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Established 1974

2,500
people provided
with homes

700+
of our customers part
own their own homes

2,200
people receive
support from us

700+
employed 
members of staff

Main offices in
Witney, Leicester,
London, Dorset
and Cornwall

About us

Advance Housing and Support Limited is a registered society under the Co-operative and Community 
Benefit Societies Act 2014 and a Registered Housing Provider. 

We provide housing and support services, specialising in supporting people with a disability and or 
mental health condition.

We offer several different types of services, including small-scale residential care homes, supported living 
services, shared ownership homes and community support services. 

We operate across the Midlands, London, South East and South West of England. 

Advance: Strategic Plan Update June 2022
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Our vision

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 them to live the lives they choose, 
achieve their personal goals, feel valued and know their 

voices are heard. 

Chris, Pushpa and Adam (pictured above with our Chief Executive, Julie Layton), are members of 
the Advance Customer Partnership . The Customer Partnership is made up of elected customers, 
Advance Board members and Executive Directors. They meet to scrutinise our performance and 
share customer views on strategic, operational and nationally relevant issues.

Speaking about his involvement with Advance, Adam said: “Volunteering for Advance has been really 
beneficial for me personally. I went from doing nothing and feeling frustrated about it, to doing 
things that make me happy. I’m a lot more confident now, nowhere near as shy as I used to be. There 
are so many things to get involved in, it stimulates me, challenges me, and I need that. It gives me 
something to focus on, and that enables me to grow.”

The group is currently involved in several projects focused on co-producing quality improvements 
(such as Peer Reviews, Tenant Inspectors and the Customer Repairs Experience). It works with the 
Customer Collective to gain a better understanding of customer needs and preferences, which are 
discussed with the leadership team. It receives regular reports on customer service activities and 
Key Performance Indicators which it shares with the Customer Collective. The Customer Collective 
is a forum that meets monthly and provides a space for customers to discuss issues that matter to 
them.
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Partnership - we work in partnership with our customers and build 
relationships with others that help us serve our customers better

Respect - we treat our customers, colleagues and others as we would 
like to be treated

Innovation - we are keen to try new things – especially when we can 
make things better for our customers  

Drive - we do the right thing at the right time and everything we do is 
driven by our customers’ needs

Efficiency - we make best use of our resources, maximising efficiency, 
so we can deliver the best services for our customers

P
R
I
D
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Our values

Our values

Our PRIDE values are at the heart of everything we do and vital to achieving our Vision. They drive the 
decisions we make every day throughout the organisation. Our values are at the heart of our culture. 

We use them when recruiting new people and in setting objectives for existing staff.  We use them to 
recognise great performance through our PRIDE Awards. 

Embedding and living our values help to create the right culture and drive performance that delivers 
great outcomes and services for our customers. 
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Welcome from the Chair and Chief Executive

We are now entering the last year of our current 
three year strategy. We are pleased to report the 
good progress that has been made in delivering 
our strategic objectives in 2021-2022, particularly 
against the backdrop of the pandemic. 

During the second year of the strategy, we 
focused on learning from our experience of 
the pandemic and embedding these learnings in 
practice, which has led to improved customer 
service. In this final year of the strategy, our focus 
is on achieving our strategic targets for the end 
of March 2023 – and of course exceeding them 
wherever possible. 

As we come out of the pandemic, we look 
forward with positivity knowing that, as an 
organisation, we have weathered a significant 
storm. At the same time, we continue to be alive 
to the ongoing challenges facing our sector in 
the face of skills and people shortages across 
construction and care; the uncertain political 
situation and war in Europe, and an emerging 
cost of living crisis which will affect both our staff 
and customers.  We believe we have robust plans 
in place to manage and mitigate against these 
external factors and to be successful into the final 
year of our plan, but we will continue to scan the 

horizon for new and emerging risks, assess the 
impact on our business and adjust our approach 
accordingly.

Like so many organisations working for people 
with learning disabilities and mental health 
conditions, we know the last two years have been 
tough and we will continue to do all we can to 
give customers a voice on the issues that matter 
to them, and support campaigns addressing the 
challenges they face.  

As with many in the health and social care 
sector, we have continued to be struck by the 
commitment, resilience and professionalism of 
our teams. However, we know that recruiting and 
retaining people is getting more competitive and 
we will keep doing all we can to make sure we 
engage our colleagues and make sure that they are 
recognised and rewarded for their hard work. 

In December, the Board was deeply saddened 
by the death of David Mell. David had been with 
Advance since 2017 and was a respected and 
highly valued member of the Board.  Advance 
benefitted significantly from his commitment to 
our purpose and values, and David will be greatly 
missed by us all.

Marie Li Mow Ching, Chair Julie Layton, Chief Executive
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In the year to come we will be involving all our 
stakeholders in designing our strategy beyond 
2023. In the meantime, the Board believes that our 
strategy continues to focus on the right areas:

• Delivering the highest quality homes and 
services that make a difference to people’s lives. 

• Growing our services so that more people get 
to benefit from them. 

• Being the best high-performing organisation we 
can be. 

We are incredibly proud to lead an organisation 
where everyone consistently goes above and 
beyond to give customers the best quality housing 
and support. We hope you enjoy reading about our 
progress and plans for the final year of our current 
strategy. 

Julie Layton   Marie Li Mow Ching
Chief Executive  Chair



—8—Advance: Strategic Plan Update June 2022

Progress in 2021/22

Our focus throughout the year has been on keeping staff and customers safe and well while addressing 
the direct and indirect impacts of the pandemic and a range of economic factors. 

At the same time, we have continued to maintain the highest standards of governance. The Board 
adopted the NHF Code of Governance 2020 in March 2021 and agreed a Governance Improvement 
Plan to ensure compliance with the Code by the end of the financial year. The Plan drives continuous 
enhancement of Advance’s governance practices, and it will continue to be evolved in 2022/23.  
A specific area during the year was the further development of collaborative working between the 
Board and the Executive Leadership Team. Board members and Executives worked together to develop a 
Framework for Success to enhance closer working to drive the successful delivery of the Strategic Plan 
across the entire business. 

Following an external review of the Board and its Committees, the Performance and Quality Committee 
was re-framed as the Service Quality Committee. The Committee is responsible for maintaining a 
detailed focus on customer experience and insight, and reflects our commitment to giving customers a 
meaningful voice in shaping services. Key governance documents have also been externally reviewed and 
revised, and Board member policies updated. 
   
In June 2021, Advance confirmed compliance with the Regulator of Social Housing Economic Standards 
and Consumer Standards, and the NHF Codes of Governance and Conduct for the financial year 
2020/21. In December 2021, 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. 

Equality, Diversity and Inclusion (EDI) is hugely important at Advance. Our EDI Action Plan has been 
developed to steer the organisation towards a more inclusive culture. The Equality, Diversity and 
Inclusion Group celebrates diversity and inclusion across Advance and seeks to ensure the principles of 
EDI are reflected in our policies and evidenced through feedback and evaluation. We utilise a Diversity 
Calendar to identify religious, cultural and awareness days which we celebrate internally and externally. 
Last year we implemented an organisation-wide training programme to raise awareness of Unconscious 
Bias, Language, Microaggressions and Allyship. This training will be rolled out to all new employees and 
Board members so that we keep our focus on this important issue.  
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Progress against Strategic Objectives

Progress against our plan is regularly reviewed by the Executive Leadership Team and reported to the 
Board on a quarterly basis. 

Our vision and strategic objectives for the final year of our current strategy remain unchanged. 

Our Vision
To transform the lives of people with a 
disability or mental health condition by 

providing the best quality housing, support 
and employment 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.

Quality Homes and 
Services

Sustainable Growth

High-Performing 
Organisation

Quality Homes and Services 

Over the past year, we have sustained our services, contact with customers and investment in our 
homes despite staffing and supply challenges. We will build further on this in the year ahead. The support 
services we deliver will continue to be outcome-focused and we will strive to address the health 
inequalities that customers face. We will ensure customers’ voices are central and listened to, so we 
understand their experience of our services and drive improvements important to them.
 
Our primary responsibility is to ensure the safety of customers. We have bolstered and refreshed our 
Safeguarding Panel to achieve a higher level of oversight, and to elevate the role of the Panel to focus on 
identifying themes and trends for further investigation.  

Our focus on consistent and robust Landlord Health & Safety compliance has been externally validated 
and this will remain a top priority. We will take further action to minimise the environmental impact of 
our homes and services and will positively engage customers and stakeholders in our efforts to improve 
services. 

We are building our financial capacity and efforts to improve the energy efficiency of our homes. We 
achieved our targets for increasing our SAP coverage (for energy efficiency) whilst maintaining our 
overall average SAP rating. As well as our mainstream investment in energy efficiency through new 
windows, doors and heating systems, we also undertook a small programme of additional energy 
efficiency works to some of our least efficient properties, in partnership with a specialist contractor and 
successfully secured grant funding to help with these costs where possible. 
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We have responded well to the changes in Care Quality Commission requirements during the pandemic 
and particularly in relation to the remote monitoring audits, none of which have led to a full inspection. 
We are proud that all our registered services are rated ‘Good’ by CQC.

The Support Customer survey took place in March 2022 and the results have shown that 95.4% of 
customers are happy with the quality of the support they receive.  For those who receive both Housing 
and Support services from us, the figure rises to 97%.

We have continued to provide a platform for customer voices this year on the issues that matter to 
them, providing a varied range of opportunities for people to share their experiences, frustrations, 
successes and ideas with us. In addition to celebrating Mental Health Awareness Week, Learning Disability 
Week and Safeguarding Adults Week, we took action to urge the Ministerial Oversight Group to include 
people with lived experience when looking into how people with learning disabilities were discriminated 
against during the pandemic when Do Not Resuscitate orders were used. 

In April 2021, we were pleased to win a bid to the Good Things Foundation’s Digital Lifeline project 
and secure free tablets, data, and accessibility support for 49 customers with learning disabilities. The 
outcomes highlighted the many benefits of digital connection, including learning new skills, reducing 
isolation, and increasing access to services such as banking and advocacy.  We continued to develop our 
own digital offer including adding new features to our online housing portal MyAdvance, embedding 
iPlanit as a support planning tool and providing a safe space for customers to practice digital skills 
through our moderated Facebook group.

In 2021/22 we: 

1. Continued to deliver against our Landlord Health & Safety core commitments, achieving positive 
independent audit results for all four safety areas audited during the year (fire, gas, asbestos and lifts) 

2. Invested an increased amount in the maintenance of our properties to catch up on work postponed 
from 2020/21 

3. Refreshed our Customer Engagement Plan, in light of the NHF Code of Governance and Social 
Housing White Paper, ensuring customers are at the heart of strategic decision-making

4. Engaged customers in identifying improvements to their experience of two important housing 
services: managing repairs and tackling anti-social behaviour

5. Maintained our proactive customer contact programme, ensuring any housing and welfare issues 
were identified and customers felt supported 

6. Progressed works to improve the quality of our housing stock, investing in key sites to improve 
customers’ homes and the properties’ financial contribution 

7. Hit our targets for increasing our SAP coverage (for energy efficiency) and maintained our average 
SAP rating at 69+ 

8. Progressed our plans for additional energy efficiency works to some of our properties with the 
lowest energy efficiency ratings, in partnership with a specialist contractor

9. Engaged customers and staff in delivering local initiatives to improve our environmental impact 
including rooftop gardens at services and encouraging customers and staff to reduce waste and 
recycle  

10. Increased take-up and functionality of our tenant/ leaseholder account portal, MyAdvance, hitting our 
target for increased sign-ups

11. Embedded the use of iPlanit, ensuring it becomes the tool for recording all customer information 
12. Revised our Quality and Compliance framework and delivered a programme of audits to support 

continuous improvement of our service delivery 
13. Acted to improve customer health and wellbeing and help address the health inequalities our 

customers face including accessing annual GP Health Checks 
14. Developed the use of digital technology and communication to help those we support achieve their 

personal objectives. This included embracing new opportunities such as collaborating with Touchbyte 
to introduce Facentry personalised technology to customers’ homes in Cornwall, enabling greater 
independence 
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In 2022/23 we will: 

1. Continue to deliver against our Landlord Health & Safety core commitments
2. Continue to invest in our properties to ensure high quality homes, as well as further refreshing our 

stock condition data to inform future plans
3. Progress with our active asset management, disposing of some properties while investing in others, 

to increase liveable and lettable space
4. Continue to increase our SAP coverage and keep average SAP rating at 69+
5. Deliver a further round of additional energy-efficiency improvements to prioritised properties, 

securing grant funding where possible
6. Embed service improvements arising from our ‘customer journey’ reviews of repairs services and 

tackling anti-social behaviour
7. Enhance our communication and assistance to customers suffering financial hardship, particularly as 

a result of increased energy costs, helping people to access financial support that may be available to 
them

8. Reintroduce Peer Service Reviews – undertaken by experts with experience to identify service 
improvements

9. Review all CQC locations and registrations to ensure they are aligned with the new structure. 
Continue to maintain a minimum ‘Good’ rating in all CQC locations

10. Focus on improving the health and well-being of customers to help address inequalities for people 
with mental health conditions

11. Continue to invest in our approach to engaging and involving customers, ensuring delivery of the 
Customer Engagement Plan 

12. Continue to invest in digital technology and platforms for staff and customers to increase digital 
engagement and improve their experience

13. Continue to develop the ways in which we listen and respond to customers’ voices and support 
campaigns which impact on customers’ lives

14. Prepare for regulatory changes from the Regulator of Social Housing, including the proposed new 
Tenant Satisfaction Measures, ensuring we are ready to provide what is needed 
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The table below illustrates performance against our three-year plan. Some targets have been revised to 
reflect changes in the operating environment; this is indicated in the description. 

       Three-year target
Y1 

2020/21
Y2    

2021/22
Y3       

2022/23

1.
100% compliance with Landlord Health & Safety 
requirements

Target 100% 100% 100%

Actual 97% 99.6%

2.
90% of customers satisfied with the quality of 
their housing

Target 85% 87% 90%

Actual 85% 85%

3.
90% of property repairs completed ‘right first 
time’ 

Target 85% 89% 90%

Actual 88% 82%

4. Original Target: Repeat property repairs <3% Target <4% <3.5% <3%

Actual 2.4% 1.3%

5. Achieve a reinvestment percentage >6% per 
annum

Target 3% >6% >6%

Actual 3.3% 3.3%

6. Achieve an average SAP rating of 69 or above for 
our homes (with 75% coverage)

Target 69 69 with 65% 
coverage

69 with >75% 
coverage

Actual 69.5 with 51% 
coverage

69.7 with 68% 
coverage

7. 90% of customers satisfied with the quality of 
support they receive

Target 85% 90% 90%

Actual 97% 95.4%

8. Minimum ‘Good’ rating in all Care Quality Com-
mission inspections

Target 100% Good or 
above

100% Good 
or above

100% Good 
or above in 

the year

Actual 100% 100%

9. 80% of Support customers with a Learning 
Disability access their Annual Health Check

Target 60% 70% 80%

Actual 66% 52%

10. 80% of staff feel supported to deliver the best 
quality service

Target 80% 80% 80%

Actual Full survey 
2021/22

Full survey 
2021/22

Full survey 
2021/22
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Sustainable Growth
In 2021/22, we focused on the sustainable growth of services for people with complex needs and 
behaviours of concern, resulting in the successful bid for the Hampshire Young Adults Accommodation 
tender. In addition, we have worked in partnership with commissioners and stakeholders to begin the 
development of new bespoke services for individuals with complex needs, which will transform the lives 
of three young men in Cornwall and Dorset. In the year ahead we will embed these services, seek new 
opportunities and focus on building expertise and investing in the skills and training required to deliver 
long-term growth. 

We are also committed to increasing the number of people with disabilities who can access home 
ownership through our shared ownership scheme: Home Ownership for People with Long-term 
Disabilities (HOLD). We have secured Homes England funding to deliver more HOLD properties and  
will seek additional funding for more homes during the year. We also have a pipeline of social rented 
housing that we will deliver. 

In 2021/22 we: 

1. Delivered 33 new homes (29 HOLD and 4 rented)
2. Purchased another 28 homes, which we previously leased from other housing associations, thus 

increasing Advance’s asset base, improving financial performance and securing homes for customers 
for the long term

3. Secured a larger pipeline of new homes for completion in the years ahead, including a successful 
bid to Homes England for more HOLD properties in 2022-2024 and an increase in rented housing 
schemes at various stages of the development process

4. Continued to successfully utilise digital marketing and advertising techniques to increase HOLD 
enquiries

5. Grew our services in target areas – such as Hampshire - by promoting the impact of our services 
while also securing new contracts for individuals with complex needs across the Southwest

6. Designed and delivered changes to our Support management structure, which increased expertise 
and resource to support growth - specifically in growing our complex needs capability and capacity

7. Increased our support income, while maintaining the financial contribution required from contracts 
8. Promoted the impact of Advance services to our stakeholders through effective digital 

communication and marketing, supported by targeted advertising and social media

In 2021/22 we will: 

1. Deliver 45 new HOLD properties and 19 rented homes
2. Continue to ensure new property developments achieve strong energy efficiency ratings: SAP 81+ 

for new build and 69+ for purchase/refurbishments
3. Negotiate to purchase one housing scheme currently leased from other social housing providers, 

securing 6 homes for our customer base for the longer term
4. Embed our increased complex needs resource to establish and define ways of working so we can 

support more people with high support needs
5. Increase the number of customers who receive housing and support from us by engaging 

Commissioners with the benefits of our combined offer
6. Seek to retain contracts due to be retendered 
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Although the pipeline for delivery of new homes under the HOLD programme is good, the changes in 
the housing market continue to be uncertain and property prices remain high with demand exceeding 
supply. This has affected our ability to deliver against our target in 2021/22.  The target for 2022/23 has 
been set to reflect this new reality, but also with the intention of using our existing pipeline to increase 
delivery. 
 
We have progressed our strategic asset management work to improve financial performance across our 
properties. Whilst we have made good progress in some cases, with investment to improve lettability, 
alternative uses or disposal, we have not achieved the level of financial improvement we were aiming for 
at the start of the strategy. The main reasons for this are: the costs of investment to improve fire safety 
and other safety measures; higher voids due to challenges with funding and recruiting for required care 
and support services; and slow progress in major refurbishments due to the complexity of the projects 
and the number of parties involved. We have therefore revised our target for 2022/23 for reducing the 
number of homes with a financial contribution <5% to one that is realistically achievable in the short 
term. 

The table below illustrates performance against our three-year plan. Some targets have been revised to 
reflect changes in the operating environment; this is indicated in the description.  

       Three-year target
Y1 

2020/21
Y2    

2021/22
Y3       

2022/23

1.
Original Target: Deliver 204 new homes                                                             

Revised Target: 128 new homes* 

Target 34 65 64

Actual 31 33

2.

Original Target: Reduce the number of homes 
with a financial contribution <5% to 70

Revised Target: 105

Target 80 100 105

Actual 122 114

3. Increase Support income by 25%**
Target >10% >10% >10%

Actual 19.9% 3.4%

4. Support contracts achieve a minimum 12% 
financial contribution to central overheads

Target 12% 12% 12%

Actual 15.2% 14.1%

5. Increase by 25% the number of people who re-
ceive both our housing and support***

Target 8% 8% 5%

Actual 9% 0%

6. Increase by 25% the number of customers with 
high support needs****

Target 10% 10% 10% 

Actual 0% 3.5% 

* This is a cumulative target. By year two, we had aimed to deliver 99 new homes and have actually delivered 64.
**This is a cumulative target.  By year two, we expected to increase support income by 20% and have actually increased it by 23.3%.
*** This is a cumulative target.  By year two, we expected to have increased the number of people receiving housing and support by 16% and 
have actually increased this by 9%.
**** This is a cumulative target. By year two, we expected to increase the number of customers with high support needs by 20% and have 

actually increased this by 3.5%. 
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High Performing Organisation
Our objective is to maintain the long-term financial viability of the organisation, ensuring that sufficient 
surplus income is generated to invest in our housing stock and services, and to increase the number of 
homes for our customers. We will maintain the highest level of regulatory and governance standards and 
meet value for money commitments to secure efficient and effective services. In setting appropriate value 
for money and other efficiency targets, we will benchmark our performance against a chosen peer group 
and the Regulators’ published metrics. 

We will continue to develop a high performance/high commitment culture that enables our workforce 
to exemplify our PRIDE values. We will develop our employee value proposition, reviewing our approach 
to reward, recognition, performance management, work life balance and career development to attract 
and retain the people we need to deliver our service in an increasingly competitive space.

In 2021/22 we made changes to the way the Support management team is organised. These changes 
were designed to ensure we have a management team with the twin focus of delivering excellent 
services today while continuing to grow our services for the future. These changes were successfully 
implemented in the second half of the year and their implementation has been supported by a bespoke 
management development programme put in place to support colleagues to succeed in their new roles. 
 
Also in 2021/22 we continued our work to ensure our HR capability is aligned to supporting the needs 
of the organisation. We have reviewed and are investing in our processes, methods and technologies to 
provide a positive and consistent employee experience across Advance.  

Despite the challenges of the pandemic we have continued to invest in our core systems and processes 
to drive long term improvements and efficiencies. In particular, we have invested in systems which will 
promote high quality data and management information to inform decision making and drive sustainable 
growth. 

In 2021/22 we: 

1. Delivered our Value for Money Strategy and Plan and identified further value for money 
opportunities, including those arising from changing working patterns as a result of the pandemic

2. Continued to actively manage void rent loss 
3. Trialled a new online system for procuring repairs contractors on a job-by-job basis, using the 

Plentific portal; we learnt a lot from the trial but concluded it wasn’t the best way forward for us
4. Implemented an improved system of monitoring and reviewing leases and management agreements 

prior to end dates
5. Successfully implemented changes to the Support management structure ensuring colleagues have a 

clear focus on quality and growth while also helping create a high-performing culture
6. Invested in our core HR and People systems and successfully implemented certain aspects of our 

technology roadmap to improve workforce effectiveness and efficiencies
7. Developed our capability to analyse, report and use date to inform our decision making and leverage 

business intelligence tools
8. Improved our recruitment processes to meet the requirements of new contracts in an extremely 

competitive environment across the care sector
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9. Considered staff and customer wellbeing during the Covid restrictions, ensuring that working 
practices were in line with government guidance

10. Strengthened our EDI Group to focus on delivering a more inclusive culture where staff feel valued 
and diversity is celebrated

11. Enhanced our EDI policy and achieved revalidation of our Disability Confident Leader status
12. Reviewed our office accommodation requirements and implemented hybrid working arrangements, 

achieving savings and efficiencies 
13. Co-produced and delivered learning and development programmes that enable staff to deliver good 

quality, safe and effective services. In particular, a 16-week management development programme for 
Support Managers

14. Strengthened our cyber security controls and received external assurance over the cyber 
control framework. New controls introduced in the year included implementation of two-factor 
authentication for accessing Advance systems and adoption of the Security Scorecard (a cyber 
security risk rating platform).

15. Rolled out a range of M365 tools and solutions to maximising performance and delivering value for 
money from MS licensing

In 2022/23 we will:

1. Invest in the continued development of our workforce through training, induction and the 
completion of the 16-week management development programme 

2. Embed a new hybrid working model by providing our people with the skills and technology to work 
in a more flexible way

3. Enhance the job evaluation, pay and grading systems and external benchmarking to improve our 
talent attraction and retention abilities

4. Invest in the creation of job families and career frameworks to enable our people to fulfil their 
career aspirations

5. Introduce better mobile working software for our housing staff, improving efficiency and effectiveness
6. Continue to invest in the wellbeing of our staff through a range of measures, including our benefits 

package and more flexible working patterns.  The staff survey, which was deferred in 2021/22 due to 
restructure of the Support directorate, will be carried out in May. 

7. Deliver the EDI Action Plan, focusing on policy development, benchmarking and reporting, creating 
a toolkit for recruitment and reviewing and challenging the ethnicity pay gap. We will implement 
Equality Impact Assessments for all policies and change programmes to ensure a fully inclusive 
workplace is maintained100

8. Further develop the Data Strategy, including the Data Dictionary and the Data Governance 
Framework while enhancing our use of data, analytics and performance metrics to enable better 
decision making

9. Further progress active asset management to reduce void rent loss, alongside our operational work 
to let available voids

10. Review and update the Business Continuity Plan
11. Implement a new Finance system, ensuring that the projected benefits and efficiencies are achieved
12. Complete the charging of the remaining assets necessary so that the Revolving Credit Facility is fully 

useable.
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The table below illustrates performance against our three-year plan. Some targets have been revised to 
reflect changes in the operating environment; this is indicated in the description.  

       Three-year target
Y1 

2020/21
Y2    

2021/22
Y3       

2022/23

1. Achieve annual Operating Surplus target
Target 4.4% 3.9% 3.9%

Actual 7.5% 5.7%

2. Achieve our annual Value for Money savings 
target (Cumulative total)

Target >£500k £802k £915k

Actual £524k% £827k

3. Central overheads not to exceed 12% of income
Target <12% <12% <12%

Actual 11.5% 11.7%

4. Reduce void rent loss to <5% Target <6% <5.25% <5%

Actual 5.91% 6.2%

5. Rent arrears <5% Target 6% 5.25% 6%

Actual 5.82% 5.92%

6. 90% overall staff satisfaction Target 85% 88% 90% 

Actual Full survey in 
21/22

Full survey in 
22/23

Full survey in 
22/23

7. Voluntary staff turnover <15% Target <15.5% <15% <15%

Actual 11.8% 17.4%

8. 85% of Support Workers qualified to NVQ level 
2 or above

Target 60% 85% 85%

Actual 82% 79.1%

9. 90% of staff have access to the development and 
training they need to do their jobs effectively

Target 85% 85% 90%

Actual Full survey in 
21/22

Full survey in 
22/23

10. 90% of system improvement projects are 
delivered to plan and achieve stated objectives

Target 85% 90% 90%

Actual 100% 100%
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Value for Money
Value for money is at the heart of the services we deliver and the strategy for 2020-23. Our objective is 
to offer the highest quality services in the most efficient and effective way that have a lasting impact on 
customers’ lives.

The savings and efficiencies made will be used to invest in more new homes for people who need them, 
and to support people to achieve their ambitions and increase independence. In particular, our Savings 
Plan focusses on:

• Reducing maintenance costs – although there are significant inflationary cost pressures, action to 
reduce or limit increases in unit cost continue through various initiatives including: systems and 
processes to improve accuracy of work specifications; automatic upload of the completion status of 
repair works; developing the ’works in progress’ dashboard to reduce the need for follow up calls; 
and reviewing the prioritisation of repairs with the aim of booking and completing repairs more 
efficiently.

• Overheads – we will continue to seek opportunities to reduce overhead costs and ultimately the 
percentage of income spent on overheads, including opportunities to work in different ways following 
our experience during the pandemic. Ongoing investment in new HR, Finance and Telephony systems 
is being made to ensure operational teams continue to be supported adequately as we grow. Our 
Central Overheads as a % of operating income remain below target (11.8% vs 12.0%) and are better 
than the median of our peer group (12.0%).

• Improving the financial performance of support contracts through proactive engagement with 
Commissioners. The financial contribution of Support has increased over the period of the Plan, from 
10% (2019/20) to 14.1% (2021/22). This improvement has helped to secure the financial viability of 
Support services. With increasing cost pressures driven by National Minimum Wage and National 
Insurance increases this area will remain a key focus in 2022/23.

We will benchmark our performance against the metrics set by the Regulator of Social Housing, our 
peer group, the SPBM Supported Housing group, the sector Global Accounts and the National Housing 
Federation/ Housemark Sector Scorecard. 

In addition to the financial value for money initiatives, a range of other initiatives are set out in the 
strategy, including:

• Deployment of innovative technology in services to improve customers’ lives and make it easier for 
customers to engage with Advance online

• Procurement of more energy efficient goods and materials to reduce the overall environmental 
impact and improve our EPC/SAP ratings on energy inefficient properties, maximising use of available 
grants and public funding

• Investment in better integrated systems and processes to deliver efficiencies, improve data quality 
and support good decision making
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The table below lists the strategic targets for 2020-23, which will be used to evidence the value for 
money of our activity. 

Strategic Objective Our targets by 31st March 2023

Quality Homes 
and Services

• 90% of customers satisfied with the quality of their housing
• Repeat property repairs <3%
• Achieve a reinvestment percentage >6% per annum*
• 90% of customers satisfied with the quality of support they receive
• Minimum ‘Good’ rating in all Care Quality Commission registered services    

Sustainable 
Growth

• Deliver 204 new homes 
• New supply delivered - social housing units >3%* per annum
• Reduce the number of homes with a financial contribution <5% from 89 to 70
• Support contracts achieve a minimum 12% financial contribution to central 

overheads

High-Performing 
Organisation

• Achieve our annual  Value for Money savings targets (cumulative savings of 
£0.5m included in the 2020/21 plan)

• Central overheads not to exceed 12% of income
• Reduce void rent loss to <5% (including any adverse impacts from COVID-19)
• Rent arrears <5%
• Gearing <9%*
• EBITDA MRI Interest cover >430%*
• Headline social housing cost per unit <£11,341* 
• Operating margin (social lettings only) 20%*
• Operating margin (overall) >7.4%*
• Return on capital employed 1.9%* 
• Voluntary staff turnover <15%
• 90% of system improvement projects are delivered to plan and achieve stated 

objectives

* Regulator of Social Housing Value for Money metrics



Appendix 1: Financial Forecasts

The graphs and charts provide comfort that financial viability of Advance is maintained through and 
beyond the period covered by the corporate strategy.  

Turnover remains strong and will increase as a result of the investment in growth being made and whilst 
operating surplus does not increase significantly it is being maintained at a prudent level even after 
allowing for the challenges that face Advance from the external environment.  

Sufficient cash is available to fund the investment in housing properties and even though cash balances 
drop during the period a sufficient balance is maintained to ensure that working capital requirements are 
covered throughout the period in question.

The table below shows our anticipated turnover and operating surplus. 
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The diagram below shows our planned cash movement and projected cash balance for the coming five 
years.

The diagram below shows how we anticipate spending our money in the first year of the strategy:



Transforming lives together

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

@Advancetweets advance_uk


