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Leading up to and over the Christmas 
period, we were proud to support 
many charity and community initiatives 
to benefit our local communities. You 
can read about these on page 17.

During lockdown 3, we continue to 
provide a full range of services to you. 
We always have and will continue to 
follow government guidelines very 
carefully to ensure that everything we 
do, especially any visits to your home, 
are carried out in a COVID-secure way.

We are delighted to announce that we 
have recently started a conversation 
with Reside Housing Association about 
the possibility of them joining Progress 
Housing Group. Reside is a specialist 
provider of supported housing, mainly 
for people with a learning disability or 
autism. They are a great organisation, 
and if the merger goes ahead, it will 
really help strengthen the Group. You 
can read more about this on page 3.
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You can still contact us in the 
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Progress Connect 
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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 
enquiries@progressgroup.org.uk 

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

(Cantonese)

(Mandarin)

(Polish)
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Welcome to your  
tenants´ newsletter  
StreetTalk 

By signing up to In The Know, 
you can get regular text, email 
or voicemail updates from the 
police and community partners 
about what is happening in your 
area. 

Registration is quick, simple and 
completely free. You can sign-up 
to and find out further information 
about the In The Know service  
by visiting the website,  
www.stayintheknow.co.uk/

Congratulations to Mrs Wang, 
one of our tenants from Leyland, 
whose name was picked from 
Bell Group’s monthly draw and 
was the lucky recipient of a 
£50 Tesco voucher. Bell Group, 
one of our suppliers, arranges 
the draw to encourage tenants 
to complete their customer 
feedback forms following their 
painting works.

In the photo from left to right is 
Brian King (Contracts Surveyor, 
Progress Housing Group), Mrs 
Wang and Lee Bibby (Contracts 
Manager, Bell Group).

There have been reports of a new scam text or email 
that asks the recipient to click on a link to book a 
vaccination appointment and enter bank details.  
The NHS will never ask you to share bank details to confirm your identity or 
ask for payment for a vaccination. 

As a housing group, we provide homes and related 
services for many people with different needs. Whether 
this is affordable social housing, supported housing for 
women escaping domestic abuse, or young people and 
adults experiencing homelessness, or helping people 
to buy a home through shared ownership.

Are you In 
The Know?

Your feedback 
could win 
you Tesco 
vouchers

COVID-19 vaccination 
scam alert 

Progress Housing Group and 
Reside Housing Association 
explore partnership

We summarise the improvement 
work we are planning for 2021/22 on 
page 6 and provide an update on our 
Property Services performance on 
page 7.

There is no better time to connect with 
nature for your health and wellbeing, 
so why not start preparing and 
planting for our annual gardening 
competition, Progress in Bloom. Find 
out how to enter on page 23.

I hope you enjoy reading this edition 
of StreetTalk, and please do get in 
touch if you have any feedback on 
the articles. You will find our contact 
details on the left of this page.

Bernie Keenan
Deputy Chief Executive & Executive 
Director (Services and Growth)

We hope you are continuing to stay 
safe and well at this time.

We are also one of the UK’s leading 
providers of supported living for 
people with learning disabilities and 
autism. By providing high-quality 
homes, we create the opportunity 
for people with support needs to live 
independent and empowered lives.

Several expert organisations 
offer similar supported living 
accommodation and support for 
people with learning disabilities 
and autism. One of them is Reside 
Housing Association.

We have recently started a 
conversation with Reside to explore 
joining together as one organisation.

By joining together, we think that we 
will be able to provide more new 
homes with support for people who 
need them. We also believe that we 
will learn from each other and be 
able to provide better services to our 
supported living tenants.

As a bigger organisation, we will also 
have a louder voice. We will speak 
up for our tenants to ensure that 
the government keeps helping us 
provide high quality and enjoyable 
places to live for everyone who has a 
support need.

Over the next few months, our 
organisations will learn more about 
each other to determine whether 
all these things are possible. We 
will keep you updated and ask for 
your views. After we have listened 
to all your comments, we will decide 
whether to join together in the 
summer.

No matter what we decide, the 
homes and the support services that 
you receive will not be affected.

We will keep you updated and 
involved throughout the process. 
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The census
 is here

Sunday  21 March

By taking part, you will  
help inform decisions about 
the things that matter to 
you and your community.

If you need help to fill  
in your census form,  
we’ve got it covered. 

Visit www.census.gov.uk 
to find out more.
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Get prepared for Census 2021
The census is a survey that 
happens every 10 years and 
gives the Office for National 
Statistics a picture of all the 
people and households in 
England and Wales. 
From local authorities to charities, 
all kinds of organisations use the 
information to help provide the 
services we all need, including 
transport, education, and 
healthcare. Without the census, it 
would be much more difficult to do 
this.

5
View your rent statement online at 

www.progressgroup.org.uk/activatePay your rent online at www.progressgroup.org.uk

News in brief

Rent 
setting
You will have recently received 
your annual rent review letter 
in the post for 2021/22. The 
letter included a frequently 
asked question sheet about 
your rent. If you pay service 
charges, you will have also 
received further information 
explaining what the various 
service charges are. You can 
also view these information 
sheets on our website  
www.progressgroup.org.uk/
rent-setting

If you have any questions  
or queries regarding your 
rent, please get in touch  
by emailing enquiries@
progressgroup.org.uk,  
live web chat at  
www.progressgroup.org.uk, 
or telephone us on 03333 
204555.

We are aware of some customers 
who have not updated their new 
housing costs following the increase 
in rent from April 2020.

Failure to update your journal 
with your new housing costs will 
mean you do not receive the full 
amount to cover your monthly rent 
charge; this results in rent arrears 
and risks possession proceedings 
commencing.

For help and advice on reporting the change through your 
online Universal Credit journal, please call us on 03333 204555.

Universal Credit will only backdate 
a change for one month. The longer 
you leave updating the change in 
your journal, the less benefit you will 
be paid, and the more arrears will 
accrue.

Changes in circumstances should 
be reported within two weeks of them 
occurring. 

Shortly you will be receiving 
information about this year’s rent 
review which will also require you to 
update your journal.

Have you updated your 
Universal Credit online 
journal?

Remember, it is your responsibility 
to update your journal.

By taking part, you will help make 
sure you and your community get 
the services needed now and in the 
future.

Census 2021 will be the first digital-
first census and is planned for 
Sunday 21 March 2021. It is easy 
to complete and can be done on 
any device. The Office for National 
Statistics will send you a letter with 
an access code. You then visit their 
secure website www.census.gov.uk 
and enter the code to get started. 
If you, or anyone you know, needs 
help, visit www.census.gov.uk.

Find out more

For further information, watch this 
introductory video about Census 
2021 youtu.be/CrMuEYpHMiA 

Are you 16-24 
and looking 
to make your 
mark?

We are prioritising these 
roles for tenants and 
their families. If you are 
interested in applying 
for a Kickstart work 
placement, please visit 
www.progressgroup.org.uk/
kickstart. 

This month we launched our new 
Kickstart scheme, a government-funded 
programme to support unemployed 
young people into high-quality, six 
months paid work placements, working 
25 hours per week. 
Here are just some of the roles you could get 
involved in:

 Looking after our websites and social media 
campaigns

 Logging and answering IT calls

 Taking calls from customers

 Managing stock for our Progress Lifeline Team

 Signposting people who need help to other 
services

 Helping us deliver exciting projects

 Improving our quality and training

 Helping us to keep our neighbourhoods and 
properties clean and safe

 Coming up with great ideas to get tenants involved

 Surveying, repairing and maintaining homes

Have you updated your Universal Credit online journal with your new 
housing costs for 2020/21? If not, ACT NOW as you are losing out on 
benefit you are entitled to!
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It has been an exceptionally 
busy year and despite 
everything that has been 
thrown at us during 2020, 
we have worked hard to 
deliver the improvement 
programme to your homes.  
The pandemic has impacted our 
services and following government 
guidelines we had to pause work on 
our planned programmes in 2020. 
We want to reassure you that if you 
were on the planned programme 
and we didn’t get to you, you are our 
priority this year and we will make 
every effort to complete the work 
before April 2022 subject to any 
further restrictions.

Despite a global pandemic, 
we have been exceptionally 
busy this year, undertaking 
emergency and essential 
repairs during the first 
COVID-19 lockdown with  
full repair operations  
recommencing on the  
1 August.

Throughout the period, we have 
continued to ask you for your 
feedback. We have had some great 
responses this year, and many of you 
have told us that our operatives are 
working in a COVID-safe way and that 
you are pleased with the service you 
receive.

How are we performing?

We monitor feedback across four key 
themes; these are:

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

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

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

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

We have already increased 
investment in our planned 
programmes to ensure we can pick 
up on all the work we weren’t able to 
carry out during the pandemic and 
have increased our overall planned 
programme spend of £7.5 million.

The table below summarises the 
work we are planning on carrying 
out by April 2022. This may alter if 
government guidance changes, but 
we will keep you informed throughout.

If you are on the planned 
programme, we will be contacting 
you in the coming months to make 
arrangements. We have also created 
a video to show you what to expect 
when we visit your home. We are 
adhering to government guidelines to 
ensure we are working in a COVID-

safe way. Please check out our video 
on our website www.progressgroup.
org.uk/coronavirus-repairs so you can 
prepare for our visit.

Please remember to let us know if 
anyone in your home is shielding, 
isolating, or has coronavirus 
symptoms. We will rearrange to carry 
out the work when we can do so 
safely and rest assured that we will 
not carry out any work to your home 
unless it is absolutely safe for you, our 
customers, and our colleagues.

In addition to our main programmes 
shown in the tables below, we will 
also be carrying out improvement 
works to include new roofs, storage 
heaters, windows, passenger lifts and 
essential compliance works such as 
new fire doors.

Investing  
in your  
home

40
Kitchens

200
Kitchens

55 
Central heating upgrades

 

400 
Central heating upgrades

 

100
Bathrooms 

219
Bathrooms 

54
Doors 

200
Doors 

Independent living General needs

Property Services - 
our performance

Month Right first 
time

Communication Quality of 
repair

Overall 
repairs

March 2019 80.1% 84.2% 87.6% 86.4%

March 2020 83.7% 90.1% 91.4% 89.3%

Apr-Jun 2020 85.1% 90.6% 90.3% 88.4% 

Jul-Sep 2020 85.9% 90.6% 91.4% 91.5% 

Oct-Dec 2020 84.6% 90.3% 91.6% 90.0%

We have seen a slight reduction in 
overall satisfaction between October 
and December 2020. However, you 
have told us that the services we 
provide to you have been affected 
by the global pandemic. Overall we 
are delighted with the results and will 
continue to work with you to improve 
our services.

Your feedback

In addition to closely monitoring your 
satisfaction scores, we also read 
every comment you make regarding 
our services. We appreciate you 
taking the time to tell us about your 
repair and use this to learn and 
improve our services. We also look at 

how we operate our service as part of 
our complaints process, ensuring we 
listen and learn from your feedback.

Want to know more?

In addition to carrying out regular 
customer satisfaction surveys, we 
also hold regular meetings with 
tenants via our Repairs Forum. 
Our Repairs Forum comprises 
of tenants who meet up with our 
Property Services Team’s key 
managers. If you would like to 
get involved, please contact our 
Progress Involvement Team who 
will be happy to help on 03333 
204555 or email enquiries@
progressgroup.org.uk

The table below shows our 
performance throughout the 
year and includes comparisons 
to previous years:



Complaints and compliments
The total number of complaints received for the first six months 
was 254, and we responded to 86.6% of these complaints within 
our target timescales. We also received 100 compliments. Further 
details of our self-assessment can be found on our website,  
www.progressgroup.org.uk/feedback-performance

How to make a complaint or provide a compliment   
Contact us by:

 Calling 03333 204555 or by live chat at www.progressgroup.org.uk, 
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
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We would like to know 
if you are satisfied with 
your home and services 
as this provides us 
with information to help 
improve. In March, The 
Leadership Factor (TLF) 
will help us do just that, 
by contacting you and 
asking for your opinion.
Every two years, we complete 
the STAR survey, and ask The 
Leadership Factor to do this on our 
behalf.

Why do we conduct 
surveys?
The main reason we undertake this 
survey is:

 To understand what we are doing 
right or wrong

 To understand how we can 
improve services and provide 
value for money

 To be able to compare against 
other registered providers and 
identify best practice.

The STAR survey
The survey will be conducted by 
telephone and will take about ten 
minutes to complete. The interviews 
are optional, but we would appreciate 
you taking part if you do receive a 
call. 

Who are The Leadership 
Factor (TLF)?
TLF are a company who specialise 
in running satisfaction surveys and 
helping organisations understand 
what they need to do to be better. 
They work with different businesses 
including some well-known names 
such as the Co-op, Direct Line and 
Npower.

They also work with lots of housing 
associations. This means that they 
understand the type of information 
that will help us improve.

TLF follows a special Code of 
Conduct for researchers. The code 
makes sure that you, and any 
information you share, is treated 
with respect. They will always check 
if you want your feedback to be 
anonymous or not.

What can I expect?
From 1 March until 26 March, TLF 
will contact a random selection of 
tenants to complete the survey.

They will telephone during the day 
and into the early evening but no later 
than 8.30pm. By doing this, they get 
feedback from anyone who is not 
available during the day. 

If you miss a call from TLF, you do 
not need to worry. They will call you 
back at another time. They will never 
expect you to call them, so you do 
not need to worry about any cost. If 
you are in a rush, they will arrange to 
interview you at a time that suits you.

TLF will ask for you by name and will 
only ask for the tenant.

What will they not ask me?
TLF will not ask you for any personal 
information, and you can request for 
your data to be anonymous.

Random sampling
As this is a random sample, whilst 
you may have participated previously 
in STAR, there is a possibility that you 
may not be contacted this time. This 
does not mean that your views are 
not important to us as we welcome 
feedback at any time.

Reaching 
for the 
STARs 

. . . are you 
satisfied with 

your home and 
services? 

A note from TLF
“Our interviewers enjoy talking to 
housing association tenants because 
they are friendly and happy to give 
feedback, not only when things are 
going well but even when things 
aren’t always going to plan. We are 
looking forward to getting to know 
many of you over the coming weeks 
and finding out what you think about 
Progress Housing Group and the 
services they provide.”

What will we do with the 
information?
In April, we will receive a report which 
pulls together all your responses. We 

will then use this information to look 
at areas of strength and weakness.

If required we will develop an action 
plan to target areas of weakness. We 
will compare our findings to other 
registered providers and contact 
those performing well in our areas 
of weakness. We will communicate 
these findings and actions to you.

Any comments?
If you have any questions or 
suggestions, please email 
enquiries@progressgroup.org.uk  
or phone 03333 204555. 



I am looking  
forward to learning 

the joinery trade and 
will hopefully have 
a long career as a 

fully qualified joiner.
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New apprentices 
start their careers
Towards the end of last year, we created three new apprenticeship opportunities 
within our Property Services Team. We focused on recruiting young people living 
within our homes and communities who are hardworking, customer-focused, 
willing to learn and committed to always working to the best of their abilities - 
and were blown away with the response - receiving over 200 applications!

Liam Halsey

Liam is 22 years old and before 
joining Progress Housing Group, had 
been studying plumbing at college. 
Previously, Liam had worked as a 
general assistant at a garden centre 
and lives in Leyland. On joining 
the Group, Liam had this to say 

Leo Neville

We have seen a 36% 
increase in the number of 
anti-social behaviour cases 
reported since April 2020 
compared with the same 
period in 2019/20. Like 
many other services, the 
pandemic has necessitated 
a change in how we work, 
with cases being managed 
remotely where possible, 
using phone and email to 
contact people to limit one-
to-one contact to protect our 
customers, employees, and 
the NHS.

We recognise that there have been 
lots of changes in many of our 
customers’ daily lives, not least 
because more people are at home 
for extended periods. The closing 
of schools has also meant that 
children have been at home more, 
placing more stress on families as 
they try to cope. This has meant 
asking customers to be more tolerant 
where they can be and also for 
people to understand the impact of 
their actions upon others and show 
respect in these difficult times.

The partnerships we have formed 
previously with other agencies 
such as social services, local 
authorities, and the police are now 
playing a more vital role than ever in 
developing co-ordinated responses 

Agency 
partnership 
working

Find out more

If you have any concerns about 
anti-social behaviour, please 
contact our Community Safety 
Team on 03333 204555 or email 
enquiries@progressgroup.org.uk

to some of the more difficult issues 
being reported. These partnerships 
have assisted us in continuing to 
take targeted and appropriate action 
against the perpetrators of anti-social 
behaviour, including legal action 
to tackle the most serious cases. 
Partnership working also enables us 
to provide support directly to people 
who need it or signpost them to other 
services that can help them through 
these unprecedented times, reducing 
some of the stresses they are under 
and reducing those issues leading to 
anti-social behaviour.

Leo is 16 years old and left All 
Hallows High School in 2020, passing 
all his GCSEs. He has worked as a 
paperboy and is a qualified referee 
for grassroots football. He is also 
local and lives in Penwortham. On 
being offered an apprenticeship 
within Property Services, Leo said: 

Callum Farrington

Callum is 16 years old and used 
to have a part-time job in a pub 
before joining the Property Services 
Team. Callum lives in a Progress 
Housing Group property and is 
delighted to be given the opportunity 
to influence the service provided 
to our tenants. Callum had this to 
say about his apprenticeship 

The three successful apprentices joined us at the end of last year and have been spending 
time ‘on the job’ learning from experienced and skilled trade operatives whilst also studying 
for a trade qualification - an excellent opportunity to earn while they learn.

Here is what they had to say about their journey so far:

I am looking  
forward to expanding 

my practical knowledge 
and learning new skills 

in plumbing and heating 
and to becoming fully  

qualified.

I am now 
working with 

qualified joiners, 
learning a lot 
and having a 
good time.



Independent
Times

It is fair to say that when 
I started my role back in 
March 2020, that I did not 
expect for a pandemic to 
take over the world (who 
would) and it has made 
my transition into Progress 
Housing Group interesting. I 
certainly won’t forget the year 
2020 in a hurry! 

This situation has meant 
that I have had to consider 
how we can deliver services 
to you in a way that keeps 
you safe and provides 
you with support, care 
and compassion for the 
unprecedented times we 
have found ourselves in.  

Here to help welfare calls

It is important during these 
times to show resilience and 
be forward-thinking. One of 
the first things we introduced 
were additional welfare 
calls from your independent 
living co-ordinators, and 
we have completed nearly 
100,000 calls since March 
2020. It has been important 
to communicate clearly 
with you how we can help. 
These calls aimed to provide 
you with a daily support 
system, whereby we could 

ensure that you were still 
able to receive medical 
supplies, shopping and 
had systems in place with 
family and friends to help 
prevent isolation and ask any 
questions that concerned 
you. Whilst we don’t have all 
the answers all of the time, 
I have been pleased to see 
all of the great work the  
co-ordinators have been 
doing to support you. This 
support also linked you to 
our ‘Here to Help’ service 
that provides access to 
a wide range of available 
support services outside of 
what we deliver. 

Delivering Covid-secure 
services

We have continued to 
ensure that we work within 
government and Public 
Health England guidance at 
all times which has included 
the provision of personal 
protective equipment (PPE) 
for our employees and 
completed risk assessments 
for them so they can work 
with you safely. We have 
increased the cleaning level 
on schemes, focusing on the 
touchpoints, supplied hand 

sanitiser at key locations in 
the schemes and updated 
all our guidance around the 
scheme to ensure everyone 
who enters the building 
knows what to do to stay 
safe. 

We know you want things 
to get back to normal and 
have the ability to meet 
up with friends and family 
outside of your home which 
is why at various times 
(when permitted) we have 
reopened the communal 
lounges, albeit set up to 
accommodate two-metre 
distancing. We have 
completed surveys to consult 
with you before doing this, as 
your opinion matters. 

Lastly, underpinning our 
commitment to tackling 
isolation and providing  
tenant engagement 
opportunities, we would like 
to introduce Danni Shaw, 
your Progress Activities  
Co-ordinator. Please read on 
overleaf.

Kirsty Ellis, Head of 
Operations (Independent 
living, neighbourhoods and 
community investment)

Welcome from Kirsty 
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Despite the restrictions we 
have encountered due to the 
pandemic, we are delighted 
to say that our volunteer 
customers, who make up 
the Scrutiny Pool, have not 
been deterred and are still 
managing to meet virtually.
At the last meeting in September, the 
Scrutiny Pool discussed some areas 
for review and decided that customer 
engagement should be the next area 
to be scrutinised.  

One of the reasons for selecting this 
area is that this is a really important 
area for the Group to ensure that the 
customer’s voice is heard, that you 
have the opportunity to be involved 

in decision-making and that the 
activity and services provided across 
the Group enable this to happen. In 
addition to this we have adopted the 
Together with Tenants charter (from 
the National Housing Federation) and 
will use this scrutiny review to inform 
our approach going forward. The 
charter for social housing residents 
set out in the recently published 
Social Housing White Paper also 
emphasises the importance of 
continuous improvement in customer 
engagement.  

We will be working with our Scrutiny 
Pool over the next few weeks to 
assess ourselves against the 
Together with Tenants charter and 
propose what our approach will be. 

Find out more

You can find out more about the 
Together with Tenants charter 
here www.progressgroup.org.
uk/together.

If you would like to help with 
this review, find out more 
about the Scrutiny Pool or 
suggest an area to be reviewed, 
please contact the Progress 
Involvement Team on 03333 
204555 or email enquiries@
progressgroup.org.uk. 

Customer 
scrutiny 
update 

We will also be looking at ways we 
can improve our performance in 
these areas.

What are Cold Weather Payments?
Cold Weather Payments are 
a government benefit top-up 
to help with fuel bills during 
times of exceptionally cold 
weather.
These payments are not age-
related. To qualify, you must already 
be eligible for one of five benefits:

 Pension Credit

 Income Support

 Income-based Job Seekers’ 
Allowance

 Income-related Employment and 
Support Allowance

 Universal Credit - although there 
are certain exceptions

To see if you are eligible, visit  
www.gov.uk/cold-weather-payment/
eligibility

Each Cold Weather Payment is paid 
for a seven-day period and is worth 
£25. The average temperature 
must be zero degrees Celsius - or 
less - for seven days in a row. The 
scheme covers the period between 
1 November and 31 March each 
year.

This temperature needs to be 
recorded by the weather station 
nearest to your postcode. 

You can check if a payment 
is due in your area by visiting 
coldweatherpayments.dwp.gov.uk/ 
and entering the first part of your 
postcode.

The good news is, you don’t have 
to do anything to get them as 
the system knows all about you. 
Payments arrive automatically and 
are paid within two weeks straight 
into the same bank or building 
society account as your benefit 
payments.



Independent Times

Paula, one of our 
Independent Living 
Scheme Co-ordinators, was 
recently making socially 
distanced welfare checks 
at our Lowerfield scheme 
in Farington Moss when 

she got chatting to some 
tenants. They mentioned 
that they are looking forward 
to being involved in the arty 
activities that our Progress 
Activities Co-ordinator, 
Danni, is promoting 

throughout our schemes. 
Barry, one of the tenants, 
showed Paula some of his 
artwork and mentioned that 
he had painted Captain 
Sir Tom Moore. We would 
like to take this opportunity 

to express our sincere 
condolences to Captain Sir 
Tom Moore’s family. Barry 
has donated these paintings 
to the NHS to be auctioned 
to raise much-needed 
funds. We are sure you will 
agree, Barry is an extremely 
talented artist. Thank you, 
Barry, for sharing your 
paintings and your story 
with us.

“Outside of work, I volunteer 
at the Inspire Youth Zone, 
where I teach dance and 
drama to children between 
the ages of 8-12. I also 
recently volunteered at the 
Cinnamon Trust, which 
involved me walking dogs 
for people who could no 
longer do this themselves. 
Unfortunately, when 
COVID-19 hit, I had to put 
my volunteering on the 
back-burner and to say 
I am missing it would be 
an understatement. I am 
always the first to join in with 
community projects and 
thrive on helping people.  

“The past year has been 
challenging in many ways, 
and I have primarily been 
organising activities for our 
independent living schemes. 
We have managed to keep 
spirits high by running events 
such as a Christmas card 
making competition, weekly 
quizzes, a DVD lending 
library and the delivery of 
nearly 1,400 mince pies. We 
have lots of exciting events 
planned for spring. 

“Visit our website to find 
out more details on the 
ongoing and upcoming 
events including our monthly 
virtual coffee morning at 

www.progressgroup.org.uk/
events, on www.facebook.
com/ProgressStreetTalk or 
you can call me on 03333 
204555.

“Keep going, everyone! 
Fingers crossed we will be 
out of this sooner than we 
hope and we can start to 
introduce some normality 
back with lots of activities 
and events to look forward 
to. I am looking forward to 
meeting you all and if you 
see me out and about at 
the schemes come and say 
hello (socially distanced of 
course).”

Introducing 
Danni Shaw

Pay your rent online at www.progressgroup.org.uk
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“My role is to develop and deliver a range of 
activities and events to help reduce social 
isolation and promote health and wellbeing.

Tenant's artworks raises 
funds for the NHS

15

Spotlight on 
a scheme - 
Stanner Lodge 
The work at Stanner Lodge started as a heating 
upgrade. It soon turned into a full scheme 
refurbishment, including a new fire alarm system 
and state of the art warden call system.
We completed the heating upgrade, and a full lighting 
upgrade as well as decoration, carpeting, and a full 
refurbishment of the lounge to provide a fresh, bright, 
and airy space.

Once restrictions start to lift, and we can safely gather as 
a crowd, the new lounge will be used like never before.

Mystery 
shopping 
Providing an excellent 
service for all our 
customers is important to 
us - so we would love to 
hear what you think. You 
can let us know how we are 
doing by completing one 
of our mystery shopping 
forms after contacting 
us with a query either by 
phone or live chat.
You can find the forms on our 
website at www.progressgroup.
org.uk/mysteryshopping, or we 
can send you a paper version if 
preferred.

The feedback provided in these 
forms helps us train colleagues 
to ask the right questions and 
make sure you are satisfied 
with the service provided.

If you have any questions 
regarding mystery shopping, 
please contact the Progress 
Involvement Team on 03333 
204555 or email enquiries@
progressgroup.org.uk.Before After

Progress Activities Co-ordinator
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Spreading Christmas cheer
Leading up to and over the 
Christmas period, we were 
proud to support many 
charity and community 
initiatives to benefit our 
local communities.
As well as leading campaigns 
to support our refuges and 
homelessness schemes, helping to 
bring Christmas to women, children, 
and young people fleeing domestic 
abuse and homelessness, some 
of our incredible colleagues also 
managed appeals for our most 
vulnerable and older tenants and 
supported housing schemes.

We were also delighted to support 
some fantastic community-led 
fundraising initiatives and appeals 
through our Community Investment 
Fund, our Emergency Fund, which 
was set up to help projects that 
would benefit people impacted by 
COVID-19, and our Charity Fund. 

Here is just a small selection of some 
of the projects that were supported.

Refuges and homelessness 
schemes - due to COVID-19 
restrictions, our annual Wish Tree 
transformed into an online Wish List 
this year.

For 19 years, our refuge and 
homelessness services have 
provided a ‘Wish Tree’ Christmas 
campaign to give gifts to women 
and children fleeing domestic abuse, 
staying in our refuges, and homeless 
young people staying in our 
supported housing schemes. This 
year, people donated a gift online that 
directly benefitted domestic abuse 
victims staying in our refuges and 
children and young people who are 
homeless.

Housing Management Team - 
many fundraisers and collections 
were organised for our families 

in need, including raising money 
to provide hampers for our most 
vulnerable tenants. 

The impact of COVID-19 has left our 
most vulnerable tenants who need 
extra support to maintain a tenancy 
struggling this year. Our Community 
Support Officer, Sarah Raynor-Duke, 
raised funds to provide Christmas 
hampers with a difference. Read 
more about this on our website  
www.progressgroup.org.uk/hampers

Support from our Charity Fund - 
a colleague raised £300 to provide 
hampers to young people staying 
at Parker House and The Bridge 
and to sponsor Christmas Day for 
a tenant’s family. This amount was 
then match-funded by the Group to 
provide additional hampers for some 
of our tenants in our general needs 
properties and food vouchers for our 
homeless schemes.

The following campaigns received 
a donation from our Emergency 
Fund

South Ribble’s Big Christmas 
Sleepover - working with The 
Place and The Base community 
centres in Leyland, this community 
project provided new pyjamas and 
Christmas Eve bags for children and 
young people in South Ribble who 
needed them the most. 

Miles of Smiles - is a charity that 
tries to bring smiles to children and 
young people who are young carers 
or the siblings of children who have 
life-limiting conditions. As they cannot 
currently organise ‘treats’, they made 
Christmas bags to raise a smile. 

TippyToes BabyBank - applied for 
funding for their work in the South 
Ribble area to support families with 
babies and small children. 

Independent Times

Don´t forget to share your stories with us.
We love to hear what you have been up to, so send in your 
stories, photos and poems to:

Joanne Hodson, StreetTalk Editor, Progress Housing Group, 
Sumner House, 21 King Street, Leyland, PR25 2LW.

Send us 
your  
stories!

Christmas cheer 
Christmas wasn’t going 
to be the same this year 
so to spread a little cheer 
we held a Christmas card 
design competition in our 
independent living schemes. 
We put together 200 packs 
of materials and delivered 
these to schemes where 
tenants were interested in 
getting involved.  

Robert Porter, Service Director 
of Housing Operations, was 
delighted when asked to be 
our judge and said:

“It was a pleasure to judge the 
Christmas card competition. 
The standard was so high 

it made judging extremely 
difficult. We certainly have 
many talented and creative 
customers. Your cards 
genuinely made us all smile 
and certainly got us into the 
Christmas spirit. A sincere 
thank you to everyone who 
entered, in our eyes, you were 
all winners.”

Robert picked ten overall 
winners, who each received 
a prize. The feedback 
received from this activity was 
incredible. As this was such a 
huge hit, keep an eye out for 
our Easter activities. 

Mince pie mayhem
December may have been 
challenging this year, but 
that didn’t stop our Progress 
elves preparing and 
delivering just under 1,400 
mince pies to all of our 
independent living tenants.

The elves wanted to make 
sure that everyone had a treat 
to enjoy whilst joining in with 
the virtual Christmas quiz. So 
much so that they endured 
being covered head to toe in 
mince pie dusting and set out 

in the rain to ensure everyone 
had a mince pie to enjoy. The 
feedback received from this 
was excellent with one of our 
tenants saying “It was a lovely 
afternoon, and my husband 
and I enjoyed it very much.”

Our elves may not be back 
now until Christmas 2021, 
but everyone keep an eye 
out for our Easter Bunny, he 
is planning a delivery and 
mentioned something about 
Easter eggs!

Do you have a project that 
can help our most vulnerable, 
our older people, and help 
people through COVID-19? 
Please apply to our Community 
Investment Fund for Emergency 
Community Support funding. The 
application form can be found on 
our website: www.progressgroup.
org.uk/emergency-fund. 
Please forward your completed 
application form by emailing 
enquiries@progressgroup.org.uk 
or email if you require any further 
information. You can also request 
a call back through live web chat 
or Facebook messenger about 
this funding.

Dollies Dezigns - put on Christmas 
crafting workshops and produced 
activity and craft bags to be 
distributed to the community over the 
festive season. 

Inspire’s Teen Appeal - on 
Christmas Eve, the Inspire Youth 
Zone in Chorley, invited local children 
and young people to join them for 
their own (COVID-secure) Christmas 
experience.

Mission Christmas Appeal (Rock 
FM) - approximately 50 of Key’s 
families and 13 Progress Futures 
families benefit from Rock FM’s Cash 
for Kids Mission Christmas Appeal 
every year. And this year, we also 
gave back to this charity by providing 
a grant of £500 from our Emergency 
Fund and donating £3,000 from 
our Community Investment Fund 
to help children and young people 
across Lancashire receive at least 
one present to unwrap on Christmas 
morning.

We feel privileged to have been in 
a position to contribute to making 
Christmas that little bit easier and 
happier for many people in our local 
communities. 
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As an organisation, 
we are committed to 
promoting equality, 
diversity and inclusion. 
We aim to tackle discrimination or 
disadvantage and promote diversity, 
making sure no individual or group 
is directly or indirectly discriminated 
against for any reason concerning 
employment or access to our 
services.

We ensure:

1. Individuals are treated fairly with 
dignity and respect regardless 
of their age; disability; gender 
reassignment; marriage and 
civil partnership; pregnancy and 
maternity; race (includes colour, 
nationality and ethnic origins); 
religion and or belief; sex; sexual 
orientation; social or economic 
background, or any other 
inappropriate distinction.

2. We aim to provide all individuals, 
customers and employees with 
the opportunity to fulfil their 

Equality, diversity 
and inclusion for all 

The Base One Stop, Broadfield’s 
membership-based community shop 
and community cafe launched last 
year by Key Unlocking Futures and 
The Base community centre continue 
to grow in popularity. 

Over 150 members now use the 
shop to top up their weekly shop and 
try foods they wouldn’t usually buy at 
the supermarket.

The Community Café at The Base is 
now open two days a week, offering 
a takeaway service, on Monday from 
10am to 2pm, and Thursdays 11am 
to 3.30pm. Anyone is welcome; the 
team serves hot breakfast barms, 
toasties, homemade soup, and hot 
drinks. Everything is free thanks 
to funding from various sources 
including Progress Housing Group’s 
Soup Dragon, SMJ Contract 
Cleaning and local writer and 
producer Tom Bidwell. 

Andrea and her team also run a 
breakfast club during term times on 
a Monday morning between 7.30am 
and 8.45am for local school children 
to have a hot breakfast before 
school. 

During the lockdown, Andrea and her 
team, have also been making welfare 
calls to local community members 
that they feel will benefit from regular 
phone calls to see how they are 
doing.

They recently completed a huge 
campaign called Christmas smiles 
in partnership with Wade Hall 
Community Association, Moss Side 
Community Association and South 
Ribble Big Christmas Sleep Over. 
This campaign saw them deliver 
around 400 Christmas Eve bags 
and Christmas presents to children 
and young people from the local 
communities. 

They also delivered food hampers 
to the most vulnerable and elderly. 
We think you will agree that the team 
at The Base does a fantastic job 
supporting our local communities.

Find out more

For more information about the 
shop or café, please contact The 
Base One Stop shop Manager, 
Andrea Andrews, on 01772 
422039 or 07976 707826.

Find out more

Please contact us on 03333 
204555 or email enquiries@
progressgroup.org.uk to let us 
know how we might be able to 
support your individual needs.

Request for stories 
on traditions and 
celebrations 

potential through services which 
meet their needs and support 
their aspirations.

3. We promote an inclusive and 
supportive environment, which 
promotes equality, and values 
diversity for all people we are in 
contact with.

4. We respect the dignity and worth 
of each individual and promote 
mutual respect between groups 
based on understanding and 
valuing diversity.

We know we live in 
communities rich in 
tradition brought together 
by people from different 
backgrounds, different parts 
of the world, and different 
faiths and cultures.
As we have not been able to hold 
our annual Cultural Celebration 
event, we would like to gather your 

stories about how you celebrate 
your traditions with friends and 
family and share them in future 
editions of the newsletter.

So if you have a story, photo, 
picture or recipe that you would 
like to share, please contact the 
Progress Involvement Team on 
03333 204555 or email enquiries@
progressgroup.org.uk.

During the pandemic, The Base community centre 
has been busier than ever despite lockdown! 

Community shop 
and café success



Easter card decorating 
competition
Do you enjoy crafts? Would you like to be in with the  
chance to win a £10 One4all voucher? Why not join  
in with our Easter card decorating competition by  
designing a masterpiece, and you could be one of 10  
lucky winners. This competition is open to all our tenants.
Please email a photo of your card along with your name and address to 
enquiries@progressgroup.org.uk or by post to the Progress Involvement 
Team, Sumner House, 21 King Street, Leyland, Lancashire, PR25 2LW. 
The closing date for entries is 2 April 2021. Have fun and good luck!
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supported employment provider, 
and HFT, a national charity 
supporting people with learning 
disabilities to live their best life.

The partnership will work together 
to provide yearly internships 
within the Group for young 
adults with learning disabilities 
to support them in gaining 
the skills needed to maximise 
their potential. Hopefully, this 
will help them to find paid 
employment, an opportunity 
often denied to people with 
learning disabilities and autism.

Jacqui De-Rose, Progress 
Housing Group’s Group Chief 
Executive, said: “We are thrilled 
to be participating in this project 
and hope we will be able to 

provide a fabulous experience 
of working in Progress Housing 
Group to lots of individuals.

The project represents everything 
we stand for - giving something 
back to society, providing 
opportunities for people, 
challenging inequality, and 
working in true partnership.”

The programme will run for 
a year, during term time, and 
will start in September 2021. 
We will be supporting eight to 
twelve young adults who are 
currently studying at Runshaw 
College. Throughout the year, 
the interns will gain exposure to 
different business areas within 
the Group, giving them various 
opportunities to build their skills. 

We have recently 
announced an exciting 
new partnership with 
DFN Project SEARCH, 
an organisation creating 
employment internships 
for people with learning 
disabilities and autism 
spectrum conditions.
Project SEARCH provides 
internships and employment 
training for people aged 18-24 
with various learning disabilities 
and autism spectrum conditions.

We will be the host employer 
for South Ribble and form a 
partnership with Runshaw 
College as the education provider, 
Lancashire County Council as the 

Support for our 
local communities
Lockdown has not stopped those running the Well Café 
and Wesley’s Larder getting involved and helping their 
local communities! Unfortunately, restrictions have meant 
their community cafes could no longer operate. 

They came up with a plan, 
adapting the church’s minibus to 
enable them to serve the soup 
and sandwiches they made out 
in the heart of the community.

Alan from the Well Café said: “Initially 
we were just going to run from 
the car parks of our usual venues, 
but Fylde Borough Council liked 
the idea and suggested we also 
run the service on the Kilnhouse 
and Lower Lane estates. 

“Each week, we had between 
80-120 customers who came to 
the minibus service. However, as 
the weather worsened, we needed 
to look at alternative venues from 
which we could base the services.”

Church Road Methodist Church has 
been Wesley’s base of operation for 
some time. The church has kindly 
allowed them to use the community 
hall to provide a larder table, set 
out like a corner shop. Initially, this 
was running for two days a week; 

however, this has recently increased 
to five days to meet demand. 

We also offered the use of our 
community centre 
at Lower Lane. 
Carol and Maureen, 
who live within the 
community, 
wanted to 
help out 
and set up a 
food bank to 
run from there. 

As well as the 
wonderful work from 
Maureen and Carol, the 
Well Café is also run every 
Wednesday teatime from the 
community centre, offering free hot 
food such as hot pot, casseroles and 
bangers and mash to take away.

Alan said: “We have been helped 
by funding from the borough 
council, the local resilience forum, 
and received a specific Lancashire 

Response Fund grant for the Lower 
Lane foodbank. However, this service 
would not have been possible 

without Progress Housing 
Group allowing us to use 

the community centre. 
The Group has also 

helped with training 
on how to use 

the building 
safely to deliver 
these services 
in a COVID-
secure way.”

A big thank you 
to Alan, Maureen, 

Carol and their team 
of volunteers for 

the fantastic work 
you are doing. 

DFN Project 
SEARCH Internships
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What is grounds 
maintenance?
Our grounds maintenance service 
aims to look after all of the outside 
shared spaces we are responsible 
for. We aim to provide: 

 A clean, safe, well presented, 
welcoming environment for tenants 
and their visitors

 Communities that are free from 
vandalism, graffiti and litter

 Communities that are free from 
dog fouling.

What does it include?
Our grounds maintenance service 
covers a number of different items, 
including:

 Grass cutting and weeding

 Maintenance of shrubs and 
hedges

 Litter picking (before grass cutting)

 Leaf collection (before grass 
cutting).

Who does it?
We currently have a contract with 
Glendale Services covering the 
items above for our general needs 
and independent living properties. 
Supported living properties have 
their own gardening service, which is 
looked after separately.

We also have our Neighbourhood 
Caretaking Team responsible for 
clearing waste and fly-tipping from 
the land we are responsible for, litter 
picking the areas, and removing 
bulky items at customers’ request. 
They also monitor our schemes and 
areas to ensure that they are well-
maintained.  

How can you get 
involved? 

We have some customers who 
volunteer their time to inspect the 
area where they live, let us know what 
is working well and where things 
could be better, and we always 
welcome new volunteers.

Do you have any feedback 
or suggestions? 
Please contact our Progress 
Connect Team on 03333 204555 or 
enquiries@progressgroup.org.uk to 
provide any feedback you may have 
or find out more about becoming a 
volunteer inspector. 

If you have any ideas about how we 
can improve the area in which you 
live, we would love to hear them and 
welcome suggestions at any time.

Our 
Green 
Team

Sam Beattie, Progress 
Involvement Officer and 
keen amateur gardener 
explains how you can 
participate in this years’ 
competition.
“I am looking forward to the 
emergence of spring with its 
snowdrops and daffodils, the trees 
waking up with blossom, shrubs 
coming to life and the birds building 
their nests. 

“Spring is a time when I can tidy up 
my garden from the winter months 
and start putting this year’s plan 
of improvements and renovations 
into operation. The best bit about 
a garden is that there is always 
something to do; I don’t think 
mine will ever be finished! It will, as 
gardens do, just grow and evolve 
around me, and that is wonderful. 

“This year, as we are currently in 
the same position as we were last 
spring, amidst a pandemic and in 
lockdown, why not seek solace in 
the outdoor space around you? 

“Do some pruning or weeding, 
fill some pots or tubs, plant some 
vegetables or make a herb garden, 
whatever it is, have a go! And while 
you are having a go take some 
photographs, before and after or 
winter and spring, empty pots to full 
pots and enter Progress in Bloom 
2021.

“You can enter your garden or enter 
their garden if a friend or neighbour 
has a hidden oasis.” 

Reach for the skies – tallest 
sunflower competition
“Alongside Progress in Bloom, 
we also have an annual sunflower 
growing competition, so if you are 
16 years and under, or live in one of 
our supported living properties, this 
is one for you. The aim is to grow 
the tallest sunflower by 30 June 
2021. It may not have flowered, but 
it’s the height that counts!”

How to enter

Entries to both competitions can 
be made online between 1 June 
and 30 June 2021. Judging will 
occur on 13 July 2021, with the 
awards event and presentation 
on 23 July 2021.

The entry form and more 
information will be available on 
the website on the 20 May 2021 
or request a copy by calling 
03333 204555 or emailing 
enquiries@progressgroup.org.uk 

Announcing 
Progress in Bloom 

2021 
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Life at The Bridge and 
Parker House in 2020 
The Bridge and Parker 
House are two of our 
purpose-built schemes 
based in Chorley offering 
accommodation for single 
young people aged 16-
24 who are experiencing 
homelessness. The average 
age is predominantly 16 
to 17-year-olds who are 
leaving care, looked after or 
in need. 
Tony Devlin, Homeless Services 
Manager, describes what we have 
learnt during the pandemic:

“No matter how difficult and testing 
the year has been, it has helped 
people think differently about how 
they work, what they do, and what 
changes are needed to achieve 
them. Change is inevitable and 
will continue to be so, however, 
once grasped; we can make the 
impossible - possible and become 
part of the ongoing process in the 
future.

“We have learnt something along 
the way. We have identified that 
when people pull together, we 
can achieve, an example of this is 
how our colleagues, partners and 

most importantly, our communities 
came together to support us. As we 
approached the Christmas festive 
season, we were happy to end this 
difficult year by being provided with 
the following for our tenants:

 The Hinds Head Pub, Charnock 
Richard, Chorley, kindly donated 
18 Christmas dinners 

 Gifts from Progress Housing 
Group’s Wish Tree Appeal 

 Food parcels from Living Waters 
Storehouse foodbank 

 Lancashire County Council 
Children’s Social Care donated 
Christmas trees and trimmings 

 Nykkie Burrell, Progress Housing 
Group’s Group Marketing and 
Communications Manager, with 
the help of friends and family, 
donated a fantastic hamper

“We were so happy that the tenants 
had Christmas gifts, meals and food 
to help them enjoy their Christmas 
and make it that little bit more 
special after the hectic year they 
had been through. It is important to 
remember that we are all different, 
and the pandemic’s impact can 
affect us all in so many different 
ways. The pandemic has taught us 
many things, including various ways 

of communicating, the importance 
of open conversations, respecting 
each other, improved community 
spirit, and that being there for each 
other can help us get through the 
difficulties whatever changes that 
2021 may have to offer us. 

Social value 
for our 
communities

Social value is a way of trying 
to quantify things that are not 
naturally expressed or measured 
as a quantity, such as wellbeing, 
good health, or a feeling of 
safety in your neighbourhood. 
Many elements come under the 
umbrella of social value, but one 
of these is the work we do with 
our suppliers and contractors.

We work with a variety of different 
suppliers and contractors across 
the country. Each of the contracts 
we have in place includes a 
commitment to support our social 
value work. Examples include 
providing training or apprentice 
opportunities, providing time 
and materials to support a 
community project, or providing 
funds to help deliver a project.

Here are a couple of examples 
of projects supported in 
the last few months:

 Bell Group - supported our 
‘winter warmer’ hampers 
campaign by providing funding to 
enable us to buy items to include. 

 Glendale - supported a 
community clean-up day 
by providing lunch for the 
volunteers taking part.

We will continue to work with our 
suppliers and contractors to support 
more projects in the future. If you 
have an idea or suggestion or 
want to get involved in this, please 
contact the Progress Involvement 
Team on 03333 204555 or email 
enquiries@progressgroup.org.uk.

We are just as much about providing homes 
and looking after bricks and mortar as about 
creating and supporting our communities and 
the people who live in them.

We have 
identified that 

when people pull 
together, we can 

achieve.

“Myself, my colleagues and the 
tenants were extremely grateful 
for all these kind and thoughtful 
gifts and would like to take this 
opportunity to say thank you.”

Please read the full article on our 
website www.progressgroup.org.uk/
news

We were so  
happy that the  

tenants had Christmas 
gifts, meals and food to 
help them enjoy their 
Christmas and make  

it that little bit  
more special.

Performance 
against 
our Value 
for Money 
Strategy
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. You can 
view our annual  
VFM self-assessment 
document on our website, 
www.progressgroup.org.
uk/VFM
The savings and efficiencies we 
make through VFM activity can 
be used to provide more new 
homes for people who need them; 
invest in local communities, so 
they offer a safe and healthy place 
to live, and support people to 
achieve more opportunities and 
independence. You can view more 
examples of our VFM activity on 
our website www.progressgroup.
org.uk/VFM.

If you can think of any ways that we 
can improve our services without 
increasing our costs, please get 
in touch by emailing enquiries@
progressgroup.org.uk, web chat 
at www.progressgroup.org.uk, via 
Facebook/ProgressStreetTalk or 
telephone us on 03333 204555.



Win a £20 One4all voucher. If you would like to be in with a chance of winning a £20 One4all voucher, why not 
have a go at our science word search. 
Congratulations to Mr Coyle of Bamber Bridge, who won the kindness word search competition in our autumn 
edition.

HOW TO ENTER  

Please either take a photo of your entry and email it with  
your name, age, home address and phone number to 
enquiries@progressgroup.org.uk or post it with your contact 
details to StreetTalk, Progress Housing Group, Marketing 
Team, Sumner House, 21 King Street, Leyland, PR25 2LW. 
The deadline for entries is Friday, 9 April 2021.

Science word search competition

Zoology
Ichthyology
Phytology
Gemology

Kinetics
Mycology
Virology
Vulcanology

Parasitology
Acoustics
Lithology
Anthropology

Name

Age

Address

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

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

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

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 £4.20 of every £100 of rent due

We aim for current tenant rent arrears,  
excluding that owed by Housing Benefit, to 
be less than £3.90 of every £100 of rent due

Housing Management Target Result Target met Trend Top quarter*

£5.00

£3.86

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 
- previous quarter was impacted by 
COVID-19 restrictions

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

Repairs

We aim to keep 95 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 December 2020

26 days

4

£4.20

£3.90 Better than 
last quarter

Better than 
last quarter

Same as  
last quarter

Worse 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%

95.0%

90.0%

90%

85%

Worse than  
last quarter

Same as  
last quarter

Worse than  
last quarter

Same as  
last quarter

6.5 days

96.3%

Not  
available

100 out  
of 100

97.6 out 
of 100

Not  
available

97 out 
of 100

Not  
available

Better than 
last quarter

Better than  
last quarter

Worse than  
last quarter

Worse than  
last quarter

92.9%

84.6%

1,044

90.0%

92.2%

86.2%

28.1 d
ay

s

8.0 d
ay

s

100%

Your voice or 
customer meeting Event Tenant inspection Training

Dates for your diary

Following guidance issued by the 
government, we continue only 
to hold involvement meetings 
using Zoom. If you require further 
information or help to join these 
meetings, please contact the 
Progress Involvement Team on 
03333 204555 or email  
enquiries@progressgroup.org.uk
You can also view upcoming 
meetings by visiting our website 
www.progressgroup.org.uk/
get-involved and clicking on 
the ‘Events’ link, or follow us on 
Facebook.

March 2021

10 Wednesday 
Community Investment Fund     

 1.30pm. 

15 Monday 
Virtual coffee morning 

 10am. 

25 Thursday 
Our Community - Your Voice    

 1.30pm. 

26 Friday 
Progress Community  
Champion - Awards    

 6pm. 

April 2021

14 Wednesday 
Property Services - Your Voice    

 1.30pm. 

19 Monday 
Virtual coffee morning    

 10am. 

20 Tuesday 
Scrutiny Pool     

 1.30pm. 

22 Thursday 
Soup Dragon Event - shortlisting    

 10.30am. 

13 Thursday 
Soup Dragon Event     

 6pm. 

May 2021



Don’t know your tenancy number?  
No problem!

Please contact us on  
03333 204555 or by live chat at   
www.progressgroup.org.uk

Take control of your rent 
and repairs with your online 
tenancy account
Activate your account now
Thousands of our customers already 
manage their tenancy online. It only takes 
a few minutes to activate your account.

It’s easy 

1. Go to my.progressgroup.org.uk 

2. Enter your personal details - you will 
need your name, email, date of birth, 
and tenancy number

3. Choose a username and password

4. Sign in to your tenancy account.

Save time

• No more queuing on the phone to 
pay your rent or report a repair

• Manage your tenancy when it suits 
you - any device, anytime access to 
your information.

View your rent account

• View your rent balance

• Make a payment.

Book an engineer or operative

• Book repair appointments

• Track the status of your appointments

• Cancel or reschedule. 


