Transforming lives together

Transforming lives together

April 2019 - Home visits by our
Customer Services Team

May 2019 - Creating a new
garden in St Austell

June 2019 - Fire Safety demo
for Dorset customers

July 2019 - Kieron is awarded
a certificate for dancing

August 2019 - Customer art
exhibition at the Bubble Club

September 2019 - Volunteers
support customers in Hackney

Easy Read Customer Report 2019-20

Review of the year

Chief Executive, Julie Layton (back row, centre) visiting Housing and
Support customers and members of our staff team in Dorset.

Welcome to the Customer Report 2019/20.
We are pleased to share with you what has been happening
at Advance over the last year. I hope you find it useful and
informative.

As Chief Executive I am proud to see what customers and
staff have done this year.
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I am also pleased to be able to tell you some of the changes
that we have made to make services better.

Listening to you is the best way to make our services
better.
We keep making more ways for us to hear about your
experiences and ideas.

It is important that we know what you think about our
services. You can read more about what you told us and
what we did as a result on page 6.
Please keep telling us what you think – good or bad!

Our ‘Giving us your views’ video was made with customers.
It tells you how to tell us what you think. You can watch it
on our website.

This year is the end of our 2017-2020 strategy and the start
of our new plan for Advance.
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You are the most important part of what we do. It is very
important that we listen to your ideas about what we
should do.

Thank you to everybody that helped us to make the new
strategy.

Thank you!

Our new plan will keep Advance strong and reliable.
You can read more about our future plans on page 36.

Thank you to all of you that have got involved this year.

Thank you!

You have been involved with interview panels, workshops,
the customer newsletter, events and more. We know that
we do our best work when we work with you.

A big thank you to the customers who have helped write
this report.
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Thank you!

At the end of 2019/20 we all had the challenge of lockdown
because of the Covid-19 pandemic.
I am very proud of how well everyone managed in hard
times.

I know how hard it has been being away from friends and
family.
I have been amazed by the hard work of our staff and
positive spirit of all customers.

You can read more about what we have done during the
pandemic on pages 15-19.

I look forward to seeing many of you next year.
Some of my visits may be online instead of in
person, but I hope to see lots of you.

Julie Layton
Chief Executive
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Comments, compliments, complaints
We know that listening to you is the best way to make our
services better. If you feel that something is wrong, we
want to hear about it.

We will do our best to fix the problem there and then. If it
is a bigger problem we will record it as a complaint.
You can let us know about any problems by talking to any
member of staff, or contacting our Customer Services
Team.
You can call the Customer Service Team between 9am and
5pm on this number - 0333 012 4307. You can also email
them using this email address Customer.Services@advanceuk.org.
You can also get in touch online through MyAdvance
and our website's Contact us page.
This year we have worked hard to make people feel
comfortable giving feedback.
Our new video has information about ‘Giving us your
views’. It also includes customers sharing what it’s like to
do give us feedback.
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You can view the video on our website or our YouTube
channel @FilmsAdvance

We try to look into a complaint, talk to you and fix it in 3
weeks.

If it will take longer, we will call you to let you know.
When it has been fixed we will call you to make sure you
are happy with what we have done.

This year we fixed 64% of complaints in 3 weeks. We want
this number to be 80% so we will keep working on it.

68% of people said they were happy with what we did with
their complaint.
This is more than last year and close to our aim of 70%.

In 2019/20 we received more compliments and complaints.
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We are pleased that we are hearing more about your
experiences and can use your feedback to make services
better.

Some things that have changed this year because of your
feedback are:
- The way we manage the people who do our gas
services, to make sure they do a good job
- How we keep an eye on repairs and make sure they
are completed
- The way people apply for Advance Housing, making it
clearer and easier

Please keep giving us your feedback, so that we know what
works for you and what needs improving.
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Digital Inclusion
We are using new and better ways of working. This includes
more ways to get involved and stay in touch online.

We know that computer skills can be useful for everyone.
We will be support staff to use new tools.
We will also make safe spaces for customers to learn and
practice computer skills.
You can already use our website to access MyAdvance,
contact Customer Services and to sign up for our
newsletters.

You can follow us on social media to hear more about
what’s happening across Advance.

This year we will be make more ways for you to get
involved online.

To get involved, make sure that your Support Worker or
Housing Officer has your email address.
Page 11 of 38

If your email address has changed, just let them know and
they will be happy to update it.
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Environment
At Advance we care about the environment and how we
affect the world.

We are always looking for ways that we can reduce that
effect. One way is by using email, so that we use less paper.

We also know that when everyone does small things is can
make a big difference.
Here are some top tips for how we can all making a good
difference to the environment.
Top tips for being a friend to the environment
• Use energy efficient light bulbs in your home. This can
save you money too!

• Take a bag (or bags) with you when you go shopping, so
you will not need to buy plastic bags
• When cooking, cover your saucepan with its lid so that
the heat stays in

Page 13 of 38

• Plant flowers that feed the bees, they help to keep the
planet healthy!

• Buy or make a reusable face mask, to help you follow
health rules

• Walk or cycle to nearby places, instead of driving

• Think about having ‘Meat Free Mondays’. Doing this for a
year can save the same amount of energy that a car uses on
a 1,160 mile journey
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Our response to COVID-19

Coronavirus (COVID-19) has affected all of our
communities.

It is our job to keep our customers and staff feeling safe
and supported.

We made a careful plan and have not had too many
problems.

Over the summer it was most important that we get kept
services going safely, protected and supported people, and
followed the government rules.

We made sure our staff had enough masks and gloves to
keep them, and customers, safe.
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To help people to feel safe, we tried new ways of giving
people support. For example by phone and video calls.

We also supported people to learn computer skills to keep
in touch with friends and family, order shopping and get
medicine delivered to their homes.

Staff supported customers to understand and follow the
government rules to stay safe and healthy.

We shared helpful information in Plain English and Easy
Read.

We knew that for lots of our customers COVID-19 and
lockdown would be difficult, and that they might need
some extra support.

Our Housing staff phoned customers to ask how they are
and offer them help.
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Customers, their families and their support workers told us
that they were really grateful for these calls.

They made a really big difference to who people who could
not leave the house.

We will keep making these calls to people who need them.
All round the country customers and staff did things to stay
active, keep in touch and say thank you to key workers that
helped to keep communities safe.

For up to date information about COVID-19 please see our
website www.advanceuk.org . Information is in Plain
English and Easy Read.
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COVID-19 survey
In July we talked wo to customers about their experiences
early in the pandemic.
We asked how they felt we did.
You told us:
• You were happy with the way we responded to the
COVID-19 pandemic

• You were happy that our staff used masks and gloves. It
helped you to feel safe

• 95% of you said that you got all the information you
needed

• It has been hard on your mental health

What we will do next
• We will support your mental health
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• We will keep making calls to customers that need them to
help them stay well

• We will ask all customers for their feedback using these
questions in the annual customer survey later this year
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Advance Collective
Tom and Adam work together to run the Advance
Customer Collective. They are both customers with
Advance.

Tom says: “The Collective gives customers a chance to
express themselves, we meet people and find out about
their needs.

Because we talk directly to customers they can tell us if
anything is happening that is worrying or upsetting them.
We hear lots of good stories too!

We take this feedback directly to the Advance Customer
Partnership. We are here to represent your views on how
Advance is run and your suggestions on how it could be
better.
It’s important to us that people feel free to express their
views to help us improve the services.
The meetings are run in a very relaxed way, and the
Collective is also a chance to socialise and chat.
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In 2019/20...

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

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

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

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

Get involved!
We will be holding more Collective sessions in 2020/21.
These may look a bit different as we continue to keep
people safe and healthy.
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Email us at Collective@advanceuk.org for information
about future meetings, and keep an eye on our customer
newsletter Advance Together or follow us on Facebook,
Twitter and Instagram.
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Advance Customer Partnership
The Advance Customer Partnership is the new name for the
Operations Board.
It is a group of elected customers and senior managers who
come together to make sure that your voices are heard in
Advance’s strategy and the ways we work.

This year the group changed its name to make it clearer
what they do. They did this because of your feedback.

Now the group is called the ‘Advance Customer
Partnership, You Speak – We Listen’.

The new name and logo (right) helps to show that the
group is about working together to make sure that your
voices are heard.

The group has done lots this year, including:
• Welcoming 3 new members, to help represent you better
around the country and different services
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• Looking at how we meet the National Housing
Federation's Together with Tenants charter and where we
can improve
• Helping to make our new 3 year plan – making sure that
we do the things that matter most to you

• Work with the Health and Wellbeing project, look at how
health information is shared with you

• Deciding what information they need to check that we
are doing our work well.

Chris part owns his own home in Worcestershire through
our Home Ownership for people with Long-term Disabilities
(HOLD) scheme. He is part of the Advance Customer
Partnership. He said:

"The Advance Customer Partnership gives customers an
opportunity and a voice to share opinions on how Advance
should run their services.
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Being a member of the Advance Customer Partnership has
given me confidence in taking part in debates and
discussions."

Customer scorecard
The Customer Scorecard shows information about how we
are doing in different areas.

These areas were chosen by the customer members of the
Customer Partnership. They show how good the services
are for customers.

These tables show the measures that make up the
Customer Scorecard. You can see our targets and our
performance at the end of 2019/20.

Page 25 of 38

Page 26 of 38

Housing
We know that a good and safe home is important.

We will keep providing good homes and supporting
customers to keep their homes. We want them to feel safe
and happy in their homes.

In 2019/20 we introduced a new role into the Housing
team.
We employed 6 Housing Outreach Workers (HOWs) to
work with customers and support them to fix any tenancy
problems.
The HOWs have made our services better.
They help with repairs, new furniture, making homes safe,
arranging gas and electric, and more!

We have been very happy to hear about the difference
Housing Outreach Workers are making. Customers told us
that their help and support made them feel safer in their
homes.
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You can still talk to your Regional Housing Officer if you
have any worries. They will visit you (when it is safe) to
make sure you are getting the services you need.

This year 93% of customers received a visit. These are being
done by phone now because of coronavirus.

To help keep you safe we do gas safety checks at every
property with gas appliances (like cookers and boilers). As a
landlord we must do this every year.

In 2019/20 we did 99.4% of the gas safety checks. 4 had to
wait because of coronavirus.

In November 2019 we started a new project with
customers to check repairs are done well.
We want to make sure that customers are treated right.

Page 28 of 38

The Tenant Inspectors project gives customers who get
housing services from us a new way to tell us what they
think.

Tenant Inspectors get training before visiting and checking
that repairs have been done properly.

They report back, giving us feedback that let run services
better.

We will be training more Tenant Inspectors this year if it is
safe.

If you want to help make services better for everyone speak
to your Regional Housing Officer or Housing Outreach
Worker about getting involved.

If you need to tell us about a repair, or contact us about any
anything else, there are lots of ways you can do this.
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As well as speaking to your Regional Housing Officer or
Housing Outreach Worker you can contact our Customer
Services team:

• Through our online housing portal MyAdvance (direct
from our website advanceuk.org)

• By phone on 0333 012 4307 (open Monday – Friday,
8.30am – 4.30pm, and for emergencies only outside these
hours)

• By email at Customer.Services@advanceuk.org

In 2019/20 we asked 918 people who called us how we did.
99% were with the response to their call.
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This year our total spending per home was £7,275 (not
including support services). This is a bit more than other
organisations similar to Advance.

Check below to see how we use the income we receive
from rent and service charges and what you are paying for.

There is more information in the Financial Statements on
our website.
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Support
At Advance the experiences of customers are the most
important thing.

We know that listening to you and working together are
the best ways to make sure that we keep giving you the
best services.

We will do this in way that help your voice to be heard.

In January 2020 we were joined by a new Quality
Improvement Manager, Catherine Jones.

Catherine will work to make sure that all our services meet
our own high standards.

She will also make sure we meet the standards of the Care
Quality Commission (CQC) for the services that are
checked by them.
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The Care Quality Commission (CQC) checks some support
services to make sure they are giving people good support.
They give each service a rating of ‘Inadequate’ (meaning it
is poor service), ‘Requires Improvement’ (meaning the
services needs to get better), ‘Good’ or ‘Outstanding’
(meaning really good).

They put the rating online so that everyone can see it.

We are pleased that this year all of our services that were
inspected were rated as Good.
This means that the services are doing well. They are safe,
effective, caring, responsive and well-led.

We will keep working towards having Outstanding services.
One way we do this is by listening to you when things go
wrong.
In October 2019 we were won money to try a new project
called Peer Service Reviews.
A Peer Service Review is a visit from a trained customer
(called a Peer Listener) to one of our support services.
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They listen confidentially to the customers there about
their experiences, what is good and what could be better.

The Peer Listener uses the feedback they hear to write an
anonymous report with what is good and what needs to
change.

The Service Manager will make an action plan, to share and
celebrate what is good, and to make changes that are
needed.

The results of the visit are shared with the Advance
Customer Partnership. They make sure that the action
plan is followed.

Peer Services Reviews happen when we think something
might me wrong. Anybody can tell us something is wrong
or ask for a Peer Service Review.

If you would like a visit from a Peer Listener you can
contact the Quality Improvement Manager at
Catherine.Jones@advanceuk.org.
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The test of Peer Service Reviews has been very good!
We plan to have more Peer Listeners so that we can hear
from more people.

If you are a good listener, and want to help make services
better for everyone, you can apply to train as a Peer
Listener.

Write to CustomerEngagement@advanceuk.org and tell us
about you and why you want to get involved.

Page 35 of 38

Our future
This year we will be launching our new organisational
strategy for 2020-2023.

There will be more information about this soon. Follow us
on social media to get news.

Here is some information about our future and how it is
shaped by you.

Coronavirus made some problems. It also showed that we
can manage problems and be ok.

Over the next 3 years we will use what we have learnt
from coronavirus.

We will have more good homes and good support services.
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We talked to customers all across the country and different
services.

We listened to what is important to you, and what you
want Advance to do.

You told us that you want more people to get good Housing
and Support services.

You also told us that you want your services to be the best
they can, and for staff to get support from us.

The Advance Customer Partnership helped us to turn your
feedback into our 3 main aims.
You can read more about the aims in the table below.

Our vision and values stay the same. They are what helps
us to have housing and support that changes lives.
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We are very proud to have amazing staff who have worked
really hard to help people during coronavirus.

We look forward to the future and working together to
change lives.
v
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Transforming lives together

October 2019 - Carving pumpkins
in Redruth

November 2019 - Housing Outreach
Workers help out in Cheltenham

December 2019 - Celebrating
Christmas in our services

January 2020 - Peer Service Reviews
launched

February 2020 - Customers
celebrate their relationship

March 2020 - Philip and Katie
self-isolate together

0333 012 4307

www.advanceuk.org
@Advancetweets

@AdvanceUK.org
advance_uk
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