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CHAIR'S FOREWORD

Janet Hale 
Chair

DELIVERING OUR VISION 

In May 2015, the Board finalised its 2020 Strategic 
Plan, setting out our business priorities and our six 
strategic aims which are explored in this report. 
In a challenging operating environment, I am 
pleased that we have delivered successfully on 
the three strands of our vision which are homes, 
independence and opportunities.
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HOMES: 

In addition to providing 106 new 

homes for individuals and families, 

we carried out over 39,500 repairs to 

existing homes.

INDEPENDENCE: 

Our Progress Lifeline and Telecare 

services supported over 21,000 

customers to maintain independence 

in their own homes.

OPPORTUNITIES: 

Our nationally recognised Progress 

Futures service supported 37 people 

into employment, education, work 

experience or training and 74 others 

have been helped with CVs, job 

applications, voluntary roles and job 

preparation.

Achieving value for money remains an 

integral part of how we do business, 

and we have successfully delivered 

£1.2million in savings, outstripping 

our target for the year of £0.25million. 

At a time when it is increasingly 

difficult to provide good quality homes 

and services and to manage external 

expectations, we are continuing to 

challenge ourselves to deliver. I am 

delighted that we have achieved high 

satisfaction levels, strong financial 

results and significant business 

growth, while achieving substantial 

value for money gains. 

We are facing the future in an 

excellent position to deliver homes, 

independence and opportunities for 

our existing and future customers.

Janet Hale 

Chair

Some of the key highlights in this report include:
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GROUP CHIEF EXECUTIVE'S FOREWORD

Jacqui De-Rose 
Group Chief Executive

CHANGE AND OPPORTUNITY 

It is true what they say…the years do go more 
quickly as you get older, but in my view they never 
cease to be full of opportunity to change.



Last year we flagged the impact of 

government policy changes on our 

sector and this year these changes 

have been unfolding in the form of 

the Housing and Planning Act, the 

Welfare Reform and Work Act and 

further government announcements.

 

During the year we have carried 

out extensive service reviews and 

implemented significant change in 

the way we deliver services. Our 

staff have led technological changes 

to ensure our digital offer enables 

customers to self-serve and our staff 

to work in a more mobile and agile 

way.

Our intention has been to improve the 

service offer to customers, increase 

efficiency, make savings and maintain 

customer satisfaction.  

 

We set out a number of challenging 

targets and when reading this report 

you will see we have ensured that 

these were delivered.

 

We recognise that there is more 

to do and our value for money 

continues to drive further efficiency 

and effectiveness throughout our 

business. This more challenging 

environment doesn’t make it any 

easier to maintain service standards 

and build more homes, it doesn’t 

weaken our resolve to do so; indeed 

it makes us even more determined 

to stand by our values and social 

objectives to adhere to our Business 

Plan aims and continue to make a 

positive difference to people in our 

society.

Jacqui De-Rose 

Group Chief Executive
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WHO WE ARE AND WHAT WE DO

WE ARE MORE THAN A 

HOUSING PROVIDER 

Progress Housing Group’s vision is to have 

a positive impact on communities and the 

people that live in them; we believe we 

can do this best by providing high quality 

homes, supporting independence and 

creating opportunities. 

We believe that everyone has the right to 

a decent place to live – and thrive in that 

place. Our core objective is to play our part 

in ensuring that everyone has a good quality 

home in a welcoming and safe community 

with excellent services. 

Our values underpin everything we do and 

our team is committed to putting our ideas 

into practice and making a demonstrable 

difference to people’s lives. 

WE ARE PEOPLE-FOCUSED

People are at the heart of our business. By 

treating everyone fairly and understanding 

their diverse needs and strengths, we can 

serve them better and provide services that 

positively impact on their lives.

WE ARE FORWARD-THINKING

We search for solutions and ideas that 

overcome the challenges faced by our 

tenants, customers, communities and 

partners.

WE ARE GENUINE

We are open and honest, with a friendly, 

enthusiastic and energetic way of working 

that is true to what we stand for.

WE ARE EXPERT

We lead the way through our knowledge 

and expertise, investing for a strong future 

and excelling in all we do to provide the 

highest possible standards of service.

WE ARE COLLABORATIVE

We work in partnership with our tenants, 

customers, colleagues, local communities 

and other experts, to bring everyone 

together and achieve more.
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STRATEGIC PLAN

In May 2015 we launched our 2020 Business Plan. It provides the framework 
for our work in every area of our business. This report highlights some of our 
key achievements in working towards achieving our six strategic aims to: 

• Provide more and better homes

• Support individuals and communities to achieve independence

• Create opportunities

• Work as one team to ensure we all contribute to our business achievements

• Develop a stronger organisation to deliver maximum results

• Put customers at the heart of what we do to ensure our decisions are driven by customers’ needs and aspirations

WHO WE ARE AND WHAT WE DO
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HOW WE INVESTED OUR INCOME 

WHERE EVERY POUND OF OUR MONEY CAME FROM

■  Government grant to develop new homes
■  Income from rents and service charges
■  Profit from other activities
■  Property sales

2p

92p

3p 3p

14p

15p16p

12p

27p

12p

2p

2p

HOW WE SPENT EVERY POUND OF OUR MONEY

■  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

£

£



BUILDING NEW HOMES

£10.8m
IMPROVING OUR HOMES

£6.2m
REPAIRING OUR HOMES

£12.1m

INVESTING IN TECHNOLOGY 
TO BETTER DELIVER OUR 
SERVICES

£1.2m
INVESTING IN OUR 
COMMUNITIES

£300K

HOW WE INVESTED OUR INCOME
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OUR HOMES

■ BUCKINGHAMSHIRE 26 
■ CAMBRIDGESHIRE 12
■ CHESHIRE 53
■ CUMBRIA 85
■ DERBYSHIRE 32
■ DEVON 146
■ DUMFRIESSHIRE 41
■ DURHAM 31
■ ESSEX 26
■ GREATER MANCHESTER 310
■ HAMPSHIRE 52
■ LANCASHIRE 7,190
■ LEICESTERSHIRE 114
■ LINCOLNSHIRE 837
■ LONDON 42
■ MERSEYSIDE 219
■ NORFOLK 141
■ NORTHUMBERLAND 20
■ NOTTINGHAMSHIRE 447
■ RUTLAND 8
■ SCOTTISH BORDERS 90
■ SUFFOLK 43
■ WARWICKSHIRE 18
■ YORKSHIRE 849

GRAND TOTAL  10,832



OUR HOMES

NUMBER OF HOMES BY TYPE

General needs social housing 4,199

General needs affordable housing 442

Independent living (housing for older people) 1,342

Supported living (housing for people with learning disabilities and mental health needs) 3,811

Supported housing (housing for people experiencing homelessness) 40

Keyworker accommodation 574

Women’s refuge 11

Low cost home ownership 98

Social leased homes 207

Market rent 30

Other 78

Total housing stock owned and managed 10,832
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MORE AND
BETTER 
HOMES

Alicia and Harry, who moved 
into their new home in July 2015

Over the last year, we remained 

committed to providing high quality 

homes in safe communities that 

offer a positive environment for all. 

From continuing to respond to the 

high demand for affordable social 

housing by developing new homes 

to ensuring that our existing homes 

are well maintained and continue to 

be fit for purpose.
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Kate Murphy, and her two-year-old 
daughter Ava were welcomed into their 
new home in April 2015]

BUILDING FOR THE FUTURE

Our strong financial positon enabled 

us to continue to deliver an ambitious 

development programme in a challenging 

operating environment, creating much-

needed affordable homes and specialist 

housing for people with support needs. 

Last year, we completed 106 new homes

at a cost of £10.8 million. 

The programme included the transformation 

of a former police station in Nottinghamshire 

into nine supported homes for people 

with learning disabilities, enabling the 

new tenants to live with independence in 

purpose-built homes.

“I ABSOLUTELY LOVE OUR NEW HOME. IT’S PERFECT AS I CAN NOW LET 

AVA PLAY OUT IN THE GARDEN AND WATCH HER WHILST I’M IN THE 

KITCHEN MAKING DINNER.” KATE, TENANT, WEETON WITH PRESSE

STRATEGIC AIM ONE / MORE AND BETTER HOMES

In Weeton with Presse, a 12 home 

development brought much-needed 

housing to a rural community on the Fylde 

coast providing opportunities for local 

families who otherwise could not afford to 

live in the area. 
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INVESTING IN OUR HOMES

In addition to building new homes, we 

continued to invest in existing properties, 

ensuring every single one of our homes meets 

or exceeds the Decent Homes Standard. 

Last year we invested more than £18.3m in

improving and maintaining our existing homes

and our dedicated Property Services Team

carried out over 39,500 repairs. We installed

316 new kitchens, 94 bathrooms, 249 heating

systems and carried out improvement works

to 588 void properties.

We completed gas servicing for 6,323 

homes with 100% of gas appliances 

serviced within target time. 

2015 saw the introduction of mobile working 

technology for the delivery of our repairs, 

maintenance and housing management 

services. It has supported our aim to 

reduce inefficient paper-based and manual 

processes by 40% and deliver services 

digitally to both reduce costs and ensure 

tenants receive the best possible service. 

STRATEGIC AIM ONE / MORE AND BETTER HOMES



OVER 39,500 REPAIRS
COMPLETED BY OUR PROPERTY SERVICES TEAM

106 
NEW HOMES COMPLETED FOR GENERAL NEEDS
AND SUPPORTED LIVING TENANTS

STRATEGIC AIM ONE / MORE AND BETTER HOMES
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SUPPORTING
INDEPENDENCE

We believe that independent people 

and communities have the best 

chance of being healthy, happy 

and safe. This is a cornerstone of 

our philosophy and underpins our 

commitment to making a positive 

difference to people’s lives. We 

support our customers and wider 

communities in a variety of different 

ways. Examples include helping 

young people to find training 

opportunities and employment 

and providing support and a place 

of safety for women and children 

experiencing domestic abuse.

An award-winning community garden project 
helped a group of supported living tenants learn 
new skills and gain confidence



900 SERVICE USERS
SUPPORTED BY KEY UNLOCKING FUTURES

96%  
OF WHICH RATED THE SERVICE AS GOOD OR EXCELLENT 

100%
OF FAMILIES REPORTED A REDUCTION IN CONFLICT
AND INCREASE IN POSITIVE COMMUNICATION AFTER
ENGAGING WITH THE SERVICE

STRATEGIC AIM TWO /  SUPPORTING INDEPENDENCE
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Kate Murphy, and her two-year-old 
daughter Ava were welcomed into their 
new home in April 2015]

SUPPORTING YOUNG PEOPLE

Key Unlocking Futures, a registered charity 

and part of the Group, provides a range of 

services to young people and their families 

to prevent homelessness, promote wellbeing 

and advance citizenship and community 

development.

Last year Key supported over 900 service 

users with 90% agreeing that they are 

happier after receiving our help. The 

service supported 23 young people into 

employment, training or learning and 

helped 81 families resolve conflict and 

communication issues through its conflict 

resolution service and 181 families to make 

positive changes through Family Support.

 

Key was also successful in becoming 

a delivery partner in the Young Victims 

Service commissioned by the Lancashire 

Police and Crime Commissioner. The 

partnership includes Groundwork, 

Lancashire Mind, Pendle Action for the 

Community, URPotential, Strawberry  

Fields and Lancaster University.

Key’s Early Intervention Family Support 

Service was expanded to deliver in Fylde, 

Wyre, Preston, South Ribble, Chorley 

and West Lancashire and its tenancy 

support service was extended to Fylde to 

assist Fylde Borough Council to fulfil its 

homelessness duties. 

Key, in partnership with Lancashire West 

Citizens Advice Bureau and Homestart 

Central Lancashire, were also successful 

in being awarded £149,200 from the Big 

Lottery Fund to support its work with 

people who are in crisis. 

 

“IT IS SO NICE TO BE SEEN AS AN 

INDIVIDUAL WHO NEEDS SOME 

SUPPORT RATHER THAN AS JUST 

A SET OF PROBLEMS. I HAVE MORE 

BELIEF IN MYSELF AND FEEL 

POSITIVE ABOUT THE FUTURE. I 

WOULD DEFINITELY RECOMMEND 

KEY.” KELLY*, AGE 17

STRATEGIC AIM TWO / SUPPORTING INDEPENDENCE
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NEW BEGINNINGS

Our three supported housing schemes 

successfully secured Supporting People 

tenders enabling them to continue their 

valued work in helping individuals and 

families facing homelessness or experiencing 

domestic abuse to gain confidence and 

independence to move on positively. We also 

tendered successfully for two new schemes; 

a scheme for young homeless people and a 

women’s refuge in Chorley.

Last year we provided refuge for 59 women 

and 94 children and answered over 850 calls 

to our 24-hour domestic abuse helpline. Our 

team also campaigned throughout the year 

to raise awareness of domestic abuse. This 

included taking part in national campaigns 

and delivering outreach projects in local 

schools and community groups.   

Our supported housing schemes helped 

68 adults and 72 young people (under 25s) 

by providing short-term accommodation 

and support to enable them to make the 

next step towards a more stable and 

independent life. As well as providing 

accommodation, the schemes supported 

tenants with accessing employment and 

learning opportunities and gaining skills 

such as IT and budgeting. 

 

“SINCE BEING AT CLARE HOUSE IT’S 

TAUGHT ME TO BE STRONGER, AND 

HAVE MORE CONTROL IN MY LIFE… 

NOT TO BE SCARED, BECAUSE IT IS 

ALWAYS POSSIBLE TO FIND LIGHT AT 

THE END OF THE TUNNEL.” 

SUSAN, MOTHER OF THREE, RESIDENT 

AT CLARE HOUSE WOMEN’S REFUGE

STRATEGIC AIM TWO / SUPPORTING INDEPENDENCE



59 WOMEN 
AND 94 CHILDREN
WERE PROVIDED WITH ACCOMMODATION AND SUPPORT   
BY OUR WOMEN’S REFUGE 
 

850 CALLS 
ANSWERED BY OUR 24-HOUR DOMESTIC ABUSE HELPLINE

STRATEGIC AIM TWO / SUPPORTING INDEPENDENCE
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SUPPORTED LIVING

We are one of the UK’s largest providers 

of supported living accommodation for 

people with learning disabilities or mental 

health needs, with more than 3,200 homes 

for these client groups. 

Last year, our supported living service 

was shortlisted for a 3rd Sector Care 

Award for the second year running for our 

community gardens initiative. Five of our 

schemes in Lancashire also received North 

West in Bloom awards for community food 

growing. 

We successfully completed a three year 

Big Lottery Funded wellbeing project in 

partnership with Artlink West Yorkshire. 

Through the mediums of painting, bubble 

sculpture, light projections and drama, 

professional artists worked with 15 tenants 

from our supported living schemes in 

Leeds to build self-esteem, confidence

and reduce isolation. 

STRATEGIC AIM TWO / SUPPORTING INDEPENDENCE

“I HAD THE PLEASURE OF WORKING WITH A GROUP OF RESIDENTS WITH 

LEARNING DISABILITIES. IT WAS ONE OF THE BEST DAYS I HAVE HAD IN A 

LONG TIME. THEY WANTED TO BUILD THEIR OWN VEGETABLE PATCH AND THE 

FEELING I GOT FROM WORKING WITH THEM WAS HOW WELL THEY WORKED 

AS A TEAM TO ACHIEVE IT. AT THE END OF THE DAY WHEN WE WERE READY 

FOR PACKING UP, I THINK THEY WOULD HAVE BEEN HAPPY TO KEEP GOING. 

I FELT VERY HUMBLED BY THEIR WORK RATE.” 

VOLUNTEER PAUL FIELDSEND, TENANT, NEW LONGTON
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WE PROVIDE SUPPORTED HOMES TO MORE THAN  

3, 200 
PEOPLE WITH LEARNING DISABILITIES
AND MENTAL HEALTH NEEDS

STRATEGIC AIM TWO / SUPPORTING INDEPENDENCE
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PROVIDING A LIFELINE 

Our community alarm and Telecare 

service, Progress Lifeline, supports 21,523 

people across the North West to live safely 

and independently in their own homes. We 

are one of only 29 providers nationally to 

hold the Telecare Services Association’s 

Platinum Member status. Last year, our 

Control Centre answered over 242,000 

calls from service users requesting help 

or reassurance.

In 2015, Tunstall Healthcare (UK) and 

Progress Housing Group became 

strategic delivery partners to provide 

Telecare services for Lancashire County 

Council. This contract has a value of up 

to £4.5million over a three year period, 

to provide services to support the needs 

of local residents and provide 24-hour 

reassurance to customers across the 

whole of Lancashire.

We expanded our innovative lifting service 

into more areas enabling staff to use 

their expertise to assist customers who 

have taken a fall but are uninjured, both 

reducing waiting times for professional 

assistance and helping to free up valuable 

ambulance resources.

“WHILE I WAS IN HOSPITAL WAITING 

TO BE DISCHARGED I CONTACTED 

PROGRESS LIFELINE. THEY CAME 

OUT TO SEE ME WITHIN THE WEEK 

AND INSTALLED ALL THE EQUIPMENT 

I NEEDED THERE AND THEN. IT 

WAS SO SIMPLE. IT DOESN’T JUST 

GIVE ME PEACE OF MIND, BUT MY 

HUSBAND AND FRIENDS AND FAMILY 

TOO, IT REALLY IS A LIFELINE.” 

ANNIE, 72, PROGRESS LIFELINE 

CUSTOMER

STRATEGIC AIM TWO / SUPPORTING INDEPENDENCE
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PROGRESS LIFELINE PROVIDES COMMUNITY
ALARM AND TELECARE SERVICES TO OVER  

21,000 PEOPLE

STRATEGIC AIM TWO / SUPPORTING INDEPENDENCE
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Kate Murphy, and her two-year-old 
daughter Ava were welcomed into their 
new home in April 2015]

A HELPING HAND

Last year we completed 795 aids and 

adaptations to enable tenants to better 

complete day-to-day tasks and enjoy 

independence. Kathleen, an independent 

living scheme tenant, was just one of 

our customers whose life has been 

transformed with the help of adaptations

to her home. 

Becoming less mobile, Kathleen, 91, was 

becoming increasingly isolated. With the 

support of our team, she was able to 

re-join social activities and maintain the 

independence and quality of life that she 

valued.

 

“THANKS TO MY LEVEL ACCESS SHOWER ADAPTATION, 

I NOW FEEL ABLE TO BATHE WITHOUT FEAR OF FALLING.”  

KATHLEEN, 91, AN INDEPENDENT LIVING SCHEME TENANT

STRATEGIC AIM TWO / SUPPORTING INDEPENDENCE
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WE PROVIDED  

795
AIDS AND ADAPTATIONS
TO SUPPORT INDEPENDENT LIVING

STRATEGIC AIM TWO / SUPPORTING INDEPENDENCE
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LIVING INDEPENDENTLY

We own and manage 31 schemes in 

Lancashire that provide a safe and 

welcoming home for older people who 

want to enjoy independent living within a 

rich community of like-minded individuals. 

In 2015, a working party of staff was formed 

to look at different ways to deliver the service 

in a more flexible manner to meet the more 

diverse needs of our tenants. A small pilot 

was undertaken 

across the schemes 

in the Penwortham 

area which meant 

that the team of 

staff were able 

to familiarise 

themselves with all 

the schemes rather 

than just one or two and were able to focus 

their attention on the tenants who required a 

higher level of support. The success of the 

pilot scheme has now resulted in our team 

of independent living co-ordinators working 

in five area teams across South Ribble

and Fylde.

We also increased significantly the 

numbers of tenants joining in activities both 

on the schemes and in the community. 

Highlights of the year include a fashion 

show held at St 

Gerards, Lostock 

Hall attended 

by 129 tenants, 

Challenge 

Network projects 

at a number of 

schemes, and a 

record £6,000 

raised for charity through tenant-led 

fundraisers.

“WE HAD A BRILLIANT TIME ON THE 

BARGE TRIP FROM BARTON GRANGE. 

IT WAS ALL SO WELL ORGANISED, 

AND WE LOVED THE FISH AND CHIPS 

WE HAD ONBOARD.” 

MAY AND BARBARA, INDEPENDENT 

LIVING SCHEME TENANTS, FARINGTON

STRATEGIC AIM TWO / SUPPORTING INDEPENDENCE
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CREATING
OPPORTUNITIES

We recognise that there is a 

huge inequality of opportunity 

in society and that some of our 

customers are amongst the most 

disadvantaged. For this reason, our 

housing provision extends far further 

than bricks and mortar; we are 

committed to providing opportunities 

for people to live independently, 

creatively and productively. 

Progress Futures supported Abby, 
aged 22, to fulfill her aspirations to 
train to become a barrister
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LAST YEAR PROGRESS FUTURES SUPPORTED  

111 
CUSTOMERS AND HELPED

37
OF THEM INTO EMPLOYMENT, LEARNING
OR WORK EXPERIENCE

STRATEGIC AIM THREE / CREATING OPPORTUNITIES
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Kate Murphy, and her two-year-old 
daughter Ava were welcomed into their 
new home in April 2015]

IMPROVING LIVES

Progress Futures is our innovative 

service that helps tenants and their family 

members to access training, education 

and employment through a person-centred 

approach. We do not tell people what to do, 

but rather ask people what their objectives 

and aspirations are, and work to enable 

them to achieve these.

Progress Futures is unique in that it offers 

unlimited support hours, tailored one-to-one 

support, and a focus on quality outcomes 

for individuals. The team often visit people in 

their own homes, helping them to improve 

their confidence, acquire new skills, address 

barriers to employment or learning, such as 

buying an interview suit or helping with travel 

costs. 

Last year, the service received 111 

referrals and supported 37 customers into 

employment. An additional 74 customers 

benefitted from support with employment 

skills such as job seeking and CV writing; 

the service’s community-based job club 

assisted 210 customers with everything 

from IT skills and job applications.

 

Ben, 33, is just one of our customers whose 

life has been transformed by the scheme. 

After leaving school at 16 to care full-time 

for his mother, he needed support to enter 

the workplace.  

We supported Ben to enrol on a Level 1 

Groundwork course and complete a 12 

week work experience placement with our 

own Estate Caretaking Team to build his 

confidence and skills. Our Progress Futures 

bursary part-funded driving lessons to 

further improve his prospects. Ben is now 

in full-time work after completing his Level 2 

qualification.  

 

‘’I’VE BEEN WORKING FOR WAINHOMES FOR THE PAST THREE WEEKS. 

MY SITE MANAGER IS ALREADY TALKING ABOUT ME BEING HIS ASSISTANT 

SITE MANAGER. I DO LOVE MY JOB.’’ 

BEN, 33, ST ANNES

STRATEGIC AIM THREE / CREATING OPPORTUNITIES
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INVESTING IN COMMUNITIES

We are committed to making a real 

difference to people’s lives not only through 

the provision of high quality housing but 

through services and initiatives that create 

thriving and connected communities and 

help create opportunities.    

Last year, we delivered 1,963 events 

and community sessions attended by 

8,436 customers. At our annual tenant 

conference, over 70 tenants took part in 

workshops on basic digital skills, using 

online services on our website and a 

demonstration of our new repairs process.

In partnership with Progress Futures and 

our painting contractor, Bell Group, we 

delivered a free DIY training course in the 

community enabling eight tenants to gain 

useful home improvement skills.

 

Social housing tenants are one of the 

most digitally excluded groups in society; 

our work around digital inclusion where 

we provide free training from our tenant 

champions has supported 48 tenants to 

gain the confidence and IT skills needed 

to enjoy the immense benefits of our 

connected world.  

Our Youth Forum encouraged 20 young 

people to develop community-led projects 

and make a positive contribution to their 

neighbourhoods. Members also helped 

older residents acquire new IT skills helping 

to bridge both the digital and generation gap.

“AS A TENANT WHO LOVES 

TECHNOLOGY, I SEE MY ROLE AS 

A PROGRESS CHAMPION IS TO 

HELP TAKE THE FEAR OUT OF THE 

WONDERFUL, BUT SOMETIMES 

SCARY, DIGITAL WORLD AND OPEN 

UP THE POSSIBILITIES THAT IT CAN 

BRING TO SOMEONE’S LIFE.” 

SHEILA, TENANT AND PROGRESS 

CHAMPION

STRATEGIC AIM THREE / CREATING OPPORTUNITIES
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LAST YEAR WE DELIVERED  

1,963 
EVENTS AND ENGAGED WITH OVER 

8,436 
CUSTOMERS

STRATEGIC AIM THREE / CREATING OPPORTUNITIES
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ONE TEAM
We could not deliver our high-quality 

and cost-effective services without 

our team of dedicated, motivated 

and skilled staff. Ensuring that 

every member of staff understands 

their contribution, and the value of 

that contribution, is at the heart of 

our operations and delivery of our 

Business Plan. 

Staff enjoyed team building 
workshops at the staff conference
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LAST YEAR WE INVESTED MORE THAN 

£130,000 
IN TRAINING AND DEVELOPING OUR STAFF 

6 STAFF
WERE SUPPORTED TO ACHIEVE THEIR CIH LEVEL 4 
QUALIFICATION AND PROVIDED ONGOING SUPPORT FOR 
ONE PERSON TO DO THEIR ACCA QUALIFICATION

STRATEGIC AIM FOUR / ONE TEAM
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Kate Murphy, and her two-year-old 
daughter Ava were welcomed into their 
new home in April 2015]

CONTINUING TO INVEST IN PEOPLE 

Last year, we continued to build on the 

feedback from our Investors in People 

accreditation, staff survey and annual staff 

conference. 160 staff attended engagement 

sessions focused on team work and 

communication, contributing ideas that 

directly informed our 2020 People Strategy.

 

Team meetings and regular one-to-

ones continue to underpin our approach 

to employee engagement and this 

was supplemented by our annual staff 

conference, staff briefing sessions, our 

new ‘Ideas for Progress’ staff suggestion 

scheme and the launch of our intranet, 

today@Progress, which provides both a 

digital community and workspace.

We introduced the new Personal Review 

and Development Plan (PRDP) to replace 

the former appraisal process providing 

a renewed focus on facilitating quality 

conversations between staff and their line 

managers. 

Last year we invested more than £130,000 

in training and developing our staff and 

supported six staff to achieve a professional 

qualification. Through Progress Futures 

we also employed seven people in 

apprenticeship and trainee roles.

 

In line with our one team spirit, staff 

from across the organisation worked 

collaboratively and creatively to deliver 

projects such as a new employment 

management system, which digitalised 

processes such as managing leave and 

payroll, a new, fit-for-purpose finance 

system, and a new intranet which has 

transformed internal communications.    

Our commitment to equal opportunities 

underpins our role as both employer and 

housing provider. Last year, four of our 

employees participated in the Housing 

Diversity Network mentoring programme.

“STAFF DEVELOPMENT AND TRAINING IS A KEY INVESTMENT TO ENSURE 

THAT WE CONTINUE TO PROVIDE RELEVANT AND EXCELLENT SERVICES

FOR OUR CUSTOMERS.”  

CATHERINE HARRISON, HEAD OF HR AND ORGANISATIONAL DEVELOPMENT

STRATEGIC AIM FOUR / ONE TEAM



Progress Housing Group Annual Report 2015 - 2016  |  39

STRONGER
ORGANISATION

At the heart of our success is our 

commitment to balancing our social 

purpose with our commercial focus. 

We are a financially strong, high 

performing organisation with an 

excellent reputation for delivering 

high quality outcomes for the 

tenants and communities that we 

serve.

New technology and ways of working helped us to
deliver our services more efficiently and effectively
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STRATEGIC AIM FIVE / STRONGER ORGANISATION

A CHALLENGING EXTERNAL 

ENVIRONMENT

The housing sector faced unprecedented 

challenges in the last year which have 

impacted on every area of our business. 

The introduction of the government’s 

mandatory rent reduction resulted in a 

projected loss of £9m income over the next 

four years. Universal Credit, Welfare Reform 

and the decision to leave the European 

Union put further pressure on our future 

income streams and financial stability. 

To mitigate the impact of these financial 

challenges, we undertook a major review 

of our service delivery which identified 

£1m of future value for money savings 

after restructuring costs. We completed 

our asset management strategy analysis 

to help us target below performance stock 

and have reviewed our development model 

to ensure that we are able to deliver the 

maximum number of new homes from 

the resources available to us. Our work 

on improving procurement across the 

“WE UNDERTOOK MAJOR REVIEWS THIS YEAR TO HELP US FACE THESE 

FINANCIALLY CHALLENGING TIMES AND TO ENSURE THAT WE PROVIDE 

EFFECTIVE, EFFICIENT AND FOCUSED SERVICES THAT PROVIDE VALUE FOR 

MONEY FOR OUR CUSTOMERS.”  

DEBBIE ATHERTON, OPERATIONS DIRECTOR (FINANCE)

business resulted in cost savings of £0.5m 

against the target of £0.25m, with further 

opportunities identified for future gains. 

We also commissioned an independent 

review of our procurement strategy which 

will result in clear future targeted areas for 

procurement action resulting in improved 

value for money.
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WE HAVE MADE SAVINGS OF  

£1.2m  
TO REDUCE OUR ANNUAL OPERATING COSTS

STRATEGIC AIM FIVE / STRONGER ORGANISATION
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STRATEGIC AIM FIVE / STRONGER ORGANISATION

PROGRESS FORWARD

Progress Forward, our change management 

programme, continued to transform the 

way we provide services by providing a 

structured framework for the review of our 

service delivery and the implementation of 

new technology to support more efficient 

and effective ways of working. 

Last year we extended our use of mobile 

and agile working, enabling our staff 

to spend more time in the homes and 

communities of our customers whilst 

remaining connected to our core business 

systems. This has enabled our staff to work 

smarter, be more responsive, reduce office-

based administrative functions and realise 

efficiencies in terms of time and cost. Over 

120 staff are now mobile working with a 

further 100 working on an agile basis.

Other developments include a new 

document management system, HR, 

payroll, talent management and workforce 

planning system, finance system and the 

upgrading of Office and hardware which 

have supported new ways of working that 

benefit both staff and customers. 

We continued to innovate particularly in 

maximising digital opportunities to support 

the organisation to promote our services, 

reach wider audiences and encourage 

digital by choice. 

We undertook a number of successful 

digital engagement campaigns using social 

media and email such as to promote our 

Progress Lifeline and independent living 

services, and we’ve continued to build our 

social media presence including launching 

Facebook live Q&A sessions.  

One of the key highlights of the year was the 

launch of our new website – a collaborative 

project with customers at the heart which 

has increased digital engagement with 

customers and resulted in a significant 

boost in self-serve such as payments, 

repairs reporting and account management. 

We also introduced live web chat and social 

sign-on to increase the ways that customers 

can contact us and conveniently access 

tenancy information. 

“MOBILE WORKING HAS TRANSFORMED HOW WE DELIVER OUR SERVICES. 

FOR EXAMPLE, WE CAN NOW DO A RISK ASSESSMENT AT A CUSTOMER’S 

PROPERTY WHICH UPDATES ON OUR SYSTEM IMMEDIATELY. THE SERVICE 

IS A LOT MORE EFFICIENT FOR BOTH STAFF AND MOST IMPORTANTLY, THE 

CUSTOMER.” MARILYN BARBER, COMMUNITY SAFETY MANAGER
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MAXIMISING INCOME 

In 2015 we introduced a new initiative to 

advertise 25% of our properties outside 

of our choice based lettings scheme. 

This enabled us to have more flexibility 

in allocating properties ensuring that our 

properties can be let quickly and to new 

markets. Improving voids performance was 

also a key focus for the Supported Living 

Team. Overall voids were 4.6% of the stock, 

which exceeded the target of 6%. This has 

improved year on year for the last four years. 

Rent income collection exceeded targets 

with current tenant rent arrears at year end 

at 3.7% (target 4.2%) and similarly, former 

tenant arrears at 1.0% (target 1.3%). Rent 

collection was 99.6%, against a target of 

99.0%.

STRATEGIC AIM FIVE / STRONGER ORGANISATION

We also introduced a new process to enable 

the auto escalation of low level arrears, 

which has reduced the cost for the Group, 

providing value for money. 

Last year, we received over 850 requests 

to help customers with benefit advice and 

their finances via referrals, community 

drop-in sessions and the introduction of 

live Facebook Q&A sessions. This helped 

generate £344k of benefit income for 53 

tenants, including £109k of housing benefit 

income. We helped 55 customers with their 

new Universal Credit claims.

43 tenants at risk of fuel poverty attended 

an energy efficiency training course, 

delivered in partnership with Groundworks 

Energy Efficiency.

Our team of eight tenant champions 

received financial inclusion training to equip 

them to be able to offer community-based 

support to other tenants. We also arranged 

energy efficiency training for them and this 

was delivered by National Energy Action 

(NEA), the national charity which aims to 

eradicate fuel poverty.
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CUSTOMERS
AT THE HEART

Understanding and involving our 

customers is fundamental to our 

ethos; customers are at the heart 

of everything we do, from ensuring 

customers influence service 

standards and business decisions, 

to creating ample opportunities for 

them to shape their communities.

 

Our team worked with the local community
to create an attractive outdoor space
for everyone to enjoy
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OUR SCRUTINY POOL MADE   

23  
RECOMMENDATIONS TO THE GROUP FOLLOWING
THE COMPLETION OF SIX SERVICE AREA REVIEWS

STRATEGIC AIM SIX / CUSTOMERS AT THE HEART
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INVOLVING OUR CUSTOMERS

Last year 20 tenants volunteered to be 

voids inspectors to help us to inspect 

empty properties to ensure that they met 

our ‘lettable standard’ and to offer a tenant 

perspective on the quality and condition of 

our homes. 

Our tenant green inspectors helped to 

monitor the grounds maintenance contract 

and the general appearance of the estates. 

Our Scrutiny Pool is responsible for 

conducting tenant-led service area reviews. 

It meets regularly to look at services that we 

provide and how they can be improved. 

Last year the Scrutiny Pool undertook 

eight service area reviews, six of which 

have been completed and as a result 23 

recommendations have been made.

These include increased accessibility for 

wheelchair users, plain English reviews of 

service charge letters, and rent balance 

notifications sent by text and email.

We actively engaged with leaseholders 

through a forum which has consulted on 

the leaseholders handbook, information 

sent supporting annual account statements, 

and maintenance issues. All of which have 

resulted in amendments taking into account 

views of leaseholders to ensure excellent 

services are provided.

“THE SCRUTINY POOL HAS REALLY ALLOWED ME TO GET A GREATER INSIGHT 

INTO THE SERVICES DELIVERED BY PROGRESS AND AS A GROUP, WE HAVE 

RESEARCHED EACH AREA AND MADE RECOMMENDATIONS FOR CHANGES 

THAT HAVE BROUGHT ABOUT IMPROVEMENTS FOR TENANTS. 

IT IS NICE TO KNOW THAT PROGRESS RESPOND TO WHAT WE SAY.”  

DON SMITH, CHAIR, SCRUTINY POOL

STRATEGIC AIM SIX / CUSTOMERS AT THE HEART
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CREATING SAFE PLACES TO LIVE

We continue to lead the way with our 

innovative approaches to creating safe and 

healthy communities.

Our award winning witness support service 

supported 11 customers to take a stand 

against anti-social behaviour.

Last year we tackled over 560 cases of 

anti-social behaviour. We have achieved 

97.50% overall customer satisfaction which 

exceeded the target of 89%. This is an 

increase of 5% on last year’s figures.

PARTNERSHIP WORKING

We understand that we alone are not 

equipped to deal with all aspects of anti-

social behaviour. Close partnership working 

arrangements are necessary at both 

strategic and operational levels if long-term 

sustainable solutions are to be achieved.

Community safety team officers have 

attended several external training days 

promoting partnership working. This 

included a Safety In The Home event 

provided by Lancashire Fire and Rescue 

Service, alcohol and advice training provided 

by Inspire, and Life of a Tenancy training 

provided by one of the law firms we work with.

In addition to the ‘out of hours’ work, we 

conducted 101 home visits during office 

hours with the local police in South Ribble 

and Fylde area, more than doubling last 

year’s figures, which is a further indication 

of continuous improvement in partnership 

working.

STRATEGIC AIM SIX / CUSTOMERS AT THE HEART

“WE WORK IN PARTNERSHIP WITH PROGRESS HOUSING GROUP TO DETECT AND PREVENT CRIME AND ANTI-SOCIAL 

BEHAVIOUR ON THE ESTATES IN WHICH WE OPERATE. WE HAVE ACHIEVED EXCELLENT RESULTS OVER A NUMBER OF 

YEARS WHILST WE STRIVE TO ENSURE THAT OUR ESTATES ARE SAFER AND PLEASANT PLACES FOR LOCAL RESIDENTS 

TO LIVE. THIS WORK COULD NOT BE UNDERTAKEN WITHOUT A SPECIALIST TEAM PROVIDING SUPPORT TO WITNESSES 

AS WELL AS GOOD QUALITY EVIDENCE WITHIN THE COURT SETTING.”

ALISON BARFF-LEWIS, GEOGRAPHICAL INSPECTOR, LANCASHIRE POLICE
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OPERATING REVIEW

All the surplus we generate is reinvested 

to provide new homes and to manage and 

maintain our existing homes.  

Our financial performance for the year 

continues to be strong in all areas. Turnover 

increased by £1m, or 1.3% due to growth 

from new properties, rent and service 

charge increases. Operating costs and 

costs of sales increased at a higher rate 

of 6.1% by £3.1m. However this includes 

£1m within operating costs for one-off 

restructuring and £1.8m for impairment. 

This has directly impacted our operating 

surplus which stands at £18.6m compared 

to £20.8m last year. The surplus before tax 

decreased by £1.1m to £7.2m in the year 

and our historic cost comprehensive 

income was £13.6m. 

As a result of increased voids and 

potential demand issues, one independent 

living scheme has been considered for 

impairment. The decision has been taken to 

decommission the scheme and it has been 

impaired to the latest valuation. This resulted 

in an impairment of £1.3m within operating 

costs, which is offset by a reserves transfer.

Cash flow from operating activities was 

£31.8m, mainly due to the operating 

surplus, adding back some £10.4m of 

depreciation and impairment. No new 

borrowings were required during the 

year which means that our development 

commitments of £13.8m were funded 

through operating cash flows after financing 

of £13.2m and social housing grant of 

£1.1m.

Net tangible fixed assets rose to £515m, an 

increase of £3.5m which reflects investment 

in new property. The Group’s pension 

fund deficit for both its LGPS and SHPS 

schemes is £8.6m. Reserves increased by 

£10.3m due to the Group surplus made in 

the year. 

The Group had £1.7m net current assets at 

the end of the year, a movement of £3.7m 

on the prior year. Debt reduced by £1.5m 

arising from a variable loan repayment 

during the year due to active treasury 

management. 
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FINANCIAL PERFORMANCE 

INDICATORS

For this year end we have adopted a new 

accounting standard, FRS102, which has 

required us to change our accounting in a 

number of areas. We have therefore restated 

our year end 31 March 2015 position in 

order to compare financial performance for 

the last two years.

The surplus and operating margin indicators 

have been impacted by the new accounting 

standard. In addition, the Group has incurred 

£1m one-off restructuring costs to achieve 

future long-term efficiencies. The Group’s 

underlying financial performance is within 

target and demonstrates our financial 

strength and resilience. The loan covenant 

indicators including interest cover shows 

a constant and significant increase over 

time, with gearing reducing in line with our 

strategy.

OPERATING REVIEW



Progress Housing Group Annual Report 2015 - 2016  |  50

Kate Murphy, and her two-year-old 
daughter Ava were welcomed into their 
new home in April 2015]

OPERATING REVIEW

Accounts for the financial years ended 31 March 2015 and 31 March 2016 Restated #

2016
£000s

2015
£000s

Statement of comprehensive income  

Turnover 72,386 71,411 

Operating Surplus 18,635 20,781 

Interest and financing costs (11,707) (12,317)

Surplus after tax 7,214 8,020 

Historical cost comprehensive income 13,599 5,876 

Statement of cashflows   

Cash flow from operating activities 31,774 28,135 

Net cash flow for the year after investing and financing activities 450 (1,651)

Statement of financial position   

Tangible Fixed Assets 514,694 511,208 

Long-term liabilities 283,043 286,154

Reserves 233,320 222,997

Key ratios and indicators   

Operating margin 26% 29%

Interest cover 232% 236%

Gearing on deemed cost/valuation basis 51% 53%

# Denotes restatement for FRS102
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GOVERNANCE 
OUR BOARD AND COMMITTEE MEMBERS 
As a Group, we operate within a newly 

established single board structure. This 

means that for all the Registered Providers 

(housing associations) that sit under the 

Group – New Progress Housing Association 

(NPHA), New Fylde Housing (NFH) and 

Progress Care Housing Association (PCHA) 

– we operate as one. Our Group Business 

Plan and value for money activities reflect 

this approach. 

Key Unlocking Futures is a charitable 

company and is therefore regulated by 

charity and company law but is not a 

Registered Provider registered with the 

Homes and Communities Agency, unlike 

the other members of Progress Housing 

Group. To provide a clear separation 

between the registered and non-registered 

elements, Key joined the Group under a 

separate agreement to the other registered 

companies.

This structure provides a clear separation 

between the elements regulated by the 

Homes and Communities Agency and other 

non-regulated elements of the Group’s 

work, so meeting regulatory expectation  

to protect social housing assets.

The Board ensures effective governance 

through a range of mechanisms such as 

compliance with the National Housing 

Federation Code of Governance (our 

adopted code), undertaking reviews of 

compliance against regulatory objectives, 

ensuring that value for money is embedded 

in our approach to service delivery and 

ensuring that regular reviews of our rules 

and standing orders are undertaken to 

ensure they are fit for purpose.

For further information on the Group’s 

governance structures, non-executive 

directors and other governance information, 

please visit our website 

www.progressgroup.org.uk 
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GOVERNANCE

Progress
Housing
Group

Registered
Providers
New Progress Housing 
Association
New Fylde Housing
Progress Care Housing 
Association

Non-registered
Provider
Key Unlocking 
Futures Limited

Audit
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Executive
Board

Remuneration
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Committee

Community
Investment

Panel
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OUR BOARD AND COMMITTEE MEMBERS

Janet Hale
Parent Ch, NPHA Ch, NFH Ch, 

PCHA Ch, Key

Violet Barnard 
Key

Michael Barton 
Parent, NPHA, NFH, PCHA, AC Ch

Parent - Progress Housing Group Limited; NPHA - New Progress Housing Association Limited; NFH- New Fylde Housing Limited; PCHA - Progress Care Housing Association Limited; 
Key - Key Unlocking Futures Limited; AC - Audit Committee; R&N - Remuneration & Nominations Committee; Ch - Chair

Janice Bennett
Key

Sallie Bridgen
Parent, NPHA, NFH, PCHA, R&N

Malcolm Clarke 
Parent, NPHA, NFH, PCHA, R&N 

(R&N Ch from 1 April 2016)
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Kaye Grogan
Key, R&N (appointed to this role 

from 1 April 2016)

Tony Hindle
AC

Kevin Mordue
Key

OUR BOARD AND COMMITTEE MEMBERS

Gwen Crawford 
Key Ch

Lynne Cubbin
Key

Gwynne Furlong
Parent, NPHA, NFH, PCHA, AC
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Beryl Rhodes
Key

Victoria Smith 
Key

Bill Staines  
Parent, NPHA, NFH, PCHA

Viv Willder 
Parent, NPHA, NFH, PCHA

Phil Whitworth 
Parent, NPHA, NFH, PCHA, R&N

Isla Wilson  
Parent, NPHA, NFH, PCHA

OUR BOARD AND COMMITTEE MEMBERS
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Following constitutional changes the members below
were appointed from 1 April 2016.

Nic Gower    
AC    

Andrew Greenhill       
Parent, NPHA,
NFH, PCHA

Phil Hodgett
Parent, NPHA,
NFH, PCHA

Gwyneth Sarkar
Parent, NPHA, 
NFH, PCHA

Deborah 
Shackleton

AC 

OUR BOARD AND COMMITTEE MEMBERS
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THANK YOU

The Executive Team and Boards would like to thank the following board 
members, who have stood down, for the commitment and dedication
that they have shown to the Group over a number of years.

Karen Hodson        Jason McLemon       John Taylor Marie Wild Barrie Yates 

OUR BOARD AND COMMITTEE MEMBERS
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OUR EXECUTIVE TEAM  

Jacqui De-Rose
Group Chief Executive  

Bernie Keenan
Executive Director 

(Housing, Community and Support Services)

Eric Tamanis  
Executive Director 

(Business Development 
and Property Services) 

Andy Speer 
Executive Director 

(Finance and Resources)

Michelle Stevenson
Executive Director 

(Legal) Solicitor

OUR BOARD AND COMMITTEE MEMBERS
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AWARDS, RECOGNITION
AND ACCREDITATIONS
3RD SECTOR CARE AWARDS 2015 

(SHORTLISTED)

Community Engagement category for a 

healthy food and wellbeing garden project 

for tenants with long-term mental health 

needs

NORTH WEST IN BLOOM AWARDS 

2015 (WINNERS)

Residents of five supported living schemes 

in Accrington, Darwen and Preston won 

the following awards for their community 

gardens for residents with learning 

disabilities and mental health needs:

• Level 1 Establishing: Vicarage Court, 

Darwen

• Level 2 Improving: Birch Hall, Darwen and 

Plantation Cottage, Accrington 

• Level 3 Developing: Walton’s Parade, 

Preston

• Level 4 Thriving: Pendle View, Accrington

PROCUREMENT FOR HOUSING 

AND B&Q SOCIAL VALUE FUND 

COMPETITION 2015 (SECOND PLACE)

The Group’s Progress Futures was 

awarded second prize of £3,000

INSTITUTE OF DIRECTORS’ 2016 

NORTH WEST DIRECTOR OF THE 

YEAR AWARDS (SHORTLISTED)

Michelle Stevenson, 

Executive Director (Legal) 

NORTHERN REGIONAL TPAS AWARDS 

2016 (WINNER)

Excellence in Employment, Skills & Training 

Award category - Progress Futures

NATIONAL TPAS AWARDS 2016 

(SHORTLISTED)

Excellence in Employment, Skills & Training 

Award category - Progress Futures



NORTHERN SILVER SCREEN AWARDS 

2016 (WINNER AND SHORTLISTED)

Young Inspiring Tenant award

- Lauren Buchanon (winner)

Building Healthy Communities category

- Walton’s Parade project, Preston (shortlisted)

PRESTON SOUP (WINNER)

The Group’s Walton’s Parade garden project 

won the first crowd funding 

Preston Soup event
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ACCREDITATIONS 
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PROGRESS HOUSING GROUP LIMITED

is a Co-operative and Community Benefit 

Society registered with the Financial 

Conduct Authority No. 28685R and with 

the Homes and Communities Agency 

LH4189. 

VAT registration number 712 6635 46.

THE FOLLOWING COMPANIES TRADE 

AS PROGRESS HOUSING GROUP:

NEW PROGRESS HOUSING 

ASSOCIATION LIMITED 

An exempt charity registered under the

Co-operative and Community Benefit 

Societies Act 2014 registered with the 

Financial Conduct Authority No. 27792R 

and with the Homes and Communities 

Agency LH4032. 

PROGRESS CARE HOUSING 

ASSOCIATION LIMITED 

An exempt charity registered under the 

Co-operative and Community Benefit 

Societies Act 2014 registered with the 

Financial Conduct Authority No. 28761R 

and with the Homes and Communities 

Agency LH4188. 

 

NEW FYLDE HOUSING LIMITED 

An exempt charity registered under the 

Co-operative and Community Benefit 

Societies Act 2014 registered with the 

Financial Conduct Authority No. 30658R 

and with the Homes and Communities 

Agency LH4284.

 

THE GROUP ALSO USES THE 

FOLLOWING TRADING NAMES:

Progress Living, Progress Lifeline

KEY UNLOCKING FUTURES LIMITED

Registered as a Company Limited by 

Guarantee No. 8699413 and a Registered 

Charity No. 1154772.

 

REGISTERED ADDRESS FOR THE 

GROUP AND ALL SUBSIDIARIES: 

Sumner House, 21 King Street, 

Leyland, Lancashire, PR25 2LW

w: www.progressgroup.org.uk

e: enquiries@progressgroup.org.uk

t: 03333 204555

Sumner House, 21 King Street, 

Leyland, Lancashire, PR25 2LW

Twitter: @ProgressHG

LinkedIn: Progress Housing Group




