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Transforming lives together

 April 2020 - Martin makes art 
to say Thank You NHS

 May 2020 - Celebrating 75 years
since VE Day at Hampton Mews

  June 2020 - Malcolm keeps
active at Albi Court

  September 2020 - Michael fundraises 
for NHS Charities Together

 August 2020 - Customers and
staff build benches in Cornwall

 July 2020 - AJ harvests his
home grown strawberries

Transforming lives together



Kehinde lives independently and enjoys 
holidays and community activities
Kehinde receives Support services in Hackney
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Welcome to the Customer Report 2020/21. The year was dominated by COVID-19 and the changes and 
challenges it brought for us all.  As Chief Executive my focus throughout the year was on keeping you and 
our staff safe, following Government guidance and making sure we kept delivering high quality services.

I am incredibly proud of the way staff responded to the challenges presented by COVID-19. We 
changed the way we worked – many staff moved to be based at home at short notice – and many more 
continued to deliver services day in day out despite the uncertainty.

We got access to Personal Protective Equipment, but we know talking through masks and wearing gloves 
and gowns was hard for everyone to get used to. We carried out repairs wherever it was safe to, and 
kept in regular contact with customers by phone or using other digital channels. 

Having less contact with friends and family has been very hard. It has also been hard to access other 
services in the community that many rely on. 

As Chief Executive I am incredibly proud that we got through the year and kept delivering services. 
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A message from Julie, Chief Executive

Chief Executive, Julie Layton at our last Customer Conference at the Winchester Science Centre 
and Planetarium in 2019
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Key to this was your feedback and I am pleased to share the feedback from our annual customer 
surveys on pages 17 and 22.  Please do keep sharing your feedback so we can keep improving. 

This year we launched our strategy for 2020-23 which you can find at www.advanceuk.org. It sees us 
focus on delivering the best quality services, growing our services, and being the most effective and 
efficient organisation we can be. Our plan will keep Advance on its current, financially stable path, make 
sure we offer value for money and that you are at the centre of everything we do. 

To learn more about our performance against our plans and targets, please see our Strategic Plan 
Update 2020/21 and Financial Statements 2020/21 (available on our website) which cover the same 
time period as this report.

Thank you to all of you that have taken part in online activities in 2020/21. We know that we do our 
best work when we work in partnership. 

I look forward to seeing many of you in the coming year. 

Julie Layton
Chief Executive
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April

Working from home
In March 2020 the Prime Minister announced a national 
lockdown and ordered everyone who could to work from 
home. Advance staff are recognised as essential key workers, 
and many were able to continue to deliver face to face services. 
However, for office staff this meant moving to work at home.

Everyone quickly adapted to new ways of working. Our IT team 
worked really hard to make sure everyone had the equipment 
they needed, including making sure that the Customer Services 
team could answer calls from home so that anyone who called 
us on our usual number 0300 012 4307 would still get through 
to an advisor. Human Resources made sure that all staff had

clear guidance and support, and adjusted our training and recruitment practices to be online. 

We take staff wellbeing seriously and supported colleagues both physically (with advice on setting up 
computers and equipment in a way they could work comfortably at home) and mentally by having 
regular catch-up calls so teams could stay in touch. 

Accessible information
As the first lockdown began many of us felt confused by changing 
information, advice and rules. You told us that what you needed was 
clear information about how to keep healthy and safe. 

As well as making sure all our services had Personal Protective 
Equipment to keep everyone safe, we created and shared up to date, 
accessible information on what was happening, how to follow the safety 
rules and looking after your physical and mental health.  We created 
a Coronavirus Information section on our website so that everyone 
has easy access to the information they need in a way that they can 
understand. 

We understand that this is an important resource for many people, and will keep providing accessible 
information until it is not needed anymore. You can find the page on our website by clicking the 
yellow Coronavirus Information button in the top right corner. If you need any information which is 
not there, please get in touch with CustomerEngagement@advanceuk.org and we will do our best 
to help.



May
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Mental Health Awareness Week
This year’s Mental Health Awareness Week theme was 
Kindness. We saw some extraordinary acts of kindness this 
year, but we also know that in tough times people get stressed 
and anxious and can be less sympathetic to others.

During the week staff and customers shared what kindness 
meant to them and examples of kindness they had seen. 

Julie Layton (our Chief Executive) shared her personal view that Kindness was all about taking a 
few moments to check in with someone that might be living alone or feel more vulnerable during 
lockdown. She encouraged staff to keep in touch with colleagues and customers that they may not 
be seeing as regularly.

The Coronavirus section on our website had lots of accessible information about maintaining good 
health and wellbeing during lockdown. We also shared information about organisations like Mind and 
others who could provide mental health support and advice to anyone. 

Welfare calls
When we entered lockdown the Housing team set 
to working out how best to keep in touch with you 
from a safe distance. As they couldn’t visit in person 
they decided to call or video chat instead. Each 
Housing Officer and Housing Outreach Worker 
contacted every one of the tenants and shared 
owners they work with to check-in, see if they were 
ok and had the support they needed to lockdown 
safely. 

Staff directed people to sources of useful 
information – like our website – and even arranged 
deliveries of vital prescriptions.  We were touched to hear how much this support meant to people

“It makes me feel emotional to get such a personalised service. You’ve really gone above any beyond and are 
an amazing housing association.”
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June

Self-isolating with you
Our staff are there for you through the good and the 
bad. When both Philip and Katie tested positive for 
Covid-19 they decided to self-isolate together. Doing 
everything they could to stay healthy and in good spirits, 
Philip and Katie looked after each other through their 
flu-like symptoms.

Philip is a keen cook and a budding artist, so took the 
opportunity to put his creative skills to good use by 
baking and making colourful posters to mark each day. 
Both he and Katie were thrilled to receive a package 
in the post from Advance containing donated activity 
items - colouring books, books, puzzles and sweet treats.

Area Manager, Di Benden said: "I’m thankful to Katie for everything she has done to support Philip 
and protect the rest of the staff team so they can continue to work in other services. Katie is being 
very modest. I couldn’t be prouder of her than I am right now, I feel quite humbled by her actions."

Learning disability week
Learning Disability Week in June was very different to previous 
ones. Supported by Mencap the week focused on celebrating 
friendship. You told us your stories about the importance of 
friendship and we shared them on our website and social 
media channels. 

Ian celebrated his ninth wedding anniversary with his friends 
and staff at his supported living service in Nuneaton.  Even 
though lockdown meant he couldn’t be with his best-friend – 
his wife Janice – he was able to spend it having a buffet with 
his housemates in line with social distancing rules. 

John and Yasemin, part of our Community Aspirations Team in London, were supported to meet in 
the local park during lockdown to exercise and enjoy each other’s company. Spending time outdoors 
and finding ways to stay in touch with our loved ones safely was an important activity for everyone 
last year, and one we were pleased to celebrate for Learning Disability Week. 
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Equality and Diversity

EDI Group launches
Having an inclusive culture that is welcoming to all has 
never been more important. This year we launched an 
Equality, Diversity and Inclusion (EDI) group. 

Jodie, who helped set up the group, said “We are 
committed to an inclusive environment, where everyone 
can participate and achieve their potential. We embrace 
and value the diversity of thoughts and ideas that people 
from different backgrounds, experiences and identities 
bring to Advance – ensuring our staff and our customers 
can thrive”.

In February we celebrated LGBT+ History Month. Sal 
shared, “People should know what it’s like to be LGBT and 
have to face discrimination from people or old-fashioned 
attitudes. 

Things are better now than they were before, but people 
have had to fight hard for that. There are still problems 
though, in places I’ve lived before I’ve been judged, but at 
Advance I’m not judged.”

LGBT+ History Month

Black History Month
We marked Black History Month by listening to the stories 
and experiences of our colleagues. 

Diminga (a Service Manager) told us, “Black History Month 
is about celebrating who you are while remembering 
the history. We have loads of customers from different 
backgrounds. It is helpful for them and their families to see 
diversity in the workforce. As conversations and friendships 
develop, we gain a stronger awareness of one other.”
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July

Karen's story
Karen lives in a Supported Living Service with five other 
people. After a number of personal setbacks Karen spent 
several years in and out of psychiatric hospitals before her 
social worker recommended Advance.

Since accessing our Housing and Support Karen has 
continued her recovery. She told us: “I have achieved 
quite a lot since moving here. I can talk to anyone when I 
need help. I go to three different groups a week. I hope to 
improve more in the future and am very happy living here.” 
You can learn more about Karen and others’ Life Stories 
on our website www.advanceuk.org/customer-stories

Advance Customer Partnership
The Advance Customer Partnership is a 
group of elected customers and senior 
managers who come together to make sure 
that your voices are heard in Advance’s 
strategy and the ways we work. This year we 
said farewell to Tom, who had served his full 
term on the group, and welcomed Pushpa (a 
Shared Owner) as a new member.

Whilst adjusting to virtual meetings, the 
group still achieved a lot this year, including:
• Overseeing a wellbeing survey during the first lockdown and how we met your needs
• Shaping the Customer Engagement Plan 2021-23 (see page 24 for more information)
• Reviewing our response to complaints and compliments
• Looking at the value of our housing and support services, and how we tell you about it (see page

25 for more detail)
• Reviewing customer satisfaction survey results and action plans (see pages 17 and 22)
• Reviewing our research into supporting people around sex and relationships and our action plan

(see page 23 for more information)

You can contact the Customer Partnership by email at CustomerEngagement@advanceuk.org



Sign up for MyAdvance

Our accessible guide gives step-by-step 
instructions on how to use each of the features.
Find the guide online at: https://bit.ly/31vAfir

• Phone
• Tablet
• Computer
• Laptop

24/7 access to your account

Get 24/7 access to MyAdvance on your:

• Get in touch with us
• Check your tenancy details and rent statements
• Make payments to Advance
• Tell us about repairs or maintenance
• Keep your contact details up to date

MyAdvance is a quick and easy way to manage 
your tenancy. Create your account on our website: 
www.advanceuk.org

Sign up for MyAdvance to:

To make sure you have all the information you need, 
have your rent statement with you when you sign up
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August

The Environment

We are taking action to reduce the environmental impact of our homes and services. Over the next 
three years we will do all we can to:

• Meet the Government policy to reduce carbon emissions to net zero by 2050.
• Continue to invest in reducing our environmental impact.
• Work with customers to improve energy efficiency and water consumption.

We are working to improve the energy efficiency of our homes in a number of ways (including 
ensuring our new property developments are environmentally friendly) and support teams are 
working with customers to reduce waste and recycle. One of the most popular activities has been 
gardening and growing your own fruit and veg to use in healthy meals. 

Top tips for being a friend to the environment
• Get your letters from us by email – just make sure your Support Worker or Housing Officer

has your up to date email address
• Access information about your Advance tenancy through our online portal MyAdvance. Find out

more on our website.

• Try having ‘Meat Free Mondays’. Doing this for a year can save the same amount
of energy that a car uses on a 1,160 mile journey!

• Recycle everything that you can – your local council can give you bins and advice
• Take a reusable bag when you go shopping, instead of paying for plastic bags
• Plant flowers that feed the bees, they help to keep the planet healthy!



September 
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Hagar's story
Hagar has a learning disability, bi-polar disorder and limited 
speech. She was never taught sign language so struggled to 
communicate and was often distressed. 

We support Hagar in her local community with access to 
our specialist Complex Needs team, her GP and Psychiatric 
professionals. We supported her to meet friends and take 
part in local activities. Now she goes on holidays, uses 
public transport and cooks for herself. 

You can learn more about Hagar and other Life Stories on 
our website www.advanceuk.org/customer-stories 

Gardening fund
Lockdown meant we all spent more time at home, something 
many people found difficult. When we spoke to people last 
summer about how they were managing and what would make 
it easier, there was a clear theme: gardening. You wanted to 
create spaces where you could enjoy being outdoors, and later 
meet friends and family safely.

Our Customer Engagement Manager soon secured a grant 
of £4,500 from the National Lottery Community Fund. With 
this we directly supported over 180 of you to improve your 
outdoor spaces or bring nature indoors, with an average spend 
of £24.79 per person.

John, a Housing Outreach Worker, helped with gardening 
projects at a number of properties and said, “The customers 
have really enjoyed it and take pride in their work, it’s been a great boost for their mental and 
physical wellbeing.”

At Hampton Mews customers and staff planted herbs and vegetables to use at their Healthy 
Cooking Group. Team Leader Rachel says, “Thanks to the gardening fund we have been planting 
vegetable seeds. It was hard work but everyone is excited about watching the seeds grow!”
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We believe that everyone has the right to a safe and happy home. That’s why we promote HOLD 
(home ownership for people with long term disabilities), a government-backed scheme to enable an 
often under-represented group to purchase a home on the open market. 

Shared ownership through HOLD provides choice, flexibility and supports independence. Having won the 
`Most Innovative Home Ownership Solution’ at the National Housing Awards in 2018 we are really proud 
of the difference it makes. Over the last 20 years we have helped more than 650 people across England to 
part-own their own homes through this scheme. As a partner investing with you in the shared ownership 
scheme Advance helps to maintain the property over the years you own it.  We keep in touch and our 
housing officers visit at least once a year to make sure your home is safe and well maintained.

Who is HOLD for?Funding Options Where can I buy?

If you are over 18, have a 
recognised long-term disability 
and have enough funds for a 
deposit, HOLD may be the 

right scheme for you.  

We have customers who 
live very independent lives in 
their own homes and others 
who have complex physical 

and mental health needs who 
receive additional support. The 

scheme is very flexible.   

To get started you will 
need funds to pay for 

conveyancing and a deposit.  
It is possible to self-fund if 

you are working.  If you are 
in receipt of certain benefits, 
a mortgage can be arranged 
through a specialist broker 
we work with.You may also 
be eligible for support for 

mortgage interest (SMI) from 
the Department of Work & 

Pensions.

Advance provides housing 
and support services across 
most of England. We receive 
funding from Homes England 
to invest in shared ownership 
properties in certain areas of 

the country.  

Visit our website: 
www.advanceuk.org learn 

more about the areas of the 
country where we might be 

able to help.

Transforming lives togetherShared ownership 



October
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You can tell us about any problems by talking to any member of Advance staff, or contacting Cus-
tomer Services 8:30am – 4:30pm on 0333 012 4307 or Customer.Services@advanceuk.org.  You can 
also get in touch online through MyAdvance and our website's Contact us page.

In July 2020 the Housing Ombudsman published a new Complaint Handling Code to protect and 
empower people who live in social housing. The Ombudsman required us to self-assess how well we 
met the new Code, which we did together with customers. We were pleased that the assessment 
shows that we are working in line with the Code. We did make some changes, including welcoming 
Chris onto our Complaints & Compliments Panel. If you would like more detail on this, you can find 
the full self-assessment on our website.

We aim to investigate and resolve complaints within 3 weeks. If it will be longer, we will call to 
let you know. When it is resolved we will check you are happy with how it was handled. This year 
we resolved 65% of complaints within 3 weeks, our target is 80% so we need to do better.  We 
have focussed on this and by June 2021 it was 78%. 62% were happy with how their complaint was 
handled. This is below our 70% target, but by June 2021 we had improved to 72%.

You said... We did...
There were delays with our out of ours call 
handling

We put an improvement plan in place and 
waiting times have gone down

There were problems with quality of work on 
new boiler installations.

We held off on passing more work to the 
contractor and we now have a new contractor

There were some problems with debts left on 
gas / electric meters by previous tenants

We have a system in place to prevent this. The 
process was reinforced to relevant staff.

In October Chris (a Shared Owner) joined our Complaints and 
Compliments Panel, which oversees how we respond to your feedback. 
He joins the meetings and can also support people appealing their 
complaint resolution. 

Chris told us, “It’s important to have customer input on the panel 
because it adds constructive feedback from a customer point of view. It’s 
given me more insight into how feedback is handled and how the panel 
work to make things better for everyone.”

Chris joins the panel

Comments, Compliments, Complaints
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Customer Collective

Join the Advance Customer Collective get togethers on the 1st 
Friday of every month at 11am!

Run by Adam (a customer who uses both our housing and support services), the Collective is a 
chance for you to give us your feedback, hear more about what’s happening at Advance and meet 
other customers from around the country! Each month we talk about a different topic chosen by 
you, with guest speakers to answer your questions.

This year the Collectives moved online so that anybody, anywhere can join safely.
Join us on Zoom using this link: https://zoom.us/j/91298242705 or the Meeting ID: 912 9824 2705

Some of the things we’ve discussed this year are:
• Looking after our wellbeing during the lockdowns
• Understanding the changing COVID-19 rules
• Your experience of repairs and maintenance work
• How we should involve you in our work (see page 24 for more details)
• Getting your voice heard on issues that matter to you

The Collective is your space and the topics we discuss are decided by you. If there is something that 
you would like to know more about, or have questions about, please let us know and we will make 
sure that you get the information and support that you need.

For more information follow us on our social media channels or email Collective@advanceuk.org
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November

Housing customer survey

We are thrilled that the results of the survey show that you are 
feeling happier with your Housing services, and 85.19% of you are 
happy with the quality of your home. Other key results were:

• More of you feel listened to by Advance (77%)
• 76% of you were happy with Customer Services
• Women were less likely to report being happy with services
• 74% of you are happy with how we manage repairs
• COVID-19 has impacted your mental health

You said:

Our response:
Working with you to improve the experience of getting a repair

We investigated other collected satisfaction feedback by gender and 
found no significant differences. We will continue to monitor this

Keep calling to check in with people who are more isolated

Keep developing our digital options for you to get in touch

Give our staff extra training on supporting people's mental health

Share more information about staying safe and mentally well

Make sure your contact details are up to date so we can talk to you
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December

Vaccines!
We all celebrated when the first COVID-19 vaccines were approved in December! The vaccine is 
very safe, and is the best way to keep you and the people you care about safe. You can read more 
about this on the NHS website www.nhs.uk

The vaccine roll out started with the people who needed it most, and we were thrilled that this 
included many of you and our staff. We were pleased to support people to get protected, including 
by adding our name to the campaign for people with learning disabilities to be moved up the priority 
list. We also shared information about the vaccine in a range of formats and languages, so that 
everybody had fair access to the information they needed. You can find this information, and more 
resources, on our website www.advanceuk.org 

Marc was thrilled to receive his COVID-19 vaccine and wants everybody 
to get theirs too. 

He told us, “It was quick and easy and makes me feel safe. I think 
everybody should get it if they can, to keep us all safe. I want to be able 
to see my friends and girlfriend again and to go to my groups.”

You can find information about the vaccine, why you should get it, and 
what it's like on our website under ‘Coronavirus Information’.

Marc gets the vaccine

Ade gets the vaccine
Ade (an Area Manager for Support services) said: “It was a privilege for 
social care workers to be prioritised for vaccination. I could understand 
the fear and concerns some had; however, whatever we do in life itself 
always bares some level of risk; it just depends on how we assess and 
manage it.

Getting the vaccine means that we can get back to some version of 
normal, and we can support customers to live the lives they choose 
safely. At the end of the day that’s the most important thing.”



As a direct result of the work Advance 
undertook with Monoj, he gained enough 
independent living skills to move into his 
own flat.
Monoj received Housing and Support in Nuneaton
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Physical and Mental health

It is a sad fact that many people with learning disabilities and mental health conditions face barriers 
to health services and as a result live with poorer health. We believe that this is unfair and are 
committed to working with you to ensure that you have access to the health services and resources 
that you need to enjoy healthy life.

Over the last year we have worked hard to make sure that we could all adapt to the changing 
pandemic situation while still being able to access health services and wellbeing resources. One of 
the most significant ways of doing this has been promoting digital access to resources, including 
sharing fact sheets on our website, supporting people to speak to their doctors by video call and 
taking part in virtual health activities like exercise classes! 

We have also focussed on making sure that people have had access to the annual health checks 
that they are entitled to. We did this by making sure that eligible people were listed on their GP’s 
Learning Disability Register and understood what this means, reminding GPs when the checks were 
due, and supporting people to access those checks in the way the works best for them. Annual health 
checks help you to stay well by identifying any problems early, if you would like to know more about 
them you can watch our video ‘Annual Health Checks’ on our YouTube channel @FilmsAdvance

In the coming year we will look to conduct a health survey that you can all take part in. This will help 
us better understand the barriers you face to positive physical and mental health and how we can 
empower you to overcome them. Work has already begun to look at this, with the questions, how 
they will be asked and who asks them being decided by a customer-led project group. We understand 
that health can be difficult topic for some people, so we'll do this in partnership with you.

Proving that you can't be sad while riding a bike, Bose loves going out on 
her bicycle to stay active and well.

Studies have shown that cycling improves core muscle strength. It's a 
fast and easy way to get around, and is better for the environment than 
travelling by car or bus.

When her weekly cycling activity class at the local park suspended 
during lockdown, Bose’s Support team encouraged her to continue using 
her bike for exercise. Support Workers have joined her in her efforts 
and together are learning about the Highway Code and cycle safety.

Bose keeps active

https://www.youtube.com/user/FilmsAdvance/videos


—21—Advance Customer Report 2020/21

January

RSH grades maintained
During the pandemic we continued to work with 
regulators like the Care Quality Commission (CQC) 
and the Regulator of Social Housing (RSH) who are 
there to make sure we meet the high standards of 
quality and deliver value for money. We have also 
worked closely with those who fund many of our 
services – mostly Local Authorities - to reassure them 
about the quality and value for money of our services. 

In January this year, following the annual Stability Check 
carried out by the Regulator of Social Housing, we were 
delighted to receive confirmation of our Governance 
and Financial Viability grades as G1 and V1.

This means we meet their highest standard of governance, and are in a good position, have strong 
clear plans and have good plans in place to respond to any challenges. We are really proud we have 
the highest ratings from the Regulator.

CQC Inspections/Audits
We are committed to providing high quality services and 
ensuring that you receive the support you need in the way 
you choose. We listen to your feedback in a number of ways 
including the Customer Collective (see page 16), Partnership 
(see page 10) and satisfaction surveys (see pages 17 and 22).

Our Audit Programme checks the quality of the support
we provide and that we are meeting requirements. We are pleased that this year 95% of support 
schemes were rated as fully compliant. Our registered services are also inspected by the Care 
Quality Commission (CQC). This year (due to COVID-19) the inspections had to be different and 
the CQC used a mixture of visits and checking records to ensure the safety and quality of our 
services. This included Infection Prevention Control inspections to make sure that we were doing 
all we could to keep you, and our staff, safe from COVID-19.

We are pleased that the CQC have reviewed our services through the data we provide to them and  
are confident in the quality of the services we provide. 
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February

Support customer survey

We were delighted this year we heard from even more of you 
about your experiences, with responses going up by 15%, and that 
100% of you felt our staff do a good job. Other key results were:

• 97% said you are happy with the quality of your support
• 98% of you said Advance helps you life the live you choose
• 99% said that Advance makes you feel safe
• 99% felt that we respond to changes in your lives
• 99% would recommend Advance Support services

You said 

Our response:
Reaching out to the areas where we didn’t hear from people

Ask you about the quality of your support as part of our internal 
audits (see page 21 for more information about these)

Identify best practice and share it across our services

Celebrating our staff for the great work that they do

Use the result to help us grow our business

Make sure anyone who is unhappy knows how to tell us

Think about how we can get to hear from even more people in the 
future
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Relationships

At Advance, we understand the importance of relationships and the difference they make to people’s 
lives. This has been highlighted over the past year, with the COVID-19 pandemic making many 
people feel isolated and having to find new ways to stay connected with their family, friends and 
communities. For many of you, however, barriers to relationships already existed and discussions 
around supporting people with disabilities to have romantic or sexual relationships was considered 
taboo. We listened when you told us that this was something you cared about, and so our Quality 
Improvement and Customer Engagement team decided to look into ways we could empower our 
staff and customers to improve this, break the taboo and enable positive experiences for everyone. 

To learn the best way to do this we reached out to customers and staff to hear their ideas, concerns 
and goals. We conducted an anonymous online survey, attended groups and meetings, and spoke one 
to one with individuals. From the responses it was clear that our staff were keen to provide high 
quality support and honour your rights. Sometimes they lack the guidance and information to do so 
with confidence. We also heard lots of positive stories with good examples of working together to 
empower customers to reach their goals.

We acted on what you told us, and have:

• Written guidance for our staff on supporting people with sex and relationships
• Added information about relationship goals to people’s support plans
• Supported people to access other organisations and provided easy to understand information

We will keep learning from you and our staff so that we can support people who want them to have 
happy, healthy relationships.

James* has been a customer with Advance for over 10 years, and uses 
both our housing and support services. He works part time at a local 
hospital canteen and enjoys shopping, spending time with friends and 
watching TV – especially Mrs Brown’s Boys!

When he and Sam* wanted to start a relationship their support team 
worked hard to make this work for them and to encourage a healthy, 
loving relationship. They spoke with social workers and sexual health 
nurses to make sure they were both confident and happy to develop 
their relationship together. With positive, respectful support James and 
Sam are living together and enjoying a happy life as a couple.

James and Sam
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March

Customer Engagement Plan 2021-23
We are committed to putting you at the heart of everything 
we do. Our Customer Engagement Plan explains what you can 
expect from us, and how we will achieve our goals. 

We asked customers across our services what is most 
important to them, and they told us to focus on:

• Transparency – being open about what happens at Advance
• Technology – help people get online and using technology in 
our services
• Health – supporting healthy lives and access to health services

Your priorities drive the work we do, and we want you to have more opportunities to have your 
voice heard on the issues that matter to you. Share your thoughts and ideas about how we involve 
customer at Advance by emailing CustomerEngagement@advanceuk.org or join us at a Customer 
Collective (see page 16). You can stay up to date with the work we're doing by signing up to the 
Advance newsletters on our website www.advanceuk.org. 

Digital Lifeline
In March the Department of Digital, Culture, Media and Sports launched 
a project to support the digital inclusion of people with learning 
disabilities. Through the Good Things Foundation, the Digital Lifeline 
project provided tablets and up to 2 years of data to support people to 
develop digital skills and reduce isolation. 

We were thrilled to successfully secure devices and data for 48 
customers with learning disabilities, as well as £3,900 to go towards 
other digital initiatives. 

Christine has been able to use her tablet to have private conversations
with her advocate, ensuring that her voice is heard and that she gets the support she needs. She has 
also enjoyed using it to keep in touch with her family and friends, as well as solving puzzles.

Anthony (pictured right) is thrilled to have a tool to help him find work. As well as being able to 
access skills courses, he is now able to search and apply for jobs online.



Value for money at Advance
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We are committed to providing high quality services at good value, and set ourselves clear targets 
to make sure we deliver our services efficiently. You can read more about these in our Strategic Plan 
Update 2020/21 and Financial Statements 2020/21 which are both available on our website. 

A key part of this work is checking our costs against similar organisations, and we are pleased that 
we compare well against other housing associations on cost per property.  This year we have spent 
a lot of money on Landlord Health & Safety to keep up the highest standards of safety.  We have also 
invested in improving the energy efficiency of homes. Below you can see how we spent your rent 
and service charges in 2020-21.

As an organisation we look wider than just the cost comparison.  What really matters is that we 
deliver good quality services. We are not looking to provide the cheapest services – we want to 
provide the best quality that meets customer needs and transforms lives. 

In financial terms alone last year we achieved most of the cost savings we wanted to. It was, of 
course, not a normal year and the COVID-19 pandemic meant that in some areas we saved more. 
As staff moved to working at home we made savings in travel costs, and some work was delayed 
(such as routine repairs and maintenance) until it could be done safely. We have learnt from these 
experiences and will make ongoing savings while continuing to provide high quality services.

How rent and service charges are spent

How we spend each £1 of rent How we spend each £1 of 
service charge

21p housing
management

32p day to 
day repairs 19p planned

maintenance

11p health 
& safety in 
homes

17p providing homes

9p communal facilities

9p cleaning

12p fire safety

38p furniture
8p gardening

19p gas &
electricity

5p water

These charts show how we spent each £1 of rent and service charge in 2020-21. For more 
information about your housing payments please speak to your Regional Housing Officer.



Customer scorecard
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The Customer Scorecard shows information about how we are performing in different areas. These 
areas were chosen by the members of the Customer Partnership to best show the quality of service 
being provided. The table below shows the measures that make up the Customer Scorecard, our targets 
for them, and our performance at the end of 2020-21.

For Everyone: These measures show our performance in areas which may be of 
interest to you regardless of the services you receive.

Target March 21

% of calls to Customer Services answered within 30 seconds

This is the figure for the whole year. We have struggled with the impacts of Covid-19 
and staff vacancies. Performance improved from January 2021 and for January-March 
was above target.

80% 72%

Customer satisfaction with complaints

This is also the figure for the whole year. Results have improved in 2021 and are now 
above target.

70% 62%

Facebook, Twitter and Instagram followers

We are pleased that this is above our target and more people are seeing our news and 
stories and learning about what Advance does. 

2,050 6,502

Visits to our website

We are pleased that this is above our target and more people are learning about 
Advance and what we do.

15,000 per 
month

21,076

For Support: These measures show our performance in the services that we provide 
to our Support customers

Target March 21

Scheme internal audits rated (and remaining) red

4 schemes were rated red, with only 3 remaining red at the end of the year.  All 3 are 
working on their improvement plans.

Less than 30% 5.26%

% support plan reviews completed

Some reviews slipped due to the pressures of COVID-19 but these are now back on 
track.

95% 93% 

Serious incidents reported within guidelines

We are pleased to have met our target. More than 90% 100%

Serious incidents followed up within guidelines

We are pleased to have met our target. More than 90% 100%
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For Housing: These measures show our performance in the services that we provide 
to our Housing customers

Target March 21

Housing Officer visits completion %

This was just below our target, mostly because we had a Housing Officer role vacant. 
This role was filled in May 2021.

More than 90% 89%

Number of customers signed up to MyAdvance

The number went up but did not meet our target. We have renewed our focus on this 
for 2021-22, to encourage more of our tenants and shared owners to sign up for a 
MyAdvance account.

200 124

Customer satisfaction with repairs

Each month we ask 100 people who have had a property repair whether they were 
satisfied. Results were good all year.

90% 96%

% of repairs completed on time

We are pleased that this was above our target. 95% 98.7%

% of electrical safety checks completed

We did not enforce legal access where the customer does not want an electrician in 
due to COVID-19 concerns.

100% 98%

% of gas safety checks completed

11 properties had overdue annual gas safety checks. 9 were due to COVID-19, 1 was 
under a legal injunction and 1 was a meter fault.

100% 98.4%

% of Fire Risk Assessments / reviews completed

We are pleased to have met our target. 100% 100%

The Government published a Social Housing White Paper. It sets out what housing associations like 
us need to do to support social housing tenants in their homes. The focus is on ensuring people 
are safe in their homes, that complaints are dealt with effectively and that landlords can be held to 
account when things go wrong. The National Housing Federation (NHF) also published an updated 
Code of Governance addressing many of these issues, which we have adopted. 

We welcome the increased scrutiny of performance. We are proud to have a customer on our 
Complaints Panel (see page 15), and regularly report our performance on a range of measures to 
the Customer Partnership (find more details page 10). 

Responding to your feedback and sharing information is important to us. Some of that information 
is in this report and other information can be found in our Financial Statements and Strategic Plan 
Update 2021/22 available on our website www.advanceuk.org/about-us/publications  

White paper and code of governance



Transforming lives together

 October 2020 - Pumpkin 
picking for Halloween

  November 2020 - Healthy eating 
club in Kidderminster

  December 2020 - Festive bake off at 
services in Dorset

  March 2021 - Christine learns how 
to cook healthy meals

 February 2021 - Jo practices self 
care with a lockdown spa day

 January 2021 - Betty gets her first 
COVID-19 vaccine

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

0333 012 4307 www.advanceuk.org @AdvanceUK.org
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