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I sincerely hope you are managing 
to stay safe and to keep well in 
these extraordinary times. 
The new lockdown ‘tiers’ affect us all 
as individuals enormously, but we are 
very grateful that they don’t stop us 
from providing a full range of services 
to you. The government strongly 
advises businesses like ours to do our 
best to keep all of our services going, 
provided we can do so in a COVID-19 
secure way. All our employees are 
working incredibly hard to achieve this.
One of the last services to re-open 
after the first lockdown was the 
Sumner House reception area. It is 
now open, although you will see some 
differences in the way we greet you 
and deal with your queries, in line with 
our new COVID-19 secure working 
arrangements. We are optimistic 
that this and all our other services 
will remain open, even if further local 
restrictions are imposed. We will 
certainly do our best to make sure 
that this is the case and will keep you 
informed of any changes.
On page 7, you can read about how, 
through our Progress Futures service, 
we can support you by providing 
one to one mentoring, information on 
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Due to COVID-19, Sumner House 
reception is open for emergency 
appointments only from 9am to 
4pm Monday to Friday. Jubilee 
House is 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
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 or would like to receive the 
newsletter in another format, then please 
contact Joanne Hodson, StreetTalk 
Editor, on 03333 204555 or email 
marketing@progressgroup.org.uk 

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

(Polish)
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Welcome to your  
tenants´ newsletter  
StreetTalk 

Due to government guidelines, 
with effect from Thursday 5 
November, the main reception 
area for Progress Housing 
Group at Sumner House will 
only be available for emergency 
appointments. Jubilee House 
reception in St Annes will 
remain closed and is subject  
to review.

All enquiries from this date can be 
made using the communication 
methods below. However, if you 
have an emergency enquiry, our 
receptionist at Sumner House 
will assist whilst following social 
distancing recommendations.

Phone 03333 204555
Email enquiries@
progressgroup.org.uk
Online contactus.
progressgroup.org.uk/
Live chat contactus.
progressgroup.org.uk/contact-
us/contact-us-by-live-chat/

All tenant satisfaction surveys 
are entered into a quarterly prize 
draw to win a £50 Love2shop 
voucher. We use the feedback 
you provide to improve our 
services to you. Congratulations 
to our latest winner, Mrs Wilson, 
from Leyland, who completed a 
repairs satisfaction survey. 

If you are on a low income, you may be entitled to help 
from your council towards paying your council tax.
Local authorities in England run their local schemes for help with council 
tax. These are called Council Tax Reduction (CTR) schemes and are also 
sometimes known as Council Tax Support (CTS). With the impact of COVID-19 
affecting many incomes, some local authorities have quickly introduced new 
rules affecting their individual CTS and CTR schemes in 2020/21. Most local 
authorities also have an application form available online. 

If you receive benefits or are on a low income, please contact your 
local authority to discuss your entitlement as CTS/CTR is not awarded 
automatically.

If you have any questions, please contact your local authority or get in touch 
with the Financial Inclusion Team on 03333 204555.

Cyber Essentials is a Government-backed, industry-
supported scheme to help organisations protect 
themselves against common online threats.
To find out more, please visit the National Cyber Security Centre website, 
www.ncsc.gov.uk/

We are delighted to announce that we have attained Cyber Essentials Plus 
accreditation, ensuring that the Group and its customers are protected 
against online threats and cyber-attacks with some of the highest levels of 
cybersecurity measures in place.

Sumner 
House 
reception 

Quarterly 
prize draw 
winner

Council Tax 
support

Progress Housing Group 
achieves Cyber Essentials 
Plus accreditation

training courses, and employment 
advice.
Please turn to page 9 to read 
about the annual review to 
tenants. It provides an overview of 
everything that Progress Housing 
Group provides for its tenants. It 
also highlights some of our main 
achievements and tells you about our 
plans for the future, including some 
areas where we are working hard to 
improve our performance.
If you require any further information, 
please check our coronavirus 
(COVID-19) help hub at  
www.progressgroup.org.uk/
coronavirus, or contact us by live chat 
or telephone 03333 204555.
Finally, may I say a huge thank you 
to you all for your continued support 
and understanding. You have been 
incredible throughout the pandemic.
If you have any feedback on the 
articles, please do get in touch; you 
will find our contact details to the left of 
this page.

Bernie Keenan
Deputy Chief Executive & Executive 
Director (Services and Growth)
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Complaints and compliments
In the first three months 
of this financial year, we 
received 89 complaints 
and responded to 83% 
of complaints within our 
target timescales. We also 
received 53 compliments.

5
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News in brief

Progress 
Housing 
Group is 
supporting 
the Homes 
at the Heart 
campaign.
Progress Housing Group is 
supporting Homes at the Heart, 
a campaign and coalition calling 
on the government to put social 
homes at the heart of its plan for 
social and economic recovery 
from the coronavirus crisis. 

The campaign is a partnership 
between the Chartered 
Institute of Housing, Crisis, 
National Federation of ALMOs, 
Association of Retained Council 
Housing, and the National 
Housing Federation, along with 
over 60 supporters from across 
different sectors - from Carers 
UK to NatWest.

For more information on the 
#HomesAtTheHeart campaign, 
visit www.housing.org.uk/
HomesAtTheHeart.

Earlier this month, to mark 
Hate Crime Awareness 
Week - 10 to 17 October 
2020, The Lancashire 
Victims Centre and Disability 
Equality ran two free one-
hour virtual sessions about 
hate crime.
The sessions were open to everyone 
and included an overview of what 
hate crime is and provided examples. 
The sessions also looked at disability 
hate crime, its impact on victims and 
the wider community, including how 
and where to report it. 

The easiest way is through the following website  
www.report-it.org.uk which offers a lot of help and information.
In an emergency, please call 999

Police on 101

Crimestoppers 0800 555 111 or www.crimestopper-uk.org

To find out more on hate crime, please visit www.stophateuk.org

A hate crime or incident is behaviour 
which is thought by the victim, or 
anybody else, to be motivated 
by hostility or prejudice based on 
someones:

 Race

 Religion

 Gender identity

 Sexual orientation

 Disability

 Age

 Subculture - this category was 
added following campaigning from 
the mum of Sophie Lancaster; it 
is not currently a category in all 
areas.

Celebrate kindness 
and tolerance

Reporting a hate crime 
or hate incident

An update regarding 
our board and non-
executive directors
The Annual General 
Meetings for the Group and 
all its subsidiaries were held 
on the 7 September. Part of 
these meetings’ role is to 
appoint the non-executive 
directors (NEDs) for the 
following year for the Group.  
More information about the boards 
and committee members and 
how we are run is available on our 
website: www.progressgroup.org.uk/
about-us/how-we-are-run/

We have a new 
Group Chair
We are delighted to announce the 
appointment of Nigel Wright as our 
new Group Chair, effective from 7 
September 2020.

Nigel has been Deputy Group Chair 
of the Group since 2017, as well as a 
member of the Group’s development 
for outright sale subsidiary, Concert 
Living.

Nigel has over 20 years of board 
experience in commercial and not-
for-profit sectors and brings a wealth 
of experience to lead Progress 
Housing Group’s strategic direction.

Nigel replaces Janet Hale, who has 
served as Group Chair for the last 
nine years. Yasmin Fearon, who 
has worked for the regulator and 
Homes England and has 30 years’ 
experience in the social housing 
sector, joins Nigel as Deputy Group 
Chair.

Supporting you as a 
Refernet member
Building on the additional 
customer support services 
we have been providing 
during the pandemic, we 
are using a new service to 
enhance the support we 
provide our customers.
We have recently become a member 
of ‘Refernet’. This service is already 
operational in the South Ribble area. 
It offers ‘one-stop-shop’ access to 
a range of free, confidential, and 
impartial advice services facilitated 
by the South Ribble Citizens 
Advice team. We have referral 
arrangements in place with both 
statutory and voluntary agencies 
operating within the South Ribble 
area. South Ribble is promoting the 
service under their ‘better together’ 

partnership. The initiative is branded 
‘one front door’ and brings together 
numerous partners who want to 
work collaboratively to improve local 
residents’ services and opportunities.

This support includes:

 Benefits and debt advice
 
Employment advice (including 
training)

 Community support

 Befriending services

 Support for asylum seekers and 
refugees.

A full list of the services available 
is listed on the Refernet website 
lancashire.refernet.co.uk/. 

We are also exploring how we 
can replicate this service to our 
customers in Fylde. 

Anyone in the South Ribble area 
can access the services, or we can 
help with the referral if you contact 
us through our usual channels, 
telephone 03333 204555, email 
enquiries@progressgroup.org.uk  
or live chat on our website  
www.progressgroup.org.uk. 

If you are struggling with anything at 
all, this service may be able to help; 
don’t hesitate to contact the relevant 
agency/service direct or contact us to 
see where we can support you.

We want to hear your views 

Contact us by:

 Calling 03333 204555 or by  
live chat, Monday to Friday  
8am - 6pm 

 Emailing enquiries@
progressgroup.org.uk

 Submitting an online form www.
progressgroup.org.uk/feedback

 Writing to us at Sumner House, 
21 King Street, Leyland, 
Lancashire PR25 2LW.

Nigel Wright, 
Group Chair
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A big hello from 
Daniel, Resourcing 
and Talent Partner for 
Progress Housing 
Group. I work within 
the HR Team. My role 
is to help managers 
attract and identify 
future employees 
and ensure that our 
recruitment processes 
are straightforward, 
fair, and a positive 
experience for all 
applicants. 

I joined Progress in January earlier 
this year, having worked previously 
for profit-hungry businesses in the 
private sector, and was attracted 
to the Group because of their 
commitment to making a positive 
difference in the communities they 
are involved with. 

As part of my induction, I spent time 
with Progress Connect, Progress 
Lifeline, installing and emergency 
responding, and Progress Futures. 
This time gave me a real insight 
into these teams’ work and 
the admirable commitment to 
providing an excellent service to our 
customers and tenants. 

As we all know, the world changed in 
March with COVID-19, and despite 
the change in circumstances, I 
have been fortunate to work from 
home and continue supporting 
the organisation. Over the past six 
months, we have been hiring people 
across the organisation in various 
roles from accountants, Control 
Centre operators, electricians, 
joiners, IT technicians, and 
marketing colleagues. We have 
also been getting used to using 
video technology like Zoom to help 
us interview, which has been a 

Progress  
your career . . .

challenge for both ourselves and 
applicants in a new remote way of 
working out of the office. 

I am particularly interested in 
making more people aware of our 
opportunities from all sections of the 
community, including our tenants. 
We now advertise all our jobs on 
the website findajob.dwp.gov.uk/, 
and we are also working closely 
with the Indeed job site (indeed.
co.uk/about). I have recently talked 
about our career opportunities on 
the community radio station Radio 
Leyland, and you can also follow us 
on Facebook, Twitter, and LinkedIn.

As part of our commitment to 
inclusion and diversity, Progress 
Housing Group is a Disability 
Confident - committed employer. 
As users of the disability confident 
scheme, we guarantee to interview 
all disabled applicants who meet our 
vacancies’ minimum criteria.

Find out more

If you would like to make 
a difference in your local 
community, check out our new 
job opportunities online at /www.
progressgroup.org.uk/jobs/, and 
progress your career with us. 

Kickstart 
your  
career . . .
As you may know, 
unemployment figures 
were released this week 
www.bbc.co.uk/news/
business-52660591 
and the biggest rise in 
unemployment has been 
among young people - up 
76,000 for 16- to 24-year-
olds compared to last year.

The Office for National Statistics 
(ONS) says that this is because 
young people are more likely to be 
employed in hotels, restaurants, 
and tourism. Jobs like these 
have been particularly hard-hit 
by lockdown and quarantine 
restrictions reducing the number of 
tourists.

We are fortunate in the sector 
where we operate and continue 
to grow as an organisation hiring 
people across diverse business 
areas. Furthermore, we are going 
to be participating in the ‘Kickstart 
Scheme’ later this year www.gov.uk/
government/collections/kickstart-
scheme 

This is a government-funded 
programme to support unemployed 
young people into high-quality, six 
months paid work placements, 
working 25 hours per week. 
Eligibility will be centred on 
candidates aged 16-24, claiming 
Universal Credit and at risk of long-
term unemployment. Look out for 
more details on our website or via 
Progress Futures. 

We are committed to supporting 
tenants and their families into 
employment opportunities within 
the Group - please contact us if you 
are applying for any posts either 
within the Group or for general 
support from Progress Futures. 

Talking of 
Progress Futures

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. 

Progress Futures provides a 
tailored programme of one-to-
one mentoring, training courses, 
physical activity sessions, 
employment advice, and work 
experience opportunities, 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 is continuing to December 
2021.

The Progress Futures service is 
available to all tenants and their 
families via the telephone, online, 
or in person. If you would like to 
receive support or advice, please 
email the Progress Futures Team 
futures@progressgroup.org.uk, or 
contact us on 03333 204555.

We would encourage you and your families 
to use the services of Progress Futures. In 
2020 and 2021, Progress Housing Group 
will continue to be a delivery partner in the 
More Positive Together (MPT) project. 

Fully funded 
construction training
Are you looking for construction and trades 
training, certificates, and qualifications? 
Progress Futures are working with Procure Plus and the Construction 
Skills Fund to offer FREE training courses with the aim of getting 
you a CSCS card and straight into employment at the end of your 
training. Contact the Progress Futures Team by emailing futures@
progressgroup.org.uk with your name, address, contact number, and 
email address, or telephone 03333 204555 to find out how to access 
the fully-funded construction training.

Daniel
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Free training 
courses to 
give your CV 
a boost
Progress Futures has teamed up with Lancashire Adult Learning to deliver 
free-of-charge adult learning training courses to improve your CV, boost  
your confidence, and move you a step closer to your dream career. 

You can join the courses from 
home using your laptop, pc, or 
smartphone. The free, online training 
courses are delivered live and online 
by Lancashire Adult Learning tutors 
and will take place over a number of 
sessions over a few weeks.

If you are looking to get back into 
employment or training, you can 
improve your prospects by taking 
one of these free courses.

Who can attend the 
courses?
The courses detailed in this article are 
ideal for people who are currently not 
in education, employment, or training 
but looking to get back into work 
or training - perhaps after a career 
break, illness, or maternity leave.

If you feel like you lack confidence 
or skills or are looking to change 
direction or career, these courses 
could provide you with the skills and 
confidence you need to boost your 
CV, confidence, and get you focused 
on achieving those life and career 
goals again.

What types of courses are available?
 Childcare Level 1 -  
13-week course

 This qualification is designed to 
stimulate interest and encourage 
the learners’ understanding of 
the skills and knowledge needed 
to care for young children. It is 
aimed at those who are thinking 
of working in childcare and is also 
suitable for parents who wish to 
develop parenting skills.

 Preparation to work 
in schools - 12-week 
course - Level 1 award 
in preparing to work in 
schools

 This Level 1-accredited 
qualification is designed to prepare 
learners for further learning and 
training whilst developing an 
understanding of the teaching and 
learning environment in a school 
setting, including how to support a 
child or young person’s wellbeing 
and development.

 The qualification is aimed at a 
range of learners who are thinking 
of working in a school setting. 
This course is ideal for anyone 
wishing to progress onto teaching 
assistant training. Learners do not 
need to be working or undertaking 
practical placements to take this 
qualification.

How to book a place 
on a Progress Futures/
Lancashire Adult Learning 
free online course
Please contact Progress Futures by 
calling 03333 204555 or emailing 
futures@progressgroup.org.uk to 
find out about all the courses that 
are available, to check whether you 
are eligible to attend the courses and 
book yourself a place. Courses can 
only go ahead if there are eight or 
more delegates for each course.

You can also find out more about 
our Progress Futures service on our 
website www.progressgroup.org.uk/
futures

Your annual tenant review
Your annual tenant review tells 
you how we performed last year. It 
provides an overview 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 details the support we have 
provided tenants and communities 
during the pandemic. 

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

Key highlights

Your feedback is important to us as 
we use this to improve our services.

If you would like to get involved, email 
community@progressgroup.org.uk, 
go online at www.progressgroup.org, 
or speak to a Progress Involvement 
Team member on 03333 204555.

VFM 
Value for Money (VFM) is at the 
heart of the services we deliver; 
we want to ensure that we offer the 
best possible services we can in 
the most efficient and effective way. 

Each year, we undertake a 
comprehensive assessment of how 
we are performing and how we plan 
to deliver Value for Money. We report 

Over 

 45,000
repairs completed

81 out of 100 
tenants were satisfied 
with the overall service 
provided by the Group

£26 million  
spent on improving and 
maintaining our homes

£11 million 
invested in 

responsive repairs

91 
new homes built for general 

needs, supported living 
tenants and low-cost  

home-ownership

£11.8 million  
spent on building  

new homes

on the measures prescribed by the 
Regulator of Social Housing (RSH) 
in its VFM Standard 2018. We also 
report on some of our own, additional 
measures. 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/.

Looking forward -  
our Strategic Plan 
The board has recently approved 
our refreshed Strategic Plan. This 
document runs from 2020 to 2025 
and describes who we are, why 
we exist, sets out what we want 
to achieve, and our key priorities 
over this period.

It describes our vision, “to have 
a positive impact on people 
and communities by providing 
high-quality homes, supporting 
independence and creating 
opportunities.” 

This document is essential because 
it drives everything that we do as an 
organisation. We hope you enjoy 
reading our Strategic Plan, which  
you can find on our website,  
www.progressgroup.org.uk/business-
plan
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Property Services' 
customer feedback
Every year, we carry out thousands of repairs and inspections to 
your homes, ranging from essential compliance checks to minor 
responsive repairs and major planned improvements. This year we will 
invest over £27 million, ensuring that you are safe and secure in your 
homes – see page 11 for more information on our plans for the year.

To ensure we deliver the very 
best repairs service possible, we 
rely on your feedback and look 
forward to hearing what you think 
of our service and what we can 
do to improve things for you.

We do this via our regular surveys; 
after every responsive repair and 
following any major works to your 
home, you should receive a text 
from us asking for your feedback. 
We read all the feedback you 
provide, and we look at how we can 
address any problems you have 
raised and improve our services.

We also rely on your compliments 
and complaints, and we welcome 
both! We love hearing from 
you, whether the feedback is 
good or bad, as we look at all 
feedback as an opportunity to 
learn and improve our services, 
but we would welcome more!

If you are asked to complete a 
survey, please take the opportunity 
to tell us what we did well and 
where we can do things better. 
We really appreciate the time you 
take to tell us what you think.

Over the last 12 months, we are 
pleased with our repairs satisfaction 
scores, and you can see below that 
we have improved in every area, 
but we know we can always do 
better, and we are always learning. 
We have set ourselves challenging 
targets to improve our results this 
year, but we need your help.

March 2019 March 2020 Change New minimum 
target

Right first time 80.1% 83.7% Up 3.6% 85% or higher
Communication 84.2% 89.6% Up 5.4% 90% or higher 
Quality of work 87.6% 91.2% Up 3.6% 92% or higher
Overall satisfaction 86.4% 89.4% Up 3.0% 90% or higher

You can send us feedback at any time by calling 03333 204555 or by live chat, Monday to Friday 8am-6pm, 
emailing enquiries@progressgroup.org.uk, submitting an online form www.progressgroup.org.uk/feedback, 
writing to us at our Sumner House address (see top left of inside front cover), or you can complete one of our 
surveys via text. You can also get involved by joining one of our many tenant groups; please contact the Progress 
Involvement Team for more information on 03333 204555 or email community@progressgroup.org.uk.

Planned improvement 
programme 
We are delighted that following full 
lockdown earlier this year, we have 
made a great start on our planned 
improvement programme, with 
our external work programmes 
commencing on the 1 June and our 
major improvement programme 
(including new bathrooms and 
kitchens) commencing on the 1 
August.

However, due to lockdown 2 we 
have had to stop planned works 
in your homes which affects any 
scheduled bathroom and kitchen 
work. We will be looking to start these 
again in January 2021 if government 
guidance permits us to.

We have had to revise our plans 
to ensure we can safely deliver all 
our works, adhering to government 
guidelines, but have set demanding 
targets. We aim to deliver as much 
of the original programme as 
possible, spending over £27 million 
improving and repairing your homes, 
replacing over 230 kitchens, over 300 
bathrooms, 240 doors, and over 400 
heating systems. 

Gas servicing 
Every year we need to check the 
safety of all the gas appliances that 
we have provided in your home. This 
service is for your safety to ensure 
that everything is working safely and 
efficiently. We continued to deliver 

this essential service throughout 
lockdown to keep you safe and 
secure in your home.

Electrical testing 
Every five years, we need to carry 
out a condition report of the electrical 
system that we maintain in your 
home. This report is for your safety 
to ensure that everything is working 
safely. As with Gas, we continued 
to deliver this essential service 
throughout lockdown.

Responsive repairs 
We have been working hard to 
catch up on 1,800 non-emergency 
repairs that were put on hold when 
the lockdown was introduced. We 
are delighted to report that we have 
caught up on the backlog and are 
now operating close to ‘business 
as usual’. We will continue to 
monitor local lockdowns carefully, 
ensuring we follow government 
guidelines and working safely at 
all times. We ask for your patience 
and understanding when booking in 
repairs as the demand for our service 
is exceptionally high following the 
lifting of COVID-19 restrictions.

Repairing and 
maintaining your 
homes

You must allow us access to 
your home to carry out these 
checks. Gas servicing and 
electrical testing are carried 
out to keep you safe in your 
home, so please allow us 
access at the agreed time.

So you know what to expect 
when we visit your home, 
whether this be to carry out 
essential safety checks, 
responsive repairs, or major 
planned work, please check 
out our video on our website 
www.progressgroup.org.uk/
coronavirus-repairs

Empty homes repairs 
We have continued to carry out 
repairs and improvements to 
our empty properties throughout 
lockdown to enable much-needed 
homes to be provided to people who 
are homeless or at risk of becoming 
homeless. For more information, 
please see page 21.
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Despite the pandemic and 
lockdown at the end of March 
2020, the annual gardening 
competition still took place 
this year. Changes had to 
be made, and with a few 
tweaks, the Progress in Bloom 
gardening and sunflower 
growing competition was 
made COVID-compliant and 
was a welcome distraction for 
many during the lockdown.

This year we saw keen gardeners 
tend to their gardens, pots, 
balconies, and green spaces, 
submit their entry, and take their 
own photographs; you were 
not deterred and set to work 
designing, planting, and growing. 

As a nod to Chelsea, the world’s 
greatest flower show, we decided to 
have a panel of judges to rank the 
gardens in categories, Gold, Silver, 
Bronze, and Highly Commended, 
with every entry gaining an 
accolade. 

The Progress in Bloom celebration 
took place over Zoom; all the 
competition entrants were invited to 
join us to celebrate the wonderful 
work carried out by our green-
fingered tenants. The awards were 
hosted and presented by Jacqui  
De-Rose, Progress Housing Group’s 
Chief Executive. The attendees 
were also treated to a session run 
by guest-speaker Debbie Noblett, 
Leyland in Bloom member and 
grower and retailer of plants and 
ornamentals.

Debbie said, “It was a pleasure to 
be a part of Progress in Bloom 2020 
and to see all the hard work people 
have put into making their gardens 
and outdoor areas look wonderful; 
gardening is not only good for 
the gardener but for all who get 
pleasure from seeing its beauty.”

Kelly, a tenant, commented, “I really 
enjoyed entering this competition. 
I really think it is a brilliant idea for 
people to enjoy and look after their 
garden. I definitely made the most 
of our garden in lockdown. Thanks 
again.”

It was a tonic to see so many 
amazing and beautiful gardens, 
in such unsure and trying times, 
blooming with flowers, shrubs, 

and wildlife. A lot of time and 
love had gone into creating 
outdoor spaces to nurture and 
enjoy. Thank you to everyone 
who entered; it was a pleasure 
to receive the photographs. You 
can view a compilation of the 
photos we received by visiting  
www.youtube.com/channel/
UCc8KbMQhZi0Czagqkt9PLGQ. I 
am sure everyone will agree there 
are some fantastic gardens out 
there! 

I really think it is 
a brilliant idea for 

people to enjoy and 
look after their garden. 
I definitely made the 

most of our garden in 
lockdown.

Community 
teamwork 

A social value collaboration 
has been taking place at the 
outdoor space at The Place 
community centre in Leyland.

SHAPE Lancashire has been involved 
with the Wade Hall Community 
Association in transforming the 
garden space at The Place for groups 
and tenants to use. The on-going 
maintenance will be shared between 
the groups using the outside space 
and managed by the community 
association.

Progress Housing Group’s 
Community Investment Fund has 
funded SHAPE Lancashire to help 
deliver youth activities from The 
Place, as well as funding the garden 
project delivered by the Wade Hall 
Community Association.

With help from a local landscaper, 
the area has been transformed 
with an all-weather pitch for games. 
Mandy from SHAPE Lancashire said, 
“SHAPE Lancashire has planted a 
community orchard. A wildflower 
meadow area has been planted with 
two apple trees (one an eater and the 
other cooking), a plum tree, a pear 

tree, three raspberry bushes (two red 
and one orange), and a blackberry 
bush. It’s great to see the garden 
coming together.”

Progress Housing Group contacted 
C & W Berry, a local supplier that 
provides building materials for the 
Group, to see if they could supply 
a shed for the project. Much to 
everyone’s delight, Berry’s donated 
a shed, and Joan, Chair of the 
residents’ group at The Place, said, 
“We would like to thank Berry’s for all 
their help. We had provision within 
our Community Investment Fund 
application for a shed, but now it 
means that we can use that money 
for other parts of the garden.” 

Leyland In Bloom is also going to 
help with transforming a run-down 
vegetable plot.

This project is a wonderful 
demonstration of how social value, 
together with partnership working, 
can achieve great things for the 
community.

We ask all our contractors to consider how they can help us 
deliver social value as part of our procurement process. This 
means we ask them to consider what they can offer back 
to the community in addition to the services they provide. 

Blooming 
lovely!

Turn to the back 
page to see more 
Progress in Bloom 

photographs.

Pat, tenant and community 
volunteer (pictured left) and Joan, 
tenant and Chair of the Wade Hall 
Community Association (right)
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Our Progress Lifeline 
service provides connected 
technology-enabled care 
and support services to 
over 50,000 customers. 
Did you know telecare can 
help support people with 
epilepsy and other health 
conditions/disabilities so 
they can live independently 
inside and outside the 
home? Here is Charlotte’s 
story. 
Charlotte, 22, had her first seizure 20 
months ago. Since then, Charlotte 
now has seizures several times 
a week. Doctors are still unsure 
what causes Charlotte’s seizures, 
although it is suspected that she has 
Cushing’s disease.

In addition to this, Charlotte also 
has Ehlers-Danlos syndrome; this 
means when Charlotte suddenly 
falls unconscious from a seizure, 
she is at greater risk of injury. She 

has previously dislocated her hip 
and arm, and when she woke 
from the seizure, she was unable 
to move or call for help. Now 
Progress Lifeline can call for help on 
Charlotte’s behalf.

Charlotte’s seizures are very sudden 
and happen without any pattern 
or warning. Previously, someone 
would have to stay with her at all 
times because she couldn’t be on 
her own; this had a hugely negative 
impact on her mental health.

Now, Charlotte wears a falls detector 
around her wrist, has smoke 
alarms, carbon monoxide alarms, 
heat detectors, and a key safe that 
are all connected to the Progress 
Lifeline 24/7 response centre in 
Lancashire. The falls detector can 
detect if someone has fallen based 
on a pattern of movement, impact, 
and sudden stillness. Once a fall 
has been detected, it will alert our 
response centre, who can then 
assess the situation and arrange for 
the appropriate help.

Find out more

If you know someone who may 
benefit from home monitoring 
or you are interested in finding 
out more about the equipment 
we have available for a wide 
range of conditions, please call 
03333 204999 or email lifeline@
progressgroup.org.uk

Before using Progress Lifeline’s 
services and equipment, Charlotte 
felt helpless, “I couldn’t do anything 
on my own, I couldn’t even cook or 
shower or hold my little girl in case 
I had a seizure.” Now Charlotte 
can be left alone with her children, 
saying, “that has been the biggest 
thing for me.”

Stories like Charlotte’s help raise 
awareness for invisible, chronic 
illnesses and disabilities, to which 
Progress Lifeline’s services can 
benefit and help improve the quality 
of people’s lives. Thank you to 
Charlotte for sharing her experience 
with us.

Charlotte's  
story 

I couldn’t do anything  
on my own, I couldn’t 

even cook or shower or 
hold my little girl in case  

I had a seizure.

Life as a gas engineer 
at Progress Housing 
Group is certainly 
never dull, and every 
day is different!
However, during the lockdown, it has 
been far from the usual typical day, 
and each day has brought forward 
its own challenges.

The primary focus of working in the 
gas industry is safety, but during the 
lockdown, safety measurements 
have been increased to something 
that none of us could have ever 
imagined would be a part of the job 
role.

I live in Preston with my amazing 
wife and three beautiful children. 
Whilst some people have been able 
to work from home during the peak 
of the pandemic, this was out of the 
question for many of us delivering 
frontline services. Unfortunately, 
boilers can’t be fixed over Zoom or 
the phone, so I’ve been working on 
the frontline throughout to ensure 
that Progress Housing Group 
tenants remain safe and secure in 
their homes; this meant that there 
was some concern at home as I was 
at a higher risk of contracting the 
virus and I didn’t want to bring this 
home to my family.

A typical day for me and an early 
start

My typical day begins at 6am 
(before the crazy kids get up!) 
when I get that first cup of coffee in 
and check what work the planners 
have set out for me and where I’m 
travelling to. The uniform is always a 
fresh, clean set because I don’t want 
to risk infecting customers, many of 
whom are vulnerable.

I carry out a van check by 7.30am 
and ensure I have all that I need 
for the day - typically, this would be 
a part and tool check, but now, I 
need to ensure that I have enough 
Personal Protective Equipment 
(PPE) to protect our customers and 
me. I put on my PPE and head out 
to a day on the frontline visiting our 
customers in their homes.

Lots of travelling and attending 
customers’ properties during the 
pandemic

Whenever I first attend a property, I 
go through a few safety questions 
with the tenant to ensure that they 
do not have any COVID-19 related 
symptoms. If it is safe to do so, I 
carry out a gas service/safety check 
of Progress Housing Group’s gas 
appliances, such as the boiler and 
fire. The customer usually knows 
that they should keep their social 
distance, but their furry friends don’t 
seem to understand this, and often 
they like to come in for a nosey!

Progress Housing Group has 
properties from Devon to Scotland, 
so my job usually involves planning 
the work, booking hotels, and 
scheduling my jobs, and I can be 
away from home for the whole 
week sometimes. There is usually 
a tear or two from my young sons, 
and I set off with the promise that 
they can video call me after school. 
However, this all changed during the 
lockdown, as hotel bookings were 
cancelled and I couldn’t stay away 
from home, so we were travelling up 
and down the country each day.

Safety is our primary focus

Some may be under the impression 
that a gas engineer’s job is simply to 
go in and carry out specific repairs/
checks, but there is so much more 
involved. My primary focus is safety 
- everything must be safe for use, 
and strict gas safety regulations 
must be adhered to.

However, this has to be matched 
with the utmost customer service 
level, which, for me, is service with 
a smile and lending an ear when 
necessary.

A day in the life of a gas 
engineer at Progress 
Housing Group
Our Lead Gas Engineer, Waheed,  
writes for Gas Safety Week 2020

Waheed
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Keeping your 
house safe and 
warm this winter

Plus, with many of us working from 
home for the foreseeable future, our 
houses have become our offices 
as well as the place we spend the 
majority of our free time. So we must 
prepare our homes for the colder 
months ahead. 

Check your boiler
 Turn on the heating via the room 
thermostat and the time clock

 Check that all your radiators get 
hot to the top (if not, it might 
mean that they need bleeding 
with a radiator key)

 Check the pressure gauge on the 
boiler is above 1 and not above 2

 Check for any signs of distress, 
leaks, or damage

 Turn off and make sure that it 
goes off.

Don’t be a victim of burst 
pipes during freezing 
weather
In freezing weather, if possible, keep 
your heating on low. 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.

Prevent damp and 
condensation in your home
In winter, you are more at risk of 
condensation and mould due to the 
increase in temperature from your 
central heating. To help stop mould 
in your home, you need to decrease 
the amount of condensation.

Stop moisture building up - use 
lids on pans, wipe down sills, dry 
clothes outside, use extractor fans

Keep your home well ventilated 
- leave window air vents open, open 
windows, when using the kitchen 
and bathroom, air rooms if you are 
drying or washing

Keep your home warm - a 
constant low heat in winter will help 
prevent condensation. Allow warm 
air to circulate by leaving doors 
open. Insulate your home as much 
as possible.

This year, maybe more than ever, we will appreciate the 
comforts of our home with cosy nights in snuggled under a 
blanket in front of a good movie. 

Find out more

If you have a repair, you can 
report it to us online 24/7 via our 
website www.progressgroup.org.
uk/activate or by phoning 03333 
204555 between 8am and 6pm, 
Monday to Friday and outside of 
these times for emergencies.

We have made 
73,000 welfare 
calls offering 
support to tenants 
Over 73,000 welfare calls 
have been made to tenants 
and customers by our 
employees during the 
pandemic - leading to vital 
help for some of our most 
vulnerable customers.
In quick response to the initial 
lockdown, we set up ‘Here to 
Help’, a ‘one-stop-shop’ of support 
and advice for our tenants and 
customers.  

Our ‘Here to Help’ service carried 
out regular phone checks with 
tenants to see what we could do 
to help those 
affected by the 
lockdown.

We have been 
contacting 
all of our 
tenants to 
see if they 
are okay and 
if they need any 
additional support. 

Our Progress Futures 
Team has also been 
supporting tenants to help find 
employment or new ways to access 
education or training. 

One tenant who has benefited from 
our support is 84-year-old Alice.

A member of our ‘Here to Help’ 
team had been in touch with Alice 
several times a week to see what 
they could do to help. Alice’s 
cleaner was helping her with her 
food shopping, but one day during 
her welfare call, Alice told us that 
she was in a lot of pain with her 
knees and was finding it very difficult 
to walk. She said that she usually 
had injections to ease the pain, but 
due to COVID-19, she had not had 
them. With permission, our officer 
called Alice’s Doctors on her behalf 
and arranged for a home call. 

Alice said that receiving the welfare 
calls lifted her spirits and cheered 
her up. 

Sarah Raynor-Duke, Community 
Support Officer, was one of many 

members of staff providing 
support to our customers: 
“When the lockdown was 
announced, the Group 

rallied to help our customers. 
I helped by carrying out 
welfare calls to our most 
vulnerable residents, 

asking them if they needed help 
with anything. Sometimes I would 
help get food packages to them, 
complete referrals to other agencies 
if needed, and other times, I would 
just help them by talking to them 
about their day.”

One resident that Sarah continued 
to support during lockdown was Mr. 
H., as he had no family or support 
close by. Sarah would often phone 
him to check how he was doing and 
see if there was anything he needed. 

“Sarah has been a wonderful person 
to me and has helped me through 
the bad times. I hope she will still be 
there to see me through the good 
too. The way she encourages me 
to do little jobs around my property 
helps me,” said Mr. H.

Tammy Bradley, Deputy Executive 
Director, says, “We know that some 
of our tenants have really been 
struggling due to the coronavirus 
crisis - from loss of income to feeling 
isolated to not being able to get to 
the shops for essential items.

“During the lockdown, we made 
sure that we got in touch with 
the people who need us most. 
Employees have been on the phone 
every day, sometimes all day, talking 
to our tenants and ensuring that 
those who are really struggling to 
get help straight away. We have 
now been contacting every tenant to 
ensure that no-one is left isolated or 
without help during the pandemic. 

“These calls were one really 
important way we were able to let 
tenants know that we are always 
here to help.”
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On 27 August, we arranged 
for two skips to be delivered 
to the Kilnhouse area in St 
Annes, on the Fylde coast, 
to clean up the rubbish 
and fly-tipping which had 
been building up in the 
neighbourhood over recent 
months.
Viv Fox, one of our Community 
Housing Officers, organised the 
community clean-up event in 
response to the increasing amount of 
time the Neighbourhood Caretakers 
were needing to spend clearing the 
area of fly-tipping and rubbish that 
was being dumped on the estate, 
and the volume of complaints about 
this from tenants in the area.

After the event, Viv said, “Because of 
the success of this event, we are now 
in talks with Fylde Borough Council 
about how we can work together 
to improve the litter and fly-tipping 
issues in this neighbourhood, and 

it really was brilliant to hear the 
difference just one day like this has 
made to our Kilnhouse tenants.”

One of the first tenants to access 
the skips on the day said, “This is 
a brilliant idea and a massive help 
for residents. Getting to the tip has 
been difficult due to the coronavirus 
restrictions over the past few months, 
and we’ve noticed rubbish building 
up on the streets and in people’s 
gardens as if people just expect the 
council to come and tidy it all up. 
To have the skips right here on the 
estate is really helpful.”

A family bringing their unwanted 
household items to the skip added, 
“Clean-up days like today are really 
useful - it made my day when the 
letter came through my door! Some 
people can’t afford to get to the tip, 
but by helping us with providing skips 
occasionally, it will save everything 
being dumped in gardens and the 
area looking so down-trodden.”

Our Neighbourhood Caretaker 
service is now fully remobilised 
after COVID-19 and is once again 
providing bulky item removal to all 
eligible tenants. If you wish to utilise 
this service, please contact us at 
03333 204555, email enquiries@
progressgroup.org.uk or live chat  
via our website www.progressgoup.
org.uk

Community clean-up 

day a success in Fylde

Shining a spotlight on our volunteer 
estate appearance inspectors
We are fortunate to work 
with a group of tenants 
who volunteer their time to 
carry out estate appearance 
inspections in the area in 
which they live.
The volunteer estate appearance 
inspector’s role is vital as it 
gives us the chance to receive 
comments directly from tenants 
living in the area, who tell us what 
is going well and what could be 
done better to improve the area 
they live in.

What is involved in being a 
volunteer estate appearance 
inspector?

Our volunteers carry out monthly 
inspections of the area where they 
live and complete a record sheet 

to say how they have found the 
area. For example, they may pick 
up that the grass has been cut 
recently and looks good or found 
some graffiti, making the area look 
scruffy.

The inspector sends the completed 
sheet to the Progress Involvement 
Team, who records the results and 
passes any actions needed to the 
appropriate team.

We would love to expand our 
team of volunteers - could it be 
something you are interested in, 
or could it help you develop new 
skills to include on your CV?

Training and support are provided 
to all our volunteers, and we cover 
the cost of expenses needed to 
carry out the role.

Here is a video our volunteers 
have helped put together to tell 
you a bit more about the role:

 

If you would like to know more 
about what it is like to become a 
Progress Housing Group volunteer, 
please contact the Progress 
Involvement Team by telephoning 
03333 204555, emailing 
community@progressgroup.
org.uk, or visit the Progress 
Involvement pages on the website, 
www.progressgroup.org.uk/
volunteer

Customer 
scrutiny update 
Our Scrutiny Pool comprises 
of tenants from across the 
Group. They volunteer their 
time to work with staff and 
an independent consultant to 
look at different services we 
provide to our customers.
The Scrutiny Pool decides which 
service to review and aims to 
complete three or four reviews 
a year. The reviews’ purpose is 
for customers to look at how we 
provide services from a customer’s 
perspective. This can often provide a 
different take on what we are doing 
and helps us to make changes to 
improve the quality of our service.

Things have changed a lot over the 
last few months, but this has not 
stopped our volunteers. We have had 
to change the way we get together 
and now use Zoom for our meetings, 
and despite the odd technical hitch, 
this is working well.

Over the last couple of months, 
our Scrutiny Pool has completed 
a review on how we communicate 
with customers about our grounds 
maintenance service. This has been 
a really interesting piece of work, 
which is very close to our customer’s 
hearts. The review produced five 
recommendations that will be 
implemented over the next few 
months.

Please visit our website to view the 
Scrutiny Pool reports that have been 
published www.progressgroup.org.
uk/scrutiny

Find out more

If you have a suggestion of a 
service that you would like the 
Scrutiny Pool to consider for a 
review, or if you would like to 
find out more about the Scrutiny 
Pool, or you would like to join 
one of the Zoom meetings, 
please contact the Progress 
Involvement Team on 03333 
204555 or email community@
progressgroup.org.uk.
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New homes 
complete in Kendal

The Group acquired 49 units 
from 148 new family homes 
built at the site by local housing 
developer Oakmere Homes.

Of the 49 new homes developed 
by the Group, 25 were designated 
affordable rent homes and are now 
all occupied by new tenants.

The remaining 24 units are all shared 
ownership, a mix of apartments 
and houses, and we have just 
heard that all the shared ownership 
homes are also now all reserved.

The scheme has been a huge 
success, with South Lakeland 
District Council, the Group, and 
Oakmere Homes all delighted 
with this partnership’s outcome.

We are celebrating the completion of 49 affordable new homes at our Strawberry 
Fields development located in Kendal, South Lakeland, Cumbria.

Follow us on Facebook/ProgressStreetTalk for the latest news

Mel and her new home in Kendal 
We recently got the chance to 
catch up with one of our new 
tenants who, in April 2020, moved 
into one of our affordable-rent 
new-build homes on the beautiful 
Strawberry Fields development.

Our new tenant, Mel, lives in 
Kendal with her husband, Chris, 
and their six-year-old son, Noah. 
Mel is a travel agent and has 
recently returned to work part-
time after being furloughed as 
part of the COVID-19 response.

At the beginning of 2020, Mel’s 
landlord gave the family notice that 
his circumstances had changed, 
and he was, unfortunately, going 
to have to sell the home that they 
privately-rented from him and 
had lived in for seven years.

The search began to find a 
home that they could afford in 
their preferred area of Kendal. 

Unfortunately, after viewing 
shared ownership and looking 
into mortgages, the couple were 
told that they couldn’t afford to 

buy. They were also struggling 
to find affordable private rentals 
in Kendal. So when they found 
out that they were eligible for 
one of the affordable rent homes 
on the new Strawberry Fields 
development, they were delighted!

Mel says, “We feel so relieved 
and so lucky to get a brand-
new two-bedroom home in my 
hometown of Kendal, near my 
mum, and close to my son’s 
primary school. It’s a corner 
plot, has a lovely garden, and is 
finished to such a high standard. 

“It also seemed like fate as I grew 
up in a house that my Beatles-
mad Dad had named ‘Strawberry 
Fields’ after his favourite band!

“It’s so rare for young families 
like us to be able to get a new 
house in this area at an affordable 
rent. Progress Housing Group 
has also told us that after a 
few years, we could be eligible 
for the right to buy scheme, 
which would be wonderful!”

Annual housing conference, 
Housing 2020, went virtual
Due to the pandemic, 
the Chartered Institute 
of Housing’s annual 
conference and Europe’s 
largest housing festival, 
Housing 2020, went virtual! 
On the first three evenings of the 
event, tenants question time (and 
a virtual social) was organised to 
ensure that tenants and residents 
had the opportunity to engage with 
the sector. The following discussion 
topics were covered, building better 
communities, tackling inequalities, 
and collaboration. Each event had a 
guest speaker and time for Q&As.

Tenants were also invited to 
attend an ‘It’s not okay’ session 
– which saw the launch of a 
toolkit developed by the ‘See 
the Person’ campaign and the 
Chartered Institute of Housing 
to help tackle the stigma against 
people living in social housing.

One of our tenants from Leyland, 
Fiona, was a speaker at the 
conference. She said, “I was one 
of the speakers at the ‘It’s not 
okay’ session. This was also the 
launch of the Landlord’s Guide. 
The session went really well. There 
were other speakers from other 
housing organisations explaining 
how they did things in their areas. 
Pam from ‘See the Person’ gave 
the background of the ‘See the 
Person’ campaign, and I explained 
why I was part of ‘See the Person’ 
and gave a brief overview of why 
we felt the need for the Landlord’s 
Guide. After everyone had 
presented, there was a question and 
answer time. Many people asked 
questions about ‘See the Person’ 
and about the guide, so we felt the 
session was really worthwhile. “

Another of our involved tenants, 
David, said, “In these uncertain 
times, I think it was incredible that 
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any event like this went ahead at 
all. It was a first in that it was all 
completed online, but this didn’t 
mean it was any less interactive. The 
sessions were insightful, and I felt I 
was part of the conversation even 
though I was not there personally. I 
was involved in two sessions on the 
Monday as I believed they were the 
most appropriate for the Scrutiny 
Pool and tenant participation. It was 
great to have achieved another 
first for tenant participation in the 
first online seminar. However, 
I hope that 2021 will see a 
return to the actual exhibition 
and seminars going ahead.”

What happens when tenancies end?
Did you know every year 
we carry out work to empty 
homes when tenancies 

end? The work they carry out 
includes essential gas and electrical 
safety checks to ensure the property 
is safe and any repairs to bring 
a property up to an acceptable 
standard for new tenants to move 
in. The answer is probably yes. 

Did you know that we 
spend around £1.5 million 
bringing our empty homes 

back to an acceptable standard 
every year? A significant sum is 
spent on repairing tenant damage 
and undertaking the cleaning and 
clearance of properties caused by 
tenants who leave their homes in an 
unacceptable condition. The answer 
is probably no, or at least you didn’t 
think it would cost that much. 

Did you know the majority of 
our empty properties are left 
in good condition? With our 
tenants adhering to the terms of 
their Tenancy Agreement, which 
clearly states that you will:

 Remove all your furniture 
and personal belongings 
from your home

 Remove all rubbish from inside 
and outside the property

 Remove any greenhouse, garage, 
or shed you have put in the garden

 Make sure all fixtures and fittings 
you have installed and which 
you are leaving in your home 
are in good working order

 Replace or repair any 
damaged fixtures and fittings, 
such as internal doors

 Leave your home clean, tidy, 
and in a reasonable state of 
decoration. We may charge 

you for the reasonable cost 
of cleaning the property

 Report all repairs that are 
needed at the property.

To reduce the amount of 
money spent on empty 

properties, we ask for your help. 
If you think a property in your 
street or community has been 
abandoned (the tenant has moved 
out without letting us know), or if 
you are concerned that a property is 
being damaged in any way, please 
don’t hesitate to contact us by 
calling 03333 204555 or emailing 
enquiries@progressgroup.org.uk, 
and we will investigate this further. 

The good news is that any 
money we save will be 
reinvested back in your 

homes and communities, and empty 
homes that are identified will come 
back into use for families that need 
them. That sounds like a win-win!
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As a teenager, Bradley was regularly 
in trouble with his mum and dad 
and the police, and eventually, he 
was taken into the care system. 
He moved around a lot, living in 
different areas across the North 
West, including Barrow in Furness, 
Fleetwood, Burnley, and Clitheroe, 
before being offered a flat at The 
Bridge in Chorley.

Not knowing the Chorley area and 
not having any family or friends close 
by, Bradley struggled to settle in at 
first, but he soon started to meet new 
friends and look after himself with 
support.

Bradley has recently had an 
assessment for and subsequent 
diagnosis of Attention deficit 
hyperactivity disorder (ADHD), the 
outcome of which is now helping 
to manage Bradley’s sometimes 
challenging behaviour. Since moving 
into The Bridge, Bradley has also 
received support for budgeting and 
debt and money management.

Bradley has lots of energy and needs 
to keep himself busy to prevent 
offending. Bradley recently secured 
voluntary work at Age Concern to 
build up his CV and experience until 

he could secure paid  
employment. Bradley began 
volunteering at Age Concern in early 
2020. It was initially for five hours 
a week, but Bradley has enjoyed 
working there so much that he is now 
going in every day.

Bradley’s duties include managing 
stock, collecting stock, and preparing 
clothes for the shop floor. He has 
gained experience and skills in many 
areas, including teamwork, and now 
has a connection to the community. 

His volunteering experience will help 
him gain paid employment, which is 
one of his first goals, before moving 
into his own flat and, in his own 
words, “get married in 20 years!”

Bradley says, “I know my behaviour 
can be challenging due to my ADHD, 
but I’m learning to manage this better 
after having had the assessment. 
I have a good relationship with the 
staff at The Bridge, and I’m grateful 
that I can also talk to and have a 
laugh with my manager at Age 
Concern. All the support I’ve had 
has helped me get used to living 
independently, manage my money 
better, and pay some debt off. 

Bradley supports 
Age Concern

Sue, Bradley’s support worker 
at The Bridge, added, “We are all 
incredibly proud of Bradley. He has 
shown great commitment to Age 
Concern when he was going through 
so much, and it’s great that he’s now 
been presented with a certificate 
of appreciation from the charity, 
recognising all his hard work. 

“Bradley’s manager at Age Concern, 
Andy, has played a big part in 
supporting and encouraging Bradley 
at work, and he’s achieved a lot. 
We hope that an employer now 
recognises what a hard worker 
Bradley is, as he deserves that 
chance.”

Bradley, 20, has been a tenant at The 
Bridge, our purpose-built housing 
scheme in Chorley for young people 
who are homeless, since August 2019.

The Base One Stop shop
Key Unlocking Futures and The Base community 
centre are launching a membership-based community 
shop and are calling it the Base One Stop shop.

The shop aims to provide the local 
community with access to good 
quality food at a minimal cost. It 
will also allow members to access 
support and services and find out 
what is happening in their local area.

The scheme is open to anyone from 
the Broadfield community to join 
without answering any questions 
about personal circumstances or 
income. All it takes is the completion 
of a simple registration form. Then 
members will be given a branded 
Base One Stop shopping bag and 
membership card. There is no 
joining fee; members pay £2.50 
per week and, in return, can select 
10 items of food, toiletries, or 
cleaning products of varying value. 
There will also be special offers 

each week and free food items 
as and when they are available.

Key will be working in partnership 
with Fareshare, a large charity that 
receives surplus food stock from 
most of the big supermarkets and 
manufacturers. Fareshare will supply 
much of the food for the shop. The 
food provided is very varied, and the 
choice will differ from week to week.

The Base One Stop shop will also 
provide members with recipe 
ideas and advice about cooking 
on a budget. It will organise taster 
sessions so members can sample 
some of the more unusual food 
items that may be available. 
The shop will be open Tuesday 
afternoons from 1pm to 4pm, and 
Wednesdays from 9am to 12noon. 

Ursula Patten, Operations Director 
at Key, says, “We are excited to 
be launching this new venture. It 
is an excellent way for members 
to supplement their weekly shop, 
allowing them to budget and 
ease the strain of juggling to pay 
bills and put food on the table. It 
will help people who need a little 
extra help in the longer term.”

Find out more

For more information or sign 
up for the scheme, please 
contact the Base One Stop shop 
Manager, Andrea Andrews, on 
01772 422039 or 07976 707826.

It has never been more 
apparent that the world is 
ever-changing and that we 
must adapt and change 
with it. The past few months 
have certainly raised many 
mixed and overwhelming 
emotions, especially with 
the constant rule changes, 
of what we can and can’t do. 
Without realising, we forget that 
positive things are happening 
at the moment, and brand new 
opportunities are now open to 
us that would never have been 
available before.

It can be easy, as we fall out of our 
usual routine, to lose ourselves a 
little, to lose motivation, and begin 

Nothing lasts forever!
to think quite negatively. Things that 
we previously enjoyed can seem 
like too much effort. The dreaded 
“oh, I will do it tomorrow…” can 
become our new mantra preventing 
us from enjoying life and making 
the most of this opportunity.

As a therapist, I am all too aware 
of how quickly negative thinking 
can take hold and the detrimental 
impact it can have on our mental 
health. Below are a few hints and 
tips that I use daily to help stay on 
track, maintaining a happy and 
healthy mind whilst working from 
home.

Step 1 Perspective - it is time to 
ban ‘can’t’ from our vocabulary 

Step 2 Motivation - it is all about 
rewards, not excuses!

Step 3 Healthy mind - it is all about 
trying something new.

Remember, nothing lasts forever. 
No matter what happens over 
the coming months, things will 
change, and you are never alone; 
there is always someone to talk 
to and support out there; all you 
need to do is ask. As we explore 
this unchartered territory together, 
work to see the opportunity in every 
challenge, feel blessed with the time 
you have, and remember that only 
the real restrictions we have are the 
restrictions we put on ourselves.

Take care of yourself and each 
other.

Laura, Progress Futures Officer

All the support I’ve 
had has helped me 
get used to living 

independently, manage 
my money better, and 

pay some debt off. 

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

We all know the scene; 
you are just about to have 
your evening meal and the 
phone rings. 
You sigh and answer the phone, and 
then there is a pause that seems to 
last forever before someone asks 
about the car accident you were 
involved in. Yes, it is yet another 
scammer ringing; at the very least, it 
is annoying, and at its worst, it can 
be personally life-changing.

So, what can you do? Well, reporting 
a scam helps track down and stops 
scammers. This prevents other 
people from being scammed. So, 
what should you do?

You should:

 Protect yourself from further risks

 Gather all the details of the scam

 Report the scam.

You should report all types of scams 
to Action Fraud, the UK’s national 
reporting centre for fraud.

Action Fraud may ask the National 
Fraud Intelligence Bureau to 
investigate scams. They will also 
give you a crime reference number, 
which can be helpful if you need 
to tell your bank you have been 
scammed. 

It is quickest to report a scam 
to Action Fraud online, www.
actionfraud.police.uk/reporting-
fraud-and-cyber-crime, but you can 
also report the scam by telephone: 

0300 123 2040 and textphone: 0300 
123 2050, lines are open Monday to 
Friday, 8am to 8pm.

Please find further information on 
scams by visiting our website, 

www.progressgroup.org.uk/scam

www.progressgroup.org.uk/covid-
scams

How to report a scam

Foundations and Inn2 
during the lockdown

During the lockdown, 22 residents 
were supported at Foundations and 
Inn2, and we kept them informed 
about government guidance 
regarding social distancing. Face-
to-face meetings continued using 
the larger meeting room to allow 
for social distancing. The Group 
provided Personal Protective 
Equipment, including sanitiser 
stations around the building for 
residents and employees, and 
signage and tape were installed 
around the building to remind 
people about social distancing.

During this time, several tenants 
successfully moved on from 
Foundations, and so the team was 
also busy welcoming new residents.

Our support to 
residents continued
We work together with our 
residents, providing all 
aspects of support. 

Because of the pandemic, this was 
made all the more challenging due 
to the lockdown affecting other 
services, such as the Department of 
Work and Pensions, housing, and 
mental health services - all of which 
are now provided over the phone or 
online. 

We have continued to work with the 
Rough Sleeper Initiative and have 
arranged multi-agency meetings 
when appropriate.

We supported one particular 
resident with debt advice; this 
included support to contact debtors 
- this was successful in having 
a debt written off entirely and a 
second consolidated debt passed 
to a debt company that agreed to a 
minimum payment of £6 per month 
off a debt of almost £2,000. 

The resident can now better 
manage their finances, their stress 
levels have been alleviated, and 
they have stopped getting letters 
threatening legal or court action. 
They can now budget and save 
towards their planned move on, 
they are being supported by the 
Mental Health team, and they now 
have an updated care plan and risk 
assessment in place. In the future, 
this will enable us to support them to 
apply for specialist accommodation. 
This was a positive outcome to what 
was a stressful situation for our 
resident.

We continue to support the residents 
with all aspects of their tenancies by 
maximising their income, providing 
debt support, signposting them 
to other services, and maintaining 
good relationships by having regular 
catch-ups and chats.

Foundations and Inn2 are two of our purpose-built housing schemes 
for young people aged 16 to 25 experiencing homelessness. 

An increase in phishing 
emails - keep a look-out! 

A phishing scam is an email 
that seems legitimate but is an 
attempt to get your personal or 
financial information.

If you suspect you have 
received a phishing email, do 
not open it and delete it.

Amidst all the pressures and 
distractions of COVID-19, it 
can be easy to miss phishing 
emails, so please continue to 
be vigilant.



If you would like to be in with a chance of winning a £20 One4all voucher, why not have a go at our 
kindness word search.
Congratulations to Katrina from Freckleton, who won the ice cream flavours word search competition in our 
summer edition.

HOW TO ENTER  
Please send your entry along with your name, age, home 
address, and telephone number to StreetTalk, Progress 
Housing Group, Marketing Team, Sumner House, 21 
King Street, Leyland, PR25 2LW. The deadline for 
entries is Friday, 8 January 2021.

Word search competition

Compassion
Thoughtful
Empathy
Favour
Love

Friendly
Smile
Neighbour
Caring
Respect

Encourage
Tolerant
Understanding
Considerate

Name

Age

Address

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

We have lots of events in the planning stage, so please visit our 
website www.progressgroup.org.uk, scroll down, and click on the 
blue ‘Get involved’ button to see the latest publicised events.

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

3.8

We aim to re-let empty general 
needs properties within 26 days - 
impacted by COVID-19 restrictions

We aim to have less than 4 properties 
out of every 100 vacant and available to 
let at any time

We aim for current tenant rent arrears 
to be less than £4.10 of every £100 of 
rent due

We aim for current tenant rent arrears,  
excluding that owed by Housing 
Benefit, to be less than £4.10 of every 
£100 of rent due

Housing Management Target Result Target met Trend Top quarter*

£3.70

£3.70

We aim to complete responsive 
repairs within 6.5 days - previous 
quarter was impacted by 
COVID-19 restrictions

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

We aim to complete 1,132 
planned component works from 
April to March

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 
service provided regarding arrears 
management

We aim to keep 90 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 85 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 2020 to September 2020

26 days

4

£4.10

£4.10 Better than 
last quarter

Worse than 
last quarter

Worse 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%

1,132

100%

90.0%

90.0%

90%

85%

Worse than  
last quarter

Worse than  
last quarter

Same as  
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

Better than 
last quarter

Better than  
last quarter

Worse than  
last quarter

Better than  
last quarter

92.9%

85.9%

1,132

91.5%

91.9%

84.2%

32.5 d
ay

s

6.7 d
ay

s

100%

The Wish Tree 
appeal is going digital!

At this time of year, our 
South Ribble and Chorley 
Women’s Refuges start 
to ask people to support 
vulnerable families in their 
communities.
As you are all aware, Christmas is 
a time for spreading goodwill and 
cheer, but sadly colleagues at our 
women’s refuges know hundreds 
of families who are dreading 
Christmas this year more than ever. 
Many people have little or no food 
and struggle to heat their homes or 
pay bills. Other families have had 
to flee their homes due to domestic 

violence and have left behind all of 
their possessions. It is on behalf of 
all these children and the adults that 
the refuges operate their annual 
Christmas Wish Tree appeal.

This year will be the 19th year that 
the Wish Tree appeal has been 
running. Your support will mean 
that our refuges’ employees can 
help the families they work with 
and support other families in need 
in South Ribble, Chorley, and the 
surrounding area.

Due to COVID-19, this year’s Wish 
Tree is a little different. If you would 
like to support someone in your 
community this Christmas, then 

look out for further information 
about the virtual  
Wish Tree on our website  
www.progressgroup.org.uk/
wishtree and Facebook page (www.
facebook.com/ProgressStreetTalk) 
where you will be able to buy and 
donate a gift of your choice, or a 
food voucher for an adult or child. 

Find out more

If you or someone you know 
is experiencing domestic 
abuse, you can call the 24-hour 
domestic abuse helpline on 
01772 435865.



Share your photos with us
Thanks for sharing your Progress in Bloom photos. Please continue to share your photos of making, 
cooking, baking and gardening on our Facebook page www.facebook.com/Progress StreetTalk
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