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Lockdown photo gallery
Is lockdown getting you down? Customers and staff across Advance have been keeping our spirits 
high with photos of what they’ve been getting up to! Follow us on Facebook (@Advanceuk.org), 
Twitter (@Advancetweets) and Instagram (@Advance_uk) for more pictures and stories!

 Bose spent time taking photos 

and writing short stories  Kieron loved listening to music
and dancing every day

Angela enjoyed growing colourful
plants and flowers

Christine held a wonderful 

birthday celebration at home

 Aimee made a thank-you poster for Advance staff
 Lee had loads of fun playing 

tennis with housemates
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Advance News
LOOKING BACK AT LOCKDOWN

Lockdown has been a time of challenge for us all, but we 
couldn't be prouder of the way our staff and customers 
have rallied!

Our focus during lockdown was continuing to provide 
services safely, while supporting and protecting staff and 
ensuring we followed Government guidance. Our swift 
action and careful planning meant we came through the 
pandemic with minimal negative impact.

You can see some examples of what other customers 
have been getting up to during lockdown on page 2. 
Follow us on social media to keep up to day with the 
latest stories and pictures.

MARK JOINS THE TEAM

We are delighted to announce that Mark Horlock  
has joined Advance as the Executive Director of 
Resources.  He will be responsible for Finance, HR, 
ICT and Business Assurance.

Mark is a finance professional with lots of experience 
in our sector. He spent 11 years as Director of 
Finance for a large organisation providing care and 
support for people with learning disabilities and 
autism.

Welcome to Advance, Mark!

ADVANCE FINANCIAL 
STATEMENTS PUBLISHED

We are pleased to have published our Financial 
Statement and Report for 2019-20. The Report 
charts our progress in the final year of our 
Strategic Plan 2017-20. 

The report highlights our progress over the last 
year, and achievements over the last 3 years  of 
our 2017-20 Strategic Plan.

You can find the reports in the 'Publications' 
section of our website www.advanceuk.org 
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In July the Advance Customer Partnership met virtually for the first time, with members 
joining by video and phone.  As Chris (a Shared Owner) said, “It’s different but it’s exciting! 
It’s a shame we can’t all meet, but it’s a good opportunity to try new things.”

The group discussed COVID-19, customers’ experiences during lockdown and how we 
have responded as an organisation. We were pleased to hear that customers felt supported 
during this time and confident in staff. 

The new Customer Scorecard, designed by the customer members, was introduced. 
Reporting on measures that are important to you,  the scorecard includes:

• Compliance with safety checks, including gas, electrics and fire
• Repairs completed on time, and how satisfied customers were with the service
• Ratings of Support schemes by our internal auditor
• The number of people using our website and the customer portal MyAdvance
• Customer satisfaction with complaints

Reviewing the comments, compliments and complaints received over the last year Adam (a 
Housing and Support customer) said, “It’s great to see this information because we can see 
that Advance is always trying to improve things and that they listen to us.”

For more information about the group contact CustomerEngagement@advanceuk.org.

Customer Partnership
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ADVANCE COLLECTIVE IS GOING ONLINE

The Advance Collective is reaching to hear about your 
experiences. While we usually meet in person, we're 
trying something new so that we can listen to you while 
keeping everyone safe.

Going online means that customers from anywhere in 
England can join the meeting, and provides a safe space 
for trying out new digital skills. It also means that we 
can run the sessions more often, and hope to have a 
Collective every month going forward.

We know that online groups aren't for everyone, and will still be giving you opportunities to 
share your views in person when it is safe to do so.

The first online meeting of the Collective will be at 11am on Tuesday the 13th of October. 
You are all welcome, and can join in via Zoom using the link https://zoom.us/j/96789606285 
or meeting code 967 8960 6285. For more information about the Collective, or for 
instructions on joining in with Zoom, you can contact us at Collective@advanceuk.org

CUSTOMER REPORT 2019/20

We're thrilled to have published the 2019/20 Customer Report!

The report was designed with customers, to make sure that it
has the information that's most important to you. In it you can
find details on:

• How we've responded to the Coronavirus pandemic
• Projects that you can get involved with
• How you can tell us what you think
• What's been happening in our Housing and Support services
• How we've been performing, and how customers can hold 

us to account
• Simple things you can do to be a friend to the environment
• Our plans for the future

We'd like to say a big thank you to all the customers who helped us to put the report together. This 
is just another example of how working together produces the best results.

You can find the Customer Report 2019/20 in the 'Publications' section of our website. If you would 
like a paper copy sent to you, you can call Customer Services on 0333 012 4307.

Information & Advice
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HOUSING CUSTOMER SURVEY 2020

This year's Customer Satisfaction Survey will 
soon be landing on the doorsteps of our Housing 
customers, with Support customers receiving it 
later in the year.

The Customer Survey gives you an opportunity 
to share your views about Advance services, what 
we're doing well and where we can make 
improvements.

You will be able to complete the survey by filling out the paper copy (which will be posted to all 
Housing customers) and sending it back in the provided envelope, or by filling it out quickly and 
easily online. If you do complete the survey online, we ask that you pop the paper copy in with your 
recycling.

We value your feedback, and want to hear what you think. When we have the results of the survey 
we will make an action plan which we will publish with the results, so that you can see how we are 
responding to your feedback.

For more information contact Rachel Fox at CustomerEngagement@advanceuk.org

STAYING HEALTHY THIS WINTER

It can be harder to stay well during winter, and this 
year it's more important than ever as we know 
that Coronavirus can be worse for people who are 
already unwell. One way to do this is by getting an 
annual flu vaccination (also called the flu jab).

You may be entitled to a free flu jab if you:
• Are over 65 years old
• Live in a long-term residential care home
• Are at high risk from Coronavirus, or live with 
• someone who is
• Have certain medical conditions

The flu jab is a simple way to give your immune system a boost. By protecting yourself you 
can also help to protect the people around you, as you won't be spreading the flu virus.

To find out if you can get a free flu jab speak to your GP, nurse or pharmacist, or you can 
find more information at www.NHS.uk/FluVaccine

Transforming lives together
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PEER REVIEW IN BANBURY

We might not be able to visit services in person, but the 
Peer Service Reviews project is still going strong.  In August, 
trained Peer Listener Adam spoke by phone to customers 
in Banbury to hear about their experiences with Advance. 

This peer review was a little different, as the customers 
Adam contacted were soon to start receiving their 
support from another organisation. The Advance 
support staff asked for a peer review, going above and beyond to make sure that the 
customers felt supported and confident to make the change to a new provider.

Anyone can raise a concern or ask for a Peer Service Review. If you would like to request a 
visit from a Peer Listener you can contact the Quality Improvement Manager on 
0333 02 4307 or at Catherine.Jones@advanceuk.org.

We're looking for more Peer Listeners. If you are a good listener, and want to help make 
services better for everyone contact CustomerEngagement@advanceuk.org telling us 
about yourself and why you want to get involved.

GIVING US YOUR FEEDBACK

We know that listening to you is the best way 
to improve our services and we want to hear 
what you think, good or bad!

To give us your feedback you can speak to any 
member of Advance staff, or contacting our 
Customer Services Team 9am – 5pm on 
0333 012 4307 or 
Customer.Services@advanceuk.org. You can also get in touch online through 
MyAdvance and the Contact us page of our website.

You can hear more about how to give us feedback, and how other customers have felt 
talking to us, by watching our video 'Giving us your views' on our YouTube channel @
FilmsAdvance 

“It’s really heartening to know that, should I need to give 
feedback, I would be listened to”

Information & Advice
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ADVANCE'S SHARED OWNERSHIP SCHEME

Our shared ownership scheme (Home Ownership for 
people with Long-term Disabilities, or HOLD) has 
helped nearly 1000 people part-own their own homes.

When Amy's needs were changing because of her 
disability, she and husband Paul struggled to find 
somewhere that suited their needs and was within 
their budget. Paul says:

" We first of all tried the council to see if there was any affordable housing in the area... but 
there were no properties in the area that were suitable. Advance came to our rescue with 
the HOLD scheme. 

Through HOLD we have been in our bungalow for nearly two years, and the improvement 
to my wife’s health has been life changing.” 

Find our more about HOLD, and if it might be right for you by visiting our website at 
www.advanceuk.org or give our friendly HOLD team a ring on 0333 012 4307.

GO GREEN - GO DIGITAL

At Advance we care about the environment and our 
impact on the world we live in. We are always looking 
for ways to reduce that impact, and one thing we can 
do is to use less paper.

You can help us to do this by choosing to get your 
letters and statements by email. If you would like to do 
this, make sure that your Support Worker, 
Housing Officer or Housing Outreach Worker has your 
current email address on file. If your email address has changed, just let them know and they 
will be happy to update it. If you want to keep getting your letters and statements sent by 
post you don't need to do anything.

You can also choose to access information about your Advance tenancy and rent account 
through our online portal MyAdvance, which you can find on our website.

If you would like to receive this newsletter by email, and not by post, in the future just let us 
know at CustomerEngagement@advanceuk.org.

Transforming lives together
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OCTOBER

7th - Advance Customer Partnership

10th - World Mental Health Day
 Keep an eye on our social media channels   
 to see how we're marking the day!

31st - Advance Collective
 Join us online via zoom using meeting code 967 8960 6285 or 
 this link: https://zoom.us/j/96789606285

31st - Halloween

NOVEMBER

4th - National Stress Awareness Day

11th - Rememberance Day

14th - Diwali

16th-22nd - Safeguarding Adults Week
         Keep an eye on our social media channels to see how we're marking the week!

DECEMBER

3rd - International Day of Persons with Disabilities

11th-18th - Hanukkah

24th - Christmas Eve

25th - Christmas Day

26th - Boxing Day

31st - New Year's Eve

Here are some events coming up soon!

If we need you to come along to anything, we'll 
make sure you get an invitation.

Upcoming Events
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"Bristol Bristol, we love you still,
benial too

Never fear the animals in Bristol zoo

Park street is great you can have a dinner 
date

And get married on the SS Great Britain if its 
not too late

Support the city and the rovers too

You never know they might get out of 
division two."

- Peter, a Shared Owner

Your Creations
Here we showcase your amazing artwork and creations! If you'd like something you've made to be 
featured contact customerengagement@advanceuk.org or tell a member of Advance staff.
Thank you to everyone for your wonderful creations!



   www.advanceuk.org      @Advancetweets      @AdvanceUK.org      0333 012 4307
Advance is the trading name of Advance Housing and Support Ltd.  Registered Office: 2, Witan Way, Witney, Oxon, OX28 6FH.

Registered under the Industrial & Provident Societies Act 1965,  Reg. No. 21143R.  Advance is registered with the Homes and Communities Agency No. LH0280 VAT.  Registration No. 902936329

Riddle...

What do 
you need 
to break 

before you 
can use it?

Transforming lives together

An egg!
Can you spot all 15 differences?

Autumn Crossword


