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Welcome  
from Bernie 
Welcome to our latest tenant annual review 
for 2020/21. This report details how we have 
performed over the year. Due to the pandemic, 
the past twelve months have continued to 
be very challenging for us all. Can I take this 
opportunity to thank you for your support and 
understanding during these unprecedented 
times. It has been incredible to see how our 
colleagues have stepped up, often in difficult 
circumstances, to provide much-needed 
support for our customers. Isolation was a big 
concern.

As part of our ‘Here to Help’ service, we made 
over 100,000 welfare calls. We also provided 
activities in our homelessness, refuges and 
independent living schemes.

We continued to invest in apprenticeships and 
training. Our Kickstart scheme has created 
28 opportunities for young people, aged 16-
24, to gain paid work experience to progress 
in their careers. Our Progress Futures Team 
has helped the Group to recruit 23 people into 
apprenticeships. 

Almost £6 million was spent on improvements 
to our customers’ homes last year, despite 
23 weeks spent in lockdown. We invested 
£9.5 million in our repairs service, carrying 
out over 40,000 repairs to our 10,342 homes 
nationwide. Providing safe, secure, and 
healthy homes is a high priority. We invested 
£9.6 million carrying out 6,636 gas safety 

tests, 1,480 electrical tests, 806 fire audits, 
660 asbestos checks, and 173 water hygiene 
checks. 
We spent a further £1.5 million on servicing 
safety equipment, such as fire alarms and 
equipment.

Despite the extraordinary challenges, we have 
continued with our commitment to building 
much-needed new affordable housing. We 
completed 121 new homes last year, and our 
objective remains to deliver 1,000 affordable 
homes by March 2024.

The pandemic is still impacting us and will 
no doubt for some time to come. However, 
we have ambitious plans for the future. We 
are committed to investing in our people, our 
homes, and our communities.

We hope that you enjoy reading this year’s 
annual review. Please get in touch with any 
comments that you may have.

Stay safe.

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

*All figures in this report relate to the period from 1 April 
2020 to 31 March 2021
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10,342 
homes

121 
new homes built

84.2%.  
right-first-time 
satisfaction with 
repairs to your home 
up last year from 
83.7% Target: 80%

Over 40,000
repairs completed

75 
neighbourhood 
walkabouts

1,162 
communal 
inspections

271 
new tenant 
visits

1,335 
resolved housing 
management cases 

100% 
gas 
compliance 

900 
anti-social 
behaviour cases

550 
let properties 

400 
new boilers

200 
bathrooms installed 

170 
kitchens installed 

Our performance 
highlights and key 
stats
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Location of homes Types/number of homes

4,976 
general needs

2,727 
supported living

1,238 
independent living 
(over 55s)

574
keyworker

315 
LiLAC supported 
living

205 
shared ownership

196 
leasehold

40 
single homeless 

35 
homelessness unit 

24 
supported shared 
ownership

11 
women’s refuge 

1 
market rent 
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Customers  
at the heart
– how we supported you through the pandemic

Progress Housing Group - Your annual review 2020/21

Here to Help

Over 100,000 welfare 
calls to tenants.

Supporting tenants facing financial 
challenges 

696 tenants benefitted from over £196,000 
of additional income with support from our 
financial inclusion service

Essential repairs and 
safety checks 

• 2,086 emergency repairs 

• 3,474 essential safety 
checks such as gas servicing 
and electrical testing

• 1,639 safety surveys and 
inspections.

Tacking isolation

Provided activities to tackle 
boredom and isolation in our 
homelessness, refuges and 
independent living schemes. 

Urgent support for  
those at risk 

• Set up additional services, 
including a text helpline, 
website, and live chat for 
women facing domestic 
abuse.

Progress  
Futures 

 
 
 
During the year, we  
supported 306 customers, 
179 of which went into 
employment, education, 
training or job searching.

Emergency  
Fund 

 
 
 
 
£17,365 awarded to community 
projects and charities helping 
people impacted by Covid-19. 

 

PPE  
support  
 
 
 
 
We sourced and donated  
vital personal protective  
equipment (PPE) to key  
workers at St Catherine’s  
Hospital, Bolton Hospital,  
care homes, schools,  
and prisons in the face  
of shortages.

The Base Community Centre 
operated a takeaway café and 
delivered over 700 food parcels.
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Supported over  
1,600 people

Prevented 300 cases 
of homelessness

Delivered over 700 
food parcels 

Set up a  
community shop

Key Unlocking  Futures

We launched our Emergency Fund, which 
awarded over £17,365 to community projects 
and charities helping people impacted by 
Covid-19.



Investing in 
your home 

We increased  right-first-time satisfaction from 
83.7% to 84.2% and improved communication from 
89.6% to 90.2%. It is our aim to achieve over 90.0% 
satisfaction across all areas in 2021/22.
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Repairing and  
maintaining your home 
Safe, secure and warm housing creates 
happy, healthy homes where people 
and communities can thrive.  

Last financial year, we invested £9.5 
million in our repairs service, carrying out 
over 40,000 repairs to our 10,342 homes 
nationwide and carrying out improvement 
work to almost 500 empty homes ready 
for our new tenants to move in.

We continued to deliver our services throughout 
the pandemic whilst also ensuring we followed 
strict government guidelines, which meant we 
had several periods in lockdown. Despite this, 
we have achieved most of our targets and even 
improved our performance in some areas. 

We ended the year having carried out just 
1% fewer repairs than last year, even though 
we could only undertake emergency repairs 
for the first two months of the year. 

We also increased the number of appointments 

we attended on time to 93.3% (up from 
92.7% last year), with a further 94.9% repairs 
completed within priority timescales (up from 
94.8% last year), a fantastic achievement.

We are delighted with the results of our 
customer surveys, too, which have seen 
improvements in satisfaction. These include 
increasing ‘right-first-time’ satisfaction from 
83.7% to 84.2% and improving communication 
from 89.6% to 90.2%. We aim to achieve over 
90.0% satisfaction across all areas in 2021/22.

•   In 2020/21 89.3% of tenants told us that 
they were satisfied with the repair service 
they received (slightly down from 89.4% the 
previous year)

•   99.7% of all responsive appointable routine 
repairs were given an appointment (slightly 
down from 99.8% the previous year)

•   93.3% of appointments were attended on 
time by us (up from 92.7% the previous year).

£9.5 million
invested in our 
repairs service

Over 
40,000
repairs to our  
10,342 homes 
nationwide

Almost
500 
empty homes had 
improvement work

93.3% 
 appointments we at-
tended on time to (up 
from 92.7% last year)

94.9% 
repairs completed 
within priority 
timescales

84.2%
’right-first-time’ 
satisfaction (up from 
from 83.7% last year)

90.2% 
improving 
communication around 
our repairs service from 
89.6% to 90.2%

Performance highlights 

11
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Almost £6m 
was spent on 
improvements to 
your homes

Over 170 
new kitchens

Over 220 
new bathrooms

Almost 70 
roofs

Over 250 
new doors and 
windows

Performance highlights 

Planned repairs
Almost £6 million was spent on 
improvements to our your homes last year, 
despite 23 weeks spent in lockdown. 
  
This resulted in over 170 new kitchens, over 
220 new bathrooms, and over 400 new heating 
systems being fitted. 

We also helped keep our customers warm and 
dry in their homes by replacing almost 70 roofs 
and fitting over 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.

We  replaced almost 70 
roofs and fitted over 250 
new doors and windows, 
despite lockdown.
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You 
said,  
we did

Despite the impact of the global pandemic on 
our services last year, we continued to focus 
on improving our repairs service by reviewing 
all the feedback we receive from tenants 
and stakeholders; this includes satisfaction 
surveys, complaints, compliments, and 
customer engagement.

In 2019, customers told us they wanted us to 
focus on three key areas; getting the repair 
right-first-time, communication, and the quality 
of our work. These continue to be our focus, and 
although we have had a number of restrictions 
placed on us last year, we still managed to 
achieve some improvements:

You said: You wanted our in-house Property 
Services Team to undertake more work.

We have: Continued to develop and grow our 
in-house team by expanding our Responsive 
Repairs and Voids Team to carry out work 
previously delivered by contractors; not only has 
this increased satisfaction, but we also save 
money which can be reinvested.

You said: There is a delay between a property 
inspection and a repair being carried out.

We have: Invested in technology and improved 
our inspection process, which means our 
specialist technical officers can raise repairs 
direct from their iPads when carrying out 
inspections.

You said: You liked the helpful ‘How To’ videos 
we published on our website but wanted to see 
more.

We have: We have arranged for additional 
‘How To’ videos to be filmed, including a focus 
on ‘Damp and Condensation’ to help our 
customers in their homes – we will be sharing 
these with our customers in 2021.

£26.5 million
invested in 
existing homes

89.3%
repairs satisfaction 
Target: 85%

84.2%
of repairs were 
completed right 
first-time 
Target: 80%

1,173
planned 
improvements

99.99%
of homes meet 
the decent homes 
standard

69.86%
of homes with an 
energy rating of 
C or above 
Target: 100% by 
2028

98%
fire safety 
compliance

100%
asbestos compliance

100%
gas safety 
compliance

Performance highlights 

We have expanded our Responsive 
Repairs and Voids Team to carry 
out work previously delivered by 
contractors.
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General needs and independent living

92.1%
overall 
satisfaction with 
the aids and 
adaptations 
service

93.3%
of the aids and 
adaptations service 
met the individual’s 
needs

91.3%
of the aids and 
adaptations service 
has improved quality 
of life

92.9%
of the aids and 
adaptions service 
met the 
individual’s needs

63.6%
of the aids and 
adaptations service 
has improved 
quality of life 

100%
overall satisfaction 
with the aids and 
adaptations service

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 over £436,000 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 64 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. 

Progress Housing Group - Your annual review 2020/21

Supported living
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Safe, secure and 
healthy homes
We invested £9.6 million to keep our 
customers safe in their homes. Last year, 
we carried out 6,636 gas safety tests, 1,480 
electrical tests, 806 fire audits, 660 asbestos 
checks, and 173 water hygiene checks. We 
spent a further £1.5 million on servicing 
safety equipment, such as fire alarms and 
equipment.

We have continued to deliver property-
related health and safety compliance checks 
to our customers’ homes, communal areas, 
offices, and community centres throughout 
the pandemic.

We have also undertaken a full review of our 
compliance data, policies, and procedures, 
resulting in developing and implementing 
new procedures. We have a new Compliance 
Team in place and have made significant 
progress through our roadmap of 
improvements. These improvements will help 
ensure that we are a leading organisation in 
property compliance and safety.

98%  fire safety 
compliance

98%  asbestos 
compliance

100%  gas safety 
compliance

Performance highlights

Environmental improvements
We are continually looking to improve the 
areas in which we have homes.

Over the last year, we have invested over 
£176,000 in environmental works for general 
needs and independent living accommodation 
and over £80,000 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. 

£176,000
in environmental 
works for general 
needs and 
independent living 
accommodation

£80,000
in environmental 
works’ for 
supported living 
accommodation

Independent living 
We have 30 independent living schemes 
across South Ribble and the Fylde coast for 
people over 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.

In consultation with tenants, we organised 
the following activities within their schemes: 
Christmas and Easter card design competitions 
and pottery painting during the year. We have 
also introduced a DVD lending library and weekly 
quizzes. 

We have a new Compliance 
Team in place and have made 
significant progress through 
our roadmap of improvements.

Last year we spent a further 
£1.5 million on servicing safety 
equipment, such as fire alarms 
and equipment.

We support National Gas 
Safety Week and National 
Social Housing Safety and 
Compliance Week.

£9.6 million
to keep our 
customers safe in 
their homes

6,636
gas safety tests
carried out

660
asbestos checks

173
water hygiene 
checks

1,480
electrical tests 
undertaken

806
fire audits 
completed
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Performance highlights

£13,000
spent through our 
tenant match 
funding scheme

101
homes 
started

121
homes 
completed

£18.3 million
investment in 
completed homes

Tenant match funding 
We spent over £13,000 through our tenant 
match scheme, which has enabled 43 
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 and supported living 
accommodation, and independent living for 
older people are 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. Last year, we 
started 101 homes and completed 121 homes – 
61 for affordable rent, 55 for shared ownership, 
and five supported living properties. 

Our investment in these completed homes was 
£18.3 million, with £2.6 million coming from 
government grants.

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. 
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Creating safe 
places to live

Performance highlights

Over 900
cases of anti- 
social behaviour 
resolved

64.4
days on average to 
close ASB cases 
Target: 50 days

32
legal action cases 
to address anti- 
social behaviour

25
full anti- 
social behaviour 
injunction orders

18
full anti-social 
behaviour 
injunctions 
with Power of 
Arrest

4
evictions due  
to persistent  
anti-social  
behaviour 

5
committal hearings

59
access injunctions

58.2%
of customers were 
satisfied with the 
way their case 
was dealt with – 
32 out of 55

55.6%
of customers were 
satisfied with the 
outcome – 30 out 
of 54

Due to the immense challenges Covid-19 
presented, we needed to adapt quickly 
to agile and home-working whilst 
providing a high-quality service to keep 
our residents and communities safe.

We experienced a much higher level of 
anti-social behaviour (ASB) cases during 
the year, working effectively to resolve 
over 900 cases - a considerable increase 
of 50% on the previous year.

In supported living schemes, we always 
adopt a multi-agency approach to 
resolve cases and support tenants to 
resolve any issues and remain in their 
homes.

We continued to ensure compliance with 
gas and electrical safety legislation. 
We worked directly with customers to 
gain access to properties. We would like 
to take this opportunity to thank you 
for working with us to allow us access 
during Covid in a Covid-secure way. 
Where necessary, we used the legal 
tools available through the courts to 
secure access injunctions. We reassured 
customers that any essential visits 
were Covid-secure. We also carried out 
welfare calls to vulnerable customers 
throughout the lockdown periods. 

We worked to resolve over 900 
anti-social behaviour cases - a 
considerable increase of 50% 
on the previous year.We have signed up to the new Respect Anti-social Behaviour 

Charter for housing. The purpose of the charter is to improve  
the anti-social behaviour services of housing bodies.

We continuously work closely with partner 
agencies to help prevent and tackle  
anti-social behaviour. 
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Performance highlights

60,278
surveys sent out

53
customer 
consultations

529
complaints 
received

272
compliments from 
customers

Customers are at the heart of everything we 
do. Your feedback helps us to do better and 
shape new ways of working. 

Last year, we sent out over 60,278 surveys. We 
undertook 53 customer consultations, which 
helped inform improvements in 12 service areas.

We are so grateful for the work that our volunteer 
tenants have carried out during what has been 
an extremely difficult and challenging year. 
In order to keep within government guidance 
and maintain everyone’s safety, it has not been 
possible to carry out some of our involvement 
activities during the year. It has also meant 
changes to how other involvement activities 
have been carried out, particularly moving from 
in-person to Zoom events and activities. We 
would like to take this opportunity to thank all 
our volunteer tenants for their hard work and 
commitment to helping us improve the services 
we deliver. Despite all the challenges of the last 
year, our volunteer inspectors have carried out:

• 19 estate appearance inspections 

• 0 empty property inspections

• 0 mystery shopping phone calls

• 0 mystery shopping live chats.

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

• Return visits from our contractor to work on 
‘missed’ areas

• Providing information to help discussions with 

our contractor to improve the quality of the 
service provided

• Removing of dead trees and pruning of 
overgrown trees

• Removing abandoned and fly-tipping items

• Resolving dog fouling issues.

Over the last year, we have delivered Zoom 
sessions for our supported living tenants. This 
has enabled tenants from across the country to 
come together to talk about specific issues and 
topics, including repairs feedback questionnaire, 
garden inspections, repairs and maintenance, 
white goods and fixtures and fittings. These 
Zoom meetings have helped develop an online 
community as well as helping to develop skills 
and confidence in digital engagement.

Our Scrutiny Pool continues to play a crucial role 
in challenging us to do better, helping us resolve 
and learn from complaints, and influencing new 
ways of working.

Our Scrutiny Pool carried out two reviews 
during the year - looking at the communication 
of the grounds maintenance service and 
customer engagement. The areas identified for 
improvement included providing more detailed 
information on the grounds maintenance 
service on our website and developing a new 
template for tenant consultation to ensure a 
consistent approach across the Group.



27

Progress Housing Group - Your annual review 2020/21Progress Housing Group - Your annual review 2020/21

26

An inclusive voice 
As part of the equality, diversity and 
inclusion work, we have established a 
sub-group looking at community groups 
and customers.

This Group aims to understand the make-up 
of our customers and create strong links with 
community groups that can help us understand 
the needs of minority groups better.

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.

Service improvements 
(as a result of Scrutiny Pool)

Customer First 
This year, we launched our new Customer 
First project.

Customer First is a change to how we organise 
our frontline services in your area following 
valuable feedback from you and colleagues. 

We introduced six dedicated local Area Housing 
Teams. The new Area Housing Teams work 
together within a much smaller geographical 
area to build better relationships with tenants 
who live there and gain more knowledge of the 
area. The team can attend tenant meetings, 
tenant appointments, and you will see them on 
our walkabouts.

You can find out who works within your area here 
www.progressgroup.org.uk/customer-first

You said: You don’t see us in your communities 
enough.

We did: Significantly increased the number of 
officers within the Area Housing Teams. 

You said: You want us to understand better the 
needs and issues within your areas. 

We did: Our new approach to delivery will 
help us support the things that work well and 
deal with any problems more proactively and 
promptly in a hands-on way.

You said: Raise awareness of the grounds 
maintenance service.

We did: Used the quarterly newsletters to 
tell tenants about the grounds maintenance 
service.

You said: Review the Compensation, Goodwill 
and Sundry Payments Policy in conjunction with 
customers.  

We did: Re-write the Compensation, Goodwill 
and Sundry Payment Policy, including 
consulting with tenants.

You 
said,  
we did

You 
said,  
we did
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Giving us feedback 
Your feedback is important to us and helps 
us improve our services.

In 2020/21, we received 529 complaints, 
responding to 87% of these within target 
timescales. Last year, we received 467 
complaints and responded to 82.87% of all 
complaints within target timescales. These 
results show that the number of complaints 
recorded has increased. This could be due to 
the impact of Covid-19 and the implementation 
of the new Housing Ombudsman Code, and 
the promotion of our new complaints policy/
procedure. The new procedure has had a 
positive impact on the time taken for the Group 
to investigate and respond to complaints.

We also received 272 compliments from 
customers in contrast to receiving 259 in 
2019/20. Learning from feedback has led to 
several service improvements.

“I am inspired by the support that I have 
received with regards to LGBTQ. Thank you, 
Progress, for supporting me in my time of need. 
I look forward to joining the customer groups 
to share my experiences and access more 
support.”

“I have just had my kitchen refitted, and I would 
like to say that I am thrilled with it, and what an 
excellent job the team of workers did. They were 
so hard working.”

Service improvements

You said: You experienced delays in the 
completion of some repairs due to additional 
parts being required.

We did: We completed a review of the stock 
carried in our vans and have increased the 
variety of parts carried to aim to complete a 
repair the first time.

You said: You found it difficult to arrange an 
emergency repair outside of normal office 
hours. 

We did: We allocated two employees to deal 
with the incoming landline calls specifically.

You said: The cleaning in one of our Progress 
Living schemes was not being carried out to the 
expected standard.

We did: New processes have been 
implemented, including random spot 
checks being carried out and inspections of 
accommodation once they have been cleaned. 

We support the See the Person campaign, a tenant-led 
campaign to tackle the stigma in social housing

You 
said,  
we did

Our new complaints policy/procedure has 
had a positive impact on the time taken for 
the Group to investigate and respond to 
complaints.
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Creating 
opportunities for 
individuals and 
communities

1,394
customers 
engaged with 
Progress Futures

506
customers helped 
into employment, 
education and 
training

148%
increase in our 
customer outcomes

23
helped into 
apprenticeships

28
opportunities 
created for young 
people through the
Kickstart Scheme

702
people supported 
through community-
based job clubs

80%
of customers 
indicated an overall 
positive impact 
on their skills and 
wellbeing

Held the first
Progress Community 
Champion Awards

184
equality, diversity 
and inclusion 
events hosted

1,400
mince pies and 
Easter Eggs 
delivered to our 
independent living 
tenants

£163,539
of funding provided 
to develop or set up 
community 
projects

Performance highlights 

• Customers supported 1:1: 306
• Customers now in employment, training or 

education: 179
• Kickstart roles: 28
• Customers supported at job clubs: 702

"Progress Futures 
helped me write 
up my CV and 
supported me with 
interview advice."
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We are participating in the government's 
Kickstart Scheme, creating 28 fully paid jobs 
for six months to help 16-24 year-olds get the 
work experience they need to progress in 
their careers.

32
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Progress Futures 
We recognise that to make our communities 
great places to live; we need to help people 
achieve their aspirations and improve their 
prospects.  

Last year, we supported 306 customers with 
their essential skills, confidence, and journey to 
employment; 179 secured employment, gained 
access to training or education, or are actively 
job searching. Compared to the previous year, 
we achieved a significant 148% increase in our 
customer outcomes in 2020/21.

In 2020/21, we received 205 referrals through 
either our frontline services or from individuals 
themselves. An additional 101 came from 
local job centres. We helped the Group recruit 
23 people into apprenticeships, including a 
Progress Futures administrator, electrician, 
joiner, customer service assistant, and 
community safety assistant. 

Our Kickstart Scheme created 28 opportunities 
for young people, aged 16-24, to gain paid work 
experience to progress in their careers.

We have also offered support to over 702 people 
through community-based job clubs, both 
online and in person. 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. 
We take readings at the initial meeting, at 
six-monthly intervals, or when the customer 
achieves a positive outcome.

To date, we have completed 228 initial STAR 
surveys with Progress Futures customers, with 
123 progressing to a second assessment. The 
surveys give us an indication of how the service 
is performing from a customer’s perspective. 
Approximately 80% of customers indicated 
an overall positive impact on their skills and 
wellbeing. 

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

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

• More Positive Together 2, which supports 
anyone in Lancashire from 16-67 years into 
employment. Due to the success of the first 
phase of More Positive Together last year, we 
secured further funds to extend the project 
(MPT2) until December 2021.

Having won the South Ribble Borough Council 
‘Business in the Community’ award at the 
beginning of 2020, Progress Futures has 
strengthened its presence in the locality. We 
have submitted an Expression of Interest to 
extend the More Positive Together 2 project 
for another two years from January 2022 until 
December 2023. Should this be successful, we 
will continue to reach out to even more of our 
tenants and local communities.

Despite Covid-19 challenges, we have continued 
to run our training courses and job clubs safely 
online. We submitted several successful bids for 
digital equipment for customers to undertake 
training online and job search activities.

We supported 306 customers, 
of which  179 secured 
employment, gained access 
to training or education, or are 
actively job searching.
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Bringing communities together 
We have continued to work closely with 
communities across the country, despite the 
challenges we have faced due to the pandemic. 
We held our first-ever Progress Community 
Champion Awards as a way of saying a big 
thank you to all the many volunteers who 
have worked so hard to support our local 
communities throughout such a challenging 
year. The awards event was held on Zoom and 
attended by 80 people.

We hosted 184 equality, diversity, and inclusion 
events and activities, with 4,092 attendees 
and people participating. These have included 
Hanukkah, Hate Crime Awareness sessions 
with Disability Equality North West, and the 
Double R Arts youth project videos. We also 
supported the ‘See the Person’ campaign by 
hosting an information session attended by 50 
people, including tenants, colleagues, and other 
housing providers and organisations.

Throughout May and June, our Progress In 
Bloom competition promoted positive health 
and wellbeing whilst celebrating the green-
fingered talents of tenants and customers.

We also held Christmas and Easter card 
competitions. We delivered 1,400 individual 
mince pies and Easter eggs to our independent 
living tenants, including 300 Easter eggs 
donated by Consortia.

Despite the pandemic, we were still able to 
engage our supported living tenants by holding 
‘virtual events’ and supporting communities to 
access online events.

We hosted a total of 184 
equality, diversity, and 
inclusion events and activities, 
with 4,092 attendances and 
people taking part.Watch out for our future Soup Dragon's Den events; they are a 

fantastic way for local communities to support local projects 
and groups.

During the year, our Community Investment 
Fund supported local community groups by 
providing funding of £163,539 to help develop or 
set up community projects. 

This has helped fund some exciting projects, 
including a community garden and craft 
projects. We awarded over £17,365 to 
community projects and charities supporting 
people affected by Covid-19.

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

Service improvements 
(community involvement)

You said: Our ID badges needed to be bigger so 
they could be seen when social distancing.

We did: We produced large ID badges.

You said: Whilst we are using Zoom, could we 
keep meetings shorter and to one topic.

We did: We arranged shorter meetings and 
focused on one topic. This meant a greater 
number of meetings, but was received well.

We did: You wanted activities at our 
independent living schemes to reduce boredom 
and isolation.

We did: We provided activity packs, including 
word puzzles and colouring books, Christmas 
and Easter card-making competitions, pottery 
painting and weekly quizzes.

You 
said,  
we did
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Looking after your 
financial wellbeing

"Whenever I need to 
call Progress Housing 
Group I know I get 
respect, and they 
treat me with the 
utmost care."

100%
rent collected 
Target 99.5%

696
tenants helped 
with income and 
benefits advice

86.3%
of tenants satisfied 
their rent offers Value 
for Money

£260,000
saved compared to  
our contractors  
through delivering 
kitchens and 
bathrooms in-house

£19.5 million
worth of contracts 
re-procured

£0.25 million
saved by re-procuring 
contracts

Performance highlights 

Maximising your income and 
critical tenancy support
The prevention and management of rent arrears 
will always be a priority for us. We fully recognise 
the stress and upset debt problems can cause 
our customers. 

We actively encourage customers to share their 
financial concerns with us as soon as possible 
to assist them in resolving and managing them 
effectively. We offer a critical tenancy support 
service to tenants in imminent danger of losing 
their homes due to rent arrears or anti-social 
behaviour issues. We also have a dedicated 
specialist Financial Inclusion Team available to 
support customers with their debt problems 
and ensure that we maximise any entitlement 
to benefits.

We work closely in partnership with the 
Department of Work and Pensions to assist 
our customers with their welfare benefits. Our 
‘Preferred Landlord Status’ enables us to work 
closely with our tenants when making their 
Universal Credit applications.

This year we signed up for HACT’s (Housing 
Associations’ Charitable Trust) fuel vouchers 
scheme, obtaining hundreds of pounds worth 
of fuel vouchers for our tenants. Despite our 
increased caseload, we achieved 3% general 
needs rent arrears performance against a 
target of 4%. We exceeded our combined rent 
collection target of 99.5% with a performance of 
100%.

Last year, we helped 696 tenants with income 
and benefits advice and secured over £196,000 
of additional income for them. Our critical 
tenancy support service supported 71 tenants 
to maintain their tenancy and avoid losing their 
homes.

Our supported living tenants all have a 
dedicated supported living housing officer 
who can help with all aspects of tenancy 
management, including claims for housing 
benefit. These officers work with tenants, 
support providers, and third-party advocates to 
help tenants access the support they need to 
pay their rent.
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Rents and service charges 
The government regulates the way that we 
set our rents, and we follow strict guidelines. 
This year (2020/21), after consultation with 
tenants, rents were increased by 1.5%. Last 
year (2019/20), general needs service charges 
increased on average by 6.2% and independent 
living service charges by 1.1%. This was mainly 
due to an increase in electricity costs of 30% 
and an increase in grounds maintenance and 
caretaker costs in line with new contracts 
procured during the year. Supported living 
service charges increased on average by 0.3%

However, this year, 2020/21:

Collecting rent 
The majority of tenants pay their rent according 
to what is required, and in 2020/21, 100% 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 
sustain their tenancy. We work in partnership to 
support in taking control of their finances and 
maximising 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 3.7%. 
We achieved a performance of 3.9% across 
the Group. In the previous year (2019/20), our 
performance was 3.9%. Due to continued 
breach of tenancy either through non-payment 
of rent or anti-social behaviour and lack of 
engagement, we evicted four tenants. This is 
always a last resort, and our aim is to reduce 
this number in future. 

86.3% of tenants were satisfied that their rent 
offers Value for Money.

• General needs service charges increased 
on average by 1.28%

• Independent living service charges 
decreased on average by 0.17%

• Supported living service charges 
decreased on average by 6.9%

•  For general needs 1 
bed – £76

•  For general needs 2 
bed – £89

•  For general needs 3 
bed – £98

 
•  For independent 

living – £82
 
•  For supported living 

– £197
 
*All figures exclude service 
charges

 
•  Current arrears: 

3.9% Target: 3.7%
 
•   Number of 

households on 
Universal Credit  
–  1,767

•  The overall number 
of evictions for 
non-payment of 
rent: 0

Average weekly rents
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Reinvesting your rent
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.

The following a couple of examples of Value for 
Money highlights for 2020/21:

• We have expanded the work of our in-house 
Property Services Team; the Planned Works 
Team has delivered kitchens and bathrooms, 
saving circa £260,000 for the year compared 
to our contractors. 

• We have continued to invest in new IT 
software, including telephony and contact 
centre software, a platform to handle all 
customer contacts, i.e., telephone calls, 
email, and webchat, improving processes 
and providing better oversight and visibility of 
data. 

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

Where every pound of our income came from

 Government grant to develop new homes

 Customer income from rents and 
service charges

 Income from other activities

 Property sales

10p 12p

18p

12p

18p
24p

8p

8p

3p5p

15p

77p
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Our responsibilities 
as an organisation

Equality, 
diversity and 

inclusion (EDI)

Tackling 
climate 
change

Social 
value 

Value 
for 

Money

Safeguarding

Customer 
Charter
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The Group 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 various initiatives 
that aim to address issues of equality and 
inclusion (see page 50)

As part of our commitment to creating a 
stronger organisation, we actively encourage 
diversity at the board level through our award-
winning Achieving and Harnessing Board 
Diversity scheme.

We are currently recruiting for the second cohort 
of our award-winning two-year part-time board 
trainee programme.

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

We are committed to reducing the 
environmental impact of the services that  
we provide. 

Some of our initiatives include:

Environmental Working Party   

Our Environmental Working Party oversees 
the development and embedding of our 
Environmental Strategy and action plan to 
support our journey towards net-zero carbon. 
We have recently recruited a sustainability 
and environmental manager to drive this work 
forward.

Environmental Strategy   

We are working with specialist consultant 
Adecoe to develop our approach to meeting all 
of the environmental targets for our customers’ 
homes, all Group-owned premises, including 
our offices, community centres, vehicles, and all 
activities. 

We are also meeting regularly with South Ribble 
Borough Council to maximise opportunities 
to achieve their aim of making South Ribble 
carbon neutral by 2030. We aim to work 
with local authorities in all areas in which we 
operate to support their sustainability and 
environmental targets.

Zero Carbon Club 

With decarbonisation at the heart of the social 
housing sector’s agenda, we are collaborating with 
more than 30 leading social landlords as part of 
the Zero Carbon Club to work together to tackle 
the climate crisis. The group represents over half 
a million homes across the UK and a combined 
turnover of £3.1 billion.

We will keep you updated on our progress in 
tackling climate change, and remember, if you 
would like to get involved and become a champion 
in this area, please do get in touch.

Our approach to equality, 
diversity and inclusion (EDI)
We are committed to ensuring that we 
challenge discrimination and promote 
equality, diversity, and inclusion. We are 
determined to ensure people are treated 
fairly and respected as fellow human beings.

45
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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. 

The savings and efficiencies we make through 
VFM activity can provide more new homes for 
people who need them, be invested in local 
communities offering a safe and healthy place 
to live and support people to achieve more 
opportunities and independence.

During 2020/21 we:

Reviewed over 45 contract areas, including 
gas and half-hourly electricity supply, flooring 
services, telephony infrastructure and various 
compliance support contracts with a total value 
of £19.5 million. We have identified savings 
over £250,000 or avoided or minimised cost 
increases and improved customer services.

Some of the contracts we reviewed included:

• Corporate gas supply contract - due to 
historically low oil prices resulting from 
oversupply in the world market due to the 
pandemic, there was an opportunity to secure 
a new contract ahead of the programme. 
Savings of approximately 17% (£170,000) were 
secured against a forecast contract price 
increase of 10%.

• Conversion works at St John’s Court 
independent living scheme - due to market 
instability, contractors were pricing in new 
risk factors due to the pandemic. After 
reassessing the work required, a saving of 
£30,000 has been achieved as the work 
was done by redeploying colleagues made 
available due to the national lockdown from 
our in-house Property Services Team.

• Lift replacement and refurbishment - saving 
of £23,000 achieved due to consolidating 
requirements to one contractor for three sites.

If you can think of ways to improve our services 
without increasing our costs that could save 
money, please get in touch.

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. We 
have an agreed set of service standards that set 
out our commitments, 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/. You 
can view our key areas of focus and determine 
how we are performing against each of our 
standards.
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Awards and 
accreditations
April 2020
BBC North West Tonight Everyday Heroes 
awards – FEATURED

Progress Lifeline is featured for the BBC North 
West Tonight ‘Everyday Heroes’ awards.

May 2020
Pulse 1 Radio – West Yorkshire Wonder 
awards – WINNER

Progress Lifeline wins in the Unsung Wonders 
awards category for their Emergency Home 
Response work supporting 2,800 service users 
in the Calderdale area who are vulnerable or at 
risk of falls.

July 2020
Housing Heroes awards – FINALISTS

Our Progress Connect service is announced 
as a finalist in the Customer Experience award 
category in the Chartered Institute of Housing 
and Inside Housing’s Housing Heroes awards.

Our Quality and Training Coordinator, Ceri 
Walker, is also nominated and shortlisted as a 
finalist in the Inspirational Colleague of the Year 
award.

September 2020 
Lancashire Business View Sub-36 Awards – 
FINALIST

Our Area Housing Officer, Sarah Raynor-Duke, 
is announced as a finalist in the Lancashire 
Business View Sub-36 awards, in the Customer 
Champion award category, for her outstanding 
work supporting vulnerable tenants.

January 2021 
Housing Digital Awards – TOP 30

Progress Housing Group is named by 
Housing Digital as one of the top 30 housing 
associations at the forefront of digital 
transformation.

March 2021 
Northern Housing Awards – FINALISTS

Our Progress Involvement Team is announced 
as a finalist in the Northern Housing Awards’ 
Best Resident Involvement Scheme category, 
and our Progress Futures Team, reaches the 
finals in the Best Resident Employment/
Training Initiative of the Year category.

Contractors Health & Safety 
Assessment Scheme (CHAS)

NHS Data Security and 
Protection (DSP) Toolkit -  

‘Standards Exceeded’

RoSPA Gold Award for 
Health and Safety

Disability Confident 
Employer

ISO9001

Investors in People Living Wage TSA Platinum Member

Gas Safe RESPECT ASB Charter 
for Housing

NICEIC approved contractor

Cyber Essentials Plus 
Accredited

Pension Quality Mark 
(PQM)

Customer Service Excellence
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Our pledges
The Group has undertaken several pledges and commitments that are aligned 
to our shared vision and values.

Homes for Cathy commitments
We have united with other housing 
associations and homelessness charities 
to help end homelessness and have signed 
up to nine Homes for Cathy homelessness 
commitments, developed with Crisis, which 
guide and benchmark best practice within our 
organisation. 

CIH Make a Stand pledge
We have pledged to Make a Stand against 
domestic abuse. The pledge has been 
developed by the Chartered Institute of 
Housing in partnership with Women’s Aid 
and the Domestic Abuse Housing Alliance to 
enable housing organisations to make a visible 
commitment to support people experiencing 
domestic abuse. 

CIH Equality and Diversity Charter
We are committed to the CIH Equality and 
Diversity Charter to help us strive for a better 
balance in opportunities, resources, and 
decision-making processes for employees, 
customers and communities. 

National Housing Federation's 
Commitment to Refer
We have signed up to the National Housing 
Federation’s Commitment to Refer to make 
a positive, public statement that shows 
housing associations are serious about ending 
homelessness.

Disability Confident (Committed)
Disability Confident organisations play a leading 
role in changing attitudes for the better.

Learning Disability England

We are a member of Learning Disability England.

Learning Disability and Autism Housing Network

We are a member of the newly formed Learning 
Disability and Autism Housing Network.

Project SEARCH

Project SEARCH is an international transition to 
work programme committed to transforming 
the lives of young people with learning 
disabilities and autism.

Network groups

We have several employee-led networks:

LGBTQ+ 

Multicultural

Carers

Accessible communications

We are committed to ensuring information for 
our customers is accessible to all. Some of our 
initiatives include:

• Offering BSL interpreting services

• Access to LanguageLine

• Plain English reviews of tenant 
communications as standard

• EasyRead training for employees

• Guidelines and training for employees on 
using inclusive and accessible language

Kickstart Start

We have made a commitment to join the 
government’s Kickstart Scheme to offer fully 
paid work placements for six months to give 
young people in receipt of Universal Credit a 
stepping stone into paid employment.

Supporting Carers Week

Carers Week is an annual campaign to 
raise awareness of caring, highlight the 
challenges unpaid carers face and recognise 
the contribution they make to families and 
communities throughout the UK.

Respect Charter
We have signed up to the new Respect Anti-
social Behaviour Charter for housing. The 
purpose of the charter is to improve the anti-
social behaviour services of housing bodies.

Time for Change
Progress Housing Group signed the Time 
to Change Pledge in 2019, signalling our 
commitment to help break the silence and end 
the stigma around mental health.

See the Person
We are a founder supporter of See the Person, 
a national tenant-led campaign which 
was established in 2017 to help smash the 
stereotype publicity around social housing. We 
continue to actively support the campaign, 
promoting the value and benefit our tenants and 
customers bring to our communities. 

Dementia Friends
The Group supports Dementia Friends, an 
initiative by The Alzheimer’s Society, to change 
people’s perceptions of Dementia. 

South Ribble Dementia Action Alliance
We are members of the South Ribble Dementia 
Action Alliance part of our commitment to 
improve the lives of those living with dementia 
and their carers. 

Harry's Pledge
The Group has committed  to work towards 
Harry’s Pledge which includes making offices 
and community spaces we offer as accessible 
as possible, installing ‘Changing Place’ toilets in 
any new offices that are open to the public, and 
being a ‘carer friendly’ employer.

Living Wage
Progress Housing Group was an early supporter 
and became a Living Wage employer in 2013. 
Currently, some 7,000 employers across the 
UK are signed up to the agreement, benefitting 
around 250,000 employees.

Breastfeeding friendly

We welcome and support breastfeeding 
families.

A diverse recruitment strategy

We are very pleased to be advertising all of 
our vacancies on significantly more diverse 
channels, including:

www.BMEJobs.co.uk

www.LGBTJobs.co.uk 

www.DisabilityJob.co.uk

Gas Safety Week

We support the annual national gas safety 
campaign to help you promote gas safety and 
keep people safe.

National Social Housing Safety and 
Compliance Week

National Social Housing Safety and Compliance 
Week is an annual event dedicated to shining 
a spotlight on safety and compliance at all 
levels within Social Housing. We pledge to 
keep our customers safe by maintaining and 
continuously improving safety standards in our 
homes.

White Ribbon and 16 Days of Action

We support the annual White Ribbon and 16 
Days of Action campaigns to end domestic 
abuse.

Starts at Home

Starts at Home is a national day of action where 
our members and campaign supporters come 
together to showcase the value of supported 
housing.

Learning Disability Week

We support Mencap’s annual Learning Disability 
Week. 

Zero Carbon Club 

With decarbonisation at the heart of the social 
housing sector’s agenda, more than 30 leading 
social landlords have joined forces to create 
the Zero Carbon Club. The group represents 
over half a million homes across the UK and a 
combined turnover of £3.1 billion.

January 2021 
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