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We are very aware that due to the coronavirus, many of you will be house-bound 
due to the lock down announced on 23 March 2020 and are perhaps feeling 
anxious and scared, so we have compiled this edition of StreetTalk to take into 
account these extraordinary times.

Our priority is to keep you updated on any changes to service delivery on our 
dedicated coronavirus webpage www.progressgroup.org.uk/coronavirus, our 
Facebook page, and by email if we have your email address. Please make sure 
the contact details we hold for you are up-to-date. 

On page nine, we explain the alternative ways that you can stay connected with 
family and friends. Please be assured that you are not alone, and we will support 
you as much as we can. 

We have shared links on page 10 to wellbeing information and advice that you 
may find helpful at this time. We are adding more and more links to support you 
as we receive them on www.progressgroup.org.uk/coronavirus

We have also signposted you to websites with ideas to keep yourself, and your 
family occupied during these uncertain times. Make staying indoors fun and 
use this time to help yourself and others. Share your pictures and stories on our 
Facebook page, www.facebook.com/ProgressStreetTalk

Thank you, and please take care of yourself and each other.  
Stay home, save lives. 

Bernie Keenan 
Deputy Chief Executive & Executive Director (Services and Growth)
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Due to coronavirus, our offices 
are currently closed to visitors. 

You can still contact us in the 
following ways:

Progress Connect 
03333 204555  
Monday to Friday 8am-6pm

Live web chat  
Monday to Friday 8am-5pm

Emergency repairs  
03333 204555 
customercontactcentre@
progressgroup.org.uk 
www.progressgroup.org.uk

Website  
www.progressgroup.org.uk

Email  
enquiries@progressgroup.org.uk

@ProgressHG

www.facebook.com/
ProgressStreetTalk

How to contribute
If you would like to contribute to 
StreetTalk please contact Joanne 
Hodson, StreetTalk Editor,  
on 03333 204555 or email  
jhodson@progressgroup.org.uk 

If you would like this newsletter in 
audio, large letter format or digital 
only, please contact us.
(Urdu)

(Cantonese)

(Mandarin)

(Polish)
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Protecting your health 
while maintaining our 
services

We appreciate that for 
many customers, the 
current situation will be 
causing concern and 
challenges in managing 
not only personal home 
and family circumstances 
but also financial worries. 

With school closures and daily 
updates from the government, 
we are in a constant period of 
uncertainty which we appreciate 
is difficult for many people.

If you have any concerns  
about paying your rent,  
please do get in touch with us 
on 03333 204555 or using  
web chat via our website  
www.progressgroup.org.uk,  
so that we can support you 
and offer advice based on 
your circumstances. We will be 
flexible in considering payment 
options to ensure that your 
rent is paid and that this is 
affordable and reasonable in 
the circumstances. We have 
promised that no-one will be 
evicted because of the virus. 

Coronavirus
We have published a dedicated page on our 
website to provide updates on service delivery and 
the latest information on coronavirus (COVID-19) 
www.progressgroup.org.uk/coronavirus 
We are also posting regular updates on Facebook and Twitter. Please do get 
in touch with us if you have any queries or concerns by phone, web chat, 
Facebook messenger or email enquiries@progressgroup.org.uk.

We understand that this is a difficult time for everyone and we are doing our 
utmost to keep you updated and maintain services within government and 
public health England guidelines. We appreciate your continued support and 
cooperation.

Over the next few weeks, we will be working hard to 
prioritise emergencies and health and safety repairs.
We ask that you notify us when reporting an emergency or health and 
safety repair if anyone in your household is self-isolating. This is so that 
we can adapt the service according to your needs, protect our staff and 
prevent transmission of the virus. 

We especially ask that you continue to work with us in allowing access to 
complete essential work to your property relating to health and safety. This 
includes your annual gas safety checks and periodic electrical checks, 
amongst others, again notifying us if anyone in the household is self-
isolating in advance. 

Managing 
your 
finances

Furniture Matters - a free 
furniture removal scheme
We are sorry to advise that in light of the current situation with 
COVID-19, we have had to suspend our Furniture Matters service for 
now. We will let you know as soon as this situation changes. 
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Wade Hall skip day 
and litter pick
On a damp, wet February 
half-term day, armed with 
litter picks and black bin 
bags, volunteers braved the 
elements to clear the Wade 
Hall estate of rubbish and litter.  

There was a fabulous turnout, with 
over 40 volunteers setting off from 
The Place community centre.

Skips were located outside The 
Place community centre on Royal 

Avenue, at the top of Norfolk Close 
and on Wigton Road, and were 
soon filled to overflowing, requiring 
a further six skips to be organised.

Refreshments were available 
throughout the day, and everyone 
was rewarded for all their hard work 
by enjoying a hot lunch of hotpot or 
cheesy butter pie.

Thank you to everyone who took 
part!

Ask Alexa
Alexa is Amazon’s virtual, 
assistant. Alexa works using 
voice control. This means if you 
have an Alexa speaker, you can 
ask Alexa questions or make 
commands out loud, and she will 
respond through the speaker.

We have now launched our first 
Alexa skill. The skill enables 
you to ask Alexa a variety of 
things, including how to report 
a repair, whether your repair is 
an emergency, how to pay your 
rent, and how to register for your 
online tenant account.

There are two ways you can 
enable this skill:

1. Say ‘Alexa, enable Progress 
Housing Group’, or

2. Use the Alexa app to find the 
‘Progress Housing Group’ 
skill and enable it.

The skill is the first step for 
Progress Housing Group in 
investigating the use of smart 
voice devices, and we will look to 
add more to the skill in the future.

Name change
At The Forum meeting in 
February, we agreed to change 
the name of some of our 
customer involvement meetings. 
This is to make it a little clearer that 
the groups come together to hear 
what our customers have to say 
on particular topics, for example, 
the community you live in and 
the service delivered by Property 
Services. During these uncertain 
times we are currently looking at 
alternative ways to involve our 
customers. Please keep an eye 
out on our website and Facebook 
page. If you are interested or 
have a suggestion about how you 
would like to get involved, please 
contact the Progress Involvement 
Team by emailing community@
progressgroup.org.uk or phoning 
03333 204555.

Winners of the SRBC 'Business 
in the Community' award

April 2019 marked the start of our 2019/20 maintenance and 
improvement programme, and over the last year, we have spent 
almost £25 million improving and repairing your homes.

This is how the money was spent:

Planned improvements
Bathrooms, kitchens, electrical 
rewiring, heating systems, etc.

£6.0 million

Cyclical maintenance
Gas servicing, electrical 
testing, painting, energy 
efficiency works, etc.

£2.7 million

Responsive repairs
Day-to-day repairs, clearing and 
cleaning empty properties, etc.

£10.8 million 

Miscellaneous
Aids and adaptations, 
environmental improvement 
works, etc.

£5.2 million

TOTAL

£24.7  
million

Investing  
in your  
home

A huge well done to our Progress Futures and Progress Involvement 
Teams who recently became the very proud recipients of the ‘Business 
in the Community’ award from South Ribble Borough Council for 
their fantastic work within the South Ribble and wider Lancashire 
communities.
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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.

Planned maintenance 
and improvements
Usually, in this edition of StreetTalk, we advise you of our planned maintenance 
and improvement works for the forthcoming year. However, due to the current 
situation with the country being on lockdown due to coronavirus, we will look 
to provide this detail when we are not restricted by the work that we can deliver. 
Please look out for updates in the next newsletter.

Please note that this is what 
is planned for this financial 
year, 2020/21, however, 
due to the current evolving 
circumstances regarding 
the coronavirus, the figures 
stated on page seven and 
eight could change. We will 
be investing more money into 
improving your homes, with 
a repairs and maintenance 
budget of almost £24 million. 
This includes planned 
improvements, repairs and 
maintenance, and ensuring 
you are safe in your home.

Planned improvements
Bathrooms, kitchens, electrical 
rewiring, heating systems, etc.

£6.7 million

Cyclical maintenance
Gas servicing, electrical 
testing, painting, energy 
efficiency works, etc.

£3.5 million

Responsive repairs
Day-to-day repairs, empty 
property repairs etc.

£8.2 million 

Miscellaneous
Environmental improvements, 
major repairs and maintenance 
etc.

£5.2 million

How will I find out if any 
work is being carried out 
to my home?
We will inform you in advance 
if we are planning to carry out 
improvements to your home.  We will 
usually inform 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. Currently all 
non-essential internal improvements 
to our properties are on hold. We will 
provide further updates on service 
delivery on our website,  
www.progressgroup.org.uk/
coronavirus

Maintaining our services - 
repairs and maintenance
The coronavirus outbreak continues 
to impact on us all, and we wanted 
to let you know what we are doing to 
support you, our customers.

Over the next few weeks, we 
will be working hard to prioritise 
emergencies and health and 
safety repairs; that means putting 
the needs of our most vulnerable 
customers first.

Like all businesses, we are having 
to change the way we work in order 
to protect the health and wellbeing 

of our customers and colleagues, 
which includes cancelling all non-
essential repair appointments.

We are now asking that you do not 
call us unless your repair is an 
emergency. We need to focus on 
our most vulnerable customers and 
prioritise emergency and health and 
safety repairs, and we need your 
help and co-operation to achieve 
this.

Compliance (Health & 
Safety)  
We will continue to carry out all 
compliance-related safety checks 

and remedial works including gas 
servicing and electrical testing in 
your home. This is to ensure your 
health and safety and to meet the 
requirements of our regulator, so 
please continue to allow us access 
to your homes. 

We have put extra measures and 
safeguards in place to make sure 
you are protected, this includes 
personal protective equipment for 
our operatives, which they may wear 
when visiting your home.
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Even during the current 
coronavirus situation we 
continue to request access to 
your home to carry out these 
checks. Gas servicing and 
electrical testing are carried 
out to keep you safe in your 
home. We will do our very best 
to schedule an appointment 
convenient for you, but you must 
allow us access to your home 
in advance of the date of your 
last certificate where possible. 
Please notify us in advance if 
anyone in your household is self-
isolating so that we can discuss 
arrangements with you and your 
individual circumstance.To help you, we have 

compiled a list of 
emergency repairs:
Emergency repairs
Please ONLY contact us if your 
repair is listed below

Emergency repairs are those repairs, 
which if not completed, carry the 
risk of immediate injury to people or 
major damage to property. These 
include:

Gas leak
These should be reported 
immediately to the National Gas 
Emergency Service on 0800 111 
999.

Heating
Total failure of heating system and 
no alternative source of heat or hot 
water (ie. no fire in the property or no 
electric shower).

Electricity
Total loss of electricity or a 
dangerous electrical fault with 
electric sockets or lights.

Live or bare wires or electricity in 
contact with water.

Breakdown of white goods within 
our independent/supported living 
schemes.

Major incident involving 
emergency services or 
safe systems
Structural damage caused by fire, 
flood or high winds.

Any repair that poses a risk to 
the customer, the public or to the 
structure and security of the building.

Plumbing
Total loss of water supply or a major 
leak.

If you only have one toilet and you 
cannot use it, and you have tried to 
unblock it.

Security
External (outside) doors and 
windows (ground floor) not secure.

Stairs
Damage to staircases or bannisters 
that pose a risk to you or anyone in 
your home.

Home visits
We are following government advice 
in relation to ‘social distancing’ 
and would ask that you advise 
us immediately if you are self-
isolating. If an operative visits your 
home to undertake emergency or 
compliance-related work we ask that 
you please remain in another room 
and do not enter the work area while 
our operative is in your property. If 
you are concerned about any aspect 
of this, please contact us, and we 
can discuss individual measures we 
can put in place to reassure you.

External works
During this period, you may continue 
to see our operatives working 
outside on external repairs.

Please be assured that they are 
following strict social distancing 
advice and we would ask that you 
do not approach them while they 
continue to work outside of homes.

If you are unsure if you have an 
emergency, please contact Progress 
Connect on 03333 204555 or email 
enquiries@progressgroup.org.uk.

Keeping warm, staying 
safe
Try to maintain the temperature 
of your home at around 18C to 
prevent health problems. If you are 
using additional portable heating 
appliances, you can avoid safety 
issues by checking cables and plugs 
are in good working order, not drying 
clothes on or near heaters, and 
keeping them away from furniture 
and other flammable items. 

If you need help with the cost of 
heating, our Financial Inclusion Team 
can offer help and advice, call 03333 
204555.

Further advice on keeping warm 
and safe at home is available from 
our primary authority for fire safety, 
Lancashire Fire and Rescue Service, 
www.lancsfirerescue.org.uk/safety/
safety-advice/keeping-warm

Video-chatting is a great way to 
stay in touch with your friends 
and family whilst self-isolating 
by using your smartphone or 
desktop computer.
How to video call with an iPhone, 
iPad or Mac

If you have an iPhone, iPad or Mac 
computer, you can use Apple’s built-
in FaceTime app to video chat with 
any of your contacts, as long as they 
are also using an Apple iPhone, iPad 
or Mac. 

How to video call with an Android 
phone

If your phone is made by Google, 
Honor, Huawei, LG, OnePlus, 
Samsung or Sony, it is an Android 
phone. Several other companies 
make Android phones too.

There are plenty of free apps you can 
use to make video calls including 
Google Duo, Facebook Messenger, 
Skype and WhatsApp. All of these will 
work on Apple devices too.

Google Duo

You can use the Google Duo app to 
video chat with up to eight of your 
friends at a time. It uses your phone 
number and accesses your phone’s 
contacts list to let you start creating 
groups. 

Facebook Messenger

You can use the Facebook 
Messenger app to send instant 
messages, photos or videos, stickers, 
GIF files, emojis and more. You also 
can make free WiFi video calls from 
almost anywhere. Using Facebook 
Messenger is like using any other 
instant-messaging app. Simply click 
or tap on the compose button, select 
the individual(s) you would like to chat 
with and then start typing.

Skype

Skype messaging, as well as video 
and audio calling, was created 
for both one-on-one and group 
conversations. It is free to send 

messages, and to conduct audio 
and video calls with groups of up 
to 50 people (paying a nominal fee 
also enables you to call mobile and 
landline phones or send online text 
messages). It is free to download and 
easy to use. All you need to do is set 
up an account and add your friends 
to your contacts list.

WhatsApp

To video call a friend or relative using 
WhatsApp you will need to download 
the app and they will need to have 
installed the app too - and you will 
also need to add their phone number 
to your smartphone’s address book.

How to receive a video call 
without installing software

You can receive video calls on a 
desktop computer without installing 
any software. You will need a 
computer with a microphone and 
webcam. Modern laptops and some 
computers have these built in. If you 
don’t have a microphone or webcam 
these are available to buy online. 
Some video-calling services such 
as Skype and Zoom will let you join 
a chat using your computer’s web 
browser, this is a software application 
for accessing information on the 
internet, for example, like Google 
Chrome and Safari.

To receive a video call, you will need 
to be invited by a friend or relative 
who already has the software 
installed. They can send you an 
invite link by text message or email. 
Remember, however, you should only 
click on the link if you have spoken 
to your friend or relative and are 
expecting it. If you are not expecting 
an invite, ask your friend or relative to 
double-check.

This link is a great video-chatting 
guide from the BBC https://www.bbc.
co.uk/news/technology-51968122 
which shows you how to make a 
video call using a smartphone, or 
receive one using your desktop 
computer - or help you explain how to 
do so to others. 

Use video-chatting 
to keep in touch

Be wary of 
fraudsters
One of the positives from the current 
situation is the overwhelming 
support, generosity and kindness 
evident in every community. 
Unfortunately a small minority will 
also seek to exploit the situation. 

Action Fraud has given the public 
advice as to how to avoid being 
scammed by fraudsters during the 
coronavirus crisis: 

1. Watch out for scam messages

 Don’t click on the links or 
attachments in suspicious 
emails, and never respond to 
unsolicited messages and calls 
that ask for your personal or 
financial details. 

2. Shopping online

 If you are making a purchase 
from a company or person you 
don’t know and trust, carry out 
some research first, and ask 
a friend or family member for 
advice before completing the 
purchase. 

 If you decide to go ahead with 
the purchase, use a credit card 
if you have one, as most major 
credit card providers insure 
online purchases.

3. Protect your devices from the 
latest threats

 Always install the latest software 
and app updates to protect your 
devices from the latest threats.

Anyone who thinks they may be a 
fraud victim should speak to their 
bank immediately and contact 
Action Fraud on 0300 123 2040. 

For further information visit our 
website, www.progressgroup.org.
uk/scams
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2,000th 
online 
tenant 
account 
We have now had 
our 2,000th customer 
register for the online 
Tenant Account! 
Although, due to the coronavirus, 
we are currently not accepting 
online reports for routine and 
non-essential repairs, you can 
still activate your account and 
check your rent balance, pay 
your rent, raise general enquiries, 
report anti-social behaviour, 
and make complaints and 
compliments at any time, day or 
night. 

We have so far had over 2,000 
repairs reported or booked using 
the service and a remarkable 
24,000 plus rent statement views!

To activate your account, simply 
visit www.progressgroup.org.uk/
activate.

You will need your tenancy 
reference number and your email 
address.

There is nothing to download or 
install, and you will be up and 
running in minutes.

Useful links
 Our dedicated web page:  

www.progressgroup.org.uk/
coronavirus

 General health advice for 
individuals:  
www.nhs.uk/conditions/
coronavirus-covid-19/

 Information on claiming 
benefits:  
www.understanding 
universalcredit.gov.uk/ 
coronavirus/

Additional help and 
advice: 
Shopping for essential items
At the time of writing, several 
supermarkets are opening early or 
operating special slots for the elderly, 
vulnerable and NHS workers. Please 
check with stores before visiting or 
ordering. Most supermarkets offer 
online ordering – we have included a 
guide to setting this up below. Other 
online retailers such as Amazon and 
B&Q are still delivering online orders 
of essential items. 

Shop local: This is the perfect time to 
support local businesses by ordering 
supplies online and over the phone. 
Local shops are more likely to stock 
the items you need than supermarket 
chains and a lot are still offering free 
delivery!

Food banks: are only open for 
those who have a referral from 
either a doctor, social worker, crisis 
management worker, etc. Hot 
food and drink services are not 
available. It is advised that only 
one family member collects the 
food parcel and social distancing 
guidance is followed. Contact our 
Financial Inclusion Team for further 
information on 03333 204555 or email 
enquiries@progressgroup.org.uk

Support groups
To find your local GP, visit: 
www.nhs.uk/service-search/find-a-gp

 Age UK Telephone Befriending 
Service: ‘Call in Time’ is a free 
telephone friendship service for 
people 60 and over. They will 
match you up with a likeminded 
person who is keen to make 
a new friend, and every week 
they will give you a call. For full 
details, visit: www.ageuk.org.uk/
search/?q=call+in+time

 The Silver Line Befriending 
Service: is a free, confidential 
helpline providing information, 
friendship and advice to older 
people (over 55s) which is open 24 
hours a day, every day of the year. 
For full details, call 0800 4 70 80 90 
or visit: www.thesilverline.org.uk/

These useful website links can 
also be found on our website 
www.progressgroup.org.uk/
coronavirus and this list is being 
regularly updated. 

 Facebook: The Coronavirus North 
West Support Group (Covid-19 
2020) was set up on Facebook 
on Sunday (05 March 2020) 
and has attracted thousands of 
members. The group, which gets 
more than 130 posts a day, was 
set up by people from Preston to 
share news, advice and updates 
regarding the virus. Posts include 
information on food banks, shop 
supplies, advice on symptoms, 
school closures, and business 
information, and how to make  
self-isolation a little bit easier.

 North West Group: 
www.facebook.com/
groups/2301831146783974/

 Lytham Group: www.facebook.
com/groups/1531950220287671

 Alzheimer’s Association: if 
you are caring for a person living 
with Alzheimer’s or dementia, 
you may be more worried about 
coronavirus. There are some things 
you can do to help prevent the 
person from catching any viruses. 
For further information, visit:  
www.alzheimers.org.uk/
coronavirus-covid-19

 Samaritans: if you need to talk 
to someone, it is free to call the 
Samaritans from both landlines 
and mobiles, including pay-as-you-
go mobiles. You do not need to 
have any credit or call allowance 

on your plan to call 116 123.  
For further information, visit:  
www.samaritans.org and in the 
search box write ‘coronavirus’

Money and benefits

 National Debtline:  
www.nationaldebtline.org/

 Citizens Advice:  
www.citizensadvice.org.uk/benefits/

 Step Change:  
www.stepchange.org/

 Turn2us: www.turn2us.org.uk/Get-
Support

 Entitledto: www.entitledto.co.uk/

 Gov.uk: www.gov.uk/browse/
benefits

 Money Saving Expert:  
www.moneysavingexpert.com/

Employment

 ACAS: www.acas.org.uk/

 Citizens Advice – work: 
www.citizensadvice.org.uk/work/

Health and wellbeing

 Wellbeing advice: www.mind.org.
uk/information-support/coronavirus-
and-your-wellbeing/ and www.mind.
org.uk/workplace/mental-health-at-
work/taking-care-of-yourself/five-
ways-to-wellbeing/

 Meditation/relaxation and sleep 
resources: www.headspace.com/

 Bereavement counselling:  
www.cruse.org.uk/

 Samaritans:  
www.samaritans.org/

 Self help resources for mental 
health issues: www.cci.health.
wa.gov.au/Resources/Looking-
After-Yourself

 Every Mind Matters:  
www.mentalhealth.org.uk/blog/
every-mind-matters

 Dr Chatterjee: drchatterjee.com, 
to listen to the ‘Feel Better, Live 
More’ podcast, released every 
Wednesday.

 Art of Brilliance: www.artof 
brilliance.co.uk/blog/2020/03/the-
coronavirus-survival-plan/

 Green Goddess: www.bbc.co.uk/
news/av/uk-51959557/coronavirus-
the-green-goddess-returns-with-
self-isolation-fitness-tips 

 P.E. with Joe: www.youtube.com/
playlist?list=PLyCLoPd4VxBvQafyv
e889qVcPxYEjdSTl

Setting up 
online shopping  
If you find you are unable to do your grocery shopping 
because you are self-isolating or are unable to get to 
the shops, you can order your groceries online and 
have them delivered to your door.  
Here is a step by step guide to online grocery shopping. 

Compare different supermarkets if you have options in your area, look for 
lower prices on the things you buy most and their delivery costs.

1. Go to the supermarket website 
you want to use to buy your 
groceries online.

2. Click on ‘Start your first shop’, 
this usually then asks you to 
enter your postcode to see 
whether the store delivers to your 
area. If they do, you will then 
be asked to register and create 
an account. You will be asked 
to create a logon name and a 
password. 

3. You can now start shopping by 
moving the items you want to 
buy into your digital shopping 
basket, be careful to check the 
quantity you are ordering

4. Track your spending by glancing 
at the total that adds up every 

time you put something in your 
basket. This can usually be found 
in the top right corner of your 
screen.

5. Start an online shopping list if 
you are going to do your grocery 
shopping online on a regular 
basis. This will help you manage 
what you buy every week or 
every month. 

6. Go to the checkout screen when 
you have finished shopping and 
you are ready to pay for your 
items. 

7. Review the items, quantities 
and prices. Make sure you have 
everything you need.

8. Choose a slot for when you 
would like your groceries to be 
delivered. 

9. Prepare to pay a delivery charge 
of between £1 and £11. The 
amount will depend on how 
much you order, where you live 
and how quickly you want the 
groceries delivered. 

10. Provide your payment details. 
You will need a credit card or a 
debit card. 

11. Confirm the transaction by 
clicking ‘place order’ or a 
similar button, and wait for the 
confirmation screen to show up. 
You will receive an email as well.
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Pets and your mental health
The human-animal bond is a 
powerful thing, and pets can 
have a massive positive effect 
on our mental health. During 
these uncertain times your 
pets can help alleviate stress, 
anxiety, depression, and 
feelings of loneliness.

Here are five top tips to help you 
look after your pets

1. Stay calm. So far studies show 
that pets don’t transmit the 
COVID-19 virus to humans.  

2. Be prepared. Try to have at least 
two weeks of pet food and any 
medications in stock. You may 
be able to order these online 
with a prescription if you cannot 
get to the vets.

3. Wash your hands before and 
after touching your pet and apply 
good hygiene measures.

4. Reduce your pet’s food 
accordingly if their exercise has 
been reduced by self-isolation.

5. Follow the above advice or speak 
to a veterinary professional if you 
have any questions or concerns 
about your pet and cannot leave 
the house. 

In-depth 
assessment

Last year, we identified some problems in the way we were 
monitoring some health and safety work. We found that some of our 
inspections had been carried out late and that some of the follow-up 
repairs and other actions had also taken too long to complete.

We told the housing regulator, The 
Regulator of Social Housing, straight 
away, and since then, we have been 
working to put things right. We have 
updated our working practices 
and, over the next few months, will 
complete the last few outstanding 
inspections and catch up works.

We apologise to all of our customers 
for these mistakes. We are 
disappointed that these problems 
arose, but we are determined that this 
will not happen again. Our aim is to 
become one of the very best housing 
associations in the country in this 
field of work. We are well on track to 
achieve that aim.

We do not believe that anyone has 
been put at risk, and no-one should 
be worried. We have briefed the 
tenant members of our Scrutiny 
Pool who already have the power, 
supported by independent external 
advisors paid for by the Group, to 
look at any of our services to make 
sure they are happy with the work we 
are doing. We will ensure they are 
provided with all the information they 
need to choose which areas they 
wish to look at in the future.

The housing regulator has noted 
all the work we have done to put 
things right, but they have decided 
to ‘downgrade’ their assessment of 

us from the very top rating (G1) to 
the second rating (G2). They have 
done this because they now want 
us to prove to them that we have 
strengthened our management and 
control framework to ensure that we 
are managing all health and safety 
risks properly. Over the coming 
months, we will provide them with 
all the information they require to 
demonstrate this.

Find out more

If you have any queries or 
concerns, please do not 
hesitate to contact us on  
03333 204555.

Wade Hall 
Community 
Association 
It is just over 12 months since the Wade Hall 
Community Association formed, and boy 
have they been busy at The Place community 
centre on Royal Avenue, Leyland. 

Over the last year, the association has 
organised lots of events and activities 
for the community. These include: an 
Easter egg hunt, hungry holidays, an 
action day to tidy the garden at The 
Place community centre, which was 
supported by the young people of 
the National Citizen Service, summer 
fun day, family pumpkin hunt and 
Halloween party, Christmas fair, 
Christmas Day celebration, weekly 
hideout hub and dance class.

They also supported families in 
the community by providing food 
hampers and gifts at Christmas.

Well done to everyone involved.  

This is a fabulous example of a 
community association, providing 
support and activities for their local 

community. We are looking forward to 
what they have in store when things 
get back to normal, so follow The 
Place community centre Facebook 
page www.facebook.com/wadehall.
centre.  

The association is doing a fantastic 
job supporting the community at this 
time.

Pet therapy 
visits 
Greenwood 
Court
Pets As Therapy is 
a national charity 
founded in 1983 by 
Lesley Scott-Ordish. 
The four-legged friends have 
regularly visited Greenwood 
Court independent living 
scheme in Leyland. The visits 
have enhanced the lives of 
the residents by providing 
companionship and friendship 
and have also helped to tackle 
loneliness. The residents have 
also benefitted from receiving 
health and wellbeing advice from 
the trusted volunteers who come 
with their behaviourally assessed 
animals, and it is a wonder to 
see what a fantastic affect these 
animals have.
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Customer scrutiny 
update 

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.

Our 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 different 
areas of the business 
and see how services 
can be improved.
In July 2019, the Scrutiny Pool chose 
to carry out an assurance review of 
the feedback process. This review 
was completed in December and 
has resulted in an action plan 
being produced to implement five 
recommendations.  

As part of the review of the feedback 
process, the Scrutiny Pool also 
looked at the compensation, goodwill, 
and sundry payments policy, as this is 
referenced in the feedback process.  
The Scrutiny Pool made a further 
three recommendations to this policy.

In October, the Scrutiny Pool chose 
to carry out a scrutiny review of the 
letters sent to customers when a 
periodic electrical test and annual 
gas servicing visit are being arranged 
in their home. This review was 
completed in January as a one day 
workshop. It is the first time that we 
have carried out a scrutiny review in 
this way, and it worked well. An action 
plan for the findings is currently being 
developed.

Progress on previous 
reviews carried out

 Progress Lifeline - the review made 
ten recommendations. All but one 
recommendation is now complete. 
The final recommendation relates 
to customers being offered a 
self-install option; a project to 
implement this service is underway

 Supported Living Annual Review 
Form - six recommendations 
were made and are due to be 
implemented by March 2020.

Other scrutiny activities
Between October and December 
2019, the following activities 
were carried out by our volunteer 
customers.

10 - Mystery shopping phone calls 

4 - Mystery shopping live chats 

The mystery shopping forms are 
available to customers on the website 
www.progressgroup.org.uk/mystery-
shopping, so why not fill one out next 
time you make contact by phone or 
live chat.

5 - Void property inspections 

5 - Estate appearance inspections 

Future meetings of the 
Scrutiny Pool
January’s Scrutiny Pool meeting, 
linked digitally using Skype, was 
held as a dual-site meeting. This was 
quite exciting for those who attended, 
and while there were some teething 
problems with the technology, it was 
great to trial this for future meetings, 
especially in light of the current 
circumstances.Quarterly 

surveys' 
prize 
winner!

We have partnered 
with British Sign 
Language (BSL) 
online interpreting 
service, SignLive. 
If you are a BSL user, you can 
use SignLive to connect to 
an online professional BSL 
interpreter via Apple, Android, 
and desktop devices.

You only need to register with 
SignLive once, via Google, 
Facebook or email, to set up 
your own account, which then 
allows you to contact us. 

If you would like to find out more 
information about SignLive, 
please visit www.signlive.co.uk

Hate crime talk
Disability Equality North 
West (DENW) recently 
visited tenants at The 
Bridge and Parker 
House (our housing 
schemes to help people 
who are experiencing 
homelessness).
DENW delivered a talk to tenants 
about hate crime and hate incidents; 
the talk explored what these are, and 
looked at the different groups that 
can be victim to hate crime. It also 
explained how to report hate crime 
and to whom, and the barriers that 
people face when reporting.

A hate crime is a prejudice-motivated 
crime that occurs when a perpetrator 
targets a victim because of their 
membership in a particular social 
group or race. Examples of such 
groups can include and are almost 
exclusively limited to sex, ethnicity, 
disability, language, nationality, 
physical appearance, religion, 
gender identity, or sexual orientation.

Hate crime can happen anywhere 
and can include:

Ms Parker is our quarterly 
survey prize draw winner having 
completed an exit survey for our 
accommodation at The Bridge, 
which is one of our purpose-built 
housing schemes for young people 
aged 16-25 who are experiencing 
homelessness.

Please don’t forget to complete or 
return your customer satisfaction 
questionnaires. It is an excellent 
way of helping us to improve our 
services, and you could be the next 
lucky winner of a £50 Love2shop 
voucher!

We have 
partnered 
with 
SignLive

 threatening behaviour

 assault

 robbery

 damage to property

 inciting others to commit hate 
crimes

 harassment.

Report hate crimes to the police 
www.gov.uk/report-hate-crime.

Call 999 if you are reporting a crime 
that is in progress or if someone is in 
immediate danger.

If the crime isn’t an emergency, call 
101.

Visit the government’s victim  
and witness information website  
www.gov.uk/get-support-as-a-victim-
of-crime to find support in your local 
area, including:

 emotional support

 counselling

 finding somewhere safe to stay

 finding someone to speak for you 
and get the help you need

 specialist support for crimes, 
including domestic abuse and 
sexual violence.
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As you will be aware, 
the UK has now left 
the European Union 
(EU).
There is now a transition period 
until the end of 2020, while the 
UK and EU negotiate additional 
arrangements.  

The current rules on trade, travel, 
and business for the UK and EU 
will continue to apply during the 
transition period.

Currently new rules are still 
expected to take effect on 1 
January 2021, although this may 
be subject to change due to the 
coronavirus situation.

Progress Housing Group is 
planning for any changes and 
will continue to review all of our 
suppliers and ensure they can 
continue to provide goods and 
services following Brexit. 

You can keep updated on 
any changes by visiting the 
government website at  
www.gov.uk/prepare-eu-exit/all. 
The website provides the most 
up-to-date information on:

 Travel to the EU

 Staying in the UK if you are an 
EU citizen

 Living and working in the EU

We will continue to provide 
updates in our newsletters  
and on our website  
www.progressgroup.org.uk

Brexit 
update

Changes to 
online payments
In February 2020, our 
new online payment 
website went live. It is 
now easier and quicker 
to pay online or through 
your online tenancy 
account from any device.
Additional security has also been 
added. Before you submit a 
payment, you will be redirected to 
your card provider to complete a 
step on their website. You will be 
either asked to enter a password 
(which you will have set up 
already with your bank) or enter 
an authentication code (which 
will be automatically sent to your 
confirmed mobile phone number). 
They may also ask for additional 
details depending on the value of the 
transaction. 

After you have provided the correct 
details, your payment will be 
approved by your card provider, 
and you will be directed back to our 
website.

You must be ready for these extra 
steps. You might not be able to 

make a payment if you are not 
prepared.

What do I need to do?
There are a few things you can do 
to make sure you are ready for the 
extra security checks: 

1. Check and update your phone 
number with your card provider 
so they can text a passcode to 
your mobile or call your landline

2. Sign up for your online 
tenancy account to be able to 
quickly and securely confirm it is 
you. You can also securely save 
your payment card details for 
next time you make a payment.

We are looking at enhancing the 
payments via your tenant account to 
enable your card details to be stored 
to make regular payments quicker 
and easier. This will be available in 
the next few months.

Universal Credit - annual 
rent review 2020/21
Are you claiming 
Universal Credit?
If you claim Universal Credit and pay 
rent, part of the monthly payment you 
receive will be for your rent. This is 
called housing costs.

Your monthly payment will be paid 
into your bank account, and you will 
be responsible for making sure that 
you pay your rent and any service 
charges to your landlord.

What should I do next? 
If you are entitled to Universal Credit 
housing costs, it is your responsibility 
to pass the new rent information 
on to the Department of Work and 
Pensions.

You can do this by:

 Signing in to your Universal Credit 
online account and completing the 
report a change section

 Calling the Universal Credit 
helpline on 0800 328 9344 
(Monday to Friday – 9am to 4pm)

On 6 April 2020 (or as 
soon after) 
You will need to provide the 
following information - the new 
rent, the new property-related 
service charge, and that the 
charges are weekly. 

Universal Credit pay 
part of my rent; how do 
I work out how much to 
pay?
To work out the amount you have 
to pay:

a) Look for your total rent figure in 
the letter we have sent to you

b) Take away the amount of 
Universal Credit housing costs 
(if paid to a landlord) you 
receive, and the remainder is 
what you should pay.

Please contact Progress Connect 
on 03333 204555 if you have any 
questions or queries.

Visit to the National Tenant Panels Conference
Sam, Progress Involvement 
Officer, with the help of 
Stephen and Nikki, two of our 
tenants, share their experience 
when they visited the National 
Tenant Panels Conference.
It was a chilly but not wet day in 
mid-November, three staff and two 
customers set off for York to embark 
upon their first visit but the ninth 
national tenant panel conference. 
This is the flagship conference for 
resident insight and engagement, 
and it offers a mix of keynote 
updates and practical workshops. 

The morning included a host of 
speakers, including the Regulator 
for Social Housing. After lunch, 
we could choose three from eight 
workshops; we all chose different 
areas that interested us or were 
about our area of expertise. 

Listening to other housing providers 
and hearing about the work they 
do or how they reach targets and 
goals, gave us not only food for 
thought but also made us realise 
that a lot of the work we are doing 
is in line with, if not more innovative 
than, similar-sized or larger housing 
providers. We are currently working 
to make it easier for customers 
to give us feedback and help us 
in our decision making by using 
technology. 

Stephen, one of our involved 
customers from independent 
living, said about the day “It was an 
honour and a privilege to be part 
of the Progress Housing Group 
delegation. The conference started 
with presentations from various 
housing associations, and the 
afternoon was filled with different 
workshops, all very interesting. I 

was impressed that some of the 
work Progress Housing Group is 
doing with customer insight and 
involvement is years ahead of the 
other housing associations. Don’t 
get me wrong; there is still work to 
be done by the Group, the good 
thing is they know and admit this. I 
attend a lot of meetings, and I get 
a great insight into the workings of 
Progress Housing Group.”

Nikki said, “I would definitely 
recommend other people going 
to see how other housing groups 
deal with things, as then they might 
realise what a fantastic job Progress 
Housing Group does.”

If you feel like getting involved, 
get in touch with the Progress 
Involvement Team on 03333 204555 
or at community@progressgroup.
org.uk and have your say.

Changes to jobcentre 
appointments and 
Universal Credit
People receiving benefits no 
longer need to attend jobcentre 
appointments.

People will continue to receive 
their benefits as normal, but all 
requirements to attend the jobcentre 
in person are suspended. These 
changes will be in place for three 
months from 19 March 2020.

Anyone already claiming Universal 
Credit who thinks they may have 
been affected by coronavirus, 
should contact their work coach 
using the 

 online journal, or

 calling the Universal Credit 
helpline, 0800 328 5644.  

On Friday 20 March 2020 the 
Chancellor announced that the 
standard rate in Universal Credit and 
tax credits will be increased by £20 a 
week for one year from 6 April. 

People applying for Universal Credit, 
Employment Support Allowance or 
other benefits should not go to a 
jobcentre but apply for them online 
www.gov.uk/browse/benefits.

Due to the current circumstances, 
we are unable to accept 
payments made by cheque. 
Information on alternative ways 
to pay can be found here on our 
website www.progressgroup.org.
uk/pay/



18 19 Pay your rent online at www.progressgroup.org.ukVisit us online at www.progressgroup.org.uk

Josh was just 17 years 
old when he left home on 
Valentine’s Day 2019. He 
had nowhere to go and no-
one to stay with, but life at 
home had just become too 
difficult to stay. 
Josh’s family had a history of alcohol 
abuse, and as the second eldest 
child of eight siblings, Josh had 
spent the last few years as a young 
carer, helping to bring up his younger 
brothers and sisters.

Josh was close to finishing a two-
year Level 3 Business course at 
Runshaw College (which he would 
later pass with a triple distinction), but 
arriving at college that morning with 
all the belongings he had managed 
to pack and carry in just two bags, 
Josh felt very worried about his future 
and what was going to happen to 
him.

He managed to open up to his 
girlfriend, Laura, about the problems 
at home and why he had decided to 
leave. Laura and her parents kindly 

let Josh stay at their house for a week 
and helped Josh find a social worker 
who would support him to find more 
permanent living accommodation.

Josh was eventually referred by 
the council to Parker House, our 
purpose-built housing scheme in 
Chorley for young people aged 
16 to 25 who are experiencing 
homelessness.

Parker House has eight rooms 
available with on-site security and 
support from Progress Housing 
Group staff during working hours. 
Tenants are supported throughout 
their stay so that when they leave, 
they can live independently and 
maintain their tenancy. The support 
offered includes:

 Help with managing finances and 
benefit claims

 Assistance with domestic and life 
skills

 Help to find a job or with further 
education

 Assistance gaining access to other 
services

 Preparation for permanent housing

 Help and support with personal 
issues.

Josh has now been at Parker House 
for just over one year and hasn’t 
looked back. With support from 
Progress Housing Group Housing 
Support Assistant Christian, he is 
now thriving in a new career as a 
Teaching Assistant.

Josh told us, “When I had completed 
my Level 3 course at Runshaw 
College and started to settle into 
life living independently at Parker 
House, I had time over the summer 
to think about what I might want to 
do as a career and what I wanted 
out of life. I wanted to be able to use 
my experience of helping care for 
my siblings and started to think that 
maybe I could go into teaching.”

With support from his Nan and 
his girlfriend, as well as Christian 
at Parker House, Josh found an 
apprenticeship vacancy as a 
teaching assistant and before and 
after-school playworker at a nearby 
primary school in Darwen.

Josh's story  

My support worker 
Christian has helped 

put me on the right path, 
made time for me, and 
has been such a good 

role model.

Josh adds, “The interview was with 
the Head Teacher of the school, and 
it went well. I am partway through 
my apprenticeship now, teaching 
children in key stage one, and will 
start my Level 3 Teaching Assistant 
qualification in January 2021. I am 
then hoping to study for my degree 
and go into teaching as a career. My 
managers at work have told me they 
are pleased with my work and that I 
have got the potential to be a great 
teacher, which is nice to hear.

“In terms of the support I’ve received 
from Progress Housing Group, my 
support assistant Christian has 
helped put me on the right path, 
made time for me, and has been 
such a good role model. He helped 
me complete college when I was 
struggling after leaving my family. 
And when I have been feeling down, 
he has always been there to help 
me. Hillary, a Support Worker, has 
also helped me, with bidding for 
properties, and with looking after my 
tenancy.” 

At almost 19, Josh can soon start 
looking for his own flat on Select 
Move once he feels ready to live 
entirely independently, and the 
support from Progress Housing 
Group has enabled Josh to be able 
to budget his money in preparation 
for this.

Josh would like to thank Christian for 
all the help he has given him over the 
past year, “I honestly don’t know what 
I will do without him, he has become 
a really important figure in my life, 
and I wouldn’t have anything I have 
now without the help and support I 
got from Christian.” 

Christian said, “Josh should be proud 
of all that he has accomplished 
since he moved into his flat at 
Parker House; he is maintaining his 
tenancy and doing really well with 
his apprenticeship. He has not had 
the easiest of times, but the fact 
that he has kept working hard and 
moving forward is a testament to his 
resilience and strength of character.”

Josh is currently raising money for 
Cancer Research by taking part in a 
mixed martial arts ‘fight for charity’ at 
Evoque nightclub in Preston and will 
be fighting in memory of his Gran. 

How homelessness support from Progress Housing Group 
helped Josh find his dream career

Progress Futures 
and More Positive 
Together
During 2017/18 Progress Housing Group 
became a delivery partner in the Lancashire-wide 
programme, More Positive Together (MPT). 

This is a European Social Fund 
project which supports people in 
Lancashire who are furthest from 
the labour market and aims to 
improve people’s employment 
prospects.

In 2020 and 2021 Progress 
Housing Group will continue to 
be a delivery partner in the More 
Positive Together project.

The project works alongside our 
Progress Futures programme and 
is delivered through a partnership 
approach, including other social 
housing organisations, local 
authorities, the Prince’s Trust, and 
third sector bodies.

The service provides a tailored 
programme of one-to-one 
mentoring, training courses, 
physical activity sessions, 
employment advice, and work 
experience opportunities, 
which are all designed to boost 
confidence, improve wellbeing 
and increase employment 

prospects. There have been many 
success stories, and a number of 
our tenants have found employment 
within Progress Housing Group.

The funding for MPT came to an 
end in January 2020, so it was 
excellent news to recently hear that 
we have secured further funding to 
continue the project until December 
2021.  

We are delighted to be able to 
continue with the service and look 
forward to reporting on future 
success stories. 

Find out more

Progress Futures is available to 
all tenants and their families. Due 
to the coronavirus this service is 
currently being offered digitally 
at this time. If you would like to 
receive support or advice, please 
email the Progress Futures Team 
on futures@progressgroup.
org.uk, or contact us on 03333 
204555.
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Follow us on Facebook/ProgressStreetTalk  
for the latest news

As part of our  
25th-anniversary year, 
we set ourselves a 
challenge to raise 
£25,000 for charities.  
This was to be a combination of 
fundraising activities carried out by 
customers and staff who could then 
apply to the Group’s Charity Fund for 
match funding.

Over the last few months, there have 
been some fabulous fundraising 
events and activities carried out, 
which has seen a massive £31,900 
being donated to national and local 
charities. So we have smashed the 
target. Well done, everyone!

Some of the charities supported 
over the last couple of months are 
Alzheimer’s Research UK, British 
Heart Foundation, food banks at 
Penwortham, Fylde and South 
Ribble, Macmillan Cancer Support, 
Trinity Palliative Care Services, and 
Brian House Children’s Hospice.

There is still a bit of funding available 
in the Charity Fund for this year, so 
it is not too late to apply. Hopefully, 
we will get to the revised target of 
£35,000.  

To read more about all the 
fundraising that has taken 
place, please visit twentyfive.
progressgroup.org.uk and scroll 
down the page (below Hannah and 
Linda’s story). 

The Charity Fund is something that 
we have every year to help support 
local fundraising activities, so if 
you are planning any fundraising 
yourself, please contact the Progress 
Involvement Team at community@
progressgroup.org.uk or on 03333 
204555 and ask for an application 
form.

A whopping £33,300 raised  
for charity as part of our  
25th-anniversary celebrations

During these extraordinary 
times, there is no better 
time to connect with nature 
and grow your own blooms 
and produce. So why not 
enter our annual gardening 
competition?
The necessity of distancing 
ourselves from other people can be 
difficult for us both physically and 
mentally. However, one of the things 
you can do whilst maintaining your 
distance from other people is to 
spend time in your garden or get 
creative with window boxes and 
hanging baskets. Time getting 
closer to nature is great for your 
health, wellbeing and will help to 
ease any anxiety you may have. 

While the children are off from 
school, why not also get them 
involved and encourage them to 

grow food which they can then 
cook and eat.

How can I enter?
The competition is open to 
anyone who is living in one of our 
properties. Apply online from 1 
June 2020 at www.progressgroup.
org.uk. All entries must reach us 
by Tuesday 30 June 2020, take 
photographs or videos of your 
gardens and either email them to 
community@progressgroup.org.
uk or share them on our Facebook 
page www.facebook.com/
ProgressStreetTalk

When will the judging be 
taking place?
This year judging will be carried out 
digitally by a tenant panel and will 
take place on Friday 24 July 2020.

Look out on our Facebook 
page www.facebook.com/
ProgressStreetTalk and our website 
www.progressgroup.org.uk for 
further details.

Happy gardening!

Progress in Bloom  
gardening 
competition 2020

Due to the coronavirus, 
we have had to, 
unfortunately, cancel 
the Soup Dragon’s Den 
event we had planned 
at The Place community 
centre on Monday, 18 
May 2020.
However, the Soup Dragon is 
still offering funding, so if you 
are part of a community-based 
group and would like to apply, 
please go to www.progressgroup.
org.uk/dragon to find out how 
and to access the application 
form. Applications need to be 
submitted to the Soup Dragon 
by 21 April 2020. If you would 
like more information, please 
contact the Progress Involvement 
Team by emailing community@
progressgroup.org.uk or phoning 
03333 204555.

Soup 
Dragon to 
help with 
funding for 
community 
projects



2322 Visit us online at www.progressgroup.org.ukFollow us on Twitter @ProgressHG

Every year Progress 
Housing Group supports 
local communities 
by awarding funding 
through our Community 
Investment Fund.
One of the projects that are currently 
receiving funding is the South Ribble 
Development Centre. This is a 
community-based football club in 
Leyland (pictured above), to find out 
more visit their website at sr-dc.co.uk. 
One of the ways we have supported 
the group is to offer sponsorship 
for our customers who sign up with 
the club. This means that we help 
to reduce the monthly subscription 
fees and enable our customers, or 
their children, to benefit from getting 
involved. 

We are delighted that some of 
the community projects we have 
supported over the last couple of 
years have received awards for 
their commitment to their local 
communities. This has included the 
Burneside Residents Association 
who received the High Sheriff of 
Cumbria’s Award for ‘community 
services and improving community 
safety 2019’.  

Community 
Investment Fund

Find out more

If you would like more 
information about our 
Community Investment Fund or 
the community projects that we 
are supporting, please contact 
the Progress Involvement Team 
by emailing community@
progressgroup.org.uk or 
phoning 03333 204555.

The young people involved in the 
youth project at Lower Lane also 
received a ‘Highly Commended’ 
award at the annual sports awards 
presented by Fylde Borough Council 
for their achievements in the annual 
football competition, as well as their 
commitment to raising awareness 
for the proposed project to refurbish 
the multi-use games area. They also 
received the runners-up trophy for 
the football competition run by the 
National Association of Boys and 
Girls Club. 

Try these activities to 
keep you busy while 
confined at home during 
the coronavirus crisis:
Clear out your wardrobe
Sort your clothes, getting rid of 
the items you haven’t worn for six 
months and co-ordinate clothes in 
your wardrobe into colour/sections 
so they are easier to find.

Read a book
It is time to read that book that has 
been on your bookshelf that you 
have always wanted to read, but 
have never had the time to. 

Do a crossword/Sudoku/
word search
Test yourself by doing a crossword, 
Sudoku or word search puzzle. 
You will find plenty of free puzzles 
online.

Make a photo album/back 
up your phone pictures/sort 
through photographs
Compile a photo album or 
scrapbook to make sure memories 
are treasured and not forgotten. 
Make a back-up of photos on your 
phone, to ensure you don’t lose 
them in years to come. Sort through 
the photographs that have spent 
years in a shoe box, by noting on 
the back when, where and who is in 
the shot.

Learn a language
Challenge yourself to learn a new 
language in just a few weeks, ready 
for your next trip away. There are 
lots of apps and websites that give 
you lessons for free.

Exercise
Turn your lounge into a fitness 
studio. You will find an exercise 
workout suitable for you at  
www.nhs.uk/Conditions/nhs-fitness-
studio/

Bake
Practice to be the next bake-off 
champion!

Stay in touch with friends 
and family
People will appreciate a friendly 
chat or text message to let them 
know you are thinking of them.

For more fun ideas, visit:

www.spreadthehappiness.co.uk 
and you will find a ‘100 things to do 
indoors’ activity sheet.

Are you self-isolating and house-bound?

Calling all local support 
and residents groups! 
Do have a project that 
can help our most 
vulnerable, our older 
people, and help people 
through COVID-19?
Please apply to our Community 
Investment Fund for Emergency 
Community Support funding. We 
have made it quick and easy to apply.

Application criteria: 

 Progress Housing Group has 
properties in the project area

 Customers of Progress Housing 
Group will have the opportunity to 
benefit from the project

 The project must have a positive 
effect on the community in general

 Feedback regarding the project 
and the use of the funding will be 
passed back to Progress Housing 
Group following the completion of 
the project

 All projects must be in line with 
current government policy, 
guidelines and recommendations 
regarding the control of the virus.

 Applications up to £500. (future 
applications can also be made).

The application form can be found on 
our website: www.progressgroup.org.
uk/emergency-fund. Applications will 

be reviewed on a case by case basis, 
so that funding, if granted, can be 
agreed and paid in a timely manner.

Please forward your completed 
application form to the Progress 
Involvement Team by emailing 
community@progressgroup.org.uk 
or email the team if you require any 
further information. You can also 
request a call back through web chat 
or Facebook messenger about this 
funding.
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Property Services 

- you said, we did!

In March 2019, we 
introduced our 
new transactional 
customer surveys; 
these are carried out 
following any repair 
or improvement to 
your home.
The surveys are aimed at allowing 
all our customers to feedback 
on key elements of our repairs, 
maintenance, and improvement 
service.

We have had a fantastic response 
from you so far, with an average 
of 200 surveys completed every 
month, nearly 2,000 surveys in the 
last year. The information you provide 
is invaluable to us and allows us to 
improve our service based on your 
feedback, positive or negative.

How are we performing?
We monitor feedback across four key 
themes; these are:

Communication - how easy was 
it to report your repair, did we let 
you know when we were going to 
attend, did we keep in touch with you 
throughout the repair?

Quality of work - did we carry out 
the work to a high standard, did we 
clean up and look after your home 
while carrying out the repair, etc.?

Right first time - did we finish the 
repair in one visit or did we have to 
return to your home, once the repair 
was complete, did you have to 
contact us again?

Overall satisfaction - the total 
score, taking into account all of the 
above, from reporting a repair to 
work being completed.

The table below shows our 
performance back in March 2019 
(when we introduced the surveys) 
compared to the end of the year 
(December 2019). We are delighted 
that we have improved the results 
across each of the key areas, but we 
know we still have work to do, and 
we are aiming to achieve over 90% in 
all areas next year.

Month Right first 
time

Communication Quality of 
repair

Overall 
repairs 
service

March 2019 80.1% 84.2% 87.6% 86.4%

December 
2019

83.6% 89.6% 91.2% 89.1%

 3.5%  5.4%  3.6%  2.7%

Your 
feedback
We have been listening and 
learning from all the feedback you 
have given us when completing the 
surveys, and we appreciate you 
taking the time to contact us. Since 
March 2019, we have made some 
changes to the way we deliver our 
services in response to what you 
have been telling us. These are just 
a few examples of our ‘you said, we 
did’ changes:

 We have increased the number 
of trade operatives within our 
in-house team to help us deliver 
even more work in-house, saving 
money and improving services

 We have introduced a 
programme of learning with 
feedback from customers being 
shared with everyone in the team 
at our regular team meetings

 We have undertaken a review of 
the parts our operatives carry on 
their vans to make sure we can 
deliver more repairs ‘right first 
time’

 We work closely with our 
colleagues in Progress Connect 
to make sure we have all the 
information we need to deliver 
your repair ‘right first time’

 We have introduced more 
flexible appointments, to help 
our working tenants, this means 
we can attend later in the evening 
or on a weekend if necessary. 
However, due to the coronavirus 
situation, we are having to change 
the way we work in order to protect 
the health and wellbeing of our 
customers and colleagues. This 
currently includes cancelling all 
non-essential repair appointments 
and prioritising emergency and 
health and safety repairs.

 We now have a new role 
within the team, focusing on 
customer liaison; our continuous 
improvement manager is here to 
assist in resolving any issues or 
complaints you may have about 
our repairs service.

Want to know more?

In addition to carrying out regular customer satisfaction surveys, we 
also hold quarterly meetings with tenants via our Repairs Forum. Our 
Repairs Forum is made up of tenants and residents who meet up with 
key managers of our Property Services Team. If you would like to get 
involved, please contact one of our Progress Involvement Team by 
emailing community@progressgroup.org.uk or phoning 03333 204555.

Completion of affordable 
new homes for local 
families in Kendal
We recently celebrated the 
handover of ten affordable 
apartments for rent with 
an opening ceremony 
officiated by Councillor 
Brook, the Deputy 
Leader and Housing and 
Innovation Portfolio Holder 
at South Lakeland District 
Council (SLDC).
The one and two-bedroom rental 
apartments are located on the new 
Strawberry Fields development in 
Kendal, South Lakeland, Cumbria. 
49 units have been acquired by 
the Group from a total of 148 new 
family homes being built at the 
site by local housing developer 
Oakmere Homes.

Kendal is a new area of development 
for the Group that has committed to 
deliver more than 250 new homes 
per year by the end of 2023 to 
increase the provision of good-quality 
housing in the North. The Group’s 
focus will continue to be social rented 
homes to help people who are least 
able to find a home on the open 
market.

The image above shows the official 
handover of the new Strawberry 
Fields development by Progress 
Housing Group, Oakmere Homes 
and SLDC. L-R Jacqui De-Rose from 
Progress Housing Group, Councillor 
Jonathan Brook from SLDC and 
Mark Wilkinson from Oakmere 
Homes. 



If you would like to be in with a chance of winning a £20 Love2shop voucher, why not have a go at our card 
games word search. The deadline for entries is Friday 5 June 2020.
Congratulations to Mrs Pemberton from Preston, who won the word search competition in our winter edition.

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

Crazy Eights
Hearts
Spades
Rummy
Poker
Go Fish

Snip, snap, snorem
Pig
Solitaire
Rolling 
Cheat 
Old maid

Name

Age

Address

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

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

*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.

5.0

We aim to re-let empty general 
needs properties within 22 days

We aim to have less than 4.6 properties 
out of every 100 vacant at any time

We aim for current tenant rent arrears 
to be less than £4.30 of every £100 of 
rent due (end of December 2019 data)

We aim for current tenant rent arrears,  
excluding that owed by Housing 
Benefit, to be less than £4.00 of every 
£100 of rent due

Housing Management Target Result Target met Trend Top quarter*

£3.58

£3.60

We aim to complete responsive 
repairs within 6.5 days

We aim to complete 95 out of 
every 100 responsive repairs 
right first time

We aim to complete 1,290 planned 
component works from April to March 
(end of December 2019 data)

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

Repairs

We aim to keep 90 tenants out 
of every 100 satisfied with the 
service provided to new tenants

We aim to keep 90 tenants out of 
every 100 satisfied with the overall 
service provided regarding arrears 
management

We aim to keep 87.4 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 87.4 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 2019 to February 2020

22 days

4.6

£4.30

£4.00 Better than 
last quarter

Worse than 
last quarter

Better than 
last quarter

Better than 
last quarter

£0.80 of  
every £100

£1.90 of  
every £100

1 out  
of 100

20 days

6.5 days

95.0%

1,290

100%

90.0%

90.0%

87.4%

87.4%

Better than  
last quarter

Better than  
last quarter

Worse than  
last quarter

Same as  
last quarter

6.5 days

96.3%

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

Better than  
last quarter

Better than  
last quarter

92.6%

83.8%

1,252

89.3%

91.4%

76.6%

21.4 d
ay

s

8.9
d

ay
s

100%

Forum or  
panel meeting Event

Tenant inspection Training

Dates for 
your diary

We are sorry that face to face 
events are not being organised 
during the current lock down 
and to ensure compliance with 
government guidelines. If you 
have any ideas for other ways 
of getting involved or provide 
feedback please get in touch 
by emailing community@
progressgroup.org.uk or 
phoning 03333 204555.

21 Tuesday 
Applications need to be 
submitted to the Soup Dragon

April 2020

1 Monday - 30 Tuesday
Entries for the annual gardening 
competition Progress in Bloom 
to be submitted

June 2020

Pasta bake, this recipe is from 
the BBC Good Food website 
www.bbcgoodfood.com

Ingredients
 1 tbsp olive oil

 1 onion, chopped

 1 garlic clove, crushed

 400g can cherry or chopped 
tomatoes

 Pinch sugar

 Few dashes Worcestershire 
sauce

 100g tube-shaped pasta

 50g cheddar, grated

 Hunk of baguette or sliced 
bread, coarsely grated

 2 frankfurters or veggie 
sausages, sliced

Method
1. Heat the oil in a medium 

pan and fry the onion for five 
minutes until softened and 
lightly golden. Stir in the garlic 
and cook for a further minute. 
Mix in the tomatoes and sugar, 
bring to the boil and simmer for 
20 minutes. Add a few dashes 
of Worcestershire sauce and 
season to taste. 

2. Meanwhile, cook the pasta 
according to pack instructions. 
Heat the grill to high. Mix 
together the cheese and 
breadcrumbs.

3. Drain the pasta and stir into the 
sauce. Tip in the frankfurters 
and spoon into a heatproof dish. 
Scatter over the cheesy crumbs 
and grill for three-five minutes or 
until bubbling hot and golden. 
Serve with a simple salad.

Here is a simple recipe, 
using cupboard essential 
ingredients.



Share your photos with us

Christmas party at Amounderness Court independent 
living scheme in Kirkham, tenants, enjoyed a delicious 
buffet and were entertained by an entertainer 

Tenants at South Hey independent living scheme in St Annes enjoying their Christmas party and carols. Special 
thanks to Raymond (Forum Representative) and Kim Meecham, Independent Living Co-ordinator, for cooking a 
fantastic Christmas dinner!

Mrs Malaney from Charleston Court independent 
living scheme gratefully received a Christmas hamper 
kindly donated by children at Balshaw’s Church of 
England High School, Leyland

We know people will be self-isolating, share your photos of making, cooking, baking 
and gardening on our Facebook page www.facebook.com/ProgressStreetTalk
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Mr Malaney enjoying a game of pool at Tuson House 
independent living scheme in Penwortham. 

Mr Lockwood (left) and Mr Jackson playing darts on 
the new dartboard at Ashwood Court independent 
living scheme in Longton. Charleston Court in Bamber 
Bridge also has a new board too. They have both been 
well received, and there are plans to set up a match 
between the various schemes in the future.


