
THE YEAR
IN NUMBERS

Customers told us that what’s 
important is being able to contact 
Curo easily, to discuss problems or 
report issues. 

“The only thing they could change 
is to have longer opening hours”

This year we extended our 
opening hours from 8am-8pm so 
it’s easier for customers to contact 
us when it’s convenient for them.

“They’re easy to contact and helpful 
when they get here.”

You said, we did:

Customer service

Last year our Customer Contact Team 

answered 167,574 calls

The average call waiting time 

was 22 seconds

85.3% of calls were 
resolved first time

The proportion of 
calls not answered was 4.18%

of customers are satisfied with 
the overall service we provide79%

Welcome to our 2014-15 annual review, looking 
at how we’ve performed over the year.

2014-15 
annual 
review

22
seconds



Customer service remains our 
number one priority, and this 
year has seen further changes to 
deliver this, including extending 
our opening hours.  Our Customer 
Contact Team are now available 
from 8.00am until 8.00pm, so 
customers have more choice 
about when they get in touch with 
us.  We’re also serving customers 
via social media, instant chat and 
email, and offering Curo services in 
B&NES alongside the local council, 
CAB and others in One Stop Shops.

Our focus on service and value 
for money continued with the 
opening of a new stores facility 
in Keynsham, in partnership 
with Travis Perkins.  This means 
our repair colleagues spend 
less time travelling to collect 
materials and more time at 
customers’ homes getting the job 
done. We’ve introduced mobile 
working technology for our 
repairs teams; this has created an 
improved appointment process 
for customers and reduced 
paperwork. These, and other 
advances in our repairs service, are 
improving our offer to residents.  
We’ve made our lettings process 
more efficient and user-friendly; 
this has speeded up the turn-
around of empty properties, and 
customers are telling us that it’s 
now easier to rent a home.

We’re working hard to provide 
great properties and places.  As 
Chair I was delighted to attend an 
event in Radstock in September 
to mark the completion of the 

1000th affordable home built by 
Curo since 2011.  We’re committed 
to building new housing within 
a difficult economic climate, 
providing much-needed homes 
for local families as well as 
creating valuable jobs and training 
opportunities.  We received outline 
planning permission in February 
2105 for Mulberry Park, our 
development of 700 new homes, 
community facilities and open 
spaces in Bath.  Curo received a 
Top Development certificate at 
the Premier Guarantee Excellence 
Awards for our scheme at The 
Pastures in Hilperton and the 
nearby Centenary Court in 
Trowbridge was shortlisted for 
a Town Enhancement 
Award.  In the 
year to come, 
I’m looking 
forward 
to the 
completion 
of our first 
homes 
for sale on 
the open 
market, 
generating 
profits which will 
be reinvested to 
deliver our social purpose.

2014/15 has also been a year of 
growth for our care and support 
business, with the expansion of our 
award-winning Independent Living 
Service, as well as three successful 
bids to run older persons, mental 
health and homeless services in 
North Somerset.

I said last year that our most 
important asset is our people, and 
I’m delighted to report that this 
year we achieved the Investors 
in People’s Gold Standard. This 
is an important accolade which 
recognises the dedication and 
hard work of our colleagues, who 
demonstrate Curo’s values in 
everything they do while serving 
residents in our 12,900 homes. 

I greatly appreciate the input 
of customers who continue to 
give their time to shape our 
services, giving us feedback via 
independently commissioned 
insight surveys, Local Voices, 
Service Improvement Panels and 

the Curo Scrutiny Panel. My 
thanks go also to the 

Executive, board 
members and all 

our colleagues 
for their energy, 
commitment 
and invaluable 
contribution.

While we have 
seen improvements 

in our service this 
year, we continue to 

listen to our customers.  
They’re telling us that we could 

still do better in certain areas, and 
the next twelve months will see a 
range of improvements to services 
as we strive to further raise quality 
and efficiency in the way we work.

Roger Thomas Chair of Curo Group

Over the last twelve months we’ve continued to innovate 
and to improve what we do at Curo.  Our mission: to make a 
positive and profound contribution to the neighbourhoods we 
work in – inspiring and empowering people to succeed in life.

Chair’s statement



Customer service culture

Responding to customers

Lettings

We’ve improved 
performance 
in our lettings 

service this year

We’ve re-let 998 homes over the last 12 months

We received 774 complaints this year 
and 88% were resolved at the first stage

2 scrutiny reviews were carried out 
on customer feedback...

...and 149 customers were involved 
in Curo service-specific groups

310 customers signed up as 
Local Voices

By March 2015 15.6 days was the average time 
taken to resolve a complaint

We also received 79 compliments - thank you!

24.14 days is the average time to re-let a home
 - this means that only 0.65% of rent was lost 
through vacant homes

We improved the way 
we deal with complaints 
and introduced 
standards around 
calling back customers.

“They’ve been very 
fair and every time I’ve 
rung for anything they’ve helped 
me, they’ve always listened..”

You said, we did:

New customers told us we needed to 
improve our lettings process before 
and after sign-up: 

“There were a lot of delays; it took a 
long time for Curo to contact me 
and there were delays with signing 
the agreement”.

We changed our lettings process 
to be more customer-focused.

“They were just really helpful, they 
were always on the phone, they 
were always available and they 
gave clear answers.”

90% of our customers are satisfied 
with our lettings service

You said, we did:



Great properties and places

1,827 homes were improved by our planned works team with new wiring, 

doors, kitchens or bathrooms and 324 with new heating systems

Repairs

we carried out 39,845 repairs last year, 

at an average cost per repair of £120

75.25% were completed on the first visit

We’re continuing to increase our performance in 
Repairs; with new systems in place we’re delivering 
the goods faster and improving service levels.

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

...and by March 2015 99.77% of emergency repairs were carried 
out within 24 hours

Customers told us that what’s important 
is  getting appointments at a 
convenient time and how long it 
takes to get an appointment.

We introduced mobile working for 
our repairs colleagues, along with 
a new scheduling system, to 
improve our ability to make and 
keep appointments. 

“They were very understanding, got 
the job done, I was very happy with it.”

We also opened a new Stores 
facility, to help our colleagues get 
the right materials quickly to fix 
repairs first time.

“The service was prompt and 
efficient and they kept me updated 
with the progress.”

You said, we did:

of customers were satisfied with 
Curo’s gas servicing95%

of customers were satisfied with the 
last repair to their home84%



Happy, safe, popular neighbourhoods

of customers are satisfied with their 
neighbourhood as a place to live79%

97.20% 
of anti-social behaviour cases 
were succesfully resolved by our 
Tenancy Solutions Team

We’ve carried out 390 
neighbourhood walkabouts,

and completed 4,910 
communal safety inspections

we supported 109 community 
events and projects

Curo colleagues spent 266 
hours over a fortnight volunteering 
to improve our neighbourhoods

We received feedback 
about areas looking scruffy 
and not well maintained. 

We carried out audits across all our 
neighbourhoods to see where we need 
to prioritise work.

“Its open spaces and woodland are 
clean and tidy. The grass is cut regularly 
and everyone keeps their garden nice.”

“I like the village and the people, the 
community and the churches, I didn’t 
live in a good neighbourhood before; I 
really love it.”

You said, we did:

Customers told us they wanted efficient 
support on anti-social behaviour cases.

Our Tenancy Solutions team worked hard through 
2014/15, dealing with over 1,500 complaints.

You said, we did:

Great properties and places

Homes

12,917 homes owned by Curo

The average weekly rent in a Curo home is £98.61
The average weekly rent for a Curo older person’s home is £89.44

We built 244 homes last year,

sold 34 homes through Shared Ownership

and worked with our customers to arrange 152 mutual exchanges

of customers are satisfied with 
the quality of their home79%



Ethical care and support services

Help for people who need work

Customers told us that it’s 
important to maintain high levels 
of satisfaction for being helpful 
and listening, while being polite 
and respectful.

In 2014/15 we were successful in 
gaining new contracts for older 
persons, mental health and 
homelessness services. 

We also saw our high levels of 
customer satisfaction maintained. 

“I find her very helpful and polite 
– she cheers me up when I’m 
down.”

“Very considerate to our needs, 
always has time if we need her.”

You said, we did:

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

In 2015 Curo continued to support our customers to make 
positive changes in their lives, sponsored a scholarship 
programme and launched our own graduate scheme.

362 customers went on training courses arranged by Curo

In 2014/15 Curo supported 2,789 customers 
to achieve independent living,

helped 222 customers with dementia to 
live independently,

prevented 393 people from going into 
residential care,

prevented 666 people from being 
admitted into hospital,

and kept 441 people from becoming 
homeless

91% of customers are satisfied with 
Curo’s Care and Support services



 How each £1 of income was spent in 2014/15 pence in each 
pound spent

 Improving your home       24.1
 Overheads and office running costs       12.0 
 Interest charges on amounts borrowed       11.9
 Maintaining your home       9.6
 Services to support front line staff (Finance, Human Resources etc...)       6.9
 Providing support and other services to residents       6.5
 Cost of empty properties       4.6
 Maintaining your neighbourhoods       2.0
 Unpaid rent arrears       2.0 
 Managing your tenancies       2.0
 Business Plan Projects       1.2
 Resident involvement       0.5
 Reinvestment in new homes       16.7

      100
 

Value for money

Benchmarking comparisons 
with other similar housing 
organisations showed that our 
costs of delivering repairs and 
housing management were 
high in 2013/14.

In 2014/15 we started work on 
a big business improvement 
programme to improve the 
quality of our services and make 
efficiency savings. 

Over the year we made 
savings through modernising 
our repairs service. We also 
lengthened our opening 

hours to provide an improved 
service to customers and saved 
money by moving our local 
offices into the local council’s 
one-stop shops. We made our 
lettings process more efficient 
and customer-focused, which 
means we’re not losing as much 
rent while properties are empty 
and customers are now telling 
us that it’s easier to rent a home. 
Our benchmark position has 
improved for repairs and lettings 
when comparing our 2014/15 
costs and performance.

For more details about savings 
and quality improvements made 
during 2014/15, see our value for 
money self-assessment at 
www.curo-group.co.uk/
annualreport.

of customers are satisfied that 
Curo’s service is value for money84%

Curo’s social return on investment was £11.4m - that’s the 
equivalent amount our services have saved the public purse

It costs £305 per property to deliver our housing 
management services...

...and it costs £743 per property to deliver our 
responsive repair and void services

We’ve reduced rent arrears by £378,718



The first investigation looked at 
how Curo manages complaints 
and other feedback from 
customers. We spoke to 
customers and to staff at Curo 
and looked at how individual 
complaints were dealt with. We 
very much welcomed Curo’s 
approach to complaints, with 
its emphasis on resolution. 
We found some things that 
concerned us, and others where 
we felt Curo could improve, and 
we made eight recommendations 
and agreed an action plan that 
would deliver these.

Later in the year we looked 
at the framework for resident 
involvement at Curo. We felt 
some things worked very 
well – particularly Local Voices. 
Elsewhere we suggested 
possible improvements or 
different ways of thinking. Our 
recommendations were agreed 
and are now being actioned.

We continue to maintain our 
independence, deciding what 
we want to look at and how to 
go about it, but doing so in 
a way that maintains a good 

relationship with staff at Curo. 
We’re also pleased to be well 
supported by senior managers 
and the Board. 

We are always keen to talk to 
potential new members; if you’re 
interested you can find out more 
at www.curo-group.co.uk/scrutiny 
or by calling 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 has 
continued to work hard during the 
year, completing two investigations.


