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I am delighted that this year Progress 
Housing Group is celebrating 25 years of 
providing homes, facilitating independence 
and offering opportunities to our customers. 
Over the past 25 years we have grown 
considerably and we now provide over 10,500 
rented homes, and deliver services to more 
than 75,000 people across England and 
Scotland.

Our core purpose is to deliver good 
quality homes in neighbourhoods where 
people want to live, and to provide 
support where it is needed so our 
customers are able to live independently 
and enjoy new opportunities.

Good quality housing is fundamental to a 
good quality of life. We never forget this 
at Progress Housing Group and we are focused 
on providing new rented homes for people  
and tackling homelessness in our society.

Alongside the provision of new homes, we 
also invest in services that support the 
creation of new opportunities for our 
customers. We are particularly proud to 
have developed our Progress Futures offer, 
which enables people to break down the 
barriers that get in the way of education, 
training and employment opportunities. 
This person-centred approach supports each 
individual to take the steps needed to 
achieve their goals and change their life 
for the better. 

We hope you will enjoy reading about 
the people we care so much about, our 
customers. We never forget that they are 
why we are here.

Janet Hale
Chair
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It is a real privilege to be introducing our 
annual report in our 25th anniversary year.

During our 25 years, we have remained 
true to our belief that everyone has the 
right to a decent home. Over these years 
we have helped thousands of people find a 
good-quality home in a safe and pleasant 
neighbourhood.

Our role in society is just as important 
today as it ever was. Many people still 
cannot access good-quality housing as new 
provision remains well below the number of 
homes needed. At Progress Housing Group, 
we have pledged to provide more than 1,000 
new homes by 2023. We will focus on social 
rented homes to help people who are least 
able to find a home on the open market.

Our philosophy is to offer support so that 
people can live independently in their own 
home and enjoy a good quality of life. We 
therefore campaign to ensure there is a 
voice for people who are more vulnerable, 
who have learning disabilities or mental 
health needs. We provide a range of support 

services to help them make their own choices 
in life and be as independent as possible.

We also support people to make changes in 
their life. Whether people are escaping 
domestic abuse or homelessness, looking 
to secure employment or seeking education 
or volunteering opportunities, we work on 
a one-to-one basis to help them take the 
necessary steps to change their world for 
the better and achieve their dreams. 

Our biggest contribution is our belief in 
people and our recognition of their enormous 
resilience and strength in times of crisis. 
We know that a little bit of support, at 
times when it is most needed, can make all 
the difference. 

This annual report is a celebration of all 
the positive things a housing organisation 
can achieve when it works with individuals 
to make our world a better place. Progress 
Housing Group has always supported people 
and is proud to continue to do so for many 
years to come.

Group Chief  
Executive’s  
Foreword

GROUP CHIEF EXECUTIVE
Jacqueline De-Rose
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Who we are
and what we do

Our vision
To have a positive impact on people 
and communities by providing high-
quality homes, supporting independence 
and creating opportunities.

Our values
Progress Housing Group’s employees 
and non-executives are committed 
to working together to achieve the 
organisation’s strategic aims. We 
have identified the following values, 
which underpin everything we do:

People-focused
People are at the heart of our 
business. By treating everyone fairly 
and understanding their diverse needs 
and strengths, we can serve them 
better and provide services that 
positively impact their lives.

Forward thinking
We search for solutions and ideas 
that overcome the challenges 
faced by our tenants, customers, 
communities and partners.

Genuine
We are open and honest, with a friendly, 
enthusiastic and energetic way of working 
which is true to what we stand for.

Expert
We lead the way through our knowledge and 
expertise, investing for a strong future 
and excelling in all we do to provide 
the best possible standards of service.

Collaborative
We work in partnership with our 
tenants, customers, colleagues, local 
communities and other experts, bringing 
everyone together to achieve more.
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Our 2019 – 2023 Strategic Plan provides  
a framework for our work in every area of 
our business. This report highlights some 
of our key achievements in working towards 
achieving our six strategic aims to:

     Homes

   Independence

   Opportunities 

   One team – working together

   Customers at the heart

   Stronger organisation

Read more at 
www.progressgroup.org.uk/strategic-plan

Our strategic 
aims

https://www.progressgroup.org.uk/strategic-plan
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Where every pound of our income came  
from 2018/19

     Government grant to develop new homes
     Customer income from rents and service charges
     Profit from other activities
     Property sales

How we spent every pound of our money

   Day-to-day repairs
   Investment in new properties
   Other assets
   Planned maintenance and improvements
   Cost of delivering services
   Interest charges on our loans
   Other costs
   Repayment of loans

Our homesHow we invested 
our income

■ Buckinghamshire  26 
■ Cambridgeshire  12 
■ Cheshire  51 
■ Cumbria  81
■ Derbyshire  32 
■ Devon  126 
■ Dumfriesshire  46
■ Durham  31 
■ Essex  26 
■ Greater Manchester 293 
■ Hampshire  52
■ Lancashire  7,248
■ Leicestershire  106 
■ Lincolnshire  835 
■ London  42 
■ Merseyside  199
■ Norfolk  148 
■ Northumberland  20 
■ Nottinghamshire  462 
■ Rutland  8 
■ Scottish Borders  79
■ Suffolk  43 
■ Warwickshire  18
■ Yorkshire  841 

Grand total  10,825
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Strategic aim one - Homes

Throughout our 25 years, we have been 
committed to developing homes of all types 
for people who need them most. This year 
we began to deliver our new Development 
Strategy, which will see us build 1,000 
affordable homes over the next five years, 
with aspirations to create even more.  

To meet this ambition, we have adopted a 
new approach to development which involves 
delivering larger, mixed tenure schemes as 
well as regeneration projects, whilst also 
expanding general need delivery in new 
areas.

These new homes will be for Affordable 
Rent and shared ownership, as well as 
supported living accommodation and 
independent living for older people.   
We have made a good start this year by 
building 121 homes – 53 for Affordable 
Rent, 37 for shared ownership and 31 
supported living properties. Our total 
investment was £11.1 million with £2.1 
million coming from government grant. Our 
development programme is set to increase 
significantly in the next 12 months.

Stepping up our development programme

Homes

Our total investment was  
£11.1m with £2.1 million  
coming from government grant.

This year we have built 121 
homes – 53 for Affordable Rent, 
37 for shared ownership and 31 
supported living properties.
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Concert Living launches
In January 2019, our new private 
housebuilding company, Concert Living, 
began work on its first development in 
Bamber Bridge, near Preston. Twelve 
homes for sale on the open market are 
being built on an exclusive development, 
and are due for completion in November.  
To date, two homes have already been 
reserved off plan by customers.

A number of bids have been submitted for 
further development sites in Lancashire 
and two have been accepted, subject to 
contract. Concert Living is also the 
preferred builder on an additional site in 
Grimsargh. These three sites will create 
a further 75 new homes, and will meet a 
large proportion of the 96 - home target 
identified in our three-year business plan.

During the year, Concert Living launched 
its corporate brand, which includes a 
range of house types that reflect the 
Concert Living experience, as well as  
a website for marketing the new homes.

Progress Living focuses  
on customer experience
Progress Living provides homes for rent 
at three hospital sites in Lincoln, 
Boston and Grantham. This purpose-built 
accommodation provides a vital service 
for the NHS Trust in Lincolnshire as 
well as increasing the availability 
of high quality rental accommodation 
for other keyworkers and the wider 
private rented community. During the 
year, we fitted free WiFi across all of 
our Progress Living properties, which 
has had a positive impact on customer 
satisfaction. In addition, we have 
been working to improve the rental 
process for applicants by automating our 
systems and reviewing our procedures.  

In 2018/19, overall occupancy for our 
Progress Living accommodation for both 
Trust and non-Trust occupants was 82.9%.  
Our target is 91.2%, and over the next  
12 months, we will be working to meet  
this target whilst providing a high-
quality customer experience for residents.

Investing in homes
During the year, we invested almost  
£23 million improving customers’ homes.

      Over £5 million was spent on replacing 
more than 360 kitchens and 230 
bathrooms, and fitting almost 400 
new boilers. We have introduced 
a new service so that customers 
can see an impression of their 
new kitchen before works starts

     £3.4 million was spent on replacing 
doors, windows, fencing and carrying 
out fire safety improvements to homes

     £2.5 million was spent on keeping 
customers safe in their homes by 
delivering gas and electrical safety 
checks to 100% of our homes

     More than £10 million was invested 
in repairs, with more than 45,000 
jobs carried out, including 
repairs to 470 empty homes.

Service improvements
The Responsive Repairs Team has 
had a successful year, increasing 
the average number of jobs they 
carry out each day from five and a 
half in 2018, to eight in 2019.

We ended the year with 98.5% of our 
repairs being completed ‘right first 
time’, an increase of 0.4% on last year.

We have surveyed around 7,000 customers 
and held regular meetings with tenants 
as part of our Repairs Forum. And 
in March 2019 we introduced a new 
satisfaction survey to help us focus 
on what matters most to our customers. 
This will give us valuable insight 
so that we can continue to improve 
existing services and create new ones.

We have also introduced online scheduling 
of repairs, enabling customers to choose 
the date and time of a repairs appointment 
in addition to reporting repairs online.

We ended the year with 
98.5% of our repairs being 
completed ‘right first time’. 

During the year, we fitted 
free WiFi across all of our 
Progress Living properties.
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Strategic aim one - Homes

Hi, I’m Dawn

www.progressgroup.org.uk/dawn

Watch my story

“ I didn’t think I could 
afford to buy”

This is my story

After a relationship breakdown,  
teaching assistant Dawn, needed a  
place of her own. Thinking she couldn’t 
afford to buy, Dawn started to look  
for a home to rent. But then she heard 
about our shared ownership properties  
at the Riverside scheme in Lancaster. 

With help and advice from our Housing 
Sales Team, Dawn realised that she  
could afford to buy a home on a  
part-own part-rent basis. She’d still 
be a homeowner, but her mortgage 
would be smaller, and the rent would 
be at a reduced rate. And with lower 
maintenance costs, Dawn had peace of 
mind knowing she wouldn’t have to 
shell out for repairs for a while. Now 
settled in, Dawn says she loves the 
modern feel of her new home.

https://twentyfive.progressgroup.org.uk/case-studies/dawns-story/
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Supporting 
independence

Support for adults  
and young people
Over the last 25 years, our charitable 
arm Key Unlocking Futures (Key), has 
provided support to thousands of adults 
and young people. Our aim is to work with 
an individual to develop their skills 
and confidence and empower them to build 
a better life for themselves. During the 
year 1,367 individuals received support 
from Key; they ranged in age from 4 to 80.   

Key services include Drop In services 
to provide practical and emotional 
support to young people experiencing 
homelessness as well as a range of tenancy 
support services that work to prevent 
homelessness. Key has continued this year 
to support Progress Housing Group tenants 
at high risk of losing their homes. This 
year we have been able to evidence the 
significant success of this service not 
just in preventing homelessness but also 
in improving tenants’ wellbeing.

Key continues to support young people’s 
emotional health and wellbeing across 
Lancashire by providing a range of 
services that include counselling, 
play therapy and specialist support for 
children who have autistic spectrum 

disorders. We have also continued to 
support emotional health of pupils in 
schools by delivering the Wellbeing 
Challenge.

This year Key has worked with the 
Broadfield community to develop activities 
at The Base community centre. This work 
is progressing well and Key is working 
hard to recruit and train volunteers so 
that this work can develop and grow. There 
are now well established men and women’s 
groups as well as two youth groups and a 
range of one-off community events have 
taken place. Partners in the area have 
been immensely supportive and we are 
excited to see what happens next.

We work in partnership with a range 
of local statutory and voluntary 
agencies, including Child Action North 
West, CAB Lancashire, Lancashire MIND, 
local authority housing departments 
and Children’s Social Care. Working in 
partnership is one of Key’s core values 
and we know that this approach has real 
strength.

Supported living
We are one of the largest providers 
of supported living accommodation in 
the country for people with a learning 
disability, autism and/or long-term mental 
ill health. We provide high quality 
housing solutions to help over 3,200 
people remain independent in their own 
homes.

During the year we completed 247 
adaptations to our supported living 
properties to help people maintain their 
independence. These ranged from minor 
adaptations (such as the provision of 
handrails and access ramps) to major 
adaptations such as the provision of  
wet rooms. 

We aim to visit all our supported living 
properties at least once per year to 
ensure tenants receive a high quality 
housing management service. Last year,  
we visited 99.8% of our properties, 
enabling tenants and support providers  
to meet their designated supported living 
housing officer and raise any issues.

One of our key aims is to offer a range 
of involvement opportunities that enable 
our tenants to help shape our services. 

We were thrilled that our supported 
living tenant engagement service won the 
award for Excellence in Engagement in 
Supported Housing in the northern region 
Tenant Participation Advisory Service 
(Tpas) Awards 2018. The Group was one 
of four social landlords in the North 
of England to have been shortlisted for 
the award which showcases compelling 
and inspirational success stories of 
landlords who are successfully engaging 
with their customers. Following this we 
were successful in the national final of 
the (Tpas) award for the same category 
scooping the top national award.

Preventing homelessness
Our supported housing provides safe 
accommodation and support for young 
people and adults facing homelessness. 
This year 40 people have been supported 
at Foundations, our purpose-built 
scheme for adults facing homelessness in 
Preston; 23 of which have gone on to live 
independently in their own home. Whilst  
at the Bridge and Parker House schemes  
in Chorley, we have provided support to  
36 young people aged 16-17, with 10 moving 
on to have a successful tenancy.

We provide high quality housing 
solutions to help over 3,200 
people remain independent in 
their own homes.
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Providing refuge
We have given support and safe refuge to 
60 women and 104 children fleeing domestic 
abuse. We have delivered our Freedom and 
Recovery programme to 68 women recovering 
from the effects of domestic abuse. Six 
groups of women from Chorley and South 
Ribble have taken part in a twelve-week 
programme. We have helped four children 
with special needs access schooling, 
and supported four women to gain their 
immigration status.

Progress Lifeline services
Our award-winning Progress Lifeline service 
provides connected and technology enabled 
care and support services to a range of 
customers, including young and older people 
with short or long-term disabilities or 
health conditions, or at risk of falls. 
During the year, the service handled 800,791 
calls from people needing assistance or 
reassurance, compared to 584,252 in the 
previous year.

This year, we exceeded our target of 36,000 
connected customers overall to 40,000. Our 
Emergency Home Response service continues 
to grow with 4,225 assisted lifts given to 
people who were not injured, which in turn 
reduced ambulance call-outs and waiting 
times.

A number of successful bids have resulted 
in new contracts with Wealdon District 
Council, Regenda Homes, Calderdale Telecare 
and Greater Preston Clinical Commissioning 
Group. 

In an innovative project, believed to be 
the first of its kind in the country, we 
have installed telecare technology into 
Wymott Prison in Lancashire. We have also 
been to a further three prisons, Preston, 
Garth and Lancaster Farms, to assess the 
provision of telecare within these. Working 
with Lancashire County Council and Tunstall 
Healthcare, this initiative provides support 
to older people in prison.  

In November 2018, the service along with 
Lancashire County Council and Tunstall 
Healthcare UK won the Public-Private 
Partnership category at the 2018 Laing 
Buisson awards, for their innovative social 
care scheme that supports more than 9,000 
Lancashire residents.

Independent living 

We have 30 independent living schemes 
across South Ribble and the Fylde coast 
for people over the age of 55. Each scheme 
offers self-contained apartments with a 
range of communal facilities, support 
from an independent living co-ordinator 
and 24 hour support through emergency 
alarm equipment. During the year, we 
completed the refurbishment of Hennel 
House in Walton-le-Dale and Croft Court in 
Freckleton by decorating and re-carpeting 
throughout and adding new fire doors. 

Other improvements included installing a 
new kitchen at Lowerhouse in Leyland and 
improving the car park at Tuson House in 
Penwortham. 

 

Tenants living within our independent 
living properties have the additional 
service of an activities co-ordinator  
who arranges social activities to promote 
health and wellbeing. 

Some schemes have also been involved in 
hosting a community Big Lunch event and 
The Challenge project for the National 
Citizen Service. Wherever possible we 
invite people from the local community 
to join in. New ideas for activities are 
sought from our independent living tenants 
on a regular basis.

Progress Lifeline customer  
Mrs Parekh describes her  
experience of the service.

www.progressgroup.org.uk/mrs-parekh

Watch my story

https://twentyfive.progressgroup.org.uk/case-studies/mrs-parehks-story/
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Hi, I’m Oliver

www.progressgroup.org.uk/ollie

Watch my story

“I was struggling to 
get my life on track”

This is my story 

Twenty-year-old Oliver was homeless when  
he came to Parker House, our supported 
housing scheme for young people in Chorley, 
earlier this year.  

He’d been sofa surfing at friends’ and at his 
mum’s home but was told it was a temporary 
arrangement. Oliver was out of work and had 
been in trouble with the police. He suffers 
with depression and was finding it difficult 
to get his life on track. As his 

 

 

relationship with his mum and other family 
members got worse, he had no option but to 
leave.

Just months after moving to Parker House, 
and with help from his support worker, 
Christian, Oliver now has a job and the 
financial independence he’d always wanted. 
His next step will be moving on to his own 
tenancy, and we’ll continue to support him 
with that.

https://www.progressgroup.org.uk/ollie
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Improving future prospects
We recognise that to make our 
neighbourhoods great places to live 
we need to help people achieve their 
aspirations, and improve their future 
prospects. Since its launch, our Progress 
Futures service has engaged with 797 
customers and helped 330 of them into 
employment, education and training. As 
well as bringing benefits to customers and 
their families, this work also contributes 
to the economic prosperity of the 
communities we serve.

During the year, we gave support to 163 
customers and, so far, 52 of them have 
gone on to secure permanent employment 
or to access education, training, work 
placements and volunteering. We received 
196 referrals through either our  
front-line services or from individuals 
themselves, compared to 119 the previous 
year. 

Creating new opportunities
Of the customers we have helped, five 
have been recruited by the Group into 
apprenticeship roles. We have recruited a 
bricklayer, electrician, joiner, customer 
service and housing assistant, and an 
income collection and community safety 

assistant. We have also offered two  
12-week paid work placements in IT and 
Progress Connect, as well as unpaid work 
experience in Progress Lifeline. These 
initiatives provide individuals with 
essential skills, increased confidence and 
support their journey to employment.

We have also offered support to a further 
504 people through community-based job 
clubs.

This year we introduced the outcome STAR, 
a customer satisfaction tool to help us 
measure the impact of the Progress Futures 
service on customers’ wellbeing. Readings 
are taken at the initial meeting, and then 
again at either six-monthly intervals or 
when a positive outcome is achieved.

To date, we have completed 58 initial STAR 
surveys with Progress Futures customers, 
with 19 going on to a second assessment. 
This gives us an indication of how the 
service is performing from a customer’s 
perspective. 79% of customers indicated an 
overall positive impact on their skills 
and wellbeing. 

Other work this year includes delivery 
of the Age of Opportunity project which 
supports people over 50 into employment, 
and continuing to run our community-based 
training courses.

New service for young people
Work completed this year on the £4.8 million 
Inspire Youth Zone in Chorley. In the first 
month of opening, 3,400 young people signed 
up to be members at the centre, exceeding 
expectations. The facility will give 
thousands of young people from Chorley and 
surrounding areas the opportunity to get 
active, try new things and improve their 
physical and mental wellbeing. The centre 
also offers specialist support to young 
people with disabilities.

The Youth Zone is open seven days a week, 
52 weeks of the year, for young people aged 
8-19 and those with a disability  
aged up to 25.

It includes a 3G kick pitch, indoor climbing 
wall, dance studio, fully equipped gym, 
sports hall, boxing ring and more – offering 
20 activities each night from arts and 
crafts, to sports and cooking, all for just 
50p a visit.

The Group is a founder patron of the centre, 
which is run in partnership with Chorley 
Council, Lancashire County Council, The Arts 
Partnership and OnSide Youth Zones.

Creating 
opportunities

Strategic aim three - Creating opportunities

We gave support to 163 customers 
and, so far, 52 of them have gone 
on to secure permanent employment 
or to access education, training, 
work placements and volunteering.
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Bringing communities together
The Progress Involvement Team has been 
working with different communities to 
provide a range of activities and bring 
people together.

Projects include:

     Creating four community-based projects 
as part of The Challenge National 
Citizen Service programme at Balfour 
House, Blackburn; Walton’s Parade, 
Preston; Boundary Close, Longton  
and Rivington Manor, Blackpool.  
The projects involved groups of young 
people working with 20 independent 
living customers and 22 supported 
living customers on garden-based 
projects at each of the schemes.  
As well as working together for a 
common goal, participants also managed 
to raise £858.27 across the four 
projects

     The Big Lunch, a national campaign 
designed to bring communities together 
to share a meal and have fun. During 
the year, four Big Lunch events were 
held in two of our independent living 
schemes, Broadfield in Leyland and 
Saltcotes in Fylde 

     Delivering more than 800 activities 
and events to 7,000 people at our 
independent living schemes – including 
afternoon teas, pamper days, coffee 
mornings, games afternoons, exercise 
sessions, and local trips 

        Working with the Wade Hall Community 
Association to provide a weekly dance 
group, thrift shop and hide out hub 
cafe 

        Holding 200 events across the country 
where supported living customers got 
an opportunity to tell us what they 
think about our services 

        Getting involved in the Artlink 
project where nine supported living 
customers in Leeds took part in a 
programme of interactive art projects.

 
Community Investment Fund
During the year the Community Investment 
Fund supported local community groups by 
providing funding of £112,718 to help set 
up or develop community projects. This has 
included the following projects:

        Youth activities in Fylde and South 
Ribble

        Community flood prevention project  
in Burneside

        Community defibrillator project  
in Burneside

        Big Lunch events across Fylde  
and South Ribble

        The Challenge National Citizen Service 
projects in Blackpool, Longton, 
Preston and Blackburn

        Social club activities in Blackburn 
and Darwen.

We held 200 events across the 
UK where supported living 
customers got an opportunity 
to tell us what they think 
about our services.

Getting involved in the The Big 
Lunch, a national campaign designed 
to bring communities together to 
share a meal and have fun.
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Hi, I’m Julie

www.progressgroup.org.uk/julie

Watch my story

“The support I  
get is amazing”

This is my story

Julie has been living at one of our 
independent living schemes for 12 years.  
Julie has a disability but is able to 
have as much independence as she wants, 
with help available if she needs it. Her 
home has been specially adapted so that 
everyday tasks are easier – with a walk-in 
shower and better access around the home. 

Julie also has regular hospital visits and 
when she returns home, she can be unsteady 
on her feet for a few days. To give Julie 
greater peace of mind, a Progress Lifeline 
personal alarm has been installed so she 
can call for help 24 hours a day. Julie 
says the support she’s had from staff at 
the scheme has been amazing – especially 
after her mum passed away. She enjoys 
being part of a community and getting 
involved in activities with fellow 
residents. 

https://twentyfive.progressgroup.org.uk/case-studies/julies-story/
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Engaging our employees
We are committed to creating a positive 
and inclusive work environment where 
our employees feel valued, fulfilled and 
inspired every day. It is important 
that staff at all levels understand our 
strategic direction, and are able to 
contribute to business decisions.

We engage with employees through 
regular one-to-ones, meetings, team 
development days, and through our internal 
communication channels such as the intranet 
and staff briefings. The annual staff 
conference provides an opportunity for 
networking, sharing knowledge and gaining a 
better understanding of how employees can 
contribute to the organisation’s success.

Our active Staff Forum, which is made 
up of staff representatives from across 
the organisation, meets with the Senior 
Management Team to discuss issues of mutual 
concern. Our Health Champions Network looks 
for innovative ways to include staff in 
various health and wellbeing initiatives.

While the Equality and Diversity Working 
Party helps to promote inclusivity and 
diversity in the workplace.

Investing in people
Through Progress Together, and in line 
with our Strategic Plan, we continue to 
focus on learning and development. Our new 
leadership development programme is focused 
on providing managers with the skills that 
they need to lead, motivate and engage 
their teams.

We have introduced  a series of workshops 
looking at values-based leadership, 
encouraging individuals to consider 
their own values, how these align with 
the Group’s values, with the purpose of 
increasing self-awareness in our employees 
and recognition of the part they have to 
play.

We have also supported managers through the 
ILM leadership and management programme, 
and have offered mentoring to new managers 
as well as coaching opportunities. In 
addition to on-the-job training, we have 
given support to employees pursuing formal 
qualifications and secondment opportunities, 
and we have offered development sessions in 
a range of subject areas.

During the year, 37 learners began 
apprenticeship training through the 
Apprenticeship Levy. Eighteen of these were 
new starters and 19 were existing employees 
who chose to undertake apprenticeship 
development opportunities.

We received Investors in People (IIP) 
accreditation in February 2016 and this is 
due to be reviewed in February 2020. During 
the year we carried out an interim review, 
which has given us a positive result in 
readiness for the next IIP review.

In early 2019, we launched the 
Group’s first pulse survey, which 
measures employee satisfaction. 

We have enhanced our staff benefits 
package by introducing support for 
employees with caring responsibilities 
and those who want to volunteer for 
charitable and community work.

We have also signed the Time to Change 
pledge which aims to end the stigma around 
mental health in the workplace. Time to 
Change is England’s biggest programme to 
challenge mental health discrimination 
and is run by the charities, Mind and 
Rethink Mental Illness. In order to sign 
the pledge, we submitted an action plan 
detailing what we will do, including 
offering appropriate training to managers 
and staff and promoting stories about 
mental health on the Group’s intranet.

We continue to be committed to the 
Disability Confident scheme and we 
guarantee an interview to all applicants 
with a disability who meet the minimum 
criteria for a job vacancy. 

Gender pay reporting
Legislation around gender pay reporting 
requires businesses with 250 or more 
employees to publish the pay gap 
between male and female workers.

At the beginning of the financial year (5 
April 2018), only Progress Housing Group 
Limited had more than 250 employees.  

At the time of reporting, Progress Housing 
Group Ltd incorporated New Progress 
Housing Association, New Fylde Housing 
and Progress Care Housing Association.

From a statutory reporting perspective 
we can see that our mean gender hourly 
pay gap is 0.84% (the difference between 
the average of men’s and women’s pay). 
Our median gender hourly pay gap is 16.5% 
(the difference between the midpoints in 
the ranges of men’s and women’s pay).

Aside from staff movement and new employees 
joining, which can affect the pay gap, we 
have found that our gender pay data reflects 
an uneven distribution of genders in some 
job roles, rather than being an issue of 
equal pay. For example, there are more 
men in skilled trade operator roles and 
more women in administrative positions, 
which are typically lower paid roles.

We appoint people based on their ability 
to do the job and we are satisfied 
that our gender pay data is due to an 
underrepresentation of a particular gender 
in specific roles. We will continue to review 
our Recruitment Strategy, looking at how we 
can attract applicants of all genders by, 
for example, making sure the language we 
use to describe our vacancies is unbiased.

We make sure that gender pay is embedded 
into our equality and diversity policy 
through the Progress Together Strategy 
and its equality impact assessment.

One team
Sasha is Progress Housing 
Group’s first female 
apprentice and is well on 
her way to becoming a fully 
qualified electrician.

It is important that staff 
at all levels understand 
our strategic direction, 
and are able to contribute 
to business decisions.

www.progressgroup.org.uk/sasha

Watch my story

https://twentyfive.progressgroup.org.uk/case-studies/sashas-story/


33

Strategic aim four - One team

32

Corporate Annual Report April 2018 — March 2019

Hi, I’m Oliver

www.progressgroup.org.uk/oliver

Watch my story

“I enjoy going to 
work every day”

This is my story

When 21-year-old Oliver saw an advert in 
the tenants’ newsletter for apprenticeship 
positions with the Group, he jumped at 
the chance. Oliver had always wanted to 
be a tradesperson so he applied for the 
apprentice position. He got the role and 
is now getting the training and work 
experience he needs to qualify as a 
joiner. The apprenticeship programme is 
being managed by Progress Futures which 
helps customers achieve their aspirations 
and improve their future job prospects. 
Oliver says it’s a great opportunity and 
he enjoys going to work every day.

https://twentyfive.progressgroup.org.uk/case-studies/olivers-story/
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Customer surveys go in-depth
To make sure we get an accurate picture 
of what customers think about us, we 
have reviewed the format of our customer 
surveys. The Group’s Customer Satisfaction 
Working Party has looked at the questions 
we ask, and how we use this information. 

As a result, our surveys have changed 
to incorporate a more ‘thematic’ and 
anecdotal approach – using the voice of 
the customer. A good example which shows 
how this approach is working comes from 
our Progress Lifeline service. A customer 
told us that when a Progress Lifeline call 
is activated from upstairs in their home, 
it can be difficult for them to hear  

 
 
the operator because the base unit is 
installed downstairs. This can also mean 
that it can take longer for the operator 
to establish the reason for the call,  
and make the correct response.  

We have looked for a solution, and have 
identified a new technology enabled care 
product that would improve connection 
throughout the home. As the supplier  
is currently trialling the product,  
we arranged for the customer to test  
it as part of the trial. If it solves  
the problem, this would be a good solution  
for all our customers who use the Progress 
Lifeline service.

Customers 
at the heart

81.6% of customers said  
they were satisfied with  
the overall tenancy service.

The quality of homes and 
neighbourhoods are the two 
most important factors for 
customers.



A national voice 
The Group as a whole supported the  
See the Person campaign, which is a 
tenant-led campaign to tackle the stigma 
in social housing. We united with 25 
housing organisations across the country 
to help deliver a high impact campaign 
that challenges the way the public think 
and tackle the stigma associated with 
social housing tenants.

We were also proud to be a part of the 
PlaceShapers 2018 ‘We Care’ campaign.  
The campaign highlighted the extensive 
ways in which PlaceShaper members care 
for their communities uncovering the true 
scale of our work, the breadth of caring 
services we provide and the impact we’re 
having on people’s lives, every day. 

 
 

For the third year running the Group 
supported Starts at Home Day, a national 
day of action when housing associations  
up and down the country celebrate 
supported housing and the positive impact 
it makes on people’s lives. 

The Group was also one of the first 25 
housing associations in the UK to sign  
up to the Make a Stand pledge. The pledge 
has been developed by the Chartered 
Institute of Housing (CIH) in partnership 
with Women’s Aid and the Domestic Abuse 
Housing Alliance to encourage housing 
organisations to make a commitment to 
support people experiencing domestic 
abuse, as domestic abuse is one of the 
biggest issues in society today. Nearly 
400 housing organisation have now signed 
the pledge. 
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Under scrutiny
During the year the Group’s Scrutiny  
Pool carried out two reviews – looking  
at fire safety and the annual review  
form for our service for supported living 
customers. Both reviews resulted in 
action plans and recommendations from the 
Scrutiny Pool. Progress on each action 
plan is reported to the Scrutiny Pool’s 
quarterly meetings.

Our customer volunteers, who inspect  
a range of different services, have  
been busy during the year. The volunteers 
provide an invaluable service to the 
Group, helping us to identify areas  
for improvement. This year they have 
carried out:  

    43 estate appearance inspections

    17 empty property inspections

    36 mystery shopping phone calls

     21 mystery shopping live chats.

Feedback from these inspections has  
led to a number of actions, such as:

     Removing abandoned bulky items on 
estates (fly tipping)

     Identifying tree work 

     Improving the live chat functionality  
on the website

     Creating a step-by-step guide for 
customers on how to use live chat 

    Redeveloping the Progress Lifeline 
website.

One customer, who recently became involved 
with our scrutiny work, says: “Since 
becoming a tenant of Progress, I feel 
privileged to be able to dedicate my 
time and support to make a difference. 
The opportunities for customers to do 
voluntary roles are wide-ranging. This 
type of involvement enables us to be 
involved in processes and procedures, 
ensuring value for money decisions and 
outcomes, as well as the smooth running  
of Progress Housing Group”.

The STARS are out
The results from our STAR (Survey  
of Tenants and Residents) showed that 
satisfaction levels are good. We received 
2,274 responses from a variety  
of households. Key findings include:

    81.6% of customers said they were 
satisfied with the overall service

    Satisfaction levels across most  
areas are above average when compared 
to other registered providers, 
apart from repairs and maintenance 
– although satisfaction has improved 
from 70.2% last year to 74.3%

    The quality of homes and 
neighbourhoods are the two most 
important factors for customers.

The survey highlighted three key drivers 
for improvement, dealing with repairs 
and maintenance, listening to views and 
acting upon them and setting customers’ 
expectations regarding the standard 
of work and the overall quality of a 
customer’s home.

We are using this information and the 
four recurring improvement themes, first 
time resolution, speed, information and 
communication and quality, to create  
a plan for improvement. In particular, 
we will be targeting comments around 
repairs and maintenance, keeping customers 
informed and also providing customers  
with realistic timescales. 

We will be comparing our findings to other 
registered providers and contacting 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,  
the national housing benchmark company.

www.progressgroup.org.uk/itn

Watch our story

We worked with ITN to 
create a film demonstrating 
the positive impact of 
supported living.

https://twentyfive.progressgroup.org.uk/case-studies/linda-and-hannahs-story/
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Hi, I’m David

www.progressgroup.org.uk/david

Watch my story

“ I was in debt and 
couldn’t pay my rent”

This is my story

David from St Annes was struggling to pay 
his rent and faced losing his home. David 
was going through a tough period in his 
life. His wife had recently passed away 
and his daughter was diagnosed as being 
critically ill. With all the stress and 
worry getting on top of him, David wasn’t 
managing his money properly and soon found 
himself in debt. With the debt getting 
bigger, he was struggling to pay his 
bills. 

David finally sought help from the team at 
Key Unlocking Futures, who worked with him 
to find a solution. He is now debt-free 
and is in credit with his rent account. 
David said that just being able to talk 
to someone about his debt problem was a 
massive weight lifted from his shoulders. 

https://twentyfive.progressgroup.org.uk/case-studies/davids-story/
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Key priorities
One of our strategic aims is for us to 
be a strong organisation so that we can 
deliver new homes, maintain our existing 
homes to a high standard, meet our 
customers’ needs and expectations and 
provide all of our employees with good 
terms and conditions.

Our Strategic Plan sets out our business 
priorities and includes the following 
areas of focus:

    Our person-centred approach will be 
the foundation for everything we 
do. We will work closely with our 
customers and partners to share and 
explore new ideas to shape a truly 
customer-focused organisation

    Our priority lies in creating more 
homes. We will transform our approach 
to development so we can more than 
double our current output. By the end 
of the Strategic Plan period we hope 
to deliver more than 250 new homes 
each year

 
 
    Concert Living will be firmly 

established as a successful, respected 
house builder. It will contribute to 
the Group’s development targets by 
providing a proportion of affordable 
homes and recycling significant profits 
back into the Group

    We will continue to be a market 
leader in accommodation for people 
with a learning disability or autism. 
We will re-establish ourselves as 
a leading developer in this field. 
This will include closer working 
with commissioners, care providers 
and other housing providers, through 
opportunities like our new leasing 
product. We will completely review 
our approach to the management of 
supported living accommodation to 
ensure that we remain market leaders 
in terms of quality and customer 
service

    We aim to continue to be a strategic 
provider of homeless support services 
and refuges in Lancashire. In the face 
of constant funding challenges, we 
will continue to provide accommodation 
and support for people experiencing 
homelessness and women and their 
families fleeing domestic violence. Given 
the very turbulent operating environment 
for services of this kind, growth 
opportunities are limited. Sustaining 
existing services will be the priority. 
Our aim is to become renowned as a 
committed provider of excellent services

    Our technology enabled care services 
service will establish a national 
reputation for innovation and customer 
service. It will double its current size 
by the end of the Strategic Plan period. 
We will aim to retain our high standard 
of service and accreditation throughout 
this substantial growth period

    We will focus on improving performance 
on voids and arrears alongside an 
ongoing investment in our technology, 
infrastructure, staff and Non-Executive 
Team. This will ensure we have the right 
equipment, skills and experience to 
deliver our Strategic Plan.

Turnover last year was around £78 million 
with an £11 million surplus after we paid 
all of our costs. This surplus makes sure 
we can meet our ongoing commitments and 
achieve our aims.

We will deliver 250  
new homes each year.

Stronger 
organisation 

Strategic aim six - Stronger organisation



Using digital technology 
We continue to invest in digital technology 
and automated processes to create 
efficiencies and Value for Money. During the 
year, more than 620,000 pages were viewed on 
the website, a 9% increase on last year. The 
number of online rent payments rose by 24% 
to 28,774 online rent payments, and 1,576 
repairs were reported online, a 10% increase 
on last year.

We also received 10,098 contacts via our 
live chat service, a 63% increase on last 
year and a 166% increase compared to 
2016/17. This shows that customers are 
finding this service convenient and reliable. 

Our new online tenant account area launched 
in March 2019. This enables customers to 
book, amend and cancel their own repairs 
appointments, view their rent statement, 
contact us and manage their tenancy. There 
were more than 8,500 page views of the new 
tenant account in the first two weeks of 
going live. Over 1,300 tenants have signed 
up so far.

Our frequently asked questions section 
of the website, launched in April 2017, 
continues to be popular and this, along  
with establishing other digital contact 
channels, has contributed to a 9.18% 
decrease in phone calls on last year. 

Our self-serve area received more  
than 93,390 page views, an increase  
of 55%. This has helped to reduce 
telephone and email contact, and has  
led to a faster response to queries  
for customers.

In summer 2018, we introduced a new 
electronic auto-stock replenishment 
system, which has been a great success. 
The system has helped to speed up our 
repairs process and improve our first-time 
fix rates.

To improve the way we work with 
contractors, we have launched a portal 
that enables third parties to view and 
vary orders. This project also led to  
VAT savings on eligible works. 

And we delivered the second phase of  
our project to support Progress Lifeline 
staff working in the field. Automation has 
significantly reduced costs associated with 
administration and manual processes, while 
improving our rigorous approach to the 
General Data Protection Regulation (GDPR).

.

The number of online  
rent payments rose by  
24% to 28,774.
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An efficient lettings service
This year we have made significant 
improvements in the time taken to  
relet our homes. 

We have done this by fully embracing our 
one team ethos, reviewing and improving 
our end-to-end void processes, creating 
a new suite of performance reports and 
exploring new routes to market such as 
using social media. As a result, we have 
reduced our average void time for our 
general needs and independent living 
properties by 10 days, to 24.3 days.  
This means we can provide homes to those 
who need them more quickly, whilst 
reducing rent loss. 

We remain focused on providing good-
quality homes which meet, or exceed, our 
customers’ expectations. Our tenant void 
inspectors continue to give us insight 
from a customer’s perspective, and we 
monitor the quality of our relet service 
through our new tenants’ survey.

Maximising income 
The prevention and management of rent 
arrears continues to be a priority for us. 
Evidence suggests that early intervention 
is the most effective way to help 
customers sustain their tenancy and ensure 
that rental debt is given a high priority.

The Financial Inclusion Team contacted our 
tenants on 2,753 occasions during 2018/19 
and supported them in obtaining £463,382 
of benefits.

To help manage the impact of welfare 
reform, we work in partnership with the 
Department of Work & Pensions and we have 
‘Preferred Landlord Status’ which enables 
us to work closely with our tenants to 
assist them with their Universal Credit 
applications.  

Since 2012 under occupancy benefit 
reductions were applied to those under 
occupying their homes. In total we have 
worked with 1,398 households who have been 
affected. We have maintained a proactive 
approach and continue to employ an under 
occupancy officer within the Group. We have 
assisted 243 tenants to downsize their 
property. In total the number of tenants 
under occupying has decreased to 354 
tenants as at 31 March 2019.

We remain focused on providing 
good-quality homes which meet, 
or exceed, our customers’ 
expectations.
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Creating safe places to live
We continue to lead the way with our 
innovative approaches to creating safe  
and healthy communities. Our award  
winning witness support service supported  
11 customers to take a stand against  
anti-social behaviour. Last year we  
tackled over 600 cases of anti-social 
behaviour. 

The Community Safety Team successfully 
applied for 17 access injunctions as 
we continued to work towards making our 
properties as safe as possible by carrying 
out gas and electrical safety checks in  
a timely manner.  

Partnership working 
We understand that we alone are not 
equipped to deal with all aspects of 
anti-social behaviour. Close partnership 
working arrangements are necessary at 
both strategic and operational levels, 
if long-term sustainable solutions are 
to be achieved. However, we can see the 
broader landscape of lessening resources 
for external voluntary and statutory 
agencies becoming a continuing challenge 
to partnership working. In particular 
the reduction of resources within 
neighbourhood policing and county council 
support services is having a significant 
impact on our service. Partnership working 
enables us to take a targeted approach 
which often results in the prevention 
and remedying of anti-social behaviour. 
Staff take a lead role in multi-agency, 
anti-social behaviour meetings which risk 
assesses the behaviour and vulnerability 
of both the perpetrators and victims of 
anti-social behaviour. 

We have contributed by attending 107 
partnership meetings with Lancashire 
Constabulary throughout the past financial 
year in an effort to pool resources to 
bring cases to a close in a timely manner. 
In addition we attended and contributed 
to 79 multi-agency meetings and these 
included Team around the Family, Child 
Case Conferences and Mental Health 
meetings. Attendance at these meetings 
reduced the chances of legal action being 
taken against those tenants whose tenancy 
was at risk due to anti-social behaviour. 

Community safety team officers have 
attended several external training days 
promoting partnership working. This 
included a Safety In The Home event 
provided by Lancashire Fire and Rescue 
Service, alcohol and advice training 
provided by Inspire, and Life of a  
Tenancy training provided by one of the 
law firms we work with. In addition to the 

‘out of hours’ work, we conducted 101 home 
visits during office hours with the local 
police in South Ribble and on the Fylde 
coast, more than doubling last year’s 
figures, which is a further indication of 
continuous improvement in partnership 
working.

Critical tenancy  
support service 
Continuing for a second year, Key 
Unlocking Futures, in partnership with 
Progress Housing Group, supported 129 
tenants to maintain their tenancy and 
avoid losing their home. Two support 
workers deliver the critical tenancy 
support service which is available to 
those tenants of Progress Housing Group 
who are in imminent danger of losing their 
tenancy due to rent arrears or anti-social 
behaviour issues.

The Financial Inclusion Team 
contacted our tenants on 2,753 
occasions during 2018/19 and 
supported them in obtaining 
£463,382 of benefits.

Corporate Annual Report April 2018 — March 2019

Partnership working enables us to  
take a targeted approach which often 
results in the prevention and  
remedying of anti-social behaviour. 



Hi, I’m Adam

www.progressgroup.org.uk/adam

Watch my story

“Being part of the trainee 
programme is helping me 

take steps forward to 
achieve my ambitions”

This is my story

As part of our commitment to creating 
a stronger organisation, we teamed up 
with Together Housing and the Housing 
Diversity Network to pioneer Achieving 
and Harnessing Board Diversity, an award 
winning pilot programme which aims to 
identify the next generation of influencers 
from all walks of life and develop them 
into candidates for a board-ready talent 
pool. For Adam, a commercial director and 
entrepreneur, the programme offered a 
unique opportunity to gain valuable new 
business skills, bring a fresh perspective 
to the boardroom, and influence discussions 
around social value that he felt 
passionate about. 
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https://twentyfive.progressgroup.org.uk/case-studies/adams-story/


4948

Corporate Annual Report April 2018 — March 2019

Operating
review

Financial performance  
for the year
Our financial performance for the year 
continues to be strong in all areas. 
Turnover increased by £3.9 million or 
5%, due to a £0.8 million increase in 
rental income, £1.2 million increase in 
development for sale on shared ownership 
activity, Progress Lifeline income 
£1.1 million, and £0.2 million on Key 
Unlocking Futures Limited new contracts. 
Operating costs increased by £2.7 million 
or 5% mainly due to increased management 
employee costs. Cost of sales has 
increased by £0.9 million, a direct result 
of increased levels of shared ownership 
sales activity. Our operating surplus 
stood at £18.8m compared to £18.5 million 
last year increased by new contracts 
in Progress Lifeline and Key Unlocking 
Futures Limited. The surplus after tax 
increased by £2.8 million to £10.8 million 
due to the surplus on disposal of the 
commercial element of property, and the 
reduction in interest payable as a result 
of the repayment of loans.

The surplus on cash flow from operating 
activities was £27.6 million which financed 
loan repayments of £12.5 million during 
the year. 

Net tangible fixed assets increased by £2.7 
million to £515 million. The Group’s share 
of the pension fund deficit for both the 
Local Government Pension Scheme (LGPS) and 
Social Housing Pension Scheme (SHPS) is 
£10.6 million. Reserves increased by £13.1 
million due to the surplus made in the 
year and movements in pension liabilities 
through other comprehensive income. The 
Group had £262 million net assets at the 
end of the year. 

 

Statement of  
Comprehensive Income
 
Turnover

Operating surplus

Interest and financing costs

Surplus after tax

Historical cost comprehensive income

Statement of cashflows

Cashflow from operating activities

Net cash flow for the year after  
investing and financing activities

Statement of financial position

Tangible Fixed Assets

Long-term liabilities

Reserves

Key ratios and indicators

Operating margin

Interest cover

Gearing

2018

£000s

77,951 

18,797 

(8,947)

10,786 

15,047 

27,582 

(3,630)

514,714 

252,207 

261,808 

 

24%

319%

45%

2017

£000s

74,072 

18,476 

(10,172)

7,991 

13,061 

27,694 

11,559 

512,002 

268,570 

248,712 

 

25%

274%

47%
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The companies within Progress Housing 
Group that are registered providers of 
social housing operate on a single board 
structure. 

The companies within this structure are:

Progress Housing Group Limited  
(Parent company)

Progress Housing Association Limited

The above companies are registered with 
the Financial Conduct Authority under 
the Co-operative and Community Benefit 
Societies Act 2014. The Parent company 
is registered with non-charitable Rules 
and Progress Housing Association Limited 
is registered as an exempt charity. The 
board has a number of sub-committees to 
which certain areas of responsibility are 
delegated, for example Audit Committee. 
The board has the ability to create 
working parties with specific terms of 
reference to deal with particular tasks 
and projects. Progress Housing Association 
Limited trades as Progress Housing Group.

In addition to the above there are  
three other Group companies:

Key Unlocking Futures Limited is a company 
limited by guarantee without share capital 
and a charity registered with the Charity 
Commission. Key Unlocking Futures Limited 
has a separate board of trustees that 
operate independently of the registered 
provider companies. Key Unlocking  
Futures Limited’s board also includes  
a representative from the Parent board. 

Concert Living Limited is a company 
established to deliver homes for outright 
sale and has a separate board, which 
operates independently of the registered 
provider companies. The board includes two 
representatives of the Parent board and 
two members of the Group’s Executive Team 
in addition to independent members.

New Progress Housing Association Limited 
is a dormant non-trading company that sits 
within the Group structure.  

Both Key Unlocking Futures Limited and 
Concert Living Limited operate within 
a legal framework that joins them into 
Progress Housing Group. This structure 
provides a degree of separation between 
the elements of the business that are 
regulated by the Regulator of Social 
Housing (RSH) and those are subject to 
other forms of regulation, for example  
by the Charity Commission.

All of the boards have adopted a code 
of governance appropriate to their area 
of operation, which they adhere to 
and compliance is tested on a regular 
basis. The Group also has an adopted 
form of compliance reporting that covers 
regulatory, legal, statutory and other 
compliance related matters.

For further information on the Group’s 
legal structures, non-executive directors 
and other governance information, please 
visit our website  
www.progressgroup.org.uk

Janet Hale 
Group Chair - Parent, PHA 

Sallie Bridgen 
Parent, PHA,  
R&N Deputy Chair

Andrew Greenhill 
Parent, PHA, R&N, CLL

Phil Hodgett 
Parent, PHA

Lauren Liles 
Parent, PHA, AC

Maggie Shannon 
Parent, PHA, R&N

Isla Wilson 
Parent, PHA

Nigel Wright 
Deputy Chair Parent,  
Deputy Chair PHA, CLL

Nicola Bevan 
Parent shadow non-executive 
director, PHA shadow  
non-executive director

Gavin Cawthra 
Parent shadow non-executive 
director, PHA shadow non-
executive director

Kaye Grogan 
Independent - R&N Chair, Key

Brian Ricketts 
Independent - AC Chair

Suzanne Horrill 
Independent - AC

Deborah Shackleton 
Independent -  
AC Deputy Chair

Geoff Fogden 
CLL Chair

Gwynne Furlong 
CLL Deputy Chair

Lynne Cubbin 
Key Chair

Anne-Marie Bancroft 
Key 

Jacqui Cross 
Parent, PHA

Paul Moss 
Parent, PHA, Key

Ronald Barham 
Key

Michelle Hallmark 
Key

Violet Barnard 
Key

Tom Neely 
Key

Thank you
The boards and Executive Team wish to thank the following non-executive directors 
and trustee directors, who have stood down during the year, for their commitment and 
dedication to the group: Dawn Astin, Malcolm Clarke, Robin Talbot and Phil Webster.

Key
•  Parent 
Progress Housing 
Group Limited

•  PHA 
Progress Housing 
Association Limited

•  Key 
Key Unlocking  
Futures Limited

•  CLL  
Concert Living Limited

•  AC  
Audit Committee

•  R&N 
Remuneration & 
Nominations Committee

Governance Boards and 
committees
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Progress Housing Group Limited  
Sumner House, 21 King Street, 
Leyland, Lancashire, PR25 2LW 

w: www.progressgroup.org.uk  
e: enquiries@progressgroup.org.uk  
t: 03333 204555 

Key Unlocking Futures Limited 
Sumner House, 21 King Street,  
Leyland, Lancashire, PR25 2LW  
(principal office: 2 Balfour Court, 
Leyland, Lancashire, PR25 2TF)

w: www.keycharity.org.uk  
e: help@keycharity.org.uk 
t: 01772 678979 

Concert Living Limited 
Unit 7, Balfour Court, Leyland, 
Lancashire, PR25 2TF 

w: www.concertliving.co.uk  
e: enquiries@concertliving.co.uk   
t: 01772 810250

Organisational 
structure

Progress 
Housing 
Group 
Limited

Audit 
Committee

Scrutiny
Pool

Remuneration 
& Nominations 
Committee

Executive 
Board

Financial 
Appraisal 

Team

Progress 
Housing 

Association 
Limited

Key 
Unlocking 
Futures 
Limited

Concert 
Living 
Limited

Andy Speer 
Executive Director

Bernie Keenan 
Deputy Chief Executive  
& Executive Director

Debbie Atherton 
Deputy Executive Director 
and Company Secretary

Tammy Bradley 
Deputy Executive Director

Jacqui De-Rose 
Group Chief Executive

Our  
Management  
Team



March 2018, Progress Housing Group was 
awarded the Northern Regional Tenant 
Participation Advisory Service (Tpas) 
award for Excellence in Engagement in 
Supported Housing. 

April 2018, Progress Housing Group was a 
finalist in the Northern Housing awards for 
the resident support/advice programme of 
the year category, for its joint critical 
support service with Key Unlocking 
Futures. 

August 2018, The Group was a finalist at 
the GovNewsDirect Paperless awards in 
the best small scale digital application/ 
project category, for our introduction 
of a digital solution for the Progress 
Lifeline Emergency Home Responders 
service. 

October 2018, Women in Housing awards 2018 
- The Progress Futures Team were a finalist 
in the Best Apprenticeship Scheme category 
and Debbie Atherton, Deputy Executive 
Director of Finance, was a finalist for the 
Finance Professional of the Year award. 

 
 
 

September 2018, Progress Lifeline’s Head 
of Technology Enabled Care Support (TECS) 
services, Loraine Simpson was a finalist in 
the International Technology Enabled Care 
(ITEC) awards, Individual TEC leadership 
category.

November 2018, The Progress Lifeline 
service along with Lancashire County 
Council and Tunstall Healthcare UK won 
the Public-Private Partnership category 
at the 2018 Laing Buisson awards, for 
their innovative social care scheme that 
supports more than 9,000 Lancashire 
residents. 

March 2019, The Progress Lifeline service 
was a finalist in the 2019 Red Rose Awards, 
Health and Care Business category.

March 2019, Our Achieving and Harnessing 
Board Diversity Scheme, which is being 
pioneered by the Group and Together 
Housing Group in partnership with Housing 
Diversity Network, was a finalist in the 
Best Diversity Scheme category of the 
24Diversity in Housing awards.

Awards
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  Disability Confident - Committed

  ISO9001

  Investors in People

  TSA Platinum member

  Living Wage

  Gas Safe

  NICEIC approved contractor

Accreditations



Progress Housing Group 
Sumner House 
21 King Street 
Leyland  
Lancashire  
PR25 2LW

t: 03333 204555 
e: enquiries@progressgroup.org.uk 
w: www.progressgroup.org.uk

Follow us on Twitter  
@ProgressHG

LinkedIn 
www.linkedin.com/company/ 
progress-housing-group




