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The world is a different place since the start of the 
COVID-19 pandemic. Every single one of us has seen our 
lives changed to an extent that probably very few of us 
would have predicted. These are indeed, uncertain and 
challenging times. 
Throughout lockdown and beyond, our tenants, other customers, and 
colleagues have responded magnificently. You have all gone above 
and beyond what could have been expected, and by doing so, have 
demonstrated a huge community spirit and enormous compassion for your 
neighbours. It has been incredible to see how everyone has pulled together 
and supported each other. This has included some day-to-day things, like 
showing patience and understanding when our repairs operatives were 
unable to carry out certain repairs as quickly as we would have liked; and 
it includes some uplifting examples of going out of your way to care for 
others, like organising food parcels and keeping in touch with people living 
on their own. I am immensely proud of Progress Housing Group and of the 
communities in which we work.

However, there has been more to the last twelve months than COVID-19, 
and we have a lot to celebrate. We have continued to work hard on 
engaging you, our customers, in decision making and on improving our 
services to you. Repairing and maintaining our homes is an important part 
of this, and last year we spent more than £26 million on these things. Just 
as important is the work we do, with your support, to tackle challenging 
issues in society, such as debt and poverty, loneliness, access to work and 
training, domestic abuse, and homelessness. As an example, we provided 
emergency accommodation and/or support for 368 homeless individuals 
and families last year in central Lancashire.

Throughout the last twelve months we have also continued our 
commitment to building much-needed new affordable housing. We 
provided more than 90 new homes last year and aim to create more than 
1,000 in the five years up to March 2024.  

Despite the extraordinary challenges of 2020, we have ambitious plans for 
the future and are committed to investing in our people, our homes, and 
our communities.

We hope that you enjoy reading this year’s annual review. We really would 
welcome any comments that you may have.

 
Bernie Keenan 
Deputy Chief Executive and Executive Director  
(Services and Growth) 
 
*All figures in this report relate to the period from 1 April 2019 to 31 March 2020.

Welcome from Bernie 
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Our response to coronavirus

Making a  
difference Supported living

We worked in partnership with over 100 support 
agencies to increase our welfare and support services 
for our tenants with learning disabilities, or autism, and 
mental ill-health.

Key Unlocking Futures
Key continued to provide its Critical Tenancy Support as 
well as wellbeing support for colleagues and customers. 
Key also coordinated food parcels within the local 
community and provided creative ways of tackling 
isolation and loneliness.

Other initiatives
•   We offered support to local councils to deliver food 

and prescriptions to tenants and residents.

•   Donated PPE to Bolton Hospital and St Catherine’s 
Hospice.

•   We revised the Community Investment Fund and 
created an emergency application process to allow 
local groups to support their communities for funding 
up to £500. Since its introduction (1 April 2020), 17 
groups have made applications and received a total  
of £8,381.25.   

•   Set up a text helpline, live chat, and website and 
worked with Boots to provide more support for women 
experiencing domestic abuse.

•   Ran regular social media campaigns to share 
messages of wellbeing, support, and information.

•   Utilised digital technologies to continue to provide 
learning and development support for our Progress 
Futures customers and opportunities for engagement 
with our involved tenants.

Launching a dedicated Here to Help service
Our Here to Help service was established for tenants 
to access any help or support they needed during this 
uncertain period. During the pandemic, the team made 
over 35,000 welfare calls to tenants and customers.

Establishing an Incident Support Team
We created an Incident Support Team to strategically and 
centrally manage and coordinate the Group’s resources, 
including redirecting and redeploying employees, skills, 
vehicles, and funding to those services that are most 
important to vulnerable customers.

Supporting people at risk of falling into 
arrears
To help tenants with financial hardship due to the 
pandemic, we amended our usual arrears procedures.

Providing emergency accommodation
We continued to support those in urgent need of housing, 
including people facing homelessness and women and 
children fleeing domestic violence.

Completing essential repairs and safety 
checks 
Our Property Services Team continued to deliver 
vital services during the lockdown, including 2,086 
emergency repairs and 3,474 essential safety checks 
such as gas servicing and electrical testing, as well as 
undertaking asbestos surveys and inspections, fire risk 
assessments, and work and water hygiene checks to 
keep customers and homes safe (the figures quoted are 
for the period 23 March 2020 to 31 May 2020).

Supporting our independent living customers
We increased tenant welfare calls, assisting tenants with 
technology to keep families connected, and coordinating 
activities to tackle boredom and isolation.

The global pandemic impacted everyone’s lives 
and often in unimaginable ways. With it came 
significant challenges of financial inclusion, 
increased domestic violence, safeguarding, hunger, 
poverty, homelessness, mental ill-health, and 
inequity for the most vulnerable in society; issues 
in our society that have a steady presence in our 
sector and ones that we continuously seek to 
address and campaign for.

With lockdown, social housing providers, along with 
our partners in public services and the charitable 
sector, had to call on their resources, expertise, and 
determination to continue to support the most in 
need in the most difficult of circumstances. 

35,000
welfare calls to tenants

and customers

2,086  
emergency repairs

3,474
essential safety 

checks

£8,381 
for community 

groups 

Vasile - Volunteer 
Tenant Inspector



Your voice
Nikki has lived in her Progress Housing Group  
home since May 2018 and joined our volunteer 
tenant inspectors in 2019. Being an involved tenant 
has offered Nikki the chance to meet new people 
and provided her with lots of opportunities. 

“I have found volunteering with 
Progress a great way of meeting 
new people on my estate and in  
the Progress community, whilst  
also making some new friends  
along the way. One couple has  
been a hero in my eyes, taking 
shopping once a week to my son 
during the lockdown.
“I have learnt so much, and I am 
very grateful for all the opportunities, 
I would highly recommend 
volunteering to anyone; I hope that  
I have helped other tenants, new  
and old, along the way.”
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Nikki - Volunteer  
Tenant Inspector
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Communication is key 
Last year, we sent out over 58,000 surveys and 
our Involvement Team undertook 142 customer 
consultations, which helped inform improvements  
in nine service areas. 

One of the areas identified for improvement was  
the communication around the status and next steps 
for repairs. 

As a result of feedback and consultation, trades 
operatives now take the time to explain why a repair 
is taking place.

We have also introduced evening and Saturday 
morning repairs appointments and now send 
customer updates via text message. 
 
Where further appointments are required to complete 
a repair, trades operatives can now book a convenient 
appointment with the tenant whilst at their property. 

Looking forward, we are currently developing an online 
service that will enable customers to access support 
and learning materials remotely between, or instead 
of, one-to-one sessions, providing greater access to 
support to even more customers. We aim to support 
more than 150 customers over the next 18 months. 
We are currently working on plans to create paid work 
placements as part of the government’s Kickstart 
Scheme for young people aged 16-24, who are 
claiming Universal Credit.



You said: 
you were experiencing delays in repairs being 
carried out by contractors.

We have:
expanded our Property Services Team and 
reduced the reliance on external contractors, 
and agreed on a new process whereby parts are 
sourced locally to reduce the length of time for 
these being delivered.

You said:  
you weren’t happy with the service you received 
from our gardening contractors.     

We have:  
used your feedback to inform the gardening 
contract specification as part of the upcoming 
procurement and tender.

You said: 
you weren’t sure who to contact to book or 
rearrange your electrical test.

We have: 
changed the process of monitoring all electrical 
testing, which has created a single central point of 
monitoring to ensure a consistent approach.

You said: 
you weren’t sure who to contact when you first 
moved into your new home. 

We have: 
appointed a new Development Administrator 
to ensure consistent communication with our 
customers and a single point of contact and 
support for any concerns.

You said: 
you felt our gas safety check letters were quite 
unfriendly.

We have: 
reviewed the tone and content of the gas safety 
check letters through the Scrutiny Pool.

Customer scrutiny 
Obtaining customer insight into our service 
is invaluable. We are committed to providing 
opportunities to do so as it helps us shape our service 
offer to meet customers’ needs and expectations. 
During the year, tenants who make up our Scrutiny 
Pool carried out three reviews - looking at the 
complaints and feedback process, compensation 
policy, and the letters sent to customers when 
arranging the annual gas safety and periodic  
electrical testing. These reviews resulted in action  
  
plans and recommendations. Progress on each 
action plan is reported to the Scrutiny Pool’s quarterly 
meetings until they are signed off as complete. 

Our customer volunteers, who inspect a range of 
different services, have been busy during the year. The 
volunteers provide an invaluable service to us, helping 
identify areas for improvement. We want to take this 
opportunity to say thank you to all our volunteers and 
to say how much we appreciate your time, enthusiasm, 
and commitment. 

If you are interested in helping to support your 
community by getting involved, please contact the  
Progress Involvement Team on 03333 204555.  
Full training and support will be provided.
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Additional litter picks Fencing repairs

Removal of
abandoned vehicles

Removal of
fly-tipping

Feedback from these inspections has led  
to several actions, such as: 

What you said,

what we did

What you said,

what we did

Giving us feedback 
Your feedback is important to us and helps us 
improve our services. In 2019/20, we received 467 
complaints, responding to 82.87% of these within 
target timescales, compared to last year when we 
received 411 complaints and responded to 99.69% of 
all complaints within target timescales. These results 
show that we have got worse at responding to your 
feedback, which is not as good as we would like. 

 

One complaint was referred to the Ombudsmen with 
an outcome of no maladministration, and no orders or 
recommendations were issued. 

We also received 259 compliments from customers 
in contrast to receiving 280 in 2018/19. Learning from 
feedback has led to several service improvements, but 
we continue to work with colleagues and tenants to 
improve our processes.
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You said:  
we could improve the quality of refurbishment 
works and snags.

We have:  
•   Created a post inspection routine and 

programme for visits. 

•   Introduced a new process for keeping you 
updated in writing of the works being carried out.

•   Reviewed communications to make sure they 
are easy to understand.

•   Improved accuracy in measuring bathrooms 
through a specialist role.

You said:  
we could improve the quality of audio on our 
Progress Lifeline equipment.

We are:  
trialling new equipment to improve sound quality.

37
estate appearance 

inspections 

11  
empty property 

inspections

31
mystery shopping 

phone calls

40  
mystery shopping  

live chats

Performance hightlights:



Creating  
opportunities 
for individuals 
and  
communities
Luke studied electrical studies for two years at 
Preston’s College in Fulwood, Preston. Shortly 
after leaving college, Luke received a letter from 
us about an electrical apprenticeship as part of our 
commitment to offering tenants and their families 
opportunities through Progress Futures. He started his 
apprenticeship with us in 2015 and qualified in 2020. 

“I have received fantastic help  
from my manager Carl Chapman,  
my team leader Tony Griffiths  
and all of the electricians and 
qualified tradesmen and am  
excited about the future!”
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Luke - Electrician 

Improving future prospects 
We recognise that to make our neighbourhoods great 
places to live, we need to help people achieve their 
aspirations and improve their prospects. 

During the year, our Progress Futures service helped 291 
customers with their skills and confidence, and supported 
68 of them into employment, education, training, work 
placements, and volunteering. 

We received 174 referrals through either our frontline 
services or from individuals themselves. Of the 
customers we have helped, we have recruited 16 into 
apprenticeship roles, including a Progress Futures 
administrator, bricklayer, electrician, joiner, customer 
service, and housing assistant, and an income collection 
and community safety assistant. 

We have also offered two 12-week paid work placements 
in IT and Progress Connect, as well as voluntary work 
experience in Progress Lifeline. 

Our Progress Futures job clubs helped over 650 people. 

We have continued to use the outcome STAR, a customer 
satisfaction tool, to help us measure the impact of the 
Progress Futures service on customers’ wellbeing; 80% 
of customers indicated an overall positive impact on their 
skills and wellbeing.  

Other work this year includes delivery of two European 
funded projects:

•   Age of Opportunity, which supports people over 50 
into employment

•   More Positive Together, which supports anyone in 
Lancashire aged 16-67 into employment. 

Despite the challenges of coronavirus, we have continued 
to run our community-based training courses and job 
clubs safely. 

341
customers helped 
into employment, 

education, and
training

174
referrals through either 
our frontline services 

or from individuals 
themselves

80 out of 100 
customers indicated 
an overall positive 

impact on their skills 
and wellbeing 

150 
STAR surveys 

completed
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Performance hightlights:
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Bringing communities together 
We are as much about communities as we are about 
homes. Our Big Lunch brought over 70 people 
together at events across Fylde and South Ribble, and 
140 people attended our local community litter picks.

In September 2019, we delivered our first-ever cultural 
exchange. The event celebrated the different culture 
and traditions that make up the local communities 
where we live and work.

Over 8,000 of our independent living customers took 
part in nearly 700 events and activities such as games 
afternoons, exercise classes, day trips, and pet therapy 
sessions.

384 individual volunteer customers attended over 
275 events and activities including forum meetings, 
scrutiny reviews, focus groups, furniture consultations, 
and judging the annual gardening competition.

We are massively grateful to all our volunteer 
customers who help support our work and help us 
to deliver the services that are so valuable to our 
customers.

Community Investment Fund 
During the year, our Community Investment Fund 
supported local community groups by providing 
funding of £90,486 to help develop or set up 
community projects. In addition to this, a further 
£218,421 is committed to supporting some of these 
projects over the next two years.

This money has helped fund some exciting projects; 
projects including youth activities, furniture recycling, 
a social group for supported living customers, a digital 
portal to support Progress Futures customers, a 
dementia-friendly garden, and a pilot to develop Time 
Credits in South Ribble.

Jointly funded with South Ribble Borough Council, 
our Time Credits project is a way of encouraging 
volunteers to get involved in supporting their 
local communities and recognising the valuable 
contribution that they make. One Time Credit can be 
‘earned’ for an hour of volunteering, and can then be 
‘spent’ at a location that has signed up to the project.

We also held our first-ever Soup Dragon’s Den event 
during the year. This initiative is a new way for small 
community groups to apply for funding of up to 
£1,000. 

Watch out for our future Soup Dragon’s Den events; 
they are a fantastic way for local communities to 
support local projects and groups.

Performance hightlights:

70
people enjoyed 

the Big Lunch, part  
of our community 

based projects

140
people volunteered
for the local litter 

picks

100 
people attended 

the cultural 
exchange Event

8,000 
people attended 

trips, games, classes, 
afternoon teas and 

much more

700
events and activities 

delivered by  
independent living 

384
volunteers attended 

275 events 
and activities

What you said,

what we did
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You said: 
we could do more to help break down community 
barriers.

We have:  
hosted a cultural exchange event in the local 
community.

 
 
 
 
 

You said:  
we could involve tenants more in the shortlisting of 
applications for community funding. 
 

We have:  
involved tenants, rather than employees, to assist 
with the shortlisting of the Soup Dragon funding 
applications. 

What you said,

what we did



Safe and 
healthy 
homes and 
communities
Alan is our Head of Compliance with responsibility 
for making sure that your homes are safe regarding 
gas and electrical checks, fire safety, asbestos and 
water hygiene.

“The Property Compliance Team 
works to ensure that all our legal 
and regulatory safety requirements 
for your homes are delivered to 
the required standards. These 
inspections and checks have 
identified some new programmes 
of work and will ensure you remain 
safe in your homes.”
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Alan – Head of Compliance

Safe, secure, and healthy homes 
As part of the £26 million we invested in improving 
and maintaining our homes this year, we have spent 
over £7 million on delivering major works to keep 
your homes safe. We have undertaken thousands 
of essential safety checks including 6,647 gas 
safety tests, 1,386 electrical tests, 411 fire audits, 190 
asbestos checks, and 5,309 water hygiene checks. We 
spent a further £1.5 million on the servicing of safety 
equipment, such as fire equipment, passenger lifts, 
and alarms.

Despite being in lockdown we continued to deliver 
property-related essential health and safety 
compliance checks to our customers’ homes, 
communal areas, offices, and community centres, 
keeping our customers and colleagues safe 
throughout the pandemic.

Thanks to the dedication and hard work of our 
employees and with customers co-operating, we 
exited the lockdown in June with only nine outstanding 
gas inspections to complete out of over 900 homes, 
which were due a service in the lockdown period of  
23 March to 31 May - an astounding achievement. 

We have also undertaken a full review of our 
compliance processes; this has resulted in us 
introducing new policies and procedures which 
have now been implemented. We have changed 
the way we work and have introduced a whole host 
of improvements, such as taking on new specialist 
contractors and recruiting a new Compliance 
Team of experts to lead on customer safety. These 
improvements will help ensure that we are a leading 
organisation in property compliance and safety.

Performance hightlights:

£26m
invested in improving 
and maintaining our 

homes

£7m
on delivering major 
works to keep your 

home safe

6,647 
gas safety tests

411 
fire audits

5,309
water hygience checks

1,386 
electrical tests 

190 
abestos checks

 

£1.5m 
servicing safety 

equipment
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Creating safe places to live 
We continuously work closely with partner agencies to 
help prevent and tackle anti-social behaviour (ASB). 

We work with people who are committing ASB to 
support them to change their ways. However, we will 
not hesitate to take action if necessary. 

Over the last year, we dealt with 619 cases of anti-
social behaviour. It took us an average of 83.9 days 
to close ASB cases. This is compared to 604 cases 
in 2018/19 and an average of 57.5 days to close a 
case. We use the feedback you provide from surveys 
to inform how we can improve the service and our 
performance.

We successfully took legal action in 40 cases to 
address cases of ASB; we gained 22 ASB injunction 
orders, and two tenants were evicted due to their 
persistent anti-social behaviour.

We attended four committal hearings for breach of an 
injunction order, where the injunctions were extended 
and further sanctions imposed for those breaches. 
We also successfully applied for 17 access injunctions 
as we continued to ensure properties and customers 
are kept safe by carrying out gas and electrical safety 
checks.

32 out of 53 (60.4%) customers told us they were 
satisfied with the way their case was dealt with, 
and 29 out of 53 (58.6%) were satisfied with the 
outcome. This is a reduction of 2% from the previous 
year, and to address this, we have identified areas for 
improvement, including keeping our tenants updated 
and informed about their case.

Performance hightlights:

619
cases of anti-social 

behaviour

83.9 
days to close 

ASB cases

17 
access injunctions

29 out of 53
customers were satisfied 

with the outcome

107
partnership meetings

134 
multi-agency 

meetings

101 
home visits with 

local police
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Getting back to G1 - the outcome of our 
In-Depth Assessment 
All housing associations are monitored by the Regulator 
of Social Housing, which provides a rating according 
to an assessment for both governance and viability. 
Following our In-Depth Assessment, our governance 
rating was changed from G1 to G2, whilst retaining 
our V1 rating. (G2 means that the provider meets the 
regulator’s governance requirements but needs to 
improve some aspects of its governance arrangements 
to support continued compliance). 

Last year, we identified that some of our inspections 
relating to health and safety works 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 straight away, and since 
then, we have been working to put things right. We have 
updated our working practices and completed the last 
few outstanding inspections and catch up works.

We are disappointed that these problems arose, but we 
are determined that this will not happen again. We aim 
to become one of the very best housing associations in 
the country in this field of work. We have a detailed plan 
in place that is well on track to achieve that aim.

We have worked with our tenant members of our 
Scrutiny Pool, supported by an independent external 
advisor, to review communication about these services. 

The housing regulator noted all the work that we have 
done to put things right but decided to ‘downgrade’ their 
assessment of us from the very top rating (G1) to the 
second rating (G2). They have done this because they 
want us to demonstrate that we have strengthened our 
management and control framework to ensure that 
we are managing all health and safety risks effectively. 
Over the coming months, we will provide them with 
all the information they require to evidence this and 
achieve a G1 rating.

Charlotte - Joiner
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Repairing and 
maintaining 
homes 
Cath is our Head of Maintenance and is 
responsible for the repairs and maintenance 
service, improving our customers’ homes  
whilst also maintaining our statutory and 
regulatory obligations. 

“It’s been really hard work and very 
challenging at times, but the teams 
have all really pulled together - 
customers have been fabulous and 
understanding. The pandemic has 
brought the best and the worst out 
in people but what’s really shone 
through is the one team attitude. 
I am grateful and proud of my 
colleagues who had to overcome 
their own anxieties and fears to 
continue to deliver emergency and 
essential services to our customers, 
a fabulous effort by everyone.”

Your Annual  Review - April 2019 - March 2020

Cath - Head of Maintenance
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Repairing and maintaining your home 
Last financial year, we invested £11 million in our repairs 
service, carrying out over 45,000 repairs to our 10,000 homes 
nationwide. In addition to undertaking responsive repairs, 
improvement work was carried out to almost 600 empty 
homes, to make them ready for new tenants to move in. 

Over £26 million was spent on improving and maintaining  
our homes last year, an increase of £3 million on the previous 
year. We did this using our in-house team, Property Services, 
as well as external contractors. This means that all of our 
properties meet or exceed the national Decent Homes 
Standard set by the government.

Planned improvements 
We invested a further £6 million on improvements to our 
customers’ homes in the year; this resulted in over 300  
new kitchens, almost 400 new bathrooms, and nearly  
500 new heating systems being fitted. 

We also helped to keep our customers warm and dry in their 
homes by replacing almost 70 roofs and fitting 250 new doors 
and windows.

The majority of this work was delivered by our in-house 
Property Services Team, which led to us making significant 
savings, all of which were reinvested in our homes. 

Performance hightlights:

£11m
invested in 

responsive repairs

45,000
repairs carried out

25,567 
appointments made

£26m 
spent on 

improvements and 
maintenance

 

300 
new kitchens

 

476 
new heating systems

 

600 
empty homes underwent 

improvement work 

£6m
invested in planned 

improvements
 

372
new bathrooms

 

250
new doors and windows

 



Improvements to our repairs service 
2019/20 has been an exceptionally busy year. We 
increased the size of our team to deliver more work 
in-house, which resulted in higher levels of customer 
satisfaction and significant cost savings, all of which 
were reinvested in our homes and communities.

We carried out an average of eight jobs per day, 
attending 94.1% of repair appointments on time (up 
from 93.2% last year), and completed 95.2% within set 
timescales (up from 90.9% last year).

At the end of last year, we introduced new customer 
surveys which focused on the areas customers told us 
were most important. We are delighted with the results, 
which have seen improvements across all four areas 
monitored. 

These include increasing ‘right-first-time’ satisfaction 
from 80.1% to 83.7%, communication from 84.2% to 
90.1%, quality of work from 87.6% to 91.4%, and overall 
satisfaction with the repairs service from 86.4% to 
89.3%. We are aiming to increase total satisfaction to 
over 90% in 2021.

•   Last year 89.3% of tenants told us that they were 
satisfied with the repair service they received (up 
from 86.4% the previous year)

•   99.7% of all responsive appointable routine repairs 
were given an appointment (up from 99.1% the 
previous year)

•   92.7% of appointments were kept by us (up from 
91.7% the previous year)

•   97.5% of emergency repairs were responded to 
within time (up from 92% the previous year).

The average number of days taken to complete a 
responsive repair (including emergency and non-
emergency) last year was 8.6 days, a reduction of one 
day on the previous year (against a target of 6.5 days).

 

Repair appointments 
We recognise that most people lead busy lives and 
want to know when we will carry out a repair, and 
because of this, we offer an appointment system for 
repairs. We complete emergency repairs within 24 
hours, and we aim to complete all non-emergency 
repairs within 20 working days. 

To improve our performance, we are further embedding 

the appointment system and introducing a contractor 
portal to help to provide us with more accurate 
information. This portal will feed directly into our IT 
systems, allowing our external contractors (who support 
us in delivering our repairs and maintenance service 
up and down the country) to update their jobs/repairs 
in ‘real-time’. This means there will no more need for 
emails or paperwork. The contractor portal will save 
time, money, and offer a more efficient service. 

Performance hightlights:

94 out of 100
repair appointments

were on time

95 out of 100
repairs were completed 

within set timescales

84 out of 100 
right-first-time 

satisfaction

90 out of 100 
customers were 
satisfied with the 
communication

91 out of 100 
customers were 

happy with the quality 
of work

 

93 out of 100 
repair appointments 

were kept
 

89 out of 100 
customers were satisfied 
overall with our repairs 

service
 

98 out of 100 
emergency repairs were 
responded to within time
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You said: 
we need to improve communications about our 
repairs service

We have:  
created a new role to monitor customer feedback, 
share learning with our teams, lead on policy and 
procedure changes as a result of customer feedback, 
and work with customers to improve our repairs 
service.

You said: 
we could work better to complete repairs at the first 
appointment. 

We have: 
carried out reviews of our materials and stock to 
ensure employees have the right parts on their 
vans at the right time to improve ‘right-first-time’. 
This includes working very closely with our chosen 
supplier, C & W Berry, to ensure we can meet the 
demands of our customers and improve our ‘first-
time fix’ rates. 
You said: 
we weren’t always clear about repair responsibilities   

We have:  
updated our Repairs and Maintenance and Fencing 
Policies in line with recommendations made by 
customers, changing processes to improve the 
services we provide with the aim of achieving over 
90% satisfaction in 2021.

You said: 
you prefer our in-house team to carry out works 

We have:  
expanded our Property Services Team and reduced 
the reliance on external contractors. Not only has 
this improved satisfaction, but we have also made 
significant savings, which has allowed us to reinvest 
and carry out more improvement work at no extra 
cost last year.

You said: 
we took too long to manage and respond to your 
complaints

We have:  
changed the way we manage any complaints, 
improving our processes and response times to 
customers and capturing ‘lessons learnt’ from every 
complaint made

You said: 
we sometimes left minor repairs outstanding following 
improvement work 

We have:  
introduced additional inspection checks for all 
planned improvement work being carried out to make 
sure any issues and concerns raised by customers 
are addressed immediately; this includes 100% 
inspection of all improvement works on completion.
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What you said,

what we did
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Independent living 
We have 30 independent living schemes across South 
Ribble and the Fylde coast for people over the age of 
55. Each scheme offers self-contained apartments 
with a range of communal facilities, support from an 
independent living co-ordinator, and 24-hour support 
through emergency alarm equipment.

During the year, in consultation with tenants, we have 
completed the refurbishment of Hennel House in 
Walton-le-Dale and Croft Court in Freckleton by 
decorating and re-carpeting throughout and installing 
new fire doors. Other improvements included installing 
a new kitchen at Lowerhouse in Leyland and improving 
the car park at Tuson House in Penwortham. 

 
Tenant match funding 
We spent over £14,000 through our matched funding 
scheme, which has enabled 41 tenants to complete home 
improvements. This scheme enables tenants to make 
improvements, such as installing an electric shower over a 
bath or fitting extra plug sockets, as long as you meet the 
criteria and seek approval in writing before carrying out 
any works. If you qualify, you can apply for a contribution 
of 50% towards the cost of the home improvement up to 
a maximum of £500.

 
New homes 
New homes for affordable rent and shared ownership, as 
well as supported living accommodation and independent 
living for older people, is desperately needed. We plan to 
deliver 1,000 affordable homes up to 2024 to help tackle 
the housing shortage.

We have made a good start. In 2019/20, we started 191 
homes and completed 91 homes - 72 for affordable 
rent, 14 for shared ownership, and five supported living 
properties.

Our investment in these completed homes was £11.8 
million, with £1.65 million coming from government grant.

Against the challenges of coronavirus, this is still a very 
exciting time for us, and we expect to increase the number 
of homes we complete significantly through several 
different approaches. Our development programme 
creates both much-needed homes but creates income 
which is invested back into our existing properties. 

Performance hightlights:

£14,000
contribution to home 

improvements

41
tenants completed  

home improvements

1,000 
planned homes  

before 2024

191
homes started  

in 2019/20

91 
homes built 

2019/20
 

14 
shared ownership 

homes built
 

£11.8m
invested in new homes

 

72
afforadable 
homes built

 

5
supported living 

properties developed
 

£1.65m
in government grants

 

Aids and adaptations 
We support all our tenants to live independently in their 
homes, and one of the ways we do this is through our 
aids and adaptations service. Over the last year, we 
invested a total of £394,473 in this service.

Examples of aids and adaptations work range from large 
scale adaptations such as fitting level access showers 
to smaller adaptations such as fitting grab rails and key 
safes. We have also provided aids like flashing doorbells 
and vibrating pillows to alert those with visual and 
hearing impairments to potential risks.

We also accessed Disabled Facilities Grants for 12 
supported living customers, reducing expenditure within 
the Group.

After every adaptation, we send out a satisfaction survey 
so that we can measure how well we have performed. 

Environmental improvements 
We are continually looking to improve the areas in which 
we have homes. Over the last year, we have invested 
over £74,981 in environmental works for general needs 
and independent living accommodation and over 
£53,505 for supported living accommodation. These 
works include improved car parking, enhanced security 
such as additional lighting, jet washing of decking and 
paths, cutting back overgrown trees, and ensuring areas 
are accessible for all. 

A delighted resident from a general needs scheme 
said, “The garden before was completely unusable, and 
ourselves and our downstairs neighbour didn’t know 
which area was for which property. After the garden was 
done, we all know which is ours, and it is amazing for our 
dog to have her own outdoor space. We have loved using 
the garden and enjoy sitting out quite often. We couldn’t 
thank Progress Housing Group enough for the difference 
the garden has made.”

Performance hightlights:

Performance hightlights:

£394,473
invested in aids and 

adaptations

94 out of 100
  were satisfied overall with 

the aids and adaptation 
service

£53,505
  invested in supported 

living accommodation

92 out of 100 
said how much the service 

met their needs

94 out of 100 
said how much the 

service improved their 
quality of life

£74,981
invested 

in environmental works
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Looking after 
your financial 
wellbeing 
At the beginning of the lockdown, Anna found 
herself in a very difficult financial situation. She 
could no longer work as a UK-wide interpreter as 
the car she relied on to travel to clients had broken 
down. She was shielding with her 11-year-old 
daughter for three months without any income 
as they both have severe asthma. 

“I could not be more thankful for 
everything Laura has done for us, 
for all the support, it was not only 
financial help for me but also I 
was able to manage mentally and 
emotionally during such a hard time. 
Thank you so much.”
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Maximising your income 
We have a specialist Financial Inclusion Team who can 
help and support you to maximise your income and 
help you to claim your full benefit entitlement. The team 
will assist individuals with completing welfare benefit 
forms, including Universal Credit.

Last year the team received 239 referrals from tenants 
who needed help and support with benefit advice and 
their finances. This work helped generate £232,501 of 
benefit income for over 223 individuals.

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

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

Since 2012 benefit reductions were applied to those 
under-occupying their homes. In 2019/20 we worked 
with 42 households who have been affected by this.  
37 tenants received downsizing incentive payments. 

Performance hightlights:

239
referrals from tenants 
who needed help and 

support

£232,501
of extra 

benefit income

86 out of 100 
tenants were satisfied 

that their rent
offers Value for Money 

99%
of rent collected

88 
tenants supported to 

avoid losing their home
 

37 
tenants recieved 

downsizing payments
 

2726

Anna - Tenant



Collecting rent 
The majority of tenants pay their rent in line with what is 
required, and in 2019/20, 99% of rent was collected. 

A number of tenants, unfortunately, do, however, fall into 
arrears for various reasons. We work closely with those 
tenants in arrears to devise a manageable payment 
plan, helping them to sustain their tenancy. We work 
in partnership to support customers to take control 
of their finances and maximise their income through 
employment, budgeting, and welfare benefits support.

We didn’t meet our performance target for minimising 
tenant arrears last year. Our target was to keep arrears 
at or below 3.6%. We achieved performance of 3.9% 
across the Group. In the previous year (2018/19) our 
performance was 3.6%. Due to continued breach of 
tenancy either through non-payment of rent or anti-social 
behaviour and lack of engagement we evicted 45 tenants. 
This is always a last resort and our aim is to reduce this 
number in future. 

85.5% of tenants were satisfied that their rent offers  
Value for Money.

Tenant Annual  Review - April 2019 - March 2020

Average weekly rents:

Rents and service charges 
The way that we set our rents is regulated by the 
government, and we follow strict guidelines. In July 
2015 the government asked housing associations to 
reduce rents by 1% each year for four years. 2019/20 
was the final year of this rent reduction, which ran from 
the years 2016/17 to 2019/20.

This year, after consultation with tenants, rents were 
increased by 2.7%. 

Last year, general needs service charges increased on 
average by 5% and independent living service charges 
by 8%.

This was mainly due to an increase in electricity costs of 
30% and an increase in service staffing costs. 

Supported living service charges increased on average 
by 12% mainly due to an increase in electricity costs of 
30% and an increase in the cost of replacement fixtures 
and fittings.

Critical tenancy support service 
Continuing for the third year, in partnership with 
Key Unlocking Futures, we supported 88 tenants to 
maintain their tenancy and avoid losing their home. 
Our critical tenancy support service, is available 
to those tenants who are in imminent danger of 
losing their tenancy due to rent arrears or anti-social 
behaviour issues. There have been significant waiting 
lists for this service, and in the year ahead, we have 
committed to expand the service to make it available 
to more of our tenants.
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Danielle -  
Community Housing 
Officer

Performance hightlights:

5%
g eneral needs service 
charges increased on 

average by 5%

8%
 independent living 

service charges 
increased on average 

by 8%

12%
supported living service 

charges increased on 
average by 12%

86 out of 100
tenants were satisfied 

their rent offered 
Value for Money

%

%

£79
 for general needs  

1 bed

£92
for general needs  

2 bed 

£102 
 for general needs  

3 bed

£84
 for independent living 

£190 
    for supported living

 

*All figures exclude 
service charges



Ensuring Value for Money 
Value for Money underpins the delivery of our vision 
and key strategic aims; it ensures our services 
are as efficient and as effective as they can be, 
improving the services you receive.

Each year we produce a Value for Money self-
assessment report, which details our performance in 
this area, highlighting our main achievements. This 
document also sets our goals for the forthcoming 
year through our Value for Money action plan. You 
can read this on our website at www.progressgroup.
org.uk/vfm.

The following are some of our Value for Money 
highlights for 2019/20, we have: 

•   Reviewed several existing contracts with a value 
of £3.3 million and have maintained existing 
costs, negotiated minimal-cost increases, and 
achieved savings of £0.3 million

•   Procured new contracts to provide cost-effective 
solutions and improved service provision to 
tenants 

•   Accessed funding for 52 supported living 
customers reducing expenditure within the Group

•   Invested in training and support for managers, 
which has resulted in a reduction in sickness 
absence with saving lost time across two years of 
£0.4 million (48%). Increased employee numbers 
to provide services to customers

•   Maximised the use of the Apprenticeship Levy. 
This costs us approximately £66,000 each 
year, and this year we have benefitted from 37 
employees accessing training and development 
opportunities

•   Increased in-house property services employees 
to deliver planned improvement and voids works 
during the year, which will achieve a cost saving of 
£0.5 million for 2020/21.

Value for Money hightlights:

£3.3m
worth of contracts  

reviewed

£0.3m
saved by review 

of contracts

52
supported living 

customers accessed 
funding

£66,000
for apprenticeships

£0.4m
saved by investing 

in training and support 
for managers

37
employees 

accessed training 
and development 

opportunities

Ensuring Value 
for Money 
Lindsey manages our Procurement Team. 
The role of the team is to ensure a structured 
approach to procurement across a wide range 
of goods and services to maximise value for 
money opportunities ensuring compliance with 
the Public Contract Regulations 2015.

“During COVID-19, we have 
supported colleagues across 
the Group to ensure continuity 
of supply of critical goods and 
services and sourcing Personal 
Protective Equipment. I have been 
keeping busy in my garden when 
not working, growing my own 
food, and also sharing recipes 
with colleagues for their lockdown 
larder.”
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Lindsey - Head of 
Procurement
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Les Cliff - Contracts 
Surveyor

Our promise to you
Our Value for Money aims are 
driven by providing quality services 
to the satisfaction of our customers.
Our Customer Contact Charter 
sets out the standards of service 
you can expect from us. 
We are accountable to all of our 
customers and have an agreed set 
of service standards that set out 
what our commitments are, putting 
you at the centre of all that we do. 
All standards have been written in 
consultation with our customers.  

These standards act as our 
promise to you and enable you to 
judge how well we are doing. 
Our customer charter and 17 
service standards can be found on 
our website www.progressgroup.
org.uk/service-standards/, where 
you can view our key areas of 
focus and determine how we are 
performing against each of our 
standards.
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7,270
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Buckinghamshire 26
Cambridgeshire 12
Cheshire 76
Cumbria 98
Derbyshire 27
Devon 125
Dumfriesshire 39
Durham 31
Essex 26
Greater Manchester 290
Hampshire 52
Lancashire 7,270
Leicestershire 106
Lincolnshire 835
London 42
Merseyside 189
Norfolk 148
Northumberland 20
Nottinghamshire 462
Rutland 8
Scottish Borders 76
Suffolk 43
Warwickshire 15
Yorkshire 853

Total 10,869
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How we spent every pound of our income

■	 Day-to-day repairs 

■	 Investment in new properties 

■	 Other assets 

■	 Planned maintenance and improvements 

■	 Cost of delivering services 

■	 Interest charges on our loans 

■	 Other costs 

■	 Repayment of loans
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How we  
invested  
our income 
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Where every pound of our income came from

■	 Government grant to develop new homes 

■	 Customer income from rents and service charges 

■	 Profit from other activities 

■	 Property sales

Our homes

3534



Our  
responsibilities 
as an  
organisation
After a family breakdown last year, twenty-year-
old Oli was homeless when he came to Parker 
House, a supported housing scheme for young 
people in Chorley.
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Oli - Tenant

“My time at Parker House really 
allowed me to get back on my feet.”

Performance highlights:

1,500
people provided with 

pactical and emotional 
support by Key

74
young people provided 

with a safe place to stay

79 
children provided 

support and safety at 
our women’s refuges

 

53 
women supported by our 

women’s refuges

74
women participated 
on our Freedom and 

Recovery programme

48,000
connected Progress 
Lifeline customers

822,559 
calls from our Progress 

Lifeline customers 
requiring assistance or 

reassurance
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Supporting vulnerable people 
As well as providing over 10,000 homes for tenants, 
we also offer housing and related services to help 
create opportunities and independence for people 
with a wide range of often complex needs. 

Our charitable arm, Key Unlocking Futures (Key), has 
supported over 1,500 individuals aged from 4 to 80 
to provide practical and emotional support to young 
people experiencing homelessness as well as a range 
of tenancy support services that work to prevent 
homelessness.  

This year Key has worked with the Broadfield 
community to develop activities at The Base 
community centre. This work is progressing well, and 
this year Key was nominated in three categories at 
the South Ribble Community Awards, where Andrea 
Andrews, Key’s Youth and Community Worker, won the 
Special Achievement Award.

Our supported housing provides safe accommodation 
and support for young people and adults facing 
homelessness. This year 44 people have been 
supported at Foundations, whilst at The Bridge and 
Parker House schemes in Chorley, we have provided 
support to 30 young people aged 16-20.

Our women’s refuges have provided support and 
safety to 53 women and 79 children fleeing domestic 
abuse, and we have delivered our Freedom and 
Recovery programme to 74 women recovering from 
the effects of domestic abuse. 

Finally, our award-winning Progress Lifeline service 
provides technology-enabled care and support 
services to a range of customers, including young and 
older people with short or long-term disabilities or 
health conditions, or at risk of falls. During the year, the 
service handled 822,559 calls from people needing 
assistance or reassurance, compared to 800,791 in 
the previous year. This year, we exceeded our target of 
36,000 connected customers overall to 48,000.



Accessible housing is a recognised need and for which 
there is a national shortage. We are moving towards 
delivering a greater proportion of our development 
programme on land that we acquire and then progress 
through the planning application process ourselves.  
This will provide greater opportunity in the future to 
influence the design and layout of the homes that we 
develop to create more accessible homes. For example, 
family homes that provide for a family member that 
may have mobility issues.  

Our commitment to tackling climate change 
We are committed to meeting the government’s targets 
of achieving net-zero carbon emissions by 2050 (this 
is 2045 in Scotland), and this is one of our key strategic 
plan targets.

Whilst the national policy framework necessary to 
achieve the targets is not yet developed, we have 
already started to work on establishing our current 
position concerning the energy efficiency of your 
homes and our offices.

We have already completed energy efficiency 
improvement works, including cavity wall and loft 
insulation, installing double glazed windows, and 
upgrading heating systems. This is in addition to 
awareness programmes to address fuel poverty.

Discussions have taken place with our board, and a 
working party has been established to develop our 
strategy to meet the government’s targets.

We have an agreed timeline of activity, and we are 
hoping to have an initial interim strategy for April 2021. 
We will be looking for customers to get involved in 
helping us shape this strategy, so if you are interested in 
getting involved, please get in touch.

We are also working with other landlords and will 
shortly be looking to engage specialists in this field 
to help us formulate our approach to achieving net-
zero carbon and piloting new technologies to help the 
challenging targets ahead.

We will keep you updated on our progress and 
remember, if you would like to get involved and become 
a champion in this area, please do get in touch.
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Ensuring opportunities for all 
We aim to be inclusive in all aspects of our service 
delivery and as an employer. We will always seek to 
ensure that we treat every individual according to their 
needs.

We have robust Equality, Diversity and Inclusion 
Policies and an associated strategy in place, which 
you can read here. If we make any changes to our 
policies and procedures, we carry out an Equality 
Impact Assessment to ensure that any changes 
are not detrimental to anyone who has a protected 
characteristic.

Within the year, we held our first cultural exchange 
event, where we celebrated the various cultures and 
traditions that make up our local communities.

The Group as a whole continued its support for the See 
the Person campaign, which is a tenant-led campaign 
to tackle the stigma in social housing. We also pledge 
our support for the following initiatives that aim to 
address issues of equality and inclusion: 

•   Homes for Cathy commitments - raising awareness 
of the needs of the homeless and to work on 
strategies to end homelessness

•   Time to Change - supporting mental health 
awareness and acceptance

•  Make a Stand - standing up against domestic abuse

•  Dementia Friends

•  Carers Week

•   NFH Commitment to Refer - our commitment to 
ending homelessness

•  Disability Confident (Committed)

•  Harry’s Pledge - ensuring accessible spaces

As part of our commitment to creating a stronger 
organisation, we teamed up with Together Housing 
and the Housing Diversity Network to pioneer a 
project, Achieving and Harnessing Board Diversity. The 
programme successfully appointed 11 candidates, seven 
of whom were female and five identified as being from 
a Black, Asian or Minority Ethnic group. The innovative 
diversity project won Highly Commended both at 
the 24 Housing Diversity Awards and the Chartered 
Institute of Housing ‘Housing Heroes’ Awards.
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Delivering social value 
We ask all our contractors to consider how 
they can help us deliver social value as part 
of our procurement. This means we ask them 
to consider what they can offer back to the 
community in addition to the services they 
provide. For example, property maintenance 
professionals, Bell Group, recently collaborated 
with us to improve the living accommodation for 
our supported living tenant, Robert, as part of our 
shared commitment to social value.

Robert, a talented local artist, had showcased 
his work at an art exhibition as part of Learning 
Disability Week. The removal of Robert’s artwork 
from his walls at home, in preparation for the 
exhibition, meant his walls required redecorating. 
Brian, our Contracts Surveyor, linked Robert 
up with Bell Group to commission the work in 
Robert’s flat.

“I had a great laugh with the 
decorators! They were really 
good and they made me feel at 
home. They painted my flat with 
the colour choices I had chosen 
and always kept my flat as tidy 
as possible while they were 
doing the work.
“It took a few days but the work 
is now completed and I am 
really happy with the way it 
looks. I feel so happy and proud 
of my flat and I’m keeping it 
neat and tidy and putting my 
art in frames properly. I am not 
ashamed anymore when people 
visit - I actually want people to 
visit now!

Robert - Tenant



Andy Speer 
Executive Director

Bernie Keenan 
Deputy Chief Executive  
& Executive Director

Debbie Atherton 
Deputy Executive Director 
and Company Secretary

Jacqui De-Rose 
Group Chief Executive

Our  
Executive  
Team
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Thank you 
The boards and Executive Team wish to thank the following non-executive directors and trustee directors, 
who have stood down during the year, for their commitment and dedication to the group: 

Jacqui Cross   Paul Moss   Tom Neely

Key 

Parent 
Progress Housing Group Limited  

PHA 
Progress Housing Association 
Limited  

Key 
Key Unlocking Futures Limited 

 
CLL 
Concert Living Limited

 
AC 
Audit Committee

 
R&N 
Remuneration & Nominations 
Committee

Janet Hale  Group Chair Parent, Group Chair PHA 
Nigel Wright   Deputy Chair Parent, Deputy Chair PHA, CLL 
Sallie Bridgen  Parent, PHA, R&N Deputy Chair
Andrew Greenhill  Parent, PHA, R&N, CLL 
Phil Hodgett Parent, PHA 
Lauren Liles Parent, PHA, AC 
Maggie Shannon Parent, PHA, R&N
Isla Wilson  Parent, PHA 
Neil Townsend Parent, PHA, Key 
Nicola Bevan Parent, PHA, AC
Gavin Cawthra Parent, PHA 
Yasmin Fearon Parent, PHA
Adam Dennett   Parent Shadow Non-Executive Director, PHA 

Shadow Non-Executive Director
Kaye Grogan  Independent - R&N Chair, Key 
Kylie Blackham  Independent - R&N 
Brian Rickett  Independent - AC Chair 
Suzanne Horrill  Independent - AC 
Deborah Shackleton Independent - AC Deputy Chair 
Geoff Fogden  CLL Chair 
Gwynne Furlong  CLL Deputy Chair 
Lynne Cubbin  Key Chair 
Anne-Marie Bancroft Key 
Ronald Barham Key 
Michelle Hallmark  Key 
Esme Davies  Key
Samantha Haslam  Key

Boards and committees 

Tammy Bradley 
Deputy Executive Director



  

• Disability Confident - Committed 

• ISO9001 

• Investors in People 

• TSA Platinum member 

• Living Wage

• Gas Safe 

• NICEIC approved contractor

• Customer Service Excellence standard 

• Contractors Health and Safety accreditation (CHAS) 

• RoSPA Gold Award for Health and Safety

• Cyber Essentials Plus accreditation  

®

Homes 
for Cathy 

commitments

Time to 
Change

Respect 
Charter

CiH Make 
a Stand 
pledge

Dementia 
Friends

Carers 
Week 

NFH 
Commitment 

to Refer

See the 
Person

Disability 
Confident 

(Committed)

Harry’s  
Pledge

Accreditations
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A national voice 

October 2019
24Housing Awards
The Supported Living Team was shortlisted for two 
categories at the 24Housing Awards. 

The Supported Living Team were finalists in the 
Care and Support Provider of the Year category and 
Supported Living Housing Manager Lisa Dawson 
was a finalist in the Housing Professional of the Year 
Award. 

The 24Housing Awards celebrate the very best 
that the housing sector has to offer, and the awards 
ceremony was held on Thursday 10 October at the 
Ricoh Arena in Coventry.

January 2020
National Centre for Diversity Grand 
Awards
In a joint entry with Together Housing Group and 
Housing Diversity Network, we were shortlisted as 
finalists in the Most Innovative EDI Initiative of the Year 
category at the National Centre for Diversity Grand 
Awards for the Achieving and Harnessing Board 
Diversity Scheme.

South Ribble Community Awards
Our Progress Futures and Progress Involvement 
Teams were shortlisted as finalists in the Business in 
the Community category, and Progress Housing Group 
was shortlisted for Apprenticeship Employer of the 
Year. We won the Business in the Community Award!

March 2020
Lancashire Business View Red Rose 
Awards
Progress Connect were finalists in 
two categories, In-House Training, and 
Customer Service.
RoSPA Gold Award for Health and Safety 
We received a Royal Society for the Protection 
of Accidents (RoSPA) Gold Health and Safety 
Award. Organisations receiving a RoSPA Award are 
recognised as being world-leaders in health and safety 
practice.

Awards
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Starts at Home
For the fourth year running the Group supported 
Starts at Home Day, a national day of action when 
housing associations up and down the country 
celebrate supported housing and the positive impact 
it makes on people’s lives. This year, we were proud 
to share our short film about the positive impact our 
supported living accommodation has on the lives of 
some of our tenants. The film featured in Close to 
Home, a programme produced by the CIH and ITN 
Productions, and was premiered at the Chartered 
Institute of Housing’s (CIH) 2019 national conference 
in Manchester.

Time to Change
Progress Housing Group signed Mind’s Time to 
Change Pledge, joining over 900 other employers 
across the country who are committed to change the 
way people think and act about mental health in the 
workplace and making sure employees who are facing 
these problems feel supported.

Let’s fix the housing crisis campaign
In the lead up to the general election in 2019, the 
Group joined with the National Housing Federation 
in calling for the new government to fix the housing 
crisis for good by investing in new social homes 
across the country, as well as supporting the economy 
and lowering the benefit bill.

See the Person
The Group as a whole continued its support for the 
See the Person campaign, which is a tenant-led 
campaign to tackle the stigma in social housing. 

White Ribbon and 16 Days of Action
The Group and its refuge services continued their 
annual support of the 16 Days of Action and White 
Ribbon campaigns, which are global movements to 
end male violence against women. Our board proudly 
wore their white ribbons in support of the white ribbon 
campaign.

DIY SOS 
Closer to home, we were extremely proud to take part 
in DIY SOS and Children in Need’s televised Big Build 
for the charity Nightsafe in Blackburn which converted 
a church hall into safe and secure accommodation for 
young people who are, or who are at risk of becoming, 
homeless.

Christmas Wish Tree appeal
We again partnered with South Ribble Borough 
Council for our 18th annual Christmas Wish Tree 
appeal, which asks local people for their help to 
support vulnerable families, young people and children 
in our women’s refuges and homelessness schemes 
by donating Christmas presents to children fleeing 
domestic abuse or homelessness.
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We hope that you enjoy 
reading this year’s annual 
review. We really would 
welcome any comments 
that you may have. 
03333 204555    enquiries@progressgroup.org.uk



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

Telephone: 03333 204555 
Email: enquiries@progressgroup.org.uk 
Visit: www.progressgroup.org.uk 
Follow us on Facebook/ProgressStreetTalk 
Follow us on Twitter @progresshg


