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Kieran gets housing and support from 
Advance. He loves to play guitar!
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Welcome to our customer report for 2021/22. On the following pages, you can find out what Advance 
has been doing over the past year, and how well we have performed in delivering services to you.

As Covid-19 restrictions were lifted we were able to return to a more normal way of working and I 
hope you have started to have more contact with us again, as well as with your own friends and family. 

During the year, we have been working hard to meet the targets in our Strategic Plan for 2020 – 2023.  
This sets out how we want to improve and grow as an organisation.

I am pleased to report that we have met most of our targets for this year and have continued to deliver 
some excellent services. You can see how we have performed against your priorities in the Customer 
Scorecard section on pages 25 and 26 of this report.  

Also, you will see on page 7 that we have received good ratings in our most recent CQC inspections, 
and in March we were given the highest possible rating from the social housing regulator for the way we 
run Advance.
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A message from Julie, Chief Executive

Julie at the grand opening of Hope House in Oxford, a purpose built supported living scheme 
comprising 10 flats accommodating 15 young adults with learning disabilities.
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We didn’t always get everything right, though.  Throughout the year, you have been telling us where we 
need to make improvements – through complaints and comments and through our Customer Surveys 
– and we have been listening.  You can see some examples of this in the ‘You said, we did’ section on 
page 6 and you will find the results of the Surveys on pages 21 and 22.

As always, your feedback has been essential in shaping what we do and how we do it. I would like to 
say a big thankyou to all of you who have been involved with us this year – from those who give up 
their time as members of our Customer Partnership, to those of you who have joined our Customer 
Collective and to all of you who have shared your stories, your ideas and your feedback. You help us to 
understand what we need to do to make sure our services are what you want and need.  You can find 
out more about how to share your feedback with us on page 13.  Please do continue to let us know 
what you think. 

I hope you enjoy reading the report.

Julie Layton
Chief Executive
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2500
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own their own homes
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people receive
support from us

600+
employed  members
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Main offices in
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1You weren’t happy with 
the people doing gas and 
heating services for us

Gas and heating services
We changed the contractor we 
use, to give you a better service

2People with disabilities should 
be asked about how they 
were treated in the pandemic

Your voices heard
We wrote to the Ministerial 
Oversight Group to demand 
people with lived experience be 
included in their research

3We should use more 
technology in services

Technology
We introduced more technology 
into our schemes, such as 
tablets, accessibility aids and 
biometric security systems

4You missed getting letters 
that acknowledge that you 
have told us about a repair

Repairs letters
We have started sending these 
letters again

5You didn’t like waiting to talk 
to us on the phone

Call waiting
We are still working to improve 
this. We have updated our call 
waiting system to improve your 
experience while waiting.

6You wanted Customer 
Services to call you

Call-backs
We introduced a new call-back 
system, so instead of waiting 
you can ask for someone to call 
you back when it’s your turn

YouSaid We Did

YOU SAID WE DID
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April

Quality Support services
We are committed to providing high quality services 
and ensuring that you receive the support you need 
in the way you choose. Our Internal Auditor (Abi 
Peake) visits all of our Support services to check the 
quality of all the support we provide and that we 
are meeting requirements.  Where things need to be 
better, she will help staff find new ways of working.

Our registered services are also inspected by the 
Care Quality Commission (CQC). This year CQC 
inspections returned to normal following the pandemic, and we are pleased that all of our registered 
services are rated as ‘Good’.  This shows that the CQC are confident that our services provide good 
quality support which is right for you.

We continue to work hard to provide you with the best services. Despite our services already 
having 'Good' ratings they all have improvement plans, to make sure that they continue to provide 
you with effective, safe, caring and responsive support and that they are well led. 

Shared Ownership research
Our HOLD (Home Ownership for people with Long-
term Disabilities) scheme enables people to buy a 
home that suits their needs through shared ownership.

Our specialist HOLD Team supports you all the way 
through the process, from finding a property on the 
open market to the day you move in, when one of our 
Regional Housing Officer takes over as your contact 
for housing support. 
 

This year we conducted research into your experience.

We wanted to know what the process felt like for you, and how we could continue to improve it. 
Kevin (a Housing Outreach Worker) spoke to Shared Owners across the country and heard about 
how people felt supported, and that their living conditions and quality of life have improved. Using 
your feedback, we are now working to improve experience further by making the scheme easier to 
find, making repairs easier, and exploring new ways for your to get involved with Advance.



May
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Mental Health Awareness Week
 

Every year the Mental Health Foundation hosts Mental 
Health Awareness Week to encourage everyone to focus 
on the things we can all do for good mental health. 

In May 2021 the theme was 'Connecting with Nature'. 
and customers and colleagues across the country shared 
how they spend time in nature and how it benefits them.

In London Thu Mi visits her local park to sit beneath the trees, while Bret has created a bountiful 
vegetable plot in Essex, and in Dorset the customer Let's Get Together group have been planting 
colourful flowers.

In Canvey Island customers and colleagues have been enjoying the wilflife in the schemes' gardens. 
Support Manager Caroline says: "We feel so lucky to have such  tranquil and quiet gardens at our 
services. They are filled with nature all year round.  We often sit and watch the squirrels and foxes."

Gary's story
We support customers throughout their lives, including as 
they come to an end.  When Gary learned that he had a 
terminal illness he shared his wish to pass away in his own 
home and not in hospital. Support staff changed their shifts 
and worked around the clock to honour his wish. Working 
together, Gary's friends and staff made his last days happy ones, 
chatting and sharing cups of tea in his room.

With limited money, and no family to help him, Gary was very worried about what would happen 
with his funeral, and how and where he would be buried. It was important to him that he rest 
somewhere that his friends and housemates could visit and remember him, and it was important 
to us that his wishes were respected. As well as supporting him through his illness, we worked with 
Gary and his housemates to raise funds to give him the send off that he deserved. 

Thanks to their wonderful efforts, when the time came Gary was laid to rest in the way that he 
wanted, alongside the rucksack and sleeping bag that he always carried with him.



Julia lives in a transition service for young 
people learning independent living skills.
Julia receives housing and support in Dorset
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Advance Customer Partnership
The Advance Customer Partnership is a 
group of customers and senior staff who 
come together to make sure that your 
voices are what guides Advance’s work. 

Some of the things we've talked about this 
year are:
• The restructure of Support services
• Plans for involving customers
• How we check the quality of the 

services we provide
• How we train new staff

In the coming year we will be making some changes to the Customer Partnership, to make it more 
accessible and make sure that it is focussed on the things that matter to you. It's important that 
these changes are led by you and we want you to get involved. If you'd like to take part, or want to 
know more, you can contact the Customer Partnership at CustomerEngagement@AdvanceUK.org.

Learning disability week is all about telling the world what life is like 
if you have a learning disability. This year the theme of the week was 
'Get Creatives', encouraging people to share their experiences of life 
through art.

People have been using art to communicate and express themselves 
for thousands of years, and evidence shows that it can be very 
beneficial in maintaining good mental health. Many customers find 
an outlet in creativity and we run a number of regular, local art and 
craft groups across the country. Some groups run in partnership 
with local institutions such as Actionspace and Hackney Museum.

Learning disability week

To celebrate the week the Customer Collective hosted an art competition, where everyone was 
encouraged to bring along their creative creations and share them with the group.  There were lots 
of fantastic entries, but Joanne (pictured above) and her mixed-media seaside scene was voted the 
winner! Joanne told us that she loves to visit the sea and that it makes her feel happy and calm.
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Karl speaks to the Collective
Last summer the Customer Collective invited Karl Hurst 
(Property Services Manager) to speak to them about the 
work Advance is doing to be more environmentally friendly.

Karl told us about work happening to make our homes 
more energy efficient and customers were especially 
interested to hear how this might involve using new 
technology and how we will be testing it with customers to 
make sure that it suits their needs too.

For tips on how you can use less energy at home, check 
out www.EnergySavingTrust.org.uk 

The Environment
Every day, our colleagues and contractors 
travel to your homes to carry out repairs and 
meet with you. Our activities have an impact 
on the environment - they leave a Carbon 
Footprint – and we want to make sure that 
we understand that impact and are working 
to reduce it wherever possible. 

This year, we set up an Environmental Action 
Group to work on this. We plan to invest £16 
million over the next 30 years to help reduce 
the carbon footprint of our homes, and to look at how we can be more environmentally friendly. 

We are working towards the Government target of net zero (this means producing less carbon 
than is taken out of the atmosphere) by 2050, and by 2030 want our homes to have an EPC (Energy 
Performance Certificate) rating of at least C, where possible.  We use SAP ratings to show how good 
a home is at saving energy, ratings are out of 100 and higher scores are better for the environment.

Target for 2021/22 What we achieved
Homes with a known SAP rating 65% 65.7%
Average SAP rating for our homes 69 69



Skye attended his first LGBTQ+ 
Pride event in Oxford.
Skye receives housing and support in Banbury
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How to get in touch
If you have an idea, problem, comment, or compliment about 
our service, we would love to hear about it.  You can speak 
to any member of staff, or if you prefer you can contact the 
Customer Services Team by:

• Phone on 0333 012 4307

• Email at customer.services@advanceuk.org 

• Filling out the ‘Comments, Compliments and Complaints’ 
form on our website www.advanceuk.org

You can also write to the Customer Services Team at 'Advance, Unit 2, Centre Court, Meridian 
North, Meridian Business Park, Leicester, LE19 1WR'. 

If you leave us a message, or write to us, please make sure to include your contact details (name, 
phone number and address or email) so that we can get back to you.

Anti-social behaviour (ASB) is when somebody acts in a way 
that makes you feel upset or unsafe, or when they cause 
damage. Tackling ASB is important to us because it helps to 
create a safe environment for people to live in.

This year we reviewed the ways that we deal with ASB, to 
make sure that we are doing what is best for you and to find 
ways to improve. 

Through meetings around the country and an online survey, 
we listened to your experiences.  We heard about what had

Tackling anti-social behaviour

been done well, and what we could do better, and have used this to make an action plan.

Going forward we will use a new system to track cases of ASB, to keep clear records and make it 
easier to take action. We will also be updating our policies, sharing more information about how to 
report ASB, and checking in with you to make sure you are happy with how we are responding.

August
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September

Growing our business
We are an ambitious organisation and want more people to be able to benefit from our housing 
and support services.  We continue to work with the people who plan and commission services to 
identify ways of developing and delivering new models of housing and support. 

We will keep growning our services for people who have complex needs or show challenging 
behaviour.  We will look for opportunities to work, partner or merge with other organisations where 
it would allow us to grown our business and benefit the organisation. We will focus on building 
expertise, investing in the skills and training needed to grown a strong business.

Below are some examples of new services that we have taken on this year, and who it will help.

This year we grew our complex needs service (where we support people 
who need a higher level of support) when we secured the contract to 
support Mike*.  Mike needs 4 people to support him at all times, so it is 
very important that we have the right staff, with the right skills, that he 
feels comfortable with.

To best Mike's needs,our Housing Development Team purchased a new 
property to be his home and adapted it to suit his individual needs. 

Cornwall growth

Hampshire growth
In Hampshire we are pleased to have grown through securing contracts 
to run 9 new supported living services. This means that we will be 
supporting 29 new customers to learn new skills, gain independence and 
to live the lives they choose. All of these people have learning disabilities, 
with many of them also having extra support needs.

We were also glad to welcome new staff to help us provide this support. 
We are providing effective training in Advance’s values and ways of work 
to make sure they can give you the best quality support.

*Name changed for privacy



October 
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New unconcious bias training
This year we were proud to introduce a new mandatory 
training course for all staff. Unconscious bias means the 
views and beliefs we hold without even realising it. It is 
something that we all have, but it can lead to us making 
assumptions about others so it important that we are 
aware of it.

Run by Joanne Lockwood (a Diversity and Inclusion 
Specialist from the Housing Diversity Network) the training 
helps us to understand how small actions and the language 
we use can affect people, and how we can be better allys to 
all of our colleagues and customers.

Equality, diversity and inclusion (EDI)
We are committed to having an inclusive and welcoming 
culture at Advance and are proud of our diverse community. 
To help us celebrate that community we follow a 'cultural 
calendar', marking important religious and cultural days 
throughout the year.

In February the Customer Collective were thrilled to 
welcome MindOut (a mental health service supporting 
members of the LGBTQ community) to celebrate LGBTQ+ 
History Month. Everybody enjoyed talking about what we 
can all do to make Advance a place where everyone can be 
themselves.

Some of the things we achieved this year are: 
• Updating our Equality, Diversity and Inclusion policies
• Tracking and reporting on the ethnicity pay gap, as well as the gender pay gap
• Creating a new way for staff to contact our EDI group with questions or concerns
• Creating a hub for staff with equality resources and training videos for staff
• Sharing stories and information to celebrate a range of important religious and cultural holidays
• Sharing information about upcoming celebrations in the customer newsletter Advance Together



November
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One of the ways that we can make sure that people are safe is by listening to your feedback.  You 
can tell us about any problems by talking to any member of Advance staff, or contacting Customer 
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.

This year the Housing Ombudsman published an update to the Complaints Handling Code, 
which requires us to self-assess every year how well we meet the Code.  We are pleased that the 
assessment shows that we are working in line with the Code and that it helped us to identify areas 
where we could make improvements, like updating the letters we send.

We aim to acknowledge, 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. 

Advance Customer Report 2021/22

You said... We did...
The people carrying out our gas checks and 
maintenance weren't doing a good enough job

We have found two new companies to do this 
work, to give you a better service

Waiting times  for talking to (or getting an email 
reply from) Customer Services were too long

We hired more Customer Services Advisors, but 
we still need to do better on this

That communication about work being done 
needed to be better

We are starting to use a new system to help us 
track work and follow up on any delays

We aim to... Target We 
achieved

Compared to 
last year

Resolve your complaint within 3 weeks 80% 73% Better
Handle the complaint in a way you are happy with 70% 67% Better

We also try to learn and improve from what you tell us in complaints...

Safeguarding Adults Week is an annual awareness week run by the  
Ann Craft Trust to share information and resources that can help to 
keep everyone safe from abuse.  This year we marked the week by 
hosting virtual learning sessions for customers and colleagues, and 
focussed on how we can support people to stay safe online.

If you are worried that somebody is experiencing, or at risk of harm, we 
can help. Please speak to your Support Worker, Housing Officer, or any 
other member of Advance staff.

Safeguarding Adults Week

Comments, Compliments, Complaints

https://www.advanceuk.org/contact-us


Angela communicates non-verbally. 
Support Workers use different 
techniques to have conversations 
and ensure she can make choices 
about her life.
Angela receives housing and support in London
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December

Changes in Support

We also now have more experts in each part of the country.  They are experts in:
• Improving the quality of our services
• Supporting people with more complex needs
• Using technology to improve support and increase independence
• Growing our services

You are still at the heart of our Support services. These changes mean that we can keep giving 
you high quality support, and continue improving our services. If you have any questions about the 
changes in your area, please speak to your Support Worker or Support Manager.

Support Manager

Operations Manager

Regional Head of 
Operations

They will help Support Workers to give you the best support 

They will oversee more than 1 service, making sure they are being run in a 
way that is organised, safe, following all the guidelines and laws

They have ultimate responsibility for all the Support services in their area of 
the country

This year we made some big changes to how our Support services are organised. After listening to 
you and to our colleagues, we made these changes to give services more support so that staff can 
provide a better service to all customers. The changes were not about saving money, in fact there 
are more jobs now! All Support services now have:
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Creating inclusive spaces
It's vital that you are supported to have a say on the issues 
that are important to you, both inside and outside Advance. 
In January we supported customers at Hampton Mews to 
work with  The Health Creation Alliance’s Creating Spaces, 
to make sure that NHS spaces and venues are inclusive and 
suitable for people with learning disabilities.

Customers shared what is important to them when choosing 
a venue, including having quiet and confidential spaces 
available, links to the local community, being able to choose 
whether they join in-person or online, and that staff have

staff have been given training on working with people who have learning disabilities.

Merron Simpson (Chief Executive of The Health Creation Alliance) said, “Thank you to everyone 
who shared their views with us, your efforts and contributions make a real difference and will help 
us to better serve our communities”.

This year, after listening to your feedback, we started a new 
project to improve your experience of repairs.

We held workshops with tenants, shared owner, and their 
circles of support to hear directly from you about what 
makes a good repair experience, and what makes a bad one. 
Responding to your feedback we have made an action plan 
to make your experience better. It includes:

• A new system for tracking repairs, to keep them on time
• Extra work on the repairs journey for Shared Owners

Improving your experience of repairs 

• Finding new gas and repairs contractors, to give you a better service

Wendy Cox (Head of Property Services) says, “I am so grateful to the customers that have shared 
their experiences with us and helped us to be able to provide a better service, we couldn’t do it 
without you”

January



—20—Advance Customer Report 2021/22

Customer Facebook group
This year the Advance Customer Collective excitingly 
launched their Facebook group! The group is an online space 
for you to:

• Connect with other customers outside of the Collective’s 
virtual meetings

• Stay up to date about what’s happening at Advance
• Ask any questions you have
• Share feedback with us
• Talk about the issues that are important to you.

Not only is it a great place to connect with us and others, it’s also a safe and moderated space where 
you can practice your online skills.

All customers are welcome and we would love for you to join us! Find us online through the  
@AdvanceUK.org Facebook page.

In February we recruited Andrew Belcher as our new 
Executive Director of Support. Andrew has spent 20 
years working with local and national charities, housing 
associations and advocacy groups; supporting people to 
achieve the things that are important to them.

Andrew says, “Everyone has been so welcoming. What 
I’ve enjoyed most so far is getting out and about, speaking 
to customers and colleagues about their experiences of 
Advance and their hopes and wishes for the future. This is 
so important because it helps us to focus on the right

New Head of Support

things - building on everything that’s going well, and improving the things that could be better.”

Later this year there will be local events where you can talk to Andrew about your experience of 
support at Advance, but if you would like Andrew to visit your service and meet with you, please get 
in touch with the Operations Manager in your area.

February

https://www.facebook.com/AdvanceUK.org
https://www.facebook.com/groups/256481989970959
https://www.facebook.com/groups/256481989970959
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March

Your views - Support Satisfaction
Thank you to everybody who answered our annual 
satisfaction survey. 41% of you shared your views 
with us, which means that we can be confident in 
the results.

While we heard feedback from lots of people, 
there were some areas where we didn't have any 
responses. This year we will work on understanding 
why that was, so that we can encourage more 
people to share their views with us in the future.

We want you to feel confident that we are listening to your feedback and using it to inform the way 
we work. Here you can see the key results of the survey, and what we are planning to do as a result 
of what you have told us.

You said... We will
Overall, 95% of you are happy with the quality of
your support

Check our results against those of other, similar 
organisations, so that we can see how our 
services compare to the rest of the sector

Customers with a physical disability are 19.5% 
less happy with the quality of their support than 
they were last year

Work with you to understand why people with 
a physical disability are less happy with our 
services

97% said we help you to live the life you choose, 
but this was only 85% for people who have a 
physical disability

Explore how we can support customers who 
have physical disabilities to feel that they have 
more choice and control over how they live 
their lives

99% of you said Advance makes you feel safe Celebrate what we are doing well, and share 
best practice so that we can all keep improving

97% of you would recommend Advance's 
support services

Use your feedback to help us to grow our 
services, so that we can provide good quality 
support to more people who need it

96% of you feel that we respond to changes in 
your life

Have more ways for you to share your feedback, 
and hear how we respond to it, locally. This will 
help us to be responsive to local changes and 
challenges

97% of you said that you feel that Advance staff 
care about you and respect you

Write to all of our support staff to share the 
results with them and to thank them for their 
outstanding work

You can see the full results in the 'Customers > Information for support customers' part of our website.

https://www.advanceuk.org/existing-customers/information-for-support-customers
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Your views - Housing Satisfaction
We sent a satisfaction survey to all our housing customers. Thank you 
to the 563 people (28%) who responded.

The results overall were not as good as previously, which we really want 
to improve. Overall satisfaction was 72%, which is down from 82% in 
the last survey in December 2020. For most of the other questions the 
drop in satisfaction was smaller

Although there was a lot of positive feedback to take from the survey, 
the main areas where your feedback tells us we need to improve are:

You said... We will
Call waiting times are too long Recruit more staff to fill the gaps in the 

Customer Services team. We have a new system 
so you can be called back, without losing your 
place in the queue. You can also sign up and 
use MyAdvance online, to report and see your 
repairs and to manage your rent account.

Gardening services are not always good enough Arrange new gardening contracts from April 
2023. This work is underway now. Some 
contractors may stay the same and some may 
change.

The Repairs service is not smooth and it takes 
too long to get repairs done

We have replaced our contract for gas and 
heating repairs, as this was the source of a lot of 
dissatisfaction.  We are also making changes to 
help us to track repairs better and pick up on 
any delays sooner.

Results were lower in certain areas of the 
country (e.g. Gloucestershire and Wiltshire)

Raise this directly with the repairs contractors 
for these areas, to understand the reasons and 
find ways to improve.

Advance does not always listen to your views 
and act upon them

Listen to the views expressed in this survey 
and act upon them, as laid out here. We will 
ensure all our managers and staff are aware of 
this feedback and reinforce the importance of 
listening, acting and communicating.

Advance’s response to Anti-Social Behaviour 
could be better

Record and track anti-social behaviour cases in a 
more structured way, including regular proactive 
communication with the people involved. 

Complaints handling could be better Introduce a better way of tracking actions 
arising from complaints, to improve our services.

You can see the full results in the 'Customers > Information for tenants' section of our website.

https://www.advanceuk.org/existing-customers/information-for-tenants


Kim grows vegetables to cook 
with housemates at their weekly 
Healthy Eating Club.
Kim receives support in Kidderminster
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We want to provide the very best homes and services to our customers.  We also need to make 
sure we are delivering good value for money.  This means that we are getting the best deals for 
our money, that we are paying for good services and products and are not being wasteful with our 
money. 

As a not-for-profit organisation, any money we make is invested back into our homes and services 
to keep making them better for you. Our costs are just above average when compared to similar 
organisations. This is because we spent more on health and safety in our homes, such as:

• Gas safety
• Electrical safety
• Fire safety

The thing we spent most money on this year was repairs and maintenance and we continued to 
invest in Landlord Health and Safety. Costs rose slightly because we were catching up on jobs delayed 
by Covid lockdowns and because material prices have gone up.

You can read more about how Advance manages money in the Value for Money report and Financial 
Statements in the 'About Us' section of our website.

How rent and service charges are spent

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

22p housing
management

36p day to 
day repairs 

21p planned
maintenance

8p health 
& safety in 
homes

13p providing homes

13p communal facilities

9p cleaning

14p fire safety

33p furniture
8p gardening

18p gas &
electricity

5p water

These charts show how we spent each £1 of rent and service charge in rented homes in 2021-22. 
For more information about your housing payments please speak to your Regional Housing Officer.

Advance Customer Report 2021/22

https://www.advanceuk.org/about-us/publications
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Our performance

Customer scorecard
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 2021-22.

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

Target March 22

% of calls to Customer Services answered within 30 seconds

This is the figure for the whole year. The service has been negatively affected for the 
past year by staffing shortages.  We have hired more staff and are now training them. 80% 54%

Customer satisfaction with our handling of complaints

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

70% 67%

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 7,161

Visits to our website per month

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

15,000 41,903

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

Target March 22

Scheme internal audits rated (and remaining) red

4 schemes were rated red,  all of these have now completed their improvement plans. 

Less than 5 4

% support plan reviews completed

We are working with the developers of iPlanit (our Support records system) to update 
the system so that we can report on this. We are pleased to say that 96% have an  
up-to-date support plan recorded on the iPlanit system.

95% Not 
reported

Serious incidents reported within guidelines

This was found to be a problem with how we were recording our responses to 
incidents. We have worked on improving this with staff and are now much closer to our 
target at 89%.

More than 
90% 66%

Serious incidents followed up within guidelines

This has improved and is now at 94%.  We will continue to focus on improvements at 
a service level in the way we report incidents and close the files when they have been 
dealt with.

More than 
90% 79%
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For Housing: These measures show our performance in the services that we provide 
to our Housing customers

Target March 22

Housing Officer visits completion %

We are pleased to have met our target, and to be consistently above our target.
More than 

90% 91%

Number of customers signed up to MyAdvance

We are pleased to have met our target.
200 by 

March 2022 220

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% 95%

% of repairs completed on time

We are pleased to have met our target. 95% 95.7%

% of electrical safety checks completed

We are close to the 100% target and focused action is being taken on the cases where 
it has been difficult to gain access to homes to complete the checks.

100% 99.5%

% of gas safety checks completed

This should be much closer to 100% and is due to poor performance from our heating 
contractor, who we have now replaced.

100% 98.2%

% of Fire Risk Assessments / reviews completed

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

In 2020, the government published a social housing white paper, which set out ways to improve 
things for people living in social housing. One of those steps was for the Regulator of Social Housing 
to introduce a set of Tenant Satisfaction Measures. 

The Regulator of Social Housing has consulted landlord and tenants on what these measures should 
be, and confirmed them in September 2022. They will include things that indicate whether the 
landlord is providing good quality homes and services, like whether tenants are satisfied with repairs 
made to their homes, and whether landlords listen and respond to feedback.

We are committed to being open and honest with you, so as well as reporting our results to the 
Regulator of Social Housing we will also be sharing them with you so that you can see how we are 
performing.  All social landlords will have to report on these measures, so you will also be able to 
compare us to them. We hope that this will help you to feel confident in the quality of your service.

Tenant Satisfaction Measures



Transforming lives together

 October 2021   November 2021   December 2021

  March 2022 February 2022 January 2022
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