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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 the
Midlands, London, 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.

This picture shows Chris, Pushpa and Adam with Julie
(who is they Chief Executive of Advance). They are all

members of the Advance Customer Partnership.
The Advance Customer Partnership is a group of
customers, Advance Board members and senior
managers.
They meet every 3 months to talk about what we are
doing well, and what we need to do better.

Adam says:
“Volunteering for Advance has been really good for
me. I have more things to do and that makes me happy.
I am more confident and less shy.
There are lots of ways to volunteer so I have learned
new skills and had new experiences.
It gives me something to focus on, and that helps me
grow as a person.”

The Customer Partnership takes part in lots of projects
where customers and staff work together to keep making
services better.

They get reports on whether Advance is meeting its
targets on the things that customers say are important to
them.

The Advance Customer Collective is an online group that
meets every month to talk about the things that matter
to them. The Customer Partnership works with them to
hear from more customers.

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 are going into the 3rd (and last) year of this
strategy.

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

We are happy that we are making good progress on our
goals.

Over the last year we have made our services better by
learning from the Coronavirus pandemic.
A pandemic is when an illness spreads across a country
or lots of countries.

This year we will focus on reaching the goals that are in
our strategy.
There is more information about the goals later in this
report.

The Coronavirus pandemic was very hard, but Advance is
doing well.

We know that there are other difficult things happening,
like:
• Low numbers of support and housing staff

• The war in Ukraine

• Important things getting more expensive

We have good plans to make sure that Advance stays
strong when difficult things happen.

The last 2 years have been hard for people with learning
disabilities and mental health conditions.

We will keep working to make sure you have a say on the
things that matter to you.
We will use Advance’s voice to support these things too.

We know that our staff do amazing work.
It can be hard to find and keep the best staff.

We want to make sure that our staff are happy and
rewarded for their hard work.

In December 2021 we were very sad to hear that David
Mell had died.

David was a member of the Advance Board for 4 years
and gave us lots of help.
We will all miss him.

This year we will be talking to everyone to help us plan
our next strategy.
We think it will be right to keep working on:
• Providing homes and services that make people’s
lives better

• Growing Advance so that we can help more people

• Being the best organisation and providing the best
services we can

We are very proud to lead a company where everybody
works hard to do the best for customers.

We hope you enjoy reading this report.

What we have achieved in the last year
Our focus in the last year was to:
• Keep customers and staff safe.

• Use what we learnt from the Coronavirus pandemic

• Making sure that Advance is run well

In 2021 we signed up to the National Housing
Federation’s Code of Governance.
The National Housing Federation supports housing
associations (like Advance) and local councils to provide
homes and services that help people.
A Code of Governance is a set of rules about how to
run an organisation.
We made a plan to make sure we were following all the
rules by April 2022. We called this plan a Governance
Improvement Plan.

We will update the plan this year so we can keep making
Advance even better.

We made sure that the Advance Board was working well
with our managers.

We made a new group called the Service Quality
Committee. It is their job to make sure:

• Customers have a good experience with Advance

• Customers have a real say in services and how they
are run

We made sure our policies for running Advance said the
rights things.

In June 2021 it was confirmed that we were following all
the rules in:
• The Regulator of Social Housing’s Economic
Standards

• The Regulator of Social Housing’s Consumer
Standards
• The National Housing Federation’s Code of
Governance

• The National Housing Federation’s Code of
Conduct

The Regulator of Social Housing checks that housing
associations (like Advance) and local councils are
providing good quality homes and services.
Economic Standards are rules about how we manage
our money.
Consumer standards are rules about what customers
can expect from us.
The National Housing Federation supports housing
associations (like Advance) and local councils to provide
homes and services that help people.
A Code of Governance is a set of rules about how to
run an organisation.
A Code of Conduct is a set of rules about how
people, or an organisation, should behave.

In December 2021 the Regulator of Social Housing
did a Stability Check of Advance.

A Stability Check is a check that a company is being run
well, and has the money (and money plans) to keep
running in the future.

We were very pleased to keep our ratings of G1 for how
Advance is run, and V1 for our money plans to keep
Advance running in the future. These are the best ratings.

Equality, Diversity and Inclusion (EDI) is very important
at Advance.
This means we care about treating people fairly and
listening to people with different experiences.
Our new EDI plan will help us to make sure everybody
is included at Advance.

Our EDI group makes sure the things in the plan happen.

They also listen to people about if they feel included or
not.

We have a calendar that helps us to celebrate different
religious and cultural days.

Last year we started new equality training. It includes
information about:
• The right words to use when we talk about people
• Ways we might judge people without knowing it
• How we might hurt people in small ways
• How we can be good supporters of people who are
different to us
Everybody who works at Advance will get this training.

What we have done so far
This picture shows the most important information about
our strategy.
On the left is our vision for Advance (this means what we
want to do).
On the right are our 3 main goals which will help us make
our vision happen.
They have not changed from last year.

The next pages tell you about what we have done so far
for each of our main goals.

Objective 1: Quality Homes and Services
Over the last year we have kept our services going.

We kept talking with customers and listening to them.

We spent money on our homes to make sure they
are good quality.

We will keep doing these things this year.

We will keep supporting customers to reach their goals.

We will help them to fight the unfair things that get in
their way.

We will make sure that customers are listened to, and
that what they say makes a difference.

It is important that we help people to stay safe.
Our Safeguarding Panel works hard to make sure we
learn from things that go wrong, so we can stop them
happening again.
A Safeguarding Panel is a group who talk about times
when something has gone wrong and it was unsafe. They
talk about:
• What went wrong,
• What happened as a result
• How we can fix it
• How we can stop it happening again

We will keep making sure that our homes are safe places
to live.

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

We have done some work on this already, and are
pleased that we have good SAP ratings.
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.
In some places we have been given money to help us do
this.

The Care Quality Commission (CQC) changed some
of their rules during the Coronavirus pandemic.
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’ (this mean it is a poor service), ‘Requires
Improvement’ (this means the services needs to get
better), ‘Good’ or ‘Outstanding’ (this means really good).
We have followed all the rules and are proud that all of
our services that are checked by the CQC are rated
‘Good’.

In March we asked all Support customers what they
thought about their service.

95.4% said they were happy with the quality of their
support.

This was even higher (97%) for customers who get both
their support and housing from Advance.

We have kept supporting customers to have a say on the
things that are important to them.

Last year we celebrated:
• Mental Health Awareness Week

• Learning Disability Week

• Safeguarding Adults Week

We also wrote to the Ministerial Oversight Group.
The Ministerial Oversight Group is part of the
Government.

They were looking at how people with learning disabilities
were treated during the Coronavirus pandemic.

We wrote to tell them that they must involve people with
learning disabilities in their research.

In April 2021 we were very happy that the Good Things
Foundation said yes to our application to their Digital
Lifeline project.
This meant we could give free tablets, internet and
computer support to 49 customers with learning
disabilities.
This helped customers to:
• Keep in touch with friends and family

• Learn new skills

• Join online groups

• Use services like online banking and advocacy

At Advance we also:
• Added new features to our online housing portal
MyAdvance

• Used iPlanit to help make good support plans

• Made a new Customer Collective Facebook group
so customers can talk to each other and practice
online skills in a safe place

In 2021/22 we:
• Kept our homes safe places to live

• Spent more money to maintain our homes. This
was to catch up on things that were delayed
because of the pandemic

• Updated our Customer Engagement Plan to keep
customers as the focus of everything we do

• Worked with customers to improve how we do
repairs

• Worked with customers to improve how we
respond to anti-social behaviour
Anti-social behaviour is when somebody acts in a
way that makes you feel upset or unsafe, or when they
cause damage.

• Kept in touch with customers to make sure we
know about problems, and that they get fixed

• Worked to make our homes even better quality

• Reached our goal for SAP ratings

• Made progress on our plans to use less energy in
our homes

• Worked with customers and staff to make our
services better for the environment

• Added new features to our online housing portal
MyAdvance, and signed up more people

• Trained staff on how to use iPlanit for good support
planning

• Checked our services to help us keep improving
them

• Supported customers to be healthier and to use
their GP services

• Used more technology to support customers to
achieve their goals

In 2022/23 we will:
• Keep providing safe homes

• Keep spending more money to keep our homes in
good condition

• Check our homes, to see which we should spend
money on, or if there are any we should sell

• Keep making our SAP ratings better
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.

• Make our homes and offices better for the
environment

• Use what we have learned about repairs and dealing
with anti-social behaviour to make these services
better

• Help customers who are struggling with money as
things get more expensive

• Re-start our Peer Reviews project, where customers
can speak to a trained customer about their
experiences at Advance

• Make sure the right services are checked by the
Care Quality Commission, and keep all our services
rated as ‘Good’

• Support people to be healthy, especially customers
with a mental health condition

• Keep working to involve customers, including
spending money where it is needed to make this
happen

• Keep spending money on good technology and
supporting people to use it to make services better

• Find new ways to listen to customers, and to make
sure they know that what they say makes a
difference

• Make sure we are ready for changes to the
Regulator of Social Housing rules

These are our targets (goals) for having good homes and services. We plan to reach them by April 2023.

Targets to reach by Target for
April 2023
2021

What we did
in 2021

Target for
2022

What we did
in 2022

Target for
2023

• Do 100% of our
landlord health
and safety checks

100%

97%

100%

99.6%

100%

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

85%

85%

87%

85%

90%

• 90% of repairs
are done right
the first time

85%

88%

89%

82%

90%

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

Less than 4%

2.4%

Less than 3.5%

1.3%

Less than 3%

• Put 6% of money More than 3%
back into our
homes and
services

3.5%

• Have a SAP
rating of 69 or
more

69

69.5

85%

97%

More than 6%

69
With 65% of
homes rated

3.3%

69.7% with
X% of
homes rated

More than 6%

69
With more
than 75% of
homes rated

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

90%

95.4%

90%

• 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).

100% Good or 100% Good or
Outstanding Outstanding

100% Good or 100% Good or 100% Good or
Outstanding
Outstanding
Outstanding

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

60%

66%

70%

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

80%

We will get this
number in
2021/22

80%

80%

We will get
this number
in 2022/23

80%

Objective 2: Sustainable Growth
Last year our focus was growing our services for 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 won new services for young people in Hampshire.

We have worked with the people who plan services in
Cornwall and Dorset to start new services for 3 people.

This year we will keeping growing services for the people
who need them.

We want more people with disabilities to part-own their
own home through our HOLD project.
HOLD stand for Home Ownership for people with Longterm Disabilities.

We have got money from Homes England to help provide
more part-owned homes.
We also have more social housing coming.
Social housing means the homes provided by housing
associations (like Advance) and local councils to help
people.

In 2021/22 we:
• Provided 33 new homes. 29 of them were

• Bought 28 homes that we used to rent from
someone else

• Agreed more future homes, both for people to rent
and for people to part-own

• Used online advertising to tell more people about
our HOLD project

• Grown our services by telling people about the
difference they make

• Changed the way we organised our Support staff, to
help make services better

• Increased the amount of money we get to provide
Support services.

• Used technology to tell more people about the
difference our services make

In 2022/23 we will:
• Provide 64 new homes.
45 of them will be part-owned through our HOLD
project. 19 of them will be for renting.

• Make sure all our new homes are good for the
environment

• Buy 1 housing scheme that we are renting at the
moment

• Use the skills of our experts in complex needs, so
more people can get good quality support

• Work with the people who plan services, so more
people can get both their support and housing from
Advance

• Renew some of our contracts that are ending

It is good that we have new homes coming through our
HOLD project.

But there have been lots of changes in the housing market
and prices are very high.

This meant that we could not reach our goal last year.

This year we have changed our goal to one we think we
can reach.

We checked if our homes were making enough money or
not.

We spent money on some home to make them good
enough to rent to people.

Some of our homes are still not good value for money.
The main reasons for this are:
• It is expensive to make the homes safe

• More homes are empty

• The repairs they need are complicated and that has
made it slow to get them done

Because of this we have changes our goal for this year.

Our goal for homes that make enough money is now
lower, but we think we will be able to reach it.

These are our targets (goals) for having good homes and services. We plan to reach them by April 2023.

Targets to reach by
April 2023
• Have 204 new
homes

Target for
2021

What we did
in 2021

Target for
2022

What we
Target for
did in 2022 2023

34

31

65

33

64

80

122

100

114

105

More than 10%

19.9%

More than 10%

3.4%

More than
10%

Our updated target is to
have 128 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

12%

15.2%

12%

14.4%

12%

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

8%

9%

8%

0%

5%

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

10%

0%

10%

3.5%

10%

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.

When we spend money, we will make sure that we get
the best deals for good quality.

We will compare ourselves to other organisations to
make sure we are doing well.

Our staff will be supported to provide good services.

Their work will show our PRIDE values.

We will look at what our staff need to be happy in their
jobs.

Last year we changed the way we organised our Support
staff, to help make services better.

We gave staff lots of training to make sure they felt
confident in their jobs.

We kept working to make sure our Human Resources
(HR) team had what they needed to support our staff.
Human Resources (HR) is the part of an organisation
whose job it is to look after the staff.

The pandemic made some things hard.

But we have kept working to make our services even
better.

We have used technology to help this happen.

In 2021/22 we:
• Saved the money that we planned to, and found
more ways to save money

• Kept working to make sure we didn’t have empty
homes than were losing money

• Tried a new way of arranging repairs.

It wasn’t right for us, but we learnt a lot.

• Found a new way to manage our leases and the
agreements for how we look after them
A lease is the contract between the owner of a building
and the person or organisation who pays rent to them
for it.

• Changed the way we organised our Support staff, to
help make services better

• Made sure our HR team had what they needed to
support our staff

• Made changes to the ways we collect and use
information, to help us make better choices

• Made the way we find new staff better

• Helped staff to stay happy and healthy in the
pandemic

• Our Equality, Diversity and Inclusion (EDI) group
helped us to make sure everyone is included

• Made our EDI policy better

• Kept our Disability Confident Leader status.
This means that we are a good employer for people
with disabilities.

• Looked at if we have the right offices in the right
places

• Worked with customers and staff to make sure our
training talked about the things that are important to
them

• Made our computer systems even more safe

• Used more computer programs from Microsoft to
help staff do their jobs

In 2022/23 we will:
• Keep giving our staff good training

• Use technology to help staff work in different ways

• Check that we are paying the right amounts for our
jobs, so that we can get the best staff

• Help staff to move forward in their careers

• Use better technology to help Housing staff do their
jobs when they are out visiting customers

• Keep working to help our staff to be happy and
healthy

• Do the things that are in our Equality Action Plan

• Keep making the way we collect and use information
better, so it can help us make good choices

• Keep moving people into our empty homes, so that
we do not lose money

• Update our plans for how we will keep Advance
strong

• Use a new system to manage our money

These are our targets (goals) for having good homes and services. We plan to reach them by April 2023.

Targets to reach by
April 2023
• 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

Target for
2021

What we did Target for
2022
in 2021

What we did Target for
in 2022
2023

4.4%

7.5%

3.9%

5.7%

3.9%

More than
£500,000

£524,000

£802,000

£827,000

£915,000

Less than 12%

11.5%

Less than 12%

11.8%

Less than 12%

• Lose less than 5% of
income for empty
homes

Less than 6%

5.91%

Less than 5.4%

6.2%

Less than 5%

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

Less than 6%

5.82%

Less than
5.25%

5.92%

Less than 5%

• 90% of staff to be
happy

85%

• Less than 15% staff
choose to leave
Advance

Less than
15.5%

• 85% of Support
Workers have an
NVQ Level 2 or
higher qualification

60%

We will get
88%
We will get
90%
this number in
this number in
2021/22
2022/23
11.8%
Less than 15%
17.4%
Less than 15%

82%

85%

79.1%

85%

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

85%

We will get
this number in
2021/22

85%

We will get
this number in
2022/23

90%

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

85%

100%

90%

100%

90%

Value for Money
Value for money means getting the best result for the
money you spend.
Getting good results for our money is important for all
our services.

We will use some of the money we save to provide
more homes for people who need that.

We will use some of the money we save to give people
good support to reach their goals.
Some ways we will save money are:
• Working with the people who do the repairs in our
homes, to make sure we get the best value for
money

• Finding cheaper deals for the things we use to do
business, like offices, phones and computer systems

• Making sure we are paid fairly for our Support
services, by talking to the people who plan services.

We are getting more money for our Support
services than we were 2 years ago.
This is good because it means we can afford to make
our services even better.

We will check if we are doing as well as other
organisations that are like us.

As well as thinking about money we are going to focus on:
• Using technology in services to keep in touch with
customers and make their lives better

• Putting things in our homes that make them better
for the environment

• Making our computer systems better, so they can
help us to do good work

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: 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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