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Welcome to Advance
Welcome to Advance. We hope this pack gives you lots of useful
information, so you can get the best out of our services.
You will find information on:








Our services
Our support workers
Your support services
Staying safe at home, online and in the community
Getting involved
Sharing your feedback
Useful contacts and information

How to use this pack
Please read and keep this information in a safe place. If any of the
information in this pack changes, we will send you an update.
Please feel free to share this pack with someone you trust; a friend, family
member or advocate who might find it useful.
You can also find a copy of this pack on our website at
www.advanceuk.org
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If you need any more help or information, please do contact me on the
details below.
NAME
TITLE
CONTACT DETAILS
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Our Vision

Our vision is to transform the lives of people with a disability or
mental health condition by providing the best quality housing,
support and employment 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. Together we transform lives.

Find out more
Our Strategic Plan explains what our plans are for Advance
over the next 4 years. It can be found on our website:
www.advanceuk.org (also available in easy read).

To learn more about our work and the people we work with, you can
follow us on our social media channels:
Twitter: @advancetweets
Facebook: AdvanceUK
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Our Values

Our values drive everything we do. They make sure that we focus on
getting the best result for our customers.

We use our values to help us to recruit new staff and train existing
staff.
Partnership – we work in partnership with our
customers and build relationships with others
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 the best use of our resources, so
we can deliver the best services for our customers
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Diversity and Equality
Diversity means recognising and valuing people’s differences so that
they can reach their full potential.
Equality is about treating all people fairly, no matter what their
background is.
At Advance, we:
 Promote positive attitudes to diversity
 Keep good relations between people with different
characteristics
 Make sure customers are respected and treated with dignity as
citizens
 Improve equality of opportunity and stop discrimination and
harassment.

We believe that nobody should receive unfair treatment due to:
Age, gender, sexual orientation, gender reassignment, ethnic origin,
race, nationality, religion or beliefs, state of health, disability, marital
status, pregnancy or maternity status, caring responsibilities, class,
appearance, dress, criminal record or anything else that cause a
person to be treated unfairly.
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Key Facts
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Our Services
We provide a range of services for disabled people and people with
learning disabilities, mental health conditions and age related needs.
These are the services we provide:

Housing
We believe that everyone has the right to a safe and happy home.
That is why we provide different housing options including:
 Shared homes
 Shared ownership
 Supported living

We know how to provide high quality homes that meet customer
needs.
Personalised package
Because we provide support services too, we can offer a
personalised support and housing package that will allow customers
to achieve their goals.
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Support Services
Our support is flexible, and made to match an individual’s needs and
goals.
We offer a range of support services including:






Support at home
Support in the community
24 hour care
Specialist support
Short‐term or respite (temporary) care

You might need support for different things, for example:






Emotional support
Help finding work
Support to start new hobbies
Help with sorting bills
Specialist support for complex needs

Our Support workers
Whatever your needs, our Support Workers are passionate about
doing things better. They support our customers to live full,
independent and happy lives.
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Employment Services
We help disabled people, people with mental health issues, learning
disabilities and unemployed people to get a job.
We work with employers to find customers paid work:
 Our placements last between 4‐6 months (16 hours a
week).
 We support you and the employer throughout the
process.
 Hopefully, this will lead to a long‐ term job after the placement
ends.
Where we work
We currently work in Solihull (Birmingham), but in the future we
hope to work across the country.
We are happy to provide advice to any of our customers who are
looking to get into employment.
If you want to know more about any of our services, you can contact us:
website: www.advanceuk.org
Phone: 0333 012 4307
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Our Support Services

We are committed to working with you and your relatives in
designing and delivering your support.
We create a person centred support plan that customers are in
control of.
Who we provide support to:


People with learning disabilities



People with mental health conditions



Older People



People with complex health and support needs

If you have a support need that is not in this list and would
like us to support you, please do contact us.
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Different types of support services
We provide a range of support services. The support we provide is
personal and can be adapted to meet your needs.
When?
Some of our customers have support all of the time, some people
have a few hours of support every week.
Where?
We can support you in your own home, in a residential care setting
or in the community.

Here are some of the support services we provide:


Supported Living



Independent Living Support



Domiciliary Care (support at home)



Floating/Outreach
support



Registered Care Homes



Community Based Services and Activities



Respite care (temporary care)

14

Who pays for your service?
There are lots of ways you can pay for the service we provide to you.
Here are the different options:

1. Direct Payments and Personal budgets
Direct payments and personal budgets are the same thing.
It is when Social Services pay the money for your support
into your bank account (or a family member’s bank account
if you need help with this).
You use this money to pay the people you have chosen to
provide your support.
You can spend your direct payment/personal budget on:
 Support from a place or team of people (such as a day centre, a
community team or staff where you live).
 Support with personal things like having a bath, washing or
getting dressed.
 Support to live in your own house. This can include help with
money, cooking or cleaning the house.
 Support to get out and about. This could be driving you to see
friends, help to join in with local activities, or someone to go on
holiday with.
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2. Health Budget
A personal health budget is the money that the health service give
you to you pay for your healthcare.
(The same way that Social services pay for a personal budget)

How does it work?
1. You decide your health goals together with your local NHS
team (your doctor or care manager).
2. You both agree the best way to spend the money.
3. This way you know how much money you have to spend and
you have more say about your healthcare.

You can use your personal health budget for:
 Support with your personal care
 Training to help you look after yourself
 Other equipment to help you meet your needs
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3. Self funding
Self funding is when you use your own money to pay for your
support.
Why self‐fund?
You may want to self fund if you need extra support, which the
council do not pay for, or is not in your agreed allowance.

4. NHS/Local Authority
Your social services and/ or health services may pay
your support provider (Advance).
Changes
If your support plan changes due to your circumstances, we will tell
you of any changes to the cost.

5. Individual Service Funds
If you are:
 Unable to manage your personal budget
OR
 You do not have anyone who can manage this for
You can use another provider (not the council) to manage your
personal budget for you. Advance can help you with this.
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What we do to support you
All of our customers have different support needs.
Below is a list of some of the things we do to support our customers:


Develop a Support plan which works for you



Complete a Care Assessment and Review



Work with other providers and professionals



Support with Personal care



Support with finances and budgeting



Help you develop independent life skills



Help you take part in meaningful activities



Improve and maintain your physical and
mental health



Educate about safety in the home and the community



Support with accessing local community activities



Provide volunteering, education and employment opportunities



Help with housing and benefit applications and appeals



Support with maintaining and developing relationships



Behaviour assessment and planning



Person centred active support

If you want to stop your support at any time, please contact
your Support Worker.
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Our Support Staff

About our Support Workers

 Being a Support Worker means helping our customers to live the
lives they choose and work towards achieving their goals and
ambitions.
 Advance Support Workers are reliable, friendly, skilled
and passionate about giving good quality care and
support. We want all our staff to deliver the best
possible service.
 Some of our Support Workers live in the community and
travel to meet different customers.
 Others live in Supported Housing schemes and work with
the same customers all the time.
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Hiring new staff

 Our Support Workers need to pass an interview and an
assessment test before they get the job.
 Our customers are involved in interviewing
new staff. They have helped us to choose
only the best Support Workers.
 We ask for 2 references from the person’s previous employers
before they can join us. This tells us more about the person’s
background.
 All of our staff are fully ‘police checked’ before they start to work
for us. This lets us know they are safe to work with.
 All new staff complete an ‘All about Advance’ induction
programme. This programme introduces them to Advance, our
vision and values and our policies and procedures.
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Training our staff
We make sure that our staff are trained to our customers' needs.
All of our Support teams are trained or are training towards a NVQ2
in Health and Social Care. This is a level of training which means that
people working in Health and Social care meet the national standard.
Our Support Workers are trained in:
 Safeguarding of vulnerable adults (this means keeping adults
who are at risk safe from harm)
 Fire safety
 Food hygiene
 First aid
 Health & Safety
 Moving and handling objects
 Giving medication
 Infection Control
We also provide other types of training if this is needed.
If your Support Worker has to take time off due to training, we
will make sure you get another Support Worker for that time.
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Staff supervision
All Support Workers are supervised (this is when their
manager checks if they are doing their job properly)
every 3 months.
They are also observed regularly by their supervisor.
Every year, we do a check to see if a Support Worker
needs more training.
Staff policies and procedures
Advance has a list of policies and procedures. These are a set of rules
which guide our staff in how to behave. They also protect our
customers and make sure that we deliver the best possible support.
Our policies include:










Adult and Children Safeguarding
Health & Safety
Moving & Handling objects
Training & Staff Development
Confidentiality (keeping personal information secure)
Quality Assurance (making sure we provide a good service)
Data Protection (keeping the data that we have safe)
Equal Opportunities
Comments, Compliments and Complaints

Our policies are regularly reviewed.
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What you can expect from our Support Staff
Our Support Workers live our PRIDE values: Partnership, Respect,
Innovation, Drive and Efficiency.

Our Support Staff also follow these guidelines:
Boundaries

Support Staff cannot have friendships with customers.
This includes friendships on social media (Facebook,
Twitter).
Staff cannot give their personal contact details (phone
number, address) to customers.
They cannot visit customers outside of their Support
Agreement.
Staff cannot give or receive gifts to/ from customers.
Staff are not allowed to smoke when working.

Consistency We will make sure you know in advance who will be
supporting you and when this will happen.
We will always discuss your support with you to make
sure that you get the right support which meets your
needs.
Our Support Staff will always phone you if they are
late to see you.
Diversity

Our staff will support customers in their different
cultural, religious or spiritual beliefs.
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Reviewing your support
If you do not use your support properly, we may
have to contact other agencies (for example, a
Social Worker).
We will have a meeting to talk about your Support
Agreement.
If we think you are at risk, we will have to involve the emergency
services.

Changes in your Support Worker
If your Support Worker is on holiday or off sick, we
will find another Support Worker to fill their place.
If you need a change in Support Worker for any
reason, we will look at different options for you.
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Support Agreement
This Agreement is made between:

Customer:
Name:
Address:

and
Advance

We are making this agreement because you have agreed to have
your support delivered by Advance.
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Your Rights
 You have the right to have confidential
information we may have about you
protected. This means it can’t be seen by
people who shouldn’t be allowed to see it.
 We will make sure that personal information
about you is only shared with people who need
to know about you.
Confidential information

 We will get your consent (approval) if we
need to share information about you with
others. This is except for certain situations
where yours or others safety maybe at risk.
You have the right to receive information from
us about:
 How we are working to do what we say we
are going to do in this agreement.

Receiving information

 Any of our policies and procedures which are
relevant to the service we provide.
 Our Care Quality Commissions (CQC) report
 You have the right to access information we
have on file about you, except in certain
situations.
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 You have the right to have someone speak on
your behalf.
 If you ask us we will take reasonable steps to
help you find someone to do this job
 You have the right to be consulted about the
services we provide, and about any changes
that we propose.

What Advance agrees to do- we agree to do the following for you:

 Support you to have the life that you want
as you have described in your support
plan.

 Work with anyone that you choose to
speak up for you. This could be your
family, friends, advocate or someone
from your circle of support.
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 Review your service with you every year.
You can invite the person who speaks up
for you and any other people that you
wish to invite to the meeting.
 At this meeting you can make changes to
your support plan and think about how
you use your individual budget.

 Review your service with your support
staff and their manager regularly

We will help your staff to support you by:
 having a one to one meeting with your
key worker every ___ weeks

•having team meetings for your support
team every ___ weeks

 providing training for staff so that they
can support you well and keep you
healthy and safe
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 Having rules and ways of doing things
that help staff to support you well

 Helping staff to think about things the
organisation does well, what it could do
better, and how to improve the service
that it provides to you

 Advance will do all the things that are in
your individual support agreement.

What you agree to do- you agree to do the following:
 Let Advance know immediately if staff
don’t turn up to support you when you
expect them.
Phone........................................
 Pay your bills from Advance Support as
soon as possible, and no more than 30
days after you get them.
 You might find it easier to use direct
payments to pay automatically. You will
get a statement telling you how much we
will take from your bank account before
we take it.
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 Tell the manager and staff what you think
about your service via our surveys and
using the feedback options.
 Make sure you tell us straight away if you
are unhappy with your service or if you
think we could make it better.
The person you should tell
is:.........................................
phone number.............................
 Advance has a straightforward
complaints procedure to capture
comments, complaints or compliments.

Complaints

 You can get support to complete this
from your Support Worker.
…………………………………………………
…………………………………………………
Please write here any other things that you
agree to do (if there are any)

30

Ending this Agreement
 You and Advance agree to tell each other
___ month(s) before either of you want to
end this agreement.

 We might agree together to mutually
extend support whilst you find another
provider or service.

 Advance will provide help and support to
your new provider to help you with the
move

Signatures
I agree .......................................................
Signed for Advance
......................................................................
Witness to both signatures
......................................................................
Name..........................................................
Date ...........................................................
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Staying Safe
It is important to us that the people we support or who live in our
houses feel safe and are able to do the things they enjoy where they
live.
We believe that everyone has the right to:
•

Live their life free from violence, fear and abuse

•

Be respected by other people

•
Make choices about their life and the things that
affect them.

Safeguarding
Safeguarding means that we will do everything possible to make sure
that you can live your life safely at home and in the community.
Safeguarding Panel
Advance has a Safeguarding Panel. They meet every 3 months. The
panel makes sure that we do everything we can to make sure our
customers are safe.
The panel is led by an Independent Chair. This means they are not
associated with Advance. Their role is to look at how well we
safeguard customers.
For more information about staying safe, please speak to your
Support Worker.
There are also some useful contacts at the back of this handbook.
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Anti‐social behaviour
Antisocial Behaviour means different things to different people, but
here are some examples of anti‐social behaviour, which you can
report:
 Behaviour which causes alarm, distress or annoyance to
someone else.
 Neighbour nuisance. This could be anything that a
neighbour does which causes annoyance.
 Too much noise. This could be from people
shouting, or music playing loudly.
 Litter and fly‐tipping (leaving rubbish which should
go to the tip on the streets)
 Abandoned cars or bicycles
 Graffiti or deliberate damage to buildings or public areas
 Being drunk in public
 Dealing or using drugs
 Hate crime (see below).
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Anti‐social behaviour
What can you do?
If you are the victim of any of the behaviours listed, please
contact your Support Worker, or call Customer Services on
0333 012 4307.
(Customer Services are available all day, every day).
If it is an emergency (you are in immediate danger) please call 999.

What happens next?
When you report anti‐social behaviour to Customer
Services:
 They will record all the details of what happened.
 Someone will contact you within 2 working days to talk
about what happened with you, and decide on what to do next.
We will help you as much as we can to sort out the issue. This may
mean that we have to get other people involved (for example, the
police).
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Staying safe online
The internet and social media are a great way to talk to
friends, found out information and get your voice heard.
But it is really important that you do this safely.
Tips for staying safe online:

Passwords

• Keep your all your passwords a secret. If
you have your passwords written down,
make sure they are kept in a safe place.
 Use different passwords for different
accounts. Try to make your passwords
hard for other people to guess.

Paying online

• Always keep your bank details a secret if
someone asks you for them, especially in
an email.
• If you are paying for something online it
is usually safe, but always check the
website you are buying from first. If you
are not sure, ask somebody before
entering your bank details.

Social Media
• Be careful about sharing your
(for example, Facebook, information and pictures online. If you do
Twitter, WhatsApp)
not know someone, do not share any of
your personal information with them.
•If you think that you are being bullied on
the internet, contact the police or speak
to a member of staff at Advance.
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Remember: If you are worried about your online security, or you are not
sure about something you have seen or been asked online, always ask a
friend, family member or Advance staff member for advice.

Bullying and Harassment
Bullying is when a person or a group of people say or do
unkind things to someone else. Bullies are often trying to
make themselves feel better by being mean to someone
else.
Harassment is when someone does something on purpose
to upset someone else. It happens more than once and the person
does it because they want the other person to feel bad.

Hate crime and mate crime
Hate crime is when someone does something mean to you because
of who you are. For example, if you have a learning disability.
Mate crime is when someone makes you think they are your friend
so they can use you for something. For example, getting money from
you.
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Tips for dealing with bullying, harassment, mate crime and hate
crime:
 Take time to get to know new people before you trust them
 Always meet new people in public places
 If you think something does not feel right, walk away

You can talk to…
 Someone who you can trust, such as a family member, friend
or neighbour. You can ask them to help you.
 Your Housing Officer. Write down what
happened and when it happened so that you
remember
 The police, if you feel unsafe or threatened
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Neglect or Abuse
Abuse is when someone does or says something to you which
makes you upset or scared.
Neglect is when someone who is supposed to care for you ignores
your needs and puts you in danger.

What can you do?
If you think you are being neglected or abused, you should tell
someone you trust as soon as you can.
The people you can talk to are:






A friend or family member
Your Support Worker or Housing Officer
A nurse or doctor or health worker
A social worker
A carer at your care home, day centre, or in
your home
 Someone from a charity ( for example, Age UK,
Mencap, or Mind)
 A care inspector from the Care Quality Commission
 The police

38

Staying Healthy
We care about our customers’ health and wellbeing. Here we have
included some top tips on how you can stay healthy, both physically
and mentally:

Health
Being healthy is about:
 Maintaining a healthy lifestyle
 Being free from illness
 Looking after yourself

To stay healthy you should think about these different things:

Food & drink

 Eat regular meals
Eat at breakfast, lunch and dinner to avoid
snacking.
 Have a ‘balanced diet’
This means eating the right portions of
food from each food group. Eat lots of fruit
and vegetables and less fatty and sugary
foods.
 Drink lots of water
If you drink alcohol, don’t have more than
1 or 2 glasses a day.
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Exercise

 You should try and do a minimum of 2 ½
hours of exercise a week.
 This includes some moderate exercise
(such as walking) and some vigorous
exercise (such as jogging or running).
 Take care when starting to exercise. See
a doctor if you are experiencing
dizziness, heart problems, chest pains or
muscular problems when exercising.

Smoking

 Smoking can lead to serious diseases
such as lung cancer and heart disease.
 If you smoke, you should try to give up,
or at least cut down.
 For help with quitting smoking, visit
your local GP for free advice and
support.
For healthy teeth, you should:

Teeth

• Brush your teeth twice a day and floss
regularly
• Get a new toothbrush every 3 months
• Visit the dentist every 6 months for a
check up
• Avoid sugary foods and fizzy drinks
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Wellbeing
Wellbeing is more than just your physical health. It is about feeling
good and functioning well.
There are lots of ways to improve your wellbeing. Here are some of
them:
Socialise

 Connect with your friends, family, neighbours and
colleagues. These people can support you and
help enrich your daily life.
 If you need help meeting new people in your
area, ask your support staff. They can help you
find groups and get involved in activities.

Give back

Helping others makes us feel good about ourselves:
 Do something nice for a friend or a strangerSmile, say hello, volunteer or join a local
community group.

Keep learning

Learning new things is fun and will build your
confidence:
 Set yourself a challenge that you will enjoylearn a new skill, find a new hobby or take on a
different responsibility.

Relax

Life can be stressful, so it’s important to make sure
that we take time to relax:
 Spend some time in a quiet place, listen to
soothing music and concentrate on your
breathing.
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Useful Health and Wellbeing Apps
If you use apps on your mobile phone, you can download these NHS
approved apps.
They are designed to help you improve your wellbeing and
maintain a healthy lifestyle.
 Be Food Smart Free.
Helps you make healthier food choices.
 My Health Guide £12 a year.
A communication tool for adults with learning disabilities.
 Evergreen Life Free.
Stores all your health and medication information in one place.
 Chill Panda Free.
Learn how to manage stress and feel better.

GP visits
Your GP (General Practitioner) is there to give you health check-ups
and advice.
When should you go?
It is particularly important that people with learning disabilities and
other complex health needs have a general physical examination
every year.
It is also important to have any medicine you are
prescribed regularly reviewed.
At Advance, we encourage this and we will document your health
check-ups in your Support Plan.
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Medication
Over-medication is when someone is prescribed more medicine than
they should be. This can be a problem for people with learning
disabilities or a mental health condition.

Our responsibilities
If we are concerned that a customer with a learning disability is overmedicated, we will support them (or a family member) to request a
medication review.
Our staff will advocate for alternatives to medication on behalf of
customers, where appropriate. This could include:
 Active support
 Intensive interaction
 Positive behavior support

This agrees with NHS England’s ‘Stopping the OverMedication of People with a Learning Disability’ (STOMP) pledge.
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Getting involved

There are a number of ways that you can get involved
at Advance:
Go to one of our regional Meet other customers near you and
groups
share your views about Advance.
Ask your Support Worker to find out
about regional groups near you.
Go to our Advance
Collective

All customers are welcome to come to
an Advance Collective meeting near
them.
2 Advance customers lead the Advance
Collective. They run 4 meetings a year in
different places around the country, so
that they can meet as many customers
as possible.

Get your voice heard at The Operations Board is made up of
the top level of Advance customers who are voted in, Advance
Board members and Directors.

Come to our annual
customer conference

It is a forum for customers and Board
members to discuss topics about
Advance.
Every summer, we hold a big event for
customers to come and meet new
people, have fun and learn more about
Advance.
Details will be shared with all customers
near the time, although spaces are often
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limited.
Take part in choosing new Help us choose who we want working at
staff
Advance.
One way you can do this is by being on
the interview panel.
Have your say and fill out
our customer survey

Every year, we ask our customers to tell
us what they think of Advance by filling
out a survey.
This helps us find out what we are doing
well and where we could do better.
Results of the survey will be available for
customers in our annual customer
report.

Get political

Sometimes we go to parliament to
represent Advance on issues that affect
our customers.
We also take part in national campaigns
such as Mental Health Awareness Week
and Learning Disability Week.

If you are interested in getting involved in any of these activities,
please fill out the ‘Customer Engagement interest’ form.
• When completed, please send it to the address found on the
bottom of the form
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• You can request a freepost envelope by asking your Support
Worker, or contacting customerengagement@advanceuk.org
Customer Engagement Interest Form
Name
Preferred contact details
Secondary contact details

What Advance services
do you use?
Where do you live?
Do you need any support
with travel?
Is there anything else we
can do to help you be
involved?
Do you have a (Optional):
Learning
Yes
Disability

No

Mental Health
Condition

Yes

No

Other

………………………………………………………………………………..
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(please specify)
Would you like to be involved in…..
Regional Forums

Yes

No

Advance Collectives

Yes

No

Recruiting new staff

Yes

No

Talking to the media

Yes

No

Sharing your story

Yes

No

Events

Yes

No

Is there anything else you would like to get involved with?
…………………………………………………………………………………………………………
…………………………………………………………………………………………………………
…………………………………………………………………………………………………………
…………………………………………………………………………………………………………
Thank you for filling out this form. You may not hear from us straight
away, but we will contact you if something you have said you are
interested in is available.
Please post the completed form post to:

Customer Engagement
Advance Housing
2 Witan Way
Witney
OX28 6FH

Or email to: customerengagement@advanceuk.org
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Giving us your views

We like to get feedback from customers so that we can make our
services better.

If you have a comment, compliment or complaint, please
share it with your Support Worker or another member of
staff.
Alternatively, you can contact the Customer Services Team by:
 Phone: 0333 012 4307
 Email: customer.services@advanceuk.org
 Filling out the ‘Comments, Compliments and Complaints’ form on
the ‘Customers’ section of our website: www.advanceuk.org
 Writing to ‘Customer Services Team’ at
Advance
Enkalon House
86-92 Regent Road
Leicester
LE1 7DD
Please include your contact details:
-name
-phone number
-address or email
This is so we can reply to you.
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Comments and Compliments
 If you have an idea, comment, or compliment about our
service, we would love to hear about it.
 We will give your comments and compliments to the
relevant staff. We will let you know we have received
your feedback within 1 working day.

Complaints
Don't worry about making a complaint. Please remember that:
 It is OK to complain
 Complaints help us to make our services better
 We will listen to you and you will be taken seriously
 You and everyone involved in a complaint will be
treated fairly
 You will not lose your service if you make a complaint
 We will not tell anyone about your complaint unless they are
involved in looking into it
 You can ask a friend or family member to contact us if it makes
it easier.
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If you make a complaint, here is what will happen next:
Stage 1
1. We will acknowledge (recognise) your complaint within 1
working day.
2. We will look into your complaint and reply to you within 15
working days. We will write to you, or use a different
contact method if you prefer.
3. If we need longer to investigate your complaint, we will let you
know within 15 working days.

Stage 2
If you are not happy with stage 1 of our complaint process, a Senior
Officer will speak to you and try and resolve the complaint. If this is
unsuccessful, you can ask for your complaint to be looked at by a
Complaint Panel:
1. Contact us within 10 working days of receiving your stage 1
response, and let us know you wish to appeal (challenge) our
decision.
2. We will acknowledge your complaint within 1
working day. We will tell you when the
Complaint Panel will meet. We will tell you who
will be on the panel and how you can attend if
you want to.
3. You have the right to bring someone with you to support you.
4. The Complaint Panel will look at your complaint within 1 calendar
month.
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4. We will let you know what the Complaint Panel have decided
within 10 working days of the meeting. We will write to you, or
use a different contact method if you prefer.

Stage 3
If you are not happy with our response at stage 2 of our complaint
process, you can contact an ombudsman who will investigate your
complaint.
An ombudsman is an independent person
(someone who does not work for Advance)
who will look into your complaint.

For complaints about your Housing provider (stage 3), contact:
Housing Ombudsman Service
PO box 152
Liverpool
L33 7WQ
Telephone: 0300 111 3000 (Monday to Friday, 9:15am - 5:15pm)
Email: info@housing-ombudsman.org.uk
For
For complaints about your Support (stage 3), contact:
The Local Government and Social Care Ombudsman
PO Box 4771
Coventry
CV4 0EH
Telephone: 0300 061 0614 (Monday to Friday, 8:30am - 5:00pm)
Fill in an online form: www.lgo.org.uk/complaint-form
4
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How we use your information
We need to collect and use some information about our customers
in order to provide the services that you need.
We make sure your information is protected and available when you
want it.
These are your rights about how we handle and keep information
about you:
 You have the right to have confidential (private) information
about you protected. This means it cannot be seen by people
who should not be allowed to see it.
 You have the right to access information we have
about you. However, in some situations you cannot.
To find out more, ask your Support Worker for a copy
of our policy.
 If you tell us that the information we hold about you is not
correct, we have to correct this.
 Advance has a responsibility to protect sensitive personal data.
This includes information about your health, race and beliefs.
Data is information (facts and figures) that is collected and recorded.
 If you give us permission to use your story and or photograph,
we will ask you to sign our consent form first. This will tell us
what information you would like to share.
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Data protection
The 1998 Data Protection Act gives individuals, including staff and
customers, a right to access personal data about themselves.
The I998 Data Protection Act set out
the laws on how data is kept in the UK.

If you want to access your data:
 You do not need to write to us to see your file, you can speak to
someone if you prefer.
 You can choose what information you would like us to share
and who you would like us to share it with. Your choices should
be recorded on a ‘Consent to Share Information’ form.
 We require everyone who works for us to agree to our polices
and the Data Protection Act. We will investigate staff who have
not kept to these agreements.
If you have any questions about data protection, please ask your
Support Worker.
CCTV
Some of our Supported Houses have CCTV (video camera) installed.
This is for your own safety and wellbeing.
The cameras will be maintained by our approved contractors and
they will follow our ‘CCTV Code of Practice’ guidelines.
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PRIVACY NOTICE SUMMARY: SUPPORT CUSTOMERS
Dear Advance Support Customer,
We are committed to being transparent about why we need your personal data and what we
do with it. As part of the support services we offer you, we are required to process personal
data about you as our customer. ‘Processing’ can mean collecting, recording, organising,
storing, sharing or destroying data. This document will explain how and why we process your
data.
What data do we have?
So that we can provide safe, professional and person-centred support services, we need to
keep certain records about you. We may process data about your support plan, which
includes your name, address, date of birth, next of kin and financial details as well as
‘special category’ data such as your photo, health, medical and social care information, your
race, ethnicity, sexual orientation and religion. We also collect criminal record information
(including alleged offences).
Why do we have this data?
We require this data to provide you with tailored support services to meet your individual
needs. By law, we need to have a lawful basis for processing your personal data. We
process your data as we have a legal obligation to do so.
Where do we process your data as a customer?
Your data is collected from or shared with:
1. You or your legal representative(s);
2. Third parties.
We collect information through face-to-face contact, phone, email, our website, post,
application and referral forms, online apps, software and closed-circuit television (CCTV).
We also collect your information from (and share it with) third parties such as: health and
social care organisations (like hospitals, GPs and social workers); government bodies (like a
local authority or the Department for Work and Pensions); and suppliers of contracted
services such as cleaning, gardening and repairs. We may also share your data with your
consent, such as with your family and friends.
Your Rights
The data that we keep about you is your data and we ensure that we keep it confidential and
that it is used appropriately. You have the following rights when it comes to your data:
1. To request a copy of all of the data we keep about you.
2. To ask us to correct any data we have which you believe to be inaccurate or incomplete.
3. To request that we erase any of your personal data which is no longer necessary for the
purpose we originally collected it.
4. To request that we restrict processing if we no longer require your personal data for the
purpose we originally collected it for, but you do not wish for it to be erased.
5. To request your data to be erased if we have asked for your consent to process your
data.
6. You have the right to object to the processing of data.
7. You can request that we provide you with a portable copy of your information that could,
for example, be used by another provider
Please be aware that if you do not provide relevant information, we may be unable to
provide you with the services you or your legal representative(s) have requested.

SUPPORT CUSTOMER SUMMARY PRIVACY NOTICE V1
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PRIVACY NOTICE SUMMARY: SUPPORT CUSTOMERS
You may need to provide adequate information for our staff to be able to identify you, for
example, a passport or driver’s licence. This is to make sure that data is not shared with the
wrong person. We will always respond to your request as soon as possible and at the latest
within one month.
Exercising your rights, queries and complaints
For more information on your rights, if you wish to exercise any right or for any queries you
may have or should you wish to make a compliant about anything contained within this
notice, please contact our Data Protection Officer or customer services.
Contacting customer services:

Writing to our registered office:

Phone: 0333 012 4307
Email: customer.services@advanceuk.org
Website: www.advanceuk.org/contact-us

Advance Housing and Support Ltd.
2 Witan Way, Witney
Oxon, OX28 6FH
Information Commissioner’s Office
Wycliffe House
Water Lane, Wilmslow
Cheshire
SK9 5AF

If you would like to complain about how we
have dealt with your request, please contact:

https://ico.org.uk/global/contact-us/
Advance’s full privacy notice is available from your support worker or the Advance website:
www.advanceuk.org.
Yours sincerely,
Simon Bradfield
Advance Data Protection Officer
To be completed by Advance Employee:
Name of Advance Support Customer:……………………………………………………...............
Notice provided to Customer or their representative?................................................................
Information has been provided to the Customer in their preferred method of
communication in line with the Accessible Information Standard 2016.
(Tick to confirm)
Date ………………………………………………………………………………………..
Advance Employee Name:…………………………………………………………………………
Note (1) to Advance Employee: After discussing this privacy notice with the Support
Customer or their representative, please complete the above and place on the Customer’s
‘Consent and agreement forms’ section of their Support Plan on the W Drive.
Note (2): Please complete the ‘Consent to Share Personal Information with Family &
Friends’ Form.
Note (3): This summary customer privacy notice should be used in conjunction with Easy
Read Online ‘Your rights about your personal information’ available on our website.

SUPPORT CUSTOMER SUMMARY PRIVACY NOTICE V1
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CONSENT TO SHARE PERSONAL INFORMATION WITH FAMILY AND FRIENDS
I consent to the following types of information being shared with the people listed below and understand I can withdraw this at any time.
Name of person
to share with

Relationship

Personal Information to be shared (e.g. my
health / appointments / all info)

CONSENT TO SHARE PERSONAL INFORMATION (SUPPORT CUSTOMERS) V1
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Customer / Advocate
signature & Date

*Only complete this column if
consent is later withdrawn by
the customer*
If consent withdrawn, Advance
employee to sign & date

Signature:

Signature:

Date

Date

Signature:

Signature:

Date

Date

Signature:

Signature:

Date

Date

Signature:

Signature:

Date

Date

Signature:

Signature:

15 May 2019

Date

Date

Signature:

Signature:

Date

Date

If the support customer has no capacity, please seek advice from your line manager.
Please complete the above and place on the Customer’s ‘Consent and agreement forms’ section of their Support Plan on the W
Drive.
Consent to share information must be reviewed annually or earlier at the request of the Customer. This document is a key element of
a customer’s Support Plan and the annual review of this document should take place at the same time as the annual review of the
Support Plan.

Annual Review of consent to share information Record:
Annual Review Date

Customer / Advocate Signature

CONSENT TO SHARE PERSONAL INFORMATION (SUPPORT CUSTOMERS) V1
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Advance Staff Member Signature

15 May 2019

EasyReadOnline

Free information sheet

Your rights about
your personal information
There are new rules about how
organisations keep people’s
personal information.

GDPR

The new rules are called the General
Data Protection Regulations or GDPR.

The new rules give people rights
about how organisations keep their
personal information.
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What is personal information?
Personal information is information
that can be used to identify you.

This includes:

•

Your name

•

Your address

•

Your telephone number

•

Your email address

•

Links to your social media
accounts like Facebook, Twitter
or Instagram
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?

Who might have your
personal information?
Many different organisations may
have your personal information.
These include:

•
•
•
•
•
•

Your doctor or any other part of
the health services

Your local council

Any other service that you get maybe a support service

A business that you use - like your
bank, or if you have a loyalty card
from a shop

A social media company like
Facebook or Instagram

A club or group you belong to
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Your right
You have the right to be told if
anyone is collecting or using your
personal information.

?

You have the right to know:

•

Why they have collected your
personal information
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•

How long they will keep it for

•

Who they will share it with
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Checking your personal
information
You have the right to see the personal
information that an organisation has
about you.

You can ask for it either by speaking to
someone or in writing.

They must show you the information
within 1 month.

The way that they show you the
personal information that they have
about you must be:

•
•
•

Easy to understand
Easy to get
In clear and plain language
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..

Making sure your personal
information is right
You have the right to ask for your
personal information to be changed if
it is wrong.

You can ask either by speaking to
someone or in writing.

They must put it right within 1 month.
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Getting your personal
information deleted
If you don’t want the organisation to
have your personal information, you
have the right to have it deleted.

You can ask either by speaking to
someone or in writing.

They must delete it within 1 month.

They may refuse to delete
your information.

They are allowed to do this in certain
circumstances. For instance in some
cases the law says that the
information should not be deleted.
If they are refusing to delete your
information. They must write to you
to explain why. They must do this
with 1 month.
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For more information
~ i

~
~

I

You can get more information from:

.,

•
1co.
--~--

The Information
Commissioner’s Ofﬁce:

Web: ico.org.uk/

EUGDPR. The European Union’s
Website about the new rules about
personal information:

Web: www.eugdpr.org

Easy read by Easy-Read-Online.co.uk
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Useful contacts
Here are some useful contact numbers and websites
Advance Customer Services
Customer Services will deal with all enquiries. If they cannot deal
with your enquiry directly, they will pass it to someone who can. To
contact Customer Services:
 Phone on 0333 012 4307
 Email: customer.services@advanceuk.org
 Write to ‘Customer Services Team’ at:
Advance
Enkalon House
86-92 Regent Road
Leicester
LE1 7DD
Please include your contact details (name, phone number and
address or email) so we can reply to you.
Emergencies – fire, police, ambulance
Fire, Police and Ambulance Emergency services: call 999
For non-emergency, call: 101.
NHS Direct: call 111
If you are deaf, hard of hearing or have a speech impairment, a text
phone is available on 18001 101 (for non emergency calls)
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Household emergencies
 First point of contact at Advance: Customer Services 0333 012
4307
 Gas emergencies National Grid 0800 111 999
 Electricity emergencies National Grid: 0800 40 40 90

Community Safety
 Crimestoppers Call free on 0800 555 111 or visit
www.crimestoppers-uk.org
 Victim Supportline Call free on 0808 168 9111
 National Domestic Violence and Women’s Aid 24 hour helpline
0808 2000 247
 Samaritans 24 hour free support helpline 116 123 (UK)
 Voice UK supporting vulnerable people who have experienced
crime or abuse. Call the Helpline 0845 122 8695
Text Number: 07797 800 642 Email voice@voiceuk.org.uk
 Age UK advice or information on money, care or health, call:
0800 055 6112
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Citizens Advice Bureau
The Citizens Advice Bureau (CAB) gives independent advice on many
things including:
-Your rights
-Employment
-Benefits
-Debt
Best of all it is free!
You can find advice on their website, or make an appointment at
your local CAB centre at www.citizensadvice.org.uk
You can also phone their Advice Line on 08444 111 4444.

Money and debt
 Clockwise Credit Union call 0116 242 3900 or visit their
website www.clockwise.coop
 National Debt Line call free on 0808 808 4000
 Stepchange for impartial debt advice visit www.stepchange.org
 Money Advice Service call 0800 138 7777 or visit
www.moneyadviceservice.org.uk
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Benefits and Employment Advice
 Department for Work and Pensions
www.gov.uk/government/organisations/department-for-workpensions
 Information about Universal Credit www.gov.uk/universalcredit
 Universal Jobmatch for help finding work
www.gov.uk/jobsearch
 Job Centre Plus go to www.gov.uk/contact-jobcentre-plus

Local groups
Local Advocacy Groups
Advocacy groups support people to speak up, challenge decisions
and make complaints. Find your local advocacy group at
www.actionforadvocacy.org.uk
Local Social Services Department
If your service is funded by your local council, you can contact your
local social services department. You can find their contact details at:
www.direct.gov.uk
Your right to vote
We encourage all customers to have their say and be heard by voting
in local and national elections. You can register to vote and get more
information at: www.gov.uk/register-to-vote
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Help with computers and getting online
Leonard Cheshire Disability: Discover IT @Home
They offer disabled adults access to computers and specialist IT
adaptations in their homes.
Phone: 020 7112 1489 email: innovation@leonardcheshire.org
website: www.leonardcheshire.org/support-and-information/workand-skills-development/discover-it-home
Learn My Way: free courses & advice on getting online
www.learnmyway.com
Learning Disability information:
 Information about learning disabilities www.learningdisability.co.uk/
 Learning Disability England
www.learningdisabilityengland.org.uk
 Disability Rights UK www.disabilityrightsuk.org/how-we-canhelp/advice-and-information
People First advocacy organisation for people with learning
disabilities http://peoplefirstltd.com/
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Mental Health information:
 MIND for information about mental health www.mind.org.uk
 Mental Health Foundation www.mentalhealth.org.uk
 Rethink Mental Illness information and advice
www.rethink.org Phone: 0300 5000 927
UK Council for Psychotherapy www.psychotherapy.org.uk Phone:
0207 014 9955
Health and Wellbeing
 Diabetes UK for information about Type 1 and Type 2 diabetes
including Easy Read information: www.diabetes.org.uk/
 Annual Health Checks – information in Easy Read from
Mencap: www.mencap.org.uk or from Diabetes UK here:
www.diabetes.org.uk
 NHS Choices: general information about health and wellbeing:
www.nhs.uk
Support Services:
Care Quality Commission (CQC)
If you have any questions about the care or support service you
receive, you can contact the CQC. www.cqc.org.uk phone: 03000
616161
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LOut of hours information
Advance has an out of office hours support service in place so that you have
someone you
can contact 24/7 if needed. The service runs Monday to Thursday 5pm to 9am
and 5pm
Friday to 9am Monday morning.
Therefore if you need support and our office is closed or you can’t get in
contact with your
Support Worked please call NCHA on 0333 0000 321 or text: 07506 628693.
The out of hours service can help with:
 Providing emotional support and reassurance
 Point of contact for forwarding issues
 Point of contact for emergency services
 Point of contact for your next of kin
The out of hours staff are committed to empowering our customers to live as
independently
as possible and will support you to enable you to do this.

Local contacts and information
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Our journey together
Our ‘customer journey’ describes the different stages for support
customers- from getting their support to developing a Support plan.

This diagram shows what the Customer Journey looks like:

Customer Journey
Referral /Application
Needs Assessment

Support Agreement /Contract

Moving in Form

Support Plan
Action Plan (Outcomes)

Risk Assessment

Review
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Customer Journey- Explained
Stage 1: Referral
Once we receive a Referral for support, Advance staff will visit
you.
They will carry out a Needs Assessment. This will tell us what
support you may need.

Stage 2: Support Agreement
We then set up a Support Agreement. This is an agreement
between you and Advance about:
-The support we will provide to you
-Advance and your responsibilities while we are providing
support.
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Stage 3: Support Plan and Action Plan
Next we agree a Support Plan and Action Plan with you.
This will include:
-What goals you want to achieve
-Who will support you to achieve these.
We will put in place a Risk Assessment. This is to make sure
that you are supported to do activities safely.

Stage 4: Reviews
We will hold regular Reviews with you to make sure that
we continue to provide the right support to you.
We will update the Support Plan and Risk Assessment
when we agree any changes to your support.
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PRIDE Awards information
Advance gives PRIDE Awards to our staff 4 times a year.
The PRIDE Awards help us say thank you to all our staff who use our
PRIDE values to help customers.
We have used each letter from the word 'PRIDE' to describe how we
want staff to work with customers.

We give 1 award for each letter. There is also 1 Staff Team award.
The Voice is the group that helps staff at
Advance. They will decide who gets the awards.
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How to nominate someone
If you want someone to get a PRIDE Award, please fill in the form
below and send it to us by one of these dates:
1st January
1st April
1st July
1st October

There are 4 dates because there are 4 awards.
Please nominate someone for the award closest to
when their achievement happened.
If you need help to fill in the form or send it to us, please ask a
member of staff.
If you are nominating someone, think about these things:
 Which Award do you want them to have?
 Why do you want them to get the award?
 How have they helped you or other customers?
 Has the staff member done something that will help us with the
things we want to do in our Strategic Plan?
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PRIDE Awards Nomination Form

Your name:
Your phone number:
Your email address:
Your home address:

Which person or team would you like to nominate for a PRIDE
Award?

Which PRIDE Award do you want them to get? (Please circle one)
Partnership

Respect

Innovation

Team Award
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Drive

Efficiency

Please tell us why you want this person or team to get a PRIDE
Award.

Please send the completed form to this address:
PRIDE Nominations
FAO The Voice
Advance
2 Witan Way
Witney
Oxon
OX28 FH

Or, you can email it to us at:
PRIDE.nominations@advanceuk.org

Thank you for filling in this form.
If you nominate someone for a PRIDE Award, we will tell you if they
win.
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Transforming lives together

Advance, 2 Witan Way, Witney, Oxon OX28 6FH
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

