
    Equality and Diversity Strategy 2014 – 2017  
 

Promoting and valuing peoples’ rights, responsiblities and dignity are at the heart of Curo’s values of caring; respectful; open; fair and 
trusting.  ‘Curo’ (meaning ‘I Care’ in latin) has a vision to be a modern,customer-driven, ethical business, which makes a positive 
contribution to people and places, and our mission is to make a positive and profound contribution to the neighbourhoods we work in – 

inspiring and empowering people to succeed in life. 
 

Overview:  

The Strategy will deliver equality outcomes that make a positive difference to our customers, colleagues, partners and our communities.  

It provides a structure that will make sure that the equality outcomes that we deliver are consistent, achieve the maximum impact 
possible, contributes to a positive organisation culture and help us to be effective in the method, quality and style in which we plan and 

deliver services.  
 

 

Objectives:  

Our equality objectives are to:  
 

1. Know our customers better through ‘equality mapping’ – this means (a) understanding who lives within our neighbourhoods, 
finding out their needs and what opportunities there are for different groups; (b) looking at any unfairness and inequalities that 
exist in our services and working with our customers and communities to reduce these 

  
2. Provide strong leadership, partnership & organisational commitment – this means (a) there is strong, sustained leadership to 

work towards promoting people’s rights, responsibilities and dignity; (b) working with other organisations and communities to 
find out the most important issues that impact on peoples’ quality of life. 

 
3. Attract and retain a progressive and diverse workforce – this means (a) creating a stimulating, rewarding and dynamic working 

environment where colleagues can thrive, develop and fulfil their aspirations; (b) making our employment and training 

opportunities accessible and treating colleagues with respect and dignity 

 
4. Improve customer engagement and satisfaction – this means (a) promoting involvement and working together with different 

customers and potential customers; (b) working hard to satisfy our customers in the method, quality and style in which we 
provide our services. 

 
5. Deliver responsive services, access and customer care – this means (a) delivering services that meet individual needs; (b) 

understanding how our services can affect different customers; (c) promoting and making our services easy to receive and access 
so that all customers and potential customers can make informed decisions.                                                                                                                                                                                                                                                            

 



 

Internal alignment: 

The Strategy is aligned with our mission, vision, values and our 6 strategic priorities which are: 

 
‘A renowned customer service culture’  

‘Ethical care and support services’  
‘Great properties and places’  
‘Happy, safe and popular neighbourhoods’  

‘Help for people needing work’  
‘Lobbying for positive social change’  

 
The strategy also complements other key business strategies such as Colleague Experience, Neighbourhood, Customer Experience, 
Resident Voices and Procurement, and will link to support the delivery of key targets and objectives. 
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Where are we now?  

 
 Our Living Equality Strategy, adopted in May 2011, aims to strengthen our response to meeting legal and regulatory 

requirements.  The Strategy’s four objectives are (1) Embedding Equality & Diversity; (2) Involvement of residents and 

colleagues; (3) Representing Communities; and (4) Accessibility of our services.  These objectives support the delivery of 
excellent customer focused services through a skilled and aware workforce.    

 
 Achieving Equality South West’s  (ESW) Equality Standard Gold award in June 2012 has meant that Curo is leading the way 

amongst regional peers in delivering good practices in Equality and Diversity.  ESW’s assessment outcomes and areas for 

improvement are incorporated into the existing action plan.   

 
 The Living Equality action plan since 2011 has been continuously updated and many of the actions have been completed.  

Initially, the plan contained 17 actions, and by the end of the financial year in 2012, there were 26 actions overall.   

 
 The transformation programme since 2011 until now has seen the development of the organisation’s new strategic priorities and 

values, alongside refreshed governance structures, new brand, the establishment and development of new service delivery 

structures and strategic leadership structures.   
 

 Coinciding with the structural changes has been the reconfiguration of the previous E&D Groups (Employment and Service 
Delivery) into a combined Curo E&D Group, with refreshed terms of reference and membership derived from Strategic Leadership 
Team level.   

 
 In light of these developments, we need to align our equality commitments to our business priorities, values and overall mission 

 

Where are we going?  
By 2017 we will be a modern, customer-driven, ethical business, which makes a positive contribution to people and places. This strategy 
will provide: 

 
 A more established framework within which to deliver, measure, celebrate and promote our equality achievements 

 A consistent approach to measure our performance using the Social Housing Equality Framework  (SHEF) as a guide 
 Effective integration and alignment of equality and diversity within a corporate context 
 Outcomes for customers – greater understanding of our customers, what they need and what they think so that we can improve 

our services and keep their loyalty; customers will be happy with the quality and consistency of the service experience they get 
from us 

 Outcomes for colleagues – we will have colleagues who feel empowered to deliver the service and valued for their contribution; 
we will attract high calibre people to work for us because of our great colleague offer 

 Outcomes for partners – we will have business partners who can easily access our opportunities and are keen to promote us as a 

fair, equitable and open organisation 



 

Why do we want to get there?  
Delivery against the strategy will: 

 
 Contribute towards creating a renowned customer service culture 

 Contribute towards business development and growth 
 Enhance our reputation as an ethical employer and service provider  

 Increase customer satisfaction which will in turn increase our Net Promoter Score  

 Increase colleague satisfaction which will in turn impact positively on our reputation as an employer of choice, and increase 

colleague Net Promoter Score 
 Increase wider community trust and confidence in the method, quality and style in which we deliver our services  

 Increase customer participation and influence to shape our services to meet needs of diverse communities 

 Increase our work to tackle local social inequalities and deprivation 

 Increase the effectiveness of our services thereby driving customer advocacy (NPS)  

 Attract and retain a more diverse workforce and customer base 

 Increase education and awareness to enhance colleague understanding and practices  

 
What are the possible obstacles…risks if we do/risks if we don’t? (Productive Paranoia) 
 

 Reputational risk if we do not? have a robust framework to deliver equality and diversity outcomes 

 Legal risks if we do not adhere to the General and Specific Duties under the Equality Act 2010 
 Regulatory risks if we do not demonstrate effective commitment and evidence to promoting equality, valuing diversity and 

combating discrimination, harassment and victimisation 
 Financial risks if we enter into employment tribunals 
 Poor customer service and less customer advocacy 

 Working for opportunities to increase trust and confidence of all customers and stakeholders 

 
 

Delivering the Strategy – overview of the key components (HOW) 
Knowing our Customers / Equality Mapping 

We want to increase the percentage of customer profiling data that we have and use this to assess how different customers view our 
services, what their experience of using our services are, and how satisfied they are.  We also want to use our data to assess what 
future needs of our wider communities are, so that we can understand these and provide relevant services, create sustainable 

communities and make service improvements. 
 

Leadership, Partnership and Organisational Commitment  
We want to strengthen the understanding of the value of equality and diversity across all tiers of leadership so colleagues are able to 
recognise, plan for and deliver equality outcomes which make the maximum impact.  We also want to develop stronger partnerships 



with local diverse communities and organisations so that we are able to establish and promote shared equality agendas, and work 

together to lobby for social change to promote fair and inclusive lives. 
 

Progressive and Diverse Workforce 
We want to attract, retain and develop our colleagues and create a workforce where difference is valued, fairness is thriving, and equal 
opportunities are at the heart of our work practices.  We also want to support and reward our colleagues for living our values of Caring, 

Respectful, Open, Fair and Trusting, and create thriving organisational culture 
 

Customer Engagement and Satisfaction  
We want to create opportunities to encourage and promote the involvement of our diverse customers within Curo so that they are able 
to have a voice in shaping our services and plans.  We also want to promote Curo to diverse communities and the services that we offer 

and do the right things to make sure our customers and communities are satisfied with us.  
 

Responsive Services, Access and Customer Care 
We want to make sure that we meet individual needs of customers as far as possible so their quality of life is maintained and improved.  
We also want to understand our customers’ experience of accessing and using our services, and learning from complaints, comments 

and compliments.  We will use this information to equality assess our relevant policies and strategies to make sure that we are making 
a positive impact when delivering and promoting our services.  

 
Annually, the Combined Board will set a key theme to champion which will reflect the delivery of the key component of the strategy  

 

 

Benchmarking: 
The delivery of this strategy will be benchmarked against the Social Housing Equality Framework (SHEF). 

 
The SHEF is a performance measurement and improvement tool aimed at Arm’s Length Management Organisations (ALMO’s) and 
housing associations.  It has five areas of performance which are knowing our customers; leadership commitment; progressive and 

diverse workforce; customer engagement; and responsive service.  We will aim to achieve an ‘excellent authority’ quality mark by 2016. 
  

We will benchmark with ‘best in class’ performers in equality and diversity within our region so that we can compare what our relative 
position is on delivering outcomes, and share / adopt best practice.  
 

We will establish base key performance indicators and report against these on an annual basis  
 

We will also publish our E&D colleague data on an annual basis, and report on equality successes so that we can be open about what we 
have done and what we plan to do.   

 
 

 



References: 

 
 Equality Act Guidance  (Equality and Human Rights Commission) 
 Equality Act 2010 Statutory Code of Practice 
 Desk top research on benefits of Social Housing Equality Framework which showed: 

 
a) Mostly larger Registered Social Landlords (RSLs) with far greater stock in city / large urban areas have adopted SHEF as a 

performance monitoring tool such as Tower Hamlets Homes; Your Homes Newcastle; Gateshead Housing; and Northwards 
Housing-Manchester.  All of these RSL’s achieved ‘excellent’ accreditation in 2011. 

b) None of our peers in the South West (e.g. Alliance Homes, GreenSquare, Merlin, Aster and Solon) have used SHEF as a 

performance monitoring tool, even though the SHEF was reviewed in 2012 to better reflect the Equality Act 2010 

 
 Pilot self assessment against the ‘Achieving’ level of SHEF which helped to identify its value to Curo  

 

Equality Impact Assessment  
 Delivering equality outcomes for all will strengthen our work to become a modern, customer-driven, ethical business, which 

makes a positive contribution to people and places. 
 The action plan associated with this strategy will assist in demonstrating our core values of caring, respectful, open, fairness and 

trusting. 
 Rights, responsibility and dignity of all customer and colleague groups across the protected characteristics will be promoted, 

respected and valued. 

 

What are the Key Timings and Milestones (Disciplined Execution)? 
Date Task Milestone 
April 2014 Final Draft to Exec Strategy draft approved 

April 2014 Rolling action plan and Year 1 

budget confirmation 

Confirm year 1 of 3 year rolling action plan. 

May 2014 Communication Plan developed and 

approved 

Communication to colleagues and customers. Through Exec cascade and on 

web pages and through social media 

May 2014 Incorporate key actions under the 

E&D Plan into relevant team plans 

Team plans have relevant and deliverable actions that support the delivery 

of this Strategy  

July 2014 Strategy presentation to Board Strategy approved 

September / 
October 2014 

Progress monitoring report to Board  1st 6-monthly report presented to Board 

April 2015 Year one progress report and benefit 
realisation to Board  

2nd 6-monthly (year end) progress and benefit realisation report to Board  

April 2015 Determine Year 2 action plan  Action plan approved and commitment made for delivery  

 


