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Welcome to your first StreetTalk of 2019. 
In this edition, we share some of the latest news from Progress 
Housing Group. On page five we detail the rent setting for 
2019/20 and on page eight and nine we provide an update on our 
maintenance and improvement programme. We also highlight on 
page 24 how you can get extra support from your energy supplier.

I hope you enjoy reading this edition of StreetTalk. If you have any 
feedback on the articles please do 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)

Features. . .

Investing in your home  8-9

Social Activities Group -  
new for 2019  21

Progress Lifeline wins a 
national award  13

Christmas festivities 18-19

Head Office:  
Sumner House, 21 King Street, 
Leyland, Lancashire, PR25 2LW
Open Monday to Friday  
Reception 8.30am-4.30pm
Warwick House, Kilnhouse Lane,  
Lytham St Annes, FY8 3DU
Monday to Thursday  
Reception 9.30am-12.30pm 
Friday - closed
Progress Connect 
03333 204555  
Monday to Friday 8am-6pm
Live web chat  
Monday to Friday 8am-5pm
Repairs 03333 204555 
customercontactcentre@
progressgroup.org.uk 
www.progressgroup.org.uk
Website  
www.progressgroup.org.uk
Email  
enquiries@progressgroup.org.uk
@ProgressHG
www.facebook.com/
ProgressStreetTalk

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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tenants´ newsletter  
StreetTalk 

Warwick 
House office
We are constantly reviewing how we 
deliver services to customers. Our 
office base at Warwick House on 
Kilnhouse Lane, Lytham St Annes 
is open from Monday to Thursday 
between 9.30am and 12.30pm, with 
appointments available outside of 
these times. This office space is 
no longer considered efficient or 
fit for purpose and with a strong 
commitment to the local area, we 
are exploring alternative bases in the 
Fylde area. 

We will keep you informed of any 
progress made or changes to our 
operational hours or location, but in 
the meantime, we would encourage 
all of our customers to contact us in 
advance on 03333 204555 to make 
an appointment to see us where 
possible as this ensures that the 
most appropriate member of staff is 
available to deal with your enquiry.

Trainee non-executive 
director positions

Quarterly surveys' 
prize winner

All tenant satisfaction surveys 
are entered into a quarterly prize 
draw to win a £50 Love2shop 
voucher. We use the feedback 
you provide to improve our 
services to you.

Congratulations to our latest 
winner, Mrs Skinner from Lytham 
St Annes, who completed 
a repairs satisfaction survey 
and can be seen pictured left, 
receiving her prize from Eve 
Blezard, Business Intelligence 
Analyst.

You may remember that 
we advertised for two 
trainee non-executive 
directors to support the 
Group’s commitment to 
its Equality, Diversity and 
Inclusion Strategy. 
The role allows the individual to 
develop the skills that they need 
to be a non-executive director 
through mentoring, training 
and observation at meetings. 
Interviews were held in October 
and the quality of applications 
was so high that we have 
appointed five trainees to the 
programme. They began their 

formal training in January and 
will be working with the Group 
for a year to develop their skills in 
order to become board members 
of the future.  

We did not receive any interest 
from customers to join the 
programme so the Group will 
be looking at ways to support 
tenants in developing their 
confidence and abilities in the 
hope that they will apply for future 
opportunities with us. Further 
information will be shared through 
the Progress Opportunities Team, 
our website (www.progressgroup.
org.uk) and through this 
newsletter.

Luke  
Jno-
Baptiste

Adam 
Dennett

Amy 
Martinez

Shruti 
Brockett

Samantha 
Haslam
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News in brief

South Ribble and Chorley 
women’s refuges were once 
again overwhelmed by the 
support for their annual Wish 
Tree Appeal. They would like to 
thank everyone who donated a 
gift to the appeal, which meant 
that more than 100 families and 
individuals were able to open a 
fantastic new gift on Christmas 
Day. 

Thank you 
for your 
generous 
donations 
to the Wish 
Tree Appeal

From 2020/21 the government 
has announced that there will be a 
five year period of up to CPI + 1% 
increases for general needs and 
independent living rents. Nearly all of 
our supported living rents however, 
fall outside of these restrictions and 
so rent increases will be decided by 
the board, as they are now. Note, 
CPI is Consumer Price Index, which 
is a measure of inflation.

For this year’s rent setting process 
the main highlights are:

 All general needs and 
independent living tenants will 
see a one percent reduction 
in their core rent. However, 
as 2019/20 is a leap year, to 
ensure there is a 1% reduction 
on the annual rent of 2018/19 to 
2019/20, most tenants will see a 
1.28% reduction in their weekly 
core rent.

 Most of our supported living core 
rents will be increased by CPI + 
1% which totals a 3.4% increase.

It is important to remember that 
most of our tenants pay a service 
charge in addition to their core rent. 
Our service charges are reviewed 
each year in line with costs. 

Because of our service reviews and 
some very effective service and 
contract management by the Group, 
service charges for the majority of 
our tenants have fallen over the past 
few years (although this has varied 
from one scheme to another). 

For the 2019/20 year, it is expected 
that the picture will be slightly more 
complex:

 General needs service charges 
will reduce by an average of 
approximately 1%

 Independent living service 
charges will increase by an 
average of approximately 5% the 
main driver being an increase in 
heat and light costs (based on 
the costs incurred in the current 
year)

 Supported living service charges 
will increase by approximately 
13%, the main reasons being an 
increase in:

- heat and light costs

- gardening costs

- the cost of fixtures and  
fittings replacements.

So, in summary, most general needs 
tenants will see an overall reduction 
in their core rent and service charges 
when combined, most independent 
living customers will see a small 
increase in their combined charge 
(an average of less than 1%), whilst 
most supported living tenants will 
see an increase. 

Overall, with all of these impacts 
factored into our long-term plan, we 
remain financially strong and are well 
placed to meet the challenges of the 
coming year.

Rent setting 
for 2019/20

New doors for Fylde 
independent living schemes 

In the last year two independent living 
schemes in Fylde, Derby House in 
Wesham and Croft Court in Freckleton, 
had new doors fitted throughout the 
schemes.

Derby House communal areas were fully 
redecorated. One tenant at Derby House 
said, “It looks so much better now, it looks 
like a hotel, thank you”.

We are also hoping to install new doors in 
the next financial year at Liggard Court in 
Lytham St Annes.

Glendale update their 
website
Glendale, our grounds 
maintenance contractor, 
have completed an 
update to their website 
at www.glendale-
services.co.uk/glendale-
live/. It will now be easier 
for you to see when visits 
are next scheduled in 
your area.

In July 2015 housing associations were required to reduce rents by 
1% each year for four years. This year is the final year of this rent 
reduction which ran from the years 2016/17 to 2019/20. 

Stonehouse Childcare 
Santa's Grotto
On Friday 14 December Stonehouse Childcare in Leyland, opened their 
own Santa’s Grotto for the day, complete with an inflatable reindeer 
and hundreds of fairy lights. The Grotto, situated in the grounds of the 
nursery, was the idea of Linda Williams owner of Stonehouse Childcare. 
The monies raised were donated to Clare House, South Ribble 
Women’s Refuge. 

Susan
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Complaints and compliments
During the last quarter of 
2018/19 we received 80 
complaints.

 Allocations and administration –  
2 complaints  

 Estate services, housing management, and 
tenancy management – 5 complaints  

 Home ownership and leasehold services   
– 2 complaints  

 Tenant rents and service charges –  
3 complaints  

 Repairs and maintenance – 44 complaints  
 Progress Connect, Control Centre, Progress 
Lifeline, and scheduling) – 13 complaints  

 Development – 1 complaint   
 Housing and support services (independent 
living and supported living)  – 8 complaints

 Progress Living – 2 complaints

During this quarter we responded 
to 98.75% of complaints within our 
target timescales. We also received 
65 compliments.

2.5%
3.75%

1.25%

2.5% 2.5%
6.25%

55%

16.25%

10%

Our phone number explained. 
. . why our telephone number 
starts with 03
03 telephone numbers were introduced by 
Ofcom in 2007, as an alternative to the unpopular, 
expensive premium 0844, 0845 and 0870 numbers.

Even though 03 numbers have been 
around now for over 10 years there 
remains a lot of confusion about 
what they are for and how much a 
call to an 03 number will cost.

UK 03 numbers are non-
geographical which means they are 
not tied to a particular location.

03 numbers are much cheaper to 
call, with rates the same as a local 
landline call (even from a mobile) 
and most major network operators 
include calls to 03 numbers in their 
pre-paid call bundles or charge for 
them at the minimum rate of any 
pay as you go mobile service.  

Ofcom proposed that the 03 
number service be used by 
government, public services and 
charities so that their customers 
could have a ‘mobile friendly’ 
service. This was made law to 
ensure all networks had to follow 
the same pricing structure, as they 
hadn’t done with 08 services.

The benefit of using an 03  
number over a landline number is 
that it does not tie us to specific 
offices and enables us to move 
services between sites or lines 
easily in the future.

How to make a complaint or 
provide a compliment
You can submit feedback by 
contacting 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).

In the last edition of 
StreetTalk we talked 
about how achieving 
our voids performance 
continues to be a key 
focus for us. Voids are 
what we call our empty 
properties whilst a 
tenant isn’t currently 
living in the property. 
The time we were taking to 
turnaround a void property was 
longer than the targets we set. To 
improve this, and to make them 
more efficient, we have reviewed the 
processes used by staff involved. 
We have also brought staff who 
manage the whole process together 
to reinforce the ‘one team’ approach, 
and senior managers are meeting 
with operational staff on a regular 
basis.

As a result of this we have seen that 
for general needs properties our 
performance has continued to show 

month on month improvement, as 
the time it takes to relet a property 
on average for the year is 23.5 days 
against a 27 day target. This is an 
improvement of 9.2 days compared 
to the previous year. The rent that 
has been lost from properties being 
empty is lower than we expected by 
around £120,000, which means we 
have more money to help maintain 
the properties. Similar improvement 
can be seen in the letting of our 
independent living properties where it 
takes on average 31.6 days to relet a 
property against a target of 35 days. 
Performance is better than it has 
been for several years.   

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 by 
emailing enquiries@progressgroup.
org.uk, visiting our website  
www.progressgroup.org.uk and 
using web chat, visiting Facebook/
ProgressStreetTalk or phoning on 
03333 204555.

VFM - 
Improved voids 
performance

National Energy Action, 
a national charity 
working to end fuel 
poverty in England, 
Wales and Northern 
Ireland, has produced a 
series of videos to help 
you stay warm in your 
home, save energy and 
money. 
The videos also include British 
Sign Language signing and cover 
the following topics:

 Cut down condensation in 
your home

 Preparing your home for 
winter

 Stay safe in your home

 Make your home energy 
efficient

 Are you using your heating/
water controls correctly

 Take a meter reading

 Contact your supplier to 
discuss your energy debt.

You can view these videos on our 
website www.progressgroup.org.
uk/save-energy

Saving 
energy 
and 
keeping 
warm 
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We are over three 
quarters of the way 
through the year now 
and the Property 
Services Team continue 
to be extremely 
busy delivering 
the maintenance 
and improvement 
programme to your 
homes.

The budget this financial year  
(2018/19) for planned improvements 
is almost £4 million and including 
responsive repairs, external painting, 
gas servicing, aids and adaptations 
and environmental improvements, 
the budget is £13 million in total. 

The table below shows the progress 
we have made so far against the 
targets we set at the beginning of the 
financial year.

The team have made excellent 
progress against the programme 
and are on schedule to complete 
the planned programme by March. 
In addition to the replacement 
programme, we have also carried out 
over 150 adaptations to your homes. 

The team is on their way to 
completing the annual gas safety 
checks and electrical safety checks 
(which are usually undertaken every 
10 years).  

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

300 276 24 South Ribble, Fylde & 
Burneside 

South Ribble & Fylde  

South Ribble & Fylde  

Fylde  

Leyland, St. Annes   

300

300

25

68

109 29

252 48

25

30

0

38

Additional improvements
Please remember that if you wish to 
carry out improvement works, other 
than decoration, to your home that 
are not included within our planned 
programme of works then you will 
need permission to do so. 

We will arrange for an asbestos 
survey to be carried out in the areas 
where you plan to do the work. All 
building, wiring and plumbing work 
should be carried out by suitably 
qualified tradespeople, for example a 
Gas Safe registered engineer should 
install gas appliances and a NICEIC 
registered (or other recognised 
electrical competency scheme) 
electrician should install electrical 
appliances. In order to comply with 
building regulations a member of 
a Domestic Installer Scheme must 
complete certain jobs. Please contact 
your community housing officer 
for further advice and guidance. 
You should not carry out any 
improvements or alterations to your 
property without the permission of 
Progress Housing Group, in line with 
your tenancy agreement.

Are you thinking of installing 
a wood burner or solid fuel 
appliance?
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 beforehand. There will be 
occasions when we will not be able 
to give permission, often due to local 

planning restrictions, layout of your 
property or if you live in a ‘smoke 
free’ zone.  

Where we do give permission, 
it is important that you also get 
building control approval from your 
local authority as there are various 
regulations you will need to follow 
before starting work.

It is important we know that 
any works which we have given 
permission for have been undertaken 
correctly, conforming to current 
building regulations, so that we 
can add your new appliance to our 
annual flue sweeping programme 
and check that you have a correctly 
fitted and working carbon monoxide 
detector.

Tenant match funding 
scheme
If you have been struggling to get 
enough cash together to make some 
home improvements, then our match 
funding scheme is for you.

We will contribute 50% of the cost 
of qualifying improvements, up to 
a maximum of £500, for eligible 
tenants. 

Investing  
in your home

Examples of improvements covered 
under the match funding scheme are:

 Installing an electric shower over 
the bath

 Fitting extra lighting or plug 
sockets

 Fitting additional kitchen cupboard 
space

 Fencing.

To qualify for the scheme you must:

 Be up-to-date with your rent 
payments

 Have not received any formal 
notice or injunction for breach of 
tenancy from us in the last two 
years

 Put in writing the full details of the 
work that you intend to carry out 
and provide quotes.

Other provisions apply, so  
please contact us for further details 
via web chat or by phoning on 
03333 204555. You can apply for 
match funding by completing the 
application form on our website 
(www.progressgroup.org.uk).
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Progress Futures is a free service offered to tenants 
(and their families) of Progress Housing Group. 
The project offers one-to-one support to find employment, training, 
education, voluntary work or work experience. The service is very person-
centred, and the type of support given depends on the individual and their 
circumstances. If you feel you would benefit from some support with your 
training or employment, please do get in touch with the Progress Futures 
Team on 03333 204555 or by email futures@progressgroup.org.uk.

What is Progress 
Futures?

Progress Futures 
courses for 2019
The Progress Futures 
Team has been working 
hard to build partnerships 
with local training 
providers, to bring some 
exciting courses to the 
community centres in 
Leyland for 2019. 
Please see the details of the 
courses, and if any of them catch 
your eye and you would like to 
register, please contact us on  
03333 204555 and ask to speak  
to a member of the team. 
Alternatively you can email your 
enquiry to futures@progressgroup.
org.uk. 

Likewise, if there are any courses 
you would like to see taking place in 
your community, please get in touch 
and let us know!

Ongoing courses

Maths Functional Skills 
Mondays 9.15am – 11.45am and
Fridays 9.30am – 12pm

English Functional Skills 
Wednesdays 9.30am – 12pm

The Place community centre, 73 Royal Avenue, Leyland, PR25 1BX

Our FREE English and Maths courses delivered by Lancashire Adult 
Learning will help you develop skills for home or the work place.

Classes are small, friendly and supportive, allowing you to grow in 
confidence at your own pace. Before you start a programme you will be 
taken through a short assessment with one of our advisors to find the 
right course for you. Our courses are recognised qualifications ranging 
from Entry Level to Level 2 (equivalent to a GCSE). Courses run all year 
round (term-time only), and are usually around 2.5 hours per week. Start 
dates are flexible.

Positive Pathways
This is a FREE six-week 
programme delivered by 
Lancashire Adult Learning and 
is made up of three different 
elements: 

Section 1 - All about you! 

This section of the course will enable 
learners to identify their individual 
starting points and personal goal for 
the course. Learners will have the 
opportunity to explore what self-
esteem and confidence are. 

Section 2 - Think better, feel 
better! 

This is the main body of the 
programme and focuses on 
providing learners with essential 
tools and strategies to build self-
confidence, increase motivation and 
improve thinking patterns. 

Section 3 - Take Action! 

The final section of the course has 
been designed to help learners 
reflect on the progress they have 
made and prepare them for their next 
steps. With support and guidance 
from the teacher, learners will explore 
the benefits of keeping learning and 
what opportunities there are within 
the local community.

If you would be interested in taking 
part in this programme, please 
contact the Progress Futures 
Team for further information on 
03333 204555 or email futures@
progressgroup.org.uk.

Employability sessions
Employability sessions, delivered 
by Lancashire Adult Learning, are 
FREE and designed to help you in 
your search for employment. You 
can choose which session(s) are 
most relevant to you and there is no 
requirement to attend every session. 
Please contact the Progress Futures 
Team to register your interest, and 
subject to a sufficient uptake the 
team will organise these sessions 
over the coming weeks.

Week 1 - Expanding your job 
search horizons

Week 2 - What is your X-factor? – 
Interview skills

Week 3 - CV workshop

Wellness recovery action 
planning course (WRAP)
The Progress Futures Team has 
successfully trialled a FREE six-
week WRAP course, delivered by 
Community Restart, with sixteen 
people attending.

The wellness recovery action plan 
(WRAP) is a framework with which 
people who experience mental 
distress can develop an effective 
approach to overcoming symptoms 
and unhelpful behaviour patterns.

Once completed the WRAP 
becomes a practical support to your 

wellbeing and recovery journey. The 
WRAP is designed to be an aid to 
learn about yourself. What helps 
and what doesn’t, and how to get 
progressively more control over your 
life and experiences.

WRAP workshop structure

Session 1: Wellbeing and mental 
health 

 What is the difference between 
diagnoses and how we feel?

 What recovery means and what 
it can look like

 Setting our own goals and 
learning outcomes.

Session 4: Early warning signs 
and crisis planning 

 What to look out for in ourselves
 What to do to prevent a dip
 Making my voice heard when I 

am unwell.

Session 2: My experiences of 
wellbeing 

 What are we managing with?
 Planning a strategy
 Living in the solution.

Session 5: Social networks 
 What support do I have?
 What do I need those 

supporters to be like?
 What is available in the 

community?

Session 3: Coping mechanisms 
 Triggers and how to work 

through them
 Wellness toolbox
 Recovery journey goals.

Session 6: Hope 
 Inspirational stories
 Ideas and people to watch
 Opportunities to engage with 

the community more.

If you feel that you would benefit from attending this course, please contact 
the Progress Futures Team for further information on 03333 204555 or email 
futures@progressgroup.org.uk, and subject to numbers and interest we will 
run this course again.

Progress Futures Roadshows
The Progress Futures Team organised a number of roadshows to 
advertise the Progress Futures service; whether you are looking for 
employment, fancy doing some training, want a career change or 
would like to find education the team can help you! 

If you would like any more information about how the team can help 
and support you, please contact a member of the Progress Futures 
Team on 03333 204555 to have an informal chat.
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Successful joint 
partnership 
working with 
Chorley Police

Young people, as young as 13 
years old, were seen fighting, 
shouting, swearing and using 
weapons. As well as being under 
the influence of drink and drugs 
and running all over the estate, 
jumping over fences, screaming 
and shouting, the partygoers 
then caused nuisance, alarm and 
distress to staff and shoppers at 
the local Tesco supermarket. The 
Police were called and had to use 
all their available resources to deal 
with the incident.

Chorley Neighbourhood Policing 
Team asked the Group to work with 
them to remedy this unacceptable 
behaviour, by visiting its tenants 
and other residents on the estate 
and asking them to provide witness 
statements so that appropriate 
legal action could be enforced. 

On 13 December 2018 at Preston 
County Court before District Judge 
Anson, Progress Housing Group 
asked for an injunction order 
with the power of arrest to be 
awarded, so that the residents of 

Progress Lifeline is one of six 
businesses to be shortlisted in the 
Health and Care Business category, 
which celebrates businesses who 
are successfully marrying up health 
and care outcomes, whilst providing 
exceptional customer care and 
innovative service solutions. 

The Lancashire Business View Red 
Rose Awards were established in 
2011 and are designed to celebrate 
Lancashire business, to provide the 
best possible platforms to promote 
success, and to encourage inter-
trading in the county.

Buckshaw Village could enjoy their 
peaceful community. The Chorley 
Neighbourhood Policing Team fully 
supported the Group with this court 
application.

Progress Housing Group’s tenant 
admitted to the county court that it 
was her son and his friend who had 
arranged the party that had got out 
of hand. During the court hearing 
the Group’s tenant apologised to 
the court, residents of Buckshaw 
Village and to Progress Housing 
Group. The tenant was warned that 
any breach of the injunction order 
could result in a fine or custodial 
sentence.

District Judge Anson ordered that 
the tenant be given an injunction 
order with the power of arrest for 
two years and pay for the Group’s 
court costs.

If you have any concerns about 
anti-social behaviour, please 
contact our Community Safety 
Team on 03333 204555.

Loraine Simpson, Progress Lifeline 
Services Director, said: “We are 
thrilled to have been shortlisted 
in the Lancashire Business View 
Red Rose Awards which recognise 
and celebrate the hard work and 
commitment of the Progress Lifeline 
Team and our exceptional customer 
care. Our innovative services help 
more than 36,000 customers to live 
independently in their own homes”.

Progress Lifeline will find out if 
they have been successful at the 
awards finals evening on 14 March 

at the Winter Gardens entertainment 
complex in Blackpool.

Supported 
Living 
tenants 
to benefit 
from new 
technology

Our growing Progress 
Lifeline service recently 
welcomed Business 
Development Manager 
Angela Allison to the team. 
Angela will use her experience of 
working in strategic health within 
the NHS and Progress Housing 
Group’s Supported Living Team, to 
raise awareness of the benefits of 
technology enabled care services 
(TECS) to support people with 
learning disabilities and autism 
across the UK. 

On starting her new role, Angela 
says, “I’m absolutely committed 
to helping people maximise their 
independence and quality of life. 
Technology can enhance and 
support daily living activities for 
people living within supported living, 
whether they are living on their own, 
in shared accommodation, and living 
with or without carer support”.

Progress  
Lifeline wins at 
a major national 
awards ceremony!
In November 2018, our Technology 
Enabled Care Service (TECS), 
Progress Lifeline, won at the 
prestigious Laing Buisson awards, 
alongside partners Tunstall 
Healthcare and Lancashire County 
Council, for their collaboration 
delivering telecare services to 
older and more vulnerable people 
in Lancashire. Described as the 
‘Oscars of Health and Social Care’, 
all the staff at Progress Lifeline were 
delighted to be recognised in the 
public/private partnership category 

for their work delivering the telecare 
service across the county.   

Loraine Simpson, Progress Lifeline 
Services Director, said: “We are 
honoured to have received such 
a high accolade and recognition 
for our partnership work with 
Lancashire County Council and 
Tunstall across Lancashire. Our 
success is testament to the hard 
work of everyone involved and we 
look forward to continuing to work 
with our partners in the future as we 
extend the services available”.

Our innovative 
services help more 

than 36,000 customers 
to live independently 
in their own homes.

Progress Lifeline is shortlisted 
in the red rose awards
Our Progress Lifeline service has been shortlisted in the 2019 Red Rose 
Awards, an annual celebration of outstanding achievements among the 
county’s business community.

Our success 
is testament to 
the hard work 
of everyone 

involved.

A disturbance involving around a 100 young 
people who attended a party on Manchester Walk 
on Buckshaw Village, Leyland, causing alarm and 
distress to surrounding neighbours has resulted 
in a Progress Housing Group tenant receiving an 
injunction with the power of arrest.
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Our Scrutiny Pool is made 
up of customers from across 
Progress Housing Group, 
who work with staff and an 
independent consultant to 
look at different areas of the 
business to see how services 
can be improved from a 
customer’s perspective.
At the last quarterly meeting, which 
was held in October, the Scrutiny 
Pool decided that they would like 
to review the Group’s fire safety 
procedures. 

Over the next few weeks the 
Scrutiny Pool will be looking at 
the information the Group has 
relating to fire safety and how this 
is communicated to customers. 
Once they have completed their 
review, the Scrutiny Pool will make 
recommendations to our Health and 
Safety Team on any improvements 
that they find. 

The Scrutiny Pool also received 
updates on recommendations made 
at the following previous reviews: 

 Progress Housing Group’s 
website

 The Progress Lifeline service

 Assurance review of Progress 
Connect.

Since the meeting in October, 
the Scrutiny Pool has completed 
a review of the supported living 
annual visit and has made six 
recommendations, which will be 
implemented over the next few 
months.

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.

Support for '16 Days of 
Action' against domestic 
violence and abuse 
The Group supported 
‘16 Days of Action’, an 
international campaign 
to raise awareness of 
violence against women. 
Over the course of the 16 Days of 
Action which began on White Ribbon 
Day (November 25) and ended on 
International Human Rights Day 
(December 10), we shared domestic 
abuse statistics via our Twitter (@
ProgressHG) and Facebook pages 
(@ProgressStreetTalk) to raise 
awareness of domestic abuse, as 
well as information about the support 
offered by our women’s refuges and 
where people can go to get free and 
confidential advice 24-hours a day. 
To find out more about the campaign 
visit http://16daysofaction.co.uk/ 

The White Ribbon campaign works 
alongside the 16 Days of Action 
campaign and is a symbol of men 
working to end men’s violence 
against women. Wearing a white 
ribbon is a personal pledge never to 
commit, condone or remain silent 
about violence against women.  

The Group has signed up to the 
Chartered Institute of Housing 

‘Make a Stand’ pledge, continuing 
our commitment to provide support 
for people experiencing domestic 
abuse. If you would like to find out 
more about this pledge, you can visit 
www.cih.org/makeastand.

The Group has also run several 
domestic violence awareness 
courses for our staff highlighting 
what domestic abuse is and how to 
recognise the warning signs. 

Staff from the Group’s South Ribble 
and Chorley women’s refuges also 
hosted an information stand outside 
Leyland’s Market Hall on Friday 30 
November asking the people of 
Leyland to paint or draw around their 
hand on a banner if they agreed with 
the statement that ‘hands are not 
for hitting’. The banner was later put 
on display in South Ribble Borough 
Council’s offices in Leyland. 

If you are concerned about 
someone who may be at risk 
of domestic abuse, phone the 
South Ribble Domestic Abuse 
Helpline in confidence on 01772 
435865 or email clarehouse@
progressgroup.org.uk. The 
helpline is open 24 hours a day, 
seven days a week.

Building new 
homes

St James Bowling Club, 
Chorley
12 new affordable homes (eight two-
bedroom houses, two three bedroom 
houses and two one bedroom 
apartments) have been built on the 
former St James Bowling Club site 
on Eaves Lane in Chorley. They are 
all now occupied with new tenants 
and were built by Andrew Loughlin, a 
local developer in Chorley. 

The following are all in 
development:

Edward Gardens, Bamber 
Bridge
Work started at the beginning of 
February on building 15 new homes 
on the former Mainway Court site 
in Bamber Bridge. There will be 
five, one bedroom fully accessible 
bungalows for affordable rent and 
these will be delivered and  
managed by Progress Housing 
Association Limited. You can apply 
for these through Select Move,  
www.selectmove.co.uk. Concert 
Living Limited will be delivering 10, 
three-bedroom semi-detached 
houses and two, four bedroom 
detached houses for open market 
sale. Further details on the homes  
for sale can be found at  
www.concertliving.co.uk. Concert 
Living was created in 2017 and is 

our new house building company. Its 
role is to build good quality homes 
for sale, for a profit. The profit will be 
fed back into the rest of the Group to 
support our core business, including 
the building of more social rented 
homes.

Naze Lane, Freckleton
This month work is due to 
commence on the former Naze 
Lane site in Freckleton, providing 
12 affordable new homes for rent. 
The 12 properties will comprise of 
two two-bedroom houses, four two 
bedroom bungalows and six three 
bedroom houses.

If you are interested in applying 
for one of these properties, please 
contact us on 03333 204555 or visit 
www.myhomechoicefyldecoast.co.uk

Raikes Road, Skipton
We are working with developer R.N 
Wooler and Craven District Council 
to provide 10 affordable homes 
for rent in Skipton with a planned 
completion date of March 2019. 
There will be four one-bedroom 
apartments, four two bedroom 
houses and two three bedroom 
houses. These will be available 
for local residents through North 
Yorkshire Home Choice, a Choice 
Based Lettings (CBL) Scheme, www.
northyorkshirehomechoice.org.uk. 

Edward 
Gardens

Shared ownership 
properties for sale 
All of our shared ownership 
properties for sale can be  
found on our website  
(www.progressgroup.org.uk)  
and on Rightmove  
(www.rightmove.co.uk).

Riverside View, Lancaster
Seven, two-bedroom family 
properties which are available 
now.

Lantern Fields, Clifton, 
Preston
A selection of two and three 
bedroom family properties 
available from February/March 
2019.

Brookwood Park, Kirkham
Three, three-bedroom houses 
built by Story Homes and 
available from March 2019.

If you are interested in 
purchasing one of our shared 
ownership properties, please 
email developmentenquiries@
progressgroup.org.uk.
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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. 
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.

Sometimes we can have your 
rent paid directly to us, for 
example if you know you are a 
vulnerable person you can ask the 
Department of Work and Pensions 
to pay 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 advise you of other support 
agencies that may be able to help 
you.  

Don’t forget, 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.

South Ribble, Fylde and 
Blackpool have gone live 
with Universal Credit - are 
you sure your claim has been 
processed correctly? Do you 
need support? Please contact 
our Financial Inclusion Team 
on 03333 204555 for advice and 
further information.

Progress Housing Group are here to help.
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Firstly 
"Happy 
New 
Year¨ to 
everyone 
This will be my final update for 
StreetTalk. As some of you already 
know I left the organisation in 
January, so I would just like to 
thank you all for the support you 
have given me and I hope all your 
efforts continue to ensure that The 
Base becomes a vibrant hub within 
the community. 

Exciting 
news!

Magical trip to 
the pantomime

Christmas festivities

The Base on Broadfield 
has a Facebook page 
(The Base, Broadfield 
Community Center) which 
is now up and running, 
so please take a look and 
let us know your views 
and opinions on what 
you would like to see 
happening at The Base.
Learning Curve Registration events 
are still proving to be popular with 
tenants signing up for a range of 
courses. There are a wide range 
of courses on offer and you can 
study from the comfort of your own 
home with a tutor you can contact 
for any support should you need 
it. If you want to find out more feel 
free to pop in or give us a call on 
07970 670238.

Key Unlocking Futures was successful in gaining 50 free tickets to see 
Cinderella at the Charter Theatre in Preston courtesy of Cash for Kids 
and these were distributed to local families. The feedback we received 
after the show was excellent and everyone had a brilliant time. For 
many of the children it was their first time at the theatre and they were 
mesmerised.

We had a very special day on the 21 December which was well 
supported by more than 45 people. The event started with a 
competition of decorating a yule log followed by the cinema showing 
‘The Star’ provided by They Eat Culture. Lunch was prepared and 
provided by our partners from The Larder and The Base’s own Food 
Champions. We even got to sample some Polish dishes which where 
delicious so many thanks to Agnus for her time and efforts. Children 
participated making star decorations which were judged by the 
Community Police who also brought lots of goodies with them. Finally, 
the session ended with Father Christmas giving out gifts to all the 
children.

"Excellent event can't thank everyone enough for organising this. 
My girl loved it and really made our Christmas special. Thank you 
from my heart¨.

"I enjoyed the film and activities too and  
meeting new people¨.

Other 
activities at 
The Base
The toddler, knit and natter and 
Warhammer sessions have 
continued to take place, but these 
have not been well attended. 
Please pop in and speak to Andrea 
or speak with us on Facebook so 
we can understand why. Is it the 
times or days, or is it that these are 
not the sort of activities that you 
would like to see being organised? 
The centre is for everyone in the 
community to enjoy and we would 
love anyone who is interested in 
getting involved to help make the 
centre a success.

We have had a good response 
from people interested in 
volunteering to support the running 
of the youth groups from The Base. 
Andrea will be taking this forward 
and hoping to get these groups up 
and running shortly. If you are still 
interested in applying please give 
Andrea a call on 07970 670238.

Goodbye and I hope to see you 
on my travels in Leyland.

Lynda Kendall,  
former  
Community  
Worker at  
The Base

Universal Credit 
full service has 
arrived!

I wanted to introduce Andrea who will take over  
the role of community worker at The Base.

Hi, I’m Andrea. I’m a mum of two from Chorley  
and I have a background in youth, community and support work. In 
my spare time I run a voluntary performing arts group for children and 
young people who wouldn’t usually be able to access acting, singing 
and dance. I also love walking with my much loved black Labrador 
Casey. I’m really looking forward to meeting the local community and 
working with you all to create and develop a warm, welcoming and 
inclusive community hub offering a variety of events, activities and 
opportunities that meet the needs of as many people as possible. 

Introducing . . .
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Well, what a year 
2018 has been in 
independent living. 
Over the year we have enjoyed 
games afternoons which have 
proven to become rather 
competitive; bingo, breakfast 
mornings, quizzes, reminiscence 
days, pamper afternoons, history 
talks and much, much more. 
Alongside this, tenants managed 
to independently raise and donate 
a whopping amount of money 
which is donated to charities 
close to their hearts, including 
the generous people of Tuson 
House, Penwortham who raised 
an impressive £1,365 to buy a 
defibrillator and the associated 
training which could help to save 
someone’s life. 

Tenants at Tuson House with defibrillator

We welcomed the summer and 
had a blast with afternoon teas 
accompanied by a visit from the 
National Housing Federation, who 
had positive feedback to give 
about the events which take place 
over our many independent living 
schemes. We also took trips out, 
including a trip to the popular Bury 
Market and to the social events 
held at St. Gerard’s Club, Lostock 
Hall, which take place every four 
months and unite around 50-80 
people from lots of our different 
schemes. We held the Big Lunch 
at our Orchard Grange scheme 
this year, where the community 
gathered together and enjoyed 
a sing-a-long and lunch with 
tenants from our supported living 
properties. Not to forget the BBQs 
and the summer social event which 
took place at South Hey, in Lytham.

2018 - a great 
year for 
independent 
living 

Christmas 
at The Place 
community 
centre 
The beginning of 
December saw The 
Place community 
centre transformed 
with a Christmas fair 
including a fabulous 
Santa’s Grotto, thanks 
to the Wade Hall 
Community Group. 
Stalls were set up selling 
cakes, vegetables and clothes. 
There was fun for all the family, 
including a tombola and hair 
and make-up sessions.

The main event saw Father 
Christmas arriving in a horse 
drawn carriage to spend a 
happy afternoon in his Grotto 
with children from the area. 

All funds raised from the event 
will be used by the newly 
formed community group 
to support activities at the 
community centre.

Christmas 
festivities

The independent 
living schemes held 
their individual parties 
and meals, gathering 
together over food and 
maybe a little tipple! 
The St. Gerard’s Christmas social 
was held and accommodated 
around 50 of our tenants, all singing 
and dancing. Two Christmas 
pantomimes were held, one at 
Bridge Court in Lostock Hall and 
the other at Liggard Court, Lytham. 
Tenants brought along their family 
members to enjoy the festivities and 
they had us laughing and bringing 
out the child in us all. Annie the 
Pantomime was held at Liggard 
Court, and what a great afternoon 
it was, full of fun and laughter with 
Liggard Court and Derby House 
tenants. One of the residents got 
to play a starring role, she joined in 
like a true professional, playing the 
part like a pro. After the show the 
cast hosted a short carol service 
for everyone to join in. Enjoying a 
cup of tea and snacking on festive 
treats whilst watching a show 
was an amazing way to spend the 
afternoon!

We hope you have enjoyed the 
year as much as we have, and let’s 
hope we have just as much fun in 
2019 with many more activities and 
events. Keep your eye out on the 
scheme notice boards for what’s 
happening in the next few months! 

Bashall Grove bingo night

Bridge Court panto 2018

Liggard Court

Lowerhouse

St John’s Court
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In 1994, tenants of South Ribble 
Borough Council voted to transfer 
its 3,500 homes to the newly-formed 
New Progress Housing Association, 
a significant milestone for the 
Borough that helped shape the 
thriving communities and deliver the 
high quality affordable homes that 
we provide today. 

Progress Care Housing Association 
was formed in 1998 as a specialist 
provider of supported housing 
solutions for individuals with a range 
of support needs, from learning 
disabilities to mental health. We are 
now the fourth largest provider of 
supported housing in the country 
and the largest provider of supported 
living accommodation for people 
with a learning disability or autism.

In 1999, Fylde Borough Council 
tenants also voted for the housing 
stock transfer to form New Fylde 
Housing who then went on to join 
Progress Housing Group in 2009. 

Celebrating 25 
years of Progress 
Housing Group 
It is 25 years since the biggest large scale voluntary stock transfer of social 
housing in the North West, which led to the creation of New Progress Housing 
Association and is what you now know as Progress Housing Group today. 

Five years ago, we brought the 
three housing associations together 
under one brand - Progress Housing 
Group.   

Today, we manage over 10,200 
properties across the UK. We 
also provide an award-winning 
telecare emergency personal alarm 
service, Progress Lifeline, which 
enables over 36,000 people across 
Lancashire, Cumbria, Yorkshire and 
throughout England to live safely and 
independently in their own homes.

Over the next twelve months, we will 
embark on a number of celebratory 
initiatives so keep an eye out on our 
Facebook page (www.facebook.
com/ProgressStreetTalk) and future 
editions of StreetTalk.

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

We are incredibly proud 
of how far we have come 
since 1994 and the key 
role the organisation 
has played in providing 
high quality affordable 
homes, and working with 
partner agencies to create 
sustainable and positive 
communities. The hard work 
of our staff enabled us to 
fulfil all of the promises we 
made to tenants at the time 
of the stock transfer in 1994 
and we have continued 
to build on this to create 
places where people are 
proud to live and work.

The aim of the project is to use sport 
and physical activity to:

 increase participation and 
encourage more active and 
healthier lifestyles 

 improve the physical, emotional, 
health and wellbeing of people 
and families as well as building 
confidence and self-esteem

 enable families to socialise, meet 
new people and have fun

 use sporting networks to enhance 
individual skills through training, 
volunteering, peer mentoring; 
supporting pathways into 
employment.

 develop a sustainable model of 
delivery in partnership with health 
services; police, judiciary and 
welfare services.

Progress Housing Group often 
runs activities for our customers 
in independent living schemes, 
promoting mental and physical 
health and wellbeing and reducing 
isolation but does not have any 
similar groups for the wider 
community. 

In January we re-launched the 
walking group making it more 
inclusive as a social activities group, 
we still walk, but also play indoor 
games and socialise. The group 
is run on a weekly basis by Gwen 
Hughes from Active Lancashire. 

Gwen runs other activity groups in 
the Preston and Chorley area and is 
hoping this will be the first of many in 
Leyland. The group is free to attend 
and is open to everyone; whether 
you want to meet new people, 

In the autumn, Progress Housing Group's Progress Futures Team worked in 
partnership with Active Lancashire and their 'Challenge through Sport Initiative` 
(CSI) to start a weekly walking group from The Place community centre, Wade 
Hall, Leyland for adults in drug and alcohol recovery.

improve your health and wellbeing 
or have a go at something new, 
this group is for you! As the group 
grows, we are looking to build on 
the activities, offering information 
and advice sessions, holistic therapy 
tasters and much more.

The group runs every Tuesday 
from 1pm to 2.30pm at The Place 
community centre, 73 Royal Ave, 
Wade Hall, Leyland, PR25 1BX. 
Refreshments are served. For more 
information contact Gwen, CSI 
Community Connector, on 07732 
163 149.

Social Activities 
Group - new  
for 2019
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It is important for us to 
understand if you are 
satisfied with your home 
and services because the 
feedback we receive from 
you provides us with the 
opportunity to make any 
necessary improvements. 
Earlier this month The 
Leadership Factor (TLF) 
helped us to do just that, by 
contacting you and asking 
you for your opinion and 
they will continue to do so 
until Friday 8th March.
Every two years we complete 
the STAR (Survey of Tenants and 
Residents) survey and for the 
second time The Leadership Factor 
has conducted it on our behalf.

Why do we conduct 
surveys?

The main reason we undertake this 
survey is:

 to understand what we are doing 
right or wrong

 to understand how we can 
improve services and provide 
value for money

 to be able to compare against 
other registered providers and 
identify best practice.

The STAR survey

The survey was conducted by 
telephone and took about ten 
minutes to complete. The interviews 
were optional but if you did receive 
a call and took part, we are very 
grateful and appreciate your time. 

Who are The Leadership 
Factor (TLF)?

TLF are a company who specialise 
in running satisfaction surveys and 
helping organisations understand 
what they need to do to be better. 
They work with different businesses 
including some well-known names 
such as the Co-op, Direct Line and 
Npower.

They also work with lots of housing 
associations. This means that they 
understand the type of information 
that will help us improve.

TLF follows a special Code of 
Conduct for researchers. The Code 
makes sure that you, and any 
information you share, is treated 
with respect. They will always check 
if you want your feedback to be 
anonymous or not.

Random sampling

As this is a random sample, whilst 
you may have participated previously 
in STAR, there is a possibility that 
you may not have been contacted 
this time. This does not mean that 
your views are not important to us as 
we welcome feedback at any time. 
See page six to find details on how 
you can submit feedback.

A note from The Leadership 
Factor team

“Our interviewers enjoy talking 
to housing association tenants 
because they are friendly and happy 
to give feedback, not only when 
things are going well but even when 
things aren’t always going to plan. 
We have enjoyed finding out what 
you think about Progress Housing 
Group and the services they 
provide”.

Would you like 
to be a mystery 

shopper?
Mystery shopping phone call and web chat 
reviews are scrutiny activities that tenants can 
get involved in. Both activities allow tenants to 
either call or go online to ask questions about 
their home and the services we provide.

Mystery shopping phone calls involve tenants phoning Progress 
Housing Group with a question about their home or a particular service. 

Mystery shopping web chats require tenants to use the web chat 
messaging service on the Group’s home page of the website  
(www.progressgroup.org.uk) to ask a question about their home or 
a service. Web chat allows a tenant to instantly communicate with a 
member of staff by typing in their questions into the live chat box to get 
their question answered.

Whilst you are in contact you will be asked to confirm your phone 
number and email address. This is so we can keep your contact details 
up-to-date.

All the feedback received from tenants is used to make sure that the 
Group’s services are running smoothly. They are also used to suggest 
improvements and highlight any training opportunities that may be 
required.

Since the autumn edition of the newsletter there have been four mystery 
shopping phone calls and four web chat reviews completed.  

We have lots of tenants across the country who get involved in these 
scrutiny activities. Would you also like to get involved? If so, we will 
provide you with a simple form and explain what is required, so that 
when you have made your phone call or had a web chat, you can let us 
know how your question was dealt with.

If you would like to find out more about becoming a mystery 
shopper and the training available, please contact Alan Greig, 
Progress Opportunities Officer, on 03333 204555.

- are you satisfied with your home and services?  

What will we do with the 
information?

In April we will receive a report which 
pulls together all your responses. We 
will then use this information to look 
at areas of strength and weakness.

We will develop an action plan 
to target areas of weakness. We 
will compare our findings to other 
registered providers and contact 
those who are performing well in 
our areas of weakness. We will 
communicate these findings and 
actions to you.

Any comments?

If you have any questions or 
suggestions, please email 
enquiries@progressgroup.org.uk  
or phone 03333 204555. 



Key Unlocking 
Futures celebrates  
25 years too!
In autumn 1993 South Ribble Borough Council held a 
multi-agency conference on youth homelessness to 
see what could be done as organisations including 
churches in the area were noticing more and more 
young people with nowhere to live and no support.

In April 1994 the doors to Key 
opened for the first time. The 
purpose of Key was to offer support 
and advice to young people who 
were homeless in South Ribble. Key 
was arm’s length from any statutory 
organisation and was young people 
focused. Key employed one full-
time worker and from the start 
was inundated with young people 
needing advice. Key was based at 
the Youth Services Offices on West 
Paddock in Leyland.

Over the ten years that followed 
Key became a charity in its own 
right and expanded its services for 
homeless young people in South 
Ribble to include not only drop in 
support that offered emotional and 
practical support but also floating 
support for young people in their 
first tenancies and a counselling 
service to help young people build 
their confidence and resilience 
following a tough time. Key 
employed two support workers and 
took on a manager in 2002.

In 2008 Key secured funding 
to develop a mediation service 
for young people experiencing 
homelessness to help resolve family 
conflict so they could return home, 
as well as funding to develop an 
employment coaching service to 

help young people in South Ribble 
to move into education, training and 
employment. 

During 2011 Key’s board had a 
big decision to make. Lancashire 
County Council who funded Key’s 
floating support service decided 
that rather than managing many 
small contracts across the county 
that they would ask organisations 
to bid for one large contract that 
covered the whole of Lancashire for 
people with a range of needs and of 
differing ages. Key’s board took the 
decision that working in partnership 
was likely to be vital for the future 
of Key and Key were successful in 
retaining this work in partnership 
with an organisation called DISC. 
Key continued to work in South 
Ribble but now also provided 
housing support in Chorley and 
Preston for young people and 
young parents.

By 2012 Key’s board were carefully 
considering Key’s future direction 
and explored whether a close 
collaboration with a larger partner 
may help Key to have its own 
space, where it would have greater 
control, and also provide support 
with IT and HR. The natural partner 
was Progress Housing Group and 
in 2012 a meeting took place; from 

the start there was a real sense of 
shared values and that together 
we could do more and in January 
2014 Key joined Progress Housing 
Group. Key retains a large degree 
of autonomy and still has its own 
board and has to raise its own 
funding. Being part of Progress 
Housing Group has been a great 
benefit to Key as they now have 
their own base at Balfour Court, 
as well as the support from the 
Group’s corporate services. This 
means that Key can focus on what 
it does best - supporting vulnerable 
people to Build Better Lives.

Since 2014 Key has continued to 
grow and now has services in seven 
of the districts within Lancashire 
and provides services not just for 
young people but for people of all 
ages. People who have used Key’s 
services frequently comment that 
Key’s services are different; saying 
that they know Key care and see 
them as people and not just a set 
of problems. In the last year Key 
worked with over 1,000 people in 
Lancashire and continues to work 
hard in these challenging times 
to secure funding so that it can 
continue to support people move 
through their difficulties to a brighter 
future. 
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Get extra support 
from your energy 
supplier

To get extra help, you can apply to 
be added to your electricity network 
priority services register. Your 
electricity network is the company 
that manages your electricity cables.

Your electricity network will give 
your details to your energy supplier 
so they can add you to their priority 
services register as well.

Check if you are eligible
You will normally be able to get 
priority services if your energy 
companies class you as ‘vulnerable’.

You could be classed as vulnerable 
if you:

 are disabled or have a long-term 
health condition

 are recovering from an injury

 have mental health problems

 don’t speak or read English well

 have children under five or are 
pregnant

 have reached your State Pension 
age.

If your situation isn’t listed, you 
might still be able to sign up for 
priority services for other reasons 
- for example, if you are recently 
bereaved or you have returned to 
living independently after some time 
in residential care.

Fill in the priority services 
form
To find the right form, the first thing 
you will need to do is find out which 
energy network covers your area. 
Your energy network is the company 
that supplies energy in your area.

Once you know your energy network, 
you can fill in the form on their 
website to apply for priority services.

You will need to give your contact 
details and answer a few questions 
about your requirements.

After you have applied
Your energy company might contact 
you to ask extra questions about 
what help you need.

If you don’t hear anything within two 
weeks call them – you will find their 
phone number on their website.

Ask them:

 if you are on their priority services 
register

 what support they can offer you 
- give as much detail as you can 
about your needs.

If you move home
Your new home might be covered by 
a different electricity network, if this is 
the case it will mean you will need to 
apply for priority services again.

If you find it hard to deal with your energy supply you could 
get extra help from your energy companies - for example, 
large print bills or more support during a power cut.



If you would like to be in with a chance of winning 
a £20 One4all voucher why not have a go at our 
feedback word search. Deadline for entries is Friday 
15 March 2019.

Congratulations to Mr Hutton from Penwortham, who 
won our meteorology word search.

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.

Word search competition

Evaluation
Ketso
Analytics
Data
Benchmarking
Survey
Perception
Opinion
Interview
Question
Criticism
Compliment

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

25 Thu Scrutiny Quarterly.
   2pm to 4pm.   Sumner House, Leyland.

8 Fri Volunteer inductions for involved customers.
   9am to 12noon.   Sumner House, Leyland.

12 Tue Communication Forum.
   2pm.   Sumner House, Leyland.

20 Wed Estate Appearance Forum.
   2pm.    Warwick House, Lytham St Annes.

27 Wed Repairs Forum.
   2pm.    The Place community centre, Royal Avenue, Leyland.

April 2019

March 2019 

Name

Age

Address

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

0.5

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 £4.80 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*

£5.22

£4.00

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 December 2018

27 days

1.0

£4.80

£3.70 Worse than 
last quarter

Better than 
last quarter

Better 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%

Better than  
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

Better than  
last quarter

Better than 
last quarter

Better than  
last quarter

98.1%

99.2%

92.9%

99.3%

87.5%

94.0%

23.5 d
ay

s

9.7 d
ay

s

100%



Out and about

St John’s Court Christmas party

Barbara at Ancenis Court

Lowerhouse Christmas party

Liggard Court tenants enjoying afternoon tea at the 
Annie pantomimeProgress Futures roadshow at Lower Lane

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.
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Tenants with winning Christmas hampers from a local charity

Kim Meecham with David at  
South Hey Eddie at St John’s Court


