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

We provide homes for more
than 2,500 people

We work with 44 local
authority areas across England

Over 650 of our customers
part own their own home

2,200 people receive
support from us

We employ over 600
members of staff

Every year we help 450 people with
disabilities to develop the skills to
secure and sustain employment
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About
us and values
Our
vision
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.
Our values

P
R
I
D
E

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 is now two years since we published our threeyear Strategic Plan 2017-20. In these two years
we have made consistent progress against our
ambitions and believe we are well positioned to
achieve the majority of the targets and objectives
we set in this final year of our current strategy.
Our direction of travel remains the same, as do
our values. We are as passionate as ever 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 are
proud to support them to transform their lives.
The environment in which we operate has
continued to be challenging in many ways.
Finances remain tight for those who commission
our services and we continue our drive to
evidence the value for money our services
provide as well as the wider social impact of the
work we do.
The Government has announced significant
funding for housing initiatives and has confirmed
Advance: Strategic Plan Update 2019-20

the settlement on rents for the period 2020-25,
which provides the security and certainty Advance
needs to continue to develop new properties.
The Government also published the long awaited
green paper on Social Housing with the aim to
rebalance the relationship between landlords and
residents, tackle stigma and ensure social housing
acts as a stable base and supports social mobility.
Homes England published their five year strategy
setting out the steps they will take to respond
to the long-term housing challenges facing the
country. We welcome their intervention in
delivering sufficient new homes where they are
most needed. We will continue to create more
homes and enable more people to achieve
independence by part owning their own home
through the Home Ownership for People with
Long-Term Disabilities (HOLD) scheme.
In 2018 we saw the formation of the Regulator
of Social Housing (RSH) which took over the
regulatory responsibilities previously held by the
Homes and Communities Agency (HCA). We
worked closely with the Regulator as part of our
In-Depth Assessment (IDA) carried out in early
2018.

—4—

We were pleased to maintain our top rating for
financial viability. However, we were disappointed
that our governance rating was changed, although
we remain compliant with the regulatory
requirements. Since then, we have established
a governance improvement group to steer our
governance improvement plan, on behalf of the
Board.
The Board have carefully reviewed our progress
to date and the priorities for 2019/20. They have
also stress-tested the assumptions on which our
strategy is based and reviewed the key risks and
mitigations in place. The Board is comfortable
that our strategic direction is sound and that we
continue to adapt to the changing world in which
we operate.
You can read about the progress we have made
along with our plans for the last year of our threeyear strategy in the rest of this document. Overall,
we are pleased that our focus on quality is paying
off. Over the last two years we have seen improved
customer satisfaction, all but one CQC inspection
resulted in a ‘Good’ rating, a prolonged reduction
in voids maximising our properties for people who
need them, new and exciting schemes opening and
contracts being won to deliver more supported
housing and employment services. The basis of this
is a strong reputation, a clear focus on promoting
the work we do and the difference we make made

possible by the hard work and dedication of our
staff.
We enter the last year of our three year strategy
with a clear eye on the Business Performance
Indicators we set for 2020 and seeing the
outcomes of the strategies set in train in 2017. We
will continue with our plans to develop over 250
new homes by 2020/21 to transform more lives.
We look forward to developing our strategy to
drive us beyond 2020. We will be seeking the views
of customers, staff, partners, commissioners, wider
health and social care professionals, Charities, Not
for Profit organisations and others to help shape
our future. We want to work with others to
identify creative ways to deliver and improve the
services we offer and make sure we get maximum
societal impact from the resources at our disposal.
We are incredibly proud to lead an organisation
that puts the customer and their voice at the heart
of everything it does and enables our customers
to live the lives they choose. We hope you enjoy
reading about our plans for the year ahead.

Julie Layton			
Chief Executive		

Marie Li Mow Ching
Chair

Customer Services Advisor, Maxine received a PRIDE Award for Innovation after leading a new pilot initiative to proactively contact
tenants to look at handling issues which might otherwise go unreported. Maxine is pictured (centre) with members of the Customer
Services Team in Leicester and Advance Chair, Marie Li Mow Ching (second from right)
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Strategic context
The strategic context in which we operate has continued to evolve over the last two years. Despite this
we believe that our strategy remains sound. The principles which underpin it and the areas of strategic
focus remain the right ones for Advance and our customers.
Uncertainty is without doubt the general theme and biggest challenge we have faced. A key part of this
has been Brexit and its impact on the Government agenda. We, like all providers, have been preparing for
Brexit and continue to follow Government advice to minimise the risks and impact it may have on our
operations.
Expectations of the social housing green paper were high and heightened by the delays in publication.
We are pleased that the content is leading to a healthy debate about the need to ensure tenants get
the information they need about their housing and the performance of their housing provider. We are
confident we comply with current and expected standards of tenant involvement through our Housing
Standards which set out clearly what tenants can expect. We are proud to be an early adopter of the
National Housing Federation Together with Tenants initiative.
Funding for support services continues to be a challenge for the sector. We have worked closely with
commissioners of existing services to come up with creative solutions where funding has become a
critical challenge to the continuity of support. Over the last two years we have seen our relationships
with commissioners improve in a number of areas across the country. This has enabled us to design and
deliver more innovative solutions to meet customer and commissioner needs. We are also working with
health and social care colleagues, helping to meet the needs of customers with complex needs or those
seeking sustainable housing and support on leaving Assessment and Treatment Units (ATUs).
The funding available for employment services for people with disabilities and mental health conditions
has continued to give us opportunities to help more people into work or develop the skills to progress
in work. Following publication of the Government’s Work and Health Strategy, Improving Lives: The
Future of Work, Health and Disability in 2017, we have seen a number of initiatives intended to help get
disabled people into work and will continue to actively bid for those we feel we can deliver.
Our role as a prime contractor on the Work Choice programme in the West Midlands came to an end
in March 2019 and we are keen to utilise our expertise to help others. In 2018, we were pleased to be
appointed as a Connecting Communities Prime provider. This three year Employment Support pilot for
the West Midlands Combined Authority will help hundreds of disadvantaged and long-term job seekers
in north Solihull to get into work. The scheme also helps equip low paid workers with the skills needed
to secure better jobs. We were also appointed to the Black Country Impact framework to provide youth
employment support across the Black Country.
We have been pleased to see the increased focus on supporting tenants to get into or return to work
and have supported the agenda set out by the Give Us a Chance group and others. As a provider of
support, housing and employment services we are proud to be sharing our employment expertise and
support with all of our customers and tenants.
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In 2018 we saw the formation of the Regulator of Social Housing (RSH) which took over the regulatory
responsibilities previously held by the Homes and Communities Agency (HCA). In April of that year we
saw the publication of a revised Value for Money Standard and supporting Code of Practice. Like many
providers we have worked hard to respond to both whilst maintaining our focus on delivering against
our strategic objectives as effectively and efficiently as possible. At the Care Quality Commission (CQC)
we have continued to see an evolution in the approach to measuring the effectiveness of the services
we provide. The introduction of the new Key Lines of Enquiry (KLOEs) gave providers a clear focus on
the areas of interest for the Commission. Our focus on quality, good leadership and responsive caring
support is being reflected in the external and internal audit programme.
Mental health and wellbeing continues to be high on the agenda with a number of high profile initiatives
supported by public figures. More people are talking about their mental health and we have seen
increased discussions about it supported by initiatives like Time to Change and the impact of the annual
Mental Health Awareness Week.
Sadly, people with mental health conditions still face health inequalities. Life expectancy for people with
an enduring mental health problem is 15-20 years shorter than the general population. We were pleased
to see this addressed in the NHS ten year plan which had a welcome focus on improving access and
experiences of health and social care for people with mental health conditions.
We believe that nobody should be disadvantaged when it comes to accessing services and information
which can help them live longer, happier, healthy lives.Our Chief Executive, Julie Layton, continues to
lead from the front, having been appointed to the Board of the Association of Mental Health Providers
in 2017. Research published by the Learning Disability Mortality Review 2016-17 (2018) highlighted the
fact that 28% of people with a Learning Disability die before they are 50 years old compared to 5% of
the general population. Further research shows that life expectancy for people with a learning disability
is shortening, but is lengthening for the general population. Thirteen percent of deaths of people with a
learning disability involved delays in care or treatment, gaps in services and or neglect and abuse.
We have supported Learning Disability Week which aims
to promote discussion on health inequalities and other
aspects of care and support. It was encouraging to see
references to Learning Disabilities and Autism appear in
the NHS ten year plan which we hope will again raise
awareness of their needs with health and social care
professionals. The issue of Assessment and Treatment
Units (ATUs) and their role in providing care to people
with learning disabilities has gained media interest. We
are part of the solution and have successfully worked
with NHS colleagues and local authorities to provide
alternative housing and support arrangements in the
community for people transitioning out of ATUs.

"We believe that nobody
should be disadvantaged
when it comes to
accessing services and
information which can help
them live longer, happier,
healthy lives."

To underpin our commitment, having been a founding member of Learning Disability Voices we continue
to be a member and support what is now Learning Disability England (LDE) and campaign with them to
ensure the voices of people are heard. Debbie Neil our Director of Support Services has this year been
appointed as a Trustee of LDE to underpin that commitment.
Advance: Strategic Plan Update 2019-20
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Progress against Strategic Objectives
Priorities for 2019/20
Our focus in 2019/20 is to ensure we continue to deliver the best quality services and that we achieve
the desired outcomes of our customers – whether this be a new home, developing skills to get into
employment or achieving their personal health or life goals.
As an organisation improving our focus on governance is a key priority for the last year of our strategy.
This will ensure we have the right focus in achieving our targets and delivering against our plans – but
also ensuring we deliver outcomes that matter to our customers and those who commission services on
their behalf.
A key part of this is our focus on delivering value for money. Our VfM strategy underpins the successful
delivery of every aspect of our Strategic Plan 2017-20. This strategy set out our ambition to achieve
cost savings of £1.2m per annum by 2019/20 across the organisation. To deliver savings of this level
whilst also driving customer satisfaction requires a culture of performance management, together with a
transformative approach to the way we operate.
In 2018/19 we set up a value for money task and finish group to identify efficiency savings. As a result of
that we have identified savings of £0.3m in 2019/20.
Our focus for 2019/20 is to:
•
•
•
•
•

Deliver the identified efficiency savings of at least £0.3m
Ensure our housing costs represent good value, including
the targeting of a 5% efficiency saving on responsive repairs
Continue our work to tackle any housing assets not making
a sufficient financial contribution
Develop new and innovative services while continuing to
grow our existing business
Evidence the social value and impact of our services with a
specific focus on our unique shared ownership product and
our support services

•
•
•
•

Excellent
services

Sustainable
growth

Workforce
excellence
Engaged
customers

Our 5 strategic objectives

This will be achieved by:
•

Financially
sound

Carrying out detailed analysis of unit costs by type of property, type of service and geographical
region, to enable us to target effective action to improve value for money where possible
Continuing our strategic asset management work, focusing on housing schemes which are performing
poorly financially
Carrying out a full estates review ensuring we make best use of our non-residential property assets
Develop housing and support services focused on providing transition support for young people
coming out of specialist schools
Capturing the wider impact and social value of our work.

We have set ourselves clear targets which we will use to track progress against our strategy. This shows
a strong and steady improvement in performance over the first two years of our strategy.

Advance: Strategic Plan Update 2019-20
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Our Metric Measure

Strategic
objective

Actual
2018/19

Target
2018/19

Actual
2017/18

Target
2019/20

Customer satisfaction

Excellent
services

91%

85%

90%

92%

Registered services
achieve at least a
'Good' rating

Excellent
services

93%

100%

100%

100%

Number of additional
shared ownership
homes

Sustainable
growth

55

60

29

60

Voluntary staff
turnover

Workforce
excellence

16%

<20%

15%

<20%

Central overheads
as a proportion of
income

Financially
sound

12.7%

<12.3%

12.5%

<12.3%

Change in cost per
hour of delivering
support services

Financially
sound/
Sustainable
growth

0%

2% or less

-1.1%

2% or less

Contribution of
support services

Financially
sound

10.8%

>12.3%

9.0%

>12%

No. of housing units
in schemes with
<5% contribution to
overheads over last 5
years

Financially
sound

122 (27%
86 (10%
increase) reduction per
year)

96

110 (10%
decrease)

Rental income
lost through voids
(excludes Registered
Homes)

Financially
sound

5.0%

<5.4%

5.4%

<5.4%

Percentage (%) of
invoiced debt >90
days old

Financially
sound

32%

<10%

28%

<10%

Our full and final performance against all of our Value for Money metrics will be published along with
other information in our Financial Statements & Review of the Year 2018/19. This will include details of
how we benchmark against peer group organisations for the full year 2018/19.
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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. We do this by investing in our people, our systems and in our main assets – the properties from which we create homes.
In 2018/19 we:
•

Maintained overall customer satisfaction at 91%, keeping it at a level which continues to exceed our
2020 target

•

Substantially reduced the number of void properties from 120 to under 90

•

Invested further in the safety of our properties while also exceeding our customer satisfaction
targets for repairs and dealing with complaints more quickly

•

Developed several schemes where we delivered both housing and support services, including
schemes in Nottingham, Leicester and Camborne in Cornwall

•

Launched new capability on our website enabling housing customers to access information and
update their details online in real time (increasing efficiency and accuracy of data)

•

Launched a Health and Wellbeing project to address health inequalities faced by people with learning
disabilities and mental health conditions

•

Achieved Disability Confident Leader Status, Level 3 demonstrating our commitment to securing,
retaining and developing employees with disabilities.

Focus on quality
Our continued focus on improving
the quality of our registered
support services has seen all
but one of our external CQC
inspections result in a ‘Good’
rating. Our Registered Manager
forum has worked closely to share
training and good practice ensuring
quality improves across all services.
Our priority for the year ahead
is to better evidence customer
outcomes and continue to develop
our audit toolkit so that we
can achieve our ambition of an
‘Outstanding’ rating.

Advance: Strategic Plan Update 2019-20
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In 2019/20 we will:
•

Sustain overall customer satisfaction at 92% or above, continue to exceed our 2020 target overall
satisfaction

•

Make best use of our assets by keeping voids below 90 throughout the year and further reducing
void losses

•

Continue to maintain customer satisfaction with our repairs service at over 90%

•

Increase the number of combined Housing and Support schemes by utilising void properties and
developing new propositions to meet and anticipate commissioner needs

•

Further develop our internal audit programme and focus on CQC Registered Manager development
to ensure all 'Good' ratings, with a stretch target of achieving 'Outstanding' ratings

•

Deliver to performance, compliance and income targets on the Connecting Communities Pilot
helping disadvantaged and low paid people in north Solihull to get into work and develop skills to
progress.

Offering digital options

Hackney Office Co-ordinator, Tracy (right) shows the Advance website to customer, Savaas (left)

Accessed via our website our secure customer portal enables housing customers to update their
records, report a repair or check their account balance and print a rent statement 24/7 365 days per
year.
Developed for and with our customers, the portal gives those who wish to
transact online the option to do so – along with the ongoing option of contacting our Customer
Services Team or one of the Housing Team.
Our plan for the year ahead is to develop our portal to include access to repairs information to
make it simpler to access our services.
Advance: Strategic Plan Update 2019-20
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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 consistent with our PRIDE values. We are also proud
that over 90% of our staff remain satisfied with their experience of working for us and nearly as many
would recommend Advance as a place to work.
In 2018/19 we:
•

Reviewed our Learning and Development programme increasing compliance and improving efficiency
by maximising online training opportunities

•

Continued our positive staff survey feedback – with nine out of ten staff feeling motivated to deliver
the best service they can, feeling proud to work here, recommending Advance as a place to work and
a significant increase in staff feeling they have opportunities to develop their career at Advance

•

Engaged all staff in the election of new staff representatives and a new Chair to reinvigorate our staff
representative group

•

Replaced our desktop video conferencing provider with a more cost effective and reliable product to
improve team communication and reduce travel time/costs

•

Delivered mental health first aider training to staff to increase awareness of the impact of mental
health conditions on staff and customers while also registering as a Mindful Employer as part of an
NHS initiative.

•

Completed our Investors in People accreditation raising our status from Bronze to Silver
demonstrating our commitment to realising the potential of our staff.

Recruiting the best
Attracting and retaining the best talent
is a challenge across the support sector.
We have worked closely with existing
staff to review our offer and benchmark
against our competitors.
In Hampshire, as in other areas, staff
and customers hit the road to spread
the word and ensure we were able
to recruit a new team to deliver an
innovative new service in the area. Our
plan for the year ahead is to support
this local approach with increased use
of social media to promote the positive
careers available to people who choose
social care.
Advance: Strategic Plan Update 2019-20

Staff and customers in Hampshire worked together on local recruitment
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In 2019/20 we will:
•

Maintain staff satisfaction at 90% or above, continuing to exceed our 2020 target of 80%

•

Recruit Housing Outreach Workers to build ever closer relationships with our customers

•

Empower staff to make changes supported by the Voice staff representative group

•

Increase staff confidence in effectively engaging customers in developing our services

•

Improve our on-boarding experience by ensuring all new starters are allocated a 'buddy' to provide
additional support alongside line managers

•

Review our pay and reward practices ensuring we benchmark salaries and benefits to assure
competitive edge

•

Launch a new intranet, driven by staff feedback, to give staff access to the latest news, guidance and
support.

Investors in People
We are very happy to be accredited at Silver
level against the Investors in People Standard,
demonstrating our commitment to realising the
potential of our staff.
Investors in People is the international standard
for people management, defining what it takes to
lead, support and manage people effectively to
achieve sustainable results.
The IIP accreditation is a great framework to
build on and gives the necessary insight to see
where there are opportunities for us to further
improve our people development.

Advance: Strategic Plan Update 2019-20

Bournemouth customer Marc (left) chats with his Support Worker
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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 2018/19 we:
•

Improved customer involvement through our programme of regional Collective meetings

•

Delivered a successful National Customer Conference with the shape and content driven by
customers

•

Supported the first national Safeguarding Adults Week which provided an opportunity for all staff and
customers to discuss safeguarding issues

•

Played an active role in the Supported Loving Network raising awareness of the needs of people with
learning disabilities when exploring their sexuality and personal relationships

•

Ensured seven out of ten customers took part it at least one local or Advance organised activity

•

Piloted a customer led quality checking process for Support Services which has already proved
valuable in improving performance and engagement.

Engaging with customers

Advance Collective forum discussions in Cheltenham

We measure customer satisfaction across the organisation every year. In 2018 overall satisfaction
exceeded our 2020 target with 91% of customers being ‘very’ or ‘quite’ happy with our service.
Eight out of ten customers felt we do a good job and nearly nine out of ten would recommend
our services to someone else if they needed them.
Our plan for the year ahead is to continue to improve these results with a clear focus on improving
tenant engagement through our early adopter involvement in the National Housing Federation
Together with Tenants initiative.

Advance: Strategic Plan Update 2019-20
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In 2019/20 we will:
•

Deliver against our customer survey action plan to improve communication methods, increase the %
of customers feeling they are always listened to and feeling comfortable giving feedback

•

Deliver a programme of events - including the National Customer Conference, regional customer led
Advance Collectives and local meetings - seeking input to improve service quality and efficiency

•

Ensure the Operations Board (including five customer representatives) adds value by scrutinising
performance, shaping new initiatives and championing the customer voice

•

Recruit customers as ‘tenant inspectors’ to review the quality of our properties and repairs

•

Maximise the value of our employment expertise by training Housing and Support staff in offering
employment guidance

•

Champion the customer voice and engage friends and family members as part of annual campaigns
including Mental Health Awareness Week, Learning Disability week and Adult Safeguarding Week.

Addressing health inequalities

Our customers and staff in Luton held a Health and Wellbeing event

Our Health and Wellbeing project focused on
addressing the health inequalities faced by our
customers. The aim is to ensure all customers
have access to information to help them improve
health and wellbeing, that we make every contact
with our customers count and that all customers
are provided with support and/or resources to
facilitate fair and equitable access to wider health
services. This is underpinned by our signing up

Advance: Strategic Plan Update 2019-20

to the STOMP campaign, Public Health England
‘Health Charter for Learning Disability
Providers’ and being an early supporter of the
Equally Well initiative.
Our plan for the year ahead will see us focus on
making sure every contact with our customers
is used as an opportunity to have a conversation
about their health.
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4. Sustainable growth
Our overall objective is to increase the number of housing customers from 2,400 to 2,600 by 2020. The
delivery of new properties will be mainly shared ownership, combined with a small amount of rented
accommodation for support service provision. Delivery of new properties will be driven by need which
we continue to monitor closely through discussions with commissioners.
We are keen to ensure we can help as many people in need as possible. In the last year we have
developed a new service that provides housing and support to ex-offenders who are suffering with
mental health conditions. This has taken the form of two pilots at two properties in the midlands which
offer newly released prisoners the support and housing they need as they seek to integrate back into
the community. Initiatives like this are consistent with our social aims and wider service offering. They
help develop new relationships with new commissioners of services which will hopefully lead to further
growth. At the same time these two pilots have enabled us to increase income and make best use of
currently void properties.
In 2018/19 we:
•

Completed on 55 new
shared ownership
homes and 15 new
rented properties

•

Exceeded our target of
winning >70% of new
support business bids
and being added to local
frameworks from which
to bid for contracts

•

Increased the number of
customers we support
with complex needs

•

Developed close
working relationships
with commissioners in
target growth areas

•

Won a three year contract
to help long-term job
seekers in north Solihull
get into work and shared
our Employment expertise
across our Housing and
Support teams for wider
customer and social
benefit.
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Opening new services

L-R Ian Harvey,(Housing Officer), Di Benden (Area Manager),
Hayley Farley (Team Leader) and Jane Couch (Senior Housing Officer) at the
opening of our new supported housing project 'Mount Pleasant' in Cornwall

In early 2019 we opened a new support and housing service in
Cornwall for customers with mental health conditions.
The service came about through close working relationships
with the NHS who were looking for services suitable for patients
moving out of a hospital setting. Our Support and Housing
teams worked together to develop a bespoke service meeting
the needs of the NHS and their patients. Use of personalised
technology and discreet support ensures customers are
supported to focus on achieving greater independence.
—16—

In 2019/20 we will:
•

Deliver 60 new Shared Ownership homes as well as develop and acquire rented homes in line with
our Housing Development Strategy

•

Grow support services by 10%

•

Secure additional funding or win contracts to deliver employment support services

•

Offer our Support services to new housing customers and commissioners

•

Continue to share our leading expertise in Positive Behaviour Support (PBS)

•

Work with commissioners to design and deliver innovative new services that push the boundaries.

Maximising our assets
Through a prolonged and focused effort we have
reduced our void properties as a proportion of
our total properties. This has been in large part
driven by continued close partnership working
with local authority commissioners.
At two sites in the Midlands we worked with the
Prison Service to offer housing and support for
ex-offenders returning to the community.

Advance: Strategic Plan Update 2019-20

This initiative gave ex-offenders access to mental
health support and also the stability of a home
that they require to support their transition
back into society.
The initiative is also delivering an additional
£115k income per year while reducing the
number of void properties.
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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. Quality is of paramount importance in
delivering the type of services we want to for our customers as well as employing good people on a fair
wage. This does not always equate to us being the cheapest provider particularly when competing for
new business.
In addition, the value we deliver to our customers often has benefits for society as a whole; this wider
Social Value is also reflected in our approach to Value for Money.
It is still very important that we are financially efficient so that we can generate capacity to invest in
improving our existing homes, building new homes, and in service innovation and business improvements,
so as to increase our effectiveness going forward.
In 2018/19 we:
•

Delivered against our financial targets for the year and
retained our top level rating for long-term financial viability

•

Achieved an operating surplus (before gain on disposal of
fixed assets) of £2.1m

•

Carried out a detailed analysis of our unit costs to ensure
we make best use of our financial assets

•

Outperformed budget and generated a positive cash inflow
of 127%

•

Delivered against our Asset Management Strategy investing in the quality of our housing to bring properties
up to a standard we are happy with

•

Invested in delivering cost effective user friendly systems
for staff and customers

•

Set up a Value for Money task and finish group to review
our costs and explore new Value for Money initiatives
across the organisation

•

Generated £115k additional income from utilising longterm void properties to provide housing and support to
ex-offenders with mental health conditions

•

Reviewed central service teams delivering savings of £78k
per annum.

Advance: Strategic Plan Update 2019-20
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Efficiency through
innovation
We continue to make use
of technology to improve
performance, underpin excellent
services and deliver efficiencies
across the organisation. Our
investment in agile forms on tablet
computers, the new customer
portal, the ongoing development
of our support planning tool
and video conferencing facilities
have increased the accuracy and
speed of transactions while also
saving time and having a positive
environmental impact.
Specifically, our investment in
online video conferencing has in
the last calendar year saved £32k
in travel costs, £40k equivalent
staff time costs and reduced our
CO2 emissions by 14.95 tonnes.
In the coming year we will
continue to focus on ensuring we
make best use of our resources by
maximising the positive impact of
technology.

In 2019/20 we will:
•

Exceed our objective of a £2.1m surplus during the three years to 31 March 2020

•

Implement our Value for Money task and finish group projects cutting across the organisation to
ensure we deliver ongoing annual savings

•

Produce a long-term Value for Money plan - primarily focused on reducing unit costs

•

Deliver against our Asset management Strategy to further improve the financial performance of our
housing assets

•

Explore options to deliver efficiencies based on the use of personlised technology

•

Benchmark central service costs against other peer organisations and reduce central overheads.

We continue to deliver efficiencies while improving
performance in a number of areas. In 2018/19 we:

•

Procured a new 3* gas servicing contract with an anticipated net saving of £25k on gas repairs
and servicing costs per annum

•

Re-procured our main repairs and maintenance contracts, our fire servicing contract and
our cleaning contracts, all to improve quality and effectiveness without incurring significant
additional cost

•

Re-procured our housing out of hours call handling service, saving £15k per annum

•

Re-procured Health and Safety consultation with anticipated saving in 2019/20 of £18k (50% of
previous contract)

•

Tendering for WAN and Hosted telephony services to save £100k over the next 5 years

•

Moved to a hosted server and disaster recovery service providing a £112k cash saving over 5
years while providing more robust and secure ICT systems

•

Identified further savings for 2019/20 in day to day repairs, administration and marketing of
£140k per annum.
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Transforming lives together

www.advanceuk.org

@Advancetweets

@AdvanceUK.org

0333 012 4307
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