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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. This means that we work
to make peoples’ lives better, not to make money.

We are also a Registered Housing Provider. This
means that we are an official provider of social housing.

Social housing means homes where the amount of rent is based
on what local people earn, so that they have enough money to live
there. Social housing is cheaper than renting from a private
landlord.

We provide housing and support to people with different
types of disabilities. We do this in lots of different ways,
so that we can do what works best for them.

We work in places all over the country. We work in
London, the Midlands, the South East of England and the
South West of England.

Our vision
Our vision is what we want Advance to do. It says that
we want:

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

Adam is a member of the Advance Customer
Partnership and a Co-Chair of the Advance Collective.
He told us that we have transformed his life. He said:
“Advance has helped to build my confidence and given
me my sense of purpose back.
It has given me hope for the future.
Thanks to Advance I have new skills and I am more
confident.”

Our values
Our PRIDE values guide all our work. They were decided
with customers and help to make sure that we give you
the best service.

Each letter of PRIDE stands for 1 of our goals.

Welcome from the Chair and Chief Executive

We think that everyone with a disability should have good
housing and support. Our new strategy is a plan to make
sure our services makes customers’ lives better.

The strategy is about our customers and our staff. We
asked them what they think should be in it.

The strategy has 3 main aims. They are:

• Providing the best housing and support

• Providing more services so that we can help more
people

• Being the best company we can be

We are happy that customers and staff tell us they are
happy with our work.
We do lots of work to make sure they are involved.

We are very pleased to the have the best rating from the
Regulator of Social Housing, and ‘Good’ ratings for all
our services that are checked by the Care Quality
Commission.

The Regulator of Social Housing checks the quality of social
housing services.
The Care Quality Commission (CQC) checks the quality of
some support services.

We had first planned to share the strategy in April.

We decided to wait and see if Coronavirus changed
things.

Coronavirus did not change our 3 main aims, but we did
change some of our goals for this year.

That was so that we could focus on dealing with
Coronavirus.

We do not know what will happen with Coronavirus in
the future, but we have a plan to keep providing the best
services.

We have the same aims and will keep working hard for
you.

We hope you enjoy reading our strategy.

Summary
Our new strategy will add to everything we have done
in the last 3 years.
It also includes the things we have learned from the
Coronavirus pandemic.
A pandemic is when an illness spreads across a country
or lots of countries.
When the Coronavirus pandemic happened, we made
sure that we could:
• Follow Government rules

• Keep people safe

• Keep services going

We can not know all the things that will happen because
of the pandemic.

We will keep up to date with important news, so that we
can react in the best way.

We will learn from the pandemic and use what we learn
to provide good services to more people.

In 3 years’ time we want more people to have better
lives because of Advance.

We will use technology and new information to make
sure that we spend money the best way.

There is more information about how we plan to spend
our money in this report.

In the past we have been able to do great things because
our staff work hard and care about what they do.

During lockdown staff went the extra mile to keep
services going.

Thank you!
We are grateful for our staff. We will say thank you and
keep supporting them.

Over the next 3 years we will make the way we look
after our homes even better.

It is important to us that our homes are safe and good
quality.

We will make any changes that the Hackitt Review says
are needed.

The Hackitt Review looked at what happened at
Grenfell Tower and told housing associations what
they must do better.

Grenfell Tower was a block of flats in London. It was
not safe and there was a big fire. Grenfell Tower was
not an Advance building.

The Government wants everybody to be kinder to the
environment by using less carbon.

We will use less carbon and teach customers about how
to help the environment.

This picture shows the most important information about
our strategy.
On the left is our vision for Advance (what we want to
do).
On the right are our 3 key goals which will help us make
our vision happen.

Our 3 key goals (or ‘objectives’) will help us to:
• Make our services even better

• Provide more services

• Spend money the right way

• Have the best staff

This will make sure that we are a strong organisation
that you can rely on.

We have targets to measure how well we are doing.

Every month the Advance Board checks how we are
doing.

Every year we will share an update on how we are
following the strategy plan. We will check that the targets
are still right for us.

Objective 1: Quality Homes and Services
We will provide homes and services that make people’s
lives better.

We will spend money on our homes to make sure
they are nice places to live.

We will support people to reach their goals and live
healthier lives.

We will listen to customers. This will help us understand
what is important to them and give them the services
they need.

Our most important job is to make sure that our
customers are safe.
We will keep working in safe ways so that our homes and
services are safe.

We will work to make our homes and services better for
the environment.

We will make sure that we have the right staff to provide
the best services.

In the next 3 years we will:

• Support our customers to have fair health care

• Use more technology with staff and customers, to
make things better for our customers

• Make sure that customers have a say on the things
that are important to them.
We will support causes that they tell us are
important to them.
• Make sure our homes are safe and follow all the
rules they need to

• Make sure our homes are good quality

• Keep good records about our homes

• Make our homes and offices better for the
environment

• Support customers to reach their goals and live
happier lives

• Meet the standards for good support

• Listen to customers and use what they say to make
our services better

• Make sure we have good staff with the right skills for
the job

These are our targets. We plan to reach them by April
2023.

Targets
• Do 100% of our landlord health and safety checks
• 90% of Housing customers are happy with the quality of their
home
• 90% of repairs are done right the first time
• Less than 3% of repairs need to be done again
• Put 6% of money back into our homes and services
• Have a SAP rating of 69 or more
A SAP rating shows how good a home is at saving energy. A
score of 100 means the home does not need to buy any energy.
The higher the number, the better the home is for the
environment.
• 90% of Support customers are happy with the quality of their
support
• All support services checked by the Care Quality Commission
get a ‘Good’ or ‘Outstanding’ rating.
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).

• 80% of Support customers who have a Learning Disability go
to their annual health check
• 80% of our staff feel supported to do a good job

Objective 2: Sustainable Growth
We want Advance to grow and help more people.
We will work with the people who plan services to find
the best ways to do this.
We will support more people with disabilities to own
their own home.
We will do this through our shared ownership scheme
called Home Ownership for people with Long-term
Disabilities (or HOLD).
We will provide services to more people with complex
needs or challenging behaviour.
A person who has complex needs might:
• Have more than 1 disability
• Have health problems
• Not use words to talk
• Act in a way that other people find difficult
Challenging behaviour can be things like hitting
people, breaking things or hurting yourself. It can make
it difficult to give someone care and support.
We will work, or join, with other organisations if it will
help us to do this.

We will make sure our staff have the skills to help us
grow.

In the next 3 years we will:

• Grow our services across the country

• Have more shared ownership homes through our
HOLD scheme, and look at other ways to support
customers to own their homes

• Provide more support services, including in Advance
homes

• Work with other organisations

• Support more people who have complex needs

• Work with the people who plan services to
understand what services people need

• Make sure our new homes are good for the
environment

• Work with other experts to make new and better
services

These are our targets. We plan to reach them by April
2023.

Targets
• Have 204 new homes
• Have 19 fewer homes that make less than 5%
• Increase the amount of money we get for Support services by
25%
• Our support agreements will include at least 12% towards
central costs
• Increase the number of people who have both Advance
housing and Advance support by 25%
• Increase the number of customers who have high support
needs by 25%

Objective 3: High Performing Organisation
We will make sure that Advance has enough money
coming in to keep providing good homes and services.

Our services will meet high standards.
We will compare ourselves to other organisations to
make sure we are doing well.

Our staff will be supported to provide good services.
They will have training to be experts at what they do.

We will use technology to make our services better.

In the next 3 years we will:
• Use what we have learned in lockdown to support
our staff with their wellbeing

• Make sure our offices are set up in the best way for
us

• Write an Equality and Diversity plan, to make sure
all our staff are supported to be the best that they
can be

• Support staff who want to become managers, so
they have the skills they need

• Make enough money to meet the needs of the
organisation

• Get money to grow our services

• Makes sure all our services get the best deals for
their money

• Keep improving the way Advance is run

• Use technology to help us provide the best services

• Improve how we collect information

These are our targets. We plan to reach them by April
2023.

Targets
• Reach our income goals
• Meets the targets in our ‘Value for Money’ plan
• Central costs to be less than 12% of the money we have
coming in
• Lose less than 5% of income for empty homes
• To have less than 5% of rent owed to us
• 90% of staff to be happy
• Less than 15% staff choose to leave Advance
• 80% of Support Workers have an NVQ Level 2 or higher
qualification
• 90% of staff have the training they need to do their jobs well
• 90% of improvement projects are finished and reach their
goals

Goals for Year 1 (2020/21)
What we will do in 2020/21:

Quality Homes and Services
1. Do 100% of our landlord health and safety checks
and make our homes safer

2. Make sure our homes are good quality

3. Spend money on technology for staff and customers
to use, to make things better for our customers

4. Make our homes better for the environment

5. Use what we have leaned from the pandemic to
support customers to get involved with Advance

6. Listen to customers and use what they say to make
our services better

7. Improve the quality of our Support services. Our
goal is to get an ‘Outstanding’ rating from the Care
Quality Commission

8. Use iPlanit as the computer program for planning
support and measuring goals

9. Support more customers to use the health services
they need

10. Support more customers use to technology to be
more independent

11. Make sure that customers have a say in the things
that are important to them

These are our targets for 2020/21:
Targets for April 2023

Targets for April 2021

• Do 100% of our landlord health
and safety checks

100%

• 90% of Housing customers are
happy with the quality of their
home

85%

• 90% of repairs are done right the
first time

85%

• Less than 3% of repairs need to be
done again

Less than 4%

• Put 6% of money back into our
homes and services

More than 3%

• Have a SAP rating of 69 or more

69

A SAP rating shows how good a home
is at saving energy. A score of 100
means the home does not need to buy
any energy. The higher the number, the
better the home is for the environment.
• 90% of Support customers are
happy with the quality of their
support
• All support services checked by
the Care Quality Commission get
a ‘Good’ or ‘Outstanding’ rating.

85%

All ‘Good’ or
‘Outstanding’

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).
• 80% of Support customers who
have a Learning Disability go to
their annual health check

60%

• 80% of our staff feel supported to
do a good job

80%

Goals for Year 1 (2020/21)
What we will do in 2020/21:

Sustainable Growth
1. Have 34 new homes

2. Work with other groups to provide more supported
housing

3. Look for chances to join with an organisation that is
like Advance

4. Make sure new homes are good for the environment

5. Tell more people about our HOLD shared
ownership scheme and look at other ways to help
our customers own their homes

HOLD

6. Provide support and housing to new customers who
have complex needs

7. Tell more people, across the country, about
Advance

8. Use people we know to help us grow

9. Talk to the people who plan services about how
Advance can be involved

10. Tell people about Advance services and stories

These are our targets for 2020/21:

Targets for April 2023
• Have 204 new homes

Targets for April 2021
34

• Have 19 fewer homes that make
less than 5%

9 fewer

• Increase the amount of money we
get for Support services by 25%

More than 10%

• Our support agreements will
include at least 12% towards
central costs

12%

• Increase the number of people
who have both Advance housing
and Advance support by 25%

8%

• Increase the number of customers
who have high support needs by
25%

10%

Goals for Year 1 (2020/21)
What we will do in 2020/21:

High-Performing Organisation
1. Make sure all our staff understand how to get the
best deal for their money

2. Use what we have learned from lockdown to make
our services better

3. Make sure we are ready for Brexit

4. Run our homes well to make sure they are not left
empty

5. Make sure we have the right managers with the right
skills

6. Share what we have learned from our manager
training.
This will help us to run Advance well and make our
services better

7. Make sure we have the things we need to reach our
goals

8. Look after the mental health of our staff

9. Make an ‘Equality, Diversity and Inclusion’ plan to
make sure everybody is treated fairly

10. Work with The Voice to support our staff
The Voice is our staff advocacy group.
Advocacy is about making sure that people can
tell other people and services about what they need
and what they want. An advocate can help you do
this.

11. Have a plan to help our staff learn new things

12. Check that our offices are set up in a way that
works best for us, and make changes if they are
needed

13. Collect good quality information

14. Use the information to make good business choices

These are our targets for 2020/21:

Targets for April 2023
• Reach our income goals
• Meets the targets in our ‘Value for
Money’ plan

Targets for April 2021
Earn 4.4% more than we
spend
Save at least £500, 000

• Central costs to be less than 12%
of the money we have coming in

Less than 12%

• Lose less than 5% of income for
empty homes

Less than 6%

• To have less than 5% of rent owed
to us

Less than 6%

• 90% of staff to be happy
• Less than 15% staff choose to leave
Advance

85%
Less than 15.5%

• 80% of Support Workers have an
NVQ Level 2 or higher
qualification

60%

• 90% of staff have the training they
need to do their jobs well

85%

• 90% of improvement projects are
finished and reach their goals

85%

Value for Money
This table shows our targets for 2020-23.
Meeting these targets will show that we are getting good
results for the money we spend.

Goal
Quality Homes and
Services

Targets for 2023
• 90% of customers are happy with
the quality of their home
• Less than 3% of repairs need to
be done again
• Spend more than 6% of the rent
we are paid on making homes
better
• 90% of customers are happy with
the quality of their support
• All of our services checked by
the CQC are rated as ‘Good’ or
‘Outstanding’

Sustainable Growth

• Have 204 new homes
• Have an extra 3% social housing
homes each year
• Have 19 fewer homes that make
less than 5%

• Our support agreements will
include at least 12% towards
central costs
High Performing
Organisation

• Meet our savings goals in the
‘Value for Money’ plan
• Central costs to be less than 12%
of the money we have coming in
• Lose less than 5% of income for
empty homes
• To have less than 5% of rent
owed to us
• Less than 15% of staff choose to
leave Advance
• 90% of improvement projects are
finished and reach their goals
We use other financial checks to make
sure we our looking after our money
well.
If you want more information about
them you can email
CustomerEngagement@Advanceuk.org

Appendix 1: Our targets for 2023
Goal
Quality Homes
and Services

What we want Targets
to do
We will provide
• Do 100% of our landlord health and safety checks
homes and
services that
• 90% of Housing customers are happy with the quality of their home
make people’s
lives better.
• 90% of repairs are done right the first time
• Less than 3% of repairs need to be done again
• Put 6% of money back into our homes and services
• Have a SAP rating of 69 or more
A SAP rating shows how good a home is at saving energy. A score of 100
means the home does not need to buy any energy. The higher the number,
the better the home is for the environment.
• 90% of Support customers are happy with the quality of their support

• All support services checked by the Care Quality Commission get
a ‘Good’ or ‘Outstanding’ rating.
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).
• 80% of Support customers who have a Learning Disability go to their
annual health check
• 80% of our staff feel supported to do a good job
Sustainable
Growth

We want
Advance to
grow and help
more people.
We will work
with the people
who plan
services to find

• Have 204 new homes
• Have 19 fewer homes that make less than 5%
• Increase the amount of money we get for Support services by 25%
• Our support agreements will include at least 12% towards central
costs

the best ways to
do this.

• Increase the number of people who have both Advance housing and
Advance support by 25%
• Increase the number of customers who have high support needs by
25%

High Performing We will be a
Organisation
strong
organisation
with good
people and good
ways of
working, so that
all our work is
high quality.

• Reach our income goals
• Meet the targets in our ‘Value for Money’ plan
• Central costs to be less than 12% of the money we have coming in
• Lose less than 5% of income for empty homes
• To have less than 5% of rent owed to us

Appendix 2: Financial Forecasts
These graphs show that Advance has enough money, and enough
money coming in.
We have enough money to be able to spend money making our
home better.
This graph shows the money we plan to come in (turnover) and the
money we plan to have left over (surplus).

This graph shows how the amount of money we have will change
(cash movement) and how much money we plan to have at the
end of the year (cash balance at year end).

This graph shows how we plan to spend our money in the 1st year of
this plan.
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