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Caring 
about our 
communities 
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. 

Whenever we appoint new 
contractors to do work for us, we 
consider what social value they 
can add to their contract. This 
could mean creating opportunities, 
or contributing positively to your 
community, the 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, 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.

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). 

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

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

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!

Customers attending The 
Forum meeting in February 
were given the opportunity to 
look at our updated Strategic 
Plan and business priorities. 
The Forum is our quarterly 
meeting with customers 
enabling us to share reports 
going to our board. The 
latest Strategic Plan will take 
us to 2023 and sets out our 
aims, which are to:  

 Provide 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 

Review of our 
Strategic Plan

planned works required. This then 
forms the planned works programme 
to ensure that properties are well 
maintained. All properties are currently 
compliant with the decent homes 
standard, which meets modern 
standards of fitness, structure, energy 
efficiency and facilities.

Other comments made include: 

 Tenants said 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.

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. This team 
provides customers with benefit advice 
and support with budgeting.

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 ongoing

 The outstanding recommendation 
will be implemented with the  
roll-out of the new customer app.

 Progress Lifeline - two 
recommendations completed and 
eight ongoing

 The recommendations of the review 
included ‘consider developing new 
promotional materials with less text 
and more visuals and step-by-step 
guides’. The service’s website is 
currently being redeveloped and 
marketing materials are being 
reviewed.

 Supported living annual review 
form - six recommendations  
ongoing

 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 has finalised their 
review of the fire safety process, and how 
fire safety is communicated to customers. 
The results of this was reported on at 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.
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Your new online tenancy area is now live 
- register now!
Since go live, hundreds 
of customers have 
already signed up for 
online services and are 
enjoying the convenience 
of reporting repairs 
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 - no need to 
call

 Pay your rent easily or set up a 
Direct Debit - you just log in and 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

 Any device - it works just as well on 
the go on your mobile as sitting with 
a brew and your laptop - no need to 
download anything.

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. For more information, visit  
www.progressgroup.org.uk/activate  
or scan the QR code (bottom left) 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 for your new 
account; it only takes a few minutes to 
gain instant access.

I don’t know my tenancy number…

No problem! If we are online then get 
in touch via web chat or contact us via 
telephone on 03333 204555 and we will 
get it for you right away. 

You can now report repairs 
online.

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.

Easy to use and  
saves waiting on  

the phone.  
Marie Kerridge

How to register
All you need to activate 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 (bottom left) 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. 
Once registered, all you need is your email address and password to access 
your tenancy information. If you have forgotten your password, you can 
quickly reset it by clicking the ‘forgotten password’ link.

Reporting a repair
1 Click ‘report a repair’
2 Provide further information to 

help us understand the issue
3 Let us know when you are 

usually available by selecting 
from the days and times listed.

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.

Easier, better laid  
out and everything  

in one place.  
Bradley Wilson Step 1 Step 2 Step 3
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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 which will be displayed in all of our offices, as well as on our website 
www.progressgroup.org.uk. 

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

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. We do this through 
lots of different ways, then use the 
feedback we receive 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 us. We do 
this in lots of ways, but some of the main 
ones are: 

 Satisfaction surveys - surveys 
which are filled out after a service has 
been used, for example after a repair

 Survey of Tenants and Residents 
(STAR) survey - a larger survey 
which is carried out every two years 
to find out more about what our 
customers think about us

 Focus groups and workshops - 
where staff will meet customers face 
to face to learn about what they think 
of our services.

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

We are committed to collecting and using 
this 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 helps inform us 
of the ‘bigger picture’.

What do we do with the 
insight?
The insight we receive helps us to 
improve the way we do things and learn 
more about our customers.

Some of the ways in which we use the 
information are:

 Performance - to help tell us how well 
we are doing

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

Gather  
data

Analyse  
data

Feedback to 
customers

Create  
insight

Inform  
change

 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 we 
have gathered and turn it into actions 
that improve services for our customers. 
Examples of how we have used insight to 
improve our services are:

 Offering financial advice or support to 
customers in need

 Improving 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 in the process of completing our 
STAR 2019 satisfaction survey which will 
give us lots of insight and guide us on 
what we will do moving forward and how 
best to improve our services.

For full details on how we store and use 
your information, please visit our data 
protection statement on our website: 
www.progressgroup.org.uk/dp or phone 
us on 03333 204555.
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What service standards 
are important to you? 
We have recently reviewed our service standards in consultation with a group of 
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/
about-us/corporate-responsibility/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.

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.

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 in the 
next edition. In the meantime we want to know if you have any 
additional standards that you would like prioritised in the future?  

You can contact us to let us know by emailing enquiries@
progressgroup.org.uk or by calling a member of our Progress 
Opportunities Team on 03333 204555.

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

Service Standard Why is this important?

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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See the person not the stereotype
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.

If you want to complete this survey you 
will need access to a computer and a 
support worker may be able to help you 
fill out the questions online.

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.

Learning Disability 
England training day
Supported living staff recently 
attended a training day to learn 
more about Learning Disability 
England (LDE).
The training was delivered by LDE’s Chief 
Executive, Sam Clarke. It was a really 
good day, made even more interesting 
as two tenants, David and Neil also 
came along. The tenants helped the staff 
understand more about what it is like to 
be a tenant and what is important to them 
when staff visit their home, talk to them on 
the telephone or communicate online.  

The tenants and staff held a question and 
answer session, chaired by Sam and we 
thought it would be useful to share some 
of the things we learnt.  

Signing a tenancy
A question from a Progress Housing 
Group member of staff: “How would 
you like to be treated when signing a 
tenancy?”

Answer from the tenants:  

“It all went okay for us and the member 
of staff who visited explained it well. The 
support staff were there as well. But 
generally the important thing to remember 
is that when signing up future tenants, is 
to treat us like a human. We were okay, 
but for some tenants it might be a bit 
daunting. It would also be good to see 
the tenancy agreement before the sign-up 
day”.

Top tip: Reassurances were given by staff 
that if the new person moving in found it 
too stressful to sign-up on that day, then it 
could always be arranged for another day.

Repairs
A question from a Progress Housing 
Group member of staff: “How would you 
normally report a repair?”

Answer from tenants:  

“The support staff would do this for us 
and usually the people that attend to carry 
out the work are very good and polite”.

“I would shake if I had to report a repair 
myself, but if it was an emergency I 
would do it, but would explain to them 
to be patient with me and hope that they 
would understand. I speak very quickly 
and people don’t always understand me 
straightaway”.

“Also terminology is very important, so 
plain English please and not jargon”.  

“Where computers are available to 
tenants it is very good that we can report 
repairs online and sending a picture of 
what is wrong is great. I think it has  
really helped in reporting repairs”.

Other things to remember
“Progress Housing Group think that 
the support staff always tell the tenants 
everything, but that is not always the 
case, so it is important that Progress 
Housing Group staff remember to talk  
to the tenants too”.

“Also it would be good to remember 
if staff are sending out letters, not to 
post them on a Friday, as if there is 
anything like changes in rent, if we don’t 
understand it, there is no one to ask until 
the Monday and we spend all weekend 
worrying about it”.

“When being offered a property, it would 
be better if more choice was offered and 

As the spring weather is on 
its way, the trees are coming 
into bud and the bluebells 
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 anyone 
living in one of our properties, of any 
age, experienced gardeners and 
those who are trying it out for the first 
time.  
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 living in one of 
our properties 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.

Sunflower competition 
 Biggest sunflower - 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 you 

Annual gardening 
competition 2019

can request one from us  
by phoning  03333 204555.

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.  
Our supported living customers 
are invited to take a photo of their 
entry and send them in to us by 
emailing community@progressgroup.
org.uk or posting their photos to 
Diane Nash, Progress Involvement 
Manager, Sumner House, 21 King 
Street, Leyland, Lancashire, PR25 
2LW. All photos need to be received 
by 17 July 2019 to be included in the 
judging.
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!

a little more information on what is in the 
area would also help us”.

“It would be good if some training was 
given to support staff to explain what 
the landlord’s role is and the importance 
of having tenancies in place. Also what 
we can do when there is anti-social 
behaviour, etc. This would be to improve 
working relationships”.

Progress Housing Group staff found 
the training very useful and said: 

“We all found that it was a great 
opportunity to understand each other 
better and it was a very useful day. 
We also hope this will help to maintain 
the high standards we have when 
communicating with tenants in the future”.

Feedback from our tenants:

David: “The training was great. It 
highlighted the continued importance of 
co-operation and co-ordination between 
tenants’ support and Progress Housing 
Group. It was a positive experience for 
me to talk about how it looks from my 
side and a great opportunity to get my 
views across. 

Neil: “It was a great event and talking to 
people about how I want to be treated 
as a tenant is important to me. I liked 
the event as I sometimes get anxious 
in groups but answering questions felt 
easy and I went away with some good 
memories.

A huge thank you to David and 
Neil for helping to deliver our staff 
training.



Useful 
addresses 
and telephone 
numbers

 Write to us at our Head Office: 
Progress Housing Group  
Sumner House, 21 King Street, 
Leyland, Lancashire, PR25 2LW 

 Reception opening hours: 
Monday to Friday 8.30am-4.30pm  
 03333 204555 

 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 

 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 Mr A Bebbington from Derbyshire who is the competition 
winner of our ‘spot the difference’ competition run in the winter edition of 
Progress People. Your £20 One4all 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 12 July, 2019.
Name:
Address:

✂

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


