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About us
Advance Housing and Support Limited is a registered society under the Co-operative and Community
Benefit Societies Act 2014 and a Registered Housing Provider.
We provide housing and support services, specialising in supporting people with a disability and or
mental health condition.
We offer several different types of services, including small-scale residential care homes, supported living
services, shared ownership homes and community support services.
We operate across the Midlands, London, South East and South West of England.
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Our vision
To transform the lives of people with a disability or
mental health condition by providing the best quality
housing, support and employment services.
We want to enable them to live the lives they choose,
achieve their personal goals, feel valued and know their
voices are heard.

Chris (above left) sits on the Advance Customer Partnership (ACP) and recently joined the
Complaints and Compliments Panel. Speaking about his role he said: “Taking part in both give me
a voice in how I think Advance should be run. It has been a boost to my confidence. It’s important
to have a customer on the Panel to give constructive feedback and help resolve issues and prevent
them happening again.”
Adam (above right) is a member of the Advance Customer Partnership and Chairs the Advance
Customer Collective. Speaking about his involvement in both Adam said: “My time with Advance has
helped build my confidence, regain my sense of purpose and given me hope for the future. It has
enabled me to learn new skills and regain my confidence.”
The Customer Partnership is made up of elected customers, Advance Board members and
Executive Directors. It meets quarterly and provides a forum to discuss strategic and nationally
relevant topics.
The Customer Collective is a forum to gather customer views about our services and discuss issues
that matter to customers. They meet every month via Zoom and report feedback to the Customer
Partnership.
Advance: Strategic Plan Update May 2021

—4—

Our values
Our PRIDE values are at the heart of everything we do and vital to achieving our Vision. They drive the
decisions we make every day throughout the organisation. Our values are at the heart of our culture.
We use them when recruiting new people and in setting objectives for existing staff. We use them to
recognise great performance through our PRIDE Awards.
Embedding and living our values help to create the right culture and drive performance that delivers
great outcomes and services for our customers.
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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
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Welcome from the Chair and Chief Executive

Julie Layton, Chief Executive

Marie Li Mow Ching, Chair
It goes without saying that last year was the
toughest and most challenging many of us can
remember.

national vaccination programme and our strong
response to the pandemic.

Looking back to the first national lockdown in
March 2020, it is doubtful any of us could have
predicted how the year would unfold.
When the pandemic struck, we took the decision
to delay the final approval of our strategy for
2020-23 until September. This gave us time
to focus on the challenges of the year and to
reassess our priorities. Board agreed our key
objectives were to make sure we kept our
customers and staff safe and informed while taking
decisive action to protect the long-term viability
of the business.
As an organisation we have focused on learning
from our experience of the pandemic and have
embedded new practices that have improved
customer service. These changes are reflected in
the plan for 2021/22.
We are looking forward to a second full year of
our strategy with hope and optimism. Hope - that
we will not face similar lockdown restrictions
again. Optimism - based on the impact of the
Advance: Strategic Plan Update May 2021

Throughout the pandemic we have been struck by
the commitment, resilience, and professionalism of
our teams – particularly those who have worked
on the frontline throughout, as well as those in
supporting functions who adjusted to working
from home at very short notice.
There have been difficult times and difficult
conversations, yet throughout, everyone has
stepped up to meet the challenges head on.
We continued to deliver our services throughout
the pandemic and infection rates in schemes
and services were low. Due to the restrictions
on visitors, we increased the frequency of
virtual welfare checks to address the growing
mental health concerns of our most vulnerable
customers and to reduce loneliness and isolation.
Sadly, people with learning disabilities have been
disproportionately impacted by the pandemic, as
reported by Public Health England. The British
Medical Association also published a report into
the wider impact of COVID-19 on the nation’s
mental health, the pressure put on existing mental
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health services, and how the pandemic may make
the symptoms of those with existing conditions
worse. At the height of the pandemic, we saw
the inappropriate use of do not resuscitate
(DNR) orders being given to people with learning
disabilities.
We will do all we can to support campaigns to
address these challenges and poor practice, we
will make information available and make sure our
customers’ voices are heard on these issues.
We were proud to support the calls for more
accessible information during the pandemic
and pleased to see the increased priority for
vaccination eventually given to people with learning
disabilities.
The Board believes that in light of the last year our
strategy continues to focus on the right areas:
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•
•
•

Delivering the highest quality homes and
services that make a difference to peoples’
lives.
Growing our services so that more people get
to benefit from them.
Being the best high-performing organisation we
can be.

We are incredibly proud to lead an organisation
where staff have consistently gone above and
beyond to ensure customers continue to be
supported during the pandemic. We look forward
to the future with optimism and we hope you
enjoy reading about our progress and plans.

Julie Layton			
Chief Executive		
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Marie Li Mow Ching
Chair

Progress in 2020/21
The pandemic had a significant impact on our operating plan for 2020/21, with priorities changing to
address the unprecedented challenges facing the organisation and the need to manage the emerging
risks. The leadership team focused on developing new ways of delivering services and interacting
with customers and on capturing and embedding the learnings from the initial lockdown, particularly in
relation to remote working and collaboration.
The Board continues to carefully consider the impact the pandemic will have on our services in the
longer-term. There are many risks and challenges in our operating environment, but we also see
opportunity for a well-led, agile organisation with a positive reputation to grow and help more people.
We know the demand for our services is increasing and that there is a desperate shortage of suitable
housing and support services which deliver real impact, particularly for people with more complex
needs. However, we are aware of the financial pressures the pandemic has placed on our Commissioners
and will work closely with them to ensure we can maintain our existing services as well as develop new
ones.
In the first year of our strategy, we continued to invest in our strategic leadership and in maintaining the
highest standards of governance. We created a Performance & Quality Committee to further scrutinise
the quality, effectiveness and efficiency of our housing and support services, and to promote high
quality customer service standards. We also appointed a new Board member with extensive social care
experience across the statutory, public, voluntary, and private sectors.
During the pandemic we continued to work with regulators and funders to assure them of the quality
and value for money offered by our services. In January this year, following the annual Stability Check
carried out by the Regulator of Social Housing, we were delighted to receive confirmation of our
Governance and Financial Viability grades as G1 and V1.
The NHF Code of Governance, published in November 2020, sets out the standards that organisations
can reasonably expect to achieve if they are to be well governed. The new Code places more emphasis
on accountability to stakeholders, equality, diversity and inclusion in governance, environmental
sustainability and organisational culture. The Board welcomes the new Code of Governance and has
developed an action plan to ensure full compliance by the end of 2021/22.
We are putting plans in place to ensure we can meet Government policy to reduce carbon emissions
to net zero by 2050. This is a commitment which applies to all areas of our work and is reflected in our
strategy and operating plans. We want to have quality homes and services at Advance, and we want the
organisation to grow in a sustainable way while reducing our long-term environmental impact.
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Progress against Strategic Objectives
This section summarises progress against our strategic objectives and ambitions in 2020/21. It also sets
out our headline operating plans for 2021/22.
Progress against our plans is regularly reviewed by the Executive Leadership Team with outcomes
reported to the Board on a quarterly basis.
Our strategy and the strategic objectives remain the same for 2021/22.

Our 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.

Quality Homes and
Services

Sustainable Growth

High-Performing
Organisation

Quality Homes and Services
Our objective is to provide high quality homes and services that have a demonstrable and positive
impact on customers’ lives. To achieve this, we will continue to invest in our properties to ensure they
are comfortable homes that people want to live in. We will deliver outcome-focused support services
and endeavour to address the health inequalities our customers face. We will listen to our customers to
understand their experience of our services and to drive improvements that matter to them.
Our primary responsibility is to ensure the safety of our customers. The last year has underlined just
how important safe high-quality housing is to health and wellbeing. We will continue to invest in robust
systems to ensure compliance with health and safety and regulatory requirements. We will take action
to reduce the environmental impact of our homes and services and positively engage customers and
stakeholders in our efforts. We will recruit and develop high-performing people to deliver values-led
quality services.
In July 2020, the Housing Ombudsman published a new Complaint Handling Code. While Advance was
already largely compliant, the Complaints and Compliments Panel undertook a self-assessment and
proposed some changes to our existing policy, processes and systems.
During the year we were pleased to be able to welcome a customer onto our Complaints and
Compliments Panel. This has given the group a new perspective which increases scrutiny and should help
drive improvements to the customer experience.
Advance: Strategic Plan Update May 2021
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We also welcome the changes announced in the Social Housing White Paper and the increased scrutiny
and expectation that will result from these. Advance has always put the interests of the customer at the
heart of everything it does, and our commitment to Together with Tenants puts us in a good position to
meet the expectations of the charter for social housing.
During the pandemic we ensured customer and staff voices continued to be heard. We supported the
Advance Customer Partnership and Customer Collective to meet via video conference. In the summer
we carried out a snapshot survey with a sample of housing and support customers. Feedback from our
customers was positive, with many appreciating the increased welfare calls and checks, and a majority
feeling that we have done a good job in supporting them during the lockdowns.
We also carried out a short online survey of all staff. The results were positive with 88% feeling
supported by their manager, with a similar number reporting their manager checked in on their health
and wellbeing. Similarly, high percentages of respondents felt well informed, part of a solid team and had
access to the equipment and information they needed to do their job effectively. This feedback led us to
increase our focus on promoting health and wellbeing resources to staff and customers.
In both staff and customer feedback it was clear that everyone was operating in a more stressful
environment, and in one where anxieties were high and communication with others was sometimes
more difficult. However, we were pleased to note that our more regular contact with tenants and shared
owners enabled us to identify underlying issues, problems or concerns which could be addressed quickly.
Working remotely, and travelling less, meant that our Housing team was able to invest more time in
resolving problems for and with tenants, such as rent or welfare issues to be flagged to local authorities.
Customers with more complex needs – while isolated indoors over the period of lockdown – developed
deeper relationships with colleagues, and this time led to a richer understanding and appreciation of how
customers want to prioritise spending their time post-lockdown.
The annual Housing Customer Satisfaction survey ran in late 2020. The survey was sent to all housing
customers (tenants and shared owners). The response rate increased from 26% the previous year to
29% and our results benchmark positively against Housemark data. However, there is always work to
do and room for improvement which is reflected in the survey action plan. With a strategic objective to
increase satisfaction to 90% by the end of March 2023, it was pleasing to have exceeded our 2020/21
target of 85%, with 85.2% of respondents happy with the quality of their home.
The Support customer survey took place in February 2021. Run totally online – with the option for
printable accessible versions – we saw the response rate increase from 26% to 41% and a near-doubling
of the number of customers sharing the views. Shaped around the Care Quality Commission Key Lines
of Enquiry it was pleasing to note that 97.3% of customers were very or quite happy with the quality of
their support, with 98.8% of respondents willing to recommend our services to others.
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In 2020/21 we:
1. Continued providing critical landlord health & safety checks throughout the pandemic, pausing some
checks at the height of lockdown, and have now resumed our full programme
2. Invested over £800k in works and checks to improve the safety of our homes including a specific focus
on improved fire safety
3. Adapted to the challenges of the pandemic, delaying internal works when risks were at their highest,
continuing to invest in our properties where it was safe to do so
4. Progressed with our active asset management, disposing of some properties while investing in others,
to increase livable and lettable space
5. Delivered on our environmental action plan by increasing SAP rating data for our housing stock
6. Increased digital engagement, with more customers signing up to MyAdvance
7. Although paused for much of the year, we continued to involve customers in assessing the quality of
our homes and services through Tenant Inspector and Peer Service reviews
8. Developed the Advance Customer Partnership and Advance Collective to gather more customer views
and ensure customer experience feeds into our decision making
9. Implemented a programme of remote audits during lockdown so that we could continue to assure
ourselves of the quality of our services and gather customer feedback
10. Rolled out iPlanit as the IT platform for support planning and reviewed support planning to better
capture outcomes
11. Gathered data about Learning Disability customer access to GP Health Checks to inform our plans to
increase the number of customers accessing health services
12. Increased awareness of the positive impact of personalised technology through pilot projects in
Cornwall and Oxfordshire
13. Captured customer experiences and feedback during lockdown to inform our response and support
In 2021/22 we will:
1. Continue to deliver against our Landlord Health & Safety core commitments
2. Invest an increased amount in the maintenance of our properties to catch up on work postponed from
2020/21
3. Refresh our customer engagement strategy, in light of the NHF Code of Governance and Social
Housing White Paper, ensuring customers are at the heart of strategic decision-making
4. Engage our customers in identifying improvements to their experience of our repairs service
5. Maintain our proactive customer contact programme, ensuring any housing and welfare issues are
identified and customers feel supported
6. Progress works to improve the quality of our housing stock, investing in key sites to improve financial
contribution
7. Continue to increase our SAP coverage and keep average SAP rating at 69+
8. Introduce a pilot to replace gas boilers with green alternatives, with careful assessment of the needs of
our customers
9. Engage our customers and staff in delivering local initiatives to reduce our environmental impact
10. Increase take-up and functionality of MyAdvance, with a clear target to increase sign-ups
11. Drive and embed the use of iPlanit, ensuring it becomes the tool for recording all customer information
12. Deliver a programme of audits and revise our Quality and Compliance framework to ensure learnings
from formal and informal checks drive the quality of our support services
13. Act to improve customer health and wellbeing and help to address the health inequalities they face
including accessing annual GP Health Checks
14. Maximise the use of digital technology and communication to help those we support to achieve their
personal objectives
Advance: Strategic Plan Update May 2021
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The table below shows progress in achieving our targets, against which we measure our success:
Actual
2020/21

Target
2020/21

Target
2021/22

1. 100% compliance with Landlord Health & Safety
requirements

97%

100%

100%

2. 90% of customers satisfied with the quality of their
housing

85%

85%

87%

3. 90% of property repairs completed ‘right first time’

88%

85%

89%

4. Repeat property repairs <3%
5. Achieve a reinvestment percentage >6% per annum

2.4%
3.5%

<4%
>3%

<3.5%
>6%

69.5 (with
51% coverage)

69 (with 45%

69 (with 65%

97%

85%

90%

100% Good

100% Good

100% Good

66%

60%

70%

Full survey
2021/22

80%

80%

Targets by 31 March 2023

6. Achieve an average SAP rating of 69 or above for our
homes
7. 90% of customers satisfied with the quality of support
they receive
8. Minimum ‘Good’ rating in all Care Quality Commission
inspections
9. 80% of Support customers with a Learning Disability
access their Annual Health Check
10. 80% of staff feel supported to deliver the best quality
service
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or above

coverage)

or above

coverage)

or above in
the year

Sustainable Growth
Our objective is to increase the number of people who benefit from our housing and support services.
We work with Commissioners to identify ways of developing and delivering new models of housing and
support.
We are committed to increasing the number of people with disabilities that can access home ownership
through our shared ownership scheme Home Ownership for People with Long-term Disabilities
(HOLD). We recognise that social rented housing requires significant levels of subsidy and will continue
to find ways to increase the number of homes we provide.
We will continue to increase our services for people with complex needs or challenging behaviour.
We will seek opportunities to collaborate, partner or merge with others where it enables us to grow
and realise broader organisational benefit. We will focus on building expertise, investing in the skills, and
training required to deliver long-term growth.
In 2020/21 we:
1. Delivered thirty-one new homes despite COVID-19 having a significant impact on our Shared
Ownership programme
2. Worked closely with Commissioners to protect and grow income during the significant challenges
presented by the pandemic
3. Promoted HOLD and delivered efficiencies throughout the sales process to increase completions
and maximise value from available funding
4. Promoted our complex needs offer to commissioners, but due to the pandemic saw little overall
growth
5. Despite challenges to the commissioning pipeline, we maximised growth from existing contracts
6. Increased the number of people who receive both housing and support, the result of collaborative
teamwork across Housing and Support.
7. Raised brand awareness through proactive promotion and engagement with our stakeholders
through our website, stakeholder newsletter, social media, blogs and presence at events.
In 2021/22 we will:
1. Deliver at least 65 new homes (50 HOLD and 15 rented)
2. Ensure new property developments reduce environmental impact and improve the overall energy
efficiency of our homes (SAP 81+ for new build and 69+ purchase/refurbishments)
3. Engage stakeholders in target areas to deliver Support growth by promoting the impact, and
evidencing the quality, of our services
4. Invest in our complex needs capability – ensuring excellent service quality and increasing capacity to
support more people with high support needs
5. Increase the number of people who receive housing and support from us by engaging Commissioners
with the benefits of our combined offer

Advance: Strategic Plan Update May 2021
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The table below shows progress in achieving our targets against which we measure our success:
Actual
2020/21

Target
2020/21

Target
2021/22

1. Deliver 204 new homes

31

34

65

2. Reduce the number of homes with a financial
contribution <5% from 89 to 70

122

80

100

3. Increase Support income by 25%

19.9%

>10%

>10%

4. Support contracts achieve a minimum 12% financial contribution to central overheads
5. Increase by 25% the number of people who receive both
our housing and support
6. Increase by 25% the number of customers with high
support needs

15.2%

12%

12%

9%

8%

8%

0%

10%

10%

Targets by 31 March 2023

High-Performing Organisation
Our objective is to maintain the long-term financial viability of the organisation, ensuring we continue
to generate sufficient surplus income to invest in our housing stock and services. We will maintain the
highest level of regulatory and governance standards and meet our value for money commitments to
secure efficient and effective services. We will benchmark our performance against the Regulators’
metrics and our peers.
We will develop a high performance/high commitment culture by investing in our people and developing
our leadership and management skills. We want to attract new talent at all levels of the organisation
and meet the growing aspirations of a new generation in the workforce. We will promote agile working,
investing in our core systems and processes to drive efficiency. We will capture high quality data and
management information to inform decision making and drive sustainable growth.
Our response to the pandemic meant we had to re-prioritise our plans in this area particularly projects
around developing our people and performance culture. The guiding principles of keeping customers and
staff safe and informed, and in protecting the long-term viability of the organisation helped manage our
response and minimise risk. A huge amount of energy went into adapting and maintaining our services in
light of significant changes in Government guidance. At the same time, we had to adapt to online training,
review our recruitment processes, move office staff to home working overnight, track and manage the
financial impact, secure a supply of PPE, issue guidance and training and ensure effective communication
with our stakeholders.
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In 2020/21 we:
1.
2.
3.
4.

Delivered the overall savings identified in our Value for Money Strategy and Plan
Adopted new ways of working to reflect the learnings from the pandemic
Revised business planning and stress-testing to take account of COVID-19
Established a voids task and finish group to focus on reducing voids in properties where we also
provide support
5. Developed our business intelligence tools to improve operational management and decision-making
6. Focused on the health and wellbeing of staff – acting on the feedback from lockdown
7. Moved our learning programme online to ensure staff can access mandatory training and the wider
Learning & Development programme
8. Established an Equality, Diversity & Inclusion group to drive our strategy and plan, making diversity
and inclusion a core element of our culture
9. Worked with the Voice (our staff representative group) to improve engagement and motivation of
the workforce
10. Moved elements of our recruitment process online to deliver efficiencies and support service
delivery during the pandemic
11. Scoped the work to enable a full review of office accommodation and support more agile hybrid
working in light of lockdown experience
12. Continued to work on improving the quality of our data and reviewed the fundamentals of our ICT
and Data Strategy
13. Delivered our business intelligence programme to improve services and provide sources of assurance
for our new Compliance Framework
14. Delivered our core infrastructure upgrades and first phase rollout of MS365
In 2021/22 we will:
1. Deliver our VFM Strategy and Plan, while developing a longer term plan
2. Review our office accommodation requirements and implement hybrid working to deliver savings
and efficiencies
3. Improve efficiency by implementing a contractor portal, giving access to real time data on which to
manage contractor performance
4. Continue to actively manage and reduce void rent loss and lettable voids
5. Invest in staff wellbeing - responding to the learnings from lockdown and ensuring staff views are
factored into decisions
6. Develop an inclusive culture where all staff feel valued and diversity is celebrated
7. Empower the Voice to act on staff feedback and instigate positive change
8. Co-produce and deliver learning & development programmes that enable staff to deliver good quality,
safe and effective services
9. Develop a pool of future talent through robust and proactive workforce planning and recruitment
10. Invest in our core systems and processes, upgrading and replacing systems to drive efficiency
11. Roll out a range of M365 tools and solutions to maximise performance and deliver value for money
from MS licensing
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The table below shows progress in achieving our targets against which we measure our success:
Actual
2020/21

Target
2020/21

Target
2021/22

7.5%

4.4%

3.9%

2. Achieve our annual Value for Money savings targets

524k

Cumulative
saving of
>£500k

802k

3. Central overheads not to exceed 12% of income

11.5%

<12%

<12%

4. Reduce void rent loss to <5%
5. Rent arrears <5%

5.91%
5.82%

<6%
<6%

<5.4%
<5.25%

Full survey
in 2021/22
11.8%
82%

85%

88%

<15.5%
60%

<15%
85%

85%

85%

85%

90%

Targets by 31 March 2023
1. Achieve Operating Surplus targets

6. 90% overall staff satisfaction
7. Voluntary staff turnover <15%
8. 85% of Support Workers qualified to NVQ level 2 or
above
9. 90% of staff have access to the development and training
they need to do their jobs effectively
10. 90% of system improvement projects are delivered to
plan and achieve stated objectives
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Full survey
in 2021/22
100%

Value for Money
Value for money is at the heart of the services we deliver and our strategy for 2020-23. We want to offer
the highest quality services we can in the most efficient and effective way that have a lasting impact on our
customers’ lives.
Our current Value for Money Savings Plan runs to 2022 and in 2021 we will extend this by a year to
be concurrent with the Corporate Strategy. The savings and efficiencies we make will be used to invest
in more new homes for people who need them, and to support people to achieve their ambitions and
increase independence. In particular, the Savings Plan focusses on:
•
•
•

Reducing unit cost – through various initiatives including: better procurement and pro-active contract
management; targeted action to reduce the costs of specific components; and reduction of void losses
Overhead – opportunities to reduce our overhead costs and ultimately the percentage of income
spent on overheads, including opportunities to work in different ways following our experience of
lockdown in the pandemic
Improving the financial performance of support contracts through proactive engagement with
Commissioners

We will continue to publish our Financial Statements and Review of our performance against our longterm plans on an annual basis. We will benchmark our performance against the metrics set by the
Regulator of Social Housing and against our peer group and the Global Accounts.
In addition to the financial Value for Money initiatives, we will focus on a range of other initiatives already
set out in our strategy, including the:
•
•
•
•

Deployment of innovative technology in services to improve customers’ lives and make it easier for
customers to engage with us online
Procurement of more energy efficient goods and materials to reduce our overall environmental impact
Investment in better integrated systems and processes to deliver efficiencies, improve data quality and
support good decision making
The table below lists the strategic targets for 2020-23 which we will use to evidence the value for
money of our activity.
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The table below lists the strategic targets for 2020-23 which we will use to evidence the value for
money of our activity.
Strategic Objective Our targets by 31st March 2023
Quality Homes
and Services

•
•
•
•
•

90% of customers satisfied with the quality of their housing
Repeat property repairs <3%
Achieve a reinvestment percentage >6% per annum*
90% of customers satisfied with the quality of support they receive
Minimum ‘Good’ rating in all Care Quality Commission inspections

Sustainable
Growth

•
•
•
•

Deliver 204 new homes
New supply delivered - social housing units >3%* per annum
Reduce the number of homes with a financial contribution <5% from 89 to 70
Support contracts achieve a minimum 12% financial contribution to central
overheads

High-Performing
Organisation

•

Achieve our annual Value for Money savings targets (cumulative savings of
£0.5m included in the 2020/21 plan)
Central overheads not to exceed 12% of income
Reduce void rent loss to <5% (including any adverse impacts from COVID-19)
Rent arrears <5%
Gearing <9%*
EBITDA MRI Interest cover >430%*
Headline social housing cost per unit <£11,341*
Operating margin (social lettings only) 20%*
Operating margin (overall) >7.4%*
Return on capital employed 1.9%*
Voluntary staff turnover <15%
90% of system improvement projects are delivered to plan and achieve stated
objectives

•
•
•
•
•
•
•
•
•
•
•

* Regulator of Social Housing Value for Money metrics
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Appendix 1: Strategic Targets 2023
Our targets for 2023 are summarised below.
Strategic Objective Ambition

Targets by 31st March 2023

Quality Homes
and Services

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

1. 100% compliance with Landlord Health & Safety
requirements
2. 90% of customers satisfied with the quality of their
housing
3. 90% of property repairs completed ‘right first time’
4. Repeat property repairs <3%
5. Achieve a reinvestment percentage >6% per annum
6. Achieve an average SAP rating of 69 or above for our
homes
7. 90% of customers satisfied with the quality of support
they receive
8. Minimum ‘Good’ rating in all Care Quality Commission
inspections
9. 80% of support customers with a Learning Disability
access their Annual Health Check
10. 80% of staff feel supported to deliver the best quality
service

Sustainable
Growth

We aim to continue
to grow so that we
can provide housing
and support to more
people to transform
more lives.

1. Deliver 204 new homes
2. Reduce the number of homes with a financial
contribution <5% from 89 to 70
3. Increase Support income by 25%
4. Support contracts achieve a minimum 12% financial
contribution to central overheads
5. Increase by 25% the number of people who receive both
our housing and support
6. Increase by 25% the number of customers with high
support needs

High-Performing
Organisation

We will develop
an organisational
structure, with the
right leadership
and management
skills, new business
processes and
systems to deliver
higher performance
across the business.

1.
2.
3.
4.
5.
6.
7.
8.

Advance: Strategic Plan Update May 2021

Achieve Operating Surplus targets
Achieve our annual Value for Money savings targets
Central overheads not to exceed 12% of income
Reduce void rent loss to <5%
Rent arrears <5%
90% overall staff satisfaction
Voluntary staff turnover <15%
85% of Support Workers qualified to NVQ level 2 or
above
9. 90% of staff have access to the development and training
they need to do their jobs effectively
10. 90% of system improvement projects are delivered to
plan and achieve stated objectives
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Appendix 2: Financial Forecasts
The graphs and charts provide comfort that financial viability of Advance is maintained through and beyond
the period covered by the corporate strategy.
Turnover remains strong and will increase as a result of the investment in growth being made and whilst
operating surplus does not increase significantly it is being maintained at a prudent level even after allowing
for the challenges that face Advance from the external environment.
Sufficient cash is available to fund the investment in housing properties and even though cash balances
drop during the period a sufficient balance is maintained to ensure that working capital requirements are
covered throughout the period in question.
The table below shows our anticipated turnover and operating surplus.
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The diagram below shows our planned cash movement and projected cash balance for the coming five
years.

The diagram below shows how we anticipate spending our money in the first year of the strategy:

Advance: Strategic Plan Update May 2021

—21—

Transforming lives together

0333 012 4307
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