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Curo Value For Money Statement 2013-14 
 

Background 

Value for Money (VFM) is one of the economic standards in the regulatory framework of the 

Homes & Communities Agency (HCA), the regulator of our business.  It states that 

“providers should have a strategy for optimising value for money and systems to ensure 

that this strategy is delivered”. 
 

Curo is currently midway through a five year corporate strategy entitled the “Big Plan” 

covering the years 2012 to 2017 which includes 6 strategic priorities. VFM is central to the 

delivery of the strategic priorities in the most cost-effective way and to running Curo as an 

effective social business. 
 

This self-assessment builds on Curo’s compliant VFM self-assessment for 2012/13, taking 

on board learning from both independent feedback and Homes and Communities Agency 

guidance. It covers: 
 

1. Curo’s VFM Strategy. 

2. Curo’s VFM performance 2013/14 as evidenced by: 

1. Return on assets both financial and social. 

2. Comparative service delivery costs and performance measures. 

3. VFM gains to date and targeted gains.  

 

1.0 Curo’s VFM Strategy 

Over the next three years Curo will continue to deliver its five year corporate strategy 

(the Big Plan 2012-2017) which includes the following VFM objectives: 
 

VFM objective Performance to date 

1. Achieve a return on investment of £2 for 

every £1 invested in strategic change 

projects including cashable and non-

cashable benefit. 
 

On current projects delivered to date, ROI 

£1.6 cashable benefit for every £1 

invested by end 2016/17 increasing to £2 

by end 2017/18. 

2. Deliver efficiency savings of at least 3% in 

procurement expenditure. 
 

10% savings achieved 2013/14. 

3. Improve the cost and quality of service 

delivery to customers and in comparison 

with our peers. 
 

Progress made shown on performance 

chart on page 13.  

 

Curo is delivering on these VFM objectives by implementing its VFM strategy as follows: 
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1.1 Embed VFM throughout Curo 

By ensuring that accountability and responsibility for cost and quality outcomes and 

measures are reflected in the budget, team plans and in individual objectives, ‘VFM’ 

will become part of Curo’s culture and ‘the way we do things’ and not seen as 

something separate. 

 

1.2 Procurement 

A key element of VFM is the delivery of the Procurement Strategy which was 

approved by the Board in July 2012.  It has a number of detailed aims which address 

the six strategic priorities, including delivery of our stated efficiency target of at least 

3% of procurement expenditure. Benefits realised from procurement activities are 

reported in our Annual Procurement Review Report (see section 2.31) and are 

measured in both cash and non-cash savings.  Cash savings are measured by cost 

reductions achieved when comparing with previous costs, and, for new activities, by 

measuring actual prices against estimated prices.  Non-cash savings measure 

improved services, either in delivery quality or specification, as well as social value. 

 

1.3 Assets and resources assessment 

An integral part of the VFM strategy involves maintaining a detailed and ongoing 

assessment of our return on assets and ensuring that our Development and Asset 

Management Strategy effectively optimises this return. Curo also measures its return 

on assets in terms of investment in colleagues and social impact – see “maximising 

social value” (see section 2.13). 

 

1.4 Benefits realisation 

In the context of delivering our strategic objectives, we: 

 Demonstrate a robust approach to decisions around our use of resources, with 

particular emphasis on ensuring a clear understanding of the business case 

including inputs and intended benefits. 

 Review and report on all completed business plan projects, comparing the actual 

benefits realised against those planned. The summary of the outcomes of these 

projects is included in Business Plan Project Benefits (see section 2.32). 

 

1.5 Performance and Benchmarking 

As well as benefits realisation delivered via the business plan and procurement, we 

also use a series of KPIs covering service delivery, customer satisfaction and activity 

costs, inter alia.  A Performance Dashboard, containing the key strategic indicators, 

is reported to the Board each quarter.  On a monthly basis, operational indicators 

are used in all areas across the business to monitor and improve service delivery, 

quality and costs.  Monthly accounts are used to monitor actual financial 

performance against budget, and to enable business improvement activities to be 

identified and monitored.  

Benchmarking is also a key part of delivering VFM within Curo.  Curo is a member of 

the Housemark Benchmarking Club which includes many other RPs, ALMOs and Local 

Authorities.  This club works on the principle that members share operational and 

financial information to allow comparisons to be made. Financial and operational 

performance data is submitted on a regular (usually annual) basis in a standard 

format.  We include quartile indicators from Housemark on our KPI reports so, as 

well as assessing our own internal performance, we measure our progress against 

our peers. 

 

1.6 Maximising social value 

Delivering VFM is central to running an effective social business which adds value. 

We measure value by setting out the desired outcome in advance.  These outcomes 

include both social and financial outcomes and are measured in the context of the 6 

strategic priorities set out in Curo’s Big Plan.  

 

 

 



2. Curo’s performance 2013/14 

Our key focus in 2013/14 was on achieving our target operating surplus and 

improving our customer advocacy levels. The start of the year saw very little 

improvement in performance due to the slow implementation of a new housing 

management IT system and a major restructure across large parts of the business. 

However performance improved during the last 6 months of the year on both 

financial and customer advocacy measures. Curo is now in a stronger position 

moving forward into 2014/15 to drive efficiencies, improve our effectiveness and 

provide higher quality services to our customers more economically. 

 

2.1 Return on assets 

At Curo we measure our return on assets through our physical assets, our colleagues 

and the social return on investment we achieve.  
 

2.1.1  Physical Assets 
 

The table below provides an overview of our asset base and its current and future 

expected performance. 
 

 

Total Rented 

Curo  

Enterprise 

Shared 

ownership 

Investment 

properties 

Operating Surplus 

(£000)  11,846 11,306 (1,157) 1,305 392 

Capital Employed 

(£000)  347,519 310,262 22,616 13,392 1,249 

Actual Return 

13/14 3.4% 3.6% (5.1%) 9.7% 31.4% 

Expected Return 

14/15 4.0% 4.5% (1.7%) 

5.9% 38.3% 

Expected Return 

18/19 7.1% 5.3% 31.6% 

1.7% 23.1% 

 

‘Rented’ includes all our general needs and housing for older people, made up of 

stock transferred from B&NES, traditional housing and new social rented homes Curo 

has developed.  
 

Curo Enterprise is the building division which was set up last year in order to invest 

in new build homes for sale to support the development of 250 social rented homes 

per year in the absence of government funding and sales of existing homes. The 

returns in the early years are budgeted to be low whilst investment is being made in 

acquiring a land bank, however returns will increase as the land is developed and 

houses are sold. 
 

In 2009 Savills completed a stock condition survey to inform Curo’s asset 

management strategy. The survey identified our poorest performing stock at the 

time, namely Georgian properties and some sheltered schemes. An options appraisal 

programme was developed and has delivered detailed analysis to inform investment 

decisions for Curo. Since the programme commenced Curo has delivered: 
 

 1 disposal. 

 13 homes re-let as social rented homes. 

 36 homes refurbished and converted to market rented homes. 
 

Those properties converted to market rented will achieve an average of £40k 

additional income per property over the next 30 years, which Curo will be able to use 

to subsidise the development of additional social rented homes. 
 

To meet our strategic objective of Great Properties and Places in the ‘Big Plan’, we 

have also continued to invest in our existing stock through delivery of our planned 

works programme. The graph below shows our investment to date, budgeted spend 

for 2014/15 and planned expenditure for the following 2 years as set out in our 

financial plan. 

 



 
 

A new stock condition survey is underway, with 27% collected during 2013/14, 

reaching 54% by 2015 to achieve 100% by March 2016. During 2014/15 we will 

start using this data, as well as other key datasets, to assess the performance of the 

whole stock, to provide a holistic view of performance of each of our properties. The 

outcome of this exercise will inform decisions over regeneration opportunities, areas 

for more detailed options appraisals and our investment programme of major works 

for future years to drive efficiencies in delivery.  

 

2.1.2  Colleagues 

During 2013/14 we have invested in our colleagues, with delivery of a leadership 

development programme for 79 managers that focused on being more ‘commercially 

savvy’ as well as modules on people management and self-management skills. Back 

in the business managers have been encouraged to put their learning into practice 

through linking operational performance with budget delivery and this focus has 

enabled improved absence management, service delivery performance and 

budgetary controls.  

 

‘Energize’, our Curo-wide customer experience training programme has also 

delivered great outcomes. Coupled with our customer insight programme to 

understand what customers think about our services, 2013/14 has seen improved 

customer satisfaction and advocacy levels. Looking forward to 2014/15, the 

‘Energize’ messages will continue to be promoted through Energize champions 

across Curo and in inductions for new starters, to ensure great customer service is at 

the forefront of colleagues’ minds.  

 

2.1.3  Maximising social value 

Curo has made significant social value gains during 2013/14, particularly across our 

care and support services (Building Independence Service (BIS) plus Older Persons / 

Retirement Living) where social return on investment (SROI) is taken from our 

outcomes data, using standard sector values to assess how much social return each 

outcome holds. The £16.1m of social value includes preventing homelessness for 

554 people, preventing hospital admission for 832 people and preventing 656 people 

from going into residential care. 

 

A key focus for 2014/15 will be to develop the SROI methodology to capture social 

value gains across our whole business. 

 

2.2     Comparative service delivery costs and performance  

Curo uses Housemark core benchmarking to assess its costs and performance in 

comparison with our peers. The table below shows Curo’s performance in 2013/14 

on cost and quality in our main business areas in terms of our quartile position, and 

the movement expected based on our budgets and performance targets for 2014/15. 

The comparator group we have used is all England housing associations with 7,500-

15,000 homes, outturn data for 2012/13 as the latest available data. 
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Key strategic KPIs include: 

KPI 
2013/14 

performance 
Benchmark 

2014/15 

Target 

Customer Net Promoter 

Score (which measures 

customer advocacy) 

+34 Not available +37 

Overall service quality 82% 4th quartile 85% (3rd quartile) 

Customer satisfaction that 

Curo offers value for 

money 

84% 2nd quartile 85% (2nd quartile) 

Customer satisfaction with 

last repair 

88% 3rd quartile 90% (3rd quartile) 

End-to-end time to 

complete repairs 

15.46 4th quartile Contextual PI 

Average cost of a 

responsive repair 

£135 3rd quartile £115 (2nd quartile) 

Average time to re-let 

properties 

32.25 days 3rd quartile 26 days (2nd quartile) 

Operating margin 18.7% 4th quartile 25% (2nd quartile) 

Interest cover 167% n/a 184% 
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2.3  VFM gains to date and targeted gains 

As well as assessing VFM improvements through comparative analysis of operational 

performance and costs, Curo also measures VFM outcomes against procurement 

gains and benefits realised through business plan projects. 

 

2.3.1  Procurement gains 

2013/14 saw Curo deliver 10% cashable savings against a target of 3% through a 

wide range of procurement activity. This equates to £3.1m savings (inclusive of 

VAT). Examples include: 

 67% saving on our gates maintenance contract through the rationalisation from 

4 providers to one. 

 56% saving on our internal audit contract by collaborating with Greensquare 

Group to achieve economies of scale. 

 14% saving on our photocopiers contract through both supplier rationalisation 

and using PfH framework to gain more competitive rates against a higher 

specification and deliver higher levels of printing efficiencies. 

 

Further efficiencies were achieved through a reduction in the number of suppliers by 

32% and implementation of ‘Intend’, on online procurement tool to improve the 

efficiency of our procurement processes.  

 

Procurement activity has also supported Curo’s strategic priorities. For example 

through the procurement of an Agency Staff Master Vendor contract, Curo has been 

able to secure  skills matrix services for tenants, such as CV and interview training 

and targeting tenants for roles, which is helping people into work.  It also has 

contact with schools and universities with the aim of developing Curo talent.  

 

Curo has engaged with residents in procurement activity through the establishment 

of a Procurement Panel. In 2013/14, members of the 20 strong Panel received 1.5 

days training on all aspects of procurement and on bribery / confidentiality. They 

then got involved with defining requirements in service delivery and standards, 

evaluating written tender responses, interviewing suppliers and attending site visits 

for the following procurements: 

 Internal audit. 

 Cyclical decorations programmes. 

 Print services (including rent statements / letters). 

 Telecare services. 

 

2.3.2  Business Plan Projects benefits 

Our Transformation Programme set out in our ‘Big Plan’ is on track:   

 Years 1/2 - Initial focus on projects to enhance and improve our customer 

service and offer. 

 Years 3/4  -  Projects to deliver improved effectiveness and efficiencies 

(Business Process Re-engineering). 

 Years 4/5 - Projects to deliver new Target Operating Model. 

 

Tighter programme control and budgetary responsibility have been established and 

benefits are being achieved or are being progressed towards delivery. 

 

2013/14 saw the start of realising benefits against our strategic outcomes, set out in 

the table below: 

 

 

 

 

 

 

 

 
 



Business Plan Project Benefits realised 13/14 Benefits planned 

14/15 to end 2017 

Strategic Priority 1: Renowned customer service culture 

Implement Curo’s 

Resident involvement 

strategy 

 

Cashable benefits of £73k from 

rationalising posts and integrating into 

a single team.  

184% increase in the number of 

residents involved.  

6,325 hours volunteered by involved 

residents = approx. £ 48k. 

Further increase in 

number of residents 

involved to 340. 

Modernize Curo’s 

responsive repair 

service (implement 

mobile working) 

Repairs expenditure reduced by £0.3m. 

Mobile working implemented March 

2014. 

Further reduction in 

expenditure of £0.2m. 

Cashable benefit of 

£120k as a result of 

outsourcing stores. 

Set up Programme 

Office 

Savings of £100k per annum in 

contract project managers. 

£100k per annum 

savings in contract 

project managers. 

Launch Contact Centre 68.7% decrease in abandonment rate. 85% call maturity rate 

achieved. 

Process re-engineering 

of re-letting empty 

homes  

57.9% reduction in void numbers. 

27.5% improvement in re-let time. 

4.9% increase in customer satisfaction. 

Further improvement in 

re-let times and 

customer satisfaction. 

Deliver ‘Energize’ 

customer experience 

training programme 

93.6% improvement in colleague Net 

Promoter Score (NPS). 

£20k savings from 

training delivered in-

house. 

Strategic Priority 2: Great properties and places 

Contribute to meeting 

housing need in West of 

England Housing Market 

Area 

178 new affordable homes delivered. 250 new affordable 

homes to be completed. 

Restructure Asset 

Management team 

Completed January 2014. New Asset 

Insight capability delivered. 

15% increase in 

customer NPS. 

 

Stock condition survey 27% stock surveyed, with 100% by 

March 2016. 

Longer term - 

efficiencies driven 

through effective 

financial planning; 

overall customer 

satisfaction with quality 

of home increases. 

Grounds mapping Improved understanding of what Curo 

owns.  

Enabler for service 

charge project. 

Convert Georgian stock  17 new market rent properties 

refurbished and rented and 2 holiday 

lets delivered, increasing rental income 

thereby realising additional revenue to 

fund social housing development. 

Increased surplus and 

void loss reductions. 

Health and safety 

compliance (Employer) 

104% increase in compliance to 96% 100% compliance 

achieved. 

Modernize The Maltings 

office 

Capacity increased by 53%; colleague 

satisfaction increased 16.9%. 

Maintain satisfaction. 

Strategic Priority 3: Ethical care and support services 

Independent Living 

Service 

NHF national award winner 2013/14. Increased revenue. 

Support accommodation 

(Weston-super-Mare) 

Number of units increased from 14 to 

31. 

Additional opportunities 

secured. 

Strategic Priority 4: Happy, safe, popular neighbourhoods 

Welfare reform Net arrears reduced 3.4%. Maintain arrears at the 

current rate. 



Business Plan Project Benefits realised 13/14 Benefits planned 

14/15 to end 2017 

Neighbourhood 

management model 

Neighbourhood satisfaction improved 

1.3%. 

Integrated investment 

plans for each 

Neighbourhood: 

• Greater efficiencies. 

• Reduced ASB costs. 

• Reduced tenancy 

‘churn’. 

Strategic Priority 5: Help for people needing work 

Implement Procurement 

Strategy 

1 apprenticeship secured. 2 apprenticeships 

secured. 

Implement Social and 

Economic Regeneration 

Strategy 

Three trainees and one apprentice in 

Neighbourhoods. 

One apprentice in HR. 

One special needs internship in 

Facilities. 

Employment, training & 

skills coordinator to be 

appointed to deliver 

business as usual 

activity to help people 

into work. 

Strategic Priority 6: Lobbying for social change 

Welfare that works 

project 

The Advertising Value Equivalent (AVE) 

of all media clips that mentioned Curo 

was £453. 

In the seven days from the report 

launch Curo was mentioned in 33 

tweets and other social media posts 

generated by the Housing Association 

Influence and Leadership Organisation 

(HAILO) report. 

Our HAILO web pages have been 

viewed a total of 118 times. 

Further AVE following 

release of final HAILO 

report. 

Social Media and PR Significantly increased number of 

Twitter followers and Facebook ‘likes’ 

over the year; 

Delivered £235k AVE.  

Continued increase in 

Twitter followers and 

Facebook ‘likes’ 

£240k AVE. 

National recognition  Overall national winner of the NHF 

National Community award. 

 Won Constructing Excellence SW 

Awards. 

 Won South West Local Authority 

Building Control (SW LABC) Awards 

- Best Social or Affordable Housing 

Development. 

 Won Tenant Participation Advisory 

Service (TPAS) South Awards - 

Resident Involvement Officer of the 

Year. 

Shortlisted for Housing 

Heroes Inspirational 

colleague of the year, 

TPAS National Resident 

Involvement Officer of 

the year and South 

West Contact Centre 

awards for Best Contact 

Centre.  

 

Additional projects will commence in 2014/15 to deliver strategic outcomes and realise 

benefits, including:  

 Electronic Document Management (EDM). 

 Customer channel migration and self-service. 

 Mobile working for Neighbourhoods. 

 Rent optimisation (Universal Credit). 

 Service charges. 

 Establishment of Curo Homes (building division). 

 

The above projects will realise a range of cashable and non-cashable benefits, including 

improved customer advocacy levels, reduction in expenditure and increased revenue 

leading to increased surplus.  

 


