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Welcome to your first StreetTalk of 2019. 
In this edition, on pages five to eight, we detail our maintenance and 
improvement programme for this financial year, including a step by step 
guide on the process of installing a new kitchen. 

On pages 20 and 21 we focus on safety in the home, providing lots of 
useful tips on keeping you and your family safe. Also, don’t forget to 
check out the My Home contents cover article on page 22.

Thank you to everyone who participated in this year’s STAR (Survey of 
Tenants and Residents) survey, you will be able to read about the results 
on page 25.

I hope you enjoy reading this edition of StreetTalk.  
If you have any feedback on the articles please  
do get in touch; you’ll find our contact details  
on the left of this page.

Bernie Keenan 
Deputy Chief Executive & Executive Director  
(Services and Growth)
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New stair 
lift fitted
Amounderness Court, one 
of our independent living 
schemes, recently had a stair lift 
fitted. The stair lift covers three 
floors and has been welcomed 
by the residents. Pictured: Mr 
Christian demonstrates the new 
stair lift.

A date for 
your diary 
Kirkham independent living 
schemes Amounderness 
Court and Ancenis Court are 
already making plans for their 
Macmillan Coffee Morning fund 
raisers on the 24 September. 
Amounderness Court has started 
well in advance with residents, 
family and friends collecting 5 
pence coins from now until the 
event, which will be held in the 
scheme’s communal lounge.

Progress Lifeline Team 
wins 'Top team' category 
at NWEEG awards
Well done to our Progress Lifeline Team for 
winning the ‘Top team’ award at the North West 
Employee Engagement Group (NWEEG) awards.
The NWEEG awards celebrate businesses across the North West of 
England who engage well with their staff, customers and stakeholders. 
The team was presented with their awards at the annual conference and 
awards evening on Thursday 23 May.

The ‘Top team’ award recognises an inspirational and engaging group of 
colleagues, who achieve exceptional business results through team work.

Progress Housing Group staff were also shortlisted in the Customer 
Service Superstar and Most Magnetic Manager award categories.

Tammy Bradley, Deputy Director 
at Progress Housing Group, said: 
“Congratulations to our Progress 
Lifeline Team on their thoroughly 
deserved award win, which is a 
testament to their commitment 
and passion for their role and 
working well as a team”.

Mrs O’Raw

Back row L-R –  
Jennie Moore, Laura Doyle

Front row L-R –  
Jacqui Gambles,  
Michelle Hepper
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News in brief

Progress Housing Group 
makes a workplace pledge 
to help rethink mental health
To coincide with Mental 
Health Awareness Week (13-
19 May), we have signed the 
Time to Change Employer 
Pledge to show support for 
the growing social movement, 
led by charities Mind and 
Rethink Mental Illness.

The Time to Change Employer 
Pledge demonstrates an 
organisation’s commitment to 
changing how people think 
and act about mental health in 
the workplace and supporting 
employees who are facing these 
problems.

We employ over 600 members 
of staff and the pledge underpins 
the supported living services we 
provide across the country to adults 
aged 18 or over, helping them 
manage their mental health and 
maximise their independence.

Jacqui De-Rose, Progress 
Housing Group’s Chief Executive, 
said: “As an organisation that 
supports those with mental health 
needs, we are proud to sign the 
Time to Change Employer Pledge, 
encouraging positive discussions 
about mental health.

“In order to sign the pledge we 
have submitted an action plan 
detailing what we will do, including 
promoting stories and articles about 
mental health and offering related 
training to our managers and staff”.

Time to Change is funded by the 
Department of Health, Comic Relief 
and the Big Lottery Fund and was 
set up to create a positive shift in 
public attitudes towards mental 
health problems.

April marked the start of our 2019/20 maintenance and 
improvements programme. Over the next year, we plan to spend 
more than £20 million improving and repairing your homes.

This is how the money will be spent:

How is the work planned?
To help us plan our future 
maintenance programmes, we 
record the condition of each element 
of every property in a database. 
We continually update our records 
using information collected from our 
ongoing programme of property 
inspections.

How will I find out if any 
work is being carried out 
to my home?
On page six you will find details 
of the repairs, maintenance and 
improvement works that we will be 
carrying out between April 2019 
and March 2020. Work will not be 
completed at all properties and 
independent living schemes listed in 
these areas, just those that we have 
identified as needing work.

We will notify you in advance if we 
are carrying out work to your home. 
If your property is not listed, it doesn’t 

necessarily mean that no work will be 
carried out at your home this year.

Unless stated otherwise, we will 
notify you by letter at least four weeks 
before starting any work that may 
affect you. We will explain the works 
proposed and the level of disruption 
you can expect. 

For planning purposes, we may need 
to inspect your home to assess the 
work that needs to be completed. 
If we need to inspect your property 
we will notify you in writing. However 
if time does not permit, an inspector 
may notify you in person.

Planned maintenance  
and improvements
For example bathrooms, 
kitchens, electrical rewiring  
and heating systems.

£5.9 million
Cyclical maintenance
For example gas servicing, 
painting and energy efficiency 
works.

£2.5 million

Responsive repairs
For example day-to-day 
repairs, clearing and cleaning 
empty properties.

£7.5 million

Miscellaneous
For example aids and 
adaptations and environmental 
improvement works.

£3.6 million

TOTAL

£20 
million

Investing  
in your  
home

Getting 
involved 
- visit our 
website
You can find out what events  
and activities are going on, as  
well as lots of information  
about how you can get involved  
with us on our website,  
www.progressgroup.org.uk.  
Just click on the ‘Get involved’ 
button on the home page. You 
can also follow us on Facebook  
to keep up-to-date with all the 
great stuff that is happening.  

If you have any suggestions  
for what you would like to  
see on the website, please let  
us know by emailing community@
progressgroup.org.uk or 
contacting the Progress 
Involvement Team on 03333 
204555.

Jacqui 
De-Rose

Get involved @  www.progressgroup.org.uk

Find out more

For more information about 
the Time to Change Employer 
Pledge visit www.time-to-change.
org.uk
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Planned maintenance  
and improvements
Each year we undertake a programme of planned 
maintenance and improvements to replace or repair 
the parts of your home that need to be updated.

Major internal works
Every year we carry out a package 
of necessary major internal works, 
including the following:

 Kitchen replacements

 Bathroom refurbishments

 Heating system renewals

 Electrical rewiring.

The major planned programmes run 
throughout the year.

We only carry out those works that 
are required in each property. For 
example, one house may have had 
a new kitchen installed more recently 
than neighbouring properties and so 
may not need a replacement at this 
time.

Prior to any major internal works and 
external painting work, we will need 
to carry out an asbestos survey at 
your property. You will be notified 
by letter if your home is part of the 
planned works programme and you 
will be contacted by an asbestos 
surveyor in advance of the works to 
carry out the survey. If you refuse to 
have an asbestos survey carried out, 
we will not be able to continue with 
the planned works.

Independent living 
scheme refurbishments  
This year we will be carrying out 
major refurbishment work at: Tuson 
House, Boundary Close, St John’s 
Court, Stanner Lodge, Croft Court, 
Derby House, Bolton Croft, Lower 
House and Hennel House.

Painting the outside of 
your home
We aim to paint the outside of 
around 427 homes this year. Often 
this will involve carrying out minor 
repairs to rotten or damaged timber 
before the painting is carried out. 
All tenants will be notified if their 
property will be painted within the 
next few months.

Ongoing maintenance
We carry out an ongoing cyclical maintenance 
programme to cover the recurring items of property 
maintenance.

External 
painting 

Gas 
Servicing

Type of works Approx no. 
of homes

Location of homes

427

6,632

Fylde, South Ribble, 
Blackpool

Nationwide

Painting communal areas
Some of our flats and independent 
living schemes have internal 
communal areas, such as corridors 
and stairwells that need painting  
from time to time. We will be 
redecorating a small number of 
schemes over the coming year.

Gas servicing
Every year we need to check the 
safety of all the gas appliances that 
we have provided in your home. This 
service is for your safety, to ensure 
that everything is working safely and 
efficiently. This year, we will service 
gas appliances at more than 6,632 
properties. 

Type of works Approx no. of homes Location of homes
Major internal works

 214 South Ribble, Fylde, Burneside, 
Blackpool

311 South Ribble, Fylde, Burneside

Major external works

 69 Lostock Hall, Leyland

27 St Annes, Bamber Bridge

26 Lostock Hall, Penwortham, Leyland

Heating systems

355 South Ribble, Fylde, Burneside

34 St Annes

Kitchens and electric 
upgrades

Pointing and rendering

Double glazed windows

Gas heating

Electric heating

Bathrooms

Roofs

Did you know you can now 
choose and book your  
repairs appointments online 
www.progressgroup.org.uk/
activate 

If a gas engineer calls at your 
property and has been unable 
to gain access, a card will be 
posted through your door to tell 
you that someone has called to 
do your inspection. The card will 
have our phone number on it. It 
is important for your own safety, 
and also to comply with the law 
and your tenancy agreement, 
that you contact us to make a 
suitable morning or afternoon 
appointment.



Day 4 
The electricians wire up the 
sockets, switches, lighting and 
fan. The painters apply the 
second coat of paint to the 
kitchen.

Day 3 
The plasterers tile and the 
painters give the kitchen its 
first coat of paint.

98 Pay your rent online at www.progressgroup.org.uk 

A new kitchen installation takes approximately six days and the 
programme runs continually throughout the year. Tenants are involved in 
the process right from the start and are invited to choose the design and 
colours for unit doors, flooring, worktops and tiling.

Day by day account of 
a kitchen installation 

Day 1 
Electricians and a gas engineer 
remove and dispose of the 
existing kitchen.
The electricians then isolate 
the kitchen from the rest of the 
property and rewire it.
The gas engineer then installs 
new pipework for hot and 
cold water and plumbing for a 
washing machine and cooker.
The plasterer carries out any 
patch plastering required. 

Day 2 
The new kitchen is delivered to 
site and the joiners carry out the 
installation of the kitchen base 
units, wall units and worktops.

Day 5 
The floorer preps the floor with a screed and the gas engineers re-install 
the appliances such as the cooker and washing machine, etc. The 
joiners silicone seal between the worktops and tiles.

Day 6 
The floorer fits the  
new flooring in the kitchen.

Activate your 
new tenant 
account to 
report repairs 
online
Over 1,100 tenants have 
now activated their online 
tenancy account - don't 
miss out! 
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  
(top right) using the camera on your 
mobile device. If you don’t know 
your tenancy number, you can find 
this on your rent statement, get in 
touch via web chat on our website, 
www.progressgroup.org.uk, or 
contact us via telephone on  
03333 204555 and we can provide 
you with it.

By activating you can:
 View your rent balance and 

transactions

 Report and book a repair 
appointment – no need to 
phone us!

 View current and completed 
repairs. 

Electrical testing
If an electrician calls at your property 
and has been unable to gain access, 
a card will be posted through your 
door to tell you that someone has 
called to do your inspection. The 
card will have a phone number of 
our chosen contractor Lantei on it. 
It is important for your own safety 
and to comply with your tenancy 
agreement, that you contact Lantei to 
make a suitable morning or afternoon 
appointment.

Energy efficiency 
measures 
Over recent years we have been 
carrying out a major loft and cavity 
wall insulation programme with 
the aim of making your homes 
more comfortable, reducing your 
energy bills and helping to protect 
the environment by reducing 
energy consumption. Our ongoing 
programme of inspections identify 
those properties that require insulation 
improvements. Please help us to 
help you by giving us access to your 
property.

We need to carry out a condition 
report of the electrical system 
that we maintain in your home. 
This report is for your safety, to 
ensure that everything is working 
safely. This year, we will inspect 
electrical systems at more than 
900 properties.

Other cyclical work
We have many other cyclical 
maintenance programmes running 
all the time. These include servicing 
lifts and fire alarms, testing electrical 
appliances in communal areas of 
independent living schemes, and 
disinfecting water storage tanks. We 
always try to minimise disruption to 
tenants and, in most cases, you will 
not know that they are happening – 
but where you do need to know, we 
will contact you in advance.

Day-to-day repairs
Every year we carry out around 
20,000 repairs reported by our 
tenants. We also repair and clean 
around 550 properties for new 
tenants to move into, once the 
previous tenant has moved out. 
This costs approximately £2,000 
per property. When the tenant has 
caused damage, we charge the  
cost of the work to them so that all 
tenants do not have to pay for the 
negligence of others.

Visit us online at www.progressgroup.org.uk

Before

After

How will Brexit affect us?

It is very important 
you allow us access to  

your home to carry out these 
checks. Gas servicing and 

electrical testing are carried  
out to keep you safe in 

your home.

 EU citizens currently living in the 
UK will have to apply to the EU 
Settlement Scheme by 30 June 
2021 if they want to keep living 
in the UK after this date. To be 
eligible to apply, they will need to 
show they are resident in the UK 
by December 2020

 We continue to review all of 
our suppliers and their ability 
to continue provide goods and 
services following Brexit

 The Group will continue 
to manage and review the 
associated risks of Brexit on both 
an operational and strategic level 
as developments occur.

If you require any further information 
please view the government website 
at www.gov.uk/prepare-eu-exit/all or 
visit our website www.progressgroup.
org.uk/brexit to read more about the 
EU Settlement Scheme.

It has been a hot topic of debate for such a long time and with the new 
Prime Minister, Boris Johnson, intent on leaving the EU in October this 
year some information relevant to Progress Housing Group can be 
found detailed below:
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Your feedback is important to us
Your feedback helps us to improve the services that we deliver to you. It helps us 
to know what your expectations are, and how we can meet them. Feedback also 
enables us to identify any changes that we may need to make to our services, to 
provide you with the standards and quality that you expect. 

There are lots of ways you can provide feedback from completing questionnaires 
and surveys to becoming a volunteer inspector. The articles below highlight further 
ways you can provide us with your views.

Mystery shopping Scrutiny update
To continuously improve our customer service, we invite customers to give us  
constructive feedback by mystery shopping telephone calls and web chats  
by completing a feedback form www.progressgroup.org.uk/mystery-shop.

Our Scrutiny Pool is made up of customers from across our communities, who meet 
quarterly with staff and an independent consultant to look at different areas of the 
organisation to see how services can be improved from a customer’s perspective.

Complaints for 2018/19
  Allocations & Administration  
 11

  Neighbourhoods & Tenancy 
  25

   Home Ownership & Leasehold  
 Services 5

   Tenant Rents & Service  
 Charges 10 

   Repairs & Maintenance 234
   Progress Connect &  
 Scheduling 60

   Progress Lifeline 6  
   Development  3 
   Independent Living 18 
   Supported Living 26 
   Progress Living 9
   Refuge 2 
   Community Involvement 2 

  Other 0 
  Total 411
 

Compliments for 2018/19
Department

  Property Services 113
  Progress Connect 38 
   Progress Lifeline 35 
   Housing Management, Rents &  
 Leasehold  26 

   Independent Living 29 
   Supported Living 26 
   Progress Living 6 
   Refuge 5 
   Progress Opportunities 2 

  Total 280
 

1.2%
6.1%

How to make a complaint or provide a compliment
You can submit feedback by contacting us on 03333 204555, Monday to Friday 
8am - 6pm, by web chat at www.progressgroup.org.uk, by letter, or by e-mail 
(feedback@progressgroup.org.uk). You can also submit your feedback via the 
website on a feedback form, or come into one of our offices during opening hours 
(see page two for opening hours and our Head Office address).

The Scrutiny Pool received updates 
on recommendations that have been 
made at previous reviews: 

 Website - all nine 
recommendations made by the 
Scrutiny Pool have now been 
implemented, including the launch 
of the new online tenancy account. 
By activating their account,  as well 
as viewing their rent transactions, 
tenants can now choose and 
book a repairs appointment online 
without the need to telephone 
Progress Connect. This review 
was signed off as complete by the 
Scrutiny Pool.

 Progress Lifeline - three 
recommendations completed and 
seven are on-going

 The recommendations of the 
review included ‘consider 
developing new promotional 

materials with less text and 
more visuals and step by step 
guides’.

 Supported living annual review 
form - six recommendations are 
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 recent review of fire safety 
produced six recommendations, 
including ‘consider presenting 
information online for general 
needs customers in the same way 
as it is presented for independent 
living and supported living 
customers’. An action plan to 

2.7%

57%

14.6%

1.4%
0.7%

4.4%
2.2%

6.3% 0.5%
0.5%

implement the recommendations 
is being prepared by the Health 
and Safety Team.

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 
Involvement Team on 03333 204555 
or email community@progressgroup.
org.uk.

If you would like to find out more 
about our Scrutiny Pool and the 
work it carries out, or you would like 
to be involved, please contact the 
Progress Involvement Team on 03333 
204555 or email communities@
progressgroup.org.uk 

Follow us on Facebook/ProgressStreetTalk  
for the latest news and events

Book your repairs online at  
www.progressgroup.org.uk/activate

This information is collated every three months and is fed back to our Scrutiny Pool  
and our board. You can read our mystery shopping reports on our website  
www.progressgroup.org.uk/myst-shopping.

Complaints and compliments

57%

40.3%

13.3%

12.5%

9.3%

10.4%

9.3%

2.1% 0.7%1.8%
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Since 2016, the Progress 
Opportunities Team was 
the name given to Progress 
Futures and Progress 
Opportunities Officers. This 
has caused confusion for 
staff and customers alike so 
following this feedback we 
have made some changes. 
The two teams are now identified 
separately as the Progress Futures 
Team and the Progress Involvement 
Team.  

The Progress Futures Team works 
with customers on an individual 
basis to provide support to help 
them achieve their goals around 
training, education and employment. 
The team is made up of: 

Polly Patel -  
Progress Futures Manager

Cathy Fleet -  
Progress Futures Officer

Claire Goodworth -  
Progress Futures Officer  
(currently on maternity leave)

Gabby Reynolds -  
Progress Futures Officer

Katie Hockley -  
Progress Futures Officer 

Laura Cooper -  
Progress Futures Officer

Phillip Wright -  
Progress Futures Officer  
(covering for maternity leave)

Stephen Diaz -  
Progress Futures Officer

Lucy Howcroft -  
Progress Futures Administrator 

The Progress Involvement Team 
works with customers to encourage 
involvement with forum groups and 
scrutiny activity so they can provide 
feedback on how the Group’s 
services can be improved. The 
team also works with customers on 
community-led projects and is made 
up of:

Diane Nash -  
Progress Involvement Manager

Sam Beattie -  
Progress Involvement Officer

Alan Greig -  
Progress Involvement Officer

Spotlight on the Progress 
Futures and the Progress 
Involvement Teams

Daniella Wilkinson -  
Progress Involvement Officer 
(covering for maternity leave)

Natalie Waring -  
Progress Involvement Officer 
(currently on maternity leave)

Michelle Fazakerley - Independent 
Living Activities Co-ordinator 
(covering for maternity leave)

Abbey Rawcliffe - Independent 
Living Activities Co-ordinator 
(currently on maternity leave)

Basma Buzeid -  
Apprentice Administrator

Progress Involvement TeamProgress Futures Team

More Positive 
Together

Our Progress Futures service 
is a partner in More Positive 
Together – a Lancashire-
wide European Social 
Fund project that supports 
residents to improve their 
skills and employment 
prospects. The service is 
able to work with you on a 
one-to-one basis offering 
you an individually tailored 
programme of mentoring 
and support. 
Through one-to-one sessions, 
we will help you to identify any 
barriers you may have to achieving 
your aspirations and develop a 
personalised action plan to enable 
you to move towards and achieve 
your goals.

All the support we offer is designed 
to empower you, boost your 
confidence, improve your wellbeing 
and increase the chances of you 
securing a job or learning. 

We can support you with:

 Building a CV

 Employment advice

 Universal Credit support

 Supporting with job applications

 Help you access training  
courses

 Gain free qualifications

 Develop new skills

 Interview preparation

 Confidence building

 Volunteering or work experience

 Paid work placements

Job clubs 

Our jobs clubs are held every 
week at local community locations 
and offer free, friendly advice and 
support by the team on a one-to-one 
and group basis. You are welcome 
to drop in and complete your job 
search requirements, get help with 
Universal Credit and receive advice 
and coaching - whilst enjoying free 
refreshments and meeting new 
friends.

Where we can offer support

 Leyland  

 St Annes

 Chorley  

 Lytham

 Kirkham 

 Surrounding areas of these  
main locations.

What people say

Find out more

Visit www.progressgroup.org.uk/
progress-futures, contact us via 
web chat at www.progressgroup.
org.uk or phone 03333 204555.

Progress Futures has  
helped me through the  

good and dark days. They  
were always there when I needed 

them and I was very lucky with 
the support. They supported me 

in updating my CV and I then 
managed to secure six  
interviews and received  

offers from all  
employers.

The future is bright and 
achievable thanks to the 

Progress Futures Team. The 
support and understanding is 
and has been immeasurable, 
both in terms of practicality 

and moral support.

Visit us online at www.progressgroup.org.ukFollow us on Twitter @ProgressHG

Find out more

If you would like advice from the 
Progress Futures Team or get 
involved with scrutiny activities  
or be part of community-led projects 
with the Progress Involvement  
Team then contact us on  
03333 204555, or via the website 
www.progressgroup.org.uk.
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Progress Housing Group is committed to supporting and enhancing the communities 
we serve through several sponsorship opportunities; Charity Budget, Soup Dragon's 
Den and Community Investment Fund.

Our first (very friendly) Soup Dragon’s Den was a great success 
with over 50 residents joining us to share ideas for local projects 
over a bowl of delicious homemade soup, crusty bread and  
crumble. Once the pots were cleared away, the group listened 
to  ‘pitches’ for funding from five local and very worthwhile 
community projects which were then taken to vote.   

As part of our 25th anniversary celebrations, we have 
pledged to support staff and customers to raise £25k for 
charity by April 2020.

At this event ‘Tippy Toes Baby 
Bank’, which collects pre-loved baby 
essentials, clothes and equipment 
to donate to families in need, was 
announced as the winner and they 
were delighted to successfully secure 
the funding that they had applied for.  

Every year we support local 
communities by awarding 
funding through our Community 
Investment Fund. Recently 
the fund helped customers 
in Burneside, Cumbria after 
a particular challenging time 
following the floods of 2015. 
Burneside is a small village just 
outside Kendal where we have a 
number of properties. The village sits 
by the side of the River Kent, and 
is unfortunately prone to flooding 
from the river. The Burneside 
Residents Association applied to 
our Community Investment Fund to 
help support their plans to respond 
quickly when flooding occurs. This is 
their story.
“In Burneside we flood, and we flood 
regularly. 
We were badly hit in the storm 
Desmond floods in 2015 and are 
still recovering now. Our new bridge 
opened at the beginning of June 
and we are hoping for some new 
flood defence walls in our most 
vulnerable areas. We have been so 
very lucky to have Progress Housing 
Group supporting this recovery. 
In the summer of 2018 we were 
successfully awarded a grant to buy 
flood equipment and some lifesaving 
equipment for our community. 
In February 2019 we were able to 
open our very own village flood store 
in the heart of the village, Progress 
Housing Group have provided 
use of a garage to the community 
which has been converted into a 
flood store to stock our resilience 
equipment. We couldn’t have done 
this without Progress Housing Group. 
It isn’t just the money we needed 

So far we have raised an amazing 
£8,138 and the total keeps on rising! 

Here are some of the ways our staff 
have been raising money for charity:

 Holding a pop-up shop, hosting a 
cupcake day, eyebrow threading, 
raffle and walking 21 miles in a day 
around Coniston Lake, all in aid of 
the Alzheimer’s Society

 Longest Day Golf Challenge which 
involved playing 72 holes and 
walking over 20 miles to support 
the Foxton Centre in Preston, the 
city’s homelessness charity

 A late night charity walk for 
Rosemere Cancer Foundation

 Supporting local food banks by 
donating items of food and money 
to buy much needed supplies

 Running the London Marathon for 
Galloway’s Society for the Blind

 Baking and baby sweep stake for 
Derian House

 Taking part in the Mighty Hike 
on Saturday 13 July and walking 
26 miles for Macmillan Cancer 
Support. 

If you have a charity you would like 
to raise money for then please get 
in touch with Diane Nash, Progress 
Involvement Manager, to find out 
how the Group can support you and 
match the amount you raise as part of 
its 25th year anniversary celebrations. 

A soup-er 
start to our first 
Dragon's Den

Community Investment Fund helps prevent 
future flooding

It was a great night all round with 
the four other groups - The Well 
Communities, Age Concern Central 
Lancashire, Burneside Cricket Club 
and local Craft Group - all receiving 
a funding contribution towards their 
community projects. On the night  
a total of £1,930 was awarded to 
these groups.

we also required support from the 
Progress Housing Group team to aid 
in the implementation of our plans. 
Sand bags are now at key flooding 
locations around the village and 
the flood store holds safety wear, 
spades, buckets, flood pumps, 
lights, generators and road signs 
and much more. We have written the 
flood plan for Burneside too which is 
being registered with the emergency 
services so they can help us 
effectively and we know what to do. 
In times of crisis we also identified 
we needed a community defibrillator 
which is an open access lifesaving 
piece of equipment. This is now in 
place on the wall of the local church. 
A key team of volunteers check 
this weekly and the community first 
responders receive training each year. 
We all need to help ourselves to be 
proactive and take on responsibility 
for our neighbours and friends and 
Burneside Residents Association 
are a very active part in bringing our 
community together and making 
sure we all have help when we need 
it”.
If you are involved in a community 
project and would like to apply for 
funding please contact the Progress 
Involvement Team on community@
progressgroup.org.uk or 03333 
204555.

Challenge £25K 
- result so far!

Carol took  
part in the 
London  

marathon

To apply, or find our more, go to 
www.progressgroup.org.uk/dragon

The night was a huge success in 
bringing communities together as 
well as being able to support some 
fabulous community projects, so 
keep an eye out for when the Soup 
Dragons are visiting again and don’t 
be afraid to put in an application to 
help support your community project, 
the Soup Dragons are a very friendly 
bunch!

Mandy  
completed a five 
mile Hero Assault 
Course in aid of 
Help for Heroes

Allison Bunce, 
Progress Connect 
Officer, cake wins 
bake off to raise 

funds for the 
Alzheimer’s  

Society

Find out more

You can follow our progress by 
visiting our 25 years of Making 
a Difference website: twentyfive.
progressgroup.org.uk 

Matt and Ali 
organised a 
baby sweep 

stake



Would you like to get behind 
the scenes at Progress and 
shadow a member of staff 
for the day? As part of our 25 
years of Making a Difference 
anniversary celebrations we 
would like to offer our tenants 
(over the age of 18) the 
opportunity to learn what staff 
at Progress Housing Group 
do in their various roles by job 
shadowing them. 
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Customer job shadowing
We have opportunities in the 
following teams (see below). 
Interested? Please contact the 
Progress Involvement Team 
on 03333 204555 or email 
community@progressgroup.org.uk. 

 Progress Connect  
(customer services)

 Development (new homes)

 Finance

 Neighbourhoods

 Community Safety

 Income Collection

 Senior Management

 Marketing/IT

 Progress Futures/Progress 
Involvement

 Property Services

 Supported Living

 Independent Living

 Progress Lifeline.

We are very excited 
to announce our first 
cultural exchange event, 
celebrating the cultures 
and experience that unites 
all our communities. 
The event will take place in Leyland 
on Saturday 28 September from 
11am to 3pm. This free event 
will celebrate the diversity in our 
communities and will offer a fantastic 
space to exchange stories, food, 
crafts and music from all different 
walks of life. We are looking for 
individuals, families, community 
groups and organisations who 
would like to hold a stall and share 

their heritage, culture, talent, skill or 
experiences.

There will be a small amount of 
funding to support the activities 
on your stall. If you are interested, 
please contact the Progress 
Involvement Team on community@
progressgroup.org.uk, phone  
03333 204555 or book direct at  
www.progressgroup.org.uk/ 
cultural-exchange

Cultural 
exchange 
event

Date for your diary
Cultural Exchange Event 
Saturday 28 September  
11am to 3pm  
Leyland Methodist Church 
9 Turpin Green Lane,  
Leyland, PR25 3HA.
Free and open to all

What is Value for Money?
Contrary to how it sounds, value for 
money isn’t just about saving money! 
It is about ensuring that the business 
is efficient, effective, and economical. 
We measure it in the following ways:

 Efficiency
 This is a measure of productivity - 

how much you get out in relation 
to what you put in. 

 Effectiveness
 This measures the impact of 

obtaining value for money. 

 Economical
 This is the price paid (the impact 

on people as well as actual money 
spent) for providing a service at 
best value, taking price and quality 
into account.

Performance against our 
Value for Money Strategy
Value for Money (VFM) is at the heart 
of the services we deliver; we want to 
ensure that we are offering the best 
possible services we can in the most 
efficient and effective way. You can 
view our annual VFM self-assessment 
document on our website:  
www.progressgroup.org.uk/VFM

The savings and efficiencies we 
make through VFM activity can be 
used to provide more new homes 
for people who need them; invest in 
local communities so they offer a safe 
and healthy place to live; and support 
people to achieve more opportunities 
and independence. 

Here are some examples of our 
recent VFM activity:

 We have worked with tenants to 
develop a standard for component 
replacements, giving customers 
more choices in kitchen designs 
and door colours

 We have introduced a Group 
Dynamic Purchasing System 
(DPS), which is a procurement 
method, covering planned repairs 
and maintenance works. This has 
allowed us to identify savings in all 
areas

 We are reporting on the 
performance of our properties to 
identify where action needs to be 
taken in respect of environmental 
issues or investment requirements 

 We track trends in performance 
of individual properties over time 
considering when best to invest to 
maximise performance

 We continually review our standard 
specification to ensure it meets 
customer expectations and 
requirements

 We continually review our new 
home standard specification 
to ensure it meets customer 
expectations and minimises future 
maintenance and component 
replacement cost.

We aim to continually assess 
opportunities to enhance our services 
to customers and actively involve our 
employees and customers to achieve 
value for money.

We continually look for the best 
value for money by sourcing the best 
materials at the best price and we are 
always looking for ways to make our 
services work more efficiently and 
effectively.

Performance against 
our Value for Money 
Strategy (VFM)

Find out more

Visit our Facebook page, 
Facebook/ProgressStreetTalk,  
as well as our website  
www.progressgroup.org.uk

Find out more

If you can think of any ways that 
we can improve our services 
without increasing our costs that 
could save money, please get in 
touch by emailing enquiries@
progressgroup.org.uk, web chat 
at www.progressgroup.org.uk, 
via Facebook/ProgressStreetTalk 
or telephone us on 03333 
204555.



Introducing Key's 
new housing coach, 
John Crossley
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Key Unlocking Futures is 
our subsidiary charity which 
works to help people build 
better lives. 
Key is always looking for new ways 
to support their clients to have the 
best outcomes and are committed 
to supporting people to build on their 
strengths and reach their potential. 
They believe that everyone is unique 
and that with support there can be a 
world of possibilities. 

Key has found that a common cause 
of tenancy breakdown is the result of 
young people moving into an empty 
property without the resources to 
turn it into a home. 

Key was fortunate to secure funding 
from the Merriweather charity 
and Nationwide Building Society 
Community Grants programme 
to employ John full-time in a post 
supporting young people aged 18 
to 25 who are moving into their first 
tenancy.

The support will include:

 Helping young people to manage 
their finances including budgeting 
support and any entitlement to 
benefits 

 Helping them understand the 
responsibilities of being a tenant

 Setting up utilities and other bills

 Applying for grant funding for the 
payment of rent in advance where 

needed and the purchase of white 
goods

 Accessing furniture from charitable 
schemes.

Another common cause of tenancy 
breakdown amongst young people  
is loneliness and social isolation.  
This group of young people are often 
estranged from their families and 
have little structure in their day-to-day 
lives. John will work alongside  
young people to develop a project  
to combat social isolation. This could 
include a buddy system to introduce 
young people to others who are in 
a similar situation or it could include 
the recruitment and training of 
volunteers to facilitate social activities 
in the evening and at weekends. 
Young people have suggested that a 
befriender who would see them on a 
weekly basis would be a great help. 

John, who has worked for Key’s 
Drop-In service for several years, 
said: “I am excited to be part of this 
new chapter of vital support that Key 
provides, and I am looking forward to 
supporting young people to make a 
success of their tenancies and help 
them to make a positive step forward 
in their lives”.

Two supported living tenants attend film 
premiere at national housing conference 
A short Progress Housing Group 
film directed by ITN about the 
positive impact supported 
living accommodation has 
on the lives of some of the 
most vulnerable members in 
society was premiered at the 
Chartered Institute of Housing’s 
(CIH) Housing 2019 national 
conference in Manchester – 
Europe’s largest housing event.

Linda, a customer living in 
one of our supported living 
properties features in the film. 
Initially, Linda lived at home with 
her family before moving into 
various supported living schemes 
where she was placed with older 
people but she struggled to feel 
at home. Since moving into her 
Progress Housing Group property, 

Linda is now enjoying a full and 
independent life. 
“My flat is super and suited to my 
needs,” says Linda. “Supported 
living works for me as I have staff 
who help me with my personal 
needs. They are there to listen 
to me and help me in my social 
activities. I am more empowered 
as I feel valued and I am a real 
person. I am independent, 
opinionated and happy with my 
life and I now get involved in 
meetings where I give my views 
about the services provided”.
The film makers also visited a 
community event at The Place in 
Leyland where they interviewed 
Hannah and her mum. Hannah is 
a young supported living tenant 
who lives in one of our schemes in 
Liverpool.

Fun in the 
sun for 
Leyland's 
youth 
Fun and games were had by all 
as the youth club moved from 
its regular home at The Base on 
Banister Drive to Worden Park 
for an afternoon full of activity 
in the park. There was a nature 
treasure hunt, pond dipping, 
rounders and egg and spoon 
races to name but a few. 

The youth club which was 
relaunched in February this year 
and is led by Andrea Andrews, 
Community Youth Worker, has 
been a huge success. Andrea 
has a number of volunteers that 
make running the free youth club, 
possible. The fun afternoon was 

supported by members of the 
Broadfield Partnership including 
South Ribble Borough Council, 
Northbrook Barn Church and the 
local police; all helping to provide 
families from Leyland an enjoyable 
afternoon outdoors as the weather 
turned, thankfully, from rain to sun. 
Thank you to everyone who made 
this event possible!

Leyland Festival a huge hit 
despite the rain
On Saturday 15 June The Base 
community centre women’s 
group and youth club joined 
forces to decorate a 26 tonne 
truck to take part in the Leyland 
Festival parade. 

Everyone got up early and played a 
role in decorating the truck, kindly 
donated by Berry’s and driven 
by one of their drivers, Mark. The 
musical theme of Hairspray versus 
Grease began to take shape as the 
streamers were hung and many 

balloons were blown up. Everyone 
on the trailer dressed in costumes 
from either show and danced along 
to the well-known tunes. The rain 
did not dampen anyone’s spirits; it 
was a fantastic day which everyone 
enjoyed. Andrea Andrews, 
Community Youth Worker from  
The Base said “it has been hard 
work putting it together but it has 
been worth it and we would do 
it all again just to see the joy on 
everyone’s faces”.

The film features in Close to 
Home, a 20-minute programme 
produced by the CIH and ITN 
Productions and is introduced 
by national newsreader Natasha 
Kaplinsky. The programme 
features key industry interviews 
and news-style reports along with 
sponsored editorial profiles. 
The film includes interviews 
with some of Progress Housing 
Group’s customers who have 
benefited from its supported living 
accommodation and community 
involvement opportunities.  

Watch it here  
www.progressgroup.org.uk/
cih-film

Find out more

Visit www.keycharity.org.uk, 
contact us via web chat at  
www.progressgroup.org.uk or 
phone 03333 204555.



Keeping you safe 
in your home
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Book your repairs online at  
www.progressgroup.org.uk/activate

Follow us on Facebook/ProgressStreetTalk  
for the latest news and events

In this edition of 
StreetTalk we give 
you some top tips and 
handy hints on how 
you can help keep you 
and your family safe.
Fire safety

Fire safety is very important and we 
have invested heavily to make sure 
all our homes and schemes meet 
strict fire safety regulations. You can 
help stay safe by reading the tips 
below and by understanding what to 
do in case of a fire.

✓ If a fire alarm goes off or you see 
or smell a fire then you should 
follow the evacuation procedure 
for your building. If you live in a 
house or bungalow with direct 
access to the outside, you should 
get out and stay out. You 
should always stay safe and act 
as quickly as possible

✓ Try to remember to stay calm and 
not to panic

✓ Do not try to put the fire out, 
unless you know how to use the 
fire extinguishing equipment and 
it is safe to do so, and do not 
grab any of your belongings on 
your way out

✓ If there is smoke then get down 
on your hands and knees where 
the air is clearer

✓ Once you are outside get a safe 
distance from the house and ring 
999.

What if I can’t get out?

✓ If a fire blocks your normal exit 
route from a building then try to 
find another way out

✓ Use the stairs and not a lift

✓ If you cannot get out through a 
door or window then you should 
find a room without any smoke in 
it and close the door

As your landlord, your safety is our top priority and we work very hard 
to ensure that you and your family are safe and secure in your home. 

Remember! Fires in the home 
are very rare but the effects can 
be devastating. It is important 
to take care in your home and 
reduce the risks by following 
some of the helpful hints listed 
opposite. You could also 
check out our article on home 
contents insurance on page 
three. We encourage all our 
customers to take out home 
contents insurance should the 
worst ever happen.  

✓ Stay as low as possible to avoid 
the smoke

✓ Put something like a wet/damp 
towel or clothes behind the 
door to stop any smoke coming 
through the gap under the door

✓ If you have a mobile phone then 
ring 999

✓ Try to let people know you are 
there by shouting

✓ If your clothes catch fire 
remember to stop, drop and roll.

Smoke alarms
We follow building regulation 
requirements, and install smoke 
alarms and heat detectors where 
appropriate in your property. The 
batteries in the smoke alarms and 
heat detectors are checked annually 
by the Group, however, we would 
ask that you take the time to test 
them regularly yourself - this literally 
takes a matter of minutes and could 
save your life. 

Remember! We work very hard 
to maintain the highest levels 
of safety in your home but we 
need to work together to ensure 
that your home is a safe place 
for you and your family to live. 

Please help us to help you by 
following the handy hints and 
top tips provided in this article 
and by always allowing us 
access to your home to carry 
out any safety tests and checks.

Cooking
The most likely place for a fire to start 
in your home is in the kitchen. Below 
are some handy tips to keep you 
safe:

✓ When you are cooking make sure 
that you never leave the kitchen 
unattended

✓ Make sure that towels are away 
from open flames and the cooker

✓ Keep your oven and grill clean as 
fat and bits of food can catch fire

✓ Check you have turned everything 
off when you have finished 
cooking

✓ We recommend you do not 
use a chip pan as they are very 
dangerous and are a major cause 
of incidents.

Smoking
If you can, try to smoke outside so 
you are not at risk of creating a fire. 
Most of the fires inside the home are 
caused by a discarded cigarette that 
hasn’t been put out properly. If you 
must smoke in your home, there are 
some simple tips that will help keep 
you safe.

✓ Never smoke in bed - if you 
need to lie down, do not smoke. If 
you fall asleep with a lit cigarette, 
you could set fire to your bed

✓ Take extra care when you’re tired, 
taking any medicine or have been 
drinking alcohol

✓ Always make sure your cigarette 
is fully extinguished

✓ Never leave a lit cigarette, cigar or 
pipe unattended

✓ Always use a strong heavy, 
ashtray that can’t tip over easily 
and is made of a material that 
won’t burn

✓ Do not empty your ashtray 
straight into a bin, add a drop of 
water to make it safe, then leave it 
to cool down fully. 

Candles
Candles, particularly scented ones, 
are becoming an increasingly 
popular way to create a relaxed and 
tranquil home environment, however 
they are also an open flame and a 
potential fire hazard if not carefully 
monitored. If you do use candles, 
please do not light misshapen or 
damaged ones, as they will not burn 
properly and could present a risk of 
fire. Never leave a burning candle 
unattended. Always place your 
candles on a sturdy, non-flammable, 
holder in sizes appropriate for 
the candles. Consider the use of 
hurricane lamps that contain the 
candle within it, or perhaps change to 
an artificial flameless one and/or one 
of the lovely reed diffusers which offer 
a practical and long-lasting home 

fragrance option instead. Further 
advice about candle safety can 
be found at www.fireservice.co.uk/
safety/candles/

Portable electric  
fires/heaters
Electric fires and heaters are 
generally very safe and if used 
properly should not cause any safety 
concerns. Here are some tips to 
help you stay safe when using any 
portable heaters:

✓ Never leave any form of fire or 
heating on when you go to bed or 
leave the house

✓ Never attempt to move any fire 
or heating appliance when it is 
switched on

✓ Do not stand too close as you 
could risk your clothes catching 
fire

✓ Always keep your fire/heater 
clean and well maintained

✓ Do not place any fire/heater close 
to furniture or soft furnishing 
(bedding/curtains)

✓ Consider using oil filled 
appliances as they tend to be 
safer and more economical than 
bar or fan heaters.



Help stop 
housing cheats

Most people applying for 
housing wait their turn to be 
allocated a home. Housing 
cheats don’t wait, they jump 
the queue and it’s not fair.
They use up valuable housing 
spaces which deprive those in 
greater need. They are guilty of 
housing fraud.

What is housing fraud?

There are different types of housing 
fraud; here are some of the most 
common:

 Unlawful subletting - When 
a tenant lets out their housing 
association home without the 
knowledge or permission of their 
landlord, they are unlawfully 
subletting.

 They often continue to pay the 
rent for the property directly to 
their landlord, but charge the 
person they are subletting to a 
much higher rate. It is not fair 
to sublet and to profit from a 

property which could be given to 
someone in greater need.

 Obtaining housing by 
deception - This is when a 
person gets a home by giving 
false information on their 
application. For example, not 
telling us they are renting another 
council or housing association 
property.

 Wrongly claimed succession - 
When a tenant dies, there are 
rules that say what should be 
done with the tenancy. Wrongly 
claimed succession is when 
someone, who is not entitled, 
tries to take over the tenancy. 
For example, they might say 
they lived with the tenant before 
they died, when in fact they were 
living elsewhere.

What can you do to help?

We are working hard to track down 
housing cheats and ensure that 
homes are given to those who are 
the next in line.

 Your help in reporting housing 
fraud is important because you 
can see what’s going on in your 
neighbourhood.

 You might know that somebody 
has a home the landlord doesn’t 
know about or has given false 
information in their housing 
application

 You might suspect someone of 
housing fraud having seen them 
collect rent from your neighbours

 You might be suspicious 
because the tenants of a 
property keep changing

If you suspect someone is a 
housing cheat, let us know. 
Anything you tell us will be held in 
the strictest confidence. All reports 
can be made anonymously. It could 
make a real difference.

Contact us on 03333 204555 
or email us at enquiries@
progressgroup.org.uk

What’s next?

We will investigate your concerns 
and the necessary action will be 
taken. If someone is found to have 
committed housing fraud that 
person could lose their home and 
any housing benefit they have 
wrongly claimed will have to be paid 
back.
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We have been very busy 
this year developing some 
great schemes to help 
us meet our ambitions 
to deliver more, and 
better, homes. A revised 
Development Strategy 
was recently approved by 
board, which will enable 
us to deliver 1,000 homes 
by 2024. We will continue 
to develop supported 
living accommodation, 
but our focus will be 
on meeting housing 
need by building more 
affordable rent and shared 
ownership properties.  

Some of our most recent 
projects include: 

Raikes Road, Skipton
This is our first scheme of social 
housing properties to rent outside 
of Lancashire in Yorkshire. Local 
residents will be moving into four, 
one bedroom apartments shortly 
with another six homes to follow.  
The apartments are available 
through the North Yorkshire 
Home Choice a Choice Based 
Lettings (CBL) Scheme, www.
northyorkshirehomechoice.org.uk. 

The Maltings, Penwortham
Four family homes for affordable rent 
have been created with developer 
Linden Homes on The Maltings in 
Penwortham. These properties are 
now all occupied with new tenants.

Harbour Village, Fleetwood 

Five family homes have been 
purchased for affordable rent for 
local people at Harbour Village, 
Fleetwood. All these homes have 
been let.

The following homes are 
currently in development:

Edward Gardens, Bamber 
Bridge
Work started on this 15 new home 
mixed-tenure development in 
February with the foundations now 
completed for five, one bedroom fully 
accessible bungalows for affordable 
rent. In addition, our separate house 
building company, Concert Living 
will be delivering 10, three bedroom 
semi-detached houses and two, four 
bedroom detached houses for open 
market sale. 

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

Naze Lane, Freckleton
Work is well under way on the 
former Naze Lane site in Freckleton. 
The scheme, a mixture of 12 two 
and three bedroom houses and 
bungalows, is due for completion in 
February next year.

Edward  
Gardens,  
Bamber  
Bridge

Naze Lane, 
Freckleton

We insure the building you 
live in but not the contents 
of your home.
This means that if you don’t have 
contents insurance then things like 
televisions, carpets and DVD players 
would not be replaced in the event of 
a burglary, fire or flood.          

However, we have teamed up with 
the National Housing Federation to 
bring all our tenants and residents 
the My Home Contents Insurance 
Scheme which is designed to protect 
tenants and residents against a 
whole range of risks including: 

 Cover for theft, fire, flood, storm, 
water or accidental damage

 Replacement of external locks if 
your keys are lost or stolen

 Contents of your freezer if there is 
a power cut

 Personal liability

 Decorations which you may 
be responsible for under your 
tenancy agreement. 

The cover starts from £4.97 per 
month and has been specifically 
designed to meet the needs of 
Progress Housing Group’s tenants.

Some of the benefits are:
 No excess (you do not pay the 

first part of the claim)

 No yearly commitment, pay-as-
you-go

 The freedom to pay either 
fortnightly, monthly or annually

 No minimum home security 
requirements

 No need for a bank account

 Optional covers available.

For a free application pack:
 Contact us or

 Call: My Home Contents 
Insurance on 0345 450 7288

 Email: myhome@thistleinsurance.
co.uk 

 Visit: www.thistlemyhome.co.uk

Do you have home contents cover?
Building new 

homes 

Find out more

If you are interested in applying 
for a property please contact  
us on 03333 204555 or visit  
www.progressgroup.org.uk



Thank you to everyone who 
took part in the survey. As 
always the commitment from 
tenants to help us improve our 
services is overwhelming.
Importance
As well as asking how satisfied you 
are we also asked how important 
things are to you.

Here is what you told us: 

 Everything has nearly the same 
importance to you

 The quality of your home and 
neighbourhood you live in, are the 
top two most important factors.

This has not changed from the 
previous survey (March 2017).

Results
As a whole, satisfaction levels are 
good. We received 2,274 responses 
from a variety of households.

 81.6% of customers are satisfied 
with the overall service, above is a 
chart showing the results for all the 
key questions

 Satisfaction levels are above 
the average for all questions 
except repairs and maintenance 
(compared to other registered 
providers). Repairs satisfaction has 
improved since March 2017 from 
70.2% to 74.3%

 There remain four recurring 
improvement themes (see below)

 The three key drivers to improve 
are the same as the last 
survey: dealing with repairs and 
maintenance, listening to views and 
acting upon them and the overall 
quality of your home.  

What will we do with this 
information?
We are now developing an action 
plan to target the recurring themes.  
We will compare our findings to other 
registered providers and contact 
those who are performing well in our 
areas for improvement. We are also 
participating in a review of satisfaction 
across the sector being undertaken 
by HouseMark (national housing 
benchmark company). We will 
provide a futher update by the end of 
the year with actions and outcomes.

STAR survey 

 Very satisfied (9-10)   Fairly satisfied (7-8)   Neither satisfied nor dissatisfied (5-6)   Fairly dissatisfied (3-4)   Very dissatisfied (1-2)

0% 20% 40% 60% 80% 100%
Overall quality of your home

Your neighbourhood as a place to live

Your rent provides value for money

Your service charge provides value for money

The way Progress deals with repairs and maintenance

Progress listens to your views and acts upon them

Overall satisfaction 

Key recurring themes

First time resolution
Be friendly. Answer 

questions. Keep promises. 
Return calls.

Speed
This is not about doing things 

quickly - it is about giving 
customers timescales. Let 

them know what is going to 
happen and when.

Information and 
communication

Turn up when you say 
you will. Give customers 

timescales or keep  
them informed.

Quality
Set customers’ expectations 

regarding the standard of 
work or state of home.
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In March we asked The Leadership Factor to contact a sample of tenants to complete 
the STAR (Survey of Tenants and Residents) survey and here are the results.

Forum or  
panel meeting Event Tenant inspection Training

Dates for your diary

For the latest information 
on events, please follow 
us on Facebook/StreetTalk 
or visit the website - www.
progressgroup.org.uk 
If you would like to attend any of 
these activities or would like any 
more information, please email 
community@progressgroup.org.
uk or call the Progress Involvement 
Team on 03333 204555 

If you are interested in finding out 
about other events and activities 
that are happening please see our 
website for more information  
www.progressgroup.org.uk

August 2019  

11 Wednesday 
Estate Appearance Forum  

 2pm to 4pm.  
 Saltcotes community centre, Saltcotes Place, Lytham, FY8 4HP.

This meeting will review the general appearance of our estates and grounds 
maintenance contract.

27 Tuesday 
National Citizen Service Community Projects

 10.30am to 4.30pm.  
 The Moorings Supported Living Scheme, Garstang.

Action day.

September 2019 

17 Tuesday 
Communication Forum   

 2pm to 4pm.  
 Jubilee Court community centre, West Paddock, Leyland, PR25 1JJ.

The Communications Forum is a session used to review the latest edition of 
StreetTalk and Progress People. It also provides an opportunity for customers to 
review leaflets, the Group’s website and standard letters to make sure they are 
user friendly.

26 Thursday 
Chorley Pride      

 Chorley Football Ground.
This event is being organised by Lifeways to promote individuality.

28 Saturday 
Cultural exchange event    

 11am to 3pm.    
 Leyland Methodist Church Hall.

This event is being organised to promote the cultural diversity of our customers 
and staff.

Book your repairs online at  
www.progressgroup.org.uk/activate24Pay your rent online at www.progressgroup.org.uk 



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

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

Butterfly
Swimming
Sunlight
Flip flops

Holiday
Summer fete
Flowers
Tent 

Mosquito
Festival
Camping
Beach

Name

Age

Address

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

2726 Follow us on Twitter @ProgressHGFollow us on Facebook/ProgressStreetTalk  
for the latest news and events

*This column shows the performance figures of the highest performing housing associations across England and 
Wales. We aim to be within the top quarter of all housing associations. You will see that for some of these indicators 
we are already on the top quarter whilst for others we need to do a bit more work.

0.5

We aim to re-let empty general 
needs properties within 27 days

We aim to have less than 1.0 properties 
out of every 100 vacant at any time

We aim for current tenant rent arrears 
to be less than £2.90 of every £100 of 
rent due

We aim for current tenant rent arrears,  
excluding that owed by Housing 
Benefit, to be less than £2.90 of every 
£100 of rent due

Housing Management Target Result Target met Trend Top quarter*

£3.20

£3.20

We aim to complete responsive 
repairs within 6.5 days

We aim to complete 98 out of 
every 100 responsive repairs 
right first time

We aim to keep 95 out of 
every 100 responsive repairs 
appointments made

We aim for 100 out of every 100 
gas appliances to have been 
serviced in the last 12 months

Repairs

We aim to keep 85 tenants out 
of every 100 satisfied with the 
service provided to new tenants

We aim to keep 92 tenants out of 
every 100 satisfied with the overall 
service provided regarding arrears 
management

We aim to keep 97 tenants out of 
every 100 satisfied with the overall 
quality of a responsive repair

Tenant Satisfaction Target Result Target met Trend Top quarter*

We aim to keep 97 tenants out of 
every 100 satisfied that the repair 
has been completed right first time

Target Target metResult Trend Top quarter*

How are we performing? From April 2018 to March 2019

27 days

1.0

£2.90

£2.90 Worse than 
last quarter

Better than 
last quarter

Better than 
last quarter

Worse than 
last quarter

£0.80 of  
every £100

£1.90 of  
every £100

1 out  
of 100

20 days

6.5 days

98.0%

95.0%

100%

85.0%

92.0%

97.0%

97.0%

Better than  
last quarter

Better than  
last quarter

Better than  
last quarter

Same as  
last quarter

6.5 days

95 out  
of 100

Not  
available

100 out  
of 100

97.6 out 
of 100

Not  
available

97 out 
of 100

Not  
available

Worse than 
last quarter

Worse than  
last quarter

Same as  
last quarter

Better than  
last quarter

98.4%

98.5%

93.1%

98.5%

88.2%

86.4%

22.3 d
ay

s

9.7 d
ay

s

100%
Congratulations to Mrs Burrows from Longton, who 
won the word search competition in our spring edition.

The Big Lunch
The Big Lunch is a very simple 
idea from the Eden Project. It 
aims to bring together as many 
people as possible from across 
the whole of the UK to have lunch 
with their neighbours, annually 
in June, in a simple act of 
community, friendship and fun. 
This year our Progress Involvement 
Team organised Big Lunch events in our 
independent living schemes at Wrights Fold 
in Leyland, Bridge Court in Lostock Hall and 
Northbrook Gardens in Leyland, as well as 
inviting members of the local community.

Tenants at the event at Bridge Court enjoyed 
a delicious buffet whilst being entertained by 
2’s Company’s singing, and by the end of the 
afternoon were even up on their feet doing the 
conga! 

Bridge 
Court

Bridge 
Court

Northbrook 
Gardens Wrights 

Fold



Out and about

Dorothea’s 70th birthday party at Lowerfield  
community centre, Farington Moss

Brian and Christine Dickinson 60th wedding 
anniversary at Lowerfield community centre, 
Farington Moss

Mr Gathercole celebrating his 90th birthday at Bridge 
CourtMary 25 years’ service at Ashwood Court

Share your photos with us. If you would like a photo to appear in ‘out and about’ please email it to 
marketing@progressgroup.org.uk or post a copy to StreetTalk, Progress Opportunities Team, Sumner 
House, 21 King Street, Leyland, PR25 2LW.
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Having fun at Leyland Festival Celebrating the Big Lunch at Northbrook Gardens

Mr 
Gathercole


