of 
tenancy period is 1-10 years (55%). 

 72% of tenants state they have some kind of 
impairment where the main types are mobility, 
hearing and visual. 

 69% of the tenants in this group are in receipt of 
full or partial housing benefit.  33% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use direct debit. 

 Most of this group (88%) have not been in 
arrears in the last 12 months.  75% have a zero 
or credit balance.  

 This group are amongst the least likely tenants 
to go into arrears where only 1% reached the 
stage of legal action. 

 This group generate fewer than average repairs, 
with 75% requesting 5 or less in the last year. 

 This group make the least amount of contacts 
with 69% making no contact in the last year.  
When contact is made it is most likely by phone. 

 A lower than average number of tenants have 
provided an email address (16%).  

 A lower than average number of tenants 
reported anti-social behaviour (ASB) over the 
last three years.  This group are also amongst 
the least likely of being the subject of an ASB 
complaint. 

 A lower than average number of tenants made a 
formal complaint over the last three years.   

 A higher than average proportion of these 
tenants are White British (97%). 

 Most residents in this group talk to neighbours 
and meet friends several times a week. 

 This group of residents have above average 
satisfaction for all the satisfaction measures 
considered. 

 

Overall, these residents are fairly low resource 
users, with below average arrears, contacts 
made and repairs.  
       

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  
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Single occupants aged 60 or over  
 

  

Customer profile: 

Mary  
About Mary 
Mary is a 78-year-old widow and lives in an independent living scheme in 
Bamber Bridge.  She has been a resident there for 10 years and now has some 
mobility problems – arthritis in her knees means she uses a stick to support her 
when walking. 
She regularly talks to her neighbours and sees her family.  She also often 
attends events organised by the Community Involvement Team. 
Finances 
Mary receives a state pension with a very small top-up from her late husband’s 
pension, and is in receipt of partial housing benefit.  She pays the remainder of 
her rent by Direct Debit, has not been in arrears in the last 12 months and has 
a zero balance on her account.  She is coping on her present income and has 
no debts. 
Mary’s home and neighbourhood  
Mary hasn’t felt the need to call us for over a year and is very satisfied with the 
quality of her home.  She feels that when she does contact us, her views are 
listened to and acted upon.  
She has never felt the need to report an ASB incident.  In the last 12 months, 
she has reported fewer repairs than the average tenant and when she does 
have a repair to report they are generally of a minor nature. 
Communication preferences 
Mary prefers us to contact her by telephone or letter.  When she contacts us, it 
is generally by phone. 
Group 
Mary falls into the Older Singles category of our customer profiling which 
represents 27% of our tenants. 

 
 

1 Older Singles 



   
552 
9% 

Average age: 
71  

Impairment: 
72% 

Housing Benefit: 
49% 

over £500: 
2% 

Email given: 
33% 

Couples where at least one partner is aged 60 or over 

 All of this group are two adult households.  

 38% of tenants live in independent living 
accommodation. 

 53% of tenants live in flats.  20% live in 3 or 
more bedroom homes. 

 There is a higher than average number of 
tenants (41%) who have spent 10+ years in their 
property.  

 The predominant length of tenancy period is 1-
10 years (57%). 

 72% of tenants state that at least one of them 
has some kind of impairment where the main 
types are mobility, wheelchair user, hearing and 
visual. 

 49% of the tenants in this group are in receipt of 
full or partial housing benefit.  22% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use direct debit. 

 Most of this group (84%) have not been in 
arrears in the last 12 months.  77% have a zero 
or credit balance.  

 This group are amongst the least likely tenants 
to go into arrears where 1% reached the stage 
of legal action. 

 This group generate an average number of 
repairs, with 68% requesting 5 or less in the last 
year. 

 This group make below average number of 
contacts with 62% making no contact in the last 
year.  When contact is made it is most likely by 
phone. 

 A slightly lower than average number of tenants 
have provided an email address (33%).  

 A below average number of tenants reported 
anti-social behaviour (ASB) over the last three 
years.  This group are also amongst the least 
likely of being the subject of an ASB complaint. 

 A higher than average number of tenants made 
a formal complaint over the last three years.   

 A higher than average proportion of these 
tenants are White British (96%). 

 Most residents in this group talk to neighbours 
several times a week but meet friends less 
frequently than the average. 

 This group of residents have marginally higher 
than average satisfaction for all the satisfaction 
measures considered. 
 

Overall, these residents are relatively low 
resource users, with below average arrears and 
contacts made.  

 

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  

 
 

 
 

o Estates with higher than average numbers of 
this group are: Heyhouses. 
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Couples where at least one partner is aged 60 or over  
 
 

Customer profile: 

Maureen and Brian  
About Maureen and Brian 
Maureen and Brian are both 71 and live in a flat on Heyhouses, where they 
have been for 10 years. 
Maureen has mobility problems and uses a wheelchair.  Brian is her carer. 
They regularly talk to their neighbours and see their family.  They also often 
attend events organised by the Community Involvement Team. 
Finances 
They are in receipt of full housing benefit, have not been in arrears in the last 
12 months and have a zero balance on their account.  They are comfortable on 
their present income and have no debts. 
Maureen and Brian’s home and neighbourhood 
In the last 12 months, they have reported fewer repairs than the average tenant 
and when they do have a repair to report it is generally of a minor nature.  They 
tend not to contact us very often; in fact the couple have only been in touch in 
the last six months to make a formal complaint about a repair. 
They have not reported ASB to us and have never had a complaint made 
against them. 
They are very satisfied with their home and think we act upon their views when 
they contact us. 
Communication preferences 
The couple prefer to contact us by telephone.  They prefer us to contact them 
by letter, email or phone. 
Group 
Maureen and Brian fall into our Older Couples category which represents 9% 
of our tenants. 
 

 

2 Older Couples 



 
894 
15% 

Average age: 
45  

Impairment: 
74% 

Housing Benefit: 
60% 

over £500: 
11% 

Email given: 
37% 

Single occupants aged under 60  

 All of this group are single person households.  

 11% of tenants live in independent living 
accommodation. 

 49% of this group are female. 

 69% of tenants live in flats.  15% live in 3 or 
more bedroom homes. 

 These tenants seem to be at the average across 
all the tenancy periods where 30% have spent 
10+ years in their property.  

 The predominant length of tenancy period is 1-
10 years (69%). 

 16% are under-occupying their property. 

 74% of tenants state they have some kind of 
impairment where the main type is emotional or 
psychological. 

 60% of the tenants in this group are in receipt of 
full or partial housing benefit.  24% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use their swipe card. 

 An average proportion of the group (66%) have 
not been in arrears in the last 12 months.  55% 
have a zero or credit balance.  

 This group are tenants have an average 
likelihood to go into arrears where 25% reached 
the stage of legal action. 

 This group generate fewer than average repairs, 
with 77% requesting 5 or less in the last year. 

 This group make an average amount of contacts 
with 52% making no contact in the last year.  
When contact is made it is most likely by phone. 

 An average number of tenants have provided an 
email address (37%).  

 A higher than average number of tenants 
reported ASB over the last three years.  This 
group are also more likely to be the subject of an 
ASB complaint. 

 A slightly lower than average number of tenants 
made a formal complaint over the last three 
years.   

 A higher than average proportion of these 
tenants are White British (97%). 

 These tenants have gone without money, 
heating and food a higher proportion than the 
average in the last year. 

 This group of residents have below average 
satisfaction for all the satisfaction measures 
considered. 
 

Overall, these residents are fairly average 
resource users, with below average repairs and 
average arrears and contacts made.  
          

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  
 

 
  

 
 

o Estates with higher than average numbers of 
this group are: Broadfield. 
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Single occupants aged under 60  
  

 

Customer profile: 

Andrew  
About Andrew 
Andrew is a 46-year-old divorcee and lives in a flat in Broadfield.  He has lived 
in his home for 10 years and suffers with depression.  He works part-time at the 
local supermarket. 
He never talks to his neighbours but sees his family most weeks.  He also 
attends the Tenant Conference. 
Finances 
Andrew is in receipt of partial housing benefit and pays the remainder of his 
rent on a swipe card.  He is currently in arrears but his arrears have not 
reached legal action.  He is coping but finding it difficult on his present income 
and has other debts.  He has a prepayment meter and sometimes cannot 
afford to heat his flat. 
Andrew’s home and neighbourhood 
Andrew has been in touch a couple of times in the last six months.  He has 
also reported ASB to us in the last year and in the past he also been reported 
for ASB following a dispute with his neighbour. 
In the last 12 months, he has reported fewer repairs than the average tenant, 
with four, and when he does have a repair to report they are generally of a 
minor nature. 
He is quite dissatisfied with his home, neighbourhood and the services he 
receives. 
Communication preferences 
Andrew prefers us to contact him by text or email.  When he contacts us, it is 
likely to be by telephone. 
Group 
Andrew falls into the Singles category which represents 15% of our tenants. 
 
 

 

3 Singles 



   
207 
4% 

Average age: 
46  

Impairment: 
65% 

Housing Benefit: 
43% 

over £500: 
12% 

Email given: 
53% 

Couples where neither partner is aged 60 or over 

 All of this group are two adult households.  

 6% of tenants live in independent living 
accommodation. 

 51% of tenants live in flats.  23% live in 3 or 
more bedroom homes. 

 There are a below average number of tenants 
(28%) who have spent 10+ years in their but the 
predominant length of tenancy period is 1-5 
years (57%). 

 17% are under-occupying their property. 

 65% of tenants state at least one of them has 
some kind of impairment where the main types 
are mobility, wheelchair user and emotional or 
psychological. 

 43% of the tenants in this group are in receipt of 
full or partial housing benefit.  13% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use their swipe card. 

 A below average proportion of the group (88%) 
have not been in arrears in the last 12 months.  
55% have a zero or credit balance.  

 This group have a slightly lower than average 
likelihood to go into arrears where 19% reached 
the stage of legal action. 

 This group generate slightly higher than 
average repairs, with 64% requesting 5 or less 
in the last year. 

 This group make higher than average contacts 
with 41% making no contact in the last year.  
When contact is made it is most likely by phone. 

 An above average number of tenants have 
provided an email address (53%).  

 A higher than average number of tenants 
reported ASB over the last three years.  This 
group are also more likely to be the subject of 
an ASB complaint. 

 A lower than average number of tenants made 
a formal complaint over the last three years.   

 A higher than average proportion of these 
tenants are White British (95%). 

 These tenants have gone without money a 
slightly higher proportion than the average in 
the last year. 

 This group of residents have average 
satisfaction for all the satisfaction measures 
considered. 
 

Overall, these residents are fairly high resource 
users, with above average repairs and contacts 
made but average arrears.  

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  
  
 

 
  

 
 

o Estates with higher than average numbers of 
this group are: Bamber Bridge Other; 
Broadfield; Kingsfold West; Kirkham; Leyland 
Other; St Annes and Wade Hall. 
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Couples where neither partner is aged 60 or over  
 

  

Customer profile: 

Mark and Jo  
About Mark and Jo 
Mark and Jo live in a two bedroom flat in Kirkham.  They are 55 and 47 
respectively. 
Mark has some mobility problems following an industrial accident several years 
ago and Jo is his carer but also works part-time in the local newsagent. 
They talk to their neighbours most days but do not often see their family.  They 
are not interested in attending Community Involvement events. 
Finances 
The couple are in receipt of housing benefit but are under-occupying.  They 
pay the remainder of their rent on a swipe card.  They are just about coping on 
their present income and have other debts. 
Mark and Jo’s home and neighbourhood 
The couple have had the average number of repairs on their home in the last 
12 months, with five repairs, and the repairs are generally of average cost.  
Apart from their repairs, Mark and Jo have been in touch with us twice in the 
last six months. 
They have generally average levels of satisfaction with the services provided. 
Communication preferences 
When Mark and Jo contact us it is likely to be via phone. They prefer to be 
contacted by email or text. 
Group 
The couple fall into the category of Couples which represent 4% of our tenants. 
 
 
 

4 Couples 



 
280 
5% 

Average age: 
29  

Impairment: 
43% 

Housing Benefit: 
67% 

over £500: 
18% 

Email given: 
43% 

Single parents where youngest child is aged under 5  

 97% of this group are female. 

 16% of tenants live in flats.   

 The majority of residents have a length of 
tenancy period of up to 5 years (94%). 

 96% of this group are in single adult households 
– the remaining 4% have one or more children 
aged over 18.  

 45% of this group have only one child, 4% have 
more than one child all aged under 5. 

 55% have two or more children aged up to 18. 

 43% of tenants state at least one of them has 
some kind of impairment where the main type is 
emotional or psychological.  4% of households 
have a child with one or more impairments. 

 67% of the tenants in this group are in receipt of 
full or partial housing benefit.  18% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use their swipe or credit card. 

 A below average proportion of the group (54%) 
have not been in arrears in the last 12 months.  
41% have a zero or credit balance.  

 This group have a higher than average 
likelihood to go into arrears where 30% reached 
the stage of legal action. 

 This group generate higher than average 
repairs, with 63% requesting 5 or less in the last 
year. 

 

 This group make slightly higher than average 
amount of contacts with 48% making no contact 
in the last year.  When contact is made it is 
most likely by phone. 

 An above average number of tenants have 
provided an email address (43%).  

 A higher than average number of tenants 
reported ASB over the last three years.  This 
group are also most likely to be the subject of 
an ASB complaint. 

 A slightly lower than average number of tenants 
made a formal complaint over the last three 
years.   

 This group has the average proportion of White 
British tenants (93%). 

 These tenants have gone without money, 
heating and food a higher proportion than the 
average in the last year. 

 This group of residents have below average 
satisfaction for all the satisfaction measures 
considered except repairs which is average. 
 

Overall, these residents are high resource 
users, with above average repairs, arrears and 
contacts made.   

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  

 
  

 
 

o Estates with higher than average numbers of 
this group are: Buckshaw Village; Chorley; 
Collins Road; Kingsfold West; Leyland Other; St 
Annes and Wade Hall. 
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5 Young Single Parents 



Single parents where the youngest child is aged under 
5 
  

 

Customer profile: 

Laura  
About Laura 
Laura is 27 and lives in a two bedroom house in Buckshaw Village.  She has a 
three-year-old son and a six-year-old daughter. 
She occasionally talks to her neighbours but does not see much of her family 
or friends.  She is not interested in attending Community Involvement events. 
Finances 
Laura works part-time as a home help and receives partial housing benefit.  
She pays the remainder of her rent on a swipe card.  She is currently in arrears 
but her arrears have not reached the stage of legal action.  She is finding it 
difficult on her present income as she has other debts.  Laura sometimes skips 
meals to make sure her children have enough food. 
Laura’s home and neighbourhood 
Laura has had six repairs on her home in the last 12 months, but the repairs 
generally are a lower cost.  Apart from her repairs, she has been in touch with 
us once in the last six months. She has reported ASB to us in the last six 
months and has been reported for noise ASB.   
Compared to the majority of our tenants, she is less satisfied with her home 
and our services. 
Communication preferences 
When Laura contacts us it is likely to be by phone.  She prefers us to contact 
her by text. 
Group 
Laura falls into the category of Young Single Parents which represents 5% of 
our tenants. 
 

 

5 Young Single Parents 



 
796 
14% 

Average age: 
39  

Impairment: 
61% 

Housing Benefit: 
63% 

over £500: 
24% 

Email given: 
51% 

Single parents where youngest child is aged between 5 and 18 

 89% of this group are female. 

 12% of tenants live in flats.  61% live in 3 or 
more bedroom homes. 

 The majority of residents have a length of 
tenancy period of up to 5 years (56%). 

 80% of this group are in single adult households 
– the remaining 20% have 1-8 children aged 
over 18.  

 54% of this group have only one child aged 5-
18, 13% have 3 or more children. 

 61% of tenants state at least one of them has 
some kind of impairment where the main types 
are emotional or psychological and learning.  
12% of households have a child with one or 
more impairments. 

 63% of the tenants in this group are in receipt of 
full or partial housing benefit.  18% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use their swipe card. 

 A below average proportion of the group (48%) 
have not been in arrears in the last 12 months.  
40% have a zero or credit balance.  

 This group have a higher than average 
likelihood to go into arrears where 34% reached 
the stage of legal action. 

 An above average number of tenants have 
provided an email address (51%).  

 This group generate slightly higher than average 
repairs, with 66% requesting 5 or less in the last 
year. 

 This group make higher than average amount of 
contacts with 42% making no contact in the last 
year.  When contact is made it is most likely by 
phone or letter. 

 A higher than average number of tenants 
reported ASB over the last three years.  This 
group are also more likely to be the subject of an 
ASB complaint. 

 A slightly higher than average number of tenants 
made a formal complaint over the last three 
years.   

 This group has a slightly below average 
proportion of White British tenants (92%). 

 These tenants have gone without money, 
heating and food a significantly higher 
proportion than the average in the last year. 

 This group of residents have below average 
satisfaction for all the satisfaction measures 
considered. 

Overall, these residents are high resource users, 
with average repairs and above average arrears 
and contacts made.          

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  
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6 Single Parents 



 

Single parents where the youngest child is aged 
between 5 and 18 
 
 

Customer profile: 

Sarah  
About Sarah 
Sarah is 39 and lives in Wade Hall in a three bedroom home with her 15-year-
old son.  She has lived here for five years and works part time as a hairdresser. 
She occasionally talks to her neighbours and rarely sees her friends.  She 
sometimes attends courses organised by the Community Involvement Team 
Finances 
Sarah is in receipt of partial housing benefit and pays the remainder of her rent 
on a swipe card.  She is currently in arrears, as she has been under-occupying 
her home since her 18-year-old daughter left home.  Her arrears are about to 
reach legal action.  She is finding it very difficult on her present income and has 
other debts.  She has a prepayment meter and sometimes cannot afford to 
heat her home.  She sometimes skips meals to make sure her son has enough 
food. 
Sarah’s home and neighbourhood 
Sarah has reported five average cost repairs in the last year, which is about the 
average number. 
She has been in contact more than the average tenant, making contact with us 
five times in the last six months.   
She has reported ASB to us in the last three months and in the past she also 
been reported for ASB following a dispute about her dog.  She has also made 
a formal complaint about the Income Collection Team in the last year. 
Sarah is quite dissatisfied with her home, neighbourhood and the services she 
receives. 
Communication preferences 
When she contacts us, it is likely to be by telephone or letter.  She prefers us to 
contact her by text or email. 
Group 
Sarah falls into our Single Parents category which represents 14% of our 
tenants. 

 

6 Single Parents 



 
339 
6% 

Average age: 
52  

Impairment: 
62% 

Housing Benefit: 
44% 

over £500: 
17% 

Email given: 
44% 

Single parents where youngest child is aged over 18 

 82% of this group are female. 

 18% of tenants live in flats.  57% live in 3 or 
more bedroom homes. 

 There is a higher than average tenancy length 
of 10+ years (54%). 

 11% are under-occupying their property. 

 69% of this group have 1 child aged over 18 
and 31% have 2 or more.  

 62% of tenants state at least one of them has 
some kind of impairment where the main types 
are emotional or psychological, learning and 
literacy.   

 44% of the tenants in this group are in receipt of 
full or partial housing benefit.  9% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use their swipe card. 

 A lower than average proportion of the group 
(53%) has not been in arrears in the last 12 
months.  51% have a zero or credit balance.  

 This group have an average likelihood to go into 
arrears where 26% reached the stage of legal 
action. 

 This group generate slightly higher than 
average repairs, with 68% requesting 5 or less 
in the last year. 

 An above average number of tenants have 
provided an email address (44%).  

 

 This group make higher than average amount of 
contacts with 43% making no contact in the last 
year.  When contact is made it is most likely by 
phone. 

 An average number of tenants reported ASB 
over the last three years.  This group has an 
average likelihood of being the subject of an 
ASB complaint. 

 A slightly lower than average number of tenants 
made a formal complaint over the last three 
years.   

 This group has an average proportion of White 
British tenants (94%). 

 These tenants have gone without money, 
heating and food a higher proportion than the 
average in the last year. 

 This group of residents have below average 
satisfaction for all the satisfaction measures 
considered except the overall service which is 
above average. 
 

Overall, these residents are high resource 
users, with average repairs and above average 
arrears and contacts made.  

 

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  
 

 
  

 
 

o Estates with higher than average numbers of 
this group are: Broadfield; Kingsfold West and 
Wade Hall. 
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7 Mature Single Parents 



Single parents where the youngest child is aged over 
18 
  

 

Customer profile: 

Sharon  
About Sharon 
Sharon is 52 and lives in a three-bedroom house in Kingsfold West.  She has a 
22-year-old son.  Sharon has some emotional problems and works part-time as 
a cleaner. 
She never talks to her neighbours but sees her family most weeks.  She is not 
interested in attending Community Involvement events. 
Finances 
Sharon receives partial housing benefit and her son is currently unemployed.  
She pays the remainder of her rent using a swipe card.  Sharon is currently in 
arrears, as she has been under-occupying her home since her other two 
children moved out.  She has been in arrears over the course of the last year 
but those arrears have not reached the stage of legal action.  She is just about 
coping on her present income and has other debts. 
Sharon’s home and neighbourhood 
Sharon has had an average number of repairs on her home in the last 12 
months, with five repairs, but the repairs generally are above average cost.  
Apart from her repairs, she has been in touch with us three times in the last six 
months. 
She has reported ASB to us in the last year.  She is not satisfied with her 
home.  
Communication preferences 
When Sharon contacts us, it is likely to be by phone.  She prefers us to contact 
her by post or email.   
Group 
Sharon falls into the category of Mature Single Parents and represents 6% of 
our tenants. 

7 Mature Single Parents 



 
240 
4% 

Average age: 
32  

Impairment: 
47% 

Housing Benefit: 
41% 

over £500: 
18% 

Email given: 
58% 

Couples where youngest child is aged under 5  

 12% of tenants live in flats.  60% live in 3 or 
more bedroom homes. 

 The majority of residents have a length of 
tenancy period of up to 5 years (93%). 

 95% of this group are in two adult households, 
the remaining 5% have one or more children 
aged over 18.  

 11% of this group have only one child, 2% have 
more than one child all aged under 5. 

 64% have two or more children aged up to 18. 

 47% of tenants state at least one of them has 
some kind of impairment where the main types 
are emotional or psychological, learning and 
literacy.  12% of households have a child with 
one or more impairments. 

 41% of the tenants in this group are in receipt of 
full or partial housing benefit.  9% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use their swipe card. 

 A lower than average proportion of this group 
(52%) has not been in arrears in the last 12 
months.  47% have a zero or credit balance.  

 This group have a higher than average 
likelihood to go into arrears where 29% reached 
the stage of legal action. 

 This group generate the slightly higher than the 
average number of repairs, with 64% requesting 
5 or less in the last year. 

 

 

 This group make the highest amount of contacts 
with only 38% making no contact in the last 
year.  When contact is made it is most likely by 
phone. 

 An above average number of tenants have 
provided an email address (58%).  

 A higher than average number of tenants 
reported ASB over the last three years.  This 
group has a higher than average likelihood of 
being the subject of an ASB complaint. 

 A lower than average number of tenants made 
a formal complaint over the last three years.   

 This group has the lowest proportion of White 
British tenants (83%). 

 These tenants have gone without money a 
slightly higher proportion than the average in 
the last year. 

 This group of residents have below average 
satisfaction for all the satisfaction measures 
considered except the overall service which is 
above average. 

Overall, these residents are high resource users 
with above average arrears, repairs and 
contacts made.    

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  
 

 
  

 
 

o Estates with higher than average numbers of 
this group are: Broadfield; Chorley; Collins 
Road; Freckleton; Kingsfold West; Leyland 
Other; St Annes and Wade Hall. 
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Couples where the youngest child is aged under 5 
 
 

Customer profile: 

Gemma and Dan  
About Gemma and Dan 
Gemma and Dan live in a two bedroom home in Chorley.  They are 29 and 32 
respectively.  They have two sons aged two and 6 months, the older one is 
being tested for autistic. 
They occasionally talk to their neighbours and regularly see their family.  They 
may be interested in attending events organised by the Community 
Involvement Team but do not have the time. 
Finances 
Dan works full-time as a barman and Gemma stays at home with the children.  
They are in receipt of partial housing benefit and pay the remainder of their rent 
using a swipe card.  They are currently in arrears but the arrears have not yet 
reached legal action as they are sticking to the agreement to pay off the debt.  
They are just about coping on their present income. 
Gemma and Dan’s home and neighbourhood 
The couple have had more than the average number of repairs on their home 
in the last 12 months, with six repairs, and the repairs generally are a higher 
than average cost. 
Apart from their repairs, Gemma and Dan have been in touch with us eight 
times in the last year and they have also reported ASB to us. 
They generally have very low levels of satisfaction with their home and the 
services they receive. 
Communication preferences 
When Gemma and Dan contact us it is likely to be by phone.  They prefer to be 
contacted by text and also don’t mind email. 
Group 
The couple fall into the category of Young Two Parent Families which 
represent 4% of our tenants. 

8 Young 2 Parent Families 



 
483 
8% 

Average age: 
40  

Impairment: 
50% 

Housing Benefit: 
40% 

over £500: 
19% 

Email given: 
61% 

Couples where youngest child is aged between 5 and 18 

 7% of tenants live in flats.  77% live in 3 or more 
bedroom homes. 

 The majority of residents have a length of 
tenancy period of up to 10 years (79%). 

 77% of this group are in two adult households – 
the remaining 23% have one or more children 
aged over 18.  

 45% of this group have only one child, 23% 
have more than one child all aged between 5 
and 18. 

 50% of tenants state at least one of them has 
some kind of impairment where the main types 
are emotional or psychological, speech, literacy 
and learning.  15% of households have a child 
with one or more impairments. 

 40% of the tenants in this group are in receipt of 
full or partial housing benefit.  13% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use their swipe card. 

 A lower than average proportion of this group 
(45%) has not been in arrears in the last 12 
months.  42% have a zero or credit balance.  

 This group have a higher than average 
likelihood to go into arrears where 28% reached 
the stage of legal action. 

 This group generate the average number of 
repairs, with 67% requesting 5 or less in the last 
year. 

 

 An above average number of tenants have 
provided an email address (61%).  

 This group make slightly higher than average 
amount of contacts with 42% making no contact 
in the last year.  When contact is made it is 
most likely by phone. 

 A slightly higher than average number of 
tenants reported ASB over the last three years.  
This group has a slightly higher than average 
likelihood of being the subject of an ASB 
complaint. 

 A slightly higher than average number of 
tenants made a formal complaint over the last 
three years.   

 This group has a below average proportion of 
White British tenants (86%). 

 These tenants have gone without money a 
higher proportion than the average in the last 
year. 

 This group of residents have below average 
satisfaction for all the satisfaction measures 
considered. 

Overall, these residents are high resource 
users, with average repairs and above average 
arrears and contacts made.  

     

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  

 

 
  

 
 

o Estates with higher than average numbers of 
this group are: Wade Hall. 
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Couples where the youngest child is aged between 5 
and 18 
 
 

Customer profile: 

Nicola and Simon  
About Nicola and Simon 
Nicola and Simon are both 37 years old and live in a three bedroom home in 
Wade Hall.  They have two children – a 12-year-old boy and a 10-year-old girl.  
Simon works full time as a delivery driver. 
They occasionally talk to their neighbours.  They are not interested in attending 
Community Involvement events. 
Finances 
Nicola and Simon are in receipt of partial housing benefit.  They pay the 
remainder of their rent using a swipe card.  They have been in arrears in the 
last year and currently have a small balance on their account. Their arrears 
have not reached legal action.  They are just about coping on their present 
income and have other debts.  
Nicola and Simon’s home and neighbourhood 
They have had an average number of repairs on their home in the last 12 
months but their repairs generally are more expensive than average.  They 
also make higher than average contact with us and have been in touch in the 
last six months. 
They have reported ASB to us in the last year.  Compared to the majority of our 
tenants, they are less satisfied with their home and our services. 
Communication preferences 
The couple prefer us to contact them by text or email.  When they contact us, it 
is likely to be by phone. 
Group 
Nicola and Simon fall into our Two Parent Families category which represents 
8% of our tenants. 

o  

9 2 Parent Families 



 
189 
3% 

Average age: 
54  

Impairment: 
66% 

Housing Benefit: 
34% 

over £500: 
8% 

Email given: 
48% 

Couples where youngest child is aged over 18 

 15% of tenants live in flats.  67% live in 3 or 
more bedroom homes. 

 There is a higher than average tenancy length 
of over 10 years (47%). 

 68% of this group have 1 child aged over 18 
and 32% have 2 or more.  

 66% of tenants state at least one of them has 
some kind of impairment where the main types 
are emotional or psychological, mobility, 
literacy, visual, hearing and wheelchair user.   

 34% of the tenants in this group are in receipt of 
full or partial housing benefit.  14% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use their swipe card or direct 
debit. 

 A below average proportion of the group (60%) 
have not been in arrears in the last 12 months.  
58% have a zero or credit balance.  

 This group have a lower than average likelihood 
to go into arrears where 19% reached the stage 
of legal action. 

 This group generate above the average number 
of repairs, with 65% requesting 5 or less in the 
last year. 

 An above average number of tenants have 
provided an email address (48%).  

 

 

 This group make the average amount of 
contacts with 50% making no contact in the last 
year.  When contact is made it is most likely by 
phone or email. 

 An average number of tenants reported ASB 
over the last three years.  This group has a 
slightly lower than average likelihood of being 
the subject of an ASB complaint. 

 A higher than average number of tenants made 
a formal complaint over the last three years.   

 This group has below average proportion of 
White British tenants (89%). 

 These tenants have gone without money, 
heating and food a higher proportion than the 
average in the last year. 

 This group of residents have below average 
satisfaction for all the satisfaction measures 
considered. 
 

Overall, these residents are average resource 
users, with average arrears and contacts made 
but above average repairs.  
          

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  
 

 
  

 
 

o Estates with higher than average numbers of 
this group are: Bamber Bridge Other; 
Broadfield; Freckleton; Kingsfold West; 
Kirkham; Leyland Other; Lytham; St Annes and 
Wade Hall. 
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10 Mature 2 Parent Families 



 

Couples where the youngest child is aged over 18 
 
 

Customer profile: 

Karen and John  
About Karen and John 
Karen and John are both 56 and live in a three bedroom house in Freckleton.  
They have a 28 year old daughter who lives with them.  Karen suffers from 
partial hearing loss. 
They talk to their neighbours quite often but see their family less frequently.  
They are not interested in attending Community Involvement events. 
Finances 
The couple are not in receipt of benefits.  Karen is a part-time school assistant 
and John is a taxi driver. 
They are in arrears at the moment and have been all year but their arrears 
have not led to legal action.  They are just about coping on their present 
income and have other debts. 
Karen and John’s home and neighbourhood 
The couple have had above average number of repairs on their home in the 
last 12 months, with six repairs, and the repairs are generally of a higher 
average cost.  Apart from their repairs, Karen and John have been in touch 
with us eight times in the last six months.  They have also made a formal 
complaint about service charges. 
They generally have very low levels of satisfaction with their home and the 
services they receive. 
Communication preferences 
When Karen and John contact us it is likely to be via phone or email.  They 
prefer to be contacted by email. 
Group 
The couple fall into the category of Mature Two Parent Families which 
represent 3% of our tenants. 

10 Mature 2 Parent Families 



 
130 
2% 

Average age: 
68  

Impairment: 
78% 

Housing Benefit: 
65% 

over £500: 
2% 

Email given: 
27% 

Multiple adult households where a member is over 60 

 5% of tenants live in independent living 
accommodation. 

 28% of tenants live in flats.  54% live in 3 or 
more bedroom homes. 

 There is a higher than average tenancy length 
of 15+ years (57%). 

 39% of these households have 3 or more 
adults.  

 78% of tenants state at least one of them has 
some kind of impairment where the main types 
are mobility, hearing and wheelchair user.   

 65% of the tenants in this group are in receipt of 
full or partial housing benefit.  27% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use their swipe card or direct 
debit. 

 A higher than average proportion (78%) of this 
group have not been in arrears in the last 12 
months.  65% have a zero or credit balance.  

 This group have a slightly higher than average 
likelihood to go into arrears where 14% reached 
the stage of legal action. 

 This group generate the slightly below the 
average number of repairs, with 72% requesting 
5 or less in the last year. 

 A lower than average number of tenants have 
provided an email address (27%).  

 This group make slightly lower than the average 
amount of contacts with 55% making no contact 
in the last 6 months.  When contact is made it is 
most likely by phone or letter. 

 A below average number of tenants reported 
ASB over the last three years.  This group are 
also amongst the least likely of being the 
subject of an ASB complaint. 

 A slightly higher than average number of 
tenants made a formal complaint over the last 
three years.   

 This group has above average proportion of 
White British tenants (98%). 

 These tenants have gone without food a higher 
proportion than the average in the last year. 

 This group of residents have below average 
satisfaction for all the satisfaction measures 
considered except the value for money of their 
rent which is above average. 
 

Overall, these residents are low resource users, 
with below average arrears, repairs and 
contacts made.  
      

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  
 

 
  

 
 

o Estates with higher than average numbers of 
this group are: Ansdell; Bamber Bridge Other; 
Broadfield; Freckleton; Heyhouses; Kingsfold 
West; Kirkham; Leyland Other; Lytham; St 
Annes; Warton; Wesham and Wade Hall. 
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Multiple adult households where a member is over 60 
 

  

Customer profile: 

Jean and Barbara  
About Jean and Barbara 
Jean and Barbara are sisters who live together in a three bedroom home in 
Leyland.  Jean is 68 and has lived in the property for 28 years and Barbara, 
who is 64 and divorced, moved in five years ago when Jean’s husband died. 
They talk to their neighbours quite often but see their family less frequently.  
They are not interested in attending Community Involvement events. 
Finances 
Jean is in receipt of a state pension, pension credit and housing benefit. 
Barbara has mobility problems and receives benefits because of this.  They 
have a zero balance on their account but they have been in arrears in the last 
year, when there was a problem with Barbara’s benefits.  They are now 
comfortable on their present income and have no debts. 
Jean and Barbara’s home and neighbourhood 
The sisters have had the average number of repairs on their home in the last 
12 months, with five repairs, and the repairs are generally of an average cost.  
Apart from their repairs, they have not been in touch with us in the last six 
months. 
Compared to the majority of our tenants, they are less satisfied with their home 
and our services. 
Communication preferences 
When Jean and Barbara contact us it is likely to be via phone or letter.  They 
prefer to be contacted by phone or email. 
Group 
Jean and Barbara fall into the category of Older Multiple Adult Homes and 
represent 2% of our tenants. 

  

11 Older Multiple Adult Homes



 
164 
3% 

Average age: 
47  

Impairment: 
76% 

Housing Benefit: 
44% 

over £500: 
17% 

Email given: 
47% 

Multiple adult households where no-one is over 60 

 26% of tenants live in flats.  43% live in 3 or 
more bedroom homes. 

 There is a higher than average tenancy length 
of over 10 years (41%). 

 17% are under-occupying their property. 

 44% of these households have 3 or more 
adults.  

 76% of tenants state at least one of them has 
some kind of impairment where the main types 
are emotional or psychological, learning and 
literacy.   

 44% of the tenants in this group are in receipt of 
full or partial housing benefit.  12% of this group 
are in receipt of full benefits and make no 
contribution themselves but where they do they 
are more likely to use their swipe card. 

 A below average proportion of this group (55%) 
have not been in arrears in the last 12 months.  
46% have a zero or credit balance.  

 This group have a higher than average 
likelihood to go into arrears where 27% reached 
the stage of legal action. 

 This group generate the average number of 
repairs, with 70% requesting 5 or less in the last 
year. 

 This group make above average amount of 
contacts with 47% making no contact in the last 
year.  When contact is made it is most likely by 
phone. 

 An above average number of tenants have 
provided an email address (47%).  

 A slightly higher than average number of 
tenants reported ASB over the last three years.  
This group has an average likelihood of being 
the subject of an ASB complaint. 

 A slightly higher than average number of 
tenants made a formal complaint over the last 
three years.   

 This group has above average proportion of 
White British tenants (98%). 

 These tenants have gone without money, 
heating and food a significantly higher 
proportion than the average in the last year. 

 This group of residents have below average 
satisfaction for all the satisfaction measures 
considered except listening to their views which 
is above average. 
 

Overall, these residents are fairly high resource 
users, with above average arrears and contacts 
made and average repairs.  
          

   
 

Green denotes contact preference is higher than the average 
Yellow denotes contact preference is similar to the average 
Red denotes contact preference is lower than the average  
 

 
  

 
 

o Estates with higher than average numbers of 
this group are: Broadfield; Buckshaw Village; 
Collins Road; Freckleton; Kingsfold East; 
Kingsfold West; Kirkham; Leyland Other; St 
Annes and Wade Hall. 

 

0%

25%

50%

75%

no
arrears

up to
£250

£251 -
£500

£501 -
£750

£751 -
£1000

over
£1000

Rent Account Balance

Households with no
members aged over 60
Average

0%

25%

50%

75%

0 1 2 - 5 6 - 11 12 +

Number Arrears Actions set  in 2014/15

Households with no
members aged over 60
Average

12 Multiple Adult Homes 



Multiple adult households where no-one is over 60 

  

Customer profile: 

Ian and Mat  
About Ian and Mat 
Ian and Mat share a two bedroom home together in St Annes.  Ian is 54 and 
suffers from anxiety as a result of historic alcohol problems.  He has never 
married and has lived in his home for 20 years.  Mat, his nephew, moved in with 
him two years ago after splitting up with his partner. 
They occasionally talk to their neighbours but rarely see their family.  They are 
not interested in attending Community Involvement events. 
Finances 
Ian is in receipt of full benefits and does not work as a result of his health 
problems.  Mat is employed on a casual basis as a labourer.  They have been in 
arrears over the last year as a result of under-occupation and also due to the 
casual nature of Mat’s employment.  They are still currently in arrears but these 
have not yet reached legal action as they are sticking to their agreement.  They 
are barely coping on their present income and have other debts. 
Ian and Mat’s home and neighbourhood 
Ian and Mat have had the average number of repairs on their home in the last 12 
months, with five repairs, and the repairs are generally of an average cost.  In 
addition to their repairs, they have not been in touch with us in the last six 
months.  They have reported ASB to us in the last year and have also made a 
formal complaint about a repair. 
They feel that when they contact us, their views are listened to and acted upon, 
but they generally have low levels of satisfaction with their home and the 
services they receive. 
Communication preferences 
When Ian and Mat contact us it is likely to be via the phone. They prefer contact 
from via email or text. 
Group 
Ian and Mat fall into the category of Multiple Adult Homes and represent 3% of 
our tenants. 
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