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Your annual tenant review tells you how we 
performed last year. It provides an overview 
of all of the services we deliver at Progress 
Housing Group, highlighting some of our  
main achievements and telling you about  
our plans for the future. It also has some  
great stories from you about what it is like 
living in your home. 

You can view the review on our website  
www.progressgroup.org.uk/tenant-annual-reports

Key highlights
It is our 25th anniversary this year, and so far, it has been a hectic year! 

Your feedback is important to us as we use this to improve our services continually. 
If you would like to get involved, email  community@progressgroup.org.uk, go 
online at  www.progressgroup.org.uk or speak to a member of the Progress 
Involvement Team on  03333 204555.

81.6%  
of tenants satisfied with the 

overall service provided  
by Progress Housing  

Group

Over 

45,000 
repairs  

completed

£22.6 million  
spent on improving 
and maintaining our 

homes

 £11.1 million   
spent on building  

new homes

1,385  
planned improvements  

completed

85  
new homes built for general  

needs, supported living  
tenants and low-cost  

home-ownership 

Ensuring Value 
for Money 
(VFM)

Rent review 
2020

Each year, we undertake a 
detailed assessment of how  
we are performing and how  
we plan to continue to deliver 
Value for Money. 
We report on measures set by the 
Regulator of Social Housing (RSH) in its 
VFM Standard 2018. We also report on 
some of our own, additional standards.

Every year we review your rent and 
service charges. The government and 
the rent standard sets out how your rent 
is to be calculated and what increases 
can be applied, which this year will use 
the Consumer Price Index in September 
(1.7%) plus 1%. For this year your rent 
will increase by 2.7%.
For service charges we look at what 
has been spent in the previous year 
and review our costs to ensure we are 
providing the best value for money. We 
base our charges on what it costs us to 
provide the service. For some service 
charges (such as gardening) we have 
a fixed price so our charge is based on 
that. For all our service charges we apply 
a small administration charge to cover 
the costs of managing these services.
We will be writing to you shortly with 
the details of our rent review. The new 
rent charge will be applied from April 
2020. It is important that you check the 
letter. Although we will notify Housing 
Benefit of the new charges, it is your 
responsibility to ensure that you get 
the Housing Benefit you are entitled to. 
Please remember that you can register 
on our website to view your rent account 
and service charges at any time. Please 
visit  www.progressgroup.org.uk/
activate.
If you have any queries following the 
letter you receive, please do not hesitate 
to contact us on  03333 204555.

Scrutiny 
update
Your Scrutiny Pool is made up 
of customers from across our 
communities, who volunteer 
their time to work with staff and 
an independent consultant to 
look at how services can be 
improved.
In July, the Scrutiny Pool reviewed the 
complaints and feedback process. This 
review was completed in November and 
has been shared with those customers 
involved. It will be presented to the 
Scrutiny Pool at the quarterly meeting on 
30 January.

The Scrutiny Pool is now reviewing 
letters sent to customers to arrange 
periodic electrical testing and annual 
gas servicing. This review will be 
completed in January 2020.

Here is an update on previous 
reviews:

 Fire Safety Process - the review 
made six recommendations. All 
recommendations are now complete.

 Progress Lifeline - the review made 

ten recommendations. All of these are 
now complete except one. The final 
one relates to a self-install option which 
will be offered to customers. Work is 
underway with this and is expected to 
be completed before March 2020. 

 Supported living annual review form 
- six recommendations were made and 
are due to be implemented by March 
2020.

You can also read the completed  
reports by visiting our website  

 www.progressgroup.org.uk/scrutiny.

Other scrutiny activities

Between July and September 2019 the 
following activities were carried out by our 
volunteer customers:

 Eight mystery shopping phone calls 

 26 mystery shopping live web chats. 
(See page seven for more information 
on live web chat).

The mystery shopping forms are available 
to all customers to print off from the 
website  www.progressgroup.org.uk,  

so why not fill one out next time you 
make contact by phone or live web 
chat and forward it on to the Progress 
Involvement Team.

Volunteers also carried out one void 
property inspection and 12 estate 
appearance inspections.

Future meetings of the Scrutiny Pool

Following a discussion at the last 
meeting of the Scrutiny Pool, we are 
planning to hold the next quarterly 
meeting at two different locations 
and link them by computer. We are 
hoping this will help us to explore how 
customers can be involved in attending 
future meetings from different areas  
by computer.

Find out more

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.

You can read or download a copy 
of our latest ‘Value for Money’ 
position statement by visiting  
this page on our website   
www.progressgroup.org.uk/vfm/.

Supported Living Forums
Progress Housing Group 
organise Supported Living 
Forum meetings to enable 
supported living tenants to  
tell us what they think about  
our services. We use feedback 
from the forum meetings to 
make our services better.
Forum meetings provide an excellent 
opportunity to ask other housing-
related questions while also enjoying 
refreshments with other supported living 
tenants and making new friends. 

Please see below for the next forum 
meeting dates. If you would like to join  
a group or start one up, please speak to 
Alan Greig, Progress Involvement Officer, 
on  03333 204555, or contact us by 
email on  community@progressgroup.
org.uk.

Forum meeting dates for 2020
Tyne and Wear Newcastle Forum  
6 April, 6 July, 12 October
Liverpool Forum 24 April, 10 July,  
23 October
St Sebastians Forum 9 April, 9 July,  
8 October
Mansfield Forum 6 February, 7 May,  
6 August, 5 November
Leicester Forum 17 February, 18 May,  
17 August, 16 November
North West Forum 28 February, 29 May, 
28 August, 27 November
Doncaster Forum 5 March, 18 June,  
17 September, 17 December
Bassetlaw Worksop Forum 25 March,  
24 June, 23 September, 9 December
Farnworth Bolton Forum 9 March, 8 
June, 7 September, 7 December

David & 
Trevor

Jean,  
Katie, Julie & 

Becca

Jenny & 
Anna 

Your annual 
tenant review
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Focus on safety 
in the home 

Electrical safety
As a Landlord, we must 
carry out regular checks 
on electrical installations in 
your home. This test is called 
an Electrical Installation Condition Report 
(EICR) and takes around three hours to 
complete.

We will undertake a test at least every 
five years or sooner if needed.

We carry out these tests to make sure 
the electrical installations in your home 
are safe and sound. It is essential that 
you allow us access to your home to 
do the test. The service is free and will 
ensure your safety. If you receive a letter 
from us, please contact us as soon as 
possible to arrange an appointment. 

✓ If a wire or plug looks damaged, then 
do not use it

✓ If there are scorch marks around a plug 
on the wall, then do not plug anything 
into it

✓ Do not plug more than one thing into 
each socket

✓ Switch off and unplug items when you 
are not using them

✓ Make sure that wires are not tangled. 
When a wire is tangled, and electricity 
is running through it, the wire can get 
extremely hot and start a fire

✓ When you are not in the room make 
sure you turn off your fire or electric 
heater

✓ Do not leave your fire or electric heater 
on overnight

✓ Do not leave anything close to a fire  
or heater

✓ If you have a portable electric heater, 
then make sure you do not position it 
right next to a wall or piece of furniture

✓ If you use an electric blanket, then 
make sure you switch it off before you 
go to bed

✓ We would recommend that you  
do not use candles and do not  
smoke inside.

Gas safety
As a Landlord, we must 
carry out safety checks 
every year on the gas 
appliances in your home. We 
must ensure that all our appliances, flues 
and pipework are effectively maintained 
and safe.

We will contact you ten months after  
your last safety check to make sure  
we have plenty of time to arrange and 
carry out the checks. However, it is 
important you allow us access to your 
home to carry out these checks and 
contact us straight away if you need  
to rearrange an appointment.

Once we have carried out the safety 
check, we will provide you with a 
certificate to state your appliances  
are safe.

Loft space
If you have a loft space 
(or attic) in your home, 
we strongly recommend that 
unless you have had safety 
boards fitted, you do not attempt to enter 
the space. You could accidentally fall 
through your ceiling and hurt yourself, you 
could damage your home, or you could 
come into contact and dislodge insulation 
materials which keep your home warm 
in winter. Please do not climb into loft 
spaces and attics.

Asbestos
As a Landlord, we are 
responsible for keeping 
you safe from any asbestos-
containing materials (ACM). 
Asbestos is safe as long as 
it isn’t disturbed. To make sure your 
home is safe, we will check for asbestos 
before carrying out any major repairs or 
improvements to your home. We also 
ask that you let us know before you make 
any alterations to your home as not only 
do you need permission before carrying 
out any works, but you could disturb 
asbestos and put yourself at risk. Here 
are some helpful tips to keep you safe:  

✓ Always let us know before doing any 
repairs to your home

✓ Do not drill, sand or scrape anything 
that you think may contain asbestos

✓ Always soak wallpaper before removing 
(if you can, use a steam stripper)

✓ Do not remove any textured coatings 
from your ceiling

✓ Do not attempt to remove old floor tiles; 
simply put your new flooring over them.

Legionella
Legionella is the name given to a group 
of bacteria that is found in almost all 
water sources, including streams, 
rivers and lakes. It can also be found 
in soil, compost and mains water and 
it can sometimes enter domestic water 
systems.

Low concentrations of legionella are 
generally not harmful. It is only dangerous 
if the conditions are right for the bacteria 
to grow and if you inhale water droplets 
from a contaminated water system.

The bacteria can cause a number 
of infections, most of which are 
not severe, however, this includes 
Legionnaires’ disease, which in  
some cases can be fatal.

Contracting Legionnaires disease is 
extremely rare in the UK, and we carry 
out risk assessments to minimise the 
chances of that happening. You can 
help to keep your water supply safe by 
following our top tips below:

✓ Run your taps and shower regularly – 
at least once a week and if you have 
been away from home, run your taps 
for a few minutes before using the 
water

✓ Make sure you regularly descale your 
taps and showers 

✓ Make sure you set your hot water 
cylinder to at least 60 degrees or 
above.

It is essential that we carry out these 
safety checks, not only because 
we have a legal obligation to do so 
but because, although very rare, 
people can become very poorly and 
have died from carbon monoxide 
poisoning caused by faulty gas 
appliances.

Keeping your  
house safe and  
warm this winter
Don’t be a victim of burst pipes.
If possible keep your heating on and set 
your room thermostat to 21°C or 70°F 
throughout the day. If you leave your 
house, set the room thermostat to 18°C. 
If you go away for any length of time, turn 
off your water supply at the stop tap and 
open all the taps. This will prevent your 
pipes from freezing in the cold winter 
temperatures.

Damp and condensation
Damp and condensation can cause 
structural damage to your home as well 
as making any health problems you 
have worse. To keep your home free 
from damp and condensation, follow the 
helpful hints below:

✓ Keep your home warm – it is better 
to have your heating on at a low 
temperature for extended periods

✓ Wipe off any condensation (water) that 
forms on any window and surface

✓ Improve the ventilation in your home 
by opening your windows whenever 
possible – especially if you are cooking, 
bathing or drying clothes

✓ Never dry clothes indoors or put 
clothes on radiators – this can create 
up to five litres of water in the air

✓ Do not block your radiators/heaters  
or air vents 

✓ Keep lids on pots and pans when 
cooking and keep your door closed

✓ If you have an extractor fan in either 
your kitchen or bathroom, use it when 
cooking or bathing

✓ If you use a tumble dryer with a vent 
make sure the external vent/hose leads 
outside your home.

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 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.

Your safety is our top priority, and we work very hard to ensure that you are 
safe and secure in your home. In this edition of Progress People, we give you 
some top tips and handy hints on how you can help to keep yourself safe.

See the Person update 
How often have you felt you have 
been looked down upon when 
you have told someone where 
you live? You are not alone. 
The stigma of living in social housing is 
not a new one. It is not helped by the TV 
programmes we see which show only 
the bad sides of social housing. The 
media never shows the good side of 
living in social housing. People don’t see 
the community spirit and certainly do not 
highlight the amazing things which social 
housing community groups do every 
day. The different events in the various 
community centres and independent 
living schemes are not reported in our 
newspapers, but they are making a huge 
difference.
In the spring issue of Progress 
People, I talked about the campaign 
to tackle stigma which was called 
Benefit to Society, but is now called 
‘See the Person’. Many people said 

they struggled with the name ‘Benefit’ 
because they saw it as being linked 
to ‘benefits’. It was decided among 
our members that it would be better to 
change our name.
In January this year, the different groups 
of social housing representatives 
supporting this campaign set up a 
‘steering’ group to lead the campaign. 
Each group asked for nominations to 
sit on this panel and I was voted on to 
represent Progress Housing Group 
There are 15 of us on the group, and we 
are just starting to get together to meet 
and sort out the aims and objectives of 
See the Person. Our overriding aim is to 
stamp out the stigma which surrounds 
social housing.
We met on 20 June with the Shadow 
Minister, representatives from the media 
and various Housing organisations to 
discuss our aims. They pledged their 
support, but want us to be clearer in 

what we want from them. We continue to 
meet to develop our campaign.
In the meantime, we need your stories. 
Many of you will have encountered times 
when you experienced negativity in 
some shape or form because you lived 
in social housing. Only recently it was 
in the newspapers that some children 
were not allowed to play in a children’s 
playground because they lived in the 
social housing estate while the children 
they played with at school were allowed. 
What are your experiences? We all have 
our own story to tell. If you would like  
to share your story, you can contact  
me through Progress Housing Group  
or go to  seetheperson.org and email  

 seetheperson@gmail.com with  
your story.
If you want to know any information  
at all, just get a message to me through 
the Progress Involvement Team on  
 03333 204555.

Remember! There are lots of ways 
you can help keep safe in between 
these tests and we have listed some 
of them below.

by Fiona, tenant at Progress Housing Group
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Out and about

I enjoy volunteering
“My Name is Kevin, and I live in Chorley. I volunteer for the Royal Society for the Prevention of 
Cruelty to Animals (RSPCA) charity shop in Chorley. I help out in the shop, checking clothes for  
sale. I like doing it as I like talking to people. Volunteering is important as it gets me out of the house”. 

“My name is Glen, and I live in Darwen. I like collecting coins because the ones I collect are 
limited edition. I get them from different people who collect them and from the royal mint. I like the 
designs and pictures on them, and I swap with people if I am after a certain coin. I like showing 
them to all my friends, and I keep them on show in my flat. They are a good conversation piece”. 

I'm a keen numismatist (coin collector)

I love travelling
“My name is Linda. I live in Garstang, and I went on a cruise with my friend. I went for ten 
days, and it was a great experience. I visited lots of places, and it was very warm. I had lots of 
nice things to eat and the best experience I had was getting on and off the ship as they used a 
crane to do this for me…it was very high and an uplifting experience”.

If you have a job, hobby or sport you like doing, we would love to see a photo. Send your photo to the address 
on the back page, along with your name, address telephone number and a short description of what you are 
doing in the photo. Your support worker may help you with this. You might see yourself in the newsletter!

Winner of outstanding achievement award
“Hi, my name is Colin, and I live in Newcastle. I have lost nearly eight stone over the last three 
years. I went to the doctors, and they warned me that I was at risk of heart disease and diabetes 
due to my weight. Together with staff, I worked out an eating and exercise plan, which I have 
followed, by eating healthier, going swimming and taking regular walks. I always treat myself  
with a takeaway and beers on the weekend, but during the week, I follow my plan. I am a lot fitter 
now and even won an outstanding achievement award for my weight loss at my support provider,  
New Prospects’ annual tenant awards.

Soup Dragon helps community 
projects with funding

We held our second Soup 
Dragon’s Den event in November 
at our community centre at 
Lower Lane, Freckleton.
Despite the horrendous weather, lots of 
you attended and joined us in enjoying 
homemade soup and crusty bread 
followed by fruit crumble and custard.
Three local community-based projects 
presented fantastic pitches for funding. 

The voting could not have been closer 
with two pitches receiving precisely the 
same number of votes, with the third 
pitch being only three votes behind. 
The joint winners were The Base 
Community Café and UkeLeylanders.  
As the voting was so close, we agreed  
to fund Lytham Tae Kwon-Do half of what 
they applied for.
On the night a total of £2,300 was 
awarded to these groups.

Find out more

Our Soup Dragon will be visiting 
again in spring, so keep an eye out 
on our Facebook page,  www.
facebook.com/Progress StreetTalk, 
for further details.

Another great year for the 
gardening competition saw tenants 
from across the country showing 
off their hard work. Your gardens 
are a joy to see and make such a 
difference to our communities.

Our judging panel of nine customers 
were delighted to see that the quality of 
the gardens was again, very high this 
year. This is great to see, though it does 
make the judging decisions very difficult! 

It was particularly good to receive  
entries from people who are new to 
gardening as well as those who have 
more experience.  

We held two prize giving events this 
year, one in Leyland and one in Leeds, 
to try and make it possible for everyone 
to attend and to be recognised for their 
hard work.

This year we had entries from 11 of 
our supported living properties, in the 
following categories:

Gardening Competition 2019
 Shared garden

 Front garden

 Rear garden

 Container garden

 Edible garden.

This is the most entries we have ever 
received from our supported living 
customers, so well done everyone for 
taking part. Everyone who entered 
received a certificate to say thank you  
for all their hard work.

Jeffrey and Penny 
pictured with Annette 

Stevens, Progress 
Housing Group 
Service Director 

(Supported Living)

John pictured 
with Annette 

Stevens

Pat and Michele 
pictured with 

Annette Stevens and 
Daniella, Progress 
Involvement Officer

Michael pictured 
with Annette 

Stevens

Live web chat
Live web chat is one of the 
ways you can contact us. 
How do I start a webchat? 
Go to our website  www.progressgroup.
org.uk. A ‘Chat with us’ message will 
pop up in the bottom right-hand corner 
together with a pink circle symbol with a 
speech bubble in it. 

When you hover your mouse over this 
circle, the icon changes to a pen. 

Click on this, and a message box pops 
up saying ‘Hi there’. Tell us your name 
and enter your message and then click 
the right arrow in the pink circle. The 
message will then go to a member of the 
Progress Connect Team who will then 
reply immediately.

Once you have used live web chat, we 
would love to hear from you about your 
experience, John, used it recently, and this 
is what he had to say:

I used web chat, where I asked  
an operative to get someone out  
to look at my window. Dial a 
handyman came out to replace 
my window, and it was done 
really quickly. I felt that I had been 
listened to.

If you would like some training on  
how to use live web chat please contact 
the Progress Involvement Team on  
03333 204555. 

To submit feedback about our live  
web chat service, you can go to our 
website  www.progressgroup.org.uk 
and print off the mystery shopping live 
web chat form: 

 www.progressgroup.org.uk/media/ 
1543904/web-chat-mysteryshopping-
form-3419.pdf, so why not fill one out  
next time you make contact with us  
using our live web chat.

The completed form can then  
be forwarded on to the Progress 
Involvement Team, email   
community@progressgroup.org.uk.



Question 1 
Former Liberal Democrat leader Paddy 
Ashdown served in which branch of the UK’s 
special forces?
Question 2 
Belinda Lang and the late Gary Olsen starred 
in which 1990s UK TV Sitcom?
Question 3 
Which Mountain pass in The Alps links 
Austria and Italy?

Question 4 
By what professional name is US singer and 
actress Stefani Germanotta better known?
Question 5 
Which Island off the Northumberland coast is 
known as Holy Island and is also the name of 
a Newcastle-based pop group?
Question 6 
Which American film actress is also a 
current English Baroness?

Question 7 
In the 9th Century AD, which essential 
ingredient used in the making of beer was 
used for the first time?

Brain-teasers

Useful addresses 
and telephone 
numbers

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

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

 03333 204555 
 www.progressgroup.org.uk 
 enquiries@progressgroup.org.uk

 Leeds office 
Progress Housing Group  
New Pudsey Court, 101 Bradford Road, 
Pudsey, Leeds, LS28 6AT

 Office opening hours: 
Monday to Friday 9am-5pm  
LiLAC tenants  0345 241 6041 

 Online tenant account 
Visit our website  www.progressgroup.
org.uk to set up and activate your tenant 
account. If you have already set up your 
tenant account you can log on to it via 
the website.

 Repairs 
There are now a number of different 
arrangements for repairs, so please 
check with your Supported Living 
Housing Officer to find out about the 
correct telephone number to ring.

Remember: Repairs lines are usually very 
busy first thing in the morning. If your 
repair is not urgent please try phoning 
after 11am. You can report repairs online 
24 hours a day!

This newsletter is available in audio CD, large 
print, Braille or an alternative language.

To request your alternative format please 
contact the Progress Involvement Team on 
 03333 204555 or write to us at our Head 
Office address (details above) or e-mail  
community@progressgroup.org.uk
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Answers
1: The Special Boat Squadron, 2: 2point4 Children
3: The Brenner Pass, 4: Lady Gaga, 5: Lindisfarne
6: Jamie Lee Curtis, 7: Hops

Competition time!
Congratulations to Shelagh of Leicester who is the competition winner 
of our ‘spot the difference’ competition run in the last edition of Progress 
People. Your £20 One4all voucher is on its way to you!
We are running a ‘spot the difference’ competition again in this newsletter as we received lots of 
competition entries. If you would like to be in with a chance of winning a £20 One4all voucher, 
please complete the spot the difference below and send your entry to Joanne Hodson, Progress 
Housing Group, Sumner House, 21 King Street, Leyland, Lancashire PR25 2LW. Good luck!

Deadline for entries is Friday 6 March 2020.
Name:
Address:

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

✂

Quiz questions, kindly supplied by David, one of our tenants.


