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Established in 1974

Main offices in Witney,
Leicester, London, Solihull 
and Camborne

We work with 44 local 
authority areas in England

Every year we help 450 people 
with disabilities to develop the 

skills to secure and sustain
employment

We provide homes for more 
than 2,500 people

Nearly 600 of our customers 
part own their own home

2,200 people receive support
from us

We employ over 650 
members of staff
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Our vision and valuesOur vision

To transform the lives of people with a 
disability or mental health condition by 
providing the best quality housing, support and 
employment services - to enable them to live 
the lives they choose, achieve their personal 
goals, feel valued and know their voices are 
heard. Together, we transform lives.

Philip enjoys life and is very proud of his flat. 
Initially needing two Support Workers with him 
at all times, Philip's support needs reduced as 
his self-confidence grew. He now only needs 
support from one person each day.

Decorated with the art work he loves to create, 
Philip's flat doubles as a creative work space. 
He loves cooking and is brilliant at baking cakes. 
Recently Philip has decided to exercise his green 

fingers and tackle the small garden outside his 
back door.

Support Workers have helped Philip to access 
activities in the local community, supporting 
him to register when he wanted to vote and 
on weekly visits to friends at another Advance 
supported housing scheme. Philip said, "I'm really 
happy in my flat and want to thank everyone at 
Advance!"
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Partnership - we work in partnership with our customers and 
build relationships with others that help us serve our customers 
better

Respect - we treat our customers, colleagues and others as we 
would like to be treated

Innovation - we are keen to try new things – especially when we 
can make things better for our customers  

Drive - we do the right thing at the right time and everything 
we do is driven by our customers’ needs

Efficiency - we make best use of our resources, maximising 
efficiency, so we can deliver the best services for our customers

P
R
I
D
E

Our values

The staff team at our Nicholas Court service in 
Newham were recognised with a PRIDE Award at 
this year's staff conference.

They supported a family member to continue 
visiting his relative at the property in difficult 
circumstances. The team, led by Service Manager 
Diminga Browne (left), felt it was import that the 
family relationships could be maintained regardless 
of complicated issues.

Enabling visits to continue involved multi-agency 
partnership working with frequent reviews and 
regular communication.

By putting the needs of a customer at the forefront 
of their concerns, Diminga and her team provided 
living examples of our PRIDE values.
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Welcome from the Chair and Chief Executive

It is just over twelve months since we published 
our three-year Strategic Plan for the period 2017-
20. In the first year of the strategy we have made 
good progress against our ambitions but there is 
more that we want to do in the remaining two 
years. 

Our direction of travel remains the same. We 
are still passionate about achieving our vision of 
transforming the lives of people with a disability 
or mental health condition by providing the best 
quality housing, support and employment services. 
We do this to enable them to live the lives they 
choose, achieve their personal goals and know 
their voices are heard. Working together with our 
customers, we transform lives. 

The environment in which we operate continues 
to be challenging in many ways. Finances are 
difficult for those who commission our services 
on behalf of our customers and we know we 
need to keep demonstrating value for money and 
the wider societal impact of the work we do in 
supported housing. 

The Autumn Budget saw the announcement of 
£44bn of funding for housing initiatives and the 
new target to build 300,000 new homes.  This 
included £2bn for affordable housing added to 
the £7bn already announced, equaling a total 
investment in housing of £9bn for the period 
2016-21. This is the largest settlement since the 
last significant investment announced for 2008-11. 
 

Sajid Javid became Secretary of State for Housing, 
Communities and Local Government and 
confirmed the settlement on rents for the period 
2020-25 which will provide the security and 
certainty Advance needs to continue to develop 
new houses. Most recently James Brokenshire 
became Secretary of State for Housing, 
Communities and Local Government.

The Government also published its Policy 
Statement on the Future Funding of Supported 
Housing, confirming the Local Housing Allowance 
(LHA) cap will not be applied to social housing. 
While this was a positive change for long-term 
services, funding for services of less than 2 years 
could still change. 

We saw the HCA expand and become ‘Homes 
England’ bringing together money, expertise, 
planning and compulsory purchase powers.  
Homes England has a clear remit to facilitate 
delivery of sufficient new homes, where they 
are most needed, and to deliver a sustained 
improvement in affordability.  We welcome this 
development and look forward to working with 
them to create more homes.

The Government published its Work and Health 
strategy, Improving Lives: The Future of Work, 
Health and Disability, setting out a strategy on 
the future of work, health and disability. It pledges 
to take action on welfare, the workplace and the 
health system to see one million more disabled 
people in work by 2027. 

Melba Wilson, Chair Julie Layton, Chief Executive
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We have carefully reviewed our progress and 
priorities for 2018/19 with the Board.  A key 
part of this process has been to stress-test the 
assumptions on which our strategy is based 
ensuring that our strategic direction remains sound 
and that we continue to adapt to the changing 
world in which we operate. 

This year we developed a Board Governance 
Improvement Plan for 2018-19 and commissioned 
a review of Board effectiveness. We will continue 
to work closely with the leadership team and all 
Board members to ensure our governance and 
scrutiny of our performance are robust. 

At the same time we are an outward looking 
organisation and we will continue to work with 
partners in Local Government, the wider Health 
and Social Care sector, charities and other not-for-
profit organisations to identify new and creative 
ways we can deliver, improve and grow the 
services we offer. We are incredibly proud to lead 
an organisation that puts the customer and their 
voice at the heart of everything it does. We hope 
you enjoy reading about our plans for the year 
ahead. 

Julie Layton   Melba Wilson
Chief Executive  Chair
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1. Excellent services
We continue to focus on delivering the best possible services to our customers, meeting or exceeding 
their expectations and becoming the provider of choice. 

In 2017/18 we:

• Achieved impressive percentages at the point of initial audit - 73% of CQC registered and 63% of 
non CQC registered support services achieved an initial good score

• Introduced a new Business Assurance Framework across the organisation, including a new Support 
Services audit programme

• Achieved a Good rating in 94% of internal audits of our CQC registered services, while all our   
CQC inspected services achieved a Good rating – we continue to focus on achieving an    
Outstanding wherever possible

• Delivered against our Housing Development Plan providing homes for an additional 62 people 
and undertook a strategic review of our properties taking action where they were not performing 
financially or of appropriate standard

• Increased the number of people living in our properties who also receive our support services – 
through several large schemes where we successfully bid to provide both services

• Ensured 62% of the people we helped into work sustained employment for over 13 weeks, with 51% 
having progressed into unsupported work beyond 26 weeks

• Continued to involve our customers in the recruitment and development of our people especially   
in customer-facing roles

• Recruited a number of volunteers to support customer engagement in a pilot in South-East    
London 

Advance: Strategic Plan Update 2018-19

Progress and priorities for 2018/19

9 out of 10 customers said they were 'quite happy' or 'very happy' with the service they get from Advance

7 out of 10 of Support customers feel Advance helps them get involved in things they care about 

9 out of 10 of Housing customers are happy with the quality of their home 
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In 2018/19 we will: 

• Sustain overall customer satisfaction at 90% or above, continue to exceed our 2020 target of 85% 
overall satisfaction

• Continue to improve housing performance in voids, arrears, repairs, complaints management and   
Landlord Health & Safety

• Increase the number of people living in Advance properties who also purchase our support    
services

• Utilising assistive technology to improve customers’ day-to-day lives and deliver Value for Money

• Ensure excellent Safeguarding of our customers through challenge and learning with outcomes   
assessed in our annual customer survey, internal audit and CQC inspections

• Review our approach to establishing a volunteer community to improve the customer experience

• Deliver improvements to our website and core IT systems to improve the customer experience

• Ensure our services deliver real value and derive the maximum value for our resources.

Advance: Strategic Plan Update 2018-19

Service Managers from 
CQC Registered Services 
have been working together 
to share experiences and 
identify actions to take to 
ensure that we are prepared 
for future CQC inspections 
and that we receive all Good 
ratings and (ideally) one 
Outstanding rating in the 
coming year. 

Led by Di Benden (Area 
Manager – Cornwall) and 
Philippa Smith (Quality 
Improvement Manager – 
Support) the group, made 
up of all registered Service 
Managers, meet to share 
personal experiences, 
feedback from recent 
inspections and review 
the Key Lines of Enquiry 
(KLOEs). 
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Progress and priorities in 2018/19

2. Workforce excellence
We are proud of our professional, stable and motivated workforce that has the knowledge, skills and 
commitment to deliver excellent customer service. 

In 2017/18 we:

• Delivered a staff survey where nine out of ten staff who responded said they feel proud to work   
for Advance and 84% would recommend it as a place to work 

• Reviewed our approach to employee engagement and elected new members to our staff    
representative group The Voice to ensure staff views are captured on issues that matter to them

• Introduced a new learning management recording system which saw improvements in our recording 
and access to training and to ensure that we continue to meet our standards of 100% compliance 
with pre-employment and 'safe recruitment' checks

• Completed a Talent Review to inform our people development and workforce planning for the   
future

• Continued our commitment to creating a diverse workforce with an increase to 27.5% of BAME 
(Black, Asian and Minority Ethnic) staff and 12.9% of staff with a known disability

9 out of 10 staff members understand our Values and Vision for the future

8 out of 10 staff members would recommend Advance as a place to work
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In 2018/19 we will: 

• Develop a Learning & Development strategy to enable delivery of high quality, accessible and   
innovative learning opportunities to enable staff to achieve their full potential and deliver    
high quality customer care

• Create a collaborative culture focused on delivery through clear leadership and effective    
motivation, engagement and performance management of our staff

• Continue to develop Advance’s staff representative group, The Voice, to enable improved    
communication and staff engagement

• Improve internal communication via intranet (including seeking a new platform) and explore 
developing a Staff App to share news and information with hard to reach staff

• Ensure all mandatory training is completed and the outcomes measured to demonstrate continuous 
improvement.
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James joined the Advance Work Choice 
Programme in November 2017.  From the first 
meeting staff could see that James was extremely 
motivated and professional, with a burning 
desire to get into paid employment as quickly as 
possible.

We employed James under Advance's Supported 
Business Placement scheme. James worked in 
our Northfield Outreach Centre for 3 months 
and spent his time helping the staff to give 
support to others. His work ethic was amazing 
and showed true potential.  

After assistance from his Employment Advisor 
and In-Work Support Advisor to apply for a 
variety of different roles, James was invited to an 
interview and secured the job.

James will be supporting people with complex 
barriers in life. The Employment Team are 
confident he will be brilliant in this role.  

They will continue to support him through their 
dedicated in-work support model and wish him 
all the best for the future. 
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Progress and priorities in 2018/19

3. Engaged customers
We work 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.

In 2017/18 we:

• Reinvigorated customer engagement activity resulting in 79% of customers saying we ‘always’ or   
‘nearly always’ listen to them – exceeding our 50% target  

• Learnt from our customer survey that we need to do more to support our customers to get   
involved in issues they care about

• Established our customer survey and internal audits as mechanisms to measure percentage of   
Support customers engaged in at least one local community activity

• Delivered a programme of activity which saw over 30% of our customers get involved in our   
survey, national conference, regional events, recruitment or other projects - this exceeded our   
25% target

• Introduced a structured programme of visits, seeking to ensure that all our tenants and shared   
owners are visited regularly by their Housing Officer

• Celebrated Mental Health Awareness Week and Learning Disability Week and used them as    
opportunities to engage with customers, their families and advocates

• Increased customer satisfaction with complaints handling to 61% and increased the number of   
complaints resolved within 15 days to 59%

We are incredibly proud to have offered our HOLD (Home Ownership 
for people with Long-term Disabilities) product to customers for the last 
twenty years. We were one of the first organisations in the UK to deliver 
shared ownership for customers with learning disabilities and mental health 
conditions  and are now one of the foremost providers of the scheme. 

Over the last two decades we have helped more than 600 people to 
become Shared Owners of their own homes and are proud of the product 
and the difference it has made to our customers’ independence and their 
sense of well-being and safety.

The scheme is available for people with a Learning Disability (LD), a Mental 
Health (MH) condition or a Physical Disability - these are people who 
would otherwise be disadvantaged from accessing the housing market.

Shared owner Sarah said, "Since I’ve been in my own home, I feel I’ve 
achieved so much. I’ve managed to build up a social network."
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In 2018/19 we will: 

• Deliver our strategy to improve communication with customers, increasing opportunities to   
involve customers in our work and help staff develop the skills to do both 

• Develop and deliver an education and awareness campaign focused around customer health and   
wellbeing

• Ensure all customers have the opportunity to engage in their community

• Develop a peer group approach to drive service improvement in schemes

• Develop bespoke plans for schemes and services where we want to improve engagement.

The Operations Board is a forum for customers 
and Board members to discuss strategic and 
nationally relevant topics regarding operational 
activity. The Operations Board has 5 customers 
on it and reports in to main Board of Advance. 

In the last year more than 200 customers have 
attended one of our regional events to discuss 
our services and the issues they care about. The 
views gathered at regional meetings are fed back 
to the Operations Board.

The Operations Board have been involved in 
designing and developing services, reviewing our 
complaints handling process, lookng at an online 
support tool for use across support services and 
shaping our Customer Engagement Strategy. 

In the photograph above, Operations Board 
members are pictured wearing the green pin 
badge to show their support for Mental Health 
Awareness Week 2018.

Advance: Strategic Plan Update 2018-19
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4. Sustainable growth
We will consistently grow, improving and expanding the services we provide so that we can transform 
more lives.

In 2017/18 we:

• Opened a number of supported housing schemes and developed properties across the country   
providing homes for an additional 62 people, including twenty-nine new shared ownership    
properties

• Reviewed our capacity to develop new properties following the rent settlement for the period  
2020-25

• Delivered on our marketing and development plans for each region to grow support service   
revenues by 7% against a 10% target, with several new services in development

• Developed successful relationships with a number of commissioners in target geographies and   
were successful in getting onto a number of support service frameworks

• Explored innovative opportunities to exploit our employment service experience and   
expertise and are currently bidding for several contract opportunities 

• Increased our support for customers with Complex Needs with a bespoke training programme   
in all services where Positive Behaviour Support is appropriate

We have opened several new housing and support services during the last year.  These include Albi 
Court, a new supported housing scheme of eight one-bedroom flats in St Austell and Bowls Court, 
a supported housing scheme for eight customers which opened in Luton in December. We also 
opened a service in Aylesbury providing secure housing and support for new and existing customers. 

Hope House, a large scheme in Oxford opened last July.  This contemporary development has ten 
self-contained, supported living flats for people with learning disabilities. Housing fifteen people in 
six one-bed flats, three two-bed flats and one three-bed flat. It replaces a nearby property which no 
longer met the needs of our customers.

Progress and priorities in 2018/19



—15——15—Advance: Strategic Plan Update 2018-19

In 2018/19 we will: 

• Meet Housing Development Strategy targets on new homes – 60 new shared ownership and 15   
new rented - while identifying other opportunities to grow

• Grow support services by 10% achieving a 12% financial contribution

• Increase by 10% the number of customers we support who have complex needs

• Develop innovative solutions that meet and anticipate commissioner and customer needs and deliver 
value for money to our stakeholders

• Monitor policy development impacting our sector and lobby political contacts and stakeholders  

• Bid for Employment and skills contracts through published contracts and grant funding to sustain   
and develop new services 

• Develop our future ICT strategy to deliver an improved digital infrastructure and systems to   
support our growth agenda.

Fairways Court was commissioned by Bournemouth Borough Council and opened to its first 
customers in October 2017 providing a service to six people with complex needs in their own 
individual flats.

The Advance support team has worked intensively with individual customers to support their 
transition into their new homes working collaboratively with families, the Learning Disability and 
Intensive Support teams and the Advance Positive Support Lead.    

Chris Pascoe, Area Manager commented, "The new staff team led by Natasha Farrant have worked 
hard to ensure that each customer had a smooth transition into their new homes.  We have already 
seen very positive changes for the customers with their independence and increasing involvement in 
a range of activities which has resulted in a reduction in behaviours that were challenging in previous 
placements."
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5. Financially sound
We will 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. 

In 2017/18 we:

• Delivered our budget to target and exceeded our £503k planned surplus

• Maintained the £500k per annum of savings (based on 2015/16 budget baseline)

• Developed plans and are on track to deliver additional savings per annum by 2020

• Utilised benchmarking data to identify areas of expenditure which are higher than our peer group to 
give focus to our Value for Money priorities

 
• Delivered operational budgets to generate a contribution of at least 12% of turnover from both 

Housing and Support, with a significant increase in Support contribution through careful cost 
management

• Developed a long-term asset management strategy, which helped inform our longer-term Value for 
Money strategy

In the face of a continued challenging financial climate for Support we have reduced the number of 
support schemes with a <5% contribution by 11%. We are grateful to our commissioners who have 
worked openly with us to address the financial challenges we all face. Working together, we have 
come up with creative solutions which have enabled us to continue to deliver an excellent level of 
service to our existing customers while also improving the long-term financial viability of a number 
of our services.  

Progress and priorities in 2018/19
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Over the last year we have improved our financial performance by reducing the number of void 
properties by 21%. We have achieved this by working closely with commissioners and others on 
a small number of long-term voids while also actively advertising and allocating properties which 
become available as quickly as possible. 

At the same time we have disposed of a small number of properties which, we believe, are not of 
the right standard to offer as prospective homes. This has enabled us to provide homes to as many 
people as possible while also improving our overall financial contribution.

In 2018/19 we will: 

• Achieve our annual financial targets to support our ambitious plans and secure our long-term   
financial viability

• Analyse our unit costs and benchmark against sector standards to drive efficiency across the   
organisation

• Deliver Asset Management Strategy outcomes and targets ensuring we achieve maximum value from  
properties

• Develop and improve our Value for Money strategy including shaping a new self-assessment    
regime

• Deliver our annual savings plan as set out in the Financial Forecast Return (FFR) and explore 
opportunities to deliver saving and generate income 

• Maximise Work Choice Contract Value through exceeding income trigger Key Performance 
Indicators

• Critically review our Governance and Performance frameworks ensuring both exceed regulatory   
expectation and standards. 
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