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Welcome to Progress Housing Group’s Impact Assessment Report. 
The report shows the impact Community Involvement has had on residents 

and services for 2013/2014

The assessment highlights the different 
involvement options available to our 
customers. We are committed to working 
with our customers to involve them as 
an integral partner in the running of our 
services and in the shaping of future ones. 
By working closely with our customers we 
can improve our services, while making our 
communities more sustainable and safer 
places to live.

Impact Assessments can help us provide 
and deliver excellent services by making 
sure these better reflect the needs of our 
customers.

Customers complete evaluation forms at the 
end of each activity and give an assessment 
of the impact they believe it has made and 
whether the activity was value for money.

Impact rati  ng

Impact - at each event we ask our customers to rate the impact they 
feel attending the event has had on them, breaking it down using the 
following ratings: 

High: Customers gained a lot from attending the event.

Good: Customer enjoyed the event but 
           felt they could have learnt more.

Fair: Activity did not deliver the
        individuals objectives for attending.

Fair

High

Good

Impact rating
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Value for Money - at each event we ask our customers to rate the 
event for value for money, breaking it down using the following ratings: 

Good: low - medium event per head with high impact.

Fair: low - medium event per head with good impact.

Poor: high - medium event per head with low impact.

This symbol with the piggy 
bank appears in the document, 
highlighting the events that 
have been supported with 
funding from the Community 
Investment Panel.

Page

Fair Poor Good

£££ ££ £

Value for 
money rating
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Community 
engagement

Progress Housing Group ensures that a wide range of involvement methods such 
as focus groups, forums, tenant inspectors and fun events are offered to make 
sure there are no barriers to participation. Engaging with customers gives them 
the opportunity to get involved and have a say in the decision making processes 
and the way we deliver our services. 

Community events

What are they? 

Numerous community events were held 
across Progress Housing Group estates. 
Events encouraged people to mix with 
other community members and get to 
know their neighbours in a relaxed and fun 
environment. Events also brought local 
people together promoting community 
cohesion and community spirit.

What has happened? 

Several events including a cultural 
awareness event with an African 
drumming session; family fun events 
which promoted healthy eating and 
exercise; and participating in the Leyland 
Festival and the Mela in Preston.

The impact of the projects? 

Events encouraged people to mix with 
other community members and get to 
know their neighbours in a relaxed and 
fun environment. 
 
Events brought local people together, 
promoted community cohesion and 
community spirit which help make 
communities more sustainable. 

Participants went away with a greater 
understanding of equality and diversity by 
attending the many different events.

Value for 
money rating

Impact rati  ng

£££
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Value for 
money rating

Annual Tenant Conference  

Sheltered Housing Conference  

What is it? 
A conference held for Progress 
Housing Group tenants.

What has happened? 
The annual conference was held at the 
Hilton Hotel in Blackpool. 

How many residents took part? 
144 

The impact of the project? 
Tenants increased their knowledge 
and skills by taking part in various 
workshops. They also gained a greater 
awareness of Progress Housing Group 
services. 

The event was a good opportunity for 
tenants to network with other tenants.

Impact rati  ng

What is it? 
Conference for residents living in 
sheltered accommodation.

What has happened? 
The annual conference was held at the 
Hilton Hotel in Blackpool.

How many residents took part? 88

The impact of the project? 
Tenants gained a greater awareness of 
Progress Housing Group services for 
sheltered housing tenants. The event 
was also an excellent opportunity for 
tenants to network. In addition, tenants 
were given the opportunity to increase 
knowledge and skills by taking part in 
interactive workshops.

World Mental Health Day 

What is it? 
An annual event.

What has happened? 
A small event took place to mark World 
Mental Health Day.

How many residents took part? 12

The impact of the project? 
It raised awareness of the difficulties 
people suffering from mental health- 
related illness face. 

Impact rati  ng

Value for 
money rating

Impact rati  ng

Value for 
money rating

£££

£££

££
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Gardening competition awards ceremony    
What is it? 
The annual gardening competition 
took place in summer followed by two 
award ceremonies in September.

What has happened? 
Judging took place across Progress 
Housing Group to identify the 
winners of each category. Two 
award ceremonies were held to 
present certificates and prizes to all 
competition winners.

How many residents took part? 
36 residents entered and 43 attended 

the ceremonies.

The impact of the project? 
The project improved gardens’ 
appearance and people took pride 
in their gardens. It also promoted 
good neighbourhoods and rewarded 
and recognised residents who 
maintain their own gardens and 
residents who maintain gardens in 
communal schemes and improved the 
environmental awareness of residents.

Value for 
money rating

Impact rati  ng

Big Lunches  
What is it? 
The Big Lunch is a national event which 
takes place each year to promote 
community cohesion and brings 
neighbours together.

What has happened? 
Four Big Lunch events were held 
across South Ribble and Fylde. 
Asda sponsored the event at South 
Ribble and provided all the food and 
refreshments. Residents in Fylde were 
invited to a Jacobs Join. Activities 
such as mixed sports (YMCA), bouncy 
castle, slides, big garden games, 
donkeys and much more took place. 

How many residents took part?
274 

The impact of the project? 
The Big Lunch brought communities 
together, people got to meet their 
neighbours and forge friendships. 
It also helped make communities 
more sustainable by creating good 
community spirit and increased 
community involvement, as a number 
of residents have become volunteers at 
their community centres and now help 
plan and run other events.

Value for 
money rating

Impact rati  ng

££

££
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World Environment Day   
What is it? 
A worldwide event held on 5 June each year 
to raise awareness of environmental issues.

The theme for 2013 was ‘think, eat, save’ - 
a food waste campaign.

What has happened? 
An estate clean up with the Housing Team, 
police, local authority, community payback 
and residents. Probation helped make 
plant beds and painted benches etc to 
brighten up and clean the estate. A cooking 
demonstration with left over food took 
place, along with litter picks across two 
areas. Children were also encouraged to 

take part and were given hotdogs and juice 
when they had finished.

How many residents took part? 33

The impact of the project? 
The project raised awareness of 
environmental issues and the impact 
litter and rubbish can have on estates.
It also greatly improved the environmental 
awareness of local residents. Children 
took part in a litter pick and agreed not to 
drop litter and encourage their friends to 
do the same. It also enhanced the local 
environment.

Value for 
money rating

Value for 
money rating

Community Associations  

What is it? 
Groups of residents who get together 
to form a Community Association, 
work with their landlord and other 
agencies to improve the communities 
in which they live.

What has happened? 
Regular meetings are held to discuss 
local issues and liaise with housing 
staff and other agencies. Community 
groups hold events in their local 
community centres i.e. coffee 
mornings, drop-in sessions.

How many residents took part? 
90

The impact of the project? 
By holding regular meetings the local 
community associations have been 
able to work in partnership with the 
landlord and other agencies to make 
improvements to their local area. 
Residents also built up good working 
relationships between staff and 
residents.

Impact rati  ng

Impact rati  ng

£££

££
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YPAC 
What is it? 
A youth activity session for 8–11 year 
olds on Lower Lane estate, Freckleton.

What has happened? 
YPAC commenced early January 
2014 and sessions are held once a 
week in the local community centre to 
engage with younger members of the 
community.

How many residents took part? 77

The impact of the project? 
It boosted confidence and self esteem 
and also taught how to respect each 
other. Team building activities improved 
social skills and craft and awareness 
sessions also took place. Impact rati  ng

What is it? 
A group of young people who have 
come together to have their say on 
community matters.

What has happened? 
An activity day to promote team building.

How many residents took part? 7

The impact of the project? 
Gained new skills such as raft building, 
archery, bush craft skills etc. It built 
confidence and self-esteem and taught 
participants how to get involved and be 
a team player. It also taught participants 
how to respect others and improved 
their physical and emotional wellbeing.

Youth Forum away day

Value for 
money rating

Impact rati  ng

World Health Day  
What is it? 
A national annual event to celebrate 
world health and promote healthier 
lifestyles.

What has happened? 
The event held at Leyland Leisure 
Centre attended by tenants and 
numerous agencies i.e. Help Direct, 
Lancashire Mind, PCT and many 
others. There were also fun activities 

for children.

How many residents took part? 
140

The impact of the project? 
The day increased peoples’ 
awareness and gave them a better 
understanding how healthier living 
could improve their physical, 
emotional and mental health.

V. GOOD

Value for 
money rating

Value for 
money rating

Impact rati  ng

££

£££

£££
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Diversionary
Activities

Progress Housing Group offers a variety of diversionary activities available to 
all tenants to encourage healthier lives, improve community cohesion, bring 
local people and communities together and help reduce anti-social behaviour. 

Football coaching
What is it? 
Weekly football coaching sessions are availa-
ble for tenants across South Ribble and Fylde 
through two separate projects called New 
Fylde Futures, in partnership with Blackpool 
Football Club, and Football coaching, with 
Opportunity Sports 
Foundation.

What has happened? 
Several sessions per week at various 
locations throughout Fylde and Bamber 
Bridge to teach young people football skills.

How many residents took part? 
1,908 through New Fylde Futures               

and 268 through Oportunity Sports 
Foundation.

The impact of the project? 
Participants learnt new skills and were given 
the opportunity to complete recognised sport 
qualifications. A number of participants have 
successfully completed sports qualifications, 
for example level 1 football coaching. It built 
confidence and self-esteem and taught 
participants how to get involved and be a 
team player. In addition, participants learnt 
how to respect others and their physical and 
emotional wellbeing was improved. 

Impact rati  ng

What is it? 
Free zumba classes were arranged across 
South Ribble and Fylde to encourage 
healthier lifestyles and provide free activities 
for low income families.

What has happened? 
One hour zumba classes were held at four 
locations each week and were free for 
tenants to attend. The classes have been 
held at Lower Lane community centre in 
Freckleton, The Place community centre 
in Leyland, Kingsfold community centre in 
Penwortham and Carr Street community 
centre in Bamber Bridge.

How many residents took part? 206

The impact of the project? 
It boosted the self-esteem and confidence 
of participants and improved their physical 
and emotional wellbeing, as a number have 
lost a significant amount of weight. It also 
gave participants a greater understanding of 
the importance of exercise both physically 
and mentally.

Zumba classes

Impact rati  ng

Value for 
money rating

Value for 
money rating

£££

£££
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Netball coaching

Value for 
money rating

Impact rati  ng

What is it? 
Weekly karate and self-defence sessions.

What has happened? 
Two, six week courses were provided for 
young people at their local community 
centre.

How many residents took part? 
114

The impact of the project? 
Participants learnt new skills, gained 
confidence and improved self-esteem. 
They were taught how to respect others 
and improved their physical and emotional 
wellbeing by improving flexibility and 
muscle tone. It also improved awareness 
of another culture as participants learnt 
how to count to 10 in Japanese and 
some Japanese customs.

What is it? 
Reduced rate swimming and 
gymnastics vouchers were provided 
for South Ribble tenants. 

What has happened? 
Swimming sessions were available at 
£1.50 for adults and £1 for children. 
An eight week child’s gymnastics 
course was also available for £5 
at leisure centres in Penwortham, 
Leyland and Bamber Bridge in 
partnership with South Ribble 

Borough Council.

How many residents took part? 
43 (18 adult swim sessions, 17 child 
swim sessions, 8 gymnastics classes).

The impact of the project? 
The physical and emotional wellbeing 
of participants was improved by 
raising awareness of the importance of 
exercise. The project also gave families 
on a low income the opportunity to 
access the activities.

What is it? 
Netball coaching sessions.

What has happened? 
Sessions were held to provide 
participants with the skills to play netball.

How many residents took part? 68

The impact of the project? 
Participants learnt new skills and the 
importance of physical exercise. They 
built confidence and self-esteem and 
learnt how to get involved and be a 
team player. It also taught participants 
how to respect others and improved 
their physical and emotional wellbeing. 

Karate course

Reduced rate leisure centre vouchers

Value for 
money rating

Impact rati  ng

Impact rati  ng

Value for 
money rating

££

££

£££
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CONSULTATION
Progress Housing Group consults customers on matters which may affect 
them, providing them with a key role in service development and improvement. 
Discussion is aimed at ascertaining opinions or reaching an agreement.

Consultation events

What is it? 
Numerous consultation/community events 
were held across Progress Housing Group 
estates during the summer.

What has happened? 
Three sea-side themed consultation/
community events were carried out at Wade 
Hall, Leyland; Lower Lane, Freckleton; and 
Kingsfold Estate, Penwortham. The events 
were themed to encourage families to attend 
a fun event which gave us the opportunity to 
consult on the different ways residents can 
be involved. There was also a more formal 
event held at Sumner House to consult with 
involved tenants.

How many residents took part? 200

The impact of the project? 
All three events were well attended, and the 
team was able to complete 66 questionnaires 
with customers. Feedback received from the 
events highlighted a number of suggestions 
for improvement.

As a result of the consultation, the 
Community Involvement Team will work on 
the following to improve service delivery: 
- Making more use of emails and social
   media to consult with customers, following 
   the Digital Futures project.
- Undertaking facilitation training to ensure 
   more effective running of meetings.
- Training, road shows and cultural 
   awareness events will be considered as 
   part of the 2014/15 budget setting process.

Impact rati  ng

What is it? 
Quarterly presentations to new tenants on 
the benefit of Community Involvement.

What has happened? 
Quarterly meetings have taken place.

How many residents took part? 28

The impact of the project? 
Raised awareness of the benefits of 
community involvement. As a result the 
majority of tenants who attended are now 
involved at different levels. Tenants can 
make an informed decision whether to get 
involved or not and to what level.

Introduction to Community Involvement

Impact rati  ng

Value for 
money rating

Value for 
money rating

£££

£££
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The Forum
What is it? 
The Forum is the main consultative body 
made up of tenant representatives from 
Fylde and South Ribble.

What has happened? 
Four meetings have taken place over 
the last 12 months. Forum members are 
given the opportunity to comment on 
reports prior to submission to the Board 
of Management.

How many residents took part? 96

The impact of the project? 
Proposed policies and procedures have 
been amended following feedback from 
The Forum members. Customers are 
at the heart of decision making and 
have been able to influence service 
improvement within Progress Housing 
Group.

What is it? 
A forum to give younger residents the 
opportunity to have their say.

What has happened? 
Three meetings have been held.

How many residents took part? 35

The impact of the project? 
The Youth Forum has had a large 

impact in terms of engagement with the 
younger people living in Progress Housing 
Group communities. The forum has met 
a number of times and been involved in 
larger events where they have engaged 
with other customers and helped to 
teach digital skills. The forum has been 
successful in setting their own goals and 
working on them until they are achieved. 

Youth Forum

What is it? 
The Repairs Forum was set up in 
November 2013 to discuss the repairs 
service and update tenants with changes in 
policy or procedure relating to the service.

What has happened? 
Bi-monthly meetings since November 
2013. 

How many residents took part? 35

The impact of the project? 
The satisfaction survey has been amended 
to improve monitoring. The Repairs service 
is going through some major changes 
and tenants views and comments are 
considered and implemented to improve 
service delivery.

Repairs Forum

Impact rati  ng

Value for 
money rating

Impact rati  ng

Value for 
money rating

Impact rati  ng

Value for 
money rating

£££

£££

£££
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Impact rati  ng

Value for 
money rating

Leaseholders Forum
What is it? 
Meetings are held to give leaseholders the 
opportunity to get involved in this service 
area.

What has happened? 
This is a relatively new forum set up last year 
so one meeting has been held to date. They 
consulted with members on the Leaseholder 
Policy and any other issues arising. 

How many residents took part? 15

The impact of the project? 
It has given leaseholders an insight in to 
leasehold management and the reasons they 
pay service charges. Leaseholders have a 
greater understanding of service charges and 
how they apply to their property.

Tenant Inspection Review Group
What is it? 
Quarterly meetings to review void 
inspection processes and mystery 
shopping activities over the previous 
quarter.

What has happened? 
Tenant Inspectors regularly mystery shop 
by making phone calls, office visits and 
emailing various areas of the Group. The 
completed mystery shopping forms were 

sent to the Service Development 
Team who provide a report which is 
presented at the meetings.

How many residents took part? 59 
attended quarterly meetings.

The impact of the project? 
Recommendations are made and 
implemented where possible to improve 
service delivery.Disability/Equality Forum

What is it? 
Joint quarterly meetings are held to review 
the work of the aids and adaptations policy 
and update on disability and equality topics.
Tenants meet with other service users and 
have an increased understanding of these 
issues within their communities.

What has happened? 
Progress Housing Group held quarterly 
meetings.

How many residents took part? 45

The impact of the project? 
The Disability/Equality Forum helped tenants 
who attended the meetings to feedback 
information regarding Progress Housing 
Group’s Policy and Procedure on adaptations.
Tenants gained a greater understanding 
of the process and the difference between 
the workings of local authorities providing 
Disabled Facilities Grants. Tenants met 
other service users and gained an increased 
understanding of D&E issues within their 
communities.

Impact rati  ng

Value for 
money rating

Value for 
money rating

Impact rati  ng
£££

£££

£££
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Communications Panel

What is it? 
Joint meeting of tenants and marketing 
staff to discuss and plan the content of 
StreetTalk (quarterly tenant newsletter), 
review the Annual Report and any other 
publications or communications.

What has happened? 
Four meetings have taken place over the 
last 12 months. Members are given the 
opportunity to comment/feedback on 
reports prior to submission to the Board 
of Management.

How many residents took part? 59 

The impact of the project? 
Tenants have direct input into the contents 
of the quarterly newsletter and changes 
were made to make it more user friendly.
Tenants ensured all publications e.g. 
leaflets, newsletter, the annual report 
are user friendly and jargon has been 
reduced. As a result, colours have been 
changed as tenants highlighted certain 
conditions which meant text cannot be 
read easily if printed on certain colours.

Tenant Feedback Group
What is it? 
A meeting to introduce the Group’s 
feedback procedure and give customers a 
broad overview of the type of complaints 
the company received over the previous 
year.

What has happened? 
Meetings were held quarterly for tenants 
to discuss feedback received over the 
previous quarter and look to make any 
improvements to service delivery.

How many residents took part? 29

The impact of the project? 
Tenant involvement has had a positive 

impact on the way we handle complaints. 
We have undertaken quarterly tenant 
feedback group meetings where we have 
introduced the new feedback policy and 
revised letters and leaflet using the group 
for consultation. We have also trained 
a number of the group to be part of our 
tenant panel for complaints. We had 
two tenant panels in 2013-14 involving 
six different tenants. This provided a 
complainant with the opportunity to explain 
their complaint to other tenants and for 
them to provide Progress Housing Group 
with their opinion on how we have handled 
the complaint.

Impact rati  ng

Value for 
money rating

Impact rati  ng

Value for 
money rating

£££

£££
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Impact rati  ng

Sheltered Housing Forums
What is it?  
Quarterly meetings held with tenants 
residing in sheltered accommodation 
across Progress Housing Group.
The Sheltered Housing Forum consulted 
with tenants regarding changes within 
the group including policy and procedure 
updates. It also provided updates from 
service areas and improved services 
provided, as well as providing tenants 
with the opportunity to feedback any 
issues or concerns. 

What has happened?
Following the success of the NFH 
quarterly Sheltered Forum, NPHA held 
their first Sheltered Forum in May 2013 
which was well attended and received 
good feedback from tenants. Meetings 

are held quarterly tenants are given the 
opportunity to discuss issues relating 
to the sheltered schemes and make 
suggestions for improvements to the 
service.

How many residents took part? 86 

The impact of the project? 
Proposed policies and procedures have 
been amended following feedback from 
members. Customers are at the heart of 
decision making and are able to influence 
service improvement for sheltered 
accommodation.

Value for 
money rating

Estate Appearance Group

What is it? 
A group to discuss and review the 
grounds maintenance contract and 
estate appearance.

What has happened? 
Six meetings have taken place.

How many residents took part? 59

The impact of the project? 
Green inspections helped us to focus on 
the areas of improvement for grounds 
maintenance in the second year of the 
contract. Going forward it helps us 
decide on training and work with tenants, 
as well as looking which areas are under 
represented with Green Inspectors from 
a feedback perspective.

Value for 
money rating

Impact rati  ng

£££

£££
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Training
Progress Housing Group runs a very popular training programme which is provided to better 
equip customers with the skills and knowledge to assist them in their roles within their 
communities. A new initiative Progress Futures has been launched to get people back into 
training, education and employment.

Digital Bus training
What is it?  
A digital bus delivered training and 
awareness sessions across Progress 
Housing Group areas.

What has happened?
Eight sessions were delivered which gave 
tenants the opportunity to learn about 
getting online with support from the 
trainer and staff.

How many residents took part? 44

The impact of the project? 
Numerous tenants now understand how 
to access the internet and a number 
of tenants have set up email accounts 
and now know how to send and receive 
emails. A few tenants are also able to 
access social websites e.g. Facebook.

Impact rati  ng

Child anger management training 
What is it?  
Training to provide children with 
techniques to deal and manage anger 
issues.

What has happened?
Weekly sessions held over 12 weeks.

How many residents took part? 78

The impact of the project? 
The young people will be able to use 
some of the strategies demonstrated 
and discussed at both home and school 
to manage their anger and frustration. 
It is also hoped that young people will 
be able to relate more to the feelings 
and emotions of those around them 
before they act and that they will have a 
better understanding of the effect their 
behaviour has on others.

Value for 
money rating

Impact rati  ng

Value for 
money rating

£££

£££
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Impact rati  ng

Void inspection training
What is it? 
A training session to equip tenants with 
the skills to carry out void inspections.

What has happened? 
Two training sessions took place.

How many residents took part? 21

The impact of the project? 
As a result of the training the number of 

Tenant Inspectors has increased. Tenants 
are also now confident to regularly carry 
out void inspections to ensure properties 
meet the lettable standard. Any defects 
are passed to the Property Services 
department to make the necessary 
improvements to bring the property up to 
the relevant standard.

Value for 
money rating

Impact rati  ng

Green Tenant inspection training
What is it? 
Training sessions were held to equip tenants 
with the necessary skills to carry out Green 
Tenant Inspections and monitor the Grounds 
Maintenance Contract.

What has happened? 
Two sessions held and trip to Glendale to 
meet the grounds maintenance contractor.

How many residents took part? 13

The impact of the project? 
Tenants now have the skills and confidence 
to carry out Green Tenant Inspections, 
which they do on a regular basis. 
Tenants have established a good working 
relationship with the grounds maintenance 
contractor and are comfortable reporting 
any problems they may encounter.

Digital Champion training
What is it? 
Training sessions were delivered to tenants 
who expressed an interest in becoming a 
Digital Champion.

What has happened? 
Two training sessions were held.

How many residents took part? 16

The impact of the project? 
Digital Champions are now skilled 
to provide one-to-one training with 
community members. 

Impact rati  ng

Value for 
money rating

Impact rati  ng

Value for 
money rating

£££

£££

£££



18

Value for 
money rating

Income collection - Tenant Inspection training
What is it? 
A training session was held to give an 
overview of the processes involved in 
Income Collection.

What has happened? 
A training session for all interested Tenant 
Inspectors took place. 

How many residents took part? 9

The impact of the project? 
The Tenant Inspectors now have a greater 
understanding of the processes involved 
in Income Collection and are better 
equipped to take part in service reviews.

Impact rati  ng

Value for 
money rating

Silver surfer events
What is it? 
Computer training sessions run in the 
community, available for all tenants to 
improve knowledge of accessing the 
internet and getting online.

What has happened? 
Three silver surfer events were held in spring 
to give tenants the opportunity to learn 
how to get online and use the internet. The 

tenants also spent time with the trainer on a 
one-to-one basis if required.

How many residents took part? 9

The impact of the project? 
Tenants can now shop online, use email and 
browse the internet. A number of elderly 
tenants have contacted family who live 
abroad. 

Impact rati  ng

General Tenant training
What is it? 
Training sessions were held for community 
members to enhance their skills whilst 
working within their communities.

What has happened? 
Numerous training sessions were provided 
for tenants to attend e.g. social media, 
keeping you and your neighbours safe, 
working as a team, influencing and 

negotiating, new powers for ASB, fire safety 
awareness, basic book keeping and dealing 
with conflict.

How many residents took part? 85

The impact of the project? 
Tenants were equipped with numerous skills 
to work within their communities.

Impact rati  ng

Value for 
money rating

£££

£££

£££
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Void property tenant inspections
What is it? 
Tenant Inspectors visit properties following 
completion of void works to ensure the property 
meets the lettable standard.

What has happened? 
Tenant Inspectors carried out 29 inspections on 
void properties, findings were reported to Property 
                                                                   

Services Voids Team Leader and all issues 
were rectified before the property was let.
 
The impact of the project? 
This increased service delivery as properties met 
the lettable standard when re-let, therefore cutting 
down on void times. Tenants have also been able 
to gain a better insight into the process of lettings 
and void works.

Tenant Inspection
Trained tenant inspectors test, inspect and monitor key service areas to 
ensure services are delivered to a high standard. Recommendations from 
tenant inspections to improve services are implemented where possible.

Impact rati  ng

Green tenant inspections
What is it? 
The Company introduced Green Tenant 
Inspectors to monitor the grounds 
maintenance contract. Each inspector is 
provided with training to give them the skills 
to carry out inspections along with green 
inspection kits.

What has happened? 
41 inspections of green areas were carried out 
to ensure the grounds maintenance contractor 

was fulfilling the contract.

The impact of the project? 
It helped us to focus on the areas of 
improvement for grounds maintenance in the 
second year of the contract. It then helps us 
decide on training and work with tenants, 
as well as looking at which areas are under- 
represented with Green Tenant Inspectors 
from a feedback perspective.

Impact rati  ng

Tenant inspections mystery shopping
What is it? 
A joint meeting of tenant inspectors to discuss 
findings from the last quarter.

What has happened? 
Tenant Inspectors regularly made telephone calls, 
office visits and emailed various areas of the Group. 
The completed mystery shopping forms were sent

in to the Service Development Team who provided 
a quarterly report. 94 mystery shopping activities 
were carried out – the majority of these were based 
on actual contact.

The impact of the project? 
Service areas that were not performing to target 
have been improved as a result.

Value for 
money rating

Value for 
money rating

Impact rati  ng

Value for 
money rating

£££

£££

£££
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Value for 
money rating

Equality and 
Diversity

Progress Housing Group is committed to developing strong, supportive and 
successful communities where everyone is valued and provide opportunities for 
everybody to get involved.

What is it? 
The Group arranged a trip to the International 
Slavery Museum in Liverpool.

What has happened? 
44 tenants and five members of staff visited the 
International Slavery Museum in Liverpool to 

mark Black History Month in October.

The impact of the project? 
It raised awareness of Black History Month.

Trip to the International Slavery Museum in Liverpool
Value for 

money rating

What is it? 
The trip marked lesbian, gay, bisexual 
and transgender (LGBT) month as part 
of equality and diversity.

What has happened? 
20 tenants and three members of staff 

visited the April Ashley Exhibition in 
Liverpool.

The impact of the project? 
Raised awareness of LGBT month.

Trip to the April Ashley Exhibition in Liverpool

Value for 
money rating

What is it? 
Several events were held including a 
cultural awareness event which included 
an African drumming session. We also 
participated at the Leyland Festival and 
the Mela event in Preston.

What has happened? 
Staff and tenants attended several 

events to raise awareness.

The impact of the project? 
Participants went away with a greater 
understanding of equality and diversity 
as a result of attending the many different 
events.

Cultural awareness

Impact rati  ng

Impact rati  ng

Impact rati  ng

£££

£££

£££
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Conclusion

Throughout this year we have carried out a number of different 
events and meetings that overall have received a positive response 
from customers. This year we not only delivered our annual Tenant 
Conference but also our first Sheltered Housing conference that was 
held specifically for our customers living in sheltered accommodation. 
Both events had a high impact and good value for money, providing 
customers with the opportunity to learn more about Progress Housing 
Group (PHG) whilst having fun and meeting new people. 

As well as conferences our community engagement events have 
allowed us to consult with our customers, their families and individuals 
living within our communities to find out exactly what forms of 
engagement they want to participate in. From this we have been able to 
shape the way we deliver involvement to ensure it reflects the needs of 
our customers. 

Throughout the year we have worked in partnership with local 
providers to deliver diversionary activities that aimed to provide 
positive interventions to help tackle some of the issues reported to our 
Community Safety Team. These included a range of reduced cost and 
free sporting activities that we secured funding for through our internal 
Community Investment Fund.

Our consultation events have allowed us to consult with customers on 
specific business areas to gain their feedback, allowing us to shape 
our services to reflect their needs. This has included three meetings 
of the PHG Youth Forum that allows the team to meet with young 
people living within our communities to get their feedback on a range of 
different items, from policy changes to planning community events. Our 
consultation events provide good value for money as they have low cost 
impactions and have been rated as good to high impact throughout the 
year by customers. 

In order to equip our customers with further skills we deliver a range 
of training events, both by internal staff and external providers. These 
sessions have equipped customers with the skill set needed to deliver 
internal activities such as mystery shopping and inspections. As well 
as internal training a number of community based courses have been 
delivered that are shaped by the needs of the individual community and 
therefore have had a high impact as they meet the direct needs of the 
course participants. 

Finally, we have held a number of trips and events throughout the year 
that have given our customers the chance to learn about other cultures 
and communities. These sessions have received extremely positive 
feedback and have been enjoyed by customers of all ages. This area 
is something we plan to build upon in the forthcoming year, delivering 
more themed events to raise awareness. 

Each year we strive to improve the services we deliver and shape our 
menu of involvement to meet the needs of our customers. Achieving 
good value for money along with high impact is key to what we do, 
and we look at the feedback from our customers to help us achieve 
this. By securing external funding and working in partnership with local 
organisations we are able to deliver sessions with efficiencies. 

For the forthcoming year we aim to build on this work, increasing our 
menu of involvement in line with the needs of PHG and their customers. 
We aim to increase the skill set of our customers by meeting their 
specific training requirements, this will ultimately help us to achieve high 
impact activities as they are directed by customers themselves. 

For more information on how to get involved please contact a 
member of the Community Involvement Team on 01772 450600.


