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This leaflet explains the variety of choices that are available  
to tenants and customers across all our business areas. 
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Progress  
Housing Group -  
customer choices

This leaflet highlights all the 
available customer choices,  
and these are summarised  
in the following categories: 

Communication preferences
We offer many ways for you 
to communicate with us.  
These range from meeting  
us at our offices, community  
centres, contacting us by  
telephone, email, live chat,  
using the online tenancy area  
on the website, social media, 
home visits, same-sex interviews,  
translation services, pictorial  
tenancy agreements, sign  
language, and large print. 

Improvements and major repairs 
Wherever practicable, we will  
offer you at least three choices,  
for example, on colour, or  
style, for any major repairs or  
improvements and any cyclical 
works such as kitchen design  
and front door replacements.

Responsive repairs
We offer a choice of appointments 
for repairs and will take into  
consideration any work  
commitments or personal  
circumstances to make sure  
that the appointment is convenient 
for you. You can also choose and  
book repairs appointments online. 
There are some exceptions,  
such as major works, but we  
try to be as flexible as possible.

Adaptations 
You can request aids and  
adaptations to enable you to  
remain in your home and live  
independently. Requests are  
considered based on a needs 
assessment. 

Moving home 
If you would like to move home, 
we can offer you the option  
of a transfer, exchange, under  
occupancy incentives, and  
the option to buy your home  
(Right to Buy) as long as the  
qualifying criteria is met. 

As part of our commitment to 
providing excellent services,  
we work closely with our  
customers to provide the  
service that they expect from  
us and to comply with the  
regulator’s expectations in  
offering choices. 

This leaflet summarises where we  
can offer you a choice in how and  
when you receive our services. 

contactus. 
progressgroup.org.uk/

www.progressgroup.org.uk/
repair
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Lettings
General needs and independent 
living properties are primarily  
advertised through our choice-
based lettings schemes  
(with some advertised  
on the Group’s website  
www.progressgroup.org.uk).  
There are also a small number 
of local lettings policies ensuring 
that we create sustainable thriving 
neighbourhoods and nomination 
agreements in place that are  
reviewed every three years.

Tenancy matters 
Several choices are available  
to you in the management of  
your tenancy agreements. These 
range from the ability to make 
improvements to your home or 
community, to receiving energy 
efficiency advice and make  
decoration choices. 

Supported housing 
Support plans are discussed  
with individual tenants to take  
into account their own support 
needs. The choice is offered in 
terms of the frequency of visits, 
referrals to external agencies, and 
the method of communication.

Progress Futures
If you would like help in finding 
work or an apprenticeship, training  
or a course, or volunteering  
opportunities, you can choose  
to access our free Progress  
Futures service. The Progress  
Futures Team also offers  
support to tenants through  
community-based job clubs. 

Progress involvement 
The Progress Involvement  
Team offers lots of opportunities 
for you to help us shape  
services. You can choose  
to volunteer as a tenant inspector, 
join a forum, focus group or the 
Scrutiny Pool, contribute to your 
newsletter, or give us feedback 
through surveys.

Collective choices 
These refer to choices and  
decisions that are made  
collectively by groups of tenants 
through established panels  
or broader consultation.  
Examples include Community 
Investment Fund working parties, 
environmental improvements,  
and any changes in management. 

Community Investment Fund 
Funding is available for investment 
in projects and activities to support 
our communities.

Payment methods
We offer a lot of different ways  
to pay your rent including online,  
Direct Debit, telephone, swipe 
card and direct Housing Benefit 
payments, for the payment of  
rent, services, and debts owed  
to the Group.

Tenant match funding
The Group has a tenant match 
funding initiative to help fund  
home improvements. This  
scheme enables tenants to apply 
to the Group for 50% match  
funding up to a maximum of £500  
(for example, for a £250 tenant  
contribution Progress Housing 
Group will match and contribute 
£250). For further information  
on the tenant match funding 
scheme visit our website. 

DIY repairs scheme
We offer a DIY repairs scheme  
to provide a financial incentive  
if you want to to undertake  
defined repairs to your home, 
which we would otherwise be 
responsible for.

www.progressgroup.org.uk/
meet-progress-futures

www.progressgroup.org.uk/
community-investment

www.progressgroup.org.uk/
match-funding

www.progressgroup.org.uk/
pay/



76

Progress Lifeline
We offer a range of services for 
vulnerable people, people with  
disabilities, people at risk of  
harassment or domestic abuse, 
people with epilepsy, or people 
due to be discharged from  
hospital. These include:
•  pendant alarms
•  telecare sensors with  

24-hour a day monitoring
•  emergency home response  

service with assisted lifting 
Our Progress Lifeline  
service can help to support  
independence in and outside  
of the home as well as provide 
peace of mind. There may  
be a cost in choosing these  
services, which will be fully  
explained to you if you make  
an enquiry.

Customer priorities
We use a range of methods,  
including STAR surveys,  
customer focus groups, and  
forums to establish what our  
customers’ priorities are; the 
Group then uses this information 
to help shape the services  
we provide.

Shared ownership 
Staircasing is offered to shared 
ownership customers, whereby 
they can opt to purchase a  
greater share of their property. 
Some shared ownership leases 
contain restrictions on the  
percentage that customers  
can purchase.

Furniture and equipment
If we provide you with furniture  
and equipment as part of your 
tenancy, you can choose from 
a range, which includes the  
style and colour of the item  
being replaced. 

Furniture Matters*  
(Fylde and South Ribble areas)
This scheme is funded through  
the Group’s Community  
Investment Fund. The Furniture 
Matters Team collect items  
of good quality furniture from  
our empty properties, or from  
current tenants who have an  
item of unwanted furniture  
they no longer have use for. 

Tenants also have the option  
to purchase furniture through the 
scheme, with choices including 
white goods and soft furnishings.

Procurement
You can choose to get involved  
in the tender of tenant-specific 
contractors or services.

Additional services
You can choose to access a  
variety of supportive services,  
such as, benefits advice and 
budgeting assistance, Progress 
Futures (employment, skills and 
training), safe accommodation for 
those fleeing domestic violence, 
and victim support. Our charitable  
organisation, Key Unlocking  
Futures, can also offer counselling, 
family conflict resolution, critical 
tenancy support, emotional health 
and wellbeing support.

For further information  
on any of the information  
detailed in this leaflet,  
please contact Progress  
Connect on 03333 204555 
Monday to Friday 8am  
to 6pm, or use live  
chat on our website  
www.progressgroup.org.uk  
Monday to Friday 9am to 5pm.

www.progresslifeline.org.uk/

www.progressgroup.org.uk/ 
buy-a-home/how-shared- 
ownership-works/

www.progressgroup.org.uk/
furniture-matters

www.keycharity.org.uk



*Funded by:

Delivered in partnership with:

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

Lytham St Annes Office
Progress Housing Group 
Jubilee House 
East Beach 
Lytham St Annes 
FY8 5FT

Progress Housing Group is the trading name of Progress Housing Association Limited.  
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Telephone 
03333 204555
Monday - Friday  
8am - 6pm
Live chat 
www.progressgroup.org.uk
(Mon-Fri, 8am-5pm)
Email 
enquiries@progressgroup.org.uk
Website 
www.progressgroup.org.uk
Follow us 
@ProgressHG
Like us 
facebook.com/ProgressStreetTalk


