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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. 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.

In 2017/18 we met all but three of our 21 
standards. These included the number 
of calls answered within 20 seconds, the 
number of post tenancy visits completed 
at general needs properties within six 
weeks of a new tenancy starting and the 
annual report on performance against 
these standards. 

Regarding the first standard it is 
proposed to change 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. 

With reference to the post tenancy visit 
standard we will aim to ensure that these 
visits are carried out going forward within 
a target time to be agreed. We are also 
looking at the visits we carry out to our 
supported living tenants too and our 
Scrutiny Pool have made a number of 
recommendations about how we can 
improve the information you receive 
when we visit your home. 

One of our 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 so we cannot 
be sure whether we met this standard. 
Therefore we propose that our new 
standard should require us to answer 
all email and web enquiries within two 
working days.

We propose that the other service 
standards remain as they are. Remember 
you can see all our service standards on 
our website at www.progressgroup.org.
uk/service-standards.

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.

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.  

The budget this year for planned improvements is £1.5 million. With responsive repairs, 
external painting, gas servicing, aids and adaptations and environmental improvements 
added, the budget is £6.4 million in total. 

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

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

Around £100,000 has been spent ensuring fire safety across our supported living stock in all areas of the country with an additional 
£22,000 on groundworks and over £75,000 repairing and replacing fences and gates. We have also had a busy year so far with 
regards to providing aids and adaptations to supported living homes with over 180 adaptations having been completed already. 

The Property Services Team are more than halfway through the annual gas safety checks and electrical safety checks. The external 
painting of over 100 homes is expected to be completed by mid-autumn. 
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Had your free 
flu jab?

Don’t wait, talk to your 
Doctor or Pharmacist.

If you have or care for someone 
with a learning disability, you can 
have a free flu jab.

The jab is quick, 
easy and can 
stop you getting 
flu.

Flu is caused 
by a bug called 
a virus.

Flu can make 
you feel ill.

If you are very ill 
you might have 
to go to hospital.

You can also find information online at  
www.nhs.uk/conditions/flu/

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 it 
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 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 Manager for PHG and Chris 
Ashton, Health and Safety Manager for 
PHG.

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.

Prize-winning gardens
It has been another great year 
for the gardening competition 
with entries from across the 
country showing off tenants' 
green fingers and hard work.  
They really are a joy to see 
and make such a difference to 
the area you live in.
We were delighted to receive entries 
from some of our supported living 
tenants in Wigan, Preston and 
Cookridge. Our judges were delighted 
with the quality of the gardens which 
were very high again this year. This is 
great to see, although it does make the 
judging decisions very difficult!

A massive congratulations to 
Christopher, John and David from 

Wigan who came first in the ‘edible 
garden’ category and Howard from 
Preston who came second in the ‘rear 
garden’ category. A special well done 
to Peter, Penny, Margaret and Jeff of 
Cookbridge who just missed out on the 
prizes for their entry for the ‘container 
garden’ category.

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

If you are interested in getting 
involved in developing a community 
garden project with other tenants and 
neighbours, get in touch! We may be 
able to assist you with purchasing items 
and you can enter our competition next 
year!  

Please contact the Progress 
Opportunities Team on  
 03333 204555.



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. 

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 make recommendations to 
improve services and to ensure that 
these are being implemented.

The Scrutiny Pool are currently 
reviewing the supported living annual 
review visit form. As part of this 
members of the Scrutiny Pool have 
been out and about to meet tenants 
and support staff to understand what 
a review visit entails. 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.
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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.

Revenue sharing is where the dialled 
party can receive a share of what 
the consumer pays to make a call 
and this is also not allowed on calls 
to 03 numbers. Lots of well-known 
companies did use 084 and 087 
numbers and because of this a 
number of websites offer alternative 
numbers that are cheaper to phone, 
www.saynoto0870.com/ is an 
example of one of these. Progress 
Housing Group have never used any 
revenue generating 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.

Our phone 
number 
explained. . . 
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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

 We completed over 46,728 repairs

 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@progress 
group.org.uk, go online at  

 www.progressgroup.org or speak to 
a member of the Progress Opportunities 
Team on  03333 204555.

More Better 
Together

83% 
of tenants were satisfied  
with Progress Housing  

Group as a  
landlord

We conducted 

6,192 
live chats through  

our web chat  
facility

We helped  
customers to secure

 £393,667  
in benefit-related  

income

Balfour 
House

Walton’s  
Parade

Rivington 
Manor

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 
keeping 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 an 
opportunity to have their say 

 Community Associations - we have 
a number of community associations, 
they are made up of local residents 
who meet to work together to put 
on 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.

 Mystery shopping - this involves 
contacting us by phone or web chat 
and then scoring us on how we 
responded to your query.

We also recognise that not everyone 
wants to be involved, but that you may 
want to be consulted on things that 
affect you. 

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

 Facebook sessions

 Newsletters

 Focus groups

 Surveys.

It is not too late to tell us what you think 
about getting involved with us, or why 
not 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.



Forum meetings roundup
Forum meetings are an opportunity 
for our supported housing tenants to 
give their views about the services 
Progress Housing Group provides.
Since the last edition of Progress People 
there have been four Forum events held: 

 Galashiels Forum
 Liverpool Forum Bassetlaw Forum
 North West Forum, and 
 Farnworth Forum in Bolton. 

The meetings include talking about this 
newsletter, for example, discussing the 
layout, stories and articles. 
Tenants also get involved in mystery 
shopping phone calls and training. 
Recently tenants have been shown how 
to use the live web chat facility on the 
Progress Housing Group website (www.
progressgroup.org.uk). Scrutiny activities 
are important to Progress Housing 
Group as it allows tenants to make 
telephone calls or use the website to 

review how the services work. Since the 
production of the last Progress People 
newsletter tenants have completed 
10 mystery shopping phone calls and 
seven web chat reviews providing useful 
feedback to help make any necessary 
improvements. 
If you would like to be involved in one 
of the Forum groups or take part in the 
scrutiny activities please contact the 
Progress Opportunities Team on  
 03333 204555. 

I like visiting places
“My name is Shaun and I live in Walton in Liverpool. I like visiting places and recently I went 
to the Manchester Police Museum to see what it was like. It was full of police memorabilia 
which was very interesting to see. I went to the cells where the prisoners were kept in the past. 
It was a good experience and I would encourage other people to go”.
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Work, rest and play

Diamond Art super crafter, Katie
“My name is Katie and I live in Mansfield Woodhouse, Nottinghamshire. I enjoy doing crafty 
things especially Diamond Art pictures. What you get are bags of different coloured diamonds 
which are all numbered depending on their colour. You also get a picture which is made up of 
different numbers and what you do is stick the diamonds to the numbers on the picture using a 
sticker pen.
You build up a super picture and when you stand back it is very colourful. I enjoy doing them as it 
makes me feel relaxed and there are lots of pictures you can have a go at.  
They are especially good for birthday or Christmas presents”.

“My name is Stephen and I live in Oswaldtwistle in Lancashire. I love football especially 
my team Manchester City. I have been a fan since 1974 and I go to all the home matches. I like 
to go early to get the atmosphere and I meet up with people who I know and sit with them. I 
like the banter and if we win it’s even better. I have my bedroom painted blue and I have lots of 
photographs of the team players on my walls as well”. 

I am a Manchester City fan

Fundraising success for Dementia Awareness Week
“My name is Clare and I live in Darwen, Lancashire. I baked cupcakes with staff for 
Dementia Awareness Week for an event where I live. Other tenants and staff brought cakes as 
well and people paid to come along. The day was a success with lots of people attending from 
the local community. We raised £60 for research into dementia awareness. I’m looking forward 
to baking cakes for events in the future”.

If you have a job, hobby or sport you like doing, we would love to see a photo. Send your photo to the address 
on the back page, along with your name, address telephone number and a short description of what you are 
doing in the photo. Your support worker may help you with this. You might see yourself in the newsletter!
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Rhubarb 
and custard 

muffin 
recipe 

Ingredients
 ½ Roasted  
rhubarb

 140g light  
muscovado sugar

 75ml vegetable oil

 1 egg

 zest 1 orange, finely grated

 284ml carton soured cream

 300g self-raising flour

 8 tbsp ready-made thick Devon 
custard, from a carton

 golden caster sugar, for sprinkling

Method
1. Prepare the roasted rhubarb - 

cut it into chunks, scatter with 
sugar, cover with foil and bake 
in a medium oven for about 15 
minutes until soft, then cool and 
drain off the juices (the juice is 
good mixed into plain yogurt). 

2. Heat oven to 180C/fan, 160C 
or gas 4. Line a 12-hole muffin 
tin with muffin paper cases. In 
a large bowl, beat together the 
sugar, oil, egg, orange zest and 
soured cream until there are no 
lumps and all are completely 
combined. Gently mix in the 
flour, then fold in the rhubarb.

3. Divide 3⁄4 of the batter evenly 
between the paper cases to 
generously fill. Using a spoon, 
press in the centre of each 
muffin to make a dip. Fill each 
dip with a small blob of chilled 
custard, then gently smooth the 
rest of the muffin mix over the 
custard. Bake for 25-30 mins 
or until risen, pale golden and 
oozing custard. Sprinkle each 
with a little caster sugar while still 
warm. Best eaten the day they 
are made.

Credit: This recipe has been sourced  
from the BBC Good Food website -  
www.bbcgoodfood.com

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.

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 we are run is 
available on the website:  www.progressgroup.org.uk/about-us/how-we-are-run/

Five tips to stay safe online
Here are five tips to follow to stay 
safe online:
1) Choose strong passwords that are 

harder for cybercriminals to decode. 
A strong password is one that is unique 
and complex – at least 15 characters 
long, mixing letters, numbers and 
special characters like %, &, $ etc

2) Click smart – many of today’s online 
threats are based on phishing or 
social engineering. This is when you 
are tricked into revealing personal or 
sensitive information for fraudulent 
purposes. Spam emails, phony ‘free’ 
offers, click bait, online quizzes all use 
these tactics to entice you to click 
on dangerous links or give up your 
personal information. Always be wary of 
offers that sound too good to be true, 
or ask for too much information

3) Be a selective sharer – There are 
lots of opportunities to share our 
personal information online. Just 
be cautious about what you share, 
particularly when it comes to your 

identity information. This can potentially 
be used to impersonate you, or guess 
your passwords and logins 

4) Be careful who you meet online – 
people you meet online are not always 
who they claim to be, in fact, they may 
not even be real. Fake social media 
profiles are a popular way for hackers 
to find out information for their criminal 
activity so be as cautious and sensible 
in your online social life as you are in 
your day to day life

5) Make online purchases from secure 
sites. When you are shopping online, 
or visiting websites for online banking 
or other sensitive transactions, always 
make sure that the address starts with 
‘https’ (the s stands for secure), instead 
of just ‘http’, and has a padlock icon 
in the URL field. This means that the 
website is secure and uses encryption 
to scramble your data so it can’t be 
intercepted by others.



Question 1 
In which ancient kingdom was Alexander the 
Great born?

Question 2 
What chemical element is represented as ‘Sr’ 
on the periodic table?

Question 3 
Who was the Roman God of Music?

Question 4 
Which transatlantic comedy duo made 106 
films between 1921 & 1951?

Question 5 
Which two British comedians have appeared 
in the latest TUI holiday TV adverts?

Question 6 
In which German state is the Nürburgring car 
race track?

Question 7 
Which branch of the US armed forces was 
created in 1947?

Answers
1: Macedonia 2: Strontium 3: Apollo 4: Laurel & Hardy 5: Zoe Ly-
ons & Mark Watson 6: Rhineland Palatinate 7: The US Air Force

Brain-teasers Quiz questions, kindly supplied 
by David, one of our tenants.

Useful 
addresses 
and telephone 
numbers

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

 Reception opening hours: 
Monday to Thursday 9.30am-12.30pm   
Friday closed
 03333 202671 

 01253 642001 
 www.progressgroup.org.uk 
 enquiries@progressgroup.org.uk

 Leeds office 
Progress Housing Group  
New Pudsey Court, 101 Bradford 
Road, Pudsey, Leeds, LS28 6AT

 Office opening hours: 
Monday to Friday 9am-5pm  
LiLAC tenants  0345 241 6041 

Progress Housing Group tenants 
living in Cambridgeshire, Durham, 
Essex, North Lincolnshire, Norfolk, 
Nottinghamshire, Rutland, Scottish 
Borders, Suffolk, Yorkshire.
 0345 241 0208 

 0345 241 6042 
 www.progressgroup.org.uk

 Repairs 
There are now a number of different 
arrangements for repairs, so please  
check with your Supported Living 
Housing Officer to find out about the 
correct telephone number to ring.
Remember: Repairs lines are usually 
very busy first thing in the morning. 
If your repair is not urgent please try 
phoning after 11am. You can report 
repairs online 24 hours a day! 

This newsletter is available in audio CD, 
large print, Braille or an alternative language. 
To request your alternative format please 
contact the Progress Opportunities Team 
on  03333 204555 or write to them at 
our Head Office address (details above) or 
email  community@progressgroup.org.uk
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Competition time!
Congratulations to Paul in Leicestershire who is the competition winner 
of our ‘spot the difference’ competition run in the summer edition of 
Progress People. Your £20 Love2shop voucher is on its way to you!
We are running a ‘spot the difference’ competition again in this newsletter as we received lots of 
competition entries. If you would like to be in with a chance of winning a £20 One4all voucher please 
complete the spot the difference below and send your entry to the Marketing and Communications 
Team, Sumner House, 21 King Street, Leyland, Lancashire PR25 2LW. Good luck!
Deadline for entries is Friday 11 January, 2019.
Name:

Address:

✂

There are 10 to find, please circle where these are in the bottom picture.


