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May 2016 – We celebrated Mental 
Health Awareness Week with events 
and outings across the country July 20

16 – Won Supp
orted H

ousing 

provider
 of the
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d Autis
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October
 2016 

- Sian 
Lloyd jo

ined th
e 

Advance
 writing

 group 
to prom

ote the
 

positive
 benefit

 of crea
tive art

s to all
 

December 2016 - Residents & their 

children enjoyed a fantastic Christmas 

at the Haven thanks to gifts donated 

by staff and local organisations 

February 2017 – We celebrated the first birthday of the opening of our scheme in Kidderminster 

March 2017 – Our a
rt group staged 

a one month exhibition at
 Hackney 

Museum launched on Disab
led Access Day

April 2017 – 150 customers and 
supporters attended our annual 
customer conference held in Coventry 

Rachel Fox joined Advance as Customer Engagement Manager – she would love to hear about your 
achievements and celebrations so we can share with staff, other customers and external stakeholders. 
To do so please contact: customerengagement@advanceuk.org or go to www.advanceuk.org. If unsure 
always ask your Support Worker or a friend or family member to help you get online safely.
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2016/17 was a busy year for Advance. We opened 
three flagship supported housing schemes and 
secured seven good CQC ratings for our services.  
Our Employment team supported even more 
customers to find and stay in work.

Our priority was to improve the quality of the 
services that we provide to our customers while 
improving our overall financial performance. I am 
pleased to say that we made progress in both 
areas – but know that we still have work to do in 
these and a number of other areas to achieve our 
long-term vision.

We saw an increase in the money spent on repairs 
as well as on the planned and routine maintenance 
of our properties.  This was part of our strategy 
to improve the overall quality of our homes. We 
also invested in ensuring the Health and Safety 
of our homes. We actively managed our stock of 
properties – investing where required and selling 
some properties that didn’t meet our quality 
standards. We also spent £4.6m acquiring and 
developing new accommodation.  

In our support services we improved our CQC 
ratings of our audited schemes while continuing 
to carry out our own programme of internal 
audits. We increased our Support revenue while 
growing services through working closely with 
commissioners. 

We are pleased to be opening more schemes 
where we provide support and housing services 
to our customers. During 2016/17 we progressed 
with new supported housing schemes in Oxford 
(Hope House), Luton (Bowls Court) and St 
Austell (Albi Court). 

Money is tight for supported housing because 
of government cuts to funding and to welfare 
benefits. Nevertheless, we are still finding ways 
to provide new housing and support. We are also 
seeking opportunities through the Transforming 
Care programme for people with learning 
disabilities.

This year the Employment Team helped 239 
customers to gain employment and 260 
customers to sustain long-term independent 
employment. Following a review by the 
Department of Work and Pensions, we achieved 
the highest rating of “strong”.  

Having joined in 2014, KeyRing left the Advance 
group on 31st December 2016 with the support 
of both Boards who agreed it would be better to 
operate independently to achieve our respective 
visions. 

In 2016/17 we continued to invest in our people. 
We were re-accredited by Investors in People 
(IIP) with a bronze level, and an annual follow up 
confirmed good progress in March 2017. 

We continued to use Value Based Interviewing to 
recruit candidates who reflect our PRIDE values. 
We enrolled more staff on apprenticeships and in 
health and social care professional programmes 
while expanding our Management Development 
Programme to develop future leaders.

Our most recent staff survey showed that 9 out 
of 10 members of staff feel proud to work for 
Advance and 84% would recommend it as a place 
to work. This is encouraging but we need to do 
more to help our staff develop their skills and 
access learning and development opportunities. 
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Our customer survey showed that 9 out of 10 
(91%) of our customers were ‘very’ or ‘quite’ 
happy with the service they get from Advance 
– an increase on previous years. As a result of 
the survey we will continue to improve our 
communication with customers – both off 
and online.  We will do our best to make sure 
customers feel comfortable giving us feedback, 
making a complaint or sharing a compliment.  We 
will also look for new ways for customers to get 
involved in activities they care about. 

We proudly became one of the founding members 
of Learning Disability Voices, a consortium of 
learning disability organisations campaigning 
together to champion the learning disability sector 
and push for crucial policy changes. We helped set 
up Learning Disability England, a new organisation 
bringing together the Housing and Support Alliance 
and People First England. We are also an active 
member of the National Housing Federation 
and the VODG, supporting campaigns to raise 
awareness of the positive role of supported 
housing.  

This year, we also took part in national awareness 
weeks, including Learning Disability Week, Mental 
Health Awareness Week, and Disabled Access 
Day. Many of our services organised events for 
customers and their families, and we developed 
content to share across our social media channels 
and website.

During the year changes continued to be made 
to the senior management team with the 
appointment of a Director of Resources and a 
number of new Head of Department positions. The 
post of Director of HR continued to be fulfilled on 
an interim basis. 

Finally, in April 2017 the Board approved the 
Strategic Plan which sets out the overarching 
strategic objectives for Advance for the period 
2017-20. The strategy was developed following 
staff and customer consultation and sets out clear 
targets for future performance. As part of the new 
strategy we refreshed our vision statement, 

adopted our internal behaviours to become our 
external values and added ‘transforming lives 
together’ beneath our logo to help bring our brand 
to life and continue to raise our profile. 

I am incredibly proud to lead an organisation that 
puts the customer at the heart of everything it 
does. I hope you enjoy reading about our shared 
achievements in the last year as we look to the 
future.  

Julie Layton
Chief Executive

We were established in 1974 and work with 
local authorities across England

We provide homes for more
 than 2,500 people

2,200 people receive 
support from us

Nearly 600 of our customers 
part own their own home

Every year we help 450 people 
with disabilities to develop the 

skills to secure and sustain
employment

We employ over 650 
members of staff
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As a registered society we reinvest our surplus into the organisation to develop services and build 
properties, develop staff and skills. In 2016/17 we focused on improving the quality of our services while 
delivering efficiencies so that we can keep our costs down and ensure we have enough money to invest 
in the future. In 2016/17 we identified and delivered £929,000 in savings. We did this by:

• Withdrawing in a planned way from some contracts that are losing money

• Investing in the services and areas our customers and commissioners wanted us to invest in

• Sold some homes which were losing money for us

• Re-tendering a number of contracts to make sure we get the best value for money

Providing new homes

In 2016/17 we invested £4.6 million in developing and acquiring additional homes. Nearly half of our 
investment in the year was in Housing for those with Long-Term Disabilities – our HOLD scheme which 
continues to be a successful scheme providing the opportunity for disabled people to have an equity 
stake in their own home and give them greater control over their lives.
 
We continue to see rental losses through some rooms and properties lying empty. This is a priority 
to address and we have been actively working with Local Authorities and our own teams to ensure 
the process of filling empty properties is as swift and efficient as possible. This is an area where we lag 
behind others in our sector and we know we can do better.

Support contribution

In 2016/17 we reduced the deficit in Support services by £242,000. However, although our Support 
business covered its own costs, it did not fully cover the overheads of running the business. Financial 
performance in this area is challenging with reduced income, reduced Local Authority spending and 
increasing costs. We are actively managing support contracts which are not meeting our financial targets 
and are confident that the new contracts entered into in the year will deliver our financial targets. 

Increasing employment opportunities

We have seen an increase in the surplus that our employment business generates by £121,000. Our 
current contract as prime contractor with the Department of Work and Pensions Work Choice 
programme expires in October 2017, but we are seeking to become a subcontractor on the DWP Work 
and Health programme and bidding for new business in the Midlands area. 

Our updated Value for Money Strategy is available on our website at, www.advanceuk.org. The full Value 
for Money - Self Assessment Report is also available in the publications section of the website.

Financial overview 2016 -17
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In April 2017 we launched our new vision and strategy. It sets 
out our direction for the next three years and summarises our 
ambition for the future. At its heart are customers and staff. 
The Board and Executive team developed a strategy in 
consultation with customers through the Operations Board and 
staff through the Leadership Group, the Voice and the Board. 

Our vision is to transform the lives of people with a disability 
or mental health condition by providing the best quality housing, 
support and employment services. We want to enable our 
customers to live the lives they choose, achieve their personal 
goals, feel valued and know their voices are heard. 

Our new strategy will help us achieve this vision and ensure we 
deliver cost effective and efficient services for our customers 
and to motivate our staff to achieve their best and ensure our 
customers have a meaningful say in our work. It will help us 
continue to innovate and grow our services by partnering with 
others to meet and anticipate customer and commissioner needs. 

The strategy will also deliver value for money and secure our long-term financial stability, so that we can 
invest and grow. Our strategy is focused on five strategic objectives:

Excellent services 
We want to deliver the best possible services to our customers, meeting or exceeding their 
expectations and becoming the provider of choice.

Workforce excellence 
We want to employ a professional, stable and motivated workforce that has the knowledge, skills and 
commitment to deliver excellent customer service.

Engaged customers
We will work with our customers to ensure they have a meaningful say in the design and delivery of our 
services and have their voices heard on issues that matter to them.

Sustainable growth
We want to grow, improving and expanding the services we provide so that together we can transform 
more lives.

Financially sound
We need to generate sufficient income, deliver value for money as well as positive social value and 
secure our long term financial viability to support our ambitious plans.

To read the strategy in full and/or an easy read version go to the 'About us' page at: www.advanceuk.org

Advance: Customer Report 2016-17
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In April of 2017 we sent our annual customer survey out to every Advance customer. The questions 
were designed with customers and we tested them to make sure the questions were clear and easy to 
understand. 

We got back 869, or 34%, of the surveys sent out - which is a great result! This means we can be sure 
that the results reflect the views of a good number of Advance customers, and the actions we are taking 
as a result should make things better for everyone. 

Headline results:

• 90% of customers told us that they were happy with the service they receive!
• 87% of customers said that they would recommend Advance to others
• 81% of customers felt that Advance staff always or nearly always do a good job

We also looked at the results from each of our service areas, Housing, Support and Employment, to see 
what customers thought about them, what was good, and what needs improving.

Housing

91% of Housing customers are happy with the quality of their home and 87% were happy with the help 
that they got from our Customer Services team.

38% of housing said that they ‘Never’ or only ‘Sometimes’ felt listened to. 

Overall, people were happier if they received both their Housing and Support services from Advance. 
This is why we have been developing more properties and schemes offering both services.

Support

94% of Advance support customers told us that their support worker listens to them, and 90% felt that 
they were in control of their lives.

80% of support customers feel safe in the community all or most of the time.

People felt safer in their homes if they received both their Housing and Support services from Advance.

Employment

100% of Advance employment customers are happy with their service and would recommend Advance 
to others.

While 88% knew how to make a complaint, only 72% said that they would feel comfortable doing so.

43% were ‘really happy’ and 56% were ‘quite happy’ with the work placements found for them by 
Advance.

Advance: Customer Report 2016-17
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Actions

The results of the survey were shared with the Operations Board,  Management Team and also the 
management teams in Housing, Support and Employment. The management teams looked closely at the 
results of the survey and agreed on actions they were going to take in response. 

We will:

Make sure that we give customers the 
information they need and that it is accessible 

Promote customer engagement activity and increase 
the amount who feel involved in the way the service 
from Advance is run

Continue the work around complaints to ensure 
our customers know how to complain and, 
importantly, feel comfortable doing so

Make sure we support customers to get involved in 
the things they care about and check if we are doing 
this right

Work with customers to help them feel safer in 
their homes and their communities

Improve signposting to other services which can 
help customers get involved in hobbies and local 
activities

Focus on quality of work placements found for 
employment customers 

Increase the number of visits from housing officers 
to help customers feel engaged and listened to

Communicate better and more regularly with 
our Shared Owners

Review the concerns raised about repairs and 
garden maintenance

Advance: Customer Report 2016-17

The Safeguarding Panel meet every 3 months. The role of this panel 
is to make sure we do everything we can to enure our customers 
are safe and protected from harm. The panel also seeks assurance 
that on the rare occurrence, when customers may not have been 
adequately protected, we learn from that and put measures in place 
to stop it happening again.  The panel is led by an Independent Chair 
who is an expert in the field. Their role is to really challenge how 
well we safeguard customers. The Safeguarding Panel reports to 
Audit and Risk Committee. 

Safeguarding panel

The work of the panel has focussed on a number of important areas including training our staff 
to ensure they understand the importance of safeguarding our customers, developing stronger 
policies and procedures and improving our reporting and analysis of information we collect about 
safeguarding to help us check if there are any themes or trends. We take safeguarding our customers 
extremely seriously. It helps us step back and see what we can do better.
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Your feedback is really important to helping 
us gauge how we are doing. Your comments 
and compliments are really welcome too. Our 
Complaints Panel meet regularly to review 
complaints about our services.  They make 
sure that each one is resolved and that action 
is taken to learn from them and wherever 
possible – prevent these things from happening 
again. 

We know that what matters most when you 
have a complaint is that you feel listened to, get 
a quick and personal response and then receive 
an apology when something has gone wrong. 
We also know it is important that there is a 
clear outcome or action from your feedback 
and that if it can’t be resolved quickly that we 
keep you informed of progress. 

In 2016/17 we received 140 complaints; this 
is fewer than the 240 recorded in 2015/16. 
Complaints were logged across all areas – but 
there were slightly more in Housing than in 
Support or from our Employment customers. It 
is encouraging that we saw an overall reduction 
in the number of complaints overdue and that 
we increased to 62% the number of complaints 
resolved within our 15 working day target. We 
know from the customer survey that 81% of 
our customers know how to make a complaint 
but only 63% feel comfortable making one. 

In 2016/17 in Housing we continued to see the 
seasonal pattern of complaints. Gardening is a 
common one in the Spring and there was an 
increase in complaints about heating/hot water 
in the Autumn. In response to the complaints 
about gardening we have been giving our 
contractors your feedback to make sure they 
deliver a service which meets customers’ 
needs. 

In Support there were a smaller number of 
overall complaints and most were related to 
communication and relationships between 
Support Workers, customers and their families.

If you have an idea about how we can make the 
services you get from Advance better or maybe 
you think we could do things differently please let 
us know. The same goes for general comments or 
compliments too.

Don't be worried about making a complaint. 
Please remember that:

• It is OK to complain

• Complaints help us to make our services 
better

• We will listen to you and you will be taken 
seriously

• You will be treated fairly if you make a 
complaint and we will treat everyone involved 
fairly

• You will not lose your service if you make a 
complaint

• We will not tell anyone about your complaint 
unless they are involved in looking into it.

You can use the form on www.advanceuk.org  to 
send us feedback, or call us on 0333 012 4307 
or contact any member of staff directly or ask 
a friend or family member to use any of these 
options. 

Feedback

Advance: Customer Report 2016-17
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Get involved

Customers can get involved at a local, regional and national level. Local engagement and involvement 
takes many forms. It can be as simple as having a regular house or scheme meeting or a one to one 
meeting with customers.  

The National Forum

The National Forum is run by Advance 
customers Helen (Chair) and Tom (Vice-
Chair). Their job is to talk to other customers 
about how Advance is doing and where we 
can improve things.  Information and views 
they get from doing this are reported to the 
Operations Board.

In 2016/17 meetings of the group took place 
to discuss issues and hear customers’ views. 
In January 2017 the National Forum met and 
agreed to do something a little different for the 
rest of the year. Instead of having the full forum 
meet every three months for two days, the 
group agreed that Helen and Tom should hold 
meetings across the country. 

They estimate that for the same cost they can 
reach a much larger number of customers 
and pick up on local issues as well as support 
regional and local engagement meetings. 

Tom and Helen 
“I like being part of the National Forum because I 
feel privileged to be able to, hopefully, help others 
and improve their lives.  The views of customers 
are fed into the Operations Board and we share 
information about Advance as it’s important that 
customers know how it’s run.  It’s also important 
that the meetings are fun and as interactive as 
possible.” Tom

After the Customer Conference in April 2017 Helen and Tom met with customers in London and plan to 
hold similar meetings in Plymouth in October, Oxford in December and Leicester in March 2018. 

Regional Forums

Regional forums are a chance to meet local staff and other customers, to ask questions and talk about 
local services. We currently have two regional forums (one in Oxford and one in Leicester) but would 
like to have more across the country. If you live nearby and would like to come to a regional forum 
meeting held in Witney, please contact: Howard Sinclair (Howard.Sinclair@advanceuk.org) or Lizzie 
Lavender (Elizabeth.Lavender@advanceuk.org). In Leicester, please contact: Gus Tomas 
(Gustavo.Tomas@advanceuk.org).
 
If you don’t have an existing regional forum or can’t get to a National Forum, and would like to get 
involved, please ask your Support contact, Housing Officer or Employment Advisor. They will be happy to 
organise something locally and or regionally. 

Advance: Customer Report 2016-17
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Operations Board

The Operations Board was set up in 2016 
and consists of four customers and three 
Advance Board members. It ensures customer 
involvement in the governance of Advance. 
Directors from our services attend the 
Operations Board as well as senior managers 
from Advance to talk about new opportunities, 
existing projects and any issues that arise.

The meetings are run by Melba Wilson, the 
Vice-Chair of Advance, and Julie Layton, the 
Chief Executive of Advance. Most importantly, 
the Board has four customer members: Sal, 
Jim, Helen and Tom, who can ask questions 
and offer customers’ views. They also provide 
feedback from the National Forum meetings.

In 2016/17 the Board looked at the customer 
survey results and fed in their suggested 
actions. They were consulted about the new 
strategic plan and helped shape the vision and 
‘Transforming Lives Together’ phrase. They also 
got to see the new technology being developed 
to help customers access their support plans 
online and had regular updates about the 
effectiveness of our internal and external 
audits.

Melba Wilson 
“The Operations Board is an active forum which 
gives customers a say in how Advance is run.  It 
provides a direct link to the Advance Board of 
Trustees and also links with regional customer 
forums.  This promotes an open and clear way 
of doing business which takes account of the 
opinions and experiences of people who use 
Advance services.”

Jim (pictured left)
Jim is a valued member of the Operations 
Board. He is a housing customer who formerly 
ran the Advance Creative website for us. He 
has helped Advance with photography, video 
production and by volunteering to help create 
a communal garden at the Head Office. 

“The Ops Board is ace! It’s really nice as a 
customer to be involved. 

It’s a brilliant thing. It’s nice to meet people 
high up in the organisation.” 

If you would like to raise an issue or agenda item with the Operations Board please email to let us know: 
customerengagement@advanceuk.org.

Advance: Customer Report 2016-17
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The Haven provides safe, temporary 
accommodation for women and their children 
fleeing domestic abuse, or the threat of domestic 
abuse. 

Its location is confidential and apart from calls 
from professionals by appointment, visitors aren’t 
allowed.  

The catchment area for The Haven is national 
and women can refer themselves. 

We don’t know a lot about our customers when 
they arrive – we take our referrals by phone and 
the process is quick– except that they’re in crisis. 

So our priorities are their health, their safety and 
whether they’re claiming the right benefits.

We have a responsibility to care for and protect the environment in which we operate. We are 
committed to improving environmental performance across all of our activities, and encourage our 
customers and business partners to join us in this effort. 

In recent years we have maintained our Bronze rating in the Sustainable Homes Index for 
Tomorrow (SHIFT) sustainability benchmarking assessment. In 2016/17 we reduced our impact on 
the environment by:

• Replacing 36 boilers to more efficient versions
• Improving the insulation of 29 properties by renewing double glazed windows and new doors
• Improving the water efficiency of 11 properties by upgrading the bathrooms including using dual 

flush WCs and low-flow taps and showers

In 2017 we re-launched our Environmental Action Group, to improve our environmental 
performance across the organisation. The group will involve staff, customers, suppliers and 
stakeholders in their work.

Impact on the environment

The Haven, was given a mobile bubble tube, 
which has transformed a corner of the playroom 
into a tranquil relaxation space.  This space plays 
a vital part in improving the emotional health 
of the children at the refuge, by providing a safe 
place where they can rest and explore their 
interest in their environment.

The women aren’t here long enough to put down roots; the average stay is 6 months. It’s a place 
for people to sort out their immediate needs, and move on. We provide very low-level support, so 
unfortunately cannot take people with drug or alcohol problems or a high level of mental health need. 
Many women arrive with children, so we have a dedicated Child Worker, a position which is made 
possible through grant funding from Children in Need.

If you want to refer someone from anywhere in the country call: 07866 55 63 98.

Advance: Customer Report 2016-17
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What we do 

At Advance we believe that everyone has the right to a safe and happy home. That is why we provide a 
range of housing options; from shared homes to shared ownership, supported living to state of the art 
developments.

We know that the right combination of housing and support can empower people to live a life that is 
more fulfilling and independent. Because we provide a range of support services too, we can develop a 
personalised package of housing and support that enables customers to achieve their ambitions. 

Highlights of the last year

In 2016/17 we invested £4.6 million in developing and acquiring additional homes. We invested £2.7 
million to deliver nine completed rented homes, with a further 29 under development. We also invested 
£1.9 million to deliver twenty-five shared ownership homes. 

How we spend each £1 of rent

How we spend each £1 service charge

We have increased the proportion 
of rent which is used to carry out 
major repairs compared to the 
previous year. This is because we 
want to invest in our properties to 
maintain their quality as homes.

We have also invested more 
in ensuring the safety of our 
properties, including fire safety. 

We have renegotiated several 
contracts which will deliver savings, 
some of which will mean reduced 
service charges for our customers.

17p staff, 
council tax 
and insurance

30p gas 
servicing, 
day-to-day 
repairs 18p major 

repairs, planned 
maintenance

10p wear 
and tear

25p loan 
interest, legal 
fees and 
property lease 
charges

9p fire safety

10p cleaning

34p furniture

7p gardening

24p electricity/gas

6p water

10p communal facilities

Advance: Customer Report 2016-17
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Investing in our properties

During 2016/17 we progressed new supported 
housing schemes in Oxford (Hope House), 
Luton (Bowls Court) and St Austell (Albi 
Court). These are all due to be let early in 
2017/18. At the same time we developed our 
Housing Asset Management Strategy which sets 
out our approach to maintaining and improving 
our houses. Our aim is to ensure our homes 
meet the needs of our customers, in terms of 
affordability, privacy and independence, modern 
facilities and energy efficiency. 

Shared ownership

We have continued to invest in our shared 
ownership scheme with twenty-five new 
properties in 2016/17.  The HOLD (Housing 
for those with Long Term Disabilities) Scheme 
allows customers to have an equity stake in 
their own home and give them greater control 
over their lives. We are recognised as one of 
the few providers that have made a success 
of this scheme and we now have about 600 
shared owners across the country.

Hope House 
A contemporary development with ten self-
contained supported living flats for people with 
learning disabilities. Housing fifteen people in six, 
1 bed flats, three 2 bed flats and one 3 bed flat. It 
replaces a nearby property which no longer met 
the needs of our customers.

Sarah's story
Sarah has a mild learning disability and 
Asperger’s syndrome. “Since I’ve been in my 
own home, I feel I’ve achieved so much. I’ve 
managed to build up a social network, I’m 
confident enough to travel to nearby places on 
my own by train or bus, which was something 
I could not do when I first moved away.” 
Jackie describes the change in her daughter 
as “monumental”: “Shared ownership brings 
people into the community and their support 
needs may not eventually be so high because 
they’re happier in their own space, and a lot 
can flow from that.”  

If you are interested in becoming a shared owner, please fill in the ‘Shared Ownership Enquiry Form’ on 
our website www.advanceuk.org, or you can call 0333 012 4307 to find out more.  

Advance: Customer Report 2016-17
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Brett's story
Brett, who has bipolar disorder, lives in 
supported accommodation with two others in 
Hadleigh, Essex. After moving out of his Mum’s 
house, Support Workers helped him settle in 
whilst he got used to living independently. He 
and the staff went shopping and cooked meals 
together until he gained the confidence to do 
this independently. 

He has lots of friends in the area and enjoys 
visiting another Advance property nearby. On 
Thursdays the six customers who live there 
cook a communal lunch with staff. Everyone 
from Advance’s local services in Rochford and 
Hadleigh is invited to join in. 

Brett is really happy with his Support Workers. 
He says "the work Advance do is absolutely 
essential for people like me. There is a 
feel-good factor at Advance because staff are 
always willing to lend a hand. No job is too 
small."

What we do 

Our support is flexible, and tailored to 
individual needs and aspirations. We offer a 
personalised service by working with our 
customers, their family and friends to help 
achieve their ambitions. 

Our Support Workers are passionate and 
receive ongoing training to gain recognised 
qualifications in care. From support in the 
home or community, to round the clock care, 
specialist support to short-term and respite 
care, our dedicated team delivers effective and 
compassionate support in the way that is right 
for each customer.  

Highlights of the last year

• We continued to invest in improving the 
quality of our services

• We improved our Care Quality 
Commission ratings for audited schemes as 
well as carrying out our own programme 
of internal audits of all of our Support 
services.

• We have managed to increase our overall 
revenue and have worked closely with 
commissioners to grow some of our 
existing services and new services. 

• We continued to increase the amount of 
schemes where we provide both Support 
and Housing. This ensures a seamless 
service for the customer and for Advance 
it means our teams can work closely 
together, focused on achieving the best 
outcomes for our customers. 

• We have revised our management 
structure which has reduced our costs and 
allowed us to make sure our customers get 
the best Support Workers with the right 
skills.

Advance: Customer Report 2016-17
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Fareham 
Among the many Advance services that gained 'Good' CQC ratings in 2016 was the service in 
Fareham, Hampshire. Their success was captured in a story in the local newspaper. 

Customers at the service enjoy lots of individual activities and often get together as a group.
Everyone looks forward to the annual summer barbecue.

Delivering quality services

Internal audits assure us of the quality of our services. However, the independent external inspection 
by the Care Quality Commission (CQC) helps us to demonstrate the quality of our services and 
compare ourselves to others in the sector. 

A programme of CQC visits took place throughout the year in which inspectors speak to staff, 
customers and their relatives to gather a view of the effectiveness of our services. In 2016/17, seven of 
our services were inspected by CQC and six of them received a ‘good’ rating. This shows that on the 
whole our services are effective, safe, responsive, caring and well-led. 

In addition, and as part of our Value for Money Strategy (VfM), we aim to receive a ‘Good’ CQC rating 
for all of our services, with 30% of those re-inspected to achieve an ‘Outstanding’. 

All of our CQC inspection reports are available to read on the CQC website: www.cqc.org.uk
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Highlights of the last year

This year we supported 239 customers to gain employment and 260 customers to sustain independent 
long-term employment. We also received positive feedback about our work from the Department for 
Work and Pensions. 

We opened a new office in Erdington and reorganised how we support our customers in the Northfield 
area. Both these changes meant we became more accessible for our customers and could offer better 
facilities for visits.

Income for our work reduced slightly but we were able to deliver more savings to balance this out.
Our current contract with the Department for Work and Pensions (DWP) Work Choice programme 
expires in October 2017. In the future we are seeking to become a sub-contractor on the new DWP 
Work and Health programme, and we are also looking at alternative sources of funding and business.

What we do

We work with people with disabilities, learning 
difficulties or mental health conditions to get 
the skills they need to get and keep a job. 

We offer advice around writing a CV or how 
best to present yourself at an interview to have 
the best possible chance of success. 

We work with employers and potential 
employers to identify opportunities for 
our customers to gain valuable paid work 
experience. We seek opportunities that last 
between 4-6 months for 16 hours a week. 

We provide both the employee and employer 
with dedicated personalised support 
throughout the recruitment process and the 
placement – and ideally through to a long-term 
role after the placement.

We currently provide this service in the 
Solihull area of Birmingham, but hope to deliver 
more of this type of service across the country 
in future. 

We are happy to provide advice to any Housing 
or Support customers who are looking to get 
into employment as one of their ambitions. 

Twiddle Mitts 
Employment customers are encouraged to take 
part in positive activities and, together, came up 
with the idea of making `Twiddle Mitts’ for people 
with Alzheimer's or dementia. Twiddle Mitts come 
in the form of a sensory band, pocket, or glove 
that has attachments inside and out, that people 
can twiddle and fiddle with. 
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Jordan's story 
Jordan is autistic and has had a passion for gardening since childhood. On finishing school, he 
continued his studies, and successfully completed courses in ICT, sports, and gardening. When he 
turned 22, he felt that the time was right to find work, although he knew his low confidence would 
make this hard. 

He was referred to Advance, where a dedicated Employment Advisor arranged a six month paid 
placement at the Kingstanding Regeneration Trust, looking after local, open spaces. Jordan says “my 
job involves doing things that benefit local residents, such as cutting back trees, planting flowers, and 
litter picking. I’ve also learnt new skills such as laying cement, and putting up fence posts.”

Since starting work, Jordan’s confidence has soared. Now he is earning a salary, he has started 
planning for the future. He says “Being given the opportunity to work has boosted my confidence 
a lot. The people I work with are really nice and in the future I would like to become a full time 
permanent gardener or tree surgeon”.

In 2016 we built many valuable working relationships with employers and referral organisations. 
Through these relationships we were able to get more customers into work through the final year of 
the Work Choice programme. We are incredibly proud of the work we have done to help grow our 
customers’ confidence and develop the skills needed to get into successful employment over the life-
time of the contract.  

In 2017 we successfully gained the Registration of Training Providers on the Education & Skills Funding 
Agency (ESFA) register enabling us to deliver apprenticeships to individuals and also look to deliver 
specialist apprenticeships to disabled individuals. 
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