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On page 9 we provide an update  
on all our maintenance and repairs  
targets for this financial year (April  
2018 to March 2019) as you can  
see we are well on track.
Our tenant annual review is now available on our website www.progressgroup.
org.uk and we highlight the key facts from this review on page 21.

Read all about what residents living in our independent living schemes have 
been up to and what is planned for Christmas in the Independent Times section 
on pages 13 to 16.

We are reviewing our service standards and full details are provided on page 5.

As always, we are delighted to receive your contributions to StreetTalk, whether 
they are stories, photos, recipes or handy tips that you would like us to share. 
If you would like to get in touch, you’ll find our contact details on the left of this 
page.

Bernie Keenan 
Deputy Chief Executive & Executive Director (Services and Growth)
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How to contribute
If you would like to contribute to 
StreetTalk or would like to receive the 
newsletter on CD then please contact 
Joanne Hodson, StreetTalk Editor,  
on 03333 204555 or email  
jhodson@progressgroup.org.uk 

If you would like this newsletter in 
another format, please contact us.
(Urdu)

(Cantonese)

(Mandarin)

(Polish)
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Welcome to your  
tenants´ newsletter  
StreetTalk 

Known as a Primary Authority 
Scheme (PAS), we will receive 
assured and tailored advice on all 
of the latest fire safety guidance and 
regulations. Before the partnership 
was agreed, we were required to 
undergo a vetting process to show 
the Lancashire Fire Service that 
we already had strong fire safety 
measures in place.   

Gary Melia, Operations Director 
at Progress Housing Group, said: 
“The safety of the people living in 
our homes is very important to us. 
This partnership with the Lancashire 
Fire and Rescue Service will give us 

confidence and certainty about fire 
safety, as well as access to the latest 
expert advice and guidance so that 
our customers can continue to feel 
safe in their homes”.

Pictured above (left to right): 
Tony Crook, Group Manager for 
Lancashire Fire and Rescue Service 
(LFRS), Justin Johnston, Deputy 
Chief Fire Officer for LFRS, Clinton 
Rae, Compliance Manager for 
Progress Housing Group (PHG), 
Gary Melia, Operations Director for 
PHG and Chris Ashton, Health and 
Safety Manager for PHG.

Our tenant annual review for 
2017/18 can be viewed online 
at www.progressgroup.org.
uk. Turn to page 21 for a short 
summary detailing some of 
our performance figures to 
show you how we performed 
in 2017/18.

The satisfaction survey 
prize draw winners for July-
September are Mr Strokss 
and Miss Stroksa having 
completed a gas satisfaction 
survey. Please don’t forget 
to complete or return your 
customer satisfaction 
questionnaires as it is a great 
way of helping us to improve 
our services and you could be 
the next lucky winner of £50!

Changes to the board
The Annual General Meetings (AGM) 
for the Group and all its companies 
were held on Monday 3 September 
2018. Part of the role of the AGM is 
to appoint the board members (Non-
Executive Directors) for the following 
year.  

More information about the boards 
and committee members and how 
Progress Housing Group is run is 
available on the website:  
https://www.progressgroup.org.uk/
about-us/how-we-are-run/ 

Tenant  
annual  
review

Progress Housing Group signs 
new partnership with Lancashire 
Fire and Rescue Service

Progress Housing Group has entered into a partnership with the 
Lancashire Fire and Rescue Service to ensure the highest level 
of customer safety throughout its 10,000 properties.

Quarterly 
surveys' prize 

winners
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News in brief

Many young people find 
achieving a Duke of Edinburgh 
Award life-changing. There are 
three levels of the programme 
which, when successfully 
completed, lead to a Bronze, 
Silver or Gold Award. A wide 
range of activities offer endless 
possibilities to anyone aged 
14 to 24. We are pleased to 
announce that Aidan, one of 
our tenants who lives at The 
Bridge, our supported scheme 
for people facing homelessness, 
has passed his Gold Duke of 
Edinburgh Award and has been 
invited to Buckingham Palace to 
collect his certificate. 

This is a massive achievement, 
congratulations Aidan! 

Gold Duke 
of Edinburgh 
Award for 
Aidan

“I moved into Parker House in June 
2017 and settled in fairly easily. I went 
to college to study Social Sciences 
which consisted of Criminology, 
Sociology and Psychology. I found 
that balancing college and living in 
a flat was easy and managed to 
keep up with rent, taxes and feeding 
myself.

I applied to five good universities in 
January and got accepted by all of 
them. In the end I decided to study at 
the University of Exeter as it was the 
best in my opinion. 

However, in January I got a benefits 
sanction for missing an appointment. 
It was difficult but I managed to get 

by using the services of the local 
food bank which provided enough 
food to last until my next payment. 
I was allowed to pay half of my rent 
too which was helpful to keep my 
spending low but I did catch up the 
following month. 

In June, I started seeing 
Sharon, a counsellor, to help 
with my confidence and the 
sessions were helpful. We 
spoke about my situation 
and what I can do to help 
improve my confidence 
ready for university. 

I also started speech therapy which 
aimed to help me speak more 
loudly and clearer by doing vocal 
exercises. I feel that this helped me a 
lot because I know how to push my 
voice so that I am heard.

In summary, it was a good year and 
the Parker House staff along with 
Sharon and speech therapy really 
helped me to grow as a person”.

If you are homeless or being 
threatened with homelessness, 
you should contact the Housing 
Department at your local council 
immediately.

*Paul’s name has been changed to 
protect his identity.

What service standards 
are important to you?
Our service standards describe the 
level of service we aim to achieve in 
key areas of our work and are our 
commitments to you. They help to 
inform you about the quality of the 
service that you can expect from 
us. We currently have 21 service 
standards and they can be found on 
our website at www.progressgroup.
org.uk/service-standards. These 
standards have been in place for 
a number of years and we are 
currently reviewing them to see if 
they still measure what is important 
to you.

We have looked at how we are 
performing against these standards. 
Out of the 21 standards, in 2017/18 
we met them all apart from three 
standards which include the number 
of calls answered within 20 seconds; 
the number of post tenancy visits 
completed within six weeks of a new 
tenancy starting; and the annual 
report on performance against these 
standards. 

The first of these (the number of 
calls answered within 20 seconds) 
is not considered an industry 
standard target anymore and it is 
proposed through consultation 
with you to review this standard to 
an ‘abandonment rate target’. This 
means that we will measure the 
number of calls that are abandoned 
because they are not answered. 
At the end of March 2018 the 
abandonment rate was 20.1% but at 
the end June 2018 it was 12%.

Post tenancy visits are an important 
part of ensuring we provide the right 
support to you at the start of your 
tenancy, but we did not manage 
to meet our target of visiting all 
new tenants within six weeks of 
their tenancy starting. There are a 
number of reasons for this, such as 
not getting access or issues with 
resources. It is proposed that these 
visits are carried out going forward 
within a target time to be agreed. 

One of the service standards 
relates to the timescale in which we 
will respond to letters and emails 
received. Unfortunately, we don’t 
currently record information relating 
to this and can’t accurately confirm 
whether or not this standard has 
been met. We propose to move 
towards responding to all email and 
web enquiries within two working 
days. We propose that the other 
service standards remain as they 
are although we may remove some 
service standards where they may 
be considered as ‘business as 
usual’ and where they are reported 
and monitored elsewhere in the 
business. 

We want to know if you have any 
additional standards that you would 
like prioritised in the future? You 
can contact us to let us know by 
emailing enquiries@progressgroup.
org.uk or by calling a member of 
our Progress Opportunities Team on 
03333 204555.

For more information about how  
to give us feedback or if you feel  
we have not met our service 
standards, visit our website at  
www.progressgroup.org.uk or call  
us on 03333 204555.

Do you enjoy a good film? You are 
welcome to attend the following 
family friendly cinema screenings! 
We would love for you to attend and spread the word so we can 
reach families that will benefit from this community event.

Bring along your best friend, partner, neighbour or family member, be 
a part of the night and then get your say on what we show next time!  

Volunteering opportunities
Does this family cinema event 
sound up your street, then why 
not volunteer with us? There are 
many tasks and roles that you 
could help with.

Volunteering is a perfect opportunity 
to learn something and share your 
own knowledge. The extra pair of 
hands will be more than welcome! An 

important part of being a volunteer 
is skill-sharing. Getting involved 
will mean there are a multitude of 
opportunities to learn new things as 
varied as graphic design to setting  
up a cinema screen! 

Contact sally@theyeatculture.org for 
further details. 

They helped me to grow
We are committed to supporting vulnerable people to change their lives for the better. As 
part of this commitment we own and manage a number of schemes to help people who are 
experiencing homelessness in Lancashire; these are Foundations and Inn2 in Preston City 
Centre, The Bridge and Parker House in Chorley. Here is Paul’s* story a former tenant of 
Parker House, showing how the support he received, helped him.
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How do you want to be involved?
Progress Housing Group 
has a strong history 
of tenant involvement. 
We want to provide 
opportunities for you to be 
involved at whatever level 
you wish, whether that 
be reading a newsletter, 
attending a meeting or 
taking part in our Scrutiny 
Pool. It is also a regulatory 
requirement that Progress 
Housing Group consults 
with you at least once every 
three years on the best 
way of involving you in the 
governance and scrutiny of 
our housing management 
services.
Why get involved?

We aim to be a top performing 
housing provider at a national 
and regional level and with similar 
organisations. To do this we have to 
provide the best services, offer high 
quality customer service and value 
for money to our customers. We 
recognise that we need to listen to 
your views and provide opportunities 
for you to help shape our services.

How can you get involved?

We currently provide a range of ways 
you can get involved including:

 Estate Appearance Inspectors 
- our Estate Appearance 
Inspectors are trained to inspect 
the area where they live and 
complete a form to score how the 
area looks. This includes grounds 
maintenance as well as other 
appearance issues like graffiti and 
fly tipping  

 Void Property Inspectors - 
our Void Property Inspectors 
are trained to inspect empty 
properties when they are ready 
to be let. They mark the condition 
of the property to ensure we are 
maintaining properties to a high 
standard when people move in

 The Scrutiny Pool - is made 
up of volunteer tenants who 
work as a group to select areas 
of the business to review. The 
purpose of these reviews is to 
provide recommendations on 
what improvements can be 
made from a customer’s point 
of view. The Scrutiny Pool then 
receives regular updates on how 
the recommendations are being 
implemented

 Tenant Forums - we have a 
number of forum groups which 
are attended by customers to 
discuss specific services provided 
by Progress Housing Group, this 
includes the Independent Living 
Forum, Customer Feedback 
Forum, Repairs Forum and Estate 
Appearance Forum. We also 
have a number of supported 
living forums which are held 
across the country to provide our 
supported living customers with 
an opportunity to have their say

 Community Associations - we 
have a number of community 
associations, that are made up of 
local residents who meet to work 
together to arrange events and 
activities for their local community 

 Community Investment Fund 
- Progress Housing Group has 
a community investment fund, 
which receives applications for 
funding from local community 
groups for the benefit of their local 
communities. Applications are 
reviewed and funding decisions 
are made by a panel made up of 
Non-Executive Directors, Directors 
and customers.

Progress Housing Group is committed to listening and acting 
on your feedback. You can give us feedback on our services 
whether it is a compliment or a complaint, we would love to 
hear from you so we know what we are doing right and what we 
could be doing better.

If you are not happy with the quality of the service you receive, or the 
way that you are treated by our staff or our contractors, you have the 
right to complain.

If you would like to make a complaint via our website, or if you 
are happy with something we have done and want to give us a 
compliment, please contact the Progress Connect Team on 03333 
204555, Monday to Friday 8am - 6pm, or by web chat (through 
the website www.progressgroup.org.uk), or by letter, or by e-mail 
(enquiries@progressgroup.org.uk). You can also submit your 
feedback via the website on a feedback form, or come into one of 
our offices during opening hours (see page two for opening hours 
and our Head Office address).

Complaints 
and 

compliments

During the second quarter 
of 2018/19 we received 
108 complaints.

During quarter 2 we responded 
to 100% of complaints within 
our target timescales. We also 
received 60 compliments.

 Allocations and administration –  
5 complaints  

 Estate services, housing management, 
and tenancy management – 10 
complaints  

 Tenant rents and service charges –  
1 complaint  

 Repairs and maintenance –  
65 complaints  

 Progress Connect, Control Centre, 
Lifeline, and scheduling – 13 complaints  

 Housing and support services 
(independent living and supported living) 
– 11 complaints  

 Progress Living – 1 complaint   
 Refuge – 1 complaint
 Community involvement – 1 complaint

How can you tell us if 
something is not right?

We also recognise that not everyone 
wants to be involved, but that you 
may want to be consulted on things 
that affect you. Meaningful customer 
insight is provided by evaluating and 
translating information, gathered in 
a variety of ways. Different types of 
information can be linked together to 
achieve the maximum value and to 
understand the bigger picture.

Therefore we consult with you in a 
number of other ways including:

 Facebook sessions

 Newsletters

 Focus groups

 Surveys.

Over the summer we have supported 
a number of community fun days 
where we asked you about what 

is important and how you want to 
be involved. In the main you are 
telling us that as well as getting 
involved with us, you want to see 
more opportunities to get involved 
with your local community. This is 
important as helping to support local 
communities creates vibrant and 
happy places where people want  
to live.  

It is not too late to tell us what 
you think about getting involved 
with us, or to find out more about 
how to have your voice listened 
to. We can provide full support 
and training to anyone who wants 
to get involved. Please contact 
us on 03333 204555 or email 
us your ideas to community@
progressgroup.org.uk.

4.75%

9.25% 1%

60%

12%

10%

1%
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Value for 
money

Each year we produce a value for 
money report which details the 
Group’s performance in this area and 
highlights our main achievements. 
This document also sets our goals 
for the forthcoming year through our 
value for money action plan. 

The following are some of our value 
for money highlights: 

 We invested £7.7 million into new 
homes (total spend was £8.9 
million - inclusive of a £1.2 million 
grant) 

 Progress Lifeline has continued 
to grow over the last financial 
year with 22,924 connections, 
generating a turnover of £3.5 
million. This area continues to 
grow and at end of October has 
over 34,000 customers 

 We have continued to invest in 
our technology programme with 
spend at £0.3 million on new 
systems and ways of working 
which allow staff to work more 
efficiently

 We achieved £2.2 million of 
procurement savings over three 
years from renegotiating a wide 
range of contracts

 In 2018/19 we increased our 
financial capacity by combining 
our three charitable companies 
into one. 

Funding for new homes
During 2017/18 we successfully 
delivered 84 new homes providing 
both general needs and supported 
living accommodation across the 

country. Of the 84 completed 
properties, 32 were homes for rent, 
52 were a combination of rented 
and shared ownership units, and 23 
for supported living. The target for 
2018/19 is currently 154 new homes. 

If you can think of any ways that we 
could save money or improve our 
services without increasing our costs, 
then please get in touch. 

Value for Money (VFM) underpins the delivery of the 
Group’s vision and key strategic aims, it ensures our 
services are as efficient and as effective as they can 
be, improving the service our customers receive. 

You can read or download  
a copy of our latest ‘value for 
money position statement’ 
by visiting this page on our 
website www.progress 
group.org.uk/vfm/.

We are almost half way through the year now and 
the Property Services Team has been extremely 
busy delivering the maintenance and improvement 
programme to your homes. 

Investing  
in your  
home

The budget this year for planned improvements is almost £4 million. With 
responsive repairs, external painting, gas servicing, aids and adaptations 
and environmental improvements added, the budget is £13 million in total. 

At this point in the year we have already carried out the following planned 
works:

Kitchens 

 Roofs

Heating 
upgrades/boiler 
replacements

Electric heating 
upgrades 

Bathrooms

Type of works Planned for 
2018/19

Completed works 
and works that 
have been started

Number to be 
completed by 
March 2019

Location of homes

281 171 110 South Ribble, Fylde & 
Burneside 

South Ribble & Fylde  

South Ribble & Fylde  

Fylde  

Leyland, St. Annes   

290

299

20 

68

45 245

198 101

20

30

0

38

Refurbishment programmes 
are underway to a number of 
our independent living schemes 
and we have had a busy year 
so far with regard to aids and 
adaptations and have completed 
100 minor adaptations and 51 major 
adaptations.

The Property Services Team is also 
more than halfway through the annual 
gas safety checks and electrical 
safety checks. The external painting 
of over 200 homes is expected to be 
completed by mid-autumn.  

If you are thinking of having 
a wood burner or solid fuel 
appliance installed in your home it 
is important you speak to us first 
and get written permission. There 
will be occasions when we will not 
be able to give permission, often 
due to local planning restrictions, 
layout of your property or you live 
in a ‘smoke free’ zone.  
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The Base has been a hive 
of activity this summer 
There has been lots happening 
during the summer at The Base 
community centre in Leyland and 
we are delighted with the number 
of people now volunteering and 
taking an active role in making 
things happen in the community.

The Food Champions who have 
been training with The Larder (a 
social enterprise in Preston who 
promote food that is healthy, local 
and seasonal) provided some 
amazing lunches for six weeks after 
the family arts and crafts sessions.

Children from 2 to 15 years have 
been getting involved with baking 
fairy and cornflake cakes as well as 
making playdough. They have also 
painted pebbles, made turtles, foil art 
and pictures.

The Family Cinema Club (see page 
4 for further information) had a great 
turn out for Ferdinand the Bull.

Level 2 courses with the Learning 
Curve are proving popular with 28 
people registering so far. There are 
32 courses to choose from and 
people complete the workbooks at 
their own pace from home.

Warhammer sessions continue 
to take place on a Wednesday 
afternoon, so if you would like to 
learn or already have a passion for 
the game please drop in.

Now autumn is upon us the timetable 
table has changed so if you fancy a 
cuppa, slice of toast or a chat after 
the school run or are just passing, 
drop in on a Tuesday morning 
between 8.45am until 9.30am or 
Wednesdays 8.45am until 12 noon.

Tuesday’s toddler sessions start at 
10am and finish at 12noon. Local 
residents have donated items and 
toys to get the group up and running. 
After lunch from 1.30pm to 3.30pm 
we have crafts where you can learn 

Support for 
individuals is Key
Key Unlocking Futures is a charity and part of 
Progress Housing Group.
Our mission is all about helping people to build better lives in a multitude 
of different ways, reaching out to children, young people, adults and 
communities to help them to move towards a positive future.

These are all the services that Key offers.

Housing Drop In: 
Practical and emotional 
support for young people 
who are homeless or want 
to explore their housing 
options.

Locations: 

 South Ribble
 Chorley

Critical Tenancy 
Support: Support for 
Progress Housing Group’s 
tenants who are at risk of 
losing their tenancies.

Locations: 

 South Ribble
 Chorley    Fylde

Emotional Health and 
Wellbeing Support: To 
provide preventative and 
early intervention support 
to children and young 
people with emotional 
health and wellbeing 
needs. This support can 
involve the whole family 
and can work with a wide 
range of challenges.

Locations: 

 South Ribble
 Preston    Fylde
 Chorley    Wyre
 West Lancashire

Pre-tenancy Training: 
Provides informal training 
in small groups to help 
people learn the skills to 
manage their tenancy.

Locations: 

 South Ribble
 Preston

Employment Support: 
Support for young people 
to build confidence so that 
they can find and keep a 
job or complete training or 
qualifications.

Locations: 

 South Ribble
 Chorley

Tenancy Support: 
Support is provided 
to tenants placed 
by Fylde Borough 
Council in temporary 
accommodation. Support 
provides assistance with 
daily life skills and support 
to obtain longer term 
accommodation.

Location: 

 Fylde

Family Conflict 
Resolution (Mediation): 
This service helps families 
to find ways to reduce 
conflict and get along 
better. Our mediators help 
families to think about what 
is going wrong and what 
they would like to change.

Locations: 

 South Ribble
 Chorley

Counselling: If someone 
is having a tough time 
it can really help to talk. 
Counselling gives time 
and space for someone to 
explore the issues that they 
are dealing with.

Location: 

 South Ribble

Wellbeing Challenge: A 
school-based programme 
to help schools to improve 
resilience and promote 
positive change.

Locations: 

 South Ribble
 Chorley    Fylde
 Wyre   
 West Lancashire

Community 
Development: To support 
the development of The 
Base community centre to 
make it a thriving hub for 
the community.

Location: 

 Leyland

or share your skills. We are currently 
knitting and crocheting blankets and 
scarfs. 

People have been attending training 
sessions with Radio Leyland who 
would like to volunteer and be a 
part of the radio community station. 
Leyland Radio broadcasts the 
breakfast show on a regular basis 
from The Base. Radio Leyland 
attended the Progress Housing 
Group fun day in September where 
people had the opportunity to learn 
more about delivering a radio show. 
Lots of children really enjoyed this 
experience.

Keep an eye on the window for up 
and coming events or pop in and 
chat through your ideas on what you 
would like to see happening. We can 
organise dance, exercise classes but 
we need enough interested people.

We are also working hard to try to 
get the youth groups back up and 
running, but we do need volunteers 
to support these groups. 

The centre is there to be used and 
is currently available most evenings 
and weekends. If you have any ideas 
or suggestions why not get in touch 
with Lynda Kendall, Key Unlocking 
Future’s Community Development 
Worker on 07970 670238, Lynda 
would love to hear from you!

I am so pleased to 
be involved here. 
I can’t believe I 

passed my food & 
hygiene first time.

I just love 
learning and 

being involved 
in new things.I can’t believe 

how engaged 
they are in the 
craft session.



Lancaster University’s 
Centre for Ageing 
Research conducts high 
quality interdisciplinary 
research on ageing, older 
people and age-related 
disease. 
The Centre for Ageing 
Research is asking whether 
over 55s living in independent 

living accommodation would 
be interested in joining a panel 
database, which will allow them 
to invite you to comment on or 
join in research. The research 
covers many different topics, 
from psychology to medicine. 
Joining the panel does not 
mean you have to do anything, 
it just means that you will be 
invited to take part in research 

and other events organised 
by the Centre for Ageing 
Research. You can decline any 
invitation and withdraw from the 
panel at any time. 

For further information and to 
sign up to the panel, you can 
visit their website wp.lancs.
ac.uk/c4ar-panel/, email them 
at c4ar-panel@lancaster.ac.uk 
or call them on 01524 593309.

Take part in research

Independent
Times

Autumn 2018

Over the 
summer the 
staff have 
been busy 
covering 
for each 
other during 
the holiday 

period. It works well now the 
staff work in teams as they 
can check with each other 
before booking any annual 
leave. Unfortunately we can 
never predict for sickness and 
staff leaving the organisation 
so I am aware that some 
schemes in Fylde have had 
a variety of ‘new faces’ 
covering their schemes during 

such periods. Fortunately we 
now have a full complement 
of staff so I am certain that 
things will return to normal.

I enjoy receiving feedback 
from the tenants of our 
independent living schemes 
and I have received a number 
of very good suggestions as 
to what improvements can 
be made in the schemes 
where you live. Some of these 
are quite small such as new 
signage to assist tenants with 
visual impairment, whereas 
others are larger suggestions 
around security, so if you 
do think of anything please 

mention it to your scheme co-
ordinator. Now is a good time 
as we are starting to prepare 
our budgets for the next 
financial year. 

I hope that you enjoy the 
articles in this edition of the 
Independent Times and if 
you have any stories that 
you would like us to print in 
a future edition please send 
them in.

Sue Whitham 
Head of Operations 
(Neighbourhoods, Independent 
Living, Leasehold and Contract  
Management)

Welcome to the autumn edition of the Independent Times and I hope 
that you have managed to enjoy the heat of the summer with no ill 
effects. It seems very strange now writing an article for this newsletter 
about keeping warm during the winter! 
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New technology will help thousands 
more people in Lancashire . . . 

. . . live safely and 
independently in their 
own homes for longer. 
Progress Lifeline has launched a new 
Lifeline product to support older or 
vulnerable people, and people with 
health conditions or disabilities.

Just like the traditional Progress 
Lifeline service, the new Lifeline -  
that doesn’t require a home landline, 
provides peace of mind that you will 
be connected within seconds to  
the monitoring centre in Lancashire 
24 hours a day, 365 days a year, 
at the press of your (red button) 
personal alarm. 

The no-landline Lifeline forms part 
of Progress Lifeline’s upcoming 
‘SIMplicity Lifeline’ range of SIM-
operated products, and works via 
a roaming SIM, which picks up the 
strongest mobile network signal in 
the area (similar to how a mobile 
phone works).

“With many more people choosing 
to use a mobile phone instead of 
having a home telephone and saving 
themselves the cost of the monthly 

line rental, we are delighted to now 
provide a Lifeline that works without 
the requirement for a landline in the 
home”. Joanne Howard, Technology 
Enabled Care Services (TECS) 
Project Manager.

With a range of 100 metres from the 
Lifeline base unit, the new Lifeline is 
great for people with larger houses 
and gardens or extended families 
who live together, where there may 
not be a landline.

After having her home telephone line 
disconnected, Mrs B had the new 
Progress Lifeline with SIM installed in 
her home earlier this year, “One night 
a few years ago I ended up falling out 
of bed. Luckily, at that time I did have 
a Lifeline, and when I couldn’t get 
up I was able to press it and ask for 
help. I thought I’d broken my leg. 

When I had my landline 
disconnected and no longer had a 
home telephone or the Lifeline, I kept 
thinking about what I would do if I fell 
again and couldn’t get to my mobile 
phone or unlock it to call for help. 
And the answer was, I didn’t know, 
and it worried me.

Having the Lifeline again makes me 
feel so much safer. It will also make 
my son, daughters and grandson 
feel better as they worry about me 
falling. And I don’t like making them 
worry”. 

The no-landline Lifeline is available 
now to all households in Lancashire 
and costs £19.99 per month, with no 
additional call charges. 

A further range of SIM-operated 
Lifeline products will soon be 
available from Progress Lifeline 
towards the end of 2018 – watch  
this space!

Find out more about Progress 
Lifeline or book a Lifeline 
installation by calling  
03333 204999 or visiting  
www.progresslifeline.org.uk/



Independent Times

You may be wondering 
when the works that 
have been programmed 
are going to start this 
year but be assured that 
work is going on in the 
background!
Hennel House, Walton-le-
Dale - we are awaiting final 
prices for the replacement of 
internal doors and fire doors 
and because the work will be 
quite invasive there will be a 
requirement for decoration 
to be incorporated as well. 
When the doors have been 
replaced, the corridor and 
stairwells will be decorated 
and carpeted. All the 
residents will be consulted 
nearer the time. 

Lowerhouse communal 
centre, Leyland - the tender 
has now been agreed to the 
work required in the centre. 
This is to replace the front 
entrance, extend and replace 
the kitchen units by opening 
the wall between the lounge 

and kitchen. The next step is 
to consult with the residents 
on the choices available.

Tuson House, 
Penwortham - some 
fencing work has been 
identified along with the areas 
near the fire exits and this is 
due to begin imminently.

Bridge Court, Lostock Hall 
- work has been identified 
to the two areas of flooding 
near the bin stores and 
patio and quotes have been 
requested in order that the 
work can commence before 
the winter sets in.

Martinfield, Penwortham 
- following last year’s 
refurbishment of the centre 
there is one job outstanding 
to make good the grassed 
area outside the centre and 
this is due to be undertaken 
imminently.

I hope that this brings you 
up-to-date and hopefully 
by the time the magazine is 
printed some of these jobs 
will be underway.

In March 2018, the 
process of the new 
lift installation began 
at St John's Court in 
Lytham. The company 
allocated the work was 
Lancashire company, 
Breakell Lifts.
The first job was to install a 
stair lift so that the tenants 
could still get up and down 
the three storey building.

The area in question was 
boarded off to minimise 
disruption to tenants and to 
keep the area safe. The old 

lift was removed at the end 
of March. The only delay to 
the process was the actual 
lift delivery (the lift came 
from Spain). The whole 
process was due to take 
about 10/12 weeks. All the 
tenants received a letter at 
the beginning of the process 
and during the works there 
was a whiteboard left in the 
reception area with weekly 
updates, this was really 
useful for tenants. 

The final part of the work 
was to install the BT line, 
and the lift was completed 
on 15 June 2018. Although 

this was a lengthy process, 
we received many 
compliments from tenants 
about the workmen and the 
company, which is always 
good to hear. The tenants 
are really pleased with the 
lift installation, in fact one 
tenant said it was too quiet, 
compared to the old lift!

During 2019 we are looking 
at installing stair lifts at 
the Fylde schemes, and 
a programme of works is 
currently being drawn up, 
dependent on the results 
of the assessment of the 
individual schemes.
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New lift for  
St John's Court 

Environmental 
improvements 
update  
- South Ribble

Busy summer 
for our 
independent 
living residents
We have had a fabulous 
summer, and I don’t just 
mean the weather. As 
well as the usual coffee 
mornings, tea and toasts 
and bingo sessions we 
have held a number 
of exciting activities at 
schemes, as well as a little 
further away.

June saw us hosting 
a summer event at St 
John’s Court in Lytham, 
a quiz with pie and 
peas at Martinfield in 
Penwortham, a childhood 
memories talk and lunch 
at Bridge Court in Lostock 
Hall, a BBQ held at 
Boundary Close in New 
Longton and a social at St 
Gerard’s in Lostock Hall 
which was attended by 75 
people.

In July we ran two trips 
to Bury Market, one from 
South Ribble and one 
from Fylde which saw 
over 50 people heading 
off to enjoy a fabulous day 
of shopping and chatting.

August saw residents from 
Boundary Close hosting a 
challenge event with the 
National Citizen Service 
(NCS). This involved a 
group of young people 
working with residents to 
spruce up an area of their 
garden. (See NCS article 
on page 24).



Tips to stay healthy 
and keep warm

 Keep a torch handy in 
case you lose power 
(never use candles)

 Keep your radio, mobile 
phone, laptop or tablet 
charged, so you can use 
the battery power if there 
is no electricity

 Several thin layers of 
clothing will keep you 
warmer than one thick 
layer, as the layers trap 
warm air. Clothes made 
from wool or fleecy 
synthetic fibres such as 
polyester are a better 
choice than cotton. Start 
with thermal underwear, 
warm tights or socks

 Check local news and 
weather forecasts for 
advice when cold weather 
is predicted.

In addition to the above it 
is worth making sure that 
your 24-hour emergency 
alarm is working in case 
the power does go off. Your 
alarm cords and pendant 
(if you have one) should be 
tested every six months by 
your independent living co-
ordinator. If you wish to test 
it sooner please speak to 
them and they will be happy 
to test them whilst you are in 
the property.

Please stay safe and warm 
this winter.

Sue Whitham 

Independent Times

As I mentioned earlier in my welcome article it is now time 
to put away the summer clothes and start preparing for the 
cold weather. Even if it isn't a severe winter, cold weather 
makes us more susceptible to certain illnesses. Follow 
these tips to stay healthy and keep warm indoors and out: 
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Future activities in November 
and December include:

22 November - Christmas prize 
bingo at Bashall Grove, Farington, 
Leyland at 7pm

4 December - Social afternoon 
at St Gerrard’s, Lostock Hall, 
12noon – 4pm

7 December - Panto at Orchard 
Grange 11am

12 December - Panto at Liggard 
Court 2pm

14 December - Bridge Court 
residents Christmas party 6pm

14 December - Outram House, 
Bamber Bridge, residents 
Christmas party 5.30pm

18 December - St John’s Court, 
Lytham Christmas buffet party 
3pm

19 December - Wrightsfold, 
Leyland, residents Christmas 
lunch and entertainment. Guests 
are more than welcome but there 
is a £12.95 charge per person

19 December - Stanner Lodge,  
St Annes, Christmas party 2pm

20 December - Charleston Court 
residents Christmas party 5.30pm

31 December - Stanner Lodge, St 
Annes, New Year’s Eve party 8pm

Please contact your independent 
living co-ordinator to find out 
further information and confirm 
your place.

Progress Housing Group 
joins South Ribble Dementia 
Friendly Charter
As part of Dementia Awareness Week (14 - 20 May 2018), 
we formally pledged a commitment to supporting and 
raising awareness of Dementia, by signing the South Ribble 
Dementia Friendly Charter.

The charter outlines that we will educate, promote and continue to collaborate 
with partner agencies, to increase awareness and engagement regarding 
dementia within the communities we work in and in all that we do.

As part of the charter and throughout Dementia Awareness Week, we 
delivered a number of Dementia Friends sessions to our customers and 
employees.

Other organisations that also signed up to the South Ribble Dementia Friendly 
Charter included St Ambrose Church and South Ribble Borough Council.

Don´t forget to share your stories with us.
We love to hear what you have been up to, so send in your 
stories, photos and poems to:

Joanne Hodson, StreetTalk Editor, Progress Housing Group, 
Sumner House, 21 King Street, Leyland, PR25 2LW.

Send us 
your  
stories!

Fundraising 
round-up
Over the summer period there 
have been many fundraising 
opportunities that our schemes 
have participated in and great 
sums of money have been 
raised for charity.

Orchard Grange in Penwortham 
raised £240 for St Catherine’s 
Hospice by organising a coffee 
morning and tombola.

Ashwood Court in Longton, 
Lowerfield in Farington and 
Bridge Court in Lostock Hall 
held MacMillan coffee mornings 
on 28 September and £560 
was raised.

Well done to all those involved!

Independent 
living 
scheme 
Christmas 
events



Universal Credit (UC) is 
a benefit for working age 
people who are out of 
work or on a low income 
and is administered by 
the Department of Work 
and Pensions (DWP). It 
replaces six main working 
age benefits with a single 
monthly payment.
The six main working age benefits 
it replaces are:

 Income Based Job Seekers 
Allowance

 Income Related Employment 
and Support Allowance

 Income Support

 Working Tax Credit

 Child Tax Credit

 Housing Benefit

Universal Credit will be paid 
directly into your bank account 
each month.

Any help you get with your rent 
will be included in your monthly 
Universal Credit payment which 
means that you will be responsible 
for paying your rent directly to us.

When you move onto UC please 
contact us so we can help to go 

through your Universal Credit claim 
to check that the information and 
claim reflects your circumstances. 
We can also advise and signpost 
you to where you may be able 
to go to for support. To help you 
budget we will also send you a text 
around the date you are due to be 
paid Universal Credit to remind you 
to pay your rent, however, if you 
set up a Direct Debit for your full 
rent we can remove you from this 
facility. 

If you previously received Housing 
Benefit when moving on to 
Universal Credit, you could be 
entitled to a two week run-on of 
Housing Benefit - check with us 
today to see whether you can 
claim your two weeks housing 
costs to prevent any rent arrears 
accruing.

Fylde and Blackpool will be 
going live with Universal Credit in 
December 2018 - are you ready? 
Do you need support? Please 
contact our Financial Inclusion 
Team on 03333 204555 for advice 
and further information.

Are you Universal 
Credit ready?

You can chat live on our Facebook page every other Wednesday 
from 6.30pm until 8.30pm to Lisa our Debt Recovery Manager 
about the roll out of Universal Credit (UC) and how it might affect 
you. Lisa can also answer questions regarding your rent, benefits 
and provide useful information about other organisations who 
might be able to help you. One such organisation that offers free, 
impartial advice online is The Money Advice Service, they have 
budgeting tools and information on how to prioritise your bills 
www.moneyadviceservice.org.uk.

Progress Housing Group are here to help.
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Scrutiny  
update

Our Scrutiny Pool is 
made up of customers 
from across Progress 
Housing Group who 
look at different areas of 
the business and make 
recommendations to 
improve the service from 
a customer's perspective.
The Scrutiny Pool meets every 
three months to review the 
recommendations they have made 
until they are all actioned.

Noise is the single 
biggest cause of anti-
social behaviour to our 
customers, it accounts 
for almost half of the 
cases we investigate.
To help manage this we have invested 
in ‘the noise app’ which is a web-
based platform that is a useful tool 
for managing reports of noise. The 
noise app provides greater flexibility 
and provides us with evidence 
as it occurs. The app provides 
our customers with the means to 
capture noise-related anti-social 
behaviour instantly, and can be used 
as evidence for legal proceedings 
if necessary. We have purchased a 
licence to enable our customers to 
download the app and use it for free. 

The noise app cuts out having to 
wait, collate and download evidence. 
Automatic notifications provide us 
with a faster means of gathering 
evidence. It enables us to deal with 
noise-related anti-social behaviour 
much more swiftly than we could do 
previously.

If you are experiencing noise-related 
anti-social behaviour please contact 
our Progress Connect Team on 
03333 204555.    

At the last quarterly meeting 
in October, the Scrutiny Pool 
agreed that the actions and 
recommendations put forward 
for the following service were 
complete:

 Repairs communication – this 
involved improving customer 
satisfaction within the repairs 
service by developing a new 
customer feedback system 
and setting a consistent form 
of communication for differing 
levels of repairs.

Reviews have been carried out in 
the following service areas and can 
be viewed on our website via the 
following link www.progressgroup.
org.uk/scrutiny. 

There are some recommendations 
still outstanding:

 Progress Housing Group’s 
website

 Progress Lifeline

 Progress Connect 

The Scrutiny Pool are currently 
reviewing the supported living 
annual review visit form. This review 
is due to be completed in the next 
few weeks.

If you would like to find out more 
about our Scrutiny Pool and 
the work they carry out, or you 
would like to be involved please 
contact the Progress Opportunities 
Team on 03333 204555 or email 
community@progressgroup.org.uk.

Community 
Investment Fund

Every year Progress 
Housing Group supports 
local community groups 
to set up and develop 
facilities, events and 
activities by awarding 
money from our 
Community Investment 
Fund.
The application process is simple and 
the Community Investment Fund is 
open to all community groups, large 
or small.  

Applications received are considered 
by the Community Events Working 
Party. The Working Party is made 
up of board members, staff and 
customers of Progress Housing 
Group and they review each 
application to decide if funds are to be 
awarded. When making this decision 
they consider if the application meets 
the following criteria:

 Progress Housing Group has 
properties in the area

 Customers of Progress Housing 
Group will benefit from the project

 The project will have a positive 
effect on the community in general

 There is a plan in place to ensure 
the future of the project after the 
initial funding has been used, as 
the Community Investment Fund 
is not available to fund the same 
project year after year.

If you know of any groups that 
could benefit from funding from our 
Community Investment Fund please 
contact the Progress Opportunities 
Team on 03333 204555 and we will 
be happy to talk through the details 
and help you submit an application.
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But, if you are leaving here is 
what you need to know.

Notice period
You must give us four weeks’ notice 
in writing of your intention to leave. 
This is a condition of your tenancy 
and is a legally binding agreement. 
We will write to you to confirm 
your tenancy end date once you 
have notified us you wish to leave. 
Please note that all tenancies end 
on a Sunday meaning that we will 
calculate the four weeks’ notice from 
the Sunday after we receive your 
notice.

If you surrender your keys in person 
or by posting them through the office 
letter box, and you have not given us 
four weeks’ notice, we will add the 
four weeks to your tenancy and rent 
will still be charged for that period. 

Rent account
You must clear your rent account 
before leaving. We will chase arrears 
even after you have left, and if 
requested by another landlord, we 
will disclose that you have former 
tenant arrears with us. This may 
prevent you being offered a new 
home by another landlord. Please 
contact us to arrange to clear your 
account.

Thinking of leaving 
us - do you really 
want to leave?
If you are having issues which are forcing you to leave your home please discuss 
them with us before deciding to leave, we have access to a range of resources 
and we may be able to help you remain in your home if you would like to. You can 
contact us by phoning 03333 204555.

Property condition
During the notice period we will 
require access to your home to carry 
out a pre-termination inspection, 
during this we will identify, and agree 
with you, any items that you will need 
to have repaired or replaced prior to 
you moving out to prevent recharges 
being applied to your account. We 
may also agree with you any items 
that you may wish to leave for the 
incoming tenant such as flooring, 
blinds and curtains.

* Please note only items agreed at 
this time can be left without being 
recharged to you after you have left.

The property, gardens and any 
outbuildings should be left clean 
and cleared of all items, including 
cookers and fridges and other 
household items. If we have to 
remove items we will recharge you 
for the cost for doing so. These 
recharges may affect your ability 
to get another property and we will 
pursue you for them through the 
courts.  

You must ensure that all fixtures and 
fittings provided with the property 
are present and in good working 
order, there should be no holes in 
walls, ceilings or doors. If we have to 
replace damaged fixtures and fittings 
we will recharge you for this and 
pursue you for these costs through 
the courts.

Also, don’t forget to do the 
following before you leave:

 Redirect your mail to your new 
address

 Take meter readings and 
provide them to your gas and 
electricity suppliers.

Tenant annual 
review for 2017/18
Our tenant annual review for 
2017/18 tells you how we 
performed last year. It provides 
an overview of all of the services 
we deliver at Progress Housing 
Group, highlighting some of our 
main achievements and telling 
you about our plans for the future. 
We hope it gives you an honest 
assessment of both what we 
do well and where we need to 
improve.

The review is available to  
view from our website  
www.progressgroup.org.uk/ 
tenant-annual-reports.

Key highlights
It has been a busy year for us! 
Here is a selection of performance 
figures to show you how we 
performed in 2017/18.

 We have 10,253 homes

 18,344 people live in our homes

 84 new homes built for general 
needs, supported living tenants 
and low cost home ownership

 Progress Lifeline offers support 
to over 34,000 people

 94.6% of general needs and 
independent living tenants 
were satisfied with our aids and 
adaptations service.

Your feedback is important to us as 
we use this to continually improve 
our services. If you would like to 
get involved, just email enquiries@
progressgroup.org.uk, go online at 
www.progressgroup.org or speak 
to a member of the Progress 
Opportunities Team on 03333 
204555.

Spotlight 
on void 

inspectors 

At Progress Housing Group 
we are fortunate to work with a 
group of customers who carry 
out visual inspections of void 
properties prior to them being let 
to customers.

This is an important role as it gives 
us the chance to get comments 
back from customers telling us 
what we are doing well, and what 
we could be doing better to ensure 
our void standards are being 
maintained.  

What is involved in being a 
volunteer void inspector?

Our volunteer inspectors carry out 
regular visits with other volunteer 
inspectors and highlight areas 
where they feel standards may 
have fallen. They complete a 
record sheet provided by Progress 
Housing Group and sometimes take 
photographs to help identify issues.

The inspector sends the completed 
sheet to Progress Housing Group 
who will take action to resolve any 
issues raised.

We would really love to expand our 
team of volunteer void inspectors, 
could it be something that you 
are interested in? This is a great 
opportunity to help you develop 
new skills to include on your CV. 
Training and support is provided to 
all our void inspectors and we cover 
the cost of expenses needed to 
carry out the role.

If you would like to know more 
about this volunteering opportunity 
or would be interested in joining 
the team of void inspectors please 
contact Sonya Roberts or Diane 
Nash on 03333 204555.  

More Better 
Together

83% 
of tenants were satisfied  
with Progress Housing  

Group as a landlord

We completed over 

46,728
repairs

We conducted 

6,192 
live chats through  

our web chat  
facility

We helped  
customers to secure

 £393,667  
in benefit-related  

income



Shared ownership the 
benefits, the myths and 
what to watch out for 
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Shared ownership is an 
affordable housing product 
which enables you to get a 
foot on the property ladder 
or stay on the property 
ladder. Shared ownership is 
particularly good for first time 
buyers, downsizers and those 
purchasers who are starting 
again following a relationship 
breakdown. The rental element 
can in certain circumstances 
be covered by Housing Benefit 
or Universal Credit making it 
even more affordable.  

The benefits 

 Shared ownership allows you 
to get onto the property ladder 
more quickly than you might if you 
wanted to buy a home outright

 You will need less savings as you 
will be putting down a deposit 
on a share of the property. For 
example, a 25% share of a 
property worth £200,000 may only 
require a deposit of £2,500

 You own as much of your home 
as you can afford, you can buy a 
larger share when you are able to, 
but the choice is yours

 You can buy additional shares as 
time goes on and you save more, 
this process is called staircasing

 Your monthly mortgage payment 
plus rent can work out less than 
renting on the open market

 Instead of paying rent every 
month and having nothing to 
show for it, you own a part of your 
home

 You can sell a shared ownership 
property at any time and will 
benefit from any increase in value 
it has seen since you bought.

The myths
Shared ownership has been around 
for more than 30 years but still 
doesn’t enjoy the confidence that it 
deserves. The reason for this is the 
myths that are bandied about by 
those who know nothing about the 
product and bear no resemblance 
to the facts. A lack of understanding 
around several key points is what 
makes buyers nervous.

 More difficult to obtain a 
mortgage - This is simply not 
the case, over recent years the 
number of high street lenders 
who offer shared ownership 
mortgages has seen a real 
increase. The same assessments 
are undertaken as if you were 
obtaining an ‘ordinary’ mortgage 
meaning if you have a deposit 
and a good credit rating it will be 
straightforward

 Properties are in less desirable 
areas - While this has never 
been the case, over recent years, 
changes to planning requirements 
mean that on most new housing 
developments house builders 
must provide a proportion of 
affordable homes. This means 
shared ownership homes 
are popping up in increasing 
numbers in highly sought after 
new residential developments

 It is expensive - The monthly 
payments required to live in 
a shared ownership property 
hover somewhere between full 
ownership and private renting. 
A report in 2013 by the National 
Housing Federation highlighted 
average shared ownership 
monthly payments were lower 
than market rent or full ownership 
in all regions of England except 
for the North East.

 Qualifying is difficult - Many 
people believe you can only 
purchase if you are on a very low 
income or are a key worker. In 
reality the product is open to a 
much wider market. Put simply, if 
your combined household income 
is less than £80,000 and you do 
not own another property you 
should qualify for most properties 
(some shared ownership 
properties have additional local 
connection criteria)

 It is not ‘real’ home ownership 
- Some disregard shared 
ownership as they see it in 
some ways as a lesser form of 
ownership. It should be seen as a 
tenure which allows homebuyers 
to get on the ladder and provides 
a stepping stone to 100% 
ownership, but it should also be a 
perfectly acceptable option to stay 
owning a share of your home. 
Part-ownership gives you security 
of tenure and allows you to benefit 
from any appreciation in value 
when the property is eventually 
sold. It is worth remembering 
that some equity large or small is 
better than none

 I used to own a home, so 
I can’t apply for shared 
ownership - It is fine to have 
previously owned and sold a 
property. Your application is based 
on your current housing situation. 
You can apply if you are under 
offer on your current property.                

What to be aware of
As with all forms of housing 
tenure there are things that need 
consideration before making a 
decision. Adjacent are things to be 
aware of:

 Is shared ownership 
affordable? - Whilst shared 
ownership is affordable due to 
the lower deposit required and 
the rent being below the market 
rate it doesn’t mean that everyone 
will be able to afford it because 
different developments require 
different income levels based on 
the open market values of the 
properties

 Does having a poor credit 
rating rule me out? - A poor 
credit rating may rule you out 
of qualifying for a mortgage 
particularly if you only have a 
5% deposit. If in doubt contact a 
financial advisor before viewing

 What costs are involved when 
I first buy my home? - As with 
any house purchase you will need 
to have adequate funds to cover 
certain costs at the outset. You will 
need at least £5,000 in savings to 
consider shared ownership as an 
option. This level of savings will 
cover a deposit at 5%, reservation 
fee, solicitor’s fees and removal 
costs

 Who is responsible for 
maintaining my home? - With 
shared ownership however 
small the % you own (25%) you 
have full repairing obligation. 
Like any homeowner you will be 
responsible for the maintenance 
of your property including repairs 
and decoration. New build homes 
bought through shared ownership 
benefit from a new home warranty 
which normally lasts for 10 years 
from the time it was built and 
covers most major problems.    

Development 
update

Riverside View, Lancaster
We have taken a further 17 properties from the Barratt Homes 
development at Riverside View in Lancaster. These will all be for shared 
ownership and a mixture of two and three bedroom houses.

All enquiries for purchase should be made to developmentenquiries@
progressgroup.org.uk

St James Bowling Club, Chorley
The former St James Bowling Club site, Eaves Lane, Chorley is 
currently being developed and will provide eight, two bedroom houses, 
two, three bedroom houses and two, one bedroom apartments all for 
affordable rent. Expected completion date is end of November 2018.

Naze Lane, Freckleton
We have been successful in gaining planning permission for 12 
affordable rented units on the former Naze Court site in Freckleton. 
Built will be four, two bedroom bungalows, two, two bedroom 
homes and six, three bedroom homes which will be let through the 
MyHomeChoiceFyldeCoast website (www.myhomechoicefyldecoast.
co.uk).

Howarth Road, Lytham St Annes
Phase 1 of eight, two bedroom homes have now been completed. 
Phase 2 of an additional 14 homes will be completed March 2019.

Howarth 
Road

St James 
Bowling 

Club
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Prize-winning 
gardens

The entries were visited by the 
Progress Opportunities Team and 
three of our volunteers, Sheila, 
Glenys and Keith, who were all 
delighted to see that the quality 
of the gardens were again, very 
high this year. This is great to 
see, though it does make the 
judging decisions very difficult! It 
was particularly good to receive 
entries from people who are new 
to gardening as well as those who 
have more experience.  

The winners this year are as 
follows and were presented with 
their winning certificates by Jacqui 
De-Rose, Group Chief Executive of 
Progress Housing Group:

Front garden: 12 entries
1st Joseph Scahill - Penwortham

2nd Debra and Daisy Ditchfield - 
Penwortham

3rd Frank and Carol Jones - 
Leyland

Rear garden: 8 entries
1st Sandra Clayton - Leyland 

2nd Howard Dean - Preston

3rd Steven Raw - Staining

Shared: 8 entries
1st  Mrs Gardener and Mrs Spiby - 

Leyland 

2nd Jean Westworth - Preston

3rd Sandra Clayton - Leyland

Busy time for the National 
Citizens Service (NCS)
It has been a busy summer with 
four projects taking place in our 
independent and supported living 
schemes; one in Blackburn (Balfour 
House) and three in South Ribble and 
Fylde (Boundary Close, Rivington 
Manor and Walton's Parade).

The National Citizen Service gives 
15 to 17 year-olds the opportunity to 
embark on exhilarating challenges, 
and build skills for work and life. 

The young people visited tenants 
at each of the schemes. With help 
from Progress Housing Group’s 
Community Investment Fund the 
NCS members then organised 

fundraising activities to enable 
them to purchase items that were 
required for each challenge. They 
also organised volunteer days 
where everyone worked together to 
transform the scheme’s gardens.

Tenants from Balfour House in 
Blackburn enjoyed the day, saying: 

“I really like the garden, I like the 
lights, I will spend a lot more time 
outside now it has been done”- 
Andrew

“I think the garden looks a lot better, 
I am happy to take part in keeping it 
tidy and buying new things to make 
it look even better” - Neil 

“The garden is absolutely lovely, it 
looks so much cleaner and nicer, 
not just for us but for visitors as 
well. I am looking forward to there 
being somewhere I can sit outside 
on nice days, especially with my 
granddaughters” - Susan

If you would like to be involved 
in any future NCS challenges 
please call 03333 204555 and 
ask for a member of the Progress 
Opportunities Team. 

Progress 
Futures offers 
free one-to-one 
support to our 
customers and 
members of 
their households 
to help them to 
achieve their 

goals, whether it be into training, 
education or employment. 

To support this work we offer 
paid work placements and 
apprenticeships. These posts were 
advertised during the summer 
and the team held special job 
club sessions to offer one-to-one 
support to applicants to help them 
to complete their application forms, 
as well as interview preparation for 

those who were successful at the 
shortlisting stage. 

We have just successfully appointed 
six new apprentices, three within 
our trades department, Property 
Services and three within our 
operational teams at our head office, 
Sumner House. The apprentices 
include: 

 Progress Connect apprentice 

 Income collection and community 
safety apprentice

 Progress Opportunities 
apprentice 

 Apprentice gas and heating 
engineer, Cyrus, pictured

 Apprentice electrician 

 Apprentice bricklayer.

We are also currently recruiting for 
two paid work placements that will 
enable the successful candidate 
to gain valuable experience and 
increase their confidence whilst 
being paid. 

These are great opportunities for 
you to refresh your skills, update 
your CVs and boost your personal 
development. 

If you would like to be kept up-to-
date on any future vacancies or 
would like one-to-support to help 
you secure employment, training or 
education opportunities then please 
call 03333 204555 and ask to speak 
with a member of the Progress 
Futures Team. 

Progress Futures offers our customers and 
members of their household one-to-one help 
and support to achieve their goals around 
training, education and employment.

Rivington 
Manor

Boundary 
Close

Walton’s  
ParadeBalfour 

House

Edible: 3 entries
1st  Christopher, John and David - 

Wigan 

2nd Lynda Dilworth - Farington

Container: 13 entries
1st  Joseph Scahill - Penwortham 

2nd Mrs Gardener and Mrs Spiby - 
Leyland

3rd Jean Westworth - Preston

Most improved: 3 entries
1st Maurice Cornes - Wesham

Children’s sunflower: 3 entries
1st Daisy-May Ditchfield - 

Penwortham 

2nd Moataz Bazza - Chorley

3rd Amy Raw - Staining

Debra and Daisy 
Ditchfield

Jean Westworth

Steven Raw

Daisy-May 
Ditchfield

Lynda Dilworth

Another great year for the 
gardening competition saw 
entries from across the 
country showing off their 
hard work. They really are a 
joy to see and make such a 
difference to our communities.

Congratulations to everyone! 
Don’t forget to look out for next 
year’s competition, which is open 
to all tenants of Progress Housing 
Group and it is never too early to 
start!



If you would like to be in with a chance of winning a 
£20 Love2shop voucher why not have a go at our 
meteorology wordsearch. Deadline for entries is  
Friday 11 January 2018.

Congratulations to Mrs Hector from Lytham St Annes, 
who won our summer wordsearch.

HOW TO ENTER  
Please send your entry along with your name, age 
and home address to: StreetTalk, Progress Housing 
Group, Marketing Team, Sumner House, 21 King Street, 
Leyland, PR25 2LW.

Meteorology wordsearch

Climate
Pressure
Drought
Weather radar
Humidity
Fog
Wind chill
Forecast
Anemometer
Tornado
Blizzard
Barometer

Forum or  
panel meeting Event Tenant inspection Training

Dates for your diary

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

Looking for estate 
walkabouts? 

Please contact Progress 
Connect on 03333 
204555, email enquiries@
progressgroup.org.uk or view 
them on our website  
www.progressgroup.org.uk/
news-events/events

27 Tue The Forum.
   2pm to 4pm.   Sumner House, Leyland.

1 Sat Family cinema.
   1.30pm.    The Base, Bannister Drive, Leyland.

  Christmas fair.
   11am to 3pm.   The Place community centre, Royal Avenue, Leyland.

11 Tue Communication Forum.
   2pm.   The Place community centre, Royal Avenue, Leyland.

13 Thu Repairs Forum.
   2pm.    Warwick House, St Annes.

17 Mon Estate Appearance Forum.
   2pm.   Sumner House, Leyland.

21 Fri Family cinema.
   10.30am.   The Base, Bannister Drive, Leyland.

November 2018

December 2018 

Name

Age

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

0.9

We aim to re-let empty general 
needs properties within 27 days

We aim to have less than 1.0 properties 
out of every 100 vacant at any time

We aim for current tenant rent arrears 
to be less than £4.70 of every £100 of 
rent due

We aim for current tenant rent arrears,  
excluding that owed by Housing 
Benefit, to be less than £3.70 of every 
£100 of rent due

Housing Management Target Result Target met Trend Top quarter*

£4.71

£3.80

We aim to complete responsive 
repairs within 6.5 days

We aim to complete 98 out of 
every 100 responsive repairs 
right first time

We aim to keep 95 out of 
every 100 responsive repairs 
appointments made

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

Repairs

We aim to keep 85 tenants out 
of every 100 satisfied with the 
service provided to new tenants

We aim to keep 92 tenants out of 
every 100 satisfied with the overall 
service provided regarding arrears 
management

We aim to keep 97 tenants out of 
every 100 satisfied with the overall 
quality of a responsive repair

Tenant Satisfaction Target Result Target met Trend Top quarter*

We aim to keep 97 tenants out of 
every 100 satisfied that the repair 
has been completed right first time

Target Target metResult Trend Top quarter*

How are we performing? From April 2018 to September 2018

27 days

1.0

£4.70

£3.70 Worse than 
last quarter

Better than 
last quarter

Worse than 
last quarter

Worse than 
last quarter

£0.80 of  
every £100

£1.90 of  
every £100

1 out  
of 100

20 days

6.5 days

98.0%

95.0%

100%

85.0%

92.0%

97.0%

97.0%

Same as  
last quarter

Worse than  
last quarter

Better than  
last quarter

Same as  
last quarter

6.5 days

95 out  
of 100

Not  
available

100 out  
of 100

97.6 out 
of 100

Not  
available

97 out 
of 100

Not  
available

Worse than 
last quarter

Worse than  
last quarter

Worse than 
last quarter

Better than  
last quarter

98.7%

99.1%

92.0%

99.0%

89.5%

87.5%

27.6 d
ay

s

10.3 d
ay

s

100%



Out and about

Mrs Stringer (pictured) celebrated her 95th birthday in August and Mrs 
Smith, a tenant who lives at Lowerfield independent living scheme, 
organised with the help of other neighbours a surprise birthday party in 
the communal centre. The pink themed party was a huge success with 
29 people attending. Mrs Stringer who has lived at Lowerfield for 23 years 
was overwhelmed by it all and said, “Oh, I do love living at Lowerfield”.

NCS members who helped at Walton’s Parade, Preston
NCS members showcasing their hard work at Balfour 
House, Blackburn

NCS members busy gardening at 
Rivington Manor

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

28Like us on Facebook www.facebook.com/ProgressStreetTalk 

What would you like to be when you grow up? - we have lots of ambitious children at The Place, Leyland.


