
83.7%
of customers were satisfied with
the last repair to their home

95.8%
of customers were satisfied with
Curo’s gas servicing

GREAT 
PROPERTIES 
AND PLACES

REPAIRS

heating 
systemsand 208

48,586
repair requests
received last year

81.5%

at an average cost
per repair of

£110

1,169 rewires, doors, kitchens
or bathrooms improved
or replaced by our
Home Improvements Team

16days
is the average time taken to
complete a repair...

...and by March 2016 

99.9%
of emergency repairs 
were attended
within 24 hours

You said:
We don’t always check everything’s OK before
we leave a repair job.

We did:
We’ve introduced a new way for you to tell us 
straight away if there are any problems, and we’ve 
made sure that a Curo colleague follows this up every time.

YOU SAID, WE DID

of repairs were
completed on the

first visit

Welcome to our 
2015-16 annual review 
looking at how we’ve 

performed over the year. 
We’re a housing association, 

high quality house-builder, 
and award-winning provider 

of health and support 
services, with a mission 
to make a positive and 

profound contribution to 
the neighbourhoods we 

work in – inspiring and 
empowering people 

to succeed in life.



75.5%
of customers are satisfied
with the quality of their home

82%
of customers are satisfied
with their neighbourhood
as a place to live

GREAT 
PROPERTIES 
AND PLACES 13,136

homes owned by Curo

239
homes built 
by Curo last year

homes sold through 
Shared Ownership55

122 mutual 
exchanges 
arranged...and  

The average weekly rent

in a Curo home is £104

YOU SAID, WE DID You said:
The standards across our neighbourhoods 
weren’t consistent and some issues weren’t 
efficiently resolved.

We did:
We’ve created a specialist estates management team. 
They’re responsible for identifying and managing issues across 
all Curo estates. As a result of the change we’ve seen monthly 
improvement in customer satisfaction, with 2015/16 year end 
figures of 65.6% for grounds maintenance and 63% for cleaning, 
and further increases in 2016/17.

...which benefited

20 projects

99.9% 
of anti-social behaviour cases 
were succesfully resolved by
our Tenancy Solutions Team

£8,500
given out in grants

CUSTOMER 
SERVICE

YOU SAID, WE DID

156,743 calls
answered by our Customer Contact Team last year

39 seconds 
average call waiting time

88.1%
of issues were resolved 

first time
The proportion of calls
not answered was

4.5%

78.3%
of customers are satisfied with 
the overall service we provide

You said:
Many customers have told us that being 
able to book a convenient appointment 
is the number one thing we can do to 
improve satisfaction with repairs.

We did:
We’ve joined up our Customer 
Contact Team and Repairs Teams so 
the process of reporting a repair and 
booking an appointment is seamless. 
We now make appointments when 
customers first contact us for 97% of 
repair requests.



ETHICAL CARE 
AND SUPPORT 
SERVICES

HELP FOR 
PEOPLE WHO 
NEED WORK

94.8%
of customers were satisfied with
Curo’s Care and Support services

2,785 customers helped to achieve 
independent living 

by Curo in 2015/16

124
customers with
dementia were
helped to live
independently

1,165
occasions where people
were prevented from 
going into residential care

1,416
occasions where people 
were prevented
from being admitted

to hospital

521
occasions where 
people were kept
from becoming
homeless

129 
Curo customers were 
helped to get back 
into work, education 
or training last year

Customers in our temporary accommodation told us that help to 
find work was important to them. In 2015/16 we successfully applied 
for funding from NatWest and Children in Need to deliver pre-
employment support for at least 140 16 – 24 year olds.

We have also expanded our popular Stepdown from hospital 
service, to 7 units in total, with a new unit of accommodation in 
North Somerset. Stepdown provides accommodation to people 
taking up a hospital bed, who no longer require medical treatment 

but are unable to return home.

The Wellbeing House has also gone 
from strength to strength, recently 
celebrating its first year in service. 
Customers have found the respite 
invaluable in aiding them with their 
mental health. “I feel quite emotional 
as I write this, as this facility has quite 
possibly saved my life”.

INDEPENDENT 
LIVES

YOU SAID, WE DID

89.4%
of customers are satisfied
with our lettings service

You said:
We need to be more organised with moving dates.

We did:
We started to monitor all lettings against the date we 
promised it would be ready, “it was all very quick and 
happened when they said it would.”

CUSTOMER 
SERVICE

RESPONDING
TO CUSTOMERS

CUSTOMER 
SERVICE

LETTINGS
...this means that only 0.64% 
of rent was lost through vacant homes

homes re-let by 
Curo over the 
last 12 months

982

17.15
days is the average 
time to re-let a home...

MOVING
IN...

929
complaints were 
received this year

By March 2016 the 
average time 
taken to resolve 
a complaint was 

11.5 days
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thank you!
compliments229

customer groups 
were involved in
improving
Curo’s services6

were resolved at
first contact

85.5%



83.2%
of customers are satisfied
that Curo’s service is 
value for money

VALUE FOR 
MONEY We’ve reduced rent 

arrears by
£317,000

Improving 
your home

Maintaining 
your home

Providing support 
and other services to 
residents

Business 
support services 
(Finance, Human 
Resources etc...)

Cost of empty 
properties

Reinvestment
in new homes

Overheads 
and office 
running costs

Interest charges 
on amounts 
borrowed

 - that’s the equivalent amount our services 

have saved the public purse

£15.6m
Curo’s social return on investment was

of income was 
spent in 2015/16

How 
each £1 21.5p

10.7p

12.6p

9.6p

6.4p

6.2p

20.9p

4.7p

Unpaid rent 
arrears

Managing your 
tenancies

Maintaining your 
neighbourhoods

Improving the 
business

Resident 
involvement

0.8p

0.4p

2.0p

2.3p

1.9p

...and the average cost per 
property to deliver our
responsive repair 
and void services is

£697



INDEPENDENT 
SCRUTINY PANEL

This year we’ve been recruiting 
new members, and improving 
our understanding of how 
Curo operates. We think this is 
important so we can be sure 
we’re focusing on the things 
that are important to Curo and 
its customers. 

We’ve also looked in detail at how 
Curo is managing the introduction 
of the government’s new welfare 
benefit, Universal Credit. This is a 
good example of something that 
will have a profound impact on 
Curo and its customers.

We spoke to customers and to 
staff. We wanted to understand 
how Curo was preparing for this 
change; 
• whether it had considered 

what the impact would be, 
• its plans for the changes it 

will have to make, and
• how it’s planning to advise 

and support customers who 
will be affected.

We felt that Curo had prepared 
well and we said this to the 
Board. But we also made 
recommendations, and agreed 
actions, where we felt Curo 
could do better. You can read 
our full report on Curo’s website 
– search for ‘scrutiny’.

We recognised that Universal 
Credit is still in its early stages 
and we intend to carry out 
further reviews of the impact, 
and how Curo is managing it, 
over the coming 2-3 years.

The Scrutiny Panel is one of 
several ways customers can get 
involved at Curo, in governance, 
in operations or in the 
neighbourhood where you live. 
If you’re interested then go to 
the “Get Involved” page on the 
website, or call 01225 366000.

Independent 
Scrutiny Panel

GET IN 
TOUCH

We want to hear from you!
Are we achieving what we said we would achieve? Let us know if we 
are, or where we fall short. We will also be reporting our performance 
on our website and in future issues of Open. More detailed 
information about our performance and comparisons against other 
organisations are available from our website too.

Curo 
The Maltings, River Place 
Lower Bristol Road, Bath BA2 1EP

T 01225 366000  E hello@curo-group.co.uk

www.curo-group.co.uk/annualreport

        facebook.com/curogroup

        twitter.com/curo_group

If you would like this information in an 
alternative format please get in touch

The independent Scrutiny Panel is
a group of Curo residents, appointed to 
scrutinise Curo’s business practices 
and report to Curo’s Board.


