Transforming lives together

Transforming lives together

April 2019 - Home visits by our
Customer Services Team

May 2019 - Creating a new
garden in St Austell

June 2019 - Fire Safety demo
for Dorset customers

July 2019 - Kieron is awarded
a certificate for dancing

August 2019 - Customer art
exhibition at the Bubble Club

September 2019 - Volunteers
support customers in Hackney

CUSTOMER REPORT 2019-20

"We like looking at the boats and seeing
people out and about"
Liz and Sian receive Housing and Support services in Dorset
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Review of the year

Chief Executive, Julie Layton (back row, centre) visiting Housing and Support customers and
members of our staff team in Dorset.
Welcome to the Customer Report 2019/20. We are pleased to share with you what’s been happening at
Advance over the last year. I hope you find it useful and informative.
As Chief Executive I have been proud to see the achievements of customers and staff referred to in the
Report. I am also pleased to be able to share some of the changes that we’ve made to improve services.
Listening to you is the best way to improve our services, so we continue to provide and promote forums
for your voice to be heard.
Your feedback about our services is really important. You can read more about what you told us and
how we responded on page 6. Please do keep sharing your comments, compliments or complaints. Our
video ‘Giving us your views’ (available on our website) was made with and for customers, and explains
how you can give feedback. Please do take a moment to watch it.
This year marks the end of our 2017-2020 strategy and the launch of our new plan to take the
organisation forward. Keeping customers at the heart of all we do means it is very important for us to
listen to your ideas about what we should be doing.
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I am grateful to everybody that helped us to shape the new strategy. Our new plan will keep the
organisation on its current, financially stable path as well as continue to deliver high quality services.
You can read more about our future plans on page 22.
Thank you to all of you that have taken part in activities over 2019/20. These included interview panels,
workshops, the customer newsletter, events and more. We know that we do our best work when we
work in partnership. A particular thank you to the customers who have put this report together.
At the end of 2019/20 we all experienced the challenge of lockdown as a result of the Covid-19
pandemic. I am incredibly proud of how well everyone managed in difficult circumstances. I know how
hard it has been being isolated from friends and family, but I have been amazed by the dedication of our
teams and positive spirit of all customers. You can read more about our response on pages 10-13.
I look forward to seeing many of you in the coming year. Some of my visits may be virtual, but I hope
to see as many of you as possible.

Julie Layton
Chief Executive
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Main offices in
Witney, Leicester,
London, Dorset &
Cornwall

YouSaid We Did

YOU SAID

WE DID

We want to feel more
comfortable making a
complaint.

1

Complaints

We want more ways to see
our tenancy information.

2

Tenancy Information

3

Peer Support

4

Operations Board

5

Campaigning

6

Tenancy Support

Sometimes we feel more
comfortable talking to
another customer.

We don’t understand what
the Operations Board is and
does.

We want our voices to be
heard.

We need more support to
maintain our tenancies.
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We made a new video
with information about our
complaints process. Find out
more on page 7.

We launched our new online
portal ‘MyAdvance’. Find out
more on page 8.

Two new projects mean you can
talk to a trained customer about
your experience. Find out more
on pages 19 and 20.

We refreshed the group, with
a new name that explains what
they do. Find out more on page
15.

We ran sessions across the
country to hear about what
matters to you. Find out more
on page 14.

We have 6 new Housing
Outreach Workers, who help
people manage their tenancies.
Find out more on page 18.

Comments, compliments, complaints
We know that listening to you is the best
way to improve our services. If you feel that
something is wrong, we want to hear about it.
We will do our best to fix the problem there
and then, but if it is a bigger issue we will
record it as a complaint. You can let us know
about any problems by talking to any member
of staff, or contacting our Customer Services
Team 9am – 5pm on 0333 012 4307 or
Customer.Services@advanceuk.org. You can
also get in touch online through MyAdvance
and our website's Contact us page.
This year we have worked hard to make people
feel comfortable giving feedback. Our new
video has information about ‘Giving us your
views’ and customers sharing what it’s like to
do so. You can view the video on our website
or our YouTube channel @FilmsAdvance

“It’s really heartening to know that, should I need to give
feedback, I would be listened to”
We aim to investigate a complaint, talk to you and resolve it within 3 weeks. If it will take longer, we will
call you to let you know. When it has been resolved we will call you to make sure you are happy with
the way it was handled. This year we resolved 64% of complaints within 3 weeks, our target is 80% so we
will keep working on this. 68% of people said they were happy with the way their complaint was handled.
This is more than last year and close to our target of 70%.
In 2019/20 we received more compliments and complaints. We are pleased that we are hearing more
about your experiences and can use your feedback to improve services.
Some things that have changed this year because of your feedback are:

The way we manage our gas services contractor, to make sure they
provide a good quality service
How we monitor outstanding repairs and make sure they are completed
The way people apply for Advance Housing, making it clearer and easier
Please keep giving us your feedback, so that we know what works for you and what needs improving.
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Sign up for MyAdvance

Transforming lives together

24/7 access to your account

MyAdvance is a quick and easy way to manage
your tenancy. Create your account on our website:
www.advanceuk.org

Our accessible guide gives step-by-step
instructions on how to use each of the features.
Find the guide online at: https://bit.ly/31vAfir

Sign up for MyAdvance to:

Get 24/7 access to MyAdvance on your:

•
•
•
•
•

•
•
•
•

Get in touch with us
Check your tenancy details and rent statements
Make payments to Advance
Tell us about repairs or maintenance
Keep your contact details up to date

Phone
Tablet
Computer
Laptop

To make sure you have all the information you need,
have your rent statement with you when you sign up
Advance Customer Report 2019/20
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Digital inclusion
We’re opening our doors to new and improved ways of
working, including more ways to get involved and stay in
touch online. We know that digital skills can be valuable for
everyone, so as well as supporting staff to use new tools,
we will be providing safe spaces for customers to learn and
explore getting online.
You can already use our website to access MyAdvance,
contact Customer Services and sign up to receive our
newsletters, as well as following us on social media to hear
more about what’s happening across Advance. This year we
will be creating more opportunities and new ways for you
to get involved online.
To take advantage of these benefits and receive updates on new opportunities, make sure that your
Support Worker, Housing Officer or Housing Outreach Worker has your current email address on file. If
your email address has changed, just let them know and they will be happy to update it.

Environment
At Advance we care about the environment and our impact on the world we live in. We are always
looking for ways that we can reduce that impact at an organisational level (for example, by contacting
you by email we can reduce the amount of paper we need to use). But we also know that when
everyone takes small actions it can make a world of difference. Below are some top tips for how we can
all making a positive difference to the environment in our day to day lives.

Top tips for being a friend to the environment
•
•
•
•
•
•
•

Use energy efficient light bulbs in your home. This can save you money too!
Take a bag (or bags) with you when you go shopping, so you will not need to buy single use
plastic bags
When cooking, cover your saucepan with its lid so that the heat doesn’t escape
Plant flowers that feed the bees, they help to keep the planet healthy!
Buy or make a reusable face mask, to help you follow health guidelines
Walk or cycle to nearby places, instead of driving
Consider having ‘Meat Free Mondays’. Doing this for a year can save the same
amount of energy that a car uses on a 1,160 mile journey!
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Our response to COVID-19
The impact of Coronavirus (COVID-19) has been felt
throughout our communities, and as an organisation we
recognise our responsibility to respond in a way that keeps
both our customers and staff feeling safe and supported. As
a result of swift action and careful planning we have so far
come through the pandemic with minimal negative impact.
Over the summer our focus was on safely maintaining
services to customers, supporting and protecting staff and
ensuring we followed Government guidance. Amid reports
of shortages of Personal Protective Equipment (PPE), our
team of coordinators got to work establishing new supply
and distribution chains to made sure that all of our front line staff had the equipment they needed.
To help people to feel safe, we explored different ways of providing the support that people needed,
including offering support by phone and video calls. We also supported people to develop digital skills to
keep in touch with friends and family, order shopping and arrange deliveries of prescriptions.
Staff supported customers to understand and follow the national guidelines to stay safe and healthy.
We provided a range of information resources in Plain English and Easy Read on topics such as social
distancing guidelines, signs and symptoms of coronavirus, and maintaining good mental health.
We understood that for many of our customers COVID-19 and lockdown would be difficult, and that
they might need some extra support during that time. Our Housing staff made regular calls to those
who don’t receive support services, may need practical support to stay at home or who live alone and so
might be more isolated. Customers, their families and their
support providers told us that they really appreciated these
calls and that they made an especially big difference to who
people who were shielding and unable to leave the house.
We will continue to make these calls those who need them,
to make sure that they are getting the support they need.
Across the country customers and staff got stuck in to
activities to stay active, stay connected and thank those key
workers that helped to keep communities safe.

Martin from Bexley says thank-you
to the NHS
Advance Customer Report 2019/20

For the latest information, guidance and advice relating to
COVID-19 please see our website www.advanceuk.org for
accessible resources on maintaining health and wellbeing.
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COVID-19 survey
In July we spoke to a sample of customers about their experiences during the early stages of the
pandemic, and how they felt we responded to it.

What you said
• Overall you were happy with the way we responded to the
COVID-19 pandemic
• You were pleased to see our staff using Personal Protective
Equipment (PPE) and that it helped you to feel safe
• 95% of you said that you received all the information you
needed
• That the pandemic had negatively affected your mental health

What we'll do next
• We will focus on supporting the mental health of all customers,
as we know that people’s wellbeing has been affected by the
pandemic and lockdown
• We will continue to make calls to those customers that need
them to help them stay well and reduce isolation
• We will ask all customers for their feedback using these
questions in the annual customer survey later this year
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Lockdown photo gallery
Customers and staff across Advance have been keeping our spirits high with photos of what they’ve
been getting up to! Follow us on Facebook (@Advanceuk.org), Twitter
(@Advancetweets) and Instagram (@Advance_uk) for more pictures and stories!
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Christine held a wonderful
birthday celebration at home
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Kieron loved listening to music
and dancing every day
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Angela enjoyed grow
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"Social distancing can still
be done with a smile!"
At Hampton Mews 15 people are supported to live independently.

Advance
Tom and Adam work together as the Co-Chairs of
the Advance Collective. They are both customers
with Advance, keeping the Collective independent.
Tom says:
“The Collective gives customers a chance to
express themselves, we meet people and find out
about their needs. Because we talk directly to
customers they can tell us if anything is happening
that is worrying or upsetting them. We hear lots of
good stories too!
We take this feedback directly to the Advance
Customer Partnership. We are here to represent
your views on how Advance is run and your
suggestions on how it could be better. It’s important
to us that people feel free to express their views to
help us improve the services.
The meetings are run in a very relaxed way, and the
Collective is also a chance to socialise and chat.”

In 2019/20...
June

In London we talked about the different ways people can get involved with
Advance, and why it’s important to them.

September

In Cornwall we listened to your feedback on the contractors who carry out
work for us.

December

In Leicester we asked you about your sense of community, and what we could
do to support it.

March

In Worcestershire we held a special event for Shared Owners, to hear about
their experiences and answer their questions.

Get involved!
We will be holding more Collective sessions in 2020/21. These may look a bit different as we
continue to prioritise people’s health.
Email us at Collective@advanceuk.org for details of upcoming virtual sessions, and keep an eye on
our customer newsletter Advance Together or follow us on Facebook, Twitter and Instagram.
Advance Customer Report 2019/20
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Advance Customer Partnership
The Advance Customer Partnership is the new
name for the Operations Board, a group of
elected customers and senior managers who
come together to make sure that your voices
are heard in Advance’s strategy and the ways we
work.
This year, the group responded to feedback
from you and changed its name to make it
clearer what they do. Now called the ‘Advance
Customer Partnership,You Speak – We Listen’,
the new name and logo (right) helps to show
that the group is about working together to
make sure that your voices are heard.
The group has achieved a lot this year, including:
•
•
•
•
•

Welcoming 3 new members, to help improve representation from around the country and
different services
Looking at how we meet the commitments of the National Housing Federation's Together
with Tenants charter, and identifing areas where we can improve
Shaping our new 3 year strategy – ensuring that we focus on the things that matter most to
you
Overseeing the Health and Wellbeing project, focussing on how health information is shared
with you
Agreeing a Customer Scorecard, with important information about our performance.You can
learn more about this on page 16.
"The Advance Customer Partnership gives
customers an opportunity and a voice to
share opinions on how Advance should run
their services. Being a member of the Advance
Customer Partnership has given me confidence
in taking part in debates and discussions."
Chris (pictured left) part owns his own home in
Worcestershire through our Home Ownership
for people with Long-term Disabilities (HOLD)
scheme.
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Customer scorecard
The Customer Scorecard shows information about how we are performing in different areas. These
areas were chosen by the customer members of the Customer Partnership to best show the quality of
service being provided to customers. The table below shows the measures that make up the Customer
Scorecard, our targets for them, and our performance at the end of 2019/20.
For Everyone: These measures show our performance in areas which may be of
interest to customers regardless of the services they receive.
% of calls to Customer Services answered in 30 seconds

Target

March 20

80%

57%

Customer satisfaction with complaints

70%

68%

Facebook, Twitter and Instagram followers

2,050

2,233

15,000 per
month

17,738

Target

March 20

% of Housing Officer visits completed

90%

93%

Customer satisfaction with repairs

90%

94%

% of repairs completed on time

95%

96%

% of electrical safety completed

100%

90%

100%

99.4%

100%

97%

Target

March 20

Under 30%

7%

95%

80%

90%

50%

We aim to answer phone calls within 30 seconds and we are disappointed to have only achieved this for 57%
of calls answered. For 2020/21 we have recruited an extra Customer Services Advisor, to help us reach our
target. We also survey people who call us every month and across the past year 99% were satisfied with our
Customer Services team’s response to their call.

Visits to our website

For Housing: These measures show our performance in the services that we provide
to our Housing customers

We moved from a legal minimum standard of full electrical installation condition reports every 10 years, to
every 5 years. We still had 10% of properties to catch up at the end of March 2020.

% of gas safety checks completed
Gas safety checks were overdue at 4 properties at the end of the year due to coronavirus and customers
needing to postpone the checks.

% of fire risk assessments/reviews completed
Fire risk assessments were overdue at 11 properties at the end of the year due to coronavirus meaning a
decision was made to postpone the checks.

For Support: These measures show our performance in the services that we provide
to our Support customers
% of scheme audits rated and remaining red
% of support plan reviews completed
For support plan reviews: We expect this target to be met in 2020/21 as support plans are transferred onto
iPlanit over the coming year.

% of serious incidents reported within guidelines
This has been investigated by the Executive Director of Support who found that follow-up reports were not
always shared as they should be. We have introduced updated guidelines and training to remedy this and have
already seen significant improvements.
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"Cycling every day helps me to keep
fit and get to know the local area"
Bose receives Housing and Support in Hackney

Housing
We understand the impact of a secure and quality home on someone’s life. We are committed to
providing high quality housing solutions and supporting customers to maintain their tenancies, so that
they can feel safe and comfortable in their homes.
In 2019/20 we introduced a new role into the Housing team and recruited 6 Housing Outreach Workers
(HOWs) to work with customers across the country and support them in resolving tenancy issues. As
well as working with individuals, the HOWs have also improved the service we provide to our customers
by dealing with maintenance issues, organising furniture replacements, ensuring actions from Fire Risk
Assessments are completed, building relationships with support providers, improving the accuracy of
utility billing and more! We have been thrilled to hear about the difference Housing Outreach Workers
are making, with customers telling us that their help and support made them feel safer in their homes.
"Felt I needed to give our new outreach worker Kevin some praise.With a service user who we have had
ongoing tenancy issues he had just the right approach with her but was firm and had an action plan in place
less than 24 hours later. I asked about all our service users rent accounts, again Kevin was on it straight
away.Together we found 3 small arrears all of which have been paid off. Also signed some up for the portal
system and changed some standing orders to direct debits. Repairs etc. have been reported and sorted. He
has completed all 7 tenancy reviews with good outcomes."
Manager from a partner organisation for mental health support
You can also continue to speak to your Regional Housing Officer if you have any concerns, and can
expect to have an annual visit from them to check that you are receiving the services you need. In
2019/20 93% of customers received a visit. These have mainly been replaced with telephone support at
the moment due to coronavirus.
To help keep you safe we perform gas safety checks at every property with gas appliances (such as
cookers and boilers). As a landlord we are required to do this every year. In 2019/20 99.4% of the
necessary gas safety checks were completed, with 4 on pause at the end of the year due to coronavirus.

Roan Villas, Cornwall
In 2019 four young people with learning disabilities moved in
to their brand new, purpose built flats in Cornwall. As well
providing a comfortable home, each flat has been built with
customer needs in mind and incorporating assistive technology
features. From fire dampening misting systems to exit sensors
and video enabled doorbells, technology has been put in place
to keep customers safe, meet their needs and promote their
independence.
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In November 2019 we launched a pilot project with tenants in Leicester to ensure repair works
provided by our contractors are completed to the high standards that we expect, and that customers
are treated with respect throughout the process. The Tenant Inspectors project gives customers who
receive housing services from us a new way to feed back on the repairs, cleaning and gardening services
they receive. Tenant Inspectors receive training before visiting our properties and checking that repairs
and other work have been done properly. They report back, giving us valuable feedback that allows us to
better manage our contractors. We will be expanding the Tenant Inspectors project to different areas of
the country over the coming year, subject to coronavirus restrictions. If you want to help make services
better for everyone speak to your Regional Housing Officer or Housing Outreach Worker about getting
involved.
If you need to report a repair, or contact us about any other issues, there are a number of ways you can
do this. As well as speaking to your Regional Housing Officer or Housing Outreach Worker you can
contact our Customer Services team:
•
•
•

Through our online housing portal MyAdvance (direct from our website advanceuk.org)
By phone on 0333 012 4307 (open Monday – Friday, 8.30am – 4.30pm, and for emergencies only
outside these hours)
By email at Customer.Services@advanceuk.org

In 2019/20 we surveyed 918 people who called us. 99% were satisfied with the team’s response to their
call.
This year our total spending per property was £7,275 (not including support services); slightly higher
than the average for organisations similar to Advance. Check below to see how we use the income we
receive from rent and service charges and what you are paying for. There is more information in the
Financial Statements, published on our website.

How we spend each £1 of rent

How we spend each £1 of
service charge
10p communal facilities

13p providing homes
11p health
& safety in
homes

22p planned
maintenance
Advance Customer Report 2018/19

4p water

20p housing
management

9p cleaning
12p fire safety

19p gas &
electricity

34p day to
day repairs

7p gardening
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39p furniture

Support
At Advance the experiences of customers are our priority. We know that listening to you and working
together are the best ways to make sure that we continue to provide the high quality services that you
deserve. We are committed to doing this in ways that help your voice to be heard.
In January 2020 we were joined by a new Quality Improvement Manager, Catherine Jones. In her role,
Catherine will work to make sure that all of our services meet our own high internal standards, in
addition to those of the Care Quality Commission (CQC) for those services which are regulated.
The CQC monitors the standards of care and support services, which are regulated by law, and gives
each service a rating following an inspection. The 4 possible ratings are Outstanding, Good, Requires
Improvement or Inadequate, and they publish the rating online so that everyone can see it. We’re
pleased that this year 100% of our services that were inspected were rated as Good. This means that
the services are performing well and are safe, effective, caring, responsive and well-led.
We continue to work towards having Outstanding services. One way we do this is by listening to you
when things go wrong.
In October 2019 we were successful in applying for funding to pilot a new project called Peer Service
Reviews. A Peer Service Review is a visit from a trained customer (called a Peer Listener) to one of our
support services, to listen confidentially to the customers there about their experiences, what is good
and what could be better.

My life with support
“I am a young lady of 34 and I live in the community in
my own flat with a 24 hour support team.
As part of my illness I can be very aggressive and I
have been very violent, but my staff team were very
kind and patient with me and as time passed they got
to know what helps me in times of crisis. I know they
trust and listen to me.
I receive a lot of emotional support and reassurance and this helps me to understand that the
voices are not real people and that I can be strong and not allow them to rule my life.
I enjoy my life. I have learnt how to carry out all of my independent living skills… and I am doing
things in the community that I could only have dreamed of.”
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Peer Reviews
"These visits help people to feel heard in a safe
way, with someone that they can relate to. Being in
a similar situation helps build mutual trust, so they
feel they can talk to us.
Being a peer listener has built my confidence and
made me feel useful. I've learnt new skills and can
give something back" - Adam, a Peer Listener
The Peer Listener uses the feedback they hear to write an anonymised report with recommendations
if there is anything that needs to change. The Service Manager will make an action plan, to share and
celebrate good practice, and to make changes where needed. The results of the visit are shared with the
Advance Customer Partnership, who make sure that the action plan is completed.
Peer Services Reviews are responsive, taking place when a concern is raised. Anyone can raise a concern
or ask for a Peer Service Review. If you would like to request a visit from a Peer Listener you can contact
the Quality Improvement Manager at Catherine.Jones@advanceuk.org.
The pilot of Peer Service Reviews has been very successful and we plan to grow the project so that
we can hear from more people. If you are a good listener, and want to help make services better for
everyone, you can apply to train as a Peer Listener. Write to CustomerEngagement@advanceuk.org
telling us about yourself and why you would like to get involved.

Home sweet home
Stephen lives in an Advance property where he also
receives our support. When his health needs and support
needs meant that it would be better for his housing and
support to be provided by one organisation, Advance was
able to step up to help.
Moving in to his own flat in St Austell, Cornwall helped
ensure that Stephen receives consistent support, and that
he’s able to successfully maintain his own home and the
level of independence he wants.
Advance Customer Report 2019/20
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Our future
This year we will be launching our new organisational strategy for 2020-2023. Full details will be coming
soon (keep an eye on our social media for news!), but we wanted to give you a brief overview, and to tell
your about how our future direction has been shaped by your feedback.
The coronavirus pandemic presented many challenges – but also proved that we are able to adapt, take
decisive action and remain true to our values and focus on you, the customer. Over the next three years
we will use the learnings from the pandemic and our skills and expertise to deliver more quality homes
and personalised outcome-focused services.
We spoke to customers across the country and across services, to hear about your priorities and the
direction you want Advance to go in. You told us that you want more people to benefit from good
Housing and Support services, that you want your services to be the best that they can be, and that you
want staff to be well supported by us as an organisation. The Advance Customer Partnership helped us
to turn your feedback into our 3 core objectives, which you can read more about in the table below.
Our vision and values remain true to who we are, and what drives us all to deliver high quality housing,
and support that transforms lives.
We are incredibly proud to be an organisation where staff have consistently gone above and beyond to
ensure people continue to be supported during the pandemic.
We look forward to the future with optimism and confidence that by working together we can continue
to transform lives.

Objective

What this means

Quality homes &
services

We will provide high quality homes and services that have a clear and
positive impact on customers’ lives.

Sustainable
growth
High-performing
organisation
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We will increase the number of people who benefit from our housing
and support services. We will work with commissioners to develop and
deliver new models of housing and support.
We will maintain financial security and recruit and train great people to
ensure we provide the best possible services.
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"I don't know where I'd be
without Advance"

Brett receives Housing and Support in Canvey Island

Transforming lives together

October 2019 - Carving pumpkins
in Redruth

November 2019 - Housing Outreach
Workers help out in Cheltenham

December 2019 - Celebrating
Christmas in our services

January 2020 - Peer Service Reviews
launched

February 2020 - Customers
celebrate their relationship

March 2020 - Philip and Katie
self-isolate together

0333 012 4307

www.advanceuk.org
@Advancetweets

@AdvanceUK.org
advance_uk

Advance Housing and Support Limited is a registered society under the Co-operative and Community Societies Benefit Act 2014. Reg No: 21143R
Advance is the trading name of Advance Housing and Support Ltd. Registered office: 2 Witan Way, Witney, Oxon OX28 6FH

