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Made by working together with customers



Welcome from Julie 

We believe that working together makes things better for 
everyone. 

It is really important that customers have a say on the things 
that matter to them.  

We want to work with customers in everything we do. 

Our work is led by our PRIDE values. Customers helped to 
decide these.  

We work with customers and listen to them. This helps us to 
give the best housing and support we can.  

We also make sure that we meet the standards for services 
like ours. This means making sure our services follow the rules 
about being high quality. 



You can read more about the standards in the: 

• National Housing Federation (NHF) Code of Governance

• Together with Tenants charter

• Care Quality Commission’s Key Lines of Enquiry

• Social Care Institute for Excellences’ Guide to
Coproduction in Social Care

We know that the best way to keep our services good, and 
make them better, is to listen to you.  

In this plan we explain the big issues we will focus on, and 
what we will to do work with customers in the next 2 years. 

This work will make our services better for everybody. 



 

 

 

Thank you to everybody who talked to us about this plan. Your 
views helped us to make sure this plan is about the thing that 
matter most to you. 

 

 

Julie Layton 
Chief Executive at Advance 

  

Thank 
You 



 

 

Welcome from Chris 
 

Listening to customers is really important.  

 

 

I am really happy to be part of the Advance Customer 
Partnership (ACP).  

 

It means that I get to see the ways that Advance listens to 
customers like me, and how it makes things better.  

 

I have also joined the Complaints and Compliments Panel, 
where we hear about the feedback Advance get and what  
they do about it.  

 

I get to see how it makes a difference and makes the services 
better for everyone. 

 

 

This plan is really important to me and should be to everyone. 

It shows how Advance will keep the promises they have made 
to us. 



 

 

 

The best way to make service better for everybody is to tell 
Advance what we think about them. 

 

 

It also helps them to know what we need them to do for us.  

 

 

The Customer Scorecard is a really useful tool that helps us 
understand how well Advance is doing.  

 

The things on it were chosen by me and the other customers 
who are part of the Customer Partnership.  

 

 

You can see it in the Customer Report. It tells you how well 
Advance is doing and what their goals are.  

 

 

One of the most important things that the Customer 
Partnership does is making sure that we customers are 
listened to on the things that matter most to us.  

https://www.advanceuk.org/existing-customers/publications


 

 

That includes things at Advance, but also other things. 

Like telling the Government to share more information in  
ways we can understand.  

 

We want to make sure that everyone is listened and gets  
what they need.  

 

I hope you enjoy this plan. You might also like to read the 
Strategic Plan 2020-23 and the Customer Report 2020-21. 

 

 

 

Chris 

Member of the Advance Customer 
Partnership  

 

 

  

https://www.advanceuk.org/about-us/publications
https://www.advanceuk.org/existing-customers/publications


 

 

Our vision  
 

 

 

Our Strategic Plan 2020-23 shows our promise to keep 
working with customers on the things that matter to them. 

 

The strategy has 3 key goals:  

• Giving people the best support and homes 
 

• Have more services, so we can help more people 
 

• Being the best organisation we can be 
 

 

A strategy is a plan for how you will reach your goals 

 

 

 

https://www.advanceuk.org/uploaded_files/1188/images/Easy%20Read%20Strategic%20Plan%20Update%202021.pdf


 

 

We will focus on: 

• Working together with customers so that they shape our 
services 

 
 

• Make sure customers get information in a way they 
understand, so they can make their own choices 
 

 

 

• Supporting customers to get involved with their local 
community and the things that matter to them 

 

  

 

 

 

 



 

What customers want 
 
 

This plan helps to make sure that we do what is important to 
customers. 
 
 
 
We listened to customers about what is important to them.  
 
 
 
We did this in different ways. Some ways we did it are: 
 
 

• At online Advance Customer Collective meetings 
 
 
 
 

• Talking to people privately 
 
 
 
 
 

• The Advance Customer Partnership 
 
 
 
 

• Looking at what customers told us in our customer 
surveys  

 
 
 



 

They told us what mattered to them: 
 

 
 

Transparency:  Customers want us to be open about: 

 How we work 
 How customers have a say 

 How we spend money 

 What we do when things go wrong 
 

 
Technology:  Customers want us to: 

 Support customers to use the internet safely 

 Have more ways to have your say online 

 Use technology to make our services better 

 Support customers to use technology to be 
more independent 

 Use technology to be better for the 
environment 
 
 

Health:  Customers want us to: 

 Support customers to stay healthy or get 
healthier 

 Understand the barriers to being healthy 
 Support customers to get equal and fair 

healthcare  

 Help people to stay well during the 
Coronavirus pandemic 



 

  

Engagement everywhere in Advance  
 

We listen to customers in lots of different ways.  

 

 

The feedback we get is shared with the Advance Customer 
Partnership. 

 

The Advance Customer Partnership tells the Board what 
customers think, and what they think we should do about it.  

 

This picture shows how it links up: 

 

 

Advance      
Board 

Advance 
Customer 

Partnership 

Customer Scorecard 

Feedback 

Advance Collective, 
Customer Survey,  

Visits, Local meetings , 
Customer Conference 

etc. 

Performance 
Tenant Inspectors, 

Peer Service Reviews, 
Complaints handling, 
Audits, Performance 

Updates etc. 



 

 
 

As part of this plan we will check if the Customer Partnership is 
doing what it needs to. 

 

We might decide to have a new, independent person to run 
the meetings. This means someone who does not work for 
Advance and is not a customer. 

 

We will keep looking for more customers to join the  
Customer Partnership, so that it can do the best for all 
customers. 

 

We will keep working to tell more people about what the 
Customer Partnership does, and the difference it makes.  

  



 

 

How do we compare to others? 

We asked how other companies are working with customers. 

 

We were pleased that when we compared Advance to  
them, we were doing very well.  

 

Things we do very well include: 

• Customers having a say in how Advance is run  

 

 

 

• That there are lots of different ways customers can get 
involved.  
 
 
And we make changes so that everybody can join in in 
the way that works best for them. 

 

 

• Managers work with customers, and tell people about 
what they do and why it is important 

 

 

 



 

 

• Working together with customers to plan how people 
can get involved. 
 
This helps to make sure it happens in ways that work 
best for them. 

 

• Having staff whose job it is to work on this, and spending 
money to do it right 

 

 

Some things we could do better are:  

• Being more organised about how we listen to customers 
where they live  

 

 

• Making it easier for customers to see and understand our 
policies. These are the guidelines for how we do our 
work 

 

 

• Telling more people about how listening to  
customers has made a difference  

 

  



 

 

Housing 
 

We care about working with everyone who has a home with 
Advance.  This will help us to make our services better.  

 

We will: 

• Work with more people who have a home with 
Advance 

   

• Support people to get more involved in the things that 
matter to them  

 

 

• Share more information about what our services are 
doing, so customers can check if we are doing well or 
need to do better  

 

 

• Get better at showing customers that we are listening 
to them, and how we use their feedback to make 
things better 

 

We have planned lots of ways to do this.  

You can see our plans in our Strategic Plan Update.   

https://www.advanceuk.org/uploaded_files/1188/images/Easy%20Read%20Strategic%20Plan%20Update%202021.pdf


 

Some things we will do are: 

 

• Look at what it is like to have a repair done in your home 

 

 

• Look at how our staff support customers to follow their 
tenancy agreement. 

A tenancy agreement is the contract between the owner of 
a building and the person who pays rent to live there. 

  

 

• Look at what it is like to become a Shared Owner with 
Advance, and the difference it makes to people  

 

 

• Find better ways to show customers that we are  
listening to them, and how we use their feedback to 
make things better 

 

 

• Talk to customers who have recently used the services 
we are looking at 

 

 

 



 

 

The National Housing Federation (NHF) Code of Governance 
and Social Housing White Paper are important new guidelines 
that we will follow.  

 

Here is some more information about them: 

• The NHF Code of Governance explains what goals we 
should be able to reach if Advance is run well.  
 
Any company that agrees to the code must listen to 
customers, and use their feedback when they make 
important decisions. 

 

• The Social Housing White explains 7 things that 
customers should expect from their landlord.  
 
A landlord is the owner of a building who is paid 
money (called rent) by somebody else (called a tenant) 
use it. 

 
Including: 

- Being kept safe 
 
 
 

- Being listened to 
 
 
 

- Having information about how the company is 
doing, so they can speak up if it’s not good enough 



 

Support 
 

Good support must empower people and be person centred. 
 

To empower someone means to support them to do 
something for themself. 
 
Person centred means putting the person at the heart of 
planning for their life. 

 

 

We must be able to make changes so that we can do what 
people need. 

 

In Support we will organise the way we listen to customers 
where they live. This will:  

 
 

• Make sure that we work in ways that customers want 
and need 

 

 

• Give people lots of different ways to get involved 

 

 

• Help us to get feedback that we can use to make our 
services better 

 



 

 

We have planned lots of ways to do this.  

 

You can see our plans in our Strategic Plan Update.  

 

Some things we will do are: 

 

• Have more ways for people to tell us what they think 
where they live 

 

• Managers will spend more time with customers, and 
listen to what they think about their support 

 

• Organise how we collect feedback, so that we can be 
better at using it to tell us where we are doing well  
and what we need to do better 

 

 

• Use more technology to keep making support better 

 

 

• Get more customers involved when we check our 
support services 

 

https://www.advanceuk.org/uploaded_files/1188/images/Easy%20Read%20Strategic%20Plan%20Update%202021.pdf


 

 

 

• Do more Peer Service Reviews. This is where trained 
customers check a service 

 

 

• Get better at showing how people’s feedback makes  
a difference 

 

 

• Get better at telling people how feedback has made a 
difference to the support service where they live 

  



 

 

Resources  
 

At Advance the Resources team means the people who help 
the Support and Housing teams do their jobs. 

It includes: 

• The Finance Team, who look after the money 

 

 

• The Human Resources (HR) Team, who look after the 
staff 

 

• The Information Communication and Technology (ICT) 
Team, who look after the technology we use, like 
computers 

 

• The Business Assurance Team, who look after the 
business and make sure we are following the rules and 
laws 

 

 

 

 

 



 

This is what the teams will do: 

 

Human Resources (HR) Team 

The HR Team will: 

• Make sure managers know how to involve customers 
when they are finding new people to work for Advance  

 

 

• Involve more customers in training our staff 

 

 

• Make sure staff are trained to meet the personalised 
needs of the customers they work with 

 

 

• Ask staff if they feel confident involving customers 

 

 

Information, Communication & Technology (ICT) 

The ICT Team will:  

 

• Help with the MyAdvance online housing service, so that 
customers can see their information online easily 

https://openaccess.advanceuk.org/openaccess.live/ibsxmlpr.p?docid=login


 

 

 

• Help with projects to support more customers to use 
technology and the internet 

 

 

• Help us to get information about customers, and keep it 
safe, so that we can give them the services they need 

 

 

Finance and Business Assurance 

The Finance and Business Assurance Teams will:  

• Look at how customers can be part of choosing the 
companies that do things for us 

 

 

• Involve more customers when we check our support 
services 

 

 

• Find a new way for customers to have their say on the 
guidelines for our work 
  



 

 

How will we know we have reached our goals? 
 

• More customers will be getting involved in Advance 
activities, like coming to the online Customer Collective 
meetings  

 

• Customers from different backgrounds and with  
different needs will get involved 

 

 

• We will reach the goals we have set on the Customer 
Scorecard. 
 
These are the things that the customer members of the 
Advance Customer Partnership told us were most 
important 

 

 

• In our yearly Customer Survey, more people will say they 
are happy  

 

 

• People will be happier with all our services, including 
things like repairs to their home 

 



 

 

 

• People will be happier with what we do when they  
tell us a complaint, comment or compliment 

 

 

• The Advance Customer Partnership will make sure that 
customer views are heard by the people in charge of 
Advance 

 

• There will be more ways for customers (and their circles 
of support) to tell us what they think, including more 
ways to do this on the computer 

 

• We will follow the guidelines given by: 
- The Regulator of Social Housing Tenant Involvement 
and Empowerment Standard 
- The National Housing Federations Code of Governance 
- The Social Housing White Paper 
- The Care Quality Commission 

 

• We will compare Advance to other, similar companies 

 

 

• More customers will feel the benefits of getting involved, 
like learning new skills or being more confident 



Transforming lives together

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