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What's new at Progress Housing Group?
New flooring in your homes
Here at Progress Housing Group, we 
know any new flooring provided by us 
in the communal areas of your home 
needs to be of a good quality, and in the 
colours of your choice. We also want 
to make sure that it is fitted to a high 
standard and in the case of any vinyl, 
that we minimise the risk of you slipping 
on it when it is wet.
So how will we do this?  
We are reviewing how we provide 
flooring so that you continue to receive 
a good service when your flooring 
needs replacing.

tenancy, we have created a handbook 
for support staff to refer to if they need 
help. All support agencies have been 
issued with this document and it is 
also available on our website at www.
progressgroup.org.uk/information-
leaflets
However, as it is some time since we 
produced the handbook in its original 
format and over time some of the 
processes have changed, we are 
updating the handbook and it should be 
with you in its new format shortly.

New tenants' handbook
As with the handbook for support 
staff, we are also updating the tenants’ 
handbook. You were issued with this 

We have produced a new set of rules 
about how your flooring will be provided 
in the future and are giving new and 
existing suppliers a chance to look at 
supplying flooring for us. This is called 
‘procurement’.
Once any suppliers are approved to 
be on our supplier list, we will monitor 
them carefully to make sure that their 
standard of work remains high.  
We have nearly finished this new 
process and will soon be inviting a panel 
of tenants to make a choice from a 
range of colours and styles of flooring 
they would like to see us provide. These 
can then be used as samples in the 

handbook when you signed for your 
tenancy and it is usually stored with the 
signed tenancy agreement. You can also 
access this document on our website at 
www.progressgroup.org.uk/information-
leaflets
If you have any ideas of how you would 
like to see either the handbook for 
support staff or the tenants’ handbook 
improved, please contact us on www.
progressgroup.org.uk/contact-us/. Or 
you can telephone us on 03333 204555.

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 

future for all tenants to choose from to 
make sure you get the flooring of your 
choice.
If you are interested in finding out 
more please contact Janice Hogarth, 
Supported Living Housing Manager,  
on 03333 204555.

New handbook for support staff
Progress Housing Group recognise 
that we need to work together with 
your support staff to ensure we provide 
the best landlord service to you. As 
the service we offer is so wide, from 
reporting repairs to managing your 

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, 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.

We are now in the final quarter 
of the year and the Property 
Services Team has been 
extremely busy delivering the 
maintenance and improvement 
programme to your homes. 

The budget this financial year (2018/19) 
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. 

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

In addition to the improvements we have 
carried out within your homes, a further 
£200,000 has been spent on installing fire 
safety measures across our supported 

living stock in all areas of the country and 
almost £100,000 has been invested in 
fences, gates and groundworks. 

The Property Services Team have almost 
completed the annual gas safety checks 
and electrical safety checks (which are 
usually every 10 years).    

Orchard Grange 
Big Lunch

Investing  
in your home
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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 the Consumer Price Index 
and is the most widely used measure 
of inflation and gives the government, 
businesses and citizens an idea about 
price changes in the economy.  
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 

Rent setting 
for 2019/20

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

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.



Scrutiny  
update

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 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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Testing of fire alarm systems for care 
providers in supported living properties
Fire safety is very important. All support providers we work with have 
your safety at heart and do weekly checks of all fire equipment to check 
it works as it should. Here are some of the checks undertaken on a 
weekly basis so you can be reassured that fire safety is a top priority.

Type of system Procedure Frequency Comments

Communal fire alarm 
system with panel and 
break glass call points

Test a different break 
glass call point in rotation 
each test ensuring the 
sounders can be heard 
throughout the building

Weekly Record test and any 
findings in a log book 
with details of the call 
point tested

Mains/battery backup 
smoke/heat alarms in 
communal areas

Test a different device 
in rotation each test. 
Using the test button, 
press until the device is 
activated

Weekly Record test and any 
findings in a log book 
with details of the device 
tested

Mains/battery backup 
smoke/heat alarms in 
the flats

Test an individual flat 
each test in rotation 
testing a different device 
each test. Using the test 
button, press until the 
device is activated

Weekly Record test and any 
findings in a log book 
with details of the device 
tested and flat number

Mains/battery backup 
smoke/heat alarms in 
the flats interlinked to a 
Tunstall system

Test an individual flat 
each test in rotation 
testing a different device 
each test. Using the 
test button press until 
the device is activated. 
Ensure the Tunstall 
system receives a signal 
from the flat tested

Weekly Record test and any 
findings in a log book 
with details of the device 
tested, flat number and 
if the Tunstall system 
operated correctly

Communal fire alarm 
system with panel 
and break glass call 
points with smoke/heat 
detectors extended into 
the flats

Test a different break 
glass call point in rotation 
each test ensuring the 
sounders can be heard 
throughout the building

Weekly Record test and any 
findings in a log book 
with details of the call 
point tested

In addition to weekly testing by in-house staff, Progress Housing Group has appointed trained 
staff to test all fire alarm devices twice a year. Over a 12 month period 100% of the system will 
be tested in accordance with the quality standard that we work to. This is a British Standard 
and the UK government recommends that all fire alarm and detection systems should be 
installed and maintained following the guidelines in this standard.
Any fire alarm devices or Tunstall systems that do not operate correctly are reported to the 
Progress Housing Group Repairs Team so that they can be repaired.

Join Learning Disability England for free!
Learning Disability England (LDE) 
is a membership organisation 
that brings together people with 
learning disabilities their families and 
friends, care providers and service 
commissioners, and organisations.
Progress Housing Group is one of 
the organisations that helped set up 
LDE, whose aim is to change attitudes 
towards people with learning disabilities 
and to help them have their voices heard 
- with this voice we can shout about 
the things that matter, like equal rights, 
better lives and making sure that there is 
enough funding for supported housing 

for people with learning disabilities.
Learning Disability England membership 
gives you a vote, up-to-date news and 
information, advice and a chance to get 
involved. 
Membership to Learning Disability 
England is normally £12, but if you want 
to join, Progress Housing Group will pay 
for your membership. You will receive 
regular updates to meetings, workshops 
and conferences. If you would like to 
join and have your say please contact 
our Progress Opportunities Team 
on  03333 204555 or email   
communityinvolvement@progress 
group.org.uk

STAR survey 
for supported 
living tenants

This year, we have asked an agency 
called The Leadership Factor, (TLF 
for short), to help us again with the 
survey.
TLF and the staff working for them 
follow a ‘code of conduct’ which 
makes sure the information you send 
us is treated with respect and they will 
always check if you do not want to 
include your name.
During February and March, TLF will 
be sending survey forms out to some 
of you.
Please complete the survey and 
return it in the prepaid envelope to 
TLF by Friday 8 March 2019.
If you want any help to complete 
the survey, please telephone 03333 
202671 or contact your supported 
living housing officer.
TLF will send us a report in April of all 
the feedback they have received and 
we will use this to help us improve our 
services over the next 12 months.
We will compare the results with other 
landlords and ask them to help us 
with our action plan.
We will also let you know what the 
survey has told us.
Watch out for an article in a future 
edition of Progress People, which will 
tell you what people thought about 
our services and what we are doing to 
improve our services.
If you have any questions or 
suggestions then please contact 
us on  03333 204555 or email  
enquiries@progressgroup.org.uk  

The STAR survey, which stands 
for 'Survey of Tenants and 
Residents', lets you tell us what 
you think about the service we 
provide and helps us understand 
how we can do things better and 
provide value for money.

Lancashire Police use 
SignLive for 101 service
Lancashire Police are one of the first 
forces in the country to partner with 
SignLive, a deaf-owned organisation, 
to provide an online video interpreting 
service for the deaf and hard of 
hearing, to report crimes through the 
101 service.
The online video will be used to help more 
people in the community communicate 
in a way that works best for them. This 
service is for the force’s non-emergency 
101 service only. 
SignLive is an online British Sign Language 
(BSL) video interpreting service which 
allows the deaf and hard of hearing to 
communicate with Lancashire Police 
online via Apple, Android and desktop 
devices. 
Members of the public simply register 
with SignLive to set up their own 
account, which will allow them to contact 
Lancashire Police to report crimes 

and concerns that do not require an 
emergency response.
Lancashire Police and Crime 
Commissioner Clive Grunshaw said: “It 
is important Lancashire Constabulary 
is accessible to all members of the 
community, particularly those who are 
vulnerable and this scheme, alongside 
improvements to online reporting, 
increasingly means that people have a 
choice about how to report crimes and 
incidents.
“Developing safe and confident 
communities is a key priority for me and 
this service is about being inclusive and I 
hope it gives those who are deaf or hard 
of hearing more confidence to contact 
police”.
Your local police force may now be looking 
to offer something similar so it is always 
worth checking their website to see.

Audio 
recording 
for Progress 
People
Progress Housing Group produces 
the Progress People newsletter in 
two formats; every house and flat is 
sent a paper copy of the newsletter. 
To help people who have difficulties 
with reading we can also send an audio 
version of the newsletter on a free CD. If 
you would like to receive an audio version 
please let Alan Greig know on  03333 
204555.
To make the CD copy of Progress People 
some tenants get involved in reading the 
stories which are then recorded. This 
means more than just reading as both 
David and Mark explain.
David said “I like audio recordings as I 
want to get involved and read the articles. 
I especially like reading my ‘Brain Teasers’ 
which I provide that are on the back page. 
I provide interesting questions for people 
to think about. If you cannot answer them 
the answers are provided on the back 
page”.

Mark said “I am a blind tenant and I get 
involved by reading stories and articles 
for the newsletter. You may think this is 
strange but it is quite easy. The stories and 
articles are read out to me sentence by 
sentence and I repeat what has been said 
and it is recorded. The recordings are then 
sent to a local recording studio where they 
are put together. People who get the audio 
version can listen to the stories and articles 
and if you have problems with reading, 
you can receive support from staff. I enjoy 
reading as this is my way to get involved”.
If you would like to get involved in reading 
for the newsletters please contact Alan 
Greig on  03333 204555.

David

Mark



What's your story?
“My name is Elizabeth. I live in 
Blackburn. I live on my own but have 
other tenants who live close by.
I thought that it would be good to do 
activities with other people as this would 
get me out of my flat.
I help out a lot at the local Mill Hill 
community centre with Sliding Doors. 
Sliding Doors provides activities for 
people in the community.
I volunteer most days of the week. On 
Monday I go to the shop with someone 
from the centre and buy food items for 
the luncheon dates that we have. I help 
at lunches serving the food, clearing 
away and making sure that all is okay. 
On Tuesday I go and help with the arts 
and crafts group. I enjoy chatting to 
people and getting craft items as and 

when they are needed. On  
Wednesday I am at the centre for 
the karaoke and singing session; I 
sometimes have a go at singing as well. 
On Thursday evenings there is a social 
event and supported housing tenants 
attend. I collect monies on entry and 
generally keep everyone happy as I am 
a chatty person. On Friday I go to the 
playgroup to help set up the group and 
tidy up afterwards.
I help because if I sit at home I would 
become bored. I meet a lot of people 
and I have made many new friends. I 
enjoy voluntary work as it makes me feel 
great that I have helped others.
Julie from Sliding Doors commented 
“Elizabeth has been a volunteer for 
Sliding Doors for over three years, she 
helps out with many groups including 

arts and crafts, social groups, toddler 
group and at the Blues Bar. She 
welcomes people, make refreshments 
and generally helps out at the hub and 
she is a valuable member of our team. 
She is always happy and friendly and 
the way her confidence and skills have 
increased have been amazing, Sliding 
Doors wouldn’t be the same without her. 
Elizabeth tells us how much happier she 
is now she volunteers with us”. 
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Work, rest and play

I enjoyed building my comfort shelter
“My Name is Kevin and I live in Chorley. I like to keep busy so I made a comfort shelter for 
outside and a seat to sit on. I did this for myself with help from family as I wanted a place to sit 
outside when it was raining. I planned how to build it and put it together. It has a plastic roof to 
keep the rain off, it even has drainage to allow water to fall away. I also made my seat with wood 
and screws and painted it a light green colour. It is really nice sitting outside through rain, cold 
and sunshine now. I feel much better getting the fresh air all around me. I think I am going to add 
some hanging baskets in the future”.

“My name is Mark and I live in Croxteth, Liverpool. I attend Daisy UK on Mondays between 
10am-5pm. I really enjoy going there as we do lots of interesting activities. We have Pets as 
Therapy dogs that come in where we can pet them. We are always cooking something which 
is interesting as I am registered blind. The best bit is the singing as I get the chance to sing my 
favourite songs to everybody. I like doing this as it makes me really happy”. 

I like singing my favourite songs

I love football, especially Newcastle United
“My name is Margaret and I live in Tyne and Wear, Newcastle. I love football especially 
Newcastle United, my home town team. I go to as many home games as possible. I like the 
matches as I am out in the fresh air, it’s a great crowd atmosphere and when we win it’s even 
better. I usually go with a friend and we have a drink and pie at half-time”. 

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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Would you like to be a 
mystery shopper?

Mystery shopping phone calls and 
web chats are a great way to help 
scrutinise the services provided 
by Progress Housing Group. 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 Connect 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 Progress 

Connect operative by typing in their 
questions into the live chat box to get their 
question answered.
Whilst you are in contact with Progress 
Connect they will ask you 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 
passed to our Progress Connect Team 
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 on  03333 204555.

Forum meetings roundup
The Forum meetings provide 
an opportunity for you to tell us 
what you think about the services 
Progress Housing Group provides. 
We have a set agenda, which 
involves reviewing the Progress 
People newsletter and any other 
promotional material. 
Scrutiny activities are also undertaken. 
This involves tenants completing mystery 
shopping phone calls or web chats. 
Tenants and their support staff may 
also have other questions about their 
household or suggestions for training or 
activities they would like to see.
Since the last edition of Progress People 
there has been a meeting of the Bassetlaw 
Forum in Nottingham. Tracey and Joy said 
“We meet up every few months and we 
look at what Progress Housing Group are 
doing. We give views about the newsletter 
and learn about how Progress Housing 
Group works as our landlord. We also like 
to meet up with other tenants from other 
houses”.

Margaret from Tyne and Wear said “I 
did a web chat for the first time and it 
was a good way to see how you can 
talk to someone and get your questions 
answered”.
Forum groups are set up in areas where 
tenants have told us they would like to 
get involved. At the moment we have 10 
Forum groups across the country. The 
meetings are held every three months at a 
local community venue or in a communal 
area in a tenant’s house. The dates of the 
forum meetings for 2019 have already 
been communicated so that any support 
arrangements can be organised. We 
encourage tenants to use public transport 
to get to these meetings but if there is a 
specific support need we can look into 
alternative travel arrangements.
If you would like to form a Forum group 
near you, join an existing group or take 
part in the scrutiny activities, please 
contact Alan Greig from the Progress 
Opportunities Team on  03333 204555.

Super savoury 
rice recipe 
Ingredients (serves 4)
 1 tsp vegetable oil
 1 medium onion, finely chopped
 100g closed-cup mushrooms, 
sliced

 150g easy-cook long  
grain white rice

 300ml reduced-salt  
vegetable or chicken stock

 75g frozen peas
 100g baby sweetcorn, sliced
 1 tsp curry powder
 1 tomato, chopped

Method
1. Heat the oil in a saucepan and fry 

the onion for 2-3 minutes

2. Add the mushrooms and cook for  
a further 2 minutes

3. Stir in the rice, then add the stock, 
peas, baby sweetcorn and curry 
powder, stir well 

4. Bring to the boil, turn down the 
heat and simmer for about 15-20 
minutes, until the rice is tender, 
adding more water if necessary.

Recipe taken from: www.nhs.uk/
change4life/recipes/super-savoury-rice

Forum Dates for 2019
Tyne and Wear/Newcastle Forum  
15 April, 15 July, 14 October 
Galashiels/Scottish Borders Forum  
29 April, 29 July, 28 October 
Garstang/Preston Forum  
8 April, 8 July, 21 October 
Leicester Forum  
13 August, 26 November 
North West Forum  
17 May, 16 August, 29 November 
Mansfield Forum 
30 May, 29 August, 7 November 
Bassetlaw/Worksop Forum  
21 March, 20 June, 19 September,  
5 December
Doncaster Forum 21 March,  
20 June, 19 September, 5 December 
Farnworth/Bolton Forum  
18 March, 17 June,  
16 September, 9 December 
Liverpool Forum 29 March, 28 June,  
27 September, 13 December  

Mark



Question 1 
Between which years did Ole Gunnar 
Solksjaer play for Manchester United?

Question 2 
In which German city did the Allies conduct 
the Nazi War Crimes Trials?

Question 3 
Former US President Ronald Reagan was a 
film actor prior to entering politics - true or 
false?

Question 4 
John Cleese and Connie Booth starred in 
which TV comedy set in a Torquay Hotel?

Question 5 
The phrase “Richard Of York Gave Battle In 
Vain” is a good way to remember what?

Question 6 
Who was the Prime Minister when the UK 
parliamentary expenses scandal emerged 
in 2009?

Question 7 
Who is the current Formula One Champion 
and with what team?

Answers
1: 1996 -2007 2: Nuremberg 3: True 4: Fawlty Towers 5: Co-
lours of the rainbow 6: Gordon Brown 7: Lewis Hamilton with 
Mercedes

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 Kady from Aylesbury 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 22 March, 2019.
Name:
Address:

✂

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


