
THE YEAR
IN NUMBERS
2013-14 
annual review

11,623
homes owned by Curo

178 homes built 
last year

average call 
waiting time 

27 
seconds

176,357 
calls to our 

Contact 

Centre

Mondays 
and 
Tuesdays 
busiest 
days

£83.80

£93.24 average weekly rent 
for a Curo home

average weekly rent 
for a Curo older 
person’s home

Welcome 
to our 2013-14 
annual review, 
looking at how 

we’ve performed 
over the year.



Chair’s statement

that put customers at the heart 
of everything and we’ve created 
easier ways to get in touch with us 
– from social media and live chat to 
office spaces that give customers a 
warm welcome.

Last year I acknowledged that 
change of this scale can take 
longer that we would like and in 
some areas our performance 
has not always been as good 
as customers should expect. 
However, I’m confident these 
changes and investments will 
enable us to deliver on the 
promises we have made.

Over the year we have recruited 
new Board members to ensure we 
have the talent and expertise at 
board level to lead us through the 
changes to come. I welcome new 
Board and committee members 
David Ashmore, David Heywood, 
Sandy Lewis, Gareth Lloyd, Alex 
Marsh, John Weir and Nicola 
Wilson. I would like to thank Paula 
Haines, who left the Board after 
four years’ dedicated service, for 
her contribution as Board member 
and as Diversity Champion. Today 
Curo has a strong and settled 
Board and Executive team and 
I’m pleased to say that we have 

received our regulator’s 
highest rating for 

governance and for 
viability. 

I welcome 
the valuable 
perspective 
provided 
by the Curo 
Scrutiny 
Panel who 

support 
the Board 

through their 
independent 

reviews into the 
services we provide. 

Along with our Service 
Improvement Panels, these 
customer panels have once again 
helped us to keep on improving 
what we do. 

Over the past 12-months, Curo has 
continued to build on last year’s 
firm foundations and we have 
achieved a great deal, investing in 
the building blocks that will make us 
exceptional.

Providing great properties and 
places is a priority for Curo and 
we’ve continued to build more 
affordable homes, taking fresh 
approaches to make this important 
work possible. Our new house-
building division, Curo Homes, will 
enable us to deliver as many as 
500 much-needed homes a year 
by 2017, and also generate new 
revenue streams to reinvest into 
affordable homes.

We continue to grow our ethical 
care and support business, helping 
more and more people, with a new 
Help at Home service making our 
award-winning Independent Living 
Service available to people living in 
Bristol and South Gloucestershire.

I’m delighted to report that we have 
received a number of important 
awards over the year. I’d like to 
make particular mention of John 

Voysey (pictured) who has been 
named the National Resident 
Involvement Officer of the Year 
and should be immensely proud of 
his achievement. Our partnership 
in making the Bath Riverside 
development possible was a silver 
award winner in the national What 
House Awards, while the affordable 
homes we delivered at 
Fortescue Fields in 
Norton St Philip was 
the South West’s 
Best Affordable 
Housing 
Development 
in the 
Local Area 
Building 
Control 
Awards. 

Our Big Plan 
involves real 
transformation 
in every part of 
Curo. We have put in 
place new structures, new 
technology, systems and process 
and are bringing on board excellent 
new people too. Our colleagues 
are embracing new ways of working 

Roger Thomas
Chair of Curo Group

We are now two years into Curo’s five-
year Big Plan and remain resolutely 
focused on our mission: to make a 
positive and profound contribution to the 
neighbourhoods we work in – inspiring and 
empowering people to succeed in life. 



I am also grateful to our active and 
growing network of Local Voices 
who are the eyes and ears of their 
neighbourhoods and play a vital 
role in creating happy, safe and 
popular Curo neighbourhoods.

Our customers have continued to 
help us shape our services and we 
are listening carefully to customer 
feedback as we strive to become 
renowned for customer excellence. 

Our most important 
asset is our people, 
and I’d like to 
welcome the new 
colleagues who have 
joined us since my 
last report and thank 
all our dedicated 
colleagues who 
are instrumental in 
delivering Curo’s 
services in a way that 
embodies our values 
of being caring, 

respectful, open, fair and trusting 
at all times. I am struck by the 
positive and vibrant atmosphere 
within Curo – this really feels like 
an organisation that is energised 
and fully able to achieve the high 
standards we have set for ourselves 
and for you, our customers.

Next year, customers will 
continue to see big changes. 

Our investment in new mobile 
systems and technology for all 
our repairs colleagues will start 
to make a real difference, with 
faster response times and a much 
improved appointments process. 
We’re looking into extending our 
Contact Centre opening times 
so we’re easier to reach when 
you need us. We’ll also be taking 
another big step 
towards making 
up to 1,200 
new homes 
possible 
for Bath 
with our 
planning 
application 
due to be 
submitted at 
Mulberry Park, 
Foxhill in September 
2014.

I hope you find this report useful 
and I look forward to the coming 
year as we continue our journey 
as a modern, customer-driven 
organisation; one that is able to 
act commercially to deliver our 
core social purpose of providing 
affordable homes and high 
quality care and support services 
to local people. 

We’ve been able to compare some of our 
performance data with other similarly-sized 
housing associations. To do this accurately, 
we’ve compared ourselves against housing 
associations in England with between 7,500-
15,000 properties, using data for 2012-13 from 
a benchmarking organisation called Housemark.

How do we compare?



Together we make possible...               great customer service

168
Customers 

signed up as 
Local Voices

91
customers involved 

in Curo service-
specific groups

344
customers went on 

training courses 
arranged by Curo

1
scrutiny review 
carried out on 

customer feedback

144
compliments 
received

725
complaints 
received

complaints resolved 
at the first stage

97.5%

complaints considered by 
Housing Ombudsman

5

customers satisfied with the 
lettings service86%

customers satisfied with 
last repair88%

customers satisfied with 
gas servicing97%

customers satisfied with overall 
service provided by Curo

(in similar organisations it’s 88%)
82%

+34 customers likely to 
recommend Curo 
(net promoter score)

Customers have told 
us they do not want to 
have to contact different 
departments to resolve 
their enquiries. So 

we’ve invested more in our 
Contact Centre. We focused on 
training to improve the knowledge 
in the Contact Centre, cutting the 
number of calls a customer needs to 
make to get their enquiry resolved.

MOVING
IN...

Customer feedback 
told us we needed 
to focus on 
guiding customers 
through the 

steps to take when moving 
to a Curo home. We reviewed 
our lettings processes and 
made improvements to how 
we prepare our homes after 
previous tenants move out.

0-6 are a minus score for Curo. Only 9s & 10s add to our score.



Together we make possible... 
happy safe popular neighbourhoods

Together we make possible...      great properties and places

1,299 
homes with new 

wiring, doors, 
windows, kitchens 

or bathrooms

community events 
and projects delivered 
and supported

neighbourhood 
walkabouts

tonnes of fly tipped 
and bulk waste cleared

communal 
safety 
inspections

60
310
250

3,055 1,011 anti-social behaviour cases 
successfully resolved

rent arrears owed to 
Curo on 31/03/14

evictions for 
rent arrears

£2.9M

15

number of days on 
average to re-let a home, 
excluding properties with 

major works (in similar 
organisations it’s 28 days) 

homes 
re-let

887
mutual 

exchanges

209
Shared 

Ownership 
homes sold

41

32.2

292 
new heating 

systems

repairs carried out

46,716
days on average to 
complete a repair

15.46

additional income over next 30 years through 
renting an extra 36 properties on the open 
market (Curo will use this to subsidise the 
construction of more affordable homes)

£1.44m

customers satisfied with their 
neighbourhood as a place to live 
(in similar organisations it’s… 85%)81%

We introduced a new 
repairs appointment 
system, making it 

easier for customers to report a 
repair and giving people more 
confidence that their repair 
would be completed when we 
said it would.



Together we make possible... 
ethical care and support services

Every week our care and support service provides tailored support to 
over 2,500 diverse customers, from people with dementia to young 
homeless people, so they can live independently with help from our 
dedicated team. This work is worth £16M to the public purse.

people 
prevented 

from 
becoming 

homelessness

554
customers moved 

into settled 
accommodation 
after leaving our 

support

151
people 

prevented 
from going 

into residential 
care

656
people 

prevented 
from being 
admitted 

to hospital

832
of our 

customers 
gained more 

independence 
in their lives

164

Together we make possible...  help for people needing work

79 young people leaving 
our supported 
accommodation 
participated in work,
training and /or 
education



Curo Scrutiny Panel Review

During 2013/2014, the 
independent Resident 
Scrutiny Panel looked at all 
their previous scrutiny reviews 
and monitored progress. They 
looked at how actions have 
been put in place and what the 
overall outcomes have been.

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

As a panel we are happy 
with what Curo has done, 
particularly about the progress 
made in reducing voids 
times, and work to monitor 
and manage estate contracts 
better. We feel there is a 
sense of being listened to and 
being heard.  The evidence 
of this is Curo’s response to 
our recommendations and 
suggestions. Also, we are 
pleased to see commitment 
to ongoing improvement in 
services, and that there is 
a real sense of partnership 
with Curo that is continuing 

to grow. We hope that these 
improvements are making a 
difference to tenants. 

The Panel maintains 
independence – for example, 
members decide what to 
scrutinise and how this is 
done, whilst at the same time 
continuing to build good 
working relationships with 
Curo staff, managers and 
board members.  

The Panel bring all sorts of 
experiences, ranging from 
being leaseholders to ‘general 

needs’ tenants, with different 
life experiences and a variety 
of skills.  The Panel are 
always looking for objective 
people who can work reliably 
within a small team to high 
professional standards. If you 
think you can bring something 
to the Panel then find out 
more about joining us by 
visiting www.curo-group.co.uk/
scrutiny or calling 01225 366117. 

Mark Dustin, Chair, and 
Alison Marle, Panel Member 
- on behalf of the Resident 
Scrutiny Panel

Would you prefer this in large print, audio 
or Braille? Contact us on 01225 366000 or 
hello@curo-group.co.uk.



 

How each £1 of income was spent in 2013/14 pence in each 
pound spent

 Improving your home       25.9 
 Maintaining your home       12.1 
 Overheads and office running costs       11.6 
 Interest charges on amounts borrowed       11.3 
 Cost of empty properties       7.1 
 Providing support and other services to residents       6.8 
 Services to support front line staff       6.2 
 Business Plan Projects       2.2 
 Unpaid rent arrears       2.1 
 Managing your tenancies       2.1 
 Maintaining your neighbourhoods       2.0 
 Resident involvement       0.5 
 Reinvestment in new homes       10.1
          100

Value for money

Our full Value for 
Money Statement is 

on our website at 
www.curo-group.co.uk/

annualreport, or ask 
us and we’ll send 

you a copy.

cost per property of delivering our 
housing management services 
(in similar organisations it’s £279)

£322

average cost of a repair 
(in similar organisations it’s £121)

£135

We are working hard to improve the cost and the quality of the service we give our 
customers. We want to compare well with similar housing organisations too. This 
section shows you how we spent the money we received over the year, and how we’re 
doing at giving customers value for money.


