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Welcome to our 
annual review
This has been an exciting year for 
Progress Housing Group. 
In July we launched our new logo as part of our 20th anniversary celebrations. 
Since then we have started to use the logo on our stationery, vans and website. 
From September 1, we are using the new logo instead of the previous ones 
(Progress Care, New Progress or New Fylde, depending upon which company is 
your landlord). Nothing will change to the services you receive as a result of this. 
The message is, it is business as usual and you will continue to enjoy the high 
standards of service you currently receive. This annual review tells you how 
we performed in 2013/14 for our general needs and sheltered homes. 

Throughout the year, you have told us through surveys, meetings and informal 
feedback, what matters most to you and what you think we need to improve. In 
this report you will find out what we have done in response to your feedback. We are 
performing well in key areas but there are also some parts of our service where we 
think we need to do better.

We’re always keen to hear what you think of our services and how we can improve 
them. Nearly 10% of you attended an event or meeting with us last year, but we 
would still like to get even more of you involved. You can make a real difference, so 
have your say.

You can give us feedback at any time. Just speak to a member of staff, phone 
Customer Services on 01772 450600, email enquiries@progressgroup.org.uk or fill in 
a short form at www.progressgroup.org.uk/feedback.

We hope you enjoy reading this report.

Bernie Keenan 
Executive Director  
(Housing, Community and Support Services)
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Supported living  
tenants and Clare House
As well as general needs social and affordable housing, 
Progress Housing Group provides supported housing 
to tenants with learning disabilities and mental health 
needs and services for single people experiencing 
homelessness. Our women’s refuge in South Ribble 
provides accommodation and support for women and 
children escaping domestic abuse. We have produced a 
separate annual review for these services. If you want to 
know more about our work in this area, please visit the 
website at www.progressgroup.org.uk.
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Key Unlocking Futures
Key joined the Group as a subsidiary on 1 
January 2014 and supports young people 
and their families to prevent homelessness. 
Key compliments our work by providing 
a range of non-housing services in the 
communities where we operate.  
For Key’s annual report please visit  
www.keyyouthcharity.org.uk 

All figures in this report relate to the  
period 1 April 2013 to 31 March 2014 and  

are consolidated figures for general needs housing, 
housing for older people, social leased housing, 
non-social housing, low cost home ownership, 
market rent and single homeless, owned and 

managed by New Progress Housing Association 
Limited and New Fylde Housing Limited trading 
as Progress Housing Group. All figures quoted 

exclude supported living, women’s refuge, 
keyworker and other accommodation owned  

and managed by Progress Housing  
Group Limited.

31 M
ar

This year is our 20th anniversary 
year please visit our website to  

view our celebratory films  
www.progressgroup.org.uk/
news/our-tube and look out for 
our special features in StreetTalk.

What is this  
review about?
Each year we produce an annual 
review for tenants outlining how we 
have performed in the year.
We are regulated by the government’s Homes 
and Communities Agency (HCA). It has a set of 
seven standards that all social housing providers 
must meet. Working with our tenants, we have 
also agreed a more detailed set of local standards, 
or “offers”, that we have committed to meet. The 
purpose of this annual report is to tell you if we 
meet both the HCA standards and our local  
offers, or if we think we need to make 
improvements to meet them.

31 M
ar

mailto:enquiries@progressgroup.org.uk
http://www.progressgroup.org.uk/feedback
http://www.progressgroup.org.uk/
http://www.keyyouthcharity.org.uk/
http://www.progressgroup.org.uk/
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Our homes 

homes 13,226 people live 
in our homes
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Location of 
homes 

Blackpool (32 )

Chorley 
(157 )

Fylde (2,019 )

Hyndburn (43 )

Lancaster (1 )

Preston (30 )

Ribble Valley (12 )

South Lakeland (68 )

South Ribble (3,691 )

West 
Lancashire 

(47 )

Wyre (34 )

Type of  
homes

80+

70-79

60-69

50-59

40-49

30-39

18-29

Younger than 18 

Our  
customers  

by age

General 
needs/
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Aylesbury
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Our year  
at a glance
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We have had another great year 
and are performing well in many 
key areas. Here’s a selection of 
performance figures to show you 
how we performed in 2013/14.
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m
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92% of sheltered housing 

tenants satisfied with 
overall service

94% of general 
needs tenants 
satisfied with 
overall service

27,176
repairs completed

planned 
improvements 
completed

1,227

889
homes 
let 

new  
homes  

built

122
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We believe that our tenants have a huge 
part to play in shaping how we manage 
our homes and communities. We involve 
tenants at all levels of the organisation, 
from our boards and scrutiny functions, 
to managing our grounds maintenance 
contracts and contributing to our 
publications. We hold a wide range of 
meetings and community events that offer 
the opportunity for you to have your say.
Last year, we held 245 meetings and events, which 
were attended by over 1,200 tenants. Topics included 
community safety, repairs and maintenance and 
digital services. We offer lots of different ways for you 
to give us feedback from getting in touch via social 
media to attending meetings. We would like to thank 
everyone who gave up their time and attended these 
events – your contribution and feedback is very much 
appreciated.
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Consultation
We have a number of forums and panels that help us 
to shape our services in key areas. Amongst these 
is The Forum, our main consultative body, made up 
of tenants from across our communities. We also 
have a Sheltered Housing Forum which consults with 
tenants living in our sheltered schemes on service 
improvements. Other forums include our Estate 
Appearance Group, which reviews our grounds 
maintenance activity and our Communications Panel, 
which reviews and offers feedback on our publications.

Scrutiny Pool
Over the last year we re-shaped our scrutiny function with 
the development of the Scrutiny Pool. This is a tenant-
led group, which meets quarterly to look in depth at our 
services to identify opportunities to make improvements. 
The Scrutiny Pool has agreed that the first two service 
areas for review in 2014/15 will be the management of 
feedback from tenants in relation to our repairs service 
and looking at the information provided to tenants who 
are under-occupying their homes. With the help of an 
external consultant, members from the Scrutiny Pool will 
report on the findings and make recommendations for 
improvements resulting in an action plan to implement 
any changes identified. The Scrutiny Pool is open to all 
tenants, contact the Community Involvement Team on 
01772 450600 for further information.

Tenant inspectors
Our tenant inspectors continued to mystery shop our 
services throughout the year, such as checking the 
condition of empty homes before new tenants move in.

Their reports are presented to the Scrutiny Pool and a 
tenant inspector also attends board meetings to speak 
about the inspections that they have been involved in. 
Last year we held 46 tenant inspection and mystery 
shopping events.

Tenant 
involvement 
and  
scrutiny

Register for our  
tenant involvement mailing 

list for regular updates  
on meetings, events, 
training and days out. 

community@ 
progressgroup.org.uk

(  
01772 450600

5

tenant  
meetings

We 
held 245

Youth Forum reaches new heights
The Youth Forum is now in its second year and 
is specifically for young people aged 8-18 to give 
them the opportunity to say what goes on in their 
communities and ways that they could be improved. 
The forum held its first team building away day in 2013 
where the young people were able to review and 
assess the past 12 months and help shape next year’s 
activities, whilst participating in team building sessions 
such as raft building, archery and bush-craft. 

1,238
tenants attended  

one or more  
events

Tenants´ conference
Over 200 delegates attended Progress Housing 
Group’s Tenant Conference on Sunday 9 March. The 
event, which was held at the Blackpool Hilton Hotel, 
brought together tenants, residents, staff, partner 
agencies and voluntary organisations from across 
Lancashire. The conference was themed ‘behind 
the scenes at Progress’ to throw the spotlight on 
services that we provide such as aids and adaptions, 
repairs, community involvement and safety, estate 
management and digital services. Next year’s 
conference will take place in Blackpool on Sunday 1 
March – look out for your invitation.



We aim to provide excellent services 
that exceed your expectations. To do 
this, we need to know your views on 
your home and community, and what 
you think of our services, so that we can 
continue to make improvements. We 
offer lots of different ways for you to give 
us feedback from filling in surveys to 
attending meetings. We’d like to thank all 
of you who were involved in helping to 
improve our services over the past year.

Giving us feedback
Last year, we received 287 complaints and 155 
compliments. 53% of complaints were about our 
repairs and maintenance service, 11% related to 
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customer service and 8% were about the way we 
manage tenancies. We met our target of responding to 
100% of complaints within the target time. We analyse 
complaints carefully to look for any customer service 
trends and to highlight any areas where we need to 
improve our service. Our Tenant Feedback Group 
meets every three months to review the complaints 
we have received and to help us identify areas for 
improvements, such as reviewing the letters we 
send out about complaints to make them easier to 
understand.

As well as hosting meetings we also ask for your 
views in a variety of different ways. One way we gather 
feedback is by sending surveys out when you have 
used one of our services, such as a repair, a disabled 
adaptation or a major improvement like a new kitchen.

Over 93% satisfied with our services
Every two years we carry out a full survey of all our 
tenants to find out how satisfied you are. The last time 
we carried this out in 2012 it revealed that 92% of 
general needs tenants and 94% of sheltered housing 
tenants are satisfied with the overall service we provide, 
making an average of 93%. We shall be repeating this 
survey in the autumn 2014.

Understanding your needs
It is important that we understand your needs and 
expectations so that we can provide services that 
are right for you, now and in the future. We use the 
information we hold about you and everyone living 
in your home to plan future services and to give 
you support and information that’s right for you. For 
example, we identified and supported tenants who 
we thought were living in fuel poverty, see page 11 for 
further information.

Customer 
service and 
feedback 

When you receive a  
survey, please help us by 
completing the form and 

returning it to us as soon as 
possible (you will be in with 
a chance of winning a £150 

shopping voucher!). 

6

complaints  
received

287

100% 
of complaints responded 

to in target time



We offer an annual tenant training 
programme to help develop personal 
skills in areas such as social media, 
community safety, working as a team, 
influencing and negotiating, new powers 
for anti-social behaviour, fire safety, book 
keeping, child anger management and 
dealing with conflict. Look for details in 
your tenants’ newsletter, StreetTalk, or 
check on our website. 

Progress Futures
In 2013, we launched a new initiative designed to 
further improve our tenants’ employment prospects. 
Progress Futures offers one-to-one support to tenants, 
providing advice as well as helping them find the right 

training, qualification or work placement to support 
them into employment. 

Last year we supported 76 tenants and 20 have moved 
into employment. They have developed skills such as 
CV writing, completing job applications and interview 
preparation. One of the scheme’s early success 
stories is tenant Richard Campbell, who has found 
employment with grounds maintenance contractor, 
Glendale, after working with Jacky Howcutt our 
Progress Futures Manager. 

We also ran a breakfast briefing for suppliers around 
the work of Progress Futures to encourage support 
and community investment from them when delivering 
services.

Progress Futures offers a number of apprenticeships 
and work placements, which are only open to you, our 
customers. Last year, we employed 17 apprentices 
and trainees. Over 52 apprentices or trainees have now 
learnt a trade or completed a housing traineeship with 
us.

Getting you online
In 2013, we launched our Digital Futures project to help 
tenants get online and make the most of the internet. 
The need for web skills and internet access is now a 
big part of daily life and will only increase, particularly 
with the introduction of benefit changes like Universal 
Credit. The project has been funded by our Community 
Investment Fund and Department of Work and 
Pensions’ Digital Deal Fund.

The project officially launched with a digital bus that 
parked up in nine of our communities, many of which 
were rural, to deliver training and awareness sessions. 
A useful guide to getting online was mailed to over 
6,000 tenants and we created five tenant ‘online’ 
zones in our community centres to provide free 
access and training to the internet. Digital champion 

7

of tenants attended a 
training session

training sessions were delivered to tenants who had 
expressed an interest in supporting other tenants to get 
online. The programme has so far benefited over 558 
customers and enabled many people to get online for 
the first time. 

Our Twitter and Facebook accounts enable us to 
keep you up-to-date with our news, find out about our 
events and give you another way to give us feedback 
about our services. Social media is also helping us to 
generate more interest in our events and job vacancies. 
Follow us at @ProgressHG or www.facebook.com/
ProgressStreetTalk.

558 
tenants  

helped to  
get online 
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Help into 
training and 
employment 

Struggling to get a job?  
Need help with job  

applications? Progress Futures 
is a free service to help you 
improve your employment 
prospects through training, 

education and work experience. 
Contact us for details. 

futures@progressgroup.org.uk

(  
01772 450600

 238 

Over

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


Last year we completed 27,176 repairs 
to our homes, which is an average of 4.4 
repairs for every home we own. 

Satisfaction with repairs
Each time we complete a repair we send a survey to 
you so that you can give us feedback on the service. 
Last year, 96% tenants told us that they were satisfied 
with the repairs service they received. Your feedback 
helps us to make our service even better so please 
return it to us every time you have a repair completed.

Did we do repairs on time?
We set targets for repairs to be carried out within 
certain timescales. We exceeded all of our targets 
last year and our performance was in the top 25% of 
housing associations in the country.

Repairs appointments
We recognise that most people have busy lives and 
want to know with more certainty when we are going to 
carry out repairs to their homes. We offer appointments 
for the majority of urgent and routine repairs. For all 
qualifying repairs, we will try to offer you a morning or 
afternoon appointment on a day to suit you. The pie 
charts below show how we performed last year.
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Repairing 
your  
home 

Over 635 repairs were 
reported online last year. 
Report your repair online 

24 hours a day. There’s no 
need to wait until our phone 
line opens, you can report 

repairs to us online at  
www.progressgroup.org.uk/

report-a-repair

Emergency 
(24 hours)

Urgent 
(7 days)

Routine 
(31 days)
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Target 
99.2%
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18 - 29

 Younger than 18

73.9%

of all urgent and routine repairs  
where appointment was offered.

18 - 29

 Younger than 18

96.4% 

of appointments that were kept by us.

Over 
4.4 

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


Last year we invested more than £10.6 
million in carrying out major repairs 
and improvements to our homes. We 
installed 338 new kitchens, 75 new 
bathrooms, 297 new boilers or heating 
systems, and replaced windows in 161 
properties. This is in addition to carrying 
out thousands of day to day repairs 
each year. We are in a strong financial 
position to make sure this investment 
continues over the years to come.

100% gas safety checks completed
Every year we must check the safety of all the gas 
appliances that we have provided in your home. This is 
to ensure everything is working safely and efficiently in 
your home. Last year, we completed 5,465 gas safety 
services. For the last four years, we have achieved our 
target of servicing 100% of gas appliances each year. 
This places us as one of the best performing housing 
associations for gas servicing.

During the year we helped 16 tenants make home 
improvements through our Tenant Match Funding 
scheme where we will match some of the costs, for 
example, installing an electric shower over a bath or 
fitting extra plug sockets. Under the scheme, you can 
apply for a contribution of 50% towards the cost of a 
home improvement up to a maximum of £250. Please 
remember that you must meet certain criteria and 
seek written approval from us before carrying out any 
improvements or adaptations to your home.

Adaptations
We invested £206,820 in adapting homes and 
providing aids to make it easier for tenants with a 
disability to live in their homes. This includes works 
such as fitting level access showers, handrails, 
bannister rails and lever taps.  

We completed 628 aids and adaptations. 89 were 
major adaptations, such as fitting level access 
showers and wet rooms. The remaining 539 were 
minor adaptations, such as fitting grab rails, lever 
taps, and providing aids like flashing door bells and 
vibrating pillows to alert those with visual and hearing 
impairments to potential risks.
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Major  
repairs and 
improvements 

If an adaptation  
would make it easier for  

you to live in your home, then 
please speak to us about our 
aids and adaptations service.

enquiries@progressgroup.
org.uk 

(  
01772 450600

After every adaptation is completed we send the tenant 
a satisfaction survey so that we can measure how well 
we have performed. The results for 2013/14 are below:

 It was easy to apply for an adaptation 100%

 I was satisfied or very satisfied with the service 100%

 The adaptation met my needs 97%

mailto:enquiries@progressgroup


Last year we let 889 homes. We aim 
to re-let empty (or ‘void’) properties 
as soon as possible because empty 
homes cost us money and can impact 
negatively on our communities. Tenants 
live in our general needs homes, on 
average, for 9.8 years before moving to 
another home. In sheltered housing, the 
figure is 6.8 years.

Over the last year we continued to work hard to reduce 
the time taken to re-let empty homes to new tenants. 
By reducing the length of time it takes us to re-let 
homes, we reduce the amount of rent we lose from 
empty homes. This gives us more money to invest in 
our homes and services. The average time to re-let 
homes was 27.8 days. We did not meet our target of 
24 days despite making a big improvement. This is 
partly as a result of changes to the benefit system, 
such as the under-occupancy charge and changing 
accommodation needs. We will continue to focus on 
this area to reduce the amount of time it takes for us to 
re-let a property. 

When new tenants move into their home we send them 
a survey to ask them how satisfied they are with it. Of 
those asked 84% of tenants rated the overall quality of 
the property as ‘good’.

We let properties through three choice-based lettings 
schemes (these are schemes where the lettings for 
all social housing in a particular geographical area 
are co-ordinated): Select Move for homes in South 
Ribble, Chorley and Preston (www.selectmove.co.uk), 
MyHomeChoiceFyldeCoast for home across the Fylde 
coast (www.myhomechoicefyldecoast.co.uk) and 
Be-with-us in East Lancashire (www.b-with-us.com). 
In other areas where we have properties we work with 
the local authority to seek nominations of potential new 
tenants.
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Lettings 
and 
allocations 

Did you know that  
you can pay your rent,  

report non-emergency repairs, 
look at your rent account and 
report anti-social behaviour 

through our website 24 hours a 
day, 365 days a year? Visit  

www.progressgroup.org.uk and 
register to set up your  

free online  
account.

889

97%

New  
tenant 
satisfaction 
with. . . 

. . .overall  
service 

provided 

http://www.selectmove.co.uk/
http://www.myhomechoicefyldecoast.co.uk/
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http://www.progressgroup.org.uk/


We have a Financial Inclusion Team that 
offers free information and advice to all 
tenants. The team can help you with 
claiming welfare benefits, budgeting, 
dealing with debt, low-cost loans, 
banking and home energy advice. Last 
year the team helped 310 tenants. By 
reviewing their circumstances, we were 
able to help these tenants claim over 
£545,600 in benefits that they were 
entitled to but not claiming. If you think 
you might need help, contact them on 
01772 450600.

Benefit changes
We have a specialist team to support tenants through 
the welfare reform who offer a range of support 
services to help with benefit advice, debt and money 
management. Last year, we helped you to prepare 
for the Government’s changes by providing regular 
information about the changes in your StreetTalk 
magazine and assisting those tenants who were 
affected by the benefit changes; including advice on 
budgeting.

We helped 64 of our tenants who were under-
occupying their homes, as a result of benefit changes, 
move to a more suitable property through our direct 
matching service and a further 44 tenants have 
registered to move to a smaller property.

Our Digital Futures project helped prepare tenants 
for the roll out of the new online process for claiming 
benefits by offering internet access and training.

Helping you to cut your energy bills
We are committed to providing our tenants with access 
to affordable heating systems. Last year, we installed 
132 new energy efficient heating systems. Eight of our 
properties in Salwick, Preston had no access to gas 
mains supply and were heated by electricity, making 
them expensive to run. In response, we secured grant 
funding from the Energy Savings Trust to install air-
source heat pumps, providing the tenants with potential 
savings of up to 40% on their fuel bills as well as 
delivering a sustainable energy solution.  

We also worked in partnership with local authorities 
to deliver affordable warmth strategies. In particular 
we have been able to access green doctor services 
provided by The Groundwork Trust in the Fylde area. 
This has resulted in 26 visits to tenants who identified 
themselves as living in fuel poverty.

11

tenants received 
financial and 

benefits  
advice

310

£545,686 
in benefits

Access to low-cost loans and savings 
accounts
Credit Unions are community savings and loans 
co-operatives, owned and run by their members. 
Community Development Finance Institutions (CDFIs) 
are social enterprises that lend money to those unable 
to get finance from high street banks. We work in 
partnership with Blackpool Fylde & Wyre Credit Union 
and Unify Credit Union, in Chorley and Leyland, to offer 
easy-access savings accounts and low-cost loans to 
tenants living in any of these areas; we also work in 
partnership with Lancashire Community Finance to 
offer accessible loans to tenants with a Preston and 
West Lancashire postcode. 

If you need to borrow money then these organisations 
will be able to offer you a loan at a much lower rate 
than home credit or ‘doorstep’ lenders. For those able 
to save money, credit unions dividends may be higher 
than the interest offered by high street banks. Credit 
Unions may also help you to prepare for Universal 
Credit by helping you to set up a bank account to 
manage your online benefit payments. 
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Money 
matters 

Speaking to our  
Financial Inclusion Team 

won’t cost you a penny but 
could save you a fortune! 

Contact us today to arrange 
a free appointment.

enquiries@ 
progressgroup.org.uk

(  
01772 450600

Claimed



We want people to feel safe and live 
peacefully in our communities. We have 
a specialist Community Safety Team, 
which works closely with local police 
teams to prevent and tackle anti-social 
behaviour. 
Our award-winning team was recently awarded a 
second commendation by Lancashire Constabulary 
in recognition of our robust and effective working 
partnership, which has contributed to a reduction in 
crime and anti-social behaviour in the communities in 
which we work.

Last year, we dealt with 467 cases of anti-social 
behaviour and it took us an average of 50 days to 
close anti-social behaviour cases. 96.5% of tenants 
told us they were satisfied with the outcome of their 
anti-social behaviour complaint, which is a significant 
achievement.

The team continued its out-of-hours visits with local 
neighbourhood policing teams to target known 
perpetrators of anti-social behaviour on our estates. 

We continue to work with people who are committing 
anti-social behaviour to support them to change their 
ways. However, if their poor behaviour continues, we 
will take action to stop it. Last year, we successfully 
took legal action in 62 cases to put a stop to anti-social 
behaviour; five of our tenants were evicted due to their 
anti-social behaviour.

Following recommendations made by the Scrutiny 
Pool, we purchased surveillance and noise monitoring 
equipment. This has provided value for money as 
we no longer have to pay hire costs for this, saving 
£46,590 during 2013 - 2014.

Community safety week
In October 2013 around 500 people attended a series 
of events for community safety week across South 
Ribble and Fylde, all with the aim of bringing our 
communities together and making them safer places 
to live. We held our Standing Up For Your Community 
Awards ceremony, which recognised our tenants who 
have made a difference in tackling anti-social behaviour 
in their communities.

We conducted out-of-hours walkabouts with local 
police to give you the chance to meet with staff and 
identify anti-social behaviour in your community. We 
also organised skip drops on our estates to help  
clean-up their appearance.

Award-winning witness support
We were one of the first housing associations in the 
country to provide a 24-hour witness support service 
for victims and witnesses of anti-social behaviour. Last 
year, we supported 26 witnesses under the scheme 
and our witness support service continues to support 

12

cases of anti-social 
behaviour last year

customers by offering them a bespoke service tailored 
to meet their requirements.

The service was shortlisted in the ‘innovation of the 
year’ category at the national UK Housing Awards 
2013.

26 

customers benefited 
from our 24-hour 
witness support 

service

1 Sat 
2 Sun
3 Mon
4 Tue
5 Wed
6 Thu 
7 Fri 
8 Sat 
9 Sun
10 Mon
11 Tue
12 Wed
13 Thu 
14 Fri 
15 Sat
16 Sun
17 Mon
18 Tue
19 Wed
20 Thu 
21 Fri 
22 Sat
23 Sun
24 Mon
25 Tue
26 Wed
27 Thu 
28 Fri 
29 Sat
30 Sun
31 Mon Bank Holiday

August 2015

 

Community 
safety 

Register for our  
tenant involvement mailing 
list for regular updates on 
meetings, events, training 

and free days out. 

community@ 
progressgroup.org.uk

(  
01772 450600

We tackled

467 96.5%
of tenants told us they were 
satisfied with the outcome  

of their anti-social  
behaviour  
complaint



We work with residents and community 
groups to improve our neighbourhoods 
and create thriving communities where 
people want to live. We carry out regular 
inspections of all our neighbourhoods, 
which we call ‘estate walkabouts’.
Last year, we completed 182 estate walkabouts. Local 
residents are invited to join us on these visits so that 
they can help us to identify any improvements that are 
needed or to point out any issues or concerns they 
have. Your input is extremely valuable and helps us to 
target our support to the things that matter most to you 
in your neighbourhood. Last year, we invested £359,124 
in environmental improvements, such as better 
fencing, improved car parking, security measures and 
improvement of green areas. 

Grounds maintenance contract
Our grounds maintenance contract covers the 
maintenance of the green areas owned by us around 
our estates and sheltered schemes. Our Grounds 
Maintenance Panel was involved in the selection 
process for the new contract, which began on 1 April 
2013 and covers grass cutting and general garden 
maintenance. For the first time, the contract covers all 
our estates and schemes, which has enabled us to 
make savings and provide better value for money and 
a more consistent level of service. We have a team of 
tenant Green Inspectors who monitor the service and 
report back to our staff and board.

Investing in communities
Since it launched in 2009, our Community Investment 
Fund has awarded almost £638,443 to support 
community groups and projects that make a positive 
difference to people’s lives. Last year, we provided 
£152,888 in funding to 17 projects. 

Longton Community Church was one such group to 
benefit from the fund. The church received £15,000 
towards the cost of a new van. The van will be used to 
support the work of its Inside Out project, which helps 
local people in need of food parcels, clothing, furniture 
and assistance with decorating their homes.
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£359,124  
invested in environment 

improvements

Community stars shine bright
In March 2014, we unveiled the winners of our 
Community Stars awards. The awards recognised 
unsung heroes in our communities who have gone 
out of their way to improve the lives of others living in 
their communities – from brightening up their garden 
to helping make their community a better place to 
live. We had over 50 nominations and 10 tenants and 
community groups from across Progress Housing 
Group were rewarded for their contribution at an 
awards ceremony, which took place at our annual 
Tenant Conference at the Hilton Hotel, Blackpool.

182 
estate 

walkabouts
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Your 
neighbourhood 

Join us on your next  
estate walkabout. You’ll find 

all the details at 

www.progressgroup.org.
uk/events 

(  
01772 450600

http://www.progressgroup.org/


By looking after our money, reducing our 
costs and making the best use of low 
fixed interest rates on our loans, we are 
in a strong financial position. This means 
that we are able to continue to invest in 
maintaining and improving our homes 
and building new homes. It also helps us 
to manage other changes which could 
potentially impact the way that we work, 
such as reductions in government grants 
for building new homes or increased rent 
arrears due to welfare reform. These new 
challenges make it even more important for 
us to continue to manage our finances well. 
Any net surplus (this is the money we are left with 
after we have paid all our overheads including the 
cost of running our services, for example, staff 
wages, insurance, taxes and loan repayments) that 
we generate enables us to build long-term financial 
strength that will help us to deliver more new housing, 
improvements in services and increased investment in 
our existing properties and communities. The majority 
of our new homes will be one and two bedroom 

properties to reflect the changing demand for homes 
as a result of welfare reform and to reduce any potential 
loss of income. We invested £13m in developing 122 
new homes.

Monitoring our performance
Our boards, which include tenant representatives, meet 
regularly to discuss our business. Each board receives 
regular monitoring information on our performance, 
finances and risks. This makes sure that decisions are 
made that are in the best interests of the organisation 
and our tenants.

Increasing our income
Our successful Progress Lifeline and Helpline service, 
which is an emergency personal alarm service that 
helps people to live independently in their own homes, 
has helped us generate an additional, £1.4m, that can 
be invested back into our homes and services.  

The Financial Inclusion Team was strengthened during 
the year to ensure that high quality advice and support 
is available to all tenants who want it and are affected 
by welfare reform, and is working closely with tenants 
at risk of rent arrears. 
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£35.9m  
 turnover 

£5.3m   
surplus 

£61.6m    
borrowings 

£13m    
invested  
in new  
homes

£12.3m    
spent on  

maintaining and 
 improving  

homes 

Where every pound of our money came from 

How we spent every pound of our money 
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Managing 
our  
money 

Looking for funding  
for a community group or  

project that will benefit other 
tenants? Our Community 

Investment Fund may be able 
to support you.

community@ 
progressgroup.org.uk

(  
01772 450600

loans

property

profit

lease

customer

interest

government

other

interest

cost

planned

investment

day

£

£

5p Government grant to 
develop new homes 

2p Interest received

74p Customer income 
from rents and service 
charges

2p Lease income 

3p Profit from other 
activities (e.g. Progress 
Lifeline)

2p Property sales

12p Loans/borrowing  
(from banks)

11p Day to day repairs

35p Investment in new 
properties

16p Planned maintenance 
and improvements

21p Cost of delivering 
services (staff, offices,  
IT, utilities)

15p Interest charges on 
our loans

2p Other costs  
(bad debts etc)



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

Some of our value for money highlights include: 

 Building £23m of new social housing

 Investing £500,000 in community projects

 Completing 99.3% of repairs on time

 Contacting 877 tenants who were potentially 
impacted by the under-occupation charge as a 
result of welfare reform. We helped 64 people move 

to a more suitable home and a further 44 have 
registered to move to a smaller property

 Saving £400,000 through reviewing our contracts 

 Installing energy-efficient ‘ground source heat 
pumps’ into the homes of eight residents who had 
no access to a gas mains supply, saving them up to 
40% on their fuel bills

 A financial surplus of £11m in March 2014 – the 
highest it has been

Giving us feedback
We are committed to ensuring that tenants are at the 
heart of the business, and a key part of this is involving 
you in our budget setting. We consulted you on the 
process and what you thought the top service priorities 
were through sessions with our Finance Team.

Our Scrutiny Pool, made up of tenants from across the 
Group, also reviews our services to make sure we are 
doing things in the most cost-effective manner.
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Funding for new homes
Last year, we received over £1.2 million in government 
funding towards the cost of building new homes. This 
helped us build 122 new affordable homes for local 
people. We regenerated a derelict site in Kirkham town 
centre by transforming a former hotel into an award-
winning scheme offering nine new affordable homes for 
rent.

Income Collection Team
Our Income Collection Team continued to support 
tenants to maintain their tenancies by helping them to 
avoid rent arrears, or to clear any arrears that they have. 
The team works closely with our Financial Inclusion 
Team in order to offer additional financial and benefits 
advice. 
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Value for 
money 

The  
easiest and  

most convenient way  
for you to pay your rent  

is by Direct Debit. It takes the  
hassle out of it for you and saves  

us money too. Contact us today to 
set up a Direct Debit payment.

enquiries@progress 
group.org.uk

(  
01772 450600

92% of sheltered 
tenants satisfied that  

rent offers value  
for money 

£1.2m    
government grant  

to build new  
homes 

122     
new homes  

built 

86% of general needs 
tenants satisfied that  

rent offers value  
for money 

£

http://www.progressgroup.org.uk/downloads
mailto:enquiries@progress


The way that we set our rents is very 
closely regulated by the government and 
we follow strict guidelines. They take 
into account factors such as property 
values, the number of bedrooms and 
average earnings in the local area.

Service charges
In addition to rent we also charge ‘service charges’ for 
services that we provide that are not covered by your 
rent but are included in your tenancy agreement. This 
can include things like grounds maintenance and the 
estate caretaker service. Each year we calculate how 
much it costs us to provide these services. We work 
out the service charge by splitting the cost between 
the number of tenants who receive the service. It is 
important for us to keep these costs under control 
because any increase in cost directly affects service 
charges.

Have your say
Every year we invite tenants to a special meeting of 
the Rent and Service Charges Panel so that we can 
explain what changes to rent and service charges we 
are proposing for the following financial year. It also 
gives tenants an opportunity to give their views. If you 
would like to get involved, look out for your invite early 
next year.
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Collecting rent
It is important that we collect the rent due from tenants 
because it is your rent that funds the work we do 
and the services we provide. One of the ways we 
report on how well we collect the rent owed to us by 
current tenants is by measuring ‘net’ arrears. This is an 
adjusted figure to take into account housing benefit and 
other payments that are due – essentially the figure is 
adjusted as though the amount due had been paid.

The following table shows the target we were set for 
net current tenant arrears and our performance:

Target Performance

Net arrears 2.8% 3% ✗

We did not meet our performance targets for current 
tenant arrears last year. We work very closely with 
tenants who are in arrears and only consider eviction 
as a last resort. We evicted 49 tenants for non-payment 
of rent.

The debts owed to us by former tenants have reduced 
from 2.4% down to 2%. The table below shows our 
performance against the target.

Target Performance

Arrears 2% 2% ✓

Rent collection is one of our main areas for 
improvement in 2014/15. We have strengthened our 
Income Collection Team to enable us to collect unpaid 
rent more effectively. Even more of our tenants will 
struggle to pay their rent over the next few years as 
the benefit changes affect more people, such as those 
who have had their housing benefit cut because they 
have a spare bedroom. It is important that we do all we 
can to control arrears and support you to pay back any 
arrears that are owed.

Rents and 
service 
charges 

Our offices  
are closed over  

the Christmas period.  
However, you can still  

access many of our services  
at our website, www,progressgroup.
org.uk. Making payments, reporting 

repairs and viewing your rent 
account are just some of the 

services on offer. Last year, over 
9,800 rent payments were made 

online. If you’ve not visited  
our website yet, why  

not give it  
a try?
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1 bed £71.35

2 bed £82.49

3 bed £91.85

Average  
weekly rents for

 general needs 
housing

sheltered housing

£76.56

Average  
weekly rents for 



Head Office: Sumner House, 21 King Street, 
Leyland, Lancashire, PR25 2LW

Lytham St Annes office: Warwick House,  
Kilnhouse Lane, Lytham St Annes, FY8 3DU

Opening times:   
Monday to Friday 9am-5pm

Website  
www.progressgroup.org.uk

Email  
enquiries@progressgroup.org.uk

Customer services 
01772 450600  
Monday to Friday 8am-6pm

@ProgressHG

www.facebook.com/ProgressStreetTalk

Progress Housing Group Limited is a registered society 
under the Co-operative and Community Benefit Societies 
Act 2014, with the Financial Conduct Authority No. 
28685R and with the Homes and Communities Agency 
LH4189. The following companies trade as Progress 
Housing Group:

New Progress Housing Association Limited 
A charitable registered society under the Co-operative and 
Community Benefit Societies Act 2014, with the FCA 27792R 
and with the Homes and Communities Agency LH4032. 

Progress Care Housing Association Limited  
A charitable registered society under the Co-operative and 
Community Benefit Societies Act 2014, with the FCA 28761R 
and with the Homes and Communities Agency LH4188. 

New Fylde Housing Limited   
A charitable registered society under the Co-operative and 
Community Benefit Societies Act 2014, with the FCA 30658R 
and with the Homes and Communities Agency LH4284. 

Registered office for the Group and all subsidiaries: Sumner 
House, 21 King Street, Leyland, Lancashire, PR25 2LW. VAT 
registration number: 712 6635 46.

Accreditations Awards

with the Social Landlords 
Crime and Nuisance Group

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

