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Welcome to our 
annual review
This has been an exciting year for 
Progress Housing Group. 
I am pleased to introduce myself as your new Executive Director 
following the recent retirement of Alan Johnson. I am sure you will 
join me in wishing him a happy retirement.

In July we launched our new brand and 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. Over 
the year we have made many improvements but we always want to 
make our services even better.

Our partnership with tenants has gone from strength to strength 
and it is only by working with you that we can continue to provide 
the best services possible.

In March this year we were delighted to win the ‘Supported Living’ 
category at the Independent Specialist Care Awards, where we 
received national recognition for our supported living services.

Over the last 12 months many of you have been involved with us 
by either attending meetings, completing surveys or by reading 
and contributing to our newsletter. I would like to thank you for 
taking the time to give us your views and feedback. We are always 
pleased to hear what you think of our services and how we can 
improve them.

You can give us feedback any time. Just tell a member of staff, 
phone us on 01772 450888 (or 0845 2416041 if you live in a LiLAC 
property in Leeds), email enquiries@progressgroup.org,uk or fill in a 
short form on our website at www.progressgroup.org.uk/feedback

Bernie Keenan 
Executive Director  
(Housing, Community and Support Services)
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calendar 
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What is this  
review about?
Each year we produce an annual 
review for tenants detailing how we 
have performed in the year.

Our review is framed around the standards 
set by the Government’s Homes and 
Communities Agency, which oversees  
the work of all housing associations.  
This review is also sent to them.  
More information can be found at  
www.homesandcommunities.co.uk

 All figures in this report 
relate to the period 
from 1 April 2013 to 31 
March 2014. 
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How can you find out more 
about how well we are doing?

Your quarterly newsletter, Progress People, includes 
information about how well we are doing.

You can view and download more information  
on our performance report on our website at  
www.progressgroup.org.uk. 

We regularly discuss how we are performing at 
many of our tenant meetings.

All of the publications 
mentioned in this report are 
available from:

www.progressgroup.org.uk/
downloads

Our offices

01772 450888

enquiries@progressgroup.org.uk

We can provide copies in alternative 
formats (such as audio, large print 
and Braille) or different languages on 
request.

mailto:enquiries@progressgroup.org
http://www.progressgroup.org.uk/feedback
http://www.homesandcommunities.co.uk/
http://www.progressgroup.org.uk/
http://www.progressgroup.org.uk/
mailto:enquiries@progressgroup.org.uk


We work with over  
130 support providers in 
105 local authority areas

We carried out 49 
improvements to outside 
space

We dealt with 33 anti-
social behaviour reports

6p out of every £1 we spend 
goes on improving your home
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Performance summary

October 2014
Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 2 3 4 5

6 7 8 9 10 11 12

13 14 15 16 17 18 19

20 21 22 23 24 25 26

27 28 29 30 31

November 2014
Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 2

3 4 5 6 7 8 9

10 11 12 13 14 15 16

17 18 19 20 21 22 23

24 25 26 27 28 29 30

December 2014
Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 2 3 4 5 6 7

8 9 10 11 12 13 14

15 16 17 18 19 20 21

22 23 24 25 
Christmas 
Day

26 
Boxing 
Day

27 28

29 30 31  
New Year's 
Eve

We have 

3,201
units of supported living 

accommodation

1,492 
homes

232 homes were re-let 
We 
provided 
137new 
homes

100%  
of homes 

were visited

15,736 re
pa

irs

99.2% 97.1% of you 
happy with 
repairs service

of repairs 
were 
completed  
on time

We held 
184 tenant meetings

1,194 
tenants attended 

meetings

We 
carried 
out

We have



We hold meetings and 
training events all over 

the country. If you would 
like to get involved then 

give us a call. 

( 
01772 450888

January 2015

Getting 
involved

4

tenant  
meetings

We 
held 184

1,194
of you attended  

tenant  
meetings

We believe that you have a big 
role to play in the way your home 
is managed, so we involve tenants 
at all levels of the organisation.

We continued to hold tenant training 
sessions on topics that you told us 
you are interested in. We held sessions 
about your neighbourhood and how 
to improve your health and wellbeing. 
We used different ways of working with 
you, including art-based activities and 
a Jenga-style game which has been 
really popular. You have told us this 
makes your tenant meetings much more 
enjoyable.

60 of you attended our tenant 
conference in March, where we also 
presented ‘Community Stars’ awards to 
tenants who have helped others in their 
community.

Our Scrutiny Panel, made up of tenants 
across the Group, looked at how we 
deliver services and suggested ways to 
improve them.

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 
New Year´s 
Day

2 3 4

5 6 7 8 9 10 11

12 13 14 15 16 17 18

19 20 21 22 23 24 25

26 27 28 29 30 31



Do you want to come  
to our tenant conference 
next month? Book your 

place today!

( 
01772 450888

February 2015

Customer 
service and 
feedback
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We dealt with 

100%
of complaints within five days.

of you told us that 
you are 'happy' 

with your  
home.

During the year, we sent out a 
questionnaire called the STAR survey to 
find out what you felt about the services 
we provide. STAR stands for 'Survey of 
Tenants and Residents'.

It asked you to tell us what you think 
about the services you receive from us. 
We sent out 2,858 surveys and 1,269 
were returned.

We have made a plan to look at how 
we can improve areas that you were 
unhappy with. Look out in future 
newsletters when we will tell you how we 
are doing. If you tell us you are unhappy, 
we look at how we can improve our 
service to you.

1,125 of you told us that 
you are 'happy' with 
the service provided.

“I am pleased where I live and I love 
the house. Progress are good with 
the repairs and I enjoy the Progress 
meetings.”

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1

2 3 4 5 6 7 8

9 10 11 12 13 14 15

16 17 18 19 20 21 22

23 24 25 26 27 28

1,172

We received 40 
compliments about our 
service.

We received 69 
complaints during the year.

  



Do you want to improve 
the garden or outside 
area where you live? 

Get in touch; we may be 
able to help you. 

( 
01772 450888

March 2015

Learning 
new  
skills
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We continued to deliver training  
to help tenants learn new skills.

So far tenants have used parachute 
games to help them express their 
views, danced the conga, created metal 
sculptures and animations, and have 
enjoyed many more fun and interactive 
activities. The project was fully funded by 
the Big Lottery Fund.

Artlink is an arts and health charity 
specialising in using the arts to engage 
vulnerable groups of people. They are 
working in partnership with us and 
Leeds City Council’s Adult Social Care 
department, to deliver an arts project.
The project aims to:
 Reduce loneliness
 Increase confidence
 Encourage new friendships
 Increase links with the community

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 Tenant 
Conference

2 3 4 5 6 7 8

9 10 11 12 13 14 15

16 17 18 19 20 21 22

23 24 25 26 27 28 29

30 31

mystery shopping 
telephone calls to test  

our services

40
art workshops  

with tenants

We held

We continued to train tenants to inspect 
empty properties to make sure that the 
properties meet our required standards; 
we now have 12 tenants trained to carry 
out inspections.

Our tenant  
volunteers made

59



We have worked with 
our tenants to make a 

guide to help you report 
a repair. Ask us

for a copy today. 

( 
01772 450888

April 2015

Repairing 
homes

7

repairs 
completed

We  understand that a fast 
and efficient repairs service is 
important to you. We are always 
happy to receive your feedback.

99.2 of every 
100 repairs were 
completed within 
the target time

You were satisfied with 97.1 out  
of every 100 repairs completed

Last year we reviewed our Scrutiny 
Panel and how it worked. Now we have 
a Scrutiny Pool which looks at how we 
deliver services across the Group and 
suggests ways to improve them. 

Our Scrutiny Pool is made up of tenants 
from across the Group. It looked at 
how your feedback was managed in 
relation to our repairs service and made 
recommendations on how we can 
improve this service. An action plan  
is now in place so that changes can  
be made.

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 2 3 Good 
Friday

4 5 Easter

6 Easter 
Monday

7 8 9 10 11 12

13 14 15 16 17 18 19

20 21 22 23 24 25 26

27 28 29 30

12,541

954 of you told us that you are 
'happy' with the way repairs 

and maintenance work 
is carried out at 

your home.



Do you want to know 
more about how to 

report a repair?  
Contact us on

( 
01772 450888

May 2015

Maintaining  
and  
improving 
homes
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We were unable to meet our 
performance target for gas servicing 
this year as we had difficulty in gaining 
access to one property. This was 
followed up promptly and a valid gas 
certificate is now in place.

We completed the following:
7 homes had new bathrooms 

fitted
12 homes had new windows and 

doors
23 homes had new boilers fitted
28 homes had new kitchens

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 2 3

4  Early May 
bank holiday

5 6 7 8 9 10

11 12 13 14 15 16 17

18 19 20 21 22 23 24

25 Spring 
bank holiday

26 27 28 29 30 31

We carried out 49 
improvements to the  

outside space at  
tenants' 
homes

99.9% 
of homes had a gas 
service check within 

12 months

In 2013/14 we spent 

£600,000
on maintaining our  

homes



What do you think of  
our services? Your 

feedback helps us to 
improve the way we work. 

( 
01772 450888

June 2015

Managing 
your 
homes
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 We visited  
 

of our 
properties

homes were  
re-let

We visited all our properties to carry out 
a review visit.

Before we visit we send you a survey to 
complete. Feedback from these surveys 
showed that 96 out of 100 supported 
living tenants like the home where they 
live. 94 out of 100 tenants are happy 
with the overall service that we provide.

As one of our tenants you have a lot 
of different people who look after your 
home. A Supported Housing Officer is 
someone who looks after the running of 
your property.

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 2 3 4 5 6 7

8 9 10 11 12 13 14

15 16 17 18 19 20 21

22 23 24 25 26 27 28

29 30

100%

Here is some information 
about their job
What is a Supported Housing 
Officer?
A Supported Housing Officer works 
as part of a team providing day-to-
day housing management services 
to tenants. They work with other 
organisations to provide housing and 
support to tenants.
What do they do?
A Supported Housing Officer’s role is 
varied. They visit every property at least 
once a year and when a new tenant 
moves in. They carry out the tenancy 
sign-up. They also deal with anti-social 
behaviour and provide management and 
monitoring of rent arrears, rechargeable 
repairs, empty properties and service 
charge budgets.
What is an annual review visit?
An annual review visit is carried out once 
a year. At the review the Supported 
Housing Officers check all rooms in the 
property to make sure that they are in a 
good condition. They also check tenants 
are happy with their home.At the annual visit your Supported 

Housing Officer will check:
 Any outstanding repairs
 That health and safety is being 

managed

 That fire equipment is being 
tested

  The condition of furniture and 
kitchen appliances

 Any anti-social behaviour 
incidents

 Any issues with rent 
payments.

183



Do you need some  
help managing in your 

home? Phone us today. 

( 
01772 450888

July 2015

Supporting 
you in your  
home
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We want to make sure that tenants have 
the adaptations they need to enjoy their 
home. Sometimes we will carry out 
improvements if your home no longer 
meets your needs. For example, we may 
install a ramp or grab rail. 

Here is an example 
A property in Norfolk needed 
improvements due to the changing 
needs of tenants. 
Some of these improvements involved:

 Putting in a new kitchen
 Knocking down a wall from the 
kitchen through to an office to make  
a large dining area

  Changing the existing dining room to  
a utility room with space for a desk

This request was made so that the 
tenants could access the kitchen, 
enabling them to prepare food and enjoy 
meals in a better dining room.
Now tenants living at the scheme tell us 
that it has more light, a bigger space to 
socialise in and it is easier to get around 
using a wheelchair.

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 2 3 4 5

6 7 8 9 10 11 12

13 14 15 16 17 18 19

20 21 22 23 24 25 26

27 28 29 30 31

96.1%
of tenants told us they 
were happy living in 

their homes

We installed 158 
aids and adaptations  

at a cost of 
£224,418

158



Problems with 
anti-social behaviour 

where you live? Report it 
to us today so we  

can help. 

( 
01772 450888

August 2015

Dealing with 
anti-social 
behaviour
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We held 6 anti-social 
behaviour and hate 
crime information 

sessions 
with tenants

We continued to run tenant 
training sessions about anti-social 
behaviour and we invited local 
police officers where possible.

We take anti-social behaviour very 
seriously. If this type of behaviour is 
upsetting any of our tenants, we will 
support them to sort the problem out. 
However, we will take action against 
any of our tenants, or their visitors, who 
annoy, frighten or upset other people in 
this way. If someone continues to cause 
nuisance to others, they may even lose 
their home.

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 2

3 4 5 6 7 8 9

10 11 12 13 14 15 16

17 18 19 20 21 22 23

24 25 26 27 28 29 30

31 Bank 
Holiday

We dealt with 
33 reports 

of anti-social 
behaviour
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We are always looking at ways to 
improve our properties. So over the 
coming year we will be training tenants 
to become Green Inspectors. Green 
Inspectors will look at the service that 
their gardener provides making sure that 
it is of a good standard.  
If you are interested in becoming a 
Green Inspector, please contact us 
on 01772 450888.

We provided gardening 
services to 230 properties. 
We also spent £558,177 on 
replacing furniture, flooring 
and kitchen appliances.

5

September 2015

12

Your rent includes service charges. 
Service charges pay for looking 
after the parts of your home that 
you share with other people, for 
example, gardening and decorating 
shared areas.

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 2 3 4 5 6

7 8 9 10 11 12 13

14 15 16 17 18 19 20

21 22 23 24 25 26 27

28 29 30

We collected 95.4% 
of the rent due 

to us

Your rent 
and service 
charges

In some homes  
we provide kitchen 

appliances, such as fridges  
and washing machines.

Don’t forget to let us know if any 
items need to be repaired. 

( 
01772 450888



£

5

October 2015

5

To help us manage our money better we 
made changes to the way we delivered 
certain services to you like gardening 
and window cleaning for shared areas.

These changes mean that we now pay 
your gardener and window cleaner 
directly at most properties who receive 
these services.

513

We have to meet financial rules 
and make sure our business is 
run properly.

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 2 3 4

5 6 7 8 9 10 11

12 13 14 15 16 17 18

19 20 21 22 23 24 25

26 27 28 29 30 31

 

Managing 
our money

Keep warm  
and well this winter. Find 
out how you can reduce 

your energy costs.

( 
01772 450888

Out of each £1 we received:

Out of every £1 we spent:

loans

property

profit

lease

customer

interest

government

£
3p came from other activities
1p came from interest received
7p came from loan / borrowing (from banks)
89p came from rents and service charges

12p was spent on day to day repairs
6p   was spent on planned maintenance and 

improvements
14p  was spent on interest charges on money 

we borrowed
1p  was spent on other costs and bad debts
26p    was spent on the cost of delivering the 

services (staff, offices, IT, utilities etc.)
14p  was spent on money spent on leases
27p  was spent on money spent on new 

properties

£

We also carried out a tender exercise for gardeners, so that all properties regardless of where 
they are across the country get a good value and good quality service. We asked gardeners 
local to where you live to give us prices to keep your garden neat and tidy to a standard set 
by us. We then chose the gardeners that gave the best value for money and were able to 
deliver the service to the standard we required.

We spend a lot of money 
on running our business 

and looking after 
your homes 
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Do you know  
a tenant who makes a  

real contribution to improve  
the lives of people around 

them? Don’t forget to nominate 
your ‘Community Stars’ for  

one of our awards.

( 
01772 450888

November 2015

Value for 
money

14

5 void 
inspections were 

completed

It is important to make sure we 
do not waste money and that 
we reduce costs where we can, 
using any savings we make to 
improve our homes and services.

We encourage tenants to have a say 
about their homes wherever possible.

Tenants can help choose new carpets, 
furniture and white goods, such as 
washing machines, when they need 
replacing.

We looked at how we bought furniture 
for your homes and undertook a 
tendering project. This means we asked 
our suppliers to provide information 
about all aspects of their service. We 
now have three companies on our 
supplier framework that provide furniture 
products to you.

We also developed an easy to read 
brochure with lots of pictures of sofas, 
tables and chairs, which you can now 
use to make your choices when your 
furniture is due to be replaced. Tenants 
have visited the warehouse to try out the 
furniture and check the quality is good 
enough. They were really impressed with 
the styles and quality too.

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1

2 3 4 5 6 7 8

9 10 11 12 13 14 15

16 17 18 19 20 21 22

23 24 25 26 27 28 29

30

HAVE 
YOUR SAY



What  
do you like  

best about your
neighbourhood? Let us 

know and we’ll include some 
of your comments in the

Progress People newsletter. 

( 
01772 450888

December 2015

15

Being able to enjoy the 
neighbourhood where you live is 
important. We want to ensure we 
provide you with a good quality 
home and environment.

Over the last year we have looked at 
how we can help you feel good and 
improve your health and wellbeing. We 
developed a health and wellbeing game 
which is based around the game Jenga. 
The game helps you find out what is 
important to you about your home and 
where you live. It helps you to explore 
what local services are available to you 
that you could access and make use of.

We also helped some of you to make 
memory boxes. You put things into the 
box that are important to you; it could 
be a photograph of a friend or family 
member, or maybe your favourite sweets, 
anything that means something to you 
and makes you feel good. Then if you 
are having a bad day, you open your box 
and look at the items to help you think of 
good times to make you feel better.

Monday Tuesday Wednesday Thursday Friday Saturday Sunday

1 2 3 4 5 6

7 8 9 10 11 12 13

14 15 16 17 18 19 20

21 22 23 24 25 
Christmas 
Day

26
Boxing 
Day

27

28 29 30 31

Your 
neighbourhood 

We believe that your health and 
wellbeing is important. We want to help 
tenants who may feel alone or isolated 
to get involved with us and their local 
neighbourhood. If you want to find out 
more, please ring one of our friendly 
Tenant Involvement Team on 01772 
450888.
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1 Buckinghamshire 27 8

2 Cambridgeshire 9 3

3 Cheshire 50 14

4 Cumbria 11 4

5 Derbyshire 17 5

6 Devon 125 32

7 Dumfriesshire 45 20

8 Durham 27 8

9 Essex 21 8

10 Greater Manchester 276 92

11 Hampshire 39 17

12 Lancashire 740 369

13 Leicestershire 105 58

14 Lincolnshire  222 77

15 Merseyside  183 71

16 Norfolk 118 40

17 Northumberland  20 6

18 Nottinghamshire  330 190

19 Rutland 7 2

20 Scottish Borders 61 34

21 Suffolk 31 13

22 Surrey 38 40

23 Warwickshire 19 9

24 Yorkshire 680 372

Location of our homes 
We own and manage supported living 
homes in 24 counties throughout England  
and southern Scotland.
 Number of tenancies (units)           Number of properties

2

1

3 5

6

7

8

9

10

11

12

13

14
15

16

17

18

19

20

21

22

23

24

4

You can find out more  
about the Group at:  

 

 
www.progressgroup.org.uk 

Our
Homes

We have more than 2,946 
tenants living in homes all 
over England and southern 
Scotland. We work with over 
130 support providers in 105 
local authority areas. The 
map below shows the areas 
where we own homes.

We provided

137
new homes

16

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


How can I give feedback?
If you do not think that we are meeting our 
service standards, then please let us know. 
There are a number of ways that you can give 
us feedback:

 Phone 01772 450888

 Email enquiries@progressgroup.org.uk

  Write to us at Warwick House, 
Kilnhouse Lane, Lytham St Annes, 
Lancashire FY8 3DU

  Complete an online form at  
www.progressgroup.org.uk/feedback

 Speak to any member of staff.

For more information ask for a copy of the 
‘Giving Us Feedback’ leaflet, see your Tenants’ 
Handbook or visit our website at  
www.progressgroup.org.uk/progresscare

Supported Living main Office: Warwick 
House, Kilnhouse Lane, Lytham St Annes, 
Lancashire, FY8 3DU

Opening times:   
Monday to Friday 9am – 5pm

Leeds Office: New Pudsey Court, 101 
Bradford Road, Pudsey, Leeds, LS28 6AT

Opening times:   
Monday to Friday 9am – 5pm

Main office: 01772 450888 
Leeds office: 0845 241 6041

Website  
www.progressgroup.org.uk/progresscare

Email  
enquiries@progressgroup.org.uk

Follow us @ProgressHG

Like us on Facebook  
www.facebook.com/ProgressPeople

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
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