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Welcome to Advance
Welcome to Advance and thank you for choosing us to buy your
home with. We hope this pack gives you lots of information that will
be useful to you.

You will find information on:






Your rights and responsibilities
Rent and service charges
Looking after your home
What to do in emergencies
Useful contacts

How to use this pack
 This pack has practical advice and support to help you manage
your home. Your lease gives you all of the legal information you
will need.
 Please read and keep this handbook in a safe place. If any of the
information in this handbook changes, we will send you an
update.
 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 contact me:
The Leasehold Team:
0333 012 4307
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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

11

Rent, Service Charges and Benefits
Here is some information on your rent, and other costs relating to your
house.
1. Setting the rent
Rent is the money you pay to us for living in your home.
We decide how much rent you pay. We look at this every year,
to make sure it agrees with the Government guidelines.
Changes to your rent
If there are any changes to your rent, we will write to you at least 1 month
before. We will tell you how much the new rent is, and the date the new
rent will start.

2. Rent statements
We will send you a rent and service charge statement every 3 months.
You can also see your rent statement online at any time through
the MyAdvance portal. The statement shows:
 Your current balance (how much money you have in your account)
 All of the payments you have made
(this includes any benefits or payments you have made yourself)
 Your service charge account
(how much money you have to repair and maintain your home)
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3. Service Charges
The ‘service charge’ is a charge for the repairs and
maintenance service that we may provide for your home.
For details of what services we can provide, contact
Customer Services.
Phone: 0333 012 4307
Email: customerservices@advanceuk.org
Paying your Service Charge
We will tell you what your service charge costs are when you first move in.
They will also be shown on your lease (see next section).
You may be able to pay some of this service charge through your benefits.
For the costs which you cannot pay for with benefits, a ‘personal service
charge’ may be added to the total service charge.

4. Housing Benefit and Council Tax Benefit
All shared owners can apply for Housing Benefit, Council Tax Benefit or
Universal Credit.
For more advice and information:
 Contact Customer Services (details above)
 Look on the Department for Work and Pensions (DWP) website
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5. How to pay your rent & service charge
Your Housing Officer will help you to make sure you have
the right benefits to pay your rent and service charges.
You may have to pay some other costs (such as your ‘personal charge’) to
Advance. Here are the ways you can pay Advance:
Pay through
Direct Debit

Pay online
Pay by mobile
phone

This is where the money automatically gets sent
from your bank account to us.
Your Housing Officer can set this up for you, or
you can complete the form on our website:
www.advanceuk.org
24 hours a day. Visit www.allpayments.net
Use the allpay mobile phone app. Download the
app to your phone through iTunes, Android or
Google Play.

Pay by
telephone

Use the allpay automated telephone payment
service on 0844 5578321.

Pay with an
Advance
payment card
Pay by post,
using a cheque

Use the card at any shop offering paypoint access.

Make the cheque payable to ‘Advance Housing &
Support’ and send to: Advance, 2 Witan Way,
Witney, Oxon, OX28 6FH.
Please include your reference or account number.
Please contact Advance for more information on
this.

Pay using
internet
banking
Pay by standing This is where you set up a date for the money to
order
be sent to us from your bank account.

You will need an Advance payment card for many of these methods. Your
Housing Officer will order you one when you move in.
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6. Council Tax
Council tax is a charge that the local council put on
your house to help pay for things like street repairs.
Paying Council Tax
You have to pay your council tax bill.
You may be able to claim Council Tax Benefit to help you pay this, if you do
not earn much money. We can help you claim for this benefit.

7. Late rent payments
You have to pay the rent every week, on Monday. When you move in, we
will tell you how important it is for you to make these payments.
Not paying
If you do not pay your rent, or you do not have the right benefits
to pay your rent, this could affect you seriously. You may have
to go to court. You could also lose your home.
What we can do
 If you owe us rent, we will help you manage your rent arrears (this is
the rent that you owe).
 We will work with you to break down your rent arrears
into smaller payments.
 You might also be able to claim for Housing Benefit or
Universal Credit.
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What can you do?
 Please let us know as soon as possible if you think you will
have a problem paying your rent. If you tell us early, we
might be able to offer you some advice.
 If you are behind with your rent, you will receive letters
telling you what to do. Please do not ignore these letters.
 The sooner you contact us, the sooner you can get help with
your payments.
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Section 20 notice
What is a Section 20 notice?
The section 20 (S20) notice is a letter which tells you that we want to
carry out work, or provide a service to your home, which you have to
pay for.
The S20 will include information about what we plan to do and how
much it will cost.
You will receive 2 letters:
Letter 1: Tells you that we plan to do some work to your
home. You will have 30 days to agree to the work.
Letter 2: Gives details about the contractor (the people
who will do the work) and how much it will cost.
You will have 30 days to decide if you agree with this.
When will I get an S20 notice?
You will get an S20 letter for any works we plan to do which will cost
you more than £250 (including VAT).
This is to make sure we do not spend your money on
things you do not want.
If you are not happy with our contractor
If you know of another contractor you would prefer to use, please
tell us.
We will contact them to confirm if we can use them.
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What services are included?
Here is a list of the repairs and maintenance services that are
included under the terms of your lease:
INCLUDED‐ Houses and flats
1. Repairs and maintenance of Internal wall structure
2. Plasterwork of internal walls
3. External and internal doors‐ including frames, hinges, locks and
handles
4. Repair and installation of basins, sinks, baths, toilets, flushing
systems and waste pipes
5. Electric wiring‐ including switches and sockets
6. Gas pipes and water pipes
7. Repairs and replacement of water heaters, boilers, gas and
electric fireplaces‐ excluding surrounds and electric heating
installations
8. Annual gas check and servicing
9. Hard wired smoke alarms
INCLUDED‐ Houses only
1. Gutters, drains and outside pipes‐ including cleaning
2. Roof tiles and roof structure‐ including cleaning
3. Outside wall‐ repairs and maintenance
4. Floor structures
5. Pathways, driveways, steps‐ excluding cleaning
6. Decorating of outside walls
7. Windows, window panes, catches, sills and sash cords
8. Chimneys, chimney stacks and flue structures‐ excluding cleaning
9. Maintenance and repairs to garages and store structures
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What services are not included?
Here is a list of the repairs and maintenance services that are not
included under the terms of your lease:
NOT INCLUDED – houses and flats
1. Loft insulation, cavity wall insulation
2. Installing, repair and maintenance of solar panel heating systems
3. Internal decorating of internal walls, doors, ceilings, cupboards
and floors
4. External and internal cleaning of property
5. Repair and maintenance or replacement of floor coverings
6. Chimney sweeping and cleaning
7. Repairs and maintenance or replacements and installations of
sheds, hot houses etc.
8. Large Adaptations of any sort (needs Senior Management
agreement)
9. Garden maintenance or repairs‐ including tree felling or cutting of
hedges and trees
10. Building of extensions, conservatory or any improvement or
enlargement of the structure of the house
11. Repair, maintenance or replacement of any appliances
12. Installation, maintenance and repairs on TV aerials or dishes
13. Installation, repairs and maintenance of security systems, door
entry systems and battery smoke and fire alarm systems and burglar
alarms
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Your rights and responsibilities
It is important that you understand your rights and responsibilities as an
Advance shared owner.
Please read this section with your lease (see below)

What is a Lease?
Your lease is a legal contract (agreement) between you and Advance.
It explains:
 Your rights (what you are entitled to)
 Your responsibilities (what you must do)
 Our responsibilities to you (for things like repairs and
maintenance)

It is important that you read the lease in full. This section just tells you
about the main points in your lease.
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Your rights
1. You have the right to live peacefully in your home
You have the right to live peacefully in your home, as
long as you keep to the terms in your lease.
We can ask you to leave your home if:
• You have not paid the rent or service charges
• You, or anyone else in your house upsets another resident
• You, or anyone else in your house damages your home
• You live in another house as your home
• You told us something false so you could be a shared owner
• You allow illegal activity to happen in your home
• We plan to take down, or carry out building work on your home.

2. You have the right to maintenance work and the right to repairs
 Maintenance work is fixing or updating parts of the building (including
plumbing, heating and electricals) when they need it.
 Repair work involves fixing something that is broken or
damaged.
You have the right to have these repairs, as long as they
agree with the conditions in your lease.
It is important that you report any repairs that are needed, by
phoning Customer Services on 0333 012 4307 or sending a message
through the MyAdvance portal.
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3.

You have the right to be consulted (asked)

We have to talk to you if we are thinking of:
•

Changing how we manage and maintain your home

•

Making improvements or large repairs to your home
(If these cost more than £250, we will send you an S20 letter. This
will tell you how much the repairs or improvements cost)

•

Transferring your lease to another landlord.

4. You have the right to make improvements to your home
You can make changes to your home. This includes decorating outside
fixtures (such as fences).

Getting permission
Before you start any work, you need to get written permission from us.
This is so we can check there are no terms in the lease which
might stop you from being able to make these changes.
You may also need other types of permission (for example,
planning permission from the local council). If you are not sure
what you need, ask us first.
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Your responsibilities
1. Rent and services charges
You are responsible for paying your rent and service charges
regularly and on time.
There are different ways that you can pay. For more
information about making payments and claiming benefits,
please see the Rents and Benefits section.

2. Maintaining your home
You are responsible for keeping everything listed below in good condition:














All decorating inside the property
Door keys and handles
Floor tiles
Doors and cupboard handles and catches
Small plaster repairs
Waste plugs and chains to sink, wash hand basins and baths
Blocked sinks, wash hand basins and baths
Toilet seats
Wall, window sill and fireplace tiles
Washing‐line posts
Draught‐proofing doors and windows
Renewing or re‐fixing coat hooks; and
Making sure that boilers have enough water supply
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3. Being a good neighbour
You are responsible for the behaviour of everyone in your house (including
your visitors and guests).
Here are some examples things you should not do, or allow:
 Abandon vehicles
 If you have a pet, allow animal‐related problems
(such as loud dog barking and dog fouling)
 Graffiti, break public equipment or leave rubbish in
public areas
 Make loud noise
 Be unkind towards neighbours
 Leave drug‐taking equipment lying around (for example, needles).
We work to tackle antisocial behavior and we take complaints of antisocial
behaviour very seriously.

4. Insurance
Insurance is money that you pay to keep your belongings
protected in case they are stolen or damaged.
You have to pay for the insurance of the furniture and
decorations in your home. We do not pay this for you.
We make it easy for you to insure your belongings under a ‘household
contents insurance scheme’. For more information about the
insurance scheme, please contact Customer Services on 0333 012 4307
or sending a message online through the MyAdvance portal.
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5. Repairs
You are responsible for looking after your home, garage and
garden (if you have one).
You must report repairs to us so that we can deal with
them.
You may have to pay for the repair of any items which you have
deliberately damaged or not looked after.

Coming to your home
If we are coming to do repairs or services to your home, you
must let us in. We will contact you before to let you know
we are coming.
All of our staff have an identity card, which they will show
you before entering your home. If you are still not sure about letting them
in, you can phone the number on their identity card to check who they
are.
If you would like to use your own contractor, please contact the Leasehold
Team to discuss this.

6. Waste and Rubbish
You are responsible for getting rid of waste and rubbish.
This includes larger household items.
You must get rid of all rubbish properly (taking it to the tip if you need to).
Do not allow rubbish or other waste to build up in or around your home.
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7. Gardens
If you have a garden, you must keep the area tidy. This
includes hedges, trees and shrubs.
Gardens that are overgrown or full of rubbish can be a
danger to your household and your neighbours.
We inspect all of our shared ownership homes annually and we will ask
you to restore the garden if it is untidy.
Trees
Any tree already that was planted in the garden when you move in is
your responsibility to maintain.
We are not responsible for maintaining trees in gardens unless they
are causing danger or damage to the structure of your house or a
nearby house.
Planting trees
If you want to plant a tree in your garden, you must plant it in a place
where it will not damage or obstruct your home, or any nearby houses.
We would recommend planting any tree far from any other houses, or any
pavement, path or road.
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Types of leasehold
There are 2 different types of leasehold:
Sole leaseholder
 You are the ‘sole leaseholder’ if you are the only person who
signs the lease.
 If you were in a joint leasehold, but the person you had a
joint leasehold with has died, you become a ‘sole
leaseholder’.
(If this applies to you, please contact the Leasehold Team. We will help
you with changing the names on your lease)
Joint leaseholder
If more than one person signs the lease, this is called a joint lease.
Joint leaseholders have equal rights. We will consider applications for joint
leases from:
• Married couples
• Civil Partners
• Partners (including same sex partners)
• Close relatives (mother, father, sister, brother,
nondependent son or daughter)
If you are a sole leaseholder and you want to have a joint lease with
someone, please contact the Leasehold Team. You will also need to
contact your solicitor.
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Applying for a transfer
If your needs change, you can apply to move to a
different house which meets your needs. This can be a
larger or smaller house.
How to apply
Transferring houses is a long process. First we will visit your home to
decide whether you meet the criteria. Then we find a more suitable home
for you, and sell your previous one.
If you wish to move houses, please contact the Leasehold Team to talk
about your options first.

Ending your lease
If you wish to sell your home, please contact the leasehold
team. We will support you through the process.

For full details of your responsibilities as shared owner, please see your
lease.
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Looking after your home
It is important to keep your home in good condition.
To do this, you and anyone else living in your home or
visiting you, should:
 Take care of your home and everything in it.
 Take care of any fixtures (such as cupboards, kitchen units)
and fittings (such as carpets, curtains)
 If you have any small repairs, try to fix these yourself if you can.
 If you want something repaired, contact us as soon as possible.
You must also let the repairs people come into your home so
they can do the repairs.
 Keep the inside of your home clean and decorated.
 Do not leave rubbish outside your home.

You are responsible for making sure that any visitors, pets or anyone
else living in your house looks after your home.
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Repairs
If something in your home needs repairing, you need
to report the repair to our Customer Service Team.
Phone: 0333 012 4307
They are open 8:30am - 4:30pm Monday - Friday
Online: through the MyAdvance portal
You can ask us to phone you back, so the phone call
does not cost you.
What happens next?
When you report a repair, we will record the details of the
problem. We will also ask for a number which we can
contact you on.
We will arrange a time when we can visit you and do the repairs.
Please let us know if there are any times when you are not available.
Repair times
We will get repairs done as quickly as we can. These are the
maximum times it will take us to do different repairs:

Emergency Repairs

Will be sorted within 24hours

Urgent Repairs

Will be sorted within 5 working
days (Monday‐Friday)

Routine Repairs

Will be sorted within 28
calendar days
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Emergency Repairs
Emergency repairs are those that threaten your
health, safety and welfare. They may include:
 Gas leaks
If you have a gas leak, phone the National Gas emergency helpline on
0800 111 999

 Bare electrical wiring
 Sewage which is overflowing
 Broken external doors
 Burst water pipes
 No heating in very cold weather
 No hot water

If the repair is an emergency we will try to solve the issue as soon as
possible.
To do this, we may complete the works first, and charge you later.
This will be added to your Service Charge.

To check progress on a repair contact Customer Services:
Phone: 0333 012 4307
Online: send a message through the MyAdvance portal
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Transforming lives together

Service standards
Because we are a housing provider we have to make sure that we meet the
standards set by the Regulator of Social Housing. This means the group that is
responsible for making rules for organisations who provide housing.
Here is some information about how we meet the standards the Regulator sets,
and how we measure our performance against them.

How we measure our
performance

Your tenancy
We specialise in supported
housing.
We have tenancy
agreements that give you
security to suit your needs.
This usually means one of:
• An assured tenancy. This means that
you cannot be evicted without a good
reason, and that you can challenge the
amount of rent you pay if you think it is
unfair
• An assured shorthold tenancy. This is
a type of assured tenancy that lasts for
an agreed amount of time
• A lease. This is an agreement to rent a
property for a long period of time. We
have lease agreements with our shared
ownership customers
Service standards (easy read): July 2021
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All of our housing
customers should have
the right type tenancy
agreement.
If you think you don’t
have the right type of
tenancy agreement,
please let us know.

Transforming lives together

How we measure our
performance

Property lettings

We make sure that our homes are in a
good condition before you move in.
This includes decorating where it’s
needed.

Every year we ask
customers if they are
happy with the standard
of their home.
We ask this in our
customer satisfaction
survey.

Furnished homes

Most of our rented homes are offered
as fully or part furnished, which includes
white goods and flooring, with the cost
payable through a service charge.
These costs are eligible through housing
benefit.

Service standards (easy read): July 2021
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All repairs or
replacement for
furniture, white goods
and flooring should
be completed with our
agreed target times.

Transforming lives together

How we measure our
performance

Settling in

Your Housing Officer will visit you 8
weeks after you move in, to make sure
you are settling in well.

All tenants or shared
owners should be visited
8 weeks after moving in.

Contacting us

You can contact us about repairs your
home needs, or any other issues about
your housing.
You can do this by calling our Customer
Services team on
0333 012 4307 or by e-mail at
customer.services@advanceuk.org.
We aim to answer phone calls within 30
seconds and respond to e-mails within
one working day.
We try to answer phone calls in under
30 seconds, and to answer emails in 1
working day.
Service standards (easy read): July 2021
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How many of calls we
answered within 30
seconds and emails we
answered in 1 working
day.

Transforming lives together

How we measure our
performance

Landlord Health & Safety

As a landlord we will do everything we
have to, to make sure that your home
and any shared areas are safe.
This includes:
• An annual gas safety check
• Electrical checks

Monitoring the safety
checks for:
•
•
•
•
•

gas
electrical
fire
water
asbestos

• Fire safety checks
• Water safety checks
• Asbestos checks

Quality of repairs
We work closely with the
people who maintain our
homes to make sure that
you get a quality service,
and are safe in your
home.
We have a Code of Conduct that our
contractors work to. A copy of this is
available to customers on request.
Service standards (easy read): July 2021
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The response to
customer satisfaction
surveys following
maintenance or repair
work.

Transforming lives together

How we measure our
performance

Timescales for repairs

Emergency repairs within 1 day

Percentage of repairs
completed within target
time.

Urgent repairs within 1 week
Routine repairs within 1 month

Planned maintenance
We plan maintenance
to make sure that our
properties are kept in
good condition.

Our planned
maintenance
is completed
on time and in
budget.

Annual visits
Every housing
customer will have
an annual visit
from their Advance
Housing Officer.
This means that you can get to know
them better and to them in person about
any questions or problems you have.
You can also ask for a visit from your
Housing Officer at any time if you need
one.
Service standards (easy read): July 2021
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Every Housing customer
has an annual visit.

Transforming lives together

How we measure our
performance

Anti-social behaviour
If you have any
problems, like antisocial behaviour, we
will take it seriously.
Anti-social behaviour
is when someone
acts in a way that might cause distress to
other people.

Meeting our targets and
working to our policy.

If you tell us about anti-social behaviour
we will contact you within 3 days. We
will keep in touch with you every 10 days
while we work on the problem, and when
it is solved we will ask you how happy you
were with how we dealt with it.

Complaints
If you think something is
not right, please tell us.
We will do our best to sort
it out straight away. If it is
something bigger, we will
record it as a complaint.
We aim to investigate your complaint,
talk to you about it and give you our
response in 3 weeks or less. If it needs
longer, we will keep in touch with you.
After we have dealt with your complaint
we will phone you to ask if you are happy
with how we handled it.
Service standards (easy read): July 2021
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Complaints are dealt
with within 3 weeks.
Customer satisfaction
with how the complaint
was dealt with.

Staying Safe in your home
Here are some tips on how to stay safe in your home.

Security
 If someone you do not know is trying to come into your house, ask
to see their identification first. This will tell you who they are and
what company they are from.
 If you are unsure about their identity, you can look up their
company phone number and phone the company to check if they
work there. Ask the caller to wait outside whilst you do this
 We work with our Contractors to make sure they are trained in
Safeguarding and dealing with Vulnerable Adults.
 All contractors will wear a uniform and carry identification when
they visit you.
A Contractor is someone we employ to carry out services,
such as repairs or safety checks to your home.
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Asbestos
Asbestos is a natural material that can be found in the
structure of buildings. It is used for things like insulation and
fire protection.
If asbestos is damaged, it can be dangerous to breathe in. It
is now banned from use.

What we do
We carry out asbestos surveys in our homes to make sure they are
safe.
We will make sure that any asbestos in your home is not disturbed,
so it does not affect your safety.

What can you do?
If you are planning on making any changes to your home,
you must ask permission first.
This is so we can make sure that you will not damage any asbestos in
your home.
If you think you may have asbestos that is damaged or ageing in your
home, please call Customer Services on: 0333 012 4307.
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Fire Safety
Here are some tips to keep you safe from fire in your home:

1. Smoking safety
 If you are feeling sleepy, drinking alcohol or taking prescription
drugs, take extra care when smoking.
 Never smoke in bed, and do not light a cigarette if you need to
lie down. When you finish a cigarette make sure it is right out.
2. Chip pan fire safety
If you are cooking chips in a pan and cause a chip pan fire, never try
to tackle the fire yourself. You should:
 Turn off the heat if it is safe to do so
 Get out of the room and call 999
To avoid a chip pan fire, it is best to cook oven chips in an oven.

3. Cooking safety
 When cooking food, make sure you know what is cooking and
how long it should be cooking for.
 Avoid cooking if you are tired, have been drinking alcohol or
taking medication that can make you sleepy.
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4. Use electric plugs safely
If you put too many plugs in a socket (where you put the plug) it can
start a fire.
It is important not to do this, especially for things that use a lot of
electricity (for example, electric fires and washing machines).
What can you do?
 Do not put more than 1 plug in each socket
 Check for plugs which are hot, or have dark marks on them
 Check for any wires in a plug that are loose or broken
 If you find any plugs like this, take them out of the socket.

5. Smoke alarms
Always test your smoke alarm regularly and replace a flat battery
straight away.

41

Fire Safety Reminders for flats
Here is some advice from the Fire Brigade. This is useful if
you live in your own flat within a bigger building.
Escape route:
 Have an escape plan. This is a plan for how you will
exit the building if there is a fire. Make sure everyone
in your flat knows this plan and has practiced it
 The best escape route is normally the usual way in and out of
the building
 Keep communal areas (areas which you share) and balconies
clear. This is so they do not block your escape route
 Always keep door and window keys where everyone can find
them
If your escape route is clear, you should:
 Get everyone out of the flat, close the door and leave calmly
 Do not use the lift to exit the building
 Call 999. Give them your address and let them know which
floor the fire is on
If your escape route is not clear:
 It may be safer to stay in your home until the Fire Brigade
arrives
 Find a safe room, close the door and block any gaps with soft
materials to stop the smoke from entering
 Go to a window, shout “HELP FIRE” and call 999. Explain where
you are and the best way to get to you
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If there is a fire in another part of the building:
 You are usually safer staying in your home. Call 999,
explain where you are and the best way to get to
you
 If you are in a communal part of the building, leave and call
999.
 However, if you feel unsure, unsafe, can see flames or smell
smoke, then exit the building.

Gas
Every year, we will carry out a Gas Service in your home to
make sure you are protected from any gas leaks or
poisoning.
What we do
Under the Gas Safety Regulations 1998 we must:
 Use engineers who are Gas Safe registered
 Not allow a gas appliance (for example, a boiler) to be used if
we think it is unsafe
 Do an annual safety check on gas pipework and on all
appliances that we own
 Keep a record of all the faults and what we have done about
them
 Give shared owners a record of the gas servicing or safety
checks.
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What can you do?
 Allow us into your home to carry out any gas services or safety
checks
 If you want to put in your own gas fire, you must ask us first. The
fire will have to be put in by a Gas Safe registered engineer.
 If you smell gas, please call 0800 111 999.
If you do not want gas servicing from Advance, please contact
Customer Services on 0333 012 4307.
You will need to show us your own gas safety check certificate.

Carbon Monoxide
Carbon monoxide is a poisonous gas. It has no colour,
smell or taste, so it is hard to tell if it is there.
Where does it come from?
Carbon Monoxide can escape from gas appliances, such as gas
boilers and fires.
You must let us into to your home, so we can make sure your gas
appliances are working safely.
Carbon Monoxide Alarms
A carbon monoxide alarm can detect carbon monoxide in your
home. If there is any, the alarm will ring before the levels of gas
become dangerous.
We can install carbon monoxide alarms in your home if they are
needed.
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Electrical
What we do
We do electricity checks in your home every 5 years. This is
to make sure that all power supplies are safe. All electrical
work is done by a qualified electrician.
We also test the appliances that we own in your home at given
intervals.
What can you do?
DO
✓ Report any electrical problems immediately to Customer Service on
0333 012 4307
✓ Allow our electricians into your home if they need to visit
✓ Regularly check your plugs, cables and extension leads for any
damage
✓ Check that any adaptor (used for connecting electrical equipment)
you use is safe
✓ Try and reduce the use of extension leads and adaptors wherever
possible
✓ When using appliances, follow the manufacturer’s instructions.

×
×
×
×
×

DO NOT
Do electrical repairs yourself
Use mains powered portable appliances (for example, radios, heaters
or hairdryers) in the bathroom
Put too many extension leads in 1 socket
Use electrical equipment with wet hands
Leave items such as mobile phones charging overnight.
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Portable Appliance Testing (PAT)
What is it?
PAT tests make sure that electrical equipment is safe to
use.
What can you do?
You can have a look for any faults in your electrical equipment. Here
are some things to look out for:
 Damage to the lead (for example, frays or cuts in the lead)
 Damage to the plug (for example, if the plug pins are bent)
 Coloured wires showing where the lead joins the plug
 Damage to the cover of the equipment ( for example, loose
parts or screws)
 Signs of overheating (for example, burn marks on the plug or
lead)
 Equipment that has been left somewhere unsuitable (for
example, somewhere damp or dusty).
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Water Safety ‐ Legionella
What is it?
Legionella is an illness. You can get it by breathing
in drops of water which have Legionella bacteria.
The bacteria is dangerous in stagnant water (water that does not
flow) with temperatures between 20°C and 45°C.
What can you do?
To reduce the risk of legionella in your water at home, here is what
you can do:
 When you turn on a tap or shower that you have not used in a
while, let the water run for 5 minutes. Do this once a month to
clear the pipes
 Clean your shower head every 3 months
 Make sure that there are no places in your home where water
can sit still. This will increase the risk of bacteria
 Do not change the temperature setting of your boiler. The
water must be at a minimum of 60°C
 Tell Advance if your hot water is not heating properly
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Staying Safe in your community
It is important to us that the people 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.

Anti‐social behaviour
Antisocial Behaviour means different things to different people.
Here are some examples of anti‐social behaviour:
 Behaviour which causes alarm, distress or annoyance to
someone else.
 Neighbour nuisance
 Too much noise
 Litter and fly‐tipping
 Abandoned cars or bicycles
 Graffiti or damage to buildings or public areas
 Being drunk in public
 Dealing or using drugs
 Hate crime (see below)
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What can you do?
If you have experienced any of the listed anti‐social behaviour,
please call either:
• The Leasehold Team
OR
• Customer Services on 0333 012 4307
or by sending a message through the
MyAdvance online portal
(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. They will
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 for things 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: (for example, Facebook, Twitter, WhatsApp)
• Be careful about sharing your information and pictures
online. If you do 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.
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 for advice.
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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.

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
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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

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
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Moving to a new area
It can be difficult moving to a new area, especially if you do not know
anyone. Here are some tips if you are moving somewhere new.
1.

Get to know your area

First, find out where your key local services are:
‐Supermarkets
‐GP
‐Post Office
‐Local Public transport routes.
You can do this by walking around, asking someone you know, or
searching on the internet.
2.

Introduce yourself to your neighbours

It is a good idea to get to know your neighbours
and let them know who you are.
They might have some helpful advice for you, and
knowing them will help you feel safer in your community.
knocking on your neighbour’s door and saying hello is a good start, if
you feel comfortable doing this.
3.

Visit your local community centre

If you are looking for:
‐Things to do
‐Ways to meet new people
‐Where to get advice
Your local community centre will have some information for you.
They run clubs and meetings which you can join. They will also have
information about other local services.
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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 Housing Officer 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.
It is a forum for customers and Board
members to discuss topics about
Advance.
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Come to our annual
customer conference

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
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.
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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
• You can request a freepost envelope by asking your Housing
Officer, 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

No
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Disability
Mental Health
Condition

Yes

No

Other
………………………………………………………………………………..
(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.
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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 Housing Officer or another member of
staff.
Alternatively, you can contact the Customer Services Team by:
 Phone: 0333 012 4307
 Online: through the MyAdvance portal
 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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5. 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 Housing (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 Provider (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
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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.
Your rights:
 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 Housing Officer 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
contact the Leasehold Team.
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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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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
 Online: send a message through the MyAdvance portal
 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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Transforming lives together

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