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Putting our customers at the heart of our business 

This is a service strategy for Curo Places, in support of our Group mission  

‘to make a positive and profound contribution to the neighbourhoods we work in – 

inspiring and empowering people to succeed in life’. 

It sets our goals for the coming five years in the belief that the involvement of 

residents will help to achieve our vision of  

‘a modern, customer driven, ethical business, which makes a positive contribution to 

people and places’. 

It’s message is one of enabling residents, to: 

 have a voice in our landlord business: we listen to feedback and residents help to 

shape our services and our standards, 

 have a voice in their neighbourhoods: we support and enable residents to make a 

difference where they live, and 

 make their voice heard in a way that suits them: we provide a range of 

opportunities and listen to all 

The strategy sets out why and how we’ll do this and how this will contribute to 

achieving our overall goals. 

1 Background 

We’ve taken the opportunity to consult with our residents, our colleagues and our 

peers. A project team that has included board members, colleagues and residents 

has led the review. We’ve been supported by an external ‘critical friend’ to give us a 

different perspective and to challenge what we do. The outcome is this strategy. 

The key message to emerge from the consultation is that opportunities for residents 

to have a voice should: 

 Focus on Curo’s strategic priorities and support the attainment of our business 

plan 

 Have clear objectives and purpose.  

 Be open, accessible and free from complex constitutional arrangements and 

hierarchies. 

 Contribute to our compliance with the Regulatory Code 

 Provide greater opportunities at a local level. 

 Result in residents knowing the difference they have made. 
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2 Aims of the strategy 

The key aims of the strategy are; 

 To refresh our formal resident involvement structures in line with the governance 

changes within the Group 

 The alignment of resident involvement to our business strategy so that it helps us 

to deliver our purpose 

 Effective partnership working between residents and colleagues, which improves 

services, and achieves other business priorities. 

 Increased transparency in resident involvement: understanding the impact and 

the value of the investment that we and residents have made. 

 A greater emphasis on local engagement and accountability. 

 Capacity building for front line officers, who see the involvement of residents as a 

core part of their role. 

 Increasing our capacity for involving people in less formal ways, including social 

media. 

3 Objectives of the strategy 

The strategy will help us to achieve the critical success factors and the strategic 

objectives of our business plan. The table below details the contribution that the 

strategy makes. 

We will develop key indicators of satisfaction and loyalty to measure outcomes for 

each of the strategic objectives. We will also set targets to measure two areas of 

performance that reflect specific Resident Voice priorities, the number of Local 

Voices, and the performance of strategic voices in reporting to the RC. We want to 

be sure that participating residents reflect the breadth and diversity of our residents 

and we will measure this. 

For individual groups within the framework, each will be required to set objectives, 

and to report on their achievements against those objectives, annually. These will be 

summarised as part of the annual impact assessment reported to the board and 

residents. 

 

Strategic 

business priority 

Resident Voices strategy objective 

A renowned 

customer 

Objective 1: We provide more and better ways for customers 

to influence the services we provide. (CSF1) 
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service culture We will 

 Create a diverse structure which enables residents to 

participate in the development of policy and service standards 

at both strategic and local levels. 

 Support a Residents’ Committee which promotes good practice 

and helps us measure the influence residents have had. 

 Train colleagues to make the most of the benefits that resident 

involvement brings. 

As a result,  

 our customers will be happy with the way we involve them in 

the decisions that affect their home or their tenancy. (SO1) 

Objective 2: We understand our customers better, what they 

need and what they think, so that we improve our services 

and keep their loyalty. (CSF 3) 

We will 

 Use working groups to help set standards which reflect the 

needs of our customers. 

 Use customer segmentation to make sure that a broad and 

diverse range of residents participate. 

 Involve colleagues who are responsible for the development of 

policies and standards in working with these groups. 

As a result, 

 Customers will be happy with the quality and consistency of 

the service experience that they get from us (SO2) 

Owning great 

properties and 

places 

Objective 3: Residents influence the choices we make in 

investing in our homes and estates and in the standards that 

we set. (CSF 7&10) 

We will 

 Create working groups with specific skills and remit to 

influence these choices. 

 Train our residents to support procurement decisions that 

affect their homes. 

As a result, 
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 Customers will be happy with the quality of their homes and 

neighbourhoods, (SO1) and 

 We will have improved the quality of our properties through 

cost effective and intelligent asset management. (SO2) 

Working for 

happy, safe, 

popular 

neighbourhoods 

Objective 4: Residents are involved in the decisions that we 

and others make about the neighbourhoods they live in. 

(CSF23) 

We will 

 Invest in the development of Residents’ Associations and other 

forms of local representation. 

 Create forms of local representation that focus on diversity and 

flexibility and not on bureaucracy. 

 Publish our plans for local neighbourhoods and regularly 

update on progress. 

 Use social media as a means of residents being able to 

influence these decisions. 

As a result, 

 Residents will tell us that the plans we put in place for their 

neighbourhoods deliver positive benefits where they live.(SO3) 

Objective 5: We enable residents to get the best that they can 

for their neighbourhoods. (CSF19) 

We will 

 Train and support local representatives and groups. 

 Promote forms of local management such as resident led 

services.  

 Facilitate support networks for local representatives to 

exchange experiences and good practice 

 Give Neighbourhood Services Officers specific responsibilities 

to act as the key contact for local representatives. 

As a result 

 Customers will say that they feel happy and safe in their 

neighbourhoods. (SO1) 
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4 Delivering our objectives 

The framework to deliver these objectives is shown in annex A. The framework is 

supported by an annual delivery plan. This sets out in detail what we plan to do each 

year in order to achieve the objectives of this strategy. 

A.  The strategic voice 

The “strategic” voice enables residents to influence business decisions, operational 

policies and procedures, and the standards we set. Groups making up the ‘strategic’ 

voice have no decision making powers or vetos, but provide a resident perspective 

and influence. 

The Residents’ Committee(RC)  is recruited on the basis of skills and 

competencies. It is responsible for 

 helping to ensure that the principles of this strategy are sustained by the 

framework, 

 influencing the overall delivery of the strategy objectives and, specifically, 

objective 1, 

 overseeing the set-up, operation and closure of the framework groups, and 

 influencing the priorities of the Scrutiny Panel. 

The RC will produce an annual report to the Board and residents. The Resident 

Involvement Manager is responsible for ensuring that the Committee is appropriately 

constituted, serviced and supported. 

Operational working groups are responsible to the RC for supporting the delivery 

of objectives 2 and 3. Groups will reflect Somer’s business plan objectives: 

Customer Service voices: Communications and Customer Service working groups 

Voices for great properties and places: New and Existing Homes, Estate 

management, and sustainability working groups 

Voices for happy and safe neighbourhoods: Tenancy and Enforcement working 

group and Neighbourhood Planning group. 

The role of the operational working groups will include 

 reviewing performance, customer feedback and insight data, 

 recommending specific resident involvement opportunities, 

 setting and reviewing service standards, 

 recommending changes in practice and procedure, and 
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 policy development and review. 

Each group will develop an annual action plan and report on the impact they have 

made to the RC. 

Other standing groups, and task and finish groups, may be created to deliver 

specific objectives. Examples may include 

 Procurement panel: a team of residents with the skills to support procurement 

projects. 

 Training and development panel: to ensure that residents have the skills 

necessary to play a full part in the Resident Voices framework. 

The Resident Involvement team will ensure these groups are constituted 

appropriately. Team leaders are responsible for the servicing and support to these 

groups, and for delivering agreed outcomes. 

B.  The local voice 

The “local “ voice enables residents to be heard at a local level, influencing what 

happens where they live, holding us to account for the delivery of services to their 

neighbourhood, and working to get the best from others. 

The model for Local Voices is deliberately flexible but includes 

 Tenant and Resident Associations (TRA) (including cross landlord groups) 

 Individual ‘Neighbourhood Voices’ (where there is no TRA) 

 Local issue groups (where there is no TRA or local rep) 

 Resident led service delivery groups (where there is no TRA or local rep) 

In all cases the Local Voice will be accountable to local residents through an 

appropriate democratic process, and clear terms or reference which set out their 

role. They are responsible for supporting the delivery of objectives 4 and 5. They will 

 Monitor the delivery of services locally. 

 Feedback concerns or issues. 

 Participate in inspections and walkabouts. 

 Contribute to the development of neighbourhood plans and improvements. 

Group leaders and neighbourhood voices will be supported to meet together as and 

when they wish, as an informal Regional Network, to exchange ideas, support each 

other and identify training and other needs.  
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The Resident Involvement team will promote and support the establishment of Local 

Voices but the expectation is that they will become self servicing. Neighbourhood 

Service Officers are accountable to their Local Voices and will be the key point of 

contact. With support from colleagues they will lead on or contribute to specific 

projects that address local issues. 

 

5 Value for money  

Getting value for money will be more critical to the business in the coming 5 years 

than ever before. One way of doing this is to use our resources more effectively and 

this strategy supports that objective by 

 using resident voices to design processes that deliver what customers want, 

 enabling, especially at a local level, residents to achieve things themselves, and 

 a culture in which everyone listens to residents as part of their day to day work 

and not as a separate activity. 

Each year we will carry out an impact assessment of Resident Voices which will 

demonstrate the value that RVs bring to the business and how they will continue to 

add value in the coming year. 

This strategy will contribute to the overall objective of Curo Places to achieve a 4% 

reduction in operating costs over the lifetime of the current business plan. By 

 integrating the resident involvement teams of the two landlord organisations, 

 removing bureaucracy in the Resident Voices framework, and 

 maintaining a focus on business plan objectives and not other issues 

we will deliver savings of 20% in resident involvement costs. 

6 Impact on Equality, Fairness and Inclusion 

We have completed a detailed Equality Analysis as part of the development of this 

strategy. A copy is available and the analysis will be refreshed regularly. Using 

customer segmentation data we know that residents currently participating in 

strategic and local groups are broadly representative of our resident population.  

Whilst encouraging, we do not consider this a reason for complacency and there is 

much to be done to ensure that all residents have the opportunity to make their voice 

heard. We anticipate that this strategy will have a positive impact on 8 of the 12 

protected characteristic groups and no negative impacts. 
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Authorisation 

Control Date 

Strategy approved (date) May 2012 

Endorsement by Executive Team April 2012 

Endorsement by Board May 2012 

Consultation Oct 11 – April 12: residents, colleagues, 

external stakeholders 

Equality analysis Competed 

Next review date 2017 

 

 

 

 


