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Review of the year

Julie Layton (right) with Claire Bates from Supported Loving (left),
and Advance customer Theresa (centre)
This year has been very busy at
Advance. In this report we will tell
you about some of the things we
have been doing.

customer survey to tell us what you
think.
We are really please that 91% of
you said that you are happy with the
services you get from us, and that
Our vision is to transform the lives of 88% would recommend us to other
people with a disability, by providing
people.
the best quality housing, support
and employment services. We want
We also found that 84% of customers
to help you live the life you want,
think that Advance staff ‘always’ or
achieve your goals and to know that ‘nearly always’ do a good job.
you are being listened it.
Last year you told us that sometimes
We couldn’t do this without you.
the information we send you is
We use your feedback to make
difficult to understand. We have
our services better. Thank you to
listened to you about how we
everyone who filled out this year’s
Advance Customer Report 2018
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Review of the year
can make it easier to understand
and have made some changes. For
example, we have changed the way
that rent statements and letters are
written.

you think about Advance services.
Thank you for your time and effort to
join us.

I am very proud that Advance puts
you the customer at the heart of
We’re very pleased that your feedback our work. We care about giving the
in this year’s survey says this has got
best services we can and work hard
better. We will keep working on this
to provide quality services and good
to make it even better.
value for money.You can read more
about value for money at Advance on
You helped us to celebrate Mental
page 18.
Health Awareness Week and
Learning Disability Week. These are
I hope you enjoy our customer report
national campaigns that we think are
for 2017/18 and look forward to
important to support. Next year we
meeting many of you at my visits over
hope to have even more activities
the next year.
with customers and staff.
This year the Government published a
‘Work and Health Strategy’. This tells
us their plan for health, disability and
work and promises to make changes
so that 1 million more disabled people
Julie Layton
will have jobs by 2027.
Chief Executive
We will keep looking for more ways
that we can help people to have the
confidence and skills to work.
It was wonderful to see so many of
you at our customer conference this
year, and to have more customers
going to local events to tell us what
Advance: Customer Report 2017
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About us
Advance started in 1974.
Our main offices are in Witney, Leicester, London, Solihull and Camborne.

We provide homes for more
than 2,500 people

We work with 44 local
authority areas across England

2,200 people get support from us

Over 600 of our customers
part own their own home

More than 650 people work
at Advance
Advance: Customer Report 2017

We help 450 people a year get the
skills they need to have a job
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You said - we did
1. Information

We made our information
easier to understand.You
can get information in plain
English, easy read and large
print (on request)

You don’t always
understand the information
you get from us

2. Repairs

We changed our agreements
for repairs and gardening, to
make sure we have the best
people to do the work

You weren’t always happy
with the people who did
your repairs & gardening

3. Services

We spoke to over 100 of
you at meetings in different
places around the country.
We used your feedback to
make our services better

You wanted to be more
involved in the way Advance
services are run

Advance Customer Report 2018
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You said - we did
4. Activities

We improved the way we give
you information about local
activities and groups. One
way we have done this is by
including local information in
our new ‘Welcome Packs'

You wanted help to get
involved in hobbies and local
activities

5. Housing Officers

We introduced annual visits.
This means that everyone
will have a visit from their
Housing Officer once a year.
You can also ask for a visit if
you need one

You want to feel more in
touch with your Housing
Officers

6. Health

We started a project to
support customers with their
health and wellbeing. This will
include supporting you to get
good healthcare

You were worried about
getting good healthcare

Advance Customer Report 2018
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Customer survey 2018 results
Thank you to everyone who filled out the Customer Survey 2018. We had
645 replies – a good response!
That means that we can be sure that the results tell us what you think about
Advance.

Here are some headline results:
• 91% of you said you are happy with the service you receive from Advance
• 87% of you would recommended Advance to other people
• 84% of you feel that staff at Advance do a good job

Things that have changed the most from last year
• More people who contacted Customer Services are happy with the
response they got
• More people have been involved in local activities
• More people are happy with the repairs made to their homes
• More people feel safe in their homes and communities

Advance Customer Report 2018
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Customer survey 2018 results
Housing
• 93% said they are happy with the quality of their home
• Overall, people who get both their Housing and Support services from
Advance were happiest. They were happier than people who only got one
service from Advance
• 90% feel listened to by their Housing Officer
• 36% said they hadn’t had a visit from their Housing Officer in the last year

Support
• 92% said that their Support Worker always or nearly always listen to them
• 89% feel in control of their lives
• 88% know who they can turn to in a stressful personal situation
• 90% said they know who to speak to if they were worried about their
medication

Employment
• 100% said that their Employment Advisor listens to them
• 94% are happy with the employment training they get
• 94% are happy with the support they get to search for jobs
• 94% said they are happy with the job vacancies we find for them
—11—

Customer survey 2018 actions
We shared the results of the customer survey were shared with the
Operations Board, and the managers of all the services.
They looked closely at the results and agreed what they will do in response.

Everybody at Advance will…
• Support customers to develop skills and confidence to use the internet
• Improve how we record the ways you need to get information. For
example, in Easy Read or large print
• Use the new Welcome Pack to give information to customers
• Use the results of the survey to help promote Advance. We want more
people to know about Advance so that they can use our services or work
for us

Advance Customer Report 2018
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Customer survey 2018 actions
Our housing services will…
• Be clearer about our service standards. This means telling you about how
we work, so that you know what to expect from us
• Communicate better with shared owners. We will give them more
information about our plans for maintaining and investing in properties
• Make sure we communicate clearly, and use the same words, when we are
talking about complaints
• Involve customers in finding the right people to do repairs

Our support services will…
• Keeping working on health and wellbeing. We will do this make sure that
customers get good and fair healthcare
• Find out why a more customers said they only 'sometimes' feel listened to
• Find new ways for customers with complex needs to fill in the customer
survey, to make sure that their views are heard

Employment
• We are pleased to see that customers are happier about the things we said
we would work on after last year’s survey. More customers told us they are
‘really happy’ with the job vacancies found for them
• The contract we had for these services (called ‘Work Choice’) is ending,
so we haven’t made any plans to do things differently. We will use the very
good results from this year’s survey when we apply for new contracts
—13—

Advance
We spoke with 105 people

We held meetings in
1.

2.

4.

3.

1 Leicester 3 London
2 Oxford

4 Plymouth

The Advance Collectives are meetings run by 2 customers, Helen (Chair) and
Tom (Vice-chair). They used to be called the National Forum.
At the meetings you can tell us what you think about Advance and how we
can improve our services. There are also fun activities and crafts!
Helen and Tom tell the Operations Board what you think and the Board
uses this to make our services better. There is more information about the
Operations Board on page 15.
There are 4 sessions every year, and each one is in a different place in the
country. This is so that we can talk to as many customers as possible.

How can I get involved?
In 2018/19 we will hold Advance
Collectives in Bournemouth, Luton,
Lincolnshire and Gloucester. We will
invite you to your local session – so
keep an eye out for an invitation! We
will also put the dates in the customer
newsletter ‘Advance Together’.
Advance Customer Report 2018
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Advance
In 2017/18 we went to…

London in June. We listened to customers about
what they like about Advance, and what we could
do better.

Plymouth in October. We held a local conference
for customers in the South West. Customers
went to workshops and talks, and gave us their
feedback.

Oxford in December. We listened to you about
the information we send you, and how we can
make it easier to understand.

Leicester in March. We discussed Housing Officer
visits, and how we could make repairs and
maintenance services better.

Advance Customer Report 2018
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Operations Board

The Operations Board is team of customers and staff. They work together to
make sure Advance is working well, and to make decisions about how we can
make our services better.

Some things we’ve achieved
Reviewed the PRIDE values, our Vision and our Strategy for 2017-20
Made sure that the actions from last year's survey were completed. This
included making our information easier to understand, and helping
customers feel safer at home and in the community.
Helped create the new Customer Welcome Pack, which will be given to
all new customers
“What I love about being on the Ops board is
that as customers we get a say on how things
should be for people with learning disabilities and
mental health issues at Advance.”
Sal (shown having fun with other Ops Board
members at our Customer Conference) is a
customer who is a member of the Operations
Board. She has helped to to shape our vision and
values – among other things!
Advance Customer Report 2018
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Strategy
Our Strategic Plan 2017-20 explains what we want to achieve (our objectives)
and how we will measure our success (our performance indicators). We have
5 objectives to guide our work up to April 2020.

Objective
Excellent Services

What this means
We want our customers to be safe and happy.

Workforce Excellence

We want our staff to have good training and
know the best ways to help our customers.

Engaged Customers

We will work with customers, their friends,
families and advocates. We will listen to what
they say so we can give customers the kind of
services they want.
We will help customers to do the things they
want to do in the local community.

Sustainable Growth

We want to become bigger so we can help
more people.

Financially Sound

We want to continue to save so we have
enough money to help our customers.

Every year we measure our progress and publish the results on our website.
We have clear targets that allow us to measure our success. Where possible
these targets are SMART (Specific, Measureable, Achievable, Relevant and
Time-framed).
You can see the targets, and more information about our plans, in the Strategic
Plan 2017-20. It is available on our website in Plain English and Easy Read. If
you would like to be sent a printed copy, please contact us on 0333 012 4307.
—17—

Value for Money
What is value for money?
When something is good value for money is means that it is worth the money
that is spent on it.

Quality

Cost

Our vision is to deliver the best quality housing, support and employment
services we can. We believe that this is more important than providing them at
the lowest cost.
We know that our work makes peoples’ lives better. We also know that it has
a bigger impact on society as a whole. This is called Social Value.
We are very proud of the positive impact we have on both customers’ lives
and wider society.
This year the Regulator of Social Housing has published a new Value for Money
Standard.
Part of meeting this standard means comparing our work to other providers’,
so that we can see how well we are doing.
This is important so that we can see where we are doing well, and where we
need to improve to make sure we’re delivering good value for money.
—18—

Value for Money
What is value for money?
One of the most important ways to measure
this is customer satisfaction. We are very proud
that over 90% customers have said that they are
happy with the service they receive from us.
An important part of our strategy is being as
efficient as we can be. This means using our
money well. To do this we have set ourselves
targets to save money, making sure that we get
the most for our money.
It is important that we are financially healthy and stable so that we can keep
providing quality services and invest in growing our services to reach more
customers.
Being financially healthy means we
can put money into our services,
our properties and our people.
We invest in staff by paying people
a fair wage and giving them good
training providing high quality
training to make sure that they can
do the best job for you.
Our Value for Money Strategy
for 2017-20 explains how we will
deliver value for money. You can
find it on our website, along with
our Annual Accounts 2017-18.
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Comments, compliments & complaints
If you think something is not right, please tell
us.
We will do our best to sort it out straight
away.
If it something bigger, we will record it as a
complaint.You can tell us by talking to our
Customer Services team.You can call them
between 9:00 am to 5:00 pm on
0333 012 4307.

We aim to investigate your complaint, talk to
you about it and give you our response in 3
weeks or less.
If it needs longer, we will keep in touch with you.
After we have dealt with your complaint we will
phone you to ask if you are happy with how
we handled it.
In 2017/18 we solved 61% of complaints in 3
weeks or less (our target is 80%).
62% of people who made a complaint told
us they were satisfied (our target is 70%).
We have worked hard on our complaints
procedure and are pleased that satisfaction
is now above our target.
Advance Customer Report 2018
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Comments, compliments & complaints
We have a Complaints Panel that meets every
two months.
They look at the complaints we have had and see
what we can learn to make things better.
This year there were 2 main things that we had
complaints about:
• One of the companies that we employ 		
to do gardening
• One of the companies that checks and fixes any gas and heating in our 		
homes
We have changed the way we work with them and are pleased that their work
has improved.
Other things that have improved from your feedback are:
•
•
•

Cleaning services
How we record repairs
Working with you to support

Please keep telling us what is working for you and
what needs to be better, so that we can make things
better.
We also like getting compliments about what we
are doing well. We have had lots of wonderful
compliments this year, please keep them coming!

"I want to thank you guys for all your hard work, you are
clearly doing an amazing job."
Advance Customer Report 2018
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Environment
We want to save you money, and do things that are good for the environment.
This year we will be checking the buildings we
own to:
• Make sure our records are up to date
• Plan ways to make them better and more
comfortable
• Find way to make them better for the
environment
We might need to make some improvements. These could include:
• A new boiler
• Roof insulation
• Windows
• Heating systems

There are some simple things you can do to help the environment
too.
Turn it off
Remember to switch things off when not in use
Be careful in your kitchen and save money
• Using a bowl to wash up rather than a running tap
• Only fill the kettle with the amount of water that you need.

Advance Customer Report 2018
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Digital media

More of you are using the internet, on your computer, phone, tablet or
laptop.
We are going to have more digital systems to share information. This
means ways to get or give information on your computer or other device.
Our website has a program called ‘Word Bank’. It makes difficult words
easier to understand, and can show you a picture of what they meant.
This year we will introduce a ‘customer portal’ to our website, which
will let housing customers pay their rent online. There will be more
information about this on our website when it is ready.
Customers often send us stories about things they’re doing and we share
these (with your permission) on Facebook and Twitter. If you would like to
share a story you can email marketing@advanceuk.org.
We will keep working with other people to make sure that our technology
meets your needs.
Advance Customer Report 2018
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Housing
A good home is important for living a happy and full life. We are very pleased
that 93% of people who get housing from Advance are happy with their home.
We will keep improving repairs and maintenance.
We will make sure that our Housing Officers are visiting and talk to you as
much as they can.
We have service standards (guides for the quality of our services) that we
work to. These include:

Moving in
We make sure that our homes are in a good
condition before you move in. This includes
decorating where it’s needed.
Most of our rented homes come with some or all of the furniture. This is paid
for through a service charge, which can be paid for by housing benefit.
Your Housing Officer will visit you 8 weeks after you move in, to make sure
you are settling in well.

Contacting us
You can contact us about repairs your home needs, or
any other issues about your housing.You can do this
by calling our Customer Services team on
0333 012 4307.
This year we answered 70% of phone calls in less than 20 seconds. We
responded to 93% of e-mails within one working day. This usually means
by the next day, but if the email is on a weekend you will need to wait until
Monday.
Advance Customer Report 2018
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Housing
Repairs & maintenance
We work closely with the people who maintain our homes to make sure that
you get a quality service, and are safe in your home.
This year 93% of repairs were completed on time. 96% of customers were
happy with the repairs in their home.

How we spend each £1 of rent
7p landlord health & safety

33p routine
repairs

16p housing
management

17p providing
homes

27p planned
maintenance

How we spend each £1 of service charge
6p fire safety

6p water

39p furniture &
equipment

8p gardening
10p communal
facilities
11p cleaning

Advance Customer Report 2018
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Housing
Your Housing Officer
Your Housing Officer will visit you at
least once a year to check everything is
OK with your home and your tenancy.
You can also ask for a visit if you feel you
need one.
If you have any problems, like anti-social
behaviour, we will take it seriously.
Anti-social behaviour is when someone
acts in a way that might cause distress to other people.
If you tell us about anti-social behaviour we will contact you within 3 days. We
will keep in touch with you every 10 days while we work on the problem, and
when it is solved we will ask you how happy you were with how we dealt with
it.

Housing Officer visits
This year we agreed that
everyone will have an annual
visit from their Advance
Housing Officer.
This means that you can get
to know them better and to
them in person about any
questions or problems you
have.

Advance Customer Report 2018
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Housing
HOLD Shared ownership
HOLD stands for ‘Home Ownership for
people with Long-term Disabilities’. We are
very proud to have offered HOLD for the
last 20 years.
We were 1 of the first to offer shared
ownership for people with learning
disabilities and mental health conditions.
We are now the leading provider!
In the last 20 years we have helped more than 600 people to become shared
owners of their own homes. We are proud of the difference it has made to
our customers’ lives. It has helped people to be more independent and to feel
safe and well.
HOLD is for people who have a learning disability, a mental health condition
or a physical disability, who might face barriers to owning their own home.
You can find out more about HOLD and shared ownership on our website
www.advanceuk.org or call us on 0333 012 4307.

Paul's story
“Advance has given me such a sense of freedom - I love it
here. It’s been brilliant.”
Paul is a shared ownership customer. He used to live in
supported living accommodation with Advance.
When he felt he was ready to move on, Paul’s Support
Workers helped him find a home of his own. Now he has
much more independence.
Advance Customer Report 2018

—27—

Support
The Care Quality Commission (CQC) inspects
our registered support schemes, to make
sure that you receive good quality services.
Registered support schemes are where people
extra services, like personal care or nursing.
They CQC rates the schemes ‘Outstanding’, ‘Good’, ‘Requires Improvement’
or ‘Inadequate’. This is made public for everyone to see.
We’re pleased that all of our CQC inspected services were rated as ‘Good’ in
2017-18. This means that the services are:
• Safe
• Effective
• Caring
• Responsive
• Well-led
We will keep working to achieve outstanding ratings.
This year we worked to grow the number of people who get both support
and housing services from Advance.
This is because last year’s customer survey results
told us that people who received both from us were
the happiest.
When customers get both housing and support from
us, we know that we can provide an all-round service
that will meet their needs.
Support Workers and Housing Officers can work
together to give you a high quality service.
Advance Customer Report 2018
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Support

Curve Garden concert
Advance customers and staff held a concert in Dalston Curve Garden.
Guests and members of the public joined in and sang along. Customers
took turns on stage, singing, dancing and playing instruments.
Daisy, a Support Worker, was given a card, cake and flowers by customers.
It was her last day working with us before starting her course studying Art
Therapy.
Area Manager Ade Oyeniyi said "This event shows the good relationships
we have with local organisations, like the Curve Garden. It is a fantastic
example of the ways our customers are included and involved at the heart
of the local community."

Nahida's story
“What I like about Advance is the freedom... and I love
the staff; they work well together and we laugh a lot.
The basic things are taken care of, but also the other
things, like empowerment.
They are really keen on us engaging in the communityI go to Mind”.
Advance Customer Report 2018
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Support
Fairways Court
Fairways Court is an Advance support scheme that opened in October 2017.
It is a new home for 6 customers with complex needs.
The customers have their own flats and get personalised support from
Advance. We worked closely with them, their families and support teams to
help them move into their new homes, and make sure that they receive the
best possible service.
John’s* mum told us, “I’m very happy with the service provided and with the
team, they cannot be better. My son is improving his skills”.
Chris Pascoe, the Support Area Manager said, "We have already seen very
positive changes for the customers with their independence and increasing
involvement in a range of activities. This has helped to reduce behaviours that
were challenging in other places that they have lived."
*Name has been changed for privacy

Martyn's story
Martyn is living alone for the first
time.
He enjoys being part of the
community at Albi Court in Cornwall.
With support from staff Martyn
attends the local sixth form college.
This helps him to be more
independent and confident.

Advance Customer Report 2018
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Employment
It was a busy year for our Employment
Services team, who help people find work
placements and gain the skills they need
to stay in work.
They were nominated for 'Outstanding
Innovation and Enterprise' and won an
'Outstanding Team' award at the ‘Solihull
Business Improvement District Excellence
Awards’.
We are pleased to have been given the
‘Disability Confident Employer Level 2’.
This shows that we work hard to support
people with disabilities in employment.

We were able to give Patrick (a
customer) a 6-month work placement in
one of our offices.
Through our Access to Work programme,
we installed magnifying software on his
computer so that things could be shown
bigger on the screen.
Employment Advisors also helped Patrick
write job application practice for job
interviews.
Patrick has now got his dream job with
the civil service and is very happy.

Advance Customer Report 2018
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Transforming lives together

OCT

2017

New Advance website

JAN

2018

Drama group rehearsals

www.advanceuk.org

NOV

2017

Emirates Stadium match

FEB

2018

Patrick gets his dream job

@Advancetweets

2017

DEC

Making Christmas cards

MAR

2018

Easter egg hunt

@AdvanceUK.org

0333 012 4307
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