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In our 25th year it is exciting times as we launch 
our new online tenancy area where you can enjoy 
the convenience of choosing an appointment slot 
for a repair or check your rent balance online.
You will find further information on page four and a useful step by step 
guide on page five and six. 
Following consultation with tenants we have updated our Customer 
Contact Charter as well as our service standards, the details of which  
you can read about on page 10.
Now that spring is here, it is time to start planning and planting for our 
annual gardening competition. Find out how you can enter on page 15.
I hope you enjoy reading this edition of StreetTalk and please do get in 
touch if you have any feedback on the articles, you’ll find our contact 
details on the left of this page.

Bernie Keenan 
Deputy Chief Executive & Executive Director  
(Services and Growth)
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If you would like to contribute to 
StreetTalk or would like to receive the 
newsletter on CD then please contact 
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Welcome to your  
tenants´ newsletter  
StreetTalk 

Caring 
about our 
communities 

If you are deaf, hard of hearing, 
or speech impaired you can now 
contact Lancashire Police to 
report a crime or concern through 
their online British Sign Language 
video interpreting service, 
SignLive, instead of calling 101.

It is not for use in emergencies, in 
these cases please use the text 
service (details below), but it is for 
when you have something you want 
to talk to the police about.
To use the service you need to 
sign-up through the app or on the 
website, www.lancashire.police.uk. 
Then, when you call them your call 
will be received by their force control 
room and a SignLive interpreter will 
relay your issues to the control room 
operator on your behalf.
When you sign-up for SignLive 
you will also be given a personal 
extension number which enables 

We aim to ‘have a positive 
impact on people and 
communities by providing 
high quality homes, 
supporting independence 
and creating opportunities’.

This means that no matter what 
we do we are always looking 
at how we can have a positive 
impact on you, your home 
and your community. This is 
called ‘social value’ and it is a 
way of ensuring that the local 
community benefits from the 
services that we provide. 

One of the ways we do this is to 
ensure that there is a social value 
to any services that we buy from 
contractors.

Whenever we appoint new 
contractors to do work for us, 
we consider what social value 
they can add to their contract. 
This could mean developing 
opportunities, or contributing 
positively to your community, 
local economy or environment. 
If they have been unable to do 
this then sometimes (depending 
on what they agree to in their 
contract) we can claim a 
percentage of the total value 
of the contract and award 
this money to benefit local 
community projects.

Over the next year we will be 
looking at how we can allocate 
any funds we gain through this 
process. If you have any ideas 
for a local community project 
you may need help with,  
please get in touch with the 
Progress Opportunities Team  
on 03333 204555.

We are on the move!
We have now secured new premises for our Fylde office at Jubilee House, 
East Beach, Lytham St Annes, FY8 5FT. Reception opening times will remain 
Monday to Thursday between 9.30am and 12.30pm, with appointments 
available outside of these times 
Please 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.

Lancashire Police launch 
new reporting service

the police control room to reply back 
through the SignLive operator.
You can call the police using SignLive 
24/7, 365 days a year. Remember, 
if your life is in danger or a crime is 
taking place use the emergency SMS 
text service instead.
If you are deaf, hard of hearing or 
speech impaired you can register 
for the 999 Emergency SMS 
Service that enables you to text 
the police in an emergency from 
your mobile phone.

This service works throughout the UK 
on all mobile networks, but it cannot 
be used from abroad.
You have to be registered to 
use this SMS service. Simply text 
‘register’ from your mobile phone to 
999 and follow the instructions.  
For more information visit  
www.emergencysms.org.uk
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News in brief

Over 10,000 of you chatted  
to us live online in the last  
12 months to resolve your query 
without picking up the phone. 

Live chat is available for  
non-urgent queries regarding 
your tenancy, property or 
community from Monday 
to Friday, from 8am to 5pm 
(excluding bank holidays). 

Our phone lines can be busy, 
especially around peak times 
(usually Mondays); chatting 
online with us can help get  
the answer you need quickly.

Chat to us online at  
www.progressgroup.org.uk  
and click on the box on the 
bottom right hand side of the 
screen.

Give it a go – we are waiting  
to help you!

LIVECHAT - 
the quickest 
and easiest 
way to get in 
touch with us

What is a  
non-executive 
director?

NEDs are not employed by the 
Group but they do have a contract 
to provide services. Those services 
include questioning and monitoring 
the performance of the Group to 
ensure that everything we do is in the 
best interests of our customers, staff, 
funders, suppliers and partners.   
The board meets about ten times 
a year to discuss a number of 
topics including the future plans for 
the organisation, finance, risk and 
performance. They want assurance 
that we are doing the best we can 
with the resources we have and that 
we spend our income in a way that 
ensures customers are at the heart of 
what we do.  
The rules of the registered social 
housing providers state that NEDs 
can only sit on the board for a 
maximum of nine years. There are 
lots of reasons for this and to help us 
plan for the retirement of NEDs, the 
Group also has shadow and trainee 
NEDs. These roles differ from that 
of a NED but both are there to help 

Since go live this month, 
hundreds of customers have 
already signed up for online 
services and are enjoying the 
convenience of choosing an 
appointment slot for a repair 
or checking their rent balance 
online. 
This new service makes it as easy as 
possible for you to manage your rent 
account and repairs when and where 
you want to at any time, on any 
device, and anywhere.
You can now: 

 Report a repair online and book 
an appointment most convenient 
to you - no need to call

 Pay your rent easily or set up a 
Direct Debit - pay at the click of a 
button

 Keep on top of your rent 
account - quickly check your  
rent balance so you know where 
you are up to.

Using online services is much quicker 
than phoning us. 
There is no need to download 
anything to your device - or wait  
to be activated - visit  
www.progressgroup.org.uk/activate 
or scan the QR code (found in the 
middle column of this page) using 
your phone or tablet camera. You will 
have access to your rent and repairs 
information within minutes.  

Need to book a  
repairs appointment,  

make a payment or check your  
balance? You can now do this 
online at any time of the day – 
activating your online tenancy 
account takes minutes. Go to  
www.progressgroup.org.uk/ 

activate

individuals develop their skills and 
understanding of the Group, with a 
view to them becoming NEDs in the 
future.  

Tenant trainee non-
executive director 
If you are interested in learning more 
about the skills needed to be a NED, 
the Group are offering support to 
tenants to engage with our trainee 
NED programme. We have engaged 
with the Housing Diversity Network 
to support this work and are looking 
to run some taster sessions to show 
you how you can help influence, 
shape and improve the services 
that we provide. The sessions will 
give you an opportunity to develop 
skills that will help you at work, in 
volunteering, at college and in  
every-day life!  
More information will be available in 
the coming months but if you have 
any queries in the meantime, please 
contact a member of the Progress 
Opportunities Team on 03333 
204555.  

FAQS
What do I need to register for my 
account?

All you need to register for your 
account is your tenancy number 
and the email address that you 
have registered with us.  

Non-executive directors (NEDs) are independent members 
of our board of management. They discuss and agree 
how the organisation will be run but do not have any 
responsibility for the day-to-day running of the Group. They 
have a duty to act in our best interests. Our board currently 
has ten NEDs who come from a variety of backgrounds 
to make sure that we have a strong mix of skills to run as 
effectively as possible.  

For more information, visit  
www.progressgroup.org.uk/activate  
or scan the QR code above   
using the camera on your device. 

I was already registered on the 
old site, do I need to register 
again?

Yes please. If you registered for 
online services before March 2019 
then you will need to re-register; it 
only takes a few minutes to gain 
instant access to your new account.

I don’t know my tenancy 
number…

No problem! You can find it on your 
rent statement. Alternatively, if we 
are online then get in touch via web 
chat or contact us by telephone on 
03333 204555 and we will get it for 
you right away.

If you registered for  
online services before March 

2019 then you will need to  
re-register for your new 

account; it only takes a few 
minutes to gain instant  

access to your 
new account.

Easier, better laid  
out and everything  

in one place.  
Bradley Wilson

Easy to use and  
saves waiting on  

the phone.  
Marie Kerridge

Your new online 
tenancy area  
is now live -  
register now!
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Your new online tenancy area is now live - 
your quick guide
All you need to register for your account is your tenancy number and the 
email address that you have registered with us. For more information, visit  
www.progressgroup.org.uk/activate or scan the QR code (top right) using the 
camera on your device. If you don’t know your tenancy number, you can find 
this on your rent statement. Alternatively you can get in touch via web chat or 
contact us via telephone on 03333 204555 and we will get it for you right away.

How to login
Once registered, all you need is 
your password to access your 
tenancy information. If you have 
forgotten your password, you 
can quickly reset it by clicking 
the ‘forgotten password’ link.

How to report a repair
For standard repairs, you can choose and book a repairs 
appointment – no need to phone us. For non-standard 
repairs, you can let us know when you are available and 
we will find a convenient appointment and confirm it with 
you by email.

Reporting a standard 
repair

   Click ‘report a repair’

    Accept terms and 
conditions

    Select the closest match to 
your repair

    Provide further information 
to help us understand the 
issue

    Choose a convenient date 
and time for your repairs 
appointment.

You will receive an email to 
confirm your appointment and 
we will send you a text when 
we are on our way. 

Reporting a non-standard 
repair

   Click ‘report a repair’

   Accept terms and conditions

   Select ‘none of the above’ 

    Provide further information to 
help us understand the issue

    Let us know when you are 
usually available by selecting 
from the days and times listed.

You will receive an email  
to confirm your appointment and 
we will send you a text  
when we are on our way. 

How to view your repairs

   Click ‘repairs history’

    You will see a list of all your current (open) and completed 
(closed) repairs

    You can also check the time and date of any repairs 
appointments that you have booked.

Changing or cancelling a repair
You can change your repairs appointment or cancel a repair in 
‘repairs history’ up to two working days before.  

How to view your rent statement

   Click rent statement

    Rent charges to your account or any other debits are 
indicated by a red ‘out’ arrow

    Any payments that you or the local authority have made to 
your account are indicated by a green ‘in’ arrow.

How to raise an enquiry

   Click ‘contact us’

    Select what your enquiry is  
regarding and enter the details.

We will take a look at the issue for  
you and call you back if we need to!

Much better way 
 to report repairs.  

David  
Bentley-Prior 
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Our Progress Futures service can help you or other 
people living with you by providing one-to-one support 
to help you to achieve your goals. Whether you want to 
find a job, go to college to learn new skills or volunteer 
to build your confidence, we can help.   

Our Progress 
Futures service

How we can help 

 Work with you to work out what 
your end goal is 

 Create an action plan to help you 
get you where you want to be

 Build your confidence with 
courses in functional skills like 
Maths and English

 Give you exclusive access to 
individual and group training 
courses run in partnership 
with local colleges and training 
providers, in a local venue at a 
time that suits you

How did you hear about the 
Progress Futures service?

I heard about the service through the 
job centre and self-referred myself 
into Progress Futures off the back of 
the information given to me by my 
work coach. 
What made you apply for the 
service? What did you want to 
achieve? 

I lacked a lot of confidence and 
wanted some help to improve this. 
I had no paid work experience and 
I needed support to improve my 
job searching skills and help to put 
together a CV that showcased my 
skills and abilities as I had very little 
experience. 
I wanted to find work that would 
enable me to come off Universal 
Credit and I wanted to learn new 
skills by carrying out different training 
courses.  
How have you found the support 
you have been given? 

I have found the support extremely 
helpful and invaluable as without it 
I would not be in the position I am 
in today. The support given to me 
allowed me to carry out some work 
experience at Progress Housing 
Group in the Progress Lifeline service. 
As a result of this work experience 
I have now obtained three months’ 
paid work within Progress Lifeline. I 
am now able to save for numerous 
things and I have started saving for 
a car which I was unable to do so 
when I was on Universal Credit. 

Progress Futures drop-in sessions

 Support that is tailored to your 
specific needs. 

Through our European-funded 
projects, More Positive Together 
and Age of Opportunity, we can 
also now offer the service to the 
wider community, helping to 
empower those that live within the 
communities where you live. So if 
you have any family members or 
friends locally who aren’t a Progress 
Housing Group tenant but may also 
be looking for support please do ask 
them to contact us.

In the last 12 months, the team has 
supported customers to complete 
qualifications to gain full-time 
employment. Read our interview 
with Sian opposite to see how our 
Progress Futures Team has helped 
her to achieve her goals. 

Do you need help with 
your future? Don’t know 
where to start? 
Why not come along to one of our 
Progress Futures drop-in sessions, 
where you can access computers, 
gain advice and support from an 
experienced member of the team 
and find out more about our current 
opportunities. These take place at 
the following times and are open 
for you just to come along, no 
appointment is needed. 

Mondays  1pm - 3pm 
  The Base community centre, Broadfield, Leyland

Tuesdays  9.30am - 10.30am  
  Leyland Job Centre

Wednesdays  10am - 12noon 
  Lower Lane community centre, Freckleton 

Wednesdays  1pm - 3pm 
  St. Annes Job Centre 

Thursdays  9.30am - 11.30am 
  The Place community centre, Wade Hall, Leyland

Thursdays  10.30am - 12.30pm 
  Kilnhouse Methodist Church, St. Annes

Progress 
Futures 
Q&A 
with Sian 

What are the main things that you 
have been helped with? 

I have been helped with a number of 
different things such as, confidence, 
job applications, learning new skills, 
help with CV, travel costs and training 
courses.
Where are you now on your 
journey? 

I am working full-time at Progress 
Housing Group learning a range of 
new skills that is helping prepare me 
for further employment opportunities. 
I am still gaining the support of 
Progress Futures to find further 
employment once the three months 
comes to an end. My long-term 
goal is to obtain permanent work at 
Progress Housing Group as the staff 
are extremely helpful and I am really 
enjoying my time here. 
Would you recommend Progress 
Futures? If so, why? 

I would recommend Progress Futures 
because it has helped to increase my 
confidence and it has helped me find 
paid work. 
If, like Sian, you would like help to 
achieve your own personal goals, 
please get in touch with a member  
of the Progress Futures Team on 
03333 204555 or email  
futures@progressgroup.org.uk. We 
are also running a series of drop-ins - 
pop in for a brew and a chat and find 
out more! See page eight for days, 
times and venues.

Could our 
Positive 
Pathways 
course 
help you? 
The Progress Futures 
Team are working 
in partnership with 
Lancashire Adult 
Learning to deliver 
the Positive Pathways 
course which aims to 
work with participants 
to increase and build 
on their self-confidence 
and self-motivation. 
We are holding a taster session 
on Tuesday 23 April from 9.30am 
to 12noon and then the eight 
week course will run every 
Tuesday beginning 30 April from 
9.30am to 12noon at The Base 
community centre on Bannister 
Drive in Leyland, PR25 2GD.

If you are interested in this 
course please contact the 
Progress Futures Team on  
03333 204555 or email  
futures@progressgroup.org.uk.
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Updated Customer 
Contact Charter

We recently met with a group of tenants to review the Customer Contact Charter. 
The group suggested improvements and provided ideas on the look of the 
document. 

It also helped us to understand what was important to tenants when they contact us. 
Here is the final version and it will be displayed at all our offices, community centres and 
independent living schemes as well as on our website. 

We promise to:We promise to:

Do what we say we will do

Respond to your queries promptly and 
efficiently

Tell you what we will do next if we cannot 
answer your query

Protect your personal information

Provide a people-focussed service by 
employing well trained, multi-skilled and 
committed people

Treat people fairly and take positive action 
to make our services accessible to all out 
customers

Seek your feedback and use this to make 
improvements to our services

Be helpful, polite and treat you with 
respect

Do what we say we will do

Respond to your queries promptly and 
efficiently

Tell you what we will do next if we cannot 
answer your query

Protect your personal information

Provide a people-focussed service by 
employing well-trained, multi-skilled and 
committed people

Treat people fairly and take positive action 
to make our services accessible to all our 
customers

Seek your feedback and use this to  
make improvements to our services

Be helpful, polite and treat you with 
respect

 You can help us by:

Treating our staff with respect

Providing us with feedback about our 
service

Asking us to explain anything you are 
unsure about

Giving us all the information we need to 
help you and keeping your contact details 
up-to-date

Customers attending 
The Forum meeting in 
February were given the 
opportunity to comment 
on our updated Strategic 
Plan and priorities. This 
Strategic Plan will take us 
to 2023 and sets out our 
aims, which are:  

 Providing more and better homes
 Support individuals to achieve 

independence
 Create opportunities
 Work as one team to ensure we 

all contribute to our business 
achievements

 Develop a stronger organisation  
to deliver maximum results

 Put customers at the heart 
of what we do to ensure 
our decisions are driven by 
customers’ needs and aspirations. 

As part of the review, customers 
were able to ask questions and make 
comments about the plan and how 
we intend to deliver it. Some of the 
questions included:
Q. Are we just building homes  

for tenants?

A. As well as developing new 
properties for rent, our house 
building company, Concert Living, 
will also build houses for sale. 
Any profit generated from these 
sales will be fed back into the rest 
of the Group to support our core 
business, including the building of 
more social rented homes.  

Q. How do we maintain standards 
in existing properties as well 
as building new ones?

A. All properties have what is called  
a stock condition survey 
completed which checks that it 
meets the decent homes standard 
and identifies any planned works 
required. This then forms the  
 

Review of our 
Strategic Plan

planned works programme to 
ensure that properties are well 
maintained. All properties are 
currently compliant with the 
decent homes standard. 

Other comments made include: 
 Tenants were strongly in favour 

and agree that our work should 
address social isolation through 
engagement activity. 

 Tenants agreed that technology  
is good across the Group and 
liked the commitment to things 
like solar panels and LED lighting.

 Tenants supported the use 
of experienced tenants and 
volunteers in our engagement 
activities and Progress Futures 
work to coach and support  
other tenants.  

The Strategic Plan for up to 2023 
can be viewed on our website: 
www.progressgroup.org.uk/
strategic-plan

Celebrating 25 years of 
Progress Housing Group 
Over the next twelve 
months we will be 
organising a number  
of celebratory initiatives 
to mark 25 years of 
Progress. 
These will include supporting 
community projects and charities 
through funding and staff 

volunteers, a website where we will 
share your stories as a customer of 
Progress Housing Group, and the 
opportunity for you to shadow a 
member of staff for the day, giving 
you an insight into the work of the 
organisation and the chance to gain 
some valuable work experience.  

We will also be supporting tenant, 
community and charitable events 
over the year to mark the occasion, 

including challenging staff to raise 
£25k for charity in the next 12 
months. Follow us on Facebook 
to keep up-to-date with what is 
happening! 

If you have a community project 
you would like us to support or 
would like to shadow a member 
of staff for the day, please contact 
the Progress Opportunities Team 
on 03333 204555.
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What service standards 
are important to you? 
We have recently reviewed our service standards in consultation with 
customers. Our service standards describe the level of service we aim to 
achieve in key areas of our work and are our commitments to you. They help  
to inform you about the quality of the service that you can expect from us. 

These new standards are listed below (and can be viewed on our website  
www.progressgroup.org.uk/service-standards/) and were recently agreed  
by our Scrutiny Pool.

Service Standard Why is this important?

1

The call ‘abandonment rate’ should be no more 
than 10% for 2019/20 and 8% for 2020/21. This is 
the percentage of inbound phone calls made to 
Progress Connect which are abandoned by the 
customer before speaking to a staff member. It 
is calculated as abandoned calls divided by total 
inbound calls (as a percentage).

This is an industry standard and recognises the 
importance of responding to all calls in a timely way 
to reduce call waiting times.

2

All email and web enquiries to Progress Connect are 
responded to within two working days.

More customers are choosing to contact Progress 
Housing Group via email and the internet. 
Customers expect that emails/web enquiries are 
responded to quickly.

3

Respond to complaints in line with the complaints 
and feedback policy. Early resolution complaints will 
be responded to within five working days. Formal 
complaints will be responded to within 10 working 
days. The target date for responding will be included 
in correspondence.

It is important that customers who submit a 
complaint or any type of feedback know when they 
can expect a response to their feedback.

4
Carry out aids and adaptations in line with targets 
and timescales set out in our Aids and Adaptations 
Policy.

Aids and adaptations can help tenants to remain 
independent in their homes and support health and 
wellbeing.

5
Housing applications will be processed within 10 
working days (not applicable to supported housing/
supported living).

This standard ensures that housing applications are 
dealt with in a timely manner and links to Progress 
Housing Group’s aim to improve void re-let times.

6

Ensure our properties meet our lettable standards 
and invite trained tenants to inspect empty properties 
against these standards.

This standard allows Progress Housing Group to 
ensure that properties meet an acceptable standard 
and links in with Progress Housing Group’s aim to 
improve void re-let times.

7

Complete 100% of the component replacement 
programme budgeted for in any financial year.

This standard ensures that improvements to 
properties are delivered in line with Progress 
Housing Group’s Strategic Plan and ensures 
our properties continue to meet our customers’ 
expectations.

We are always reviewing what is important to you. We have recently undertaken our Survey of Tenants and Residents 
(STAR) and will use this information to see how we can improve our services to you. 
We will let you know how we are performing against these standards in this newsletter, so please do keep an eye out.  

Service Standard Why is this important?

8

Carry out repairs in line with targets and timescales 
in line with our Repairs Policy and in your tenant 
handbook offering you an appointment (except 
where it is an emergency repair) and aiming to 
complete it on a ‘right-first-time basis’.

Reporting repairs is the main reason why most 
tenants make contact with Progress Housing 
Group. How we deal with these repairs drives 
customer satisfaction.

9
Carry out a post tenancy visit within six weeks of 
your tenancy starting (not applicable to supported 
living accommodation).

This visit enables any issues to be picked up early 
on in the tenancy.

10
Visit each supported living scheme at least annually 
(supported living only).

This visit allows Progress Housing Group to ensure 
properties are safe and well managed and any 
changes in customer needs are identified.

11

Have a written plan for each area showing all the 
things we are doing to help improve the area (we 
call this a ‘Place Management Strategy’) and consult 
with you on, and have in place estate standards for 
each area, covering grounds maintenance and other 
issues.

Having a Place Management Strategy in place helps 
to ensure effective neighbourhood management.

12

Set up an initial support meeting for short-
term supported accommodation (The Bridge, 
Foundations, Clare House and Fylde interim 
accommodation) customers within two working days 
and agree a support plan within five days.

The support plan helps to ensure tenants receive 
the support they need to live independently and are 
able to access services they need.

13

Engage with customers as set out in our Community 
Involvement Strategy and publicise the impact of 
involvement on our website.

Community engagement activity is reported 
quarterly to executive board. Scrutiny Pool 
information is regularly publicised and the tenant’s 
annual report, reports on the impact of tenant 
involvement.

14

Deliver services in line with the Income Collection 
Policy and meet performance targets whilst 
providing support to tenants where appropriate.

An annual performance report is presented to 
board and quarterly updates provided on progress 
throughout the year. Support is provided to 
tenants in line with the Financial Inclusion Policy 
and reported as part of the above report, as well 
as updates on welfare reform and the impact on 
tenants.

15
Respond to all reports of anti-social behaviour (ASB) 
in line with targets and timescales set out in our Anti-
Social Behaviour Policy.

Progress Housing Group responds to all reports of 
ASB and reports annually on performance in line 
with the Anti-social Behaviour Strategy.

16

Produce an annual report on our performance 
against these standards, referring any non-
compliance with the standards and agree 
improvement plans and actions to address this to 
the Scrutiny Pool.  

Performance against each of these standards is 
reported in various reports across the Group but a 
consolidated report and improvement plan specific 
to these standards will be produced on an annual 
basis.

17
Produce an annual value for money position 
statement and publish this on our website.

The annual value for money position statement 
is published following Progress Housing Group’s 
AGM in September each year.
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What is customer 
insight?
We have a wide range of customers that include: tenants, 
residents, leaseholders and customers. 

To help us better understand who 
our customers are, what they need, 
want and think about the Group and 
its services, we collect feedback 
through lots of different ways then 
use this information to create what is 
called customer insight. 
We use this insight to help us to put 
customers at the heart of everything 
we do and to deliver customer-
centered services; which are both 
tailored and cost-effective.
Where do we get insight 
from?
A big part of our customer insight is 
hearing directly from customers to 
see what you think and feel about 
Progress Housing Group. We do this 
in lots of ways, but some of the main 
ones are: 

 Satisfaction surveys - surveys 
after a service has been used, for 
example after a repair

 Survey of Tenants and 
Residents (STAR) survey - a 
larger survey done every two 
years to find out more about what 
customers think 

 Focus groups and workshops 
- groups where staff can meet 
customers face to face and learn 
about what they think.

When customers provide feedback 
they have the right to remain 
anonymous and this means only 
their feedback, not their personal 
details are shared. We are committed 

to collecting and using such data 
fairly and in accordance with the 
requirements of the General Data 
Protection Regulation (GDPR).
We also use information about 
customers that we hold in our 
systems such as:

 Information about age, gender, 
ethnicity - this helps us understand 
who our customers are

 Information that helps us to 
understand the preferences of 
different customers, for example 
how they prefer to pay their rent

 Information from outside sources, 
such as information from the 
Office for National Statistics and 
Regulator of Social Housing, 
which help inform the ‘bigger 
picture’.

What do we do with the 
insight?
We have a team who work with lots 
of information sources which is to 
create meaningful customer insight. 
Insight is designed to help us to 
improve the way we do things and 
learn more about our customers. 
We also have lots of staff across the 
Group who contribute to gathering 
this information and making sure 
we make best use of our customer 
insight.
Some of the ways in which we use 
the information are:

 Performance - this helps tell us 

Gather  
data

Analyse  
data

Feedback to 
customers

Create  
insight

Inform  
change

Scrutiny  
update

Our Scrutiny Pool is made 
up of customers from 
across our communities 
who work with staff and 
an independent consultant 
to look at different areas 
of the organisation to see 
how services can be 
improved.

At the last quarterly meeting in 
January, the Scrutiny Pool decided 
that they would like to review the 
service delivered by our Financial 
Inclusion Team. 
Over the next few weeks the 
Scrutiny Pool will be looking at the 
information we provide tenants 
relating to financial inclusion and how 
this is accessed and communicated 
to customers. Once they have 
completed their review, the Scrutiny 
Pool will make recommendations  
for improvements. 
At the meeting, the Scrutiny 
Pool also received updates on 
recommendations made at previous 
reviews, as follows:

 Website - eight 
recommendations completed and 
one on-going

 The outstanding 
recommendation is ‘improve 
the repair reporting service 
to make it a complete online 
service where customers can 
choose appointments and 
track the progress of their 
repair’. The new online tenancy 
account area now enables 

you to choose and book a 
repairs appointment online 
(see page six and seven for 
further details).

 Progress Lifeline - two 
recommendations completed  
and eight on-going

 The recommendations of the 
review included ‘consider 
developing new promotional 
materials with less text and 
more visuals and step-by-
step guides. We will provide 
examples of literature that 
we thought did this well’. The 
service’s website is currently 
being redeveloped and 
marketing materials are being 
reviewed.

 Supported living annual review 
form - six recommendations  
on-going

 This review looked at the 
annual review form completed 
at each supported living 
property. Recommendations 
included ‘review if tenant 
engagement should be part of 
the annual review or carried out 
separately’.

The Scrutiny Pool is in the process 
of finalising their review of the fire 
safety process, and how fire safety 
is communicated to customers. The 
results of this will be reported to the 
quarterly meeting on 25 April. 
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.

how well we are doing, especially 
in our key priority areas

 Looking at common themes - we 
use the things customers say 
about us to identify common 
patterns and experiences

 Understanding customer 
preferences, for example how you 
prefer to report a repair or contact 
us.

Insight for change
The next stage is to take the insight 
and turn that into actions that 
improve services for our customers. 
Examples of how we have used 
insight to improve services are:

 Offer financial advice or support to 
customers in need

 Improve the way we communicate 
with customers, for example using 
text messaging 

 Creating a Digital Working Party 
to help more customers get online 
and reduce digital exclusion.

What is next?
We are just in the process of 
completing our STAR 2019 
satisfaction survey which will give 
us lots of insight to guide us on 
what we do in the future and how 
best to improve our services; 
we will keep you updated on the 
action plan we hope to develop 
from this. 
We are also always looking 
for ways we can improve and 
develop our customer insight, 
for example, we are planning to 
analyse complaints data in more 
detail to further our understanding. 
We know our repairs service is 
really important to customers so 
we are hoping to complete some 
repairs customer journey mapping 
to better understand the customer 
experience of repairs.
For full details on how we store 
and use your information, please 
visit our data protection statement 
on our website for more 
information: www.progressgroup.
org.uk/dp or please do contact us 
on 03333 204555 if you have any 
further questions.
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See the 
person 
not the 
stereotype 
campaign
We are supporting the 
See the Person tenant-
led campaign to end 
negative stereotypes 
about people living in 
social housing.  
This short survey is for people 
living in social housing to share 
any experiences you may or may 
not have of negative stereotyping  
https://goo.gl/forms/
je6zhhxpohkQ5JQy2.

It will be collated and shared 
anonymously with politicians, civil 
servants and others who need to 
know more about this important 
issue. 

If you include your contact 
details, they will add you to an 
emailing list which you may 
leave at any time. They may 
also contact you to ask for more 
details about your answers.

National Citizen 
Service - once in a 
lifetime opportunity
The National Citizen 
Service, or NCS as it 
is commonly known, is 
an exciting opportunity 
for young people aged 
16 and 17. 
It helps build skills for work and life 
whilst taking on new challenges and 
meeting new friends. The programme 
involves a short time away from 
home, trying new things as well as 
taking part in a team project in the 
local community and much more.
Each year we work with the NCS 
by offering community projects to 
be completed as part of the NCS 
Challenge. This has seen some 

wonderful transformations in our 
communities and has seen tenants 
from all our communities coming 
together for a common purpose.
In addition to this, we also offer the 
opportunity to any young person 
living in our properties to take part in 
the NCS project. To help support this, 
we will fund the enrolment fee of £50.  
This really is a ‘not to be missed’ 
opportunity so if you are aged 16 or 
17 and living in one of our properties, 
or you know somebody who is, 
and would like to take advantage of 
this opportunity please contact the 
Progress Opportunities Team on 
03333 204555, and we can help you 
take this forward.

As the spring weather is 
on its way, the trees are 
coming into bud and the 
daffodils are looking glorious, 
what a great time to get out 
in your garden and turn it 
into something magical.
To help celebrate the success and 
hard work you put into making 
your garden a real showstopper 
we will again be holding our annual 
gardening competition.
The competition is open to everyone, 
of any age, experienced gardeners 
and those who are trying it out for the 
first time. In fact, anyone who is living 
in one of our properties.  
You can enter as an individual or as a 
group, if you have worked together to 
look after a shared garden.  

The categories for this 
year are:

 Best front garden - this is for 
tenants who have their own front 
garden

 Best rear garden - this is for 
tenants who have their own rear 
garden

 Best shared garden - this is for 
tenants who do not have their 
own garden, but look after a 
shared garden with neighbours

 Best container garden - this 
is for tenants who have pots, 
baskets, window boxes or 
containers in their garden

 Best edible garden - this is for 
tenants who grow fruit, vegetables 
and herbs in their garden

 Most improved garden - this 
is for tenants who have made 
improvements in the appearance 
of their garden. If you are entering 
this category we will need you to 
provide a ‘before’ photograph to 
show what the garden was like 
before the improvements.

One for the children
Whilst we would encourage children 
to be included in all the gardening 
categories, we thought they would 
like a challenge of their own:

Annual gardening 
competition 2019

 Biggest sunflower - open to all 
children (12 years of age or under) 
living in one of our properties. 
Quite simply, the tallest one wins!

How can I enter?
Entry forms will be available from 
1 June 2019 from reception at 
Sumner House and Jubilee House, 
online at www.progressgroup.org.
uk or request one from us on 03333 
204555. All entries must reach us by 
Friday 28 June 2019.

When will the judging be 
taking place?
This year judging will be carried out 
by some of our involved customers 
and will take place the week 
commencing 15 July 2019.  
Everyone who enters will be invited to 
the prize giving event, which will be 
held on Thursday 25 July, where the 
lucky winners will be presented with 
their prize.
Happy gardening!



If you would like to be in with a chance of winning a £20 
Love2shop voucher why not have a go at our volunteering 
word search. Deadline for entries is Friday 7 June 2019.
Congratulations to Mrs Alty from Penwortham, who won 
our winter 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

Youth
Organisation
Support
Volunteer

Charity
Community
Heart
Shelter

Giving
Fundraising
Donate
Compassion

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

11 Thu The Base, litterpick.
   2pm.   Bannister Drive, Leyland.
17 Wed Repairs Forum.
   10am.  Jubilee Court, Leyland.
  FIT Scrutiny Review Initial Meeting.
   2pm.    Bashall Grove, Farington,   

Leyland.
18 Thu The Base, litterpick.
  2pm.   Bannister Drive. Leyland.
24 Wed CIP Working Party.
   2pm.    Lower Lane community centre, 

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

14 Tue Independent Living Forum.
   2pm.   Lowerfield independent living  

        community centre, Farington.
28 Tue The Forum.
   1.30pm.   Sumner House, Leyland.

11 Tue Communications Forum.
   2pm.   Wrightsfold independent living  

        community centre, Leyland.
12 Wed Estate Appearance Forum.
   2pm.   The Place community centre,  

        Leyland.
26 Wed Repairs Forum.
   6pm.   Saltcotes community centre,  

        Lytham.

April 2019 May 2019 

June 2019 

Name
Age
Address

 O A I S H E L T E R F 
 R Y E L C W N B G L U
 G C O M M U N I T Y N
 A S P Q V T C K J X D 
 N F I O M E Y W I O R
 I L A Z C P X F N K A
 S U P P O R T A J H I
 A T N D M S T V F P S
 T W H E P E D O Q Y I
 I M E P A L G L O S N
 O R A F S J N U B V G
 N P R M S N T N K O E
 V R T E I H S T Y H D
 I D K H O J A E J D H
 G I V I N G U E S J H
 S G T U C H A R I T Y
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Out and about
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.
Photos from The Base youth club

8 Wed Voids Forum.
   2pm.   Saltcotes community centre, 

        Lytham.
  Community soup funding session.
   6pm.  The Place community centre, 

        Leyland.

May 2019 

3 Wed Scrutiny Quarterly.
   2pm.   Croft Court, Freckleton.
17 Wed CIP Working Party.
   2pm.   The Place community centre, 

        Leyland.

July 2019 

If you require help with 
transport to meetings please  

contact Sam Beattie  
by telephoning  
03333 204555.



Progress Lifeline is an easy-to-use personal alarm system that can enable you to remain
independent and more confident in your own home. Prices start from £3.60 per week.

First four  
weeks free

(Quote ST19)

We help hundreds of 
people live 
independently in their 
own homes every day.
Progress Lifeline offers 
remote monitoring in your 
home and emergency 
personal assistance 24 
hours a day, 365 days of the 
year to help to make your 
life easier, safer and more 
comfortable.

We can help support 
you to stay in your own 
home for longer and also 
provide much-welcomed 
reassurance and peace of 
mind, not only to yourself 
but also to your family, 
friends and carers. 

Get in touch 
 
For more information call today on 03333 204999  
or email lifeline@progressgroup.org.uk and quote ‘ST19’ 
 
www.progresslifeline.org.uk 
www.facebook.com/ProgressLifeline


