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Welcome to Advance Together! To help make this newsletter some of our customers from 
Windsor formed an ‘editing panel’. Together, they helped decide what should go in the newsletter 
and how it should look. 
Here they are to introduce themselves…

Welcome

MEET THE EDITORS (left to right)

GRAHAM - enjoys spending time at the day centre and going out to eat
SUSIE - is a fashionista and loves having her nails painted
AMANDA - loves bowling and is very good, last week she got a strike!
CLAIRE - is a Man United fan, and has recently been on holiday to Somerset
ROY - loves going to the theatre and listening to big band music

If you'd like to help edit a future issue let us know at 
customerengagement@advanceuk.org or call us on 0333 012 4307
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Advance News
NEW CHAIR OF THE ADVANCE BOARD

We are happy to announce that Marie Li Mow Ching has 
been appointed as the new Chair of Advance from 1st 
April, 2019.

Marie has been a member of the Advance Board since 
2017, and has lots of experience working the housing, 
health and healthcare regulatory sectors.

Marie said "I am delighted to be appointed as the new 
Chair of Advance.  I am proud of the excellent services 
that our dedicated staff provide to our customers, living 
up to our mission and values on a daily basis.  I very much 
look forward to leading Advance together with the team 
to achieve much more in the years to come."

NEW SUPPORT SCHEME IN POOLE

Young people with complex needs are set to benefit 
from a new purpose-built block of accessible flats in 
Poole.  

Advance are delighted to be providing the support for 
this new scheme. Staff will be on hand 24 hours a day, 
with a sleep-in and waking night service.   

Woodlark House is due to be completed in May 2019 
and has been delivered by Borough of Poole together 
with Poole Housing Partnership.

INVESTORS IN PEOPLE - SILVER 
AWARD

We are very happy to announce that we have 
been re-accredited at Silver level against the 
Investors in People Standard.

Paul Devoy, Head of Investors in People, said: 
“We’d like to congratulate Advance Housing 
and Support, Investors in People accreditation is 
the sign of a great employer, and an organisation 
committed to achieving success by realising the 
potential of their people. Advance should be 
extremely proud of their achievement.”
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In March the Advance Collective met in Cheltenham. The Collective gives customers a 
chance to voice their opinions and have their say in how Advance services are run.

We talked about keeping safe online,  and what makes you feel safe and unsafe.
Adam and Tom (Co-Chairs of the Collective) shared some 'top tips' for staying safe online:
• Keep your passwords private
• Don’t share personal information(like your address) or private photographs with people
• If someone is unkind to you, don’t respond, but tell someone that you trust
• If you’re unsure, ask someone you trust for help

Philip Jackson (Head of ICT and Business Systems) came to introduce the new customer 
portal, My Advance. You gave us some really useful feedback about My Advance, which will 
inform how it is developed.  You can find out more about My Advance on page 8.

Introducing Adam!
Adam is the new Co-Chair of the Advance Collective! With Tom, 
Adam will help to plan and run sessions across the country and  
represent customers on the Operations Board.

Our next Advance Collective meeting will be in London on the 
4th June.  All customers from the area will be invited, and we  
hope to see many of you there! 

Advance Collective



—6—Advance: Customer Newsletter 4 April 2019

HAVE YOUR SAY - THE 2019 CUSTOMER SURVEY

In April the 2019 Customer Survey will be posted to every Advance customer. This year we 
have made the survey shorter, so it's easier for you to fill in.

The survey is a chance for you to tell us what you think about Advance and the services you
receive. It is really important that we hear your feedback, so we know what we are doing
right, and where we need to improve. 

Please send us your survey no later than Saturday 1st June.
You can also do the survey online by going to this
website: https://www.surveymonkey.co.uk/r/MGJVK2Z

And don’t forget, by completing the survey you will be 
entered in to a draw with a chance of winning a 
£25 voucher!

We look forward to hearing what you think! The 
results and actions will be shared in the next 
newsletter and in the Customer Report in September.

GAS SAFETY INFORMATION FOR ADVANCE PROPERTIES

Do you live in an Advance property? Gas safety in your home is important for you, and for 
us. If your property has a gas supply you will need to have a gas safety inspection every year.

As your landlord, we have to make sure that all gas appliances, flues and pipework in your 
home are safely maintained and checked once a year.  This makes sure your home is safe to 
live in, as gas appliances can be dangerous if they’re not checked regularly. It also means that 
we can be sure the system is working efficiently, keeping you warm and giving you hot water, 
while keeping your gas bill as cheap as possible. 

We use a company (called a contractor) to carry out the annual 
gas safety checks and they will need to have access to your home. 
We will tell you an appointment time when they will come, but if 
that day does not suit you, you must let us know so we can 
arrange a new appointment for you.

It is very important that the safety check happens every year, to 
keep you safe. Refusing to let the contractor carry out the checks 
is a breach of your Tenancy Agreement.

Information & Advice
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CUSTOMER CONFERENCE 2019… YOU’RE INVITED! 

Join us at Winchester Science Centre on Tuesday 18th June to celebrate another year,
learn about what’s happening at Advance, meet new people and have lots of fun!

Hear from fellow Advance customers (with My Life My Choice) about self advocacy and 
what it could mean for you.

PLUS an exclusive free planetarium show and time to experiment with the exhibits! Staff 
from the Science Centre will be there to explain how the science behind them works...

Lunch and refreshments will be provided.
There is plenty of on-site parking, and a 
bus stop for bus 64 (every 30 minutes) 
from the bus station is just outside.

If you are planning to attend, please let us
know via the reply slip sent by post with
your invitation (this will be sent to you soon with the customer satisfaction survey), or 
contact us on 0333 012 4307, or email CustomerEngagement@advanceuk.org

SELF ADVOCACY GROUPS IN ENGLAND

Self advocacy is being able to speak up for yourself and the things that are important to you. 
It means means being able to ask for what you need and want, and being able to tell people 
about your thoughts and feelings.

We think that self advocacy is important, because it can
help you to get the right services for you, the way that 
is best for you.

When you know your rights and responsibilities you can 
speak up for what you want and need, and make choices 
and decisions that affect your life. 

This can be easier when you have people to support you.   
An organisation called Barod, that does research and  
training, has put together a list of all the self-advocacy groups in England.  

You can see the list by visiting www.advanceuk.org/existing-customers/other-
organisations or asking an Advance staff member to print a copy for you.

Transforming lives together
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MY ADVANCE - HOUSING PORTAL

We listened to your feedback, and have created a brand new, online housing portal. The 
portal is called 'My Advance'. You can access My Advance on your computer, tablet or phone.

If you receive housing from Advance, you can use My Advance to see important information 
about your tenancy (like your rent statements) and let us know about any problems with 
your home that might need repairing.

You can also see, and update, your contact details. This helps us to have the right information 
to contact you (or the important people in your life) in the way you want.

To use My Advance you will need to sign up. To sign up you will need your surname, date of 
birth, and tenancy reference.

Sign up on our website by clicking the 
My Advance link on the homepage!

For help signing up you can call  
Customer Services on 0333 012 4307

FIRE SAFETY IN YOUR HOME

It's important to be safe in your home. One way we can do this is by knowing about fire risks 
and doing things to reduce them.

Some ways you can keep yourself and your home safe are:

• Make sure you have smoke alarms, and can hear them go off
• Test your smoke alarms monthly – if you need help with this 

you can ask a member of Advance staff to help you
• Plan and practise how you’d leave your home if there was a 

fire. It's a good idea to have a plan B, in case your way is 
blocked

• Never leave cooking or candles unattended
• Don't smoke inside your home

It's important that you feel safe in your home. We carry out Fire Risk Assessments for our 
properties where this is required, and regular safety checks at our Support schemes.

If you have concerns about fire safety speak to your Support Worker or Housing Officer.

Information & Advice
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CUSTOMERS CHOOSE CLEANING CONTRACTORS

We value your voice and want you to have a say in important decisions about the services 
you receive from Advance. 

One way that we make this happen is having customers involved in choosing the companies 
that do work (like cleaning, repairs and maintenance) in their homes.

Recently, customers in Market Harborough told us what was important to them about 
the cleaners in their homes, and helped us to give the companies scores based on their 
applications.

They told us they want cleaners who are:
• Honest
• On time, with proper cover if someone is off sick
• Professional and show people their ID cards
• Have a good attitude and are kind
• Respectful of their homes

Their feedback helped us to give the job to the company that best meets customers' needs.

WHO CAN I TALK TO?

It's important that you know who you can talk to if you feel that something isn't right about 
the service you're receiving from Advance. We want to hear from you if something is wrong, 
so that we can make things better. If you need to you can make a complaint by contacting 
Customer Services on 0333 012 4307 or customer.services@advanceuk.org. You can 
also talk to a member of staff, such as your Support Worker or Housing Officer.

Sometimes, if you don't feel like you can talk to a member of staff, it can be helpful to speak 
to someone who is also a customer and can give you advice on  
how to get your problem sorted.

If you would like to speak to another customer about your  
concerns, you can speak to Adam or Tom. They are Co-Chairs
of the Advance Collective and can give you information as 
well as feeding back any concerns (see page 5).

To get in touch with Adam or Tom you can email  
customerengagement@advanceuk.org or 
call 0333 012 4307 and ask for Customer Engagement.

Transforming lives together
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APRIL

19th - Good Friday

21st - Easter Sunday 

22nd - Easter Monday

MAY

6th - May Day (Bank Holiday)

13th -19th - Mental Health Awareness Week
This year the theme is 'Body Image' - keep an eye out for how we celebrate it!

27th - Late May Bank Holiday

JUNE

1st - Customer Satisfaction Survey Deadline 

1st - 7th - Volunteers Week

4th - Advance Collective - London (Hackney)
All customers in the London area will be invited to attend - we look forward to hearing your 
views!

17th - 23rd - Learning Disability Week - keep an eye out for more information!

18th - Advance Customer Conference - remember to let us know if you want to come!

JULY

2nd - 5th - National Co-Production Week

3rd - Operations Board Meeting

Here are some events coming up soon!

If we need you to come along to anything, we'll 
make sure you get an invitation.

Upcoming Events
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When I feel low by Chanell

I feel a bit low 
I hide my feelings so people don’t know

I feel the need to cry, but I don’t know why
I sit here and struggle my life a muggle

I’ve had enough my mind is tough
I break down in tears

My fears are always there
I have so many people in my phone 

Why do I feel so alone? 
I feel like I am unknown

I never cry
So tonight I don’t know why 
I feel so stressed I feel a mess

I’m not going to lie sometimes I still want to die
I made a promise to my mum and support workers 

So that promise can’t come undone
I just need to look after my health.

Your Creations
Here we showcase your amazing artwork and creations! If you'd like something you've made to be 
featured contact customerengagement@advanceuk.org or tell a member of Advance staff.
Thank you Chanell and the Hackney art and photography group for your wonderful creations!
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Riddle...

What runs 
around 

the garden 
but never 

moves?

Transforming lives together

A fence!
Can you find all 8 easter eggs?

Help the bunny reach his carrots!


