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We are proud of the work that we have 
achieved over 2015/16 and always strive 
to improve our services. We cannot do 
this without your involvement.

We put customers at the heart of everything 
we do so we are always keen to hear what you 
think. If you would like to offer us any feedback 
about this report or one of our services then 
please email enquiries@progressgroup.org.uk,
go online at www.progressgroup.org.uk or 
speak to a member of staff by calling Progress 
Connect on 03333 204555.

We would like to thank everyone who has 
given up their time to get involved with us 
and look forward to welcoming many more 
of you on board.

Bernie Keenan

Executive Director

(Housing, Community 
and Support Services)

What is this review about?

Each year we produce an annual review for 
tenants detailing how we have performed 
in the year.

We are regulated by the government’s Homes 
and Communities Agency (HCA) which 
monitors our housing services to ensure we 
meet all required standards.

This report looks at how we meet HCA 
standards by letting you know how we have 
performed and how we will improve our 
services.

Key Unlocking Futures

Key is Progress Housing Group’s registered 
charity which supports young people and their 
families to prevent homelessness and help 
them to build better lives. For Key’s annual 
report please visit www.keyyouthcharity.org.uk 

All figures in this report relate to the period from 
1 April 2015 to 31 March 2016 and include: 

  General needs social housing

  General needs affordable housing

   Independent living (housing for older people)

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

   Supported housing (housing for people 
experiencing homelessness)

  Progress Living (our accommodation
for NHS staff/visitors in Lincoln)

  Social leased housing

  Low-cost home ownership

  Market rented housing

   Women’s refuge (for women fleeing 
domestic abuse)

  Other properties owned and managed 
by New Progress Housing Association 
Limited and New Fylde Housing Limited 
trading as Progress Housing Group. 

We have had another busy year and hope that you enjoy reading this year's annual review.
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Location of 
homes 

1 Buckinghamshire (25 )

2 Cambridgeshire (9 )

3 Cheshire (50 )

4 Cumbria (82 )

5 Derbyshire (27 )

6 Devon (118 )

7 Dumfriesshire (41 )

8 Durham (27 )

9  Essex (22 )

10 Greater Manchester (282 )

11 Hampshire (39 )

12  Lancashire (7,078 )

13 Leicestershire (105 )

14 Lincolnshire (798 )

15  London (38 )

16 Merseyside (187 )

17 Norfolk (118 ) 

18 Northumberland (20 )

19 Nottinghamshire (359 )

20 Rutland (7 )

21 Scottish Borders (70 )

22 Suffolk (31 )

23 Warwickshire (12 )

24 Yorkshire (693 )
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Type of 
homes
we manage

1,053

1,116

106

91%

98.6%
of independent living tenants 
were satisfied with the aids and 
adaptations service we provide

of tenants were satisfied 
with the overall service

planned improvements 
were completed

homes were let 

80+

70-79

60-69

50-59

40-49

30-39

18-29

Younger than 18 

Our 
customers 

by age

Key statistics from the year
We have had another great year and are performing well in many key areas.
Here is a selection of performance figures to show you how we performed 
in 2015/16:
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10,238 39,500
we have we completed

homes repairs

new homes 
were built

These figures exclude staff and 
sleep rooms



We involve tenants at all levels of the organisation; from our boards and scrutiny functions to 
contributing to our publications. We also hold a wide range of meetings and community events 
that offer the opportunity for tenants to have their say and be involved.

Tenants do make 
a difference
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Your views and comments are very 
important to us and help us to improve 
what we do. We offer lots of different ways 
for you to give us feedback from completing 
surveys, attending meetings and getting 
in touch via social media. 

We would like to thank everyone who gave up 
their time and attended our events over the last 
year, your contribution and feedback is very 
much appreciated.

Your views matter

We have a number of tenant panels that help us 
to shape our services. The Forum is our main 
consultative body and is made up of tenants 
from across our communities. We also have 
an Independent Living Forum (which consults 
with tenants from our independent living 
schemes) an Estates Appearance Group 
(which reviews our grounds maintenance activity) 
and a Communications Panel, (which offers 
feedback on our publications). 

We regularly meet with our supported living 
customers across the country and in 2015/16 
we held 268 meetings and five forum meetings 
at our supported living schemes.

Our Scrutiny Pool looked at:  

Please register to be included on our 
tenant involvement mailing list for regular 
updates on meetings, events, training 
and days out. 

Email 
community@progressgroup.org.uk

Call
03333 204555

www.progressgroup.org.uk

@ProgressHG

www.facebook.com/ProgressStreetTalk

During 2015/16 we 
delivered 1,963 events 

and customers 
engaged with us 

8,436 times. 

Scrutiny Pool
Our Scrutiny Pool is a

tenant-led group who meet
quarterly to help identify more

efficient delivery and/or increased
productivity of services whilst

keeping value for money in mind. 
Last year the Scrutiny Pool

undertook eight service
area reviews.

  Tenant inspectors

   Last year 20 tenants 
volunteered to be void 
inspectors and helped 
us to inspect 50 empty 
properties to ensure that 
they met our ‘lettable 
standards’. 

Last year 33 mystery shopping calls were carried 
out to all parts of our business which helps to 
improve the service we deliver.

Our Green Inspectors help to make sure that 
we are getting value for money for the grounds 
maintenance service we provide. Over 2015/16 a 
total of 79 green inspections were carried out. 

A Scrutiny Pool member attends board meetings 
to speak about the issues they have picked 
up whilst carrying inspections. Our board are 
responsible for leading and managing the work 
of Progress Housing Group so this really helps to 
ensure that our tenants’ voices are heard. 

  Youth Forum 

  The Youth Forum, now in  
  its fourth year, is a group 
  open to young people  
  aged 8-18. Over the last  
  year the Youth Forum
has grown and they have helped us to deliver 
training sessions and supported our annual 
tenants conference.  

Tenants’ conference

70 delegates attended our annual tenants’ 
conference at The Gujarat Hindu Society and 
Community Centre in Preston. The focus of the 
conference was on new digital technologies and 
how they can help tenants to access services. 

All eight service reviews listed above 
have been completed, and as a result 23 
recommendations have been made and 
actioned.  

The Scrutiny Pool is open to all tenants. 
If you would like to get involved, please contact 
the Community Involvement Team on 
03333 204555.

Progress Futures
- this service helps people 
access employment and 
training opportunities. We 

looked at the current waiting
list times and how these 

can be reduced.

Estate walkabouts
- we reviewed the way we 
monitor the maintenance

of communal areas 
through estate

visits.

Tenants' handbook
- information we provide 
to you when you sign a 

tenancy with us.

Early stage 
arrears letters
- we looked at our 

standard communications,
ensuring they are clear

and concise.

Service
charges 

- how we set our 
service charges and 

ensure that all charges 
are fully explained.

Communication of
specific service charges 

- how we communicate with
you about any service charges

you may pay and how 
services such as our

estate caretakers
are publicised.

Accessibility of
our buildings

- how we can make our
buildings more disabled 

friendly and easier 
to access.

Aids and 
adaptations

- how we provide
adaptations 

to your home.
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Your feedback

In 2015/16 we received 295 complaints. 

Breakdown of the type of complaints 
we received

During 2015/16 we did not manage to achieve 
our 100% target of responding to all complaints 
within our target of up to 10 working days. 
However, this is something we are committed 
to improving. Our Tenant Feedback Group 
meets every three months to review the 
complaints we have received and to help us 
identify areas for improvements. One area of 
improvement we have now introduced is to 
carry out more thorough checks on references 
for potential tenants who are coming from the 
private sector.

Surveys

Every two years we carry out the Survey of 
Tenants and Residents (STAR) to find out how 
satisfied you are. We know from our STAR 
surveys 91% of tenants are satisfied with our 
overall service. We shall be repeating this 
survey in spring 2017.  

Brand new website 

Following extensive consultation with tenants 
involving an ‘eye tracking’ exercise (a method 
of finding out where best to place content), 
our brand new website – 
www.progressgroup.org.uk – went live 
in October 2015. You can access a range of 
information about your tenancy on our website 
and provide us with feedback about how we 
have performed. 

You can register to search for properties, 
view information about rent transactions, 
view recent repairs and gas servicing, 
and check the information we hold such 
as your preferred contact number.  

You can also quickly report a repair or make 
a secure payment at any time of day or night 
– with no need to register. We are also looking 
to implement a live web chat service in the 
near future.

It’s easy to provide us with 
feedback, just visit our website 
www.progressgroup.org.uk
and complete a feedback form.

Progress Futures

Progress Futures helps tenants and family 
members to access training, education and 
employment. It offers one-to-one guidance 
to help you find the right training, qualification 
or work placement. 

Last year, the service received 111 referrals, 
supporting 37 people into employment 
and helping an additional 74 tenants with 
employment skills such as job seeking, 
CV writing, job preparation and finding 
voluntary work. 

  

Progress Futures offers a number of 
apprenticeships and work placements which 
are only open to our customers. Last year we 
employed seven people in apprenticeship and 
trainee roles.

Getting you online

Being confident using a computer and 
knowing your way around the internet has 
many benefits, from helping you to save 
money, applying for jobs or keeping in touch 
with relatives and friends. Our team of fully 
trained Digital Champions continue to support 
other tenants to get online by offering free 
one-to-one advice at our offices or at one of 
our community centres. In 2015/16 over 30 
customers benefited from this service and 
many people got online for the first time. 

 131 tenants attended a training session

 Over 30 tenants were helped to get online 

Follow us on Facebook and Twitter to keep 
up-to-date with all the latest news, events 
and job vacancies and give us feedback 
about our services.

If you are struggling to get a job
or need help with job applications
contact Progress Futures:

We aim to provide excellent services that exceed expectations. To do this we need to know 
your views on your home and community. We offer lots of different ways for you to give us 
feedback from completing surveys to attending meetings. 

We offer an annual tenant training programme to help customers improve skills and employability, 
covering subjects such as first aid, cultural awareness, computer literacy, basic DIY, and welfare reform. 
Look for details in StreetTalk and ProgressPeople, your tenants' newsletter, or on our website.

Customer service and feedback 
Help into training and employment 

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.

About 
Ben...

Progress Futures was 
awarded second prize of 
£3,000 at the Procurement 
for Housing (PFH) and B&Q 
Social Value Awards. The 
prize money will be invested 
in Progress Futures training 
courses.

0908

Repairs and maintenance service

Customer service

Tenancy and estate management

Rental issues 

Other issues

11.2%

6.8%

10%

14%

58%

Email 
futures@progressgroup.org.uk 

Call
03333 204555

www.progressgroup.org.uk

@ProgressHG

www.facebook.com/ProgressStreetTalk

91%
of tenants are satisfied
with our overall service

(General needs & Independent 
living STAR [2014]

and Supported living 
STAR [2015]).

complaints 
received

295



Community safety 
We have a specialist Community Safety Team that 
works closely with partner agencies to help prevent 
and tackle anti-social behaviour (ASB).

We work with people who cause 
anti-social behaviour and support them 
to change their ways. However, we will 
take action if necessary. Last year, we 
successfully took legal action in 42 cases 
to put a stop to anti-social behaviour; two 
of our tenants were evicted due to their 
anti-social behaviour. 

Last year, we dealt with 560 cases of 
anti-social behaviour and it took us an average 
of 64 days to close anti-social behaviour cases. 

97.5% of tenants told us they were satisfied 
with the outcome of their anti-social behaviour 
complaint, which exceeded our target of 89%. 
This is an increase of 5% on last year’s figures.

Partnership working

We work with other agencies such as the 
police to reduce anti-social behaviour. 
For supported living customers, we also work 
closely with social service commissioners, 
tenants, advocates and support providers to 
ensure our tenants are fully supported if they 
experience any issues in their home.

We conducted 101 home visits with the local 
police in the South Ribble and Fylde area, more 
than doubling last year’s figures.

Supporting witnesses of ASB 

We provide a 24-hour witness support 
service for victims and witnesses of anti-
social behaviour. Last year we supported 11 
witnesses under the scheme. Our witness 
support service continues to support 
customers by offering them a bespoke service 
tailored to meet their requirements.

If someone’s behaviour is causing 
you alarm, distress or harassment then 
report it to us.

11 

customers benefitted 
from our 24-hour 
witness support 

service.

97.5% 
of tenants told us they were 
satisfied with the outcome 

of their anti-social 
behaviour 
complaint.

cases of anti-social 
behaviour
last year.

Progress Together | Our annual review 2015/16
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Email 
enquiries@progressgroup.org.uk 

Call
03333 204555

www.progressgroup.org.uk

@ProgressHG

www.facebook.com/ProgressStreetTalk

customer satisfaction
in witness support

service.

100%



Gas servicing

Every year we must check the safety of all 
the gas appliances that we have provided 
in your home. Last year, we serviced 6,267
gas appliances. For the last six years, we have 
achieved our target of servicing 100% of gas 
appliances each year. This places us as one 
of the best performing housing associations 
for gas servicing.

In 2015/16 we helped 29 tenants make home 
improvements through our Tenant Match 
Funding scheme. This scheme helps you 
to make home improvements, such as 
installing an electric shower over a bath or 
fitting extra plug sockets. You can apply 
for a contribution of 50% towards the cost of 
the home improvement up to a maximum of 
£500. Please remember that you must meet 
certain criteria and seek written approval from 
us before carrying out any improvements to 
your home.

In 2015/16 we also introduced a scheme 
offering cashback to tenants who carry 
out low level repairs themselves. Repairs 
covered under the scheme include things like, 
adjusting doors and drawers, renewing silicone 
sealant and raking out and re-grouting tiles. 

Adaptations to homes

We invested £563,000 in adapting homes and 
providing aids to make it easier for tenants with 
a disability to live in their homes. 

We completed 773 aids and adaptations. 
These include large scale adaptations such 
as fitting level access showers and smaller 
adaptations such as fitting grab rails, key safes, 
and providing aids like flashing door bells.

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

Here are the results for 2015/16:

Your feedback

 It was easy to apply for an adaptation  97.6%

  I was satisfied or very satisfied with 
the service  98.6%

 The adaptation met my needs  98.4%

If an adaptation would make it easier for 
you to live in your home, please speak to us 
about our aids and adaptations service.

Last year we completed over 39,500 repairs to our homes, 
an average of 3.9 repairs for every home we own. 

Last year we invested £6.2 million carrying out major improvements 
and £12.1 million repairing our homes. 
We installed 316 new kitchens, 94 new bathrooms, 249 new boilers or 
heating systems, and completed 275 partial re-wires. This is in addition to 
carrying out thousands of day-to-day repairs each year. We are in a strong 
financial position to make sure this investment continues in future years.

Repairing your home  Major repairs and 
improvements  100% 

of gas appliances 
were serviced

within target time.

1312

Satisfaction with repairs

In October 2015 we changed the system we 
use to record repairs and also introduced 
mobile working for our staff. This means that if 
the person completing your repair is employed 
by us (and not a sub-contractor), they receive 
the job directly to their mobile device (iPad). 
This has reduced travel time, costs and 
improved the efficiency of the overall service. 
After a repair is completed the operative will 
ask you to fill in a survey on their iPad. Last 
year we received over 10,000 completed 
surveys. This is over 8,000 more than the 
previous year! Should the survey on the iPad 
not be completed then a text message survey 
is automatically sent. 

Last year 97.7% of you told us that you were 
satisfied with the repair service you received. 
Your comments will help us to make our 
service even better. 

Repair appointments

We recognise that most people lead busy lives 
and want to know when we are going to carry 
out a repair. Following consultation with tenants 
in 2015/16, we rolled out an appointment 
system for repairs completed by Property 
Services. We still complete emergency repairs 
within 24 hours and we now aim to complete 
non-emergency repairs within 20 working days.

 

Handy person

In 2015/16, we introduced a handy person 
service for our independent living tenants. 
This service covers small jobs such as fitting 
doorbells, curtain rails and shelves 
to replacing toilet seats, securing loose carpet 
or rugs and changing light bulbs.

Over the past few years we have been investing 
in the technology we use to help improve 
services and gain efficiencies. This year we 
have changed our maintenance system and 
introduced mobile working. We think that the 
changes have contributed to some of the 
above targets not being achieved. We expect 
going forward we should see improvements 
with delivering services more efficiently as staff 
become familiar with the new systems. 

There is no need to wait until our 
phone line opens, you can report 
repairs to us online at any time 
www.progressgroup.org.uk

6.4 days
The average number of days 

taken to complete a responsive 
repair (including emergency and 

non-emergency) is 6.4 days. 

Performance 
against target

2015/16 
year end

Target 
2015/16

Responsive repairs 93.8% 99%

Emergency 95.1% 99.2%

Non-Emergency 96.2% 99%

Appointments kept 92.1% 98.5%

Planned works 1,002 1,209

Right first time 80.3% 80%

1,067 
repairs were 
reported online 
last year.

92.1% 
of appointments 
were kept by us.

73.6% 
of all urgent and 
routine repairs 
were offered an 
appointment.

Email 
enquiries@progressgroup.org.uk

Call
03333 204555

www.progressgroup.org.uk

@ProgressHG

www.facebook.com/ProgressStreetTalk

We helped

29 tenants
to make home improvements



Estate walkabouts in 2015/16

Join us on your next estate walkabout, simply contact 
us using one of the options on page 15.

102
1514

Last year we completed 102 estate 
walkabouts. Local residents are invited to join 
us on these visits so that they can help us to 
identify any improvements that are needed.  

The introduction of mobile technology, moving 
from paper-based systems to iPad technology 
means staff can access information remotely 
while on estate walkabouts and visiting 
customers.

Grounds maintenance contract

Our grounds maintenance contracts cover the 
maintenance of communal areas owned by 
us. The contracts determine the standards of 
maintenance that must be adhered to and may 
vary depending on the season and/or weather 
conditions. The contracts specifically cover 
grass cutting, treating weeds and keeping 
shrubs and hedges maintained. 

We have a team of tenant Green Inspectors 
who monitor the service and report back to 
our staff and the Board.

Investing in communities

In 2015/16 the Community Investment Fund 
awarded £12,130 to local projects supporting 
community groups and projects that make a 
positive difference to people’s lives. The total 
amount spent since we set up the fund in 
2009 is £684,102. This money has supported 
projects across South Ribble and Fylde to 
benefit our customers and communities.

Members of our Community Investment Panel 
have reviewed the way this fund is administered 
by ensuring it meets our customers’ current 
priorities, these include:

  Progress Futures 
(help with employment & training)

 Community events

 Health and wellbeing 

 Digital Inclusion 

 Support for older people

Over the coming year the group are focusing 
on projects that support our Progress Futures 
initiative and community events. 

Artlink project

We continued to work with Artlink in Leeds 
to deliver a lottery-funded project to promote 
wellbeing and a sense of community for our 
supported living tenants. In 2015/16, 173 
customers took part in the project. 

Community stars shine bright

In March 2015, we unveiled the winners of 
our Community Stars awards. The awards 
recognised unsung heroes in our communities 
who have gone out of their way to improve the 
lives of others. We had over 30 nominations. 
Five tenants were presented with an award at 
a ceremony which took place at our annual 
Tenant Conference. 

We work with tenants and 
community groups to improve 
services. We carry out 
regular inspections of all our 
neighbourhoods, which we 
call 'estate walkabouts'.

Your 
community 

79
green inspections 

took place.

Last year we invested £314,353 on 
environmental improvements such as better 
fencing, improved car parking, security 
measures and improvement of green areas. 

£314,353
Email 
enquiries@progressgroup.org.uk

Call
03333 204555

www.progressgroup.org.uk

@ProgressHG

www.facebook.com/ProgressStreetTalk



Over the last year we continued to work hard to 
reduce the time taken to re-let empty homes. 
By improving our relet times we reduce the 
amount of rent we lose and this gives us more 
money to invest in our homes and services. 
The average time to re-let homes was 110 
days so we did not meet our target of 97 
days. We are working hard to make changes 
to our processes and hope to improve our 
performance over the coming year. 

During 2015/16 we let general needs and 
independent living properties through three 
choice-based lettings schemes (these are 
schemes where the lettings for all social 
housing in a particular geographical area are 
co-ordinated). For further information please 
see white box below. We also advertised 
properties on Rightmove’s website and created 
a new, bespoke ‘Find a home’ section on 
our website. In other areas where we have 
properties we work with the local authority  
to seek nominations of potential new tenants.

When new tenants move into their home we 
send them a survey to ask them how satisfied 
they are with their new home. Of those asked 
76% of tenants rated the overall quality of  
the property as ‘good’.

Last year we let 1,166 homes. We aim to re-let empty (or 'void') properties as soon as possible because 
empty homes cost us money and can impact negatively on our communities. On average our tenants 
live in our homes for 7.9 years before moving to another home. 

How we let our homes 

Our specialist team can help with benefit 
advice, debt and money management. Last 
year, we kept you informed about Universal 
Credit by providing regular updates in your 
StreetTalk newsletter and assisting those 
tenants who were affected by the benefit 
changes; including advice on opening a bank 
account and budgeting.

Helping you to cut your energy bills

Last year 21 customers attended energy 
efficiency training delivered by Groundwork 
(an environmental charity). Groundwork also 
offered those who attended a free energy 
check-up for their home. 

Access to low-cost loans and savings 
accounts

Credit unions are community savings and 
loans co-operatives, owned and run by 
their members. We work in partnership with 
Blackpool Fylde & Wyre Credit Union, Guild 
Money Credit Union in Preston and Unify 
Credit Union in Chorley and Leyland to offer 
easy-access savings accounts and low-cost 
loans to tenants living in any of these areas. 
We also work in partnership with Lancashire 
Community Finance to offer accessible loans 
to tenants with a Preston and West Lancashire 
postcode. 

If you think you might need help, speak to 
our Financial Inclusion Team. Contact us 
today to arrange a free appointment.

Our Financial Inclusion Team can help you with claiming welfare benefits, 
including Universal Credit, budgeting, dealing with debt, low-cost loans, banking 
and home energy advice. Last year the team received over 850 requests to help 
tenants with benefit advice and their finances. This helped generate £344k of 
benefit income for 53 tenants, including £109k of housing benefit income. 

Money matters 

1716

£344,000  
in benefit 
income

We helped claim

We helped 850 
tenants with 

benefits  
advice

850

Josie O’Reilly 
in her new 
kitchen

Select Move covers homes in  
South Ribble, Chorley and Preston  
(www.selectmove.co.uk), 
MyHomeChoiceFyldeCoast lets  
homes across the Fylde coast  
(www.myhomechoicefyldecoast.co.uk) 
and Be-with-us in East Lancashire  
(www.b-with-us.com).

Email  
enquiries@progressgroup.org.uk

Call 
03333 204555

www.progressgroup.org.uk

@ProgressHG

www.facebook.com/ProgressStreetTalk

Email  
enquiries@progressgroup.org.uk

Call 
03333 204555

www.progressgroup.org.uk

@ProgressHG

www.facebook.com/ProgressStreetTalk

1 ,166
Homes let

Average re-let time

110 days

New tenant 
satisfaction with 
overall service  

provided

98%

All tenants who 
completed a Financial 

Inclusion Team 
satisfaction survey replied 

that they were satisfied 
or very satisfied with 

the overall service they 
received.



Managing our money 
By looking after our money, reducing our costs 
and making the best use of low fixed interest 
rates on our loans, we are in a strong financial 
position. This means that we are able to 
continue to invest in maintaining and improving 
our homes and building new homes. It also 
helps us to prepare for other changes which 
could have an impact on the organisation. 
For example, the government announced in 
their Summer 2015 Budget that there will be a 
rent reduction of 1% for each of the four years 
from April 2016 (excluding supported and 
independent living). This will reduce our income 
by £9 million over that period. We also need to 
consider the possible increase in rent arrears 
due to the phased roll out of Universal Credit. 
These challenges make it even more important 
for us to continue to manage our finances well. 

Any net surplus (this is the money that we are 
left with after we have paid all our overheads, 
for example: staff wages, insurance, taxes and 
loan repayments) we generate is reinvested 
to provide more new housing, improvements 
in services and increased investment in our 
properties and communities. We will be 
developing more homes for outright sale and 
shared ownership to help balance out the 
effects of the rent reduction and to assist 
tenants to get onto the housing ladder.

Monitoring our performance

The Non-Executive Directors who make up our 
Board meet regularly to discuss our business 
and receive regular monitoring information on 
our performance, value for money, finances 
and risks. This ensures that decisions are made 
that are in the best interests of the organisation 
and our tenants. 

Increasing our income

Our successful Progress Lifeline service, the 
emergency personal alarm service that helps 
people to live independently in their own home, 
has helped us generate additional income in 
excess of £1.6m which will be invested back 
into our homes and services.  

The Financial Inclusion Team offers high 
quality advice and support to all tenants 
who are affected by welfare reform, 
and the team continues to work 
closely with tenants who are at risk 
of rent arrears. 

Where every pound of 
our money came from

How we spent every pound of our money

Find out more about what we do 
by visiting our website:
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£

£

£72m
turnover

£7.2m
surplus

We spent 

£10.8m
building new

homes

We spent 

£6.2m
on improving
our homes

We spent

£12.1m
on repairing
our homes

 In 2015/16 we invested 
£10.8m in developing 

106 new homes. 

£10.8m

2p   Government grant to 

develop new homes

3p  Property sales

3p  Profi t from other activities 

92p   Income from rents 

and service charges

14p Day-to-day repairs 

12p  Planned maintenance and improvements

16p Interest charges on our loans

12p Other costs 

27p  Cost of delivering services 

(staff, offi ces, IT, utilities etc.) 

2p Repayment of loans

15p Investment in new properties 

2p  Other assets



The way that we set our rents is very closely regulated by the government and we follow 
strict guidelines. They take into account factors such as property values, the number of 
bedrooms and average earnings in the local area.

Service charges

In addition to rent we also make a charge for 
services that we provide that are not covered 
by your rent but are included in your tenancy 
agreement. This can include things like grounds 
maintenance and window cleaning. Each 
year we calculate how much it costs us to 
provide these services. It is important for us to 
keep these costs under control because any 
increase in cost directly affects service charges.

Have your say

We are committed to ensuring that customers 
are at the heart of our business, and a key part 
of this is involving you in our rent and service 
charge setting process. Every year we invite 
tenants to a meeting so that we can explain 
what changes to rent and service charges we 
are proposing for the following financial year. 

*All figures exclude service charges

24 hour access through our website

Unfortunately we can’t be open all the 
time. However, you can still access many 
of our services on our website, 
www.progressgroup.org.uk. Making 
payments, reporting repairs and viewing 
your rent account are just some of the 
services on offer. 

Last year, over 18,922 rent payments 
were made online, an increase of over 
10,500 from the previous year. If you’ve 
not visited our website yet, why not 
give it a try?

Collecting rent

It is important that we collect the rent due from 
tenants because it is your rent that funds the 
services we provide. One of the ways we report 
on how well we collect the rent owed to us by 
tenants is by measuring ‘net’ arrears. This is 
an adjusted figure to take into account housing 
benefit and other payments that are due – 
essentially the figure is adjusted as though the 
amount due had been paid.

The following shows the target we were set for 
net current tenant arrears and our performance

We met our performance target for current 
tenant arrears last year. We work very closely 
with tenants who are in arrears and only 
consider eviction as a last resort. We evicted 
32 tenants for non-payment of rent last year.

In 2016/17 rent collection will remain one of 
our main areas for improvement. In January 
2017 we are planning on installing new 
software called RentSense which will enable 
us to monitor cases more efficiently and 
improve rent collection. 

Our Income Collection Team will continue 
to support tenants who have arrears or are 
affected by benefit changes. 

It is important that we do all we can to help 
you to avoid arrears or support you to clear 
your arrears to ensure that you maintain 
your tenancy. 

We want to make sure our services are as 
efficient and as effective as they can be. 

Value for Money 

Our annual Value for Money action plan highlights 
the things that we want to achieve to either 
improve our services or make them more cost-
effective. We review this at the end of every year 
and produce a Value for Money self-assessment 
report for the Group. You can read this on our 
website at www.progressgroup.org.uk.

The following are some of our Value for Money 
highlights: 

  We have successfully delivered a total of £1.2 
million of Value for Money gains against our 
target for the year of £0.25 million

  Our target of £0.25 million was for 
procurement activities, but we have achieved 
further savings across the Group

  We have accelerated our planned service 
reviews and carried out 10 in-depth reviews. 
These have identified £1 million of future Value 
for Money savings with one-off restructuring 
costs in this year

  We have continued with our £4 million 
investment programme in our IT infrastructure 
since 2012. This is transforming the way that 
we work, improving productivity and quality, 
reducing costs and increasing engagement 
with our customers

  We have achieved our target to reduce our 
management cost per unit from £981 in 
2013/14 to £933 in 2015/16

  Our performance results show some 
significant improvements including: 
a reduction in the level of voids, 
an improvement in our 
right-first-time repairs 
performance and an 
improvement in customer 
satisfaction with repairs. 

Giving us feedback

We are committed to ensuring 
that tenants are at the heart of 
our business and a key part of 
this is involving you in our rent 
and service charge setting for 
the year ahead. We consulted 
you on the processes through 

meetings with members of the Finance Team 
and Bernie Keenan, our Executive Director 
(Housing, Community and Support Services). 
These meetings also provided information on the 
issues faced by the organisation, such as the 
government’s 2015 summer budget proposals 
which included a reduction in your rent of 1% 
each year over the next four years (excluding 
supported and independent living).

Our Scrutiny Pool, made up of tenants from 
across the Group, also reviews our services to 
make sure we are doing things in the most cost-
effective manner.

Funding for new homes

Last year, we received £1.1 million in government 
funding towards the cost of building new homes. 
This helped us build 106 new affordable homes 
for local people. Our housing development 
programme included the regeneration of the site 
of the former Royal British Legion Club on Haig 
Avenue in Leyland, offering 20 new affordable 
homes for rent. We also developed 13 new 
supported living schemes.

Income Collection Team

Our Income Collection Team continued to 
support tenants to maintain their tenancies by 
helping them to avoid rent arrears or to clear any 
arrears that they have. The team works closely 
with our Financial Inclusion Team in order to offer 
additional financial and benefits advice.

The easiest and most convenient way 
for you to pay your rent is by Direct Debit. 
It takes the hassle out of it for you and 
saves us money too.

Contact us today to set up a 
Direct Debit payment.
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Target Performance

Net arrears 3.9% 3.7% 

Rents and service charges 

Email 
enquiries@progressgroup.org.uk

Call
03333 204555

www.progressgroup.org.uk

Last year we also introduced 
‘Ideas for Progress’, a new 
suggestion scheme for you to 
share your great ideas. We 
welcome all ideas, big or small, 
the only criteria is that they have 
to align with the Group’s values; 
be people-focused, forward-
thinking, genuine, expert 
or collaborative.

£1.1m
government grant

to build new 
homes

106
new homes built for 
general needs and 

supported
living tenants

78%
of tenants satisfied that

rent offers value
 for money 

Giving us feedback

We are committed to ensuring 
that tenants are at the heart of 
our business and a key part of 1 bed £75.70

2 bed £87.52

3 bed £97.65

Average weekly rents for

 general needs housing

The debts
owed to us by
former tenants 

have reduced from
2.0% down

to 1.9%. 

independent living

£81.70

Average 
weekly rents for 

supported living
£176.25

Average 
weekly rents for 



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.

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)

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

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

Preston Soup (winner)
The Group’s Walton’s Parade 
garden project won the first crowd 
funding Preston Soup event

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

Awards
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Head office: Sumner House, 21 King Street, 
Leyland, Lancashire, PR25 2LW

Open:  
Monday to Friday 8.30am-4.30pm

Lytham St Annes office: Warwick House, 
Kilnhouse Lane, Lytham St Annes, FY8 3DU

Open:  
Monday, Wednesday and Friday 
9.30am-1.30pm

Tuesday and Thursday 
12.30am-4.30pm

Website 
www.progressgroup.org.uk

Email 
enquiries@progressgroup.org.uk

Progress Connect
03333 204555 
Monday to Friday 8am-6pm

@ProgressHG

www.facebook.com/ProgressStreetTalk

Progress Housing Group Limited is a Co-operative and Community Benefi t 
Society registered with the Financial Conduct Authority No. 28685R and 
with the Homes and Communities Agency LH4189. 

The following companies trade as Progress Housing Group:

New Progress Housing Association Limited
An exempt charity registered under the Co-operative and Community Benefi t 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 Benefi t Societies 
Act 2014, 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 Benefi t Societies 
Act 2014, with the Financial Conduct Authority No. 30658R and with the 
Homes and Communities Agency LH4284.  

Registered offi ce for the Group and all subsidiaries: Sumner House, 21 King Street, 
Leyland, Lancashire, PR25 2LW. VAT registration number: 712 6635 46.

Accreditations

with the Social Landlords 
Crime and Nuisance Group


