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Developed in partnership with customers

Welcome and introduction
Julie Layton, Chief Executive
We believe that meaningful engagement benefits everyone. It is
vital that customers have a voice, and that that voice is heard on
issues relating to our services and on issues that matter to them.
We are passionate about involving customers in all aspects of our
work.
Our work is guided by our organisational PRIDE values,
themselves created with customers. We are committed to working
in Partnership with customers, to treating them and their concerns
with Respect, to using their feedback to drive Innovation, to Drive
progress on the issues that matter to them and to work with
Efficiency to give them the best experience and value for money.
As a provider of specialist Housing and Support, we are also
committed to meeting standards of good practice across our
services, including those outlined in the:
•
•
•
•

National Housing Federation (NHF) Code of Governance
Together with Tenants charter
Care Quality Commission’s Key Lines of Enquiry
Social Care Institute for Excellences’ Guide to Coproduction
in Social Care

We understand that best way to ensure that we keep providing
high quality services is to engage with and listen to customers
throughout service design and delivery.

By doing this we can ensure
that customers are at the
heart of all that we do.
Through this plan we show
the key priorities and
activity for the next two
years which will ultimately
improve the experiences of
the individuals who use our
services.
I am very grateful to all
the customers who have
worked with us to make
sure this plan reflects what
matters most to them.

"It is
vital that
customers
have a
voice."
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Chris, Advance Customer Partnership
This plan is really important to me and should be to everyone. It
shows how Advance are going to achieve the promises they have
made to us aims to bring to life the commitments Advance has
made to customers to truly put them at the heart of everything it
does.
Listening to the views of customers and acting on the feedback
is the most important thing for any organisation to do to keep
improving and responding to our needs.
Listening to customers is
really important.
I am really pleased to be
a member of the Advance
Customer Partnership
(ACP) because I get to
see the range of ways
that Advance listens to
customers like me, and
the progress being made
as a result. I have also
joined the Complaints and
Compliments Panel, where
we hear about the feedback
Advance is getting and
how they respond to it. I
get to see how it makes
a difference and makes
the services better for
everyone.

The Customer Scorecard is a really useful tool that helps us
understand how Advance is performing. The measures on it were
chosen by me and the other customers who are part of the ACP.
You can see it in the Customer Report, it shows how well the
organisation is performing and how they keep setting themselves
tough targets to keep on improving.
One of the most important things that the ACP does is making
sure that customers’ thoughts and feelings are heard on the things
that matter most to us.
That includes things at Advance, like the services we use, but also
other things like campaigning for more accessible information from
the Government.
We want to make sure that everyone is heard and has their needs
met.
I hope you enjoy reading this plan.You might also like to read the
Strategic Plan 2020-23 and the Customer Report 2020-21.

"Listening to the views of customers
and acting on the feedback is the most
important thing for any organisation."
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Our vision and engagement
To transform the lives of people with a
disability or mental health condition by
providing the best quality housing and
support services.
We want to enable our customers to
live the lives they choose, achieve their
personal goals, feel valued and know
their voices are heard.
Our Strategic Plan 2020-23 demonstrates our continued focus on engaging customers, responding
to their needs and giving them a voice on issues that matter to them.
The strategy focuses on three areas:
•
•
•

Delivering the highest quality homes and services that make a difference to peoples’ lives
Growing our services so that more people get to benefit from them
Being the best high-performing organisation we can be

Our priorities for engagement are to:
•
•

•

Work collaboratively with customers to ensure they have a meaningful say in the design and
delivery of our services
Make sure we communicate effectively with customers across the organisation so that they have
the information they need to be in control of their own lives, and understand the choices that
are available to them
Supporting customers to engage in their local community and ensure they and their circles of
support have their voices heard on issues that matter to them
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What customers want
Customers are at the heart of all we do at Advance. They are the focus of our Vision,Values and
Strategic Plan. The Customer Engagement Plan helps to make sure that all our work is guided by
customers’ voices.
We listened to customers across the country about the things that are important to them, and
what they want us to focus on over the next 2 years. We did this in different ways, including:
•
•
•
•

At virtual Advance Customer Collective meetings
Talking to customers 1:1
Through the Advance Customer Partnership
Analysing feedback from the Customer Satisfaction Surveys

They told us what mattered to them:

Our Vision
To transform the lives of people with a disability or mental health condition by providing
the best quality housing and support services - to enable them to live the lives they choose,
achieve their personal goals, feel valued and know their voices are heard.
Together, we transform lives.

•
•
•
•

Transparency

Technology

Health

Customers want us
to be open and clear
about:

Customers want us to:

Customers want us to:

How we work
How they have a say
How we spend money
What we do when
things go wrong

•
•
•

•

•
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Support them to use
the internet safely
Provide more ways to
have their say online
Use technology to
make our services
better
Support them to use
technology to be more
independent
Use technology as a
way to be better for
the environment
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•
•

•

•

Support them to stay
healthy or get healthier
Understand the
barriers to being
healthy
Support them to
get equal and fair
healthcare
Help people to
stay well during the
Coronavirus pandemic

Engagement at all levels
Customers’ voices are heard in many ways – through transactional and perception surveys,
complaints reviews, feedback at meetings and more, all of which feeds into the Advance Customer
Partnership (supported by the Customer Scorecard) which ultimately feeds into the Board.

Feedback
Advance Collective,
Customer Survey,
Visits, Local meetings ,
Customer Conference
etc.

Performance

Advance
Customer
Partnership

Advance
Board

Customer Scorecard

Tenant Inspectors,
Peer Service Reviews,
Complaints handling,
Audits, Performance
Updates etc.

A review of the
effectiveness of the ACP
will take place during the
time of this plan and it is
possible a recommendation
will be made to seek an
independent chair for the
group. In the meantime,
we keep recruiting new
members to the group so
it is as representative of all
our customers as possible.
More work is being done to increase awareness of the work of the ACP and their impact plus
encouraging more customers to put forward items for the agenda.
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How does Advance compare to others?
We looked at what other organisations are doing and are pleased that our engagement activity
compares favourably with similar organisations, particularly when compared to other housing
associations.
Areas in which we excel include:
•
•
•
•
•

Involving customers and including their views at a strategic level
The breadth of opportunities for customers to have their voices heard, including making adaptations to make sure no customer is excluded
Senior management being vocal about the value of customer input and role modelling meaningful engagement
Coproduction of engagement initiatives e.g. customer survey, report, conference etc.
Having dedicated resource to support the involvement of customers

Areas for improvement include:
•
•
•

A more formal framework for the collection of local customer feedback
Policy transparency. While not lacking in comparison to competitors this has become a point of
focus in response to the Housing White Paper
Regularity of feedback on the impact that customer feedback has had
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Housing
We are passionate about involving all our shared
owners and tenants in sharing their feedback so we
can keep improving our services.
Our objective is to:
•
•
•
•

Broaden our reach to more tenants and Shared
Owners
Increase the depth of engagement on key issues
Improve scrutiny of service quality and
performance of housing services
Better evidence that we are listening and
responding to feedback

There are a number of initiatives to achieve this already in our plan and reflected in our Strategic
Plan Update including Tenant Inspectors – where tenants inspect the quality of repairs in our
properties.
Activity will include:
•
•
•
•
•

An in depth look at the customer repairs journey and experience
An in depth look at tenancy management processes and procedures e.g. managing antisocial
behaviour etc.
An in depth look at Shared Owner journey experience and impact
Improving our mechanisms for informing customers of the impact of their feedback
Targeting customers with recent relevant experience to inform service improvement and
increase engagement reach

The NHF code of Governance and Social Housing White Paper are key changes which will drive
our activity.
The NHF Code of Governance sets out the standards that organisations can reasonably expect to
achieve if they are well governed. The Code requires those adopting it to ensure that the views and
needs of their residents (customers) are at the heart of their strategic decision-making. Our analysis
shows that Advance is largely already compliant with the Code.
The Social Housing White paper presents a charter of seven commitments that social housing
customers should be able to expect from their landlord. The themes include keeping people and
homes safe, and making sur customers’ voices are heard. It also aims to deliver improvements in
transparency so that landlords are held accountable.
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Support
For Support to
succeed it has to
be empowering
individuals to live
their best lives. It
must be person
centred, innovative,
flexible and above all
responsive in order
to be able to be the
best.
In Support our aim is to put in place an engagement and feedback framework that:
•
•
•

Ensures individuals’ voices are at the heart of all we do
Give numerous, varied and inclusive opportunities for individuals who get our support to get
involved locally, by area and nationally
Captures feedback from individuals which we can use to measure and evidence the impact of
our support

There are a number of initiatives to achieve this already reflected in the Strategic Plan Update.

Activity will include:
•

•
•
•
•
•
•
•

Identifying and increasing opportunities to collect regular, measurable feedback at a local
level. e.g. local level surveys, measurable feedback collection at meetings/activities, anonymous
suggestion mechanisms etc.
Increasing senior manager visibility at a local level
Map our feedback framework and put in place a process by which we can review the ‘quality’
and performance of Support services, to include individuals’ feedback as a key metric
Increase our use of personalised technology in the provision of support
Take action to increase engagement in our internal audit processes – with eight audits per
quarter delivered
Deliver our Peer Service Review project – targeting services and responding to needs by
service
Evidence individuals’ input shaping the improvements to service delivery
Improve our local level mechanisms for informing people about the results and impact of their
feedback
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Resources
The Resources directorate is made up of all the teams who support the Housing and Support
teams. They include Human Resources, Finance, Information Communication & Technology (ICT)
and Business Assurance. The Resources teams are focused on ensuring each central function is
clear about how it is contributing to achieving the objectives of this plan. Activity will include:
Human Resources
They are responsible for recruiting, developing and training our people to deliver the best service.
•
•

•
•

Refresh recruiting manager guidance on making sure customers are always involved in
recruitment of new people to Advance
Increasing customer representation in our training, both by including customer experiences
in materials and exploring opportunities for co-delivery of our training, where customers can
share their experiences and perspectives
Ensuring our training offer is person centred, responsive to customers’ needs and promotes
engagement
Measuring staff confidence and attitudes to engagement e.g. staff survey, 360 appraisals including
customer feedback

Information, Communication & Technology (ICT)
They are responsible for managing our technology and systems and data management.
•
•
•

Support the development of MyAdvance as a channel for customers to access us 24/7
Supporting digital inclusion projects – including relationships with external agencies such as
Good Things Foundation, AbilityNet, Leonard Cheshire and others
Supporting the capture of data and system development, to help us better understand
customers and meet their needs

Finance & Business Assurance
They look after our finances and ensure value for money in all we do, and make sure we do what
we say we will through internal audits of services.
•
•
•

Explore and encourage opportunities to involve customers in procurement and selection of
suppliers
Increase customer engagement in our internal audit processes – with eight audits per quarter
delivered
Develop a mechanism to ensure customers’ voices are fed into policy development
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How will we measure our success?
Increased numbers of customers who get involved in engagement activity e.g attending
Customer Collectives, sharing their life stories, supporting training, developing projects like
Tenant Inspectors
Increasing the diversity of customers we engage, including making sure we engage people from
across the country and with different backgrounds and needs
Achieving our Customer Scorecard targets – agreed by the customer members of the ACP as
key measures of our success in providing the best services to customers
Increased customer satisfaction, demonstrated through our annual customer surveys
Increased satisfaction with a variety of different services we provide – including Repairs,
Maintenance to properties etc. – demonstrated through transactional surveys and a reduction
in related complaints
Increased satisfaction with the way we manage complaints, comments and compliments –
making sure we keep improving on all three areas
An active and effective Advance Customer Partnership which represents the views of all
customers to the Advance Board – making sure that customers’ voices are heard at the
highest levels
Increasing the ways customers can get involved and share their views – including ever more
use of digital channels to capture feedback as well as engaging with customers’ circles of
support
Making sure we comply with the Regulator of Social Housing Tenant Involvement and
Empowerment Standard, and comply with the NHF Code of Governance and Social Housing
White Paper recommendations and requirements
Benchmarking against our competitors –
so we know how we compare to similar
organisations
Increasing the number of customers who
benefit personally from involvement in
engagement activity, either in developing their
skills or confidence
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