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Transforming lives together

Transforming lives together

April 2018 - 2nd birthday 
Kidderminster support scheme

May 2018 - Janice & Ian
celebrate 9 years together 

June 2018 - Advance 
Collective in Bournemouth

July 2018 - Contributing to 
Co-production Week

August 2018 - 1st anniversary 
housing scheme in Cornwall

September 2018 - Community 
safety event in Fareham



Gayle, a shared owner 
with her Dad, Ian
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P R I D E
Partnership Respect Innovation Drive Efficiency

Our values



I was delighted to see so many of you at our customer conference at the Winchester Science Centre 
this year.  It was a really fun day but also a great opportunity to share with you updates about what 
Advance has been working on in the last year.

Again, we are very pleased with the results of the customer survey and even more of you replied this 
year, which means we can be sure that the results show us what you really think.
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87% of you said that you are happy with the service you receive

87% of you would recommend Advance to other people

76% of you said that you feel we listen to you

You have told us that we can do more to make our information accessible.  One of the ways we have 
approached this was to create three new videos with subtitles.  They cover issues like; maintaining 
your tenancy, giving us feedback and general information about Advance and you can find them on our 
website. 

Review of the year

Julie Layton, Chief Executive (centre) with Chris, member of the Operations Board 
(left), and Adam, Co-chair of the Advance Collective (right).
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We provide homes for more
 than 2,500 people

2,200 people receive 
support from us

Over 600 of our customers 
part own their own home

We are proud to have helped people 
with disabilities to develop the skills 
to secure and sustain employment

We employ over 650 
members of staff

We work with 44 local 
authority areas across England

Established in 1974, our main offices are in Witney, Leicester, London and Camborne. 

There are a number of ways that you can let us know what you think such as; the Advance Collective 
when it visits your region, emailing customer services, talking to your support worker or housing 
officer, attending the customer conference and replying to the annual customer survey.

The Operations Board (new name being discussed) shares your views and ideas with the senior 
management of Advance and has achieved a number of positive changes this year.  You can read more 
about that in the report.

Some of you may have read in the news about how Brexit might affect housing associations and 
support providers.  At Advance we have a 30 year plan which ensures we have the funds in place to 
deliver our services. Every year the Board reviews that plan and tests what would happen if things 
changed and the Board remain confident that our long-term financial plan is strong, and that we know 
how to respond if things change. 

It just remains for me to say that our services are created for you, driven by your goals, needs and 
ambitions.  I am very proud to continue leading this organisation as we continue to grow and support 
more customers. I hope you enjoy reading this year’s customer report.

Julie Layton
Chief Executive



1. Online safety

2. Gas and heating
You weren’t happy with your gas 
and heating services

3. Tenancy information

4. General information

5. News from Advance

6. Service standards 

You wanted an easy way to see 
your tenancy information

We changed the company we 
use to provide these services, to 
improve your experience 

You don’t always understand the 
information we give you

We launched MyAdvance, our 
new online portal

We made our information easier 
to understand, available in Plain 
English, Easy Read and Large 
Print (on request)

You wanted more information 
about what’s happening at Advance

You asked for clearer information 
about what you can expect from 
Advance

We launched Advance Together, 
the new newsletter made by 
customers – for customers

We refreshed our service 
standards and included them in 
all customer packs and on our 
website

You wanted support to use the 
internet safely

We ran workshops on using the 
internet, and how to keep safe 
when you do
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We did!You said



If you feel something is not right, 
we want to know. When you tell us, 
we’ll do our best to sort it out there 
and then. If it is a bigger issue, we 
will record it as a complaint. You can 
let us know by calling our Customer 
Services team between 9am and 
5pm on 0333 012 4307. 

We aim to investigate, discuss with 
you and respond to complaints 
within 3 weeks. If it needs longer, we 
will speak to you to let you know. 
When a complaint has been resolved 
we will phone you to see if you are 
satisfied with how it was handled.

In 2018/19 we resolved 74% of complaints within 3 weeks (our target is 80%), and 60% of people who 
made complaints told us they were satisfied with how their complaint was handled (our target is 70%). 
We have been working to improve our complaints handling and are pleased to say satisfaction is now 
above our target. We have a Complaints Panel that meets every two months to review complaints and 
what we can learn from them. 

Comments, compliments, complaints
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This year we received more complaints about gas servicing and heating. We listened to your 
experiences and have appointed a new company to provide these services. Having your feedback 
meant that we could prioritise the things that matter most to you.

Some other things that have improved as a result of your feedback include:

Please keep telling us what is working for you and what needs to be better, so we can make changes. 

We’re pleased that this year the number of compliments we received has gone up. We always welcome 
compliments, which help us to share good work and are always a great morale booster for the staff. 

Please keep them coming! See the Giving us your views video on our website.

Closer tracking of emergency and urgent repairs to ensure they are dealt 
with promptly

A new system to make sure you gets called back if you leave a message

How we work with contractors to provide you with quality services
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Thank you to everyone who filled out the Customer Survey 2019.  We heard from even more of you this 
year, meaning that we can be sure that the results tell us what you really think. We are pleased that this 
year's result remain positive and similar to 2018, with improvements seen in target action areas.
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87% of you said that you are happy with the service you receive 

87% of you would recommend Advance to other people

76% of you said that you feel we listen to you

Overall, people were happiest if they received both their Housing and 
Support services from Advance

Headline results

38% remembered having a visit from their Housing Officer

93% said that their Housing Officer listened to them

83% were happy with the help they got from Customer Services

92% are happy with the overall quality of their home

84% were happy with the repairs service they received

Housing

Support

96% said that Advance makes them feel safe

77% had achieved what they wanted in the last year

93% feel staff care about them and their support needs

90% said that Advance responds to changes in their needs

94% feel that staff do a good job

Customer survey 2019 results
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The results of the survey were shared with the Operations Board, Directors and the management teams 
for all services. They looked closely at the results and agreed on actions they will take in response. You 
can see information about progress we've made from the 2018 actions on page 6 'You said - We did!'
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Training for our staff so that they can be confident communicating in 
different ways 

Supporting customers with a learning disability to access their annual 
health check

Sharing information to make sure that people know who they can talk to 
at Advance

Making sure that the letters we send are available in Easy Read and Large 
Print where needed

For everyone

Customer survey 2019 actions

For Support
Continue work to support customers to feel safe in their homes and 
communities

Explore new ways to support customers to achieve their goals, and to 
recognise their achievements

Support customers to develop skills and confidence to use the internet 
safely

Understand why a higher number of customers said they only ‘sometimes’ 
feel listened to

For Housing Share our new ‘Understanding your tenancy’ video, to support people to 
know what they can expect from us

Continue work to tackle anti-social behaviour

Explore ways we can make sure our homes are healthy spaces, as well as 
environmentally sound

Give customers a summary of what was discussed during their annual visit 
from their Housing Officer



Advance 
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This year....

    June
In Bournemouth we talked about health and wellbeing, healthy habits and 
support people need to access health services.

    September
In Luton we talked about value for money and what it means at Advance. We 
also shared some top tips for looking after your money. 

    December
In Lincoln we focussed on quality, and asked you what you think makes a good 
quality service. We also talked about how Advance listens to you, and that it’s 
good to give feedback.

    March
In Cheltenham we had a demonstration of MyAdvance, the new online portal. 
We talked about using the internet, and how to make the most of it while 
staying safe.
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Adam

Tom

“The Collective is a way of having 
your voices heard, of making sure 
Advance know what works (or 
doesn’t) for us, what we think 
and how we feel about services. We 
feed any concerns to the Operations 
Board so they can be addressed. 
Knowing that I matter, my voice is 
heard, that I’m seen as an individual 
makes a massive difference to me."

How can I get involved?

We will be holding more Advance Collective sessions in 2019/20 and will be in Leicestershire 
(December 2019) and Oxfordshire (March 2020).  We’ll invite you to your local session - so keep an 
eye out for an invitation and dates in the customer newsletter!

Adam

Tom
“We travel all over the country and 
the customers who come to the 
meetings can voice their opinions."

Tom and Adam work together as 
Co-chairs of the Advance Collective.



The Operations Board is group of customers and staff, who work together to make services better 
for everyone. They do this by making sure your voices are heard in decisions about what happens at 
Advance. 

Some things we’ve achieved this year…

• Helped to review new maintenance contracts, making sure we have the best people for the job

• Overseen the action plan from the 2018 Customer Survey results. This has included supporting 
customers to feel listened to, and that they are involved in the way their services are run

• Reviewed the service standards for Housing and Support, and how we tell people about them

“It feels like Advance are trying to 
break down the barriers between staff 
and customers at the highest level, so 
avoiding the ‘them and us’ mantra. 

We get to talk about the performance 
of Advance through the services we 
provide, how we can improve and what 
is the forecast for the future, so in 
a nutshell you feel involved in the big 
decisions.”

Operations Board
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Jim
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We’re committed to providing good quality homes, and understand the important part they play in 
people’s wellbeing. We are very pleased that 92% of our housing customers tell us they are happy with 
the quality of their home. This year, we were one of the first organisations to sign up to the National 
Housing Federation’s Together with Tenants initiative.Together with Tenants focusses on making the 
relationship between housing associations (like Advance) and tenants stronger, and on making sure 
your voices are heard and that you can hold us to account. The Together with Tenants charter has 6 
commitments, and we’d like to share with you some information about how we’re meeting these. We will 
continue working in these areas to provide you with the best possible service.

Relationships: We aim to treat all our customers with dignity and respect. As a minimum, you will 
receive an annual visit from your Regional Housing Officer. We only achieved this for 2/3 of customers 
in 2018/19 so we are working hard to improve this. We have also recruited a new team of Housing 
Outreach Workers to enable more direct contact with customers where it’s needed.  All our staff are 
recruited and trained in line with our PRIDE values, which outline how our work with you should be 
based on Partnership and Respect.

Communication: You can contact us for repairs or any other issues. Why not sign up for 
MyAdvance on our website? You can also call our Customer Services Team on 0333 012 4307 or email 
customer.services@advanceuk.org. In 2018/19 we answered 66% of phone calls within 30 seconds and 
responded to 86% of e-mails within one working day. We improving our call centre systems to help us 
get to calls and emails more quickly. We continue to review the information we send out to you, to make 
sure that it is easy to understand and in accessible formats where needed.

When things go wrong: When things go wrong, we provide a simple and accessible route for 
raising issues and making complaints. Our Comments, Compliments and Complaints process is shared on 
our website, in customer packs and in our new Giving us your views video.
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MyAdvance
In March we launched MyAdvance, a new online portal 
where you can find information about your tenancy 
and communicate with us. Designed with customers, 
MyAdvance gives you new options and more choice about 
how you manage your tenancy. To sign up you just need 
your 6-digit tenancy reference and your date of birth.

Theresa, who has signed up, told us, "It was easy to sign up, and it's really handy having everything 
in one place”. Find the portal on our website www.advanceuk.org by clicking the MyAdvance 
button.

Housing
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Voice and influence: We value your views and actively seek them on issues that matter to you. 
This year we re-tendered the contracts for cleaning, repairs and gas safety work across the country and, 
through workshops and consultations, made sure that the things that mattered to you were what led the 
choices made. Customers also helped us shape our new online customer portal, MyAdvance. Our new 
Giving us your views video shared information about how you can tell us what you think, and how we 
will respond. You can find the video on the ‘Customers’ page of our website. 

Accountability: We provide information about our performance, and publish this so that it is 
available for everyone to see. Our customer packs (provided to all new customers and shared on our 
website) outline our service standards, letting you know what you can expect from us. We have done a 
lot of work on improving value for money in 2018/19. Overall our total cost per property was £6,175 
(excluding support services) which is slightly lower than the average for similar organisations.

Quality: We make sure that all of our properties meet the Decent Homes Standard. A programme 
of planned maintenance means that homes are kept in good condition, while our repairs service ensures 
that issues that arise unexpectedly are dealt with. In 2018/19 96% of repairs were completed within the 
target time and 96% of customers were satisfied with the repair. We ensure that all our properties have 
an annual gas safety check; at the end of 2018/19 our performance stood at 99.7%, with just 2 properties 
overdue, where we had to go to court for an order to get access to the property. We have also 
undertaken a lot of work on fire safety in the past year, including ensuring that 100% of our properties 
with communal areas have an up-to-date fire risk assessment, and all the improvement recommendations 
from these are tracked and implemented.

How we spend each £1 of
rent

How we spend each £1 of 
service charge

18p housing
management

36p day to 
day repairs 15p planned

maintenance

13p health 
& safety in 
homes

18p providing homes

9p communal facilities

11p cleaning

9p fire safety

37p furniture
8p gardening

20p gas &
electricity

6p water

The main changes from the previous year are that we have spent a lot more on landlord health and 
safety. This is up from 7p to 13p in each £1 of rent, with a drop in planned maintenance spending to 
enable this. Our spending on fire safety services has also increased from 6p in each £1 of service 
charge to 9p. 
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We’re committed to providing high quality services, to make sure that you receive the support you need 
in the best way.  We are always working to improve our services, and an important part of this is hearing 
from you about your experiences.

This year we have trialled a new way of making sure that your voice is heard. Trained customers have 
visited schemes, giving customers an opportunity to speak to them as a group or one-to-one. They have 
spoken with customers in Slough, Luton and Leicestershire.

The visits showed that people felt comfortable with speaking with another customer, and were able to 
share feedback with them in a way that felt constructive to them. The information received, good and 
bad, is fed back to the management team who have to evidence that things are put in place to ensure any 
needed improvements are made. In the next year we will be running a full pilot of this project, and look 
forward to sharing the results with you.

Our registered support schemes are inspected by the Care Quality Commission (CQC), to make sure 
that you receive a good quality service. The CQC gives each scheme an overall rating of Outstanding, 
Good, Requires Improvement or Inadequate and publish this online for everyone to see.

In 2018/19 8 of our services were inspected by CQC, and we’re pleased that 7 achieved a rating of 
Good. This means that the services are performing well and are safe, effective, caring, responsive and 
well-led. In the year ahead we will continue to work towards being rated as ‘outstanding’.

This wasn’t always what Billy’s life looked like, however, and when he first came to Advance he was 
experiencing a lot of anxiety.  With the help of Ade (above left), Billy’s keyworker, and the Complex 
Needs Team, staff worked with Billy to help with his anxiety around the changing of routines. 

Billy is now planning a two-day holiday. He will travel with Ade and another worker to stay on the 
Isle of Sheppey so he can be near to his Dad. If this trip goes well, longer trips will be planned for 
the future.
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Billy's story
Billy is an Advance customer who lives in Bexley, and 
has had quite a journey to get where he is today. Now, 
Billy goes out to the cinema, to theme parks and for 
meals with support workers and relatives, and enjoys 
structured personalised support to help with his 
routines. 

Support



Javid's story
“My life has changed since I’ve been here – the staff have been very 
supportive.”

When Javid needed more support, he moved to Bowls Court, 
where both his Housing and Support are provided by Advance. 
Since then his health has improved, and his confidence has grown 
as he’s learned important skills for living independently. Javid likes 
that he can get the support he needs, while living in his own flat.
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Bubble Club, Photography and Art Group
At Advance we are keen to expand our horizons by working with partners – especially if it 
benefits our customers. The Hackney-based Photography and Art group have been collaborating 
with London Inclusive Club Night organisation the Bubble Club to provide wall art, photographs, 
animations and multi-sensory installations at their events every other month. 

The Bubble Club provide the group with a platform and the opportunity for their work to be 
viewed and admired by a large audience has been invaluable. Members of the photography and art 
group have all enjoyed a big confidence boost from the recognition of their work.  We are proud to 
be regular contributors to the Bubble Club and very happy to support them in their brilliant mission 
to create inclusive adult spaces for those with learning difficulties, disabilities and mental health 
conditions to express themselves in a safe environment. 

Advance Customer Report 2018 - 19
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Disability Confident Leaders
Emma Wheatley and Parminder Marwaha (Pam) attended a 
House of Commons reception in late 2018 which followed the 
International Day for Persons with Disabilities.  Invited organisations 
were thanked for their ongoing support of the Disability Confident 
initiative and the work we do to promote disability inclusion in the 
workplace. Emma Wheatley and Mandy Wood used this opportunity 
to invite volunteer staff members to join the Disability Confident 
Group within Advance to continue working towards and assessing 
Advance being a Disability Confident Leader.  
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We were delighted that we achieved an upgrade to `Leader’ status in 2019 after works carried 
out by our HR and Employment teams which included setting up a focus group to ask staff with 
disabilities a series of questions relating to their work environment, the process through which they 
were employed at Advance and how their training and support needs are met.

Better Pathways employment skills workshop

Employment



We realise the importance of being a friend to the environment, and we are committed to being as envi-
ronmentally positive as we can. 

For us, this involves things like making sure that we reduce our carbon footprint and reducing our travel 
and transport – this we have done by using video conferencing tools like ‘BlueJeans’ instead of travelling 
to go to a meeting.  We want to make our houses as energy efficient as possible – sometimes this in-
volves doing things like adding double glazing windows so that in winter the house stays warm without 
needing as much heating. In our offices, we do our best to make sure we aren’t printing too much or 
wasting paper, we try to save water by not leaving taps running and use hand driers instead of paper 
towels. These actions may seem small, but for a company with quite a few offices it’s very important to 
see the bigger picture and realise that every little helps. By being energy efficient, we are not only helping 
the environment but saving money too – and this money can be put to use on helping the people at the 
heart of what we do; our customers. 

Environment
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Beach clean-up
In Dorset, the Advance Let’s Get Together cus-
tomer group went to a beach clean-up event! 

The pro-active group decided that they wanted 
to help the sea animals and beach-goers, and 
along with many others put on their gloves and 
protective clothing and picked up litter from the 
beaches. What a fantastic thing to do, and we 
hope to see more of it in the future.

Top tips for being a friend to the 
environment
• Make sure your lights are off when you aren’t in the room!
• Only boil as much water in the kettle as you need – if you’re having one cup of tea don’t fill the 

whole kettle – it uses more energy!
• In winter, wrap up warm with cosy socks and jumpers instead of putting the heating on high
• Try not to leave your taps running
• Use public transport (like the bus or trains), or car pool with other people
• Recycle your rubbish!
• Try not to use single use plastics like straws or plastic bags, as these often end 
      up in the sea and can harm sea animals
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We understand that, with lots of changes happening in the world, some people worry about their 
circumstances. We want to reassure you that Advance is doing well and planning for the future. In a 
strong financial position, we are performing well compared to similar organisations. We have consistently 
kept to our budget, which means we can keep investing in our staff, properties and services. 

We have continued to focus on delivering value for money – making sure every penny we spend goes 
into improving services and making things better for our customers. We have achieved this despite some 
challenges – increasing wages, pressure on local authority funding for support, increased housing costs 
from enhanced health and safety checks and of course increased risks from the uncertainty around 
Brexit. 

Like other Housing Associations, we have a 30 year plan which ensures we have the funds in place to 
deliver our services. Every year the Advance Board reviews that plan and tests what would happen 
if things changed, such as interest rates or inflation being higher than expected. The Board remain 
confident that our long-term financial plan is strong, and that we know how to respond if things change. 

We continue to work to our 2017-20 Corporate Strategy, which will be refreshed in the coming year. 
Our objectives outline the key areas that we focus on in all our work. if you would like more information 
about our financial position, you can find our full financial statements on our website.

Objective What this means

Excellent 
services

Delivering the best possible services to our customers, meeting or exceeding 
their expectations and becoming the provider of choice.

Workforce
excellence

Having a professional, stable and motivated workforce that has the knowledge, 
skills and commitment to deliver excellent customer service.

Engaged
customers

Working collaboratively 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

Consistently growing, improving and expanding the services we provide so 
that we can transform more lives. 

Financially 
sound

Generating sufficient income, deliver value for money as well as positive social 
value and secure our long-term financial viability to support our ambitious 
plans.
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Our future



Billy, a housing and 
support customer, on a 
day trip to London



Advance is the trading name of Advance Housing and Support Ltd.  Registered Office: 2, Witan Way, Witney, Oxon, OX28 6FH.
Registered under the Industrial & Provident Societies Act 1965,  Reg. No. 21143R.  Advance is registered with the Homes and Communities Agency No. LH0280 VAT.  Registration No. 902936329

Transforming lives together

www.advanceuk.org @Advancetweets @AdvanceUK.org 0333 012 4307

October 2018 - Luton 
customers Edinburgh holiday

January 2019 - Drama group 
dance & movement workshop

November 2018 - Salih's job 
in Hackney community garden

February 2019 - Shared 
owner, Gayle in our video

December 2018 - Christmas 
party fun in Bournemouth

March 2019 - Collective 
meeting in Cheltenham


