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Welcome to Curo’s Inspirational Leadership Programme

Starting with the business speak … At Curo, we have ambitious plans for the 
future and are embarking on an extensive period of transformation and 
culture change to deliver these plans. In order to be successful, we need 
leaders and managers who are equipped with the right skills, knowledge, 
courage and capacity to realise their own potential, as well as that of the 
organisation and our colleagues.

This Curo Leadership Programme takes a holistic approach to leadership 
development.  It is aligned to our organisational systems, practices, and the 
culture web internally, the commercial, political and social challenges that 
exist externally and the aspirations and motivations of each of our individual 
leaders.

In order to deliver our strategic priorities and the resultant strategic outcomes, 
Curo teams need to be led by individuals with clarity of vision, purpose and 
focus.

The Curo Inspirational Leadership Programme has been designed with these 
aspects incorporated, to nurture, develop and grow our leadership and 
management capability.  This will enable us to deliver our Strategic Plan; gain 
competitive advantage in the market and release the talent of individuals 
working at Curo.

So let’s get down to brass tacks … this is an exciting opportunity for you to 
explore  your own resources and capabilities so as to make the most of your 
own talents and creativity. This programme will challenge, engage and excite 
you. We want you to find out your own possibilities and make the most of our 
investment in you.

Have fun, work hard and push yourself to the limits!

Leader of Organisation 
Leads a whole business or function end to end

• Externally I explore ways to promote social cohesion between different communities, working in partnership with other agencies. Whilst internally, I 
promote a positive, confident and competent performance culture. 

• I unite Curo colleagues and stakeholders around our strategy to be a modern business that is a market leader for all business activities.
• I attract, develop and retain high-calibre staff to work for us and I drive leadership and management capability across all levels of Curo
• I have an awareness of our talent, and what our organisational strengths and development areas are, ensuring that we have a team of world-class 

colleagues, robust succession plans and a people strategy that is aligned to our overall business vision

• I create and communicate a compelling vision for the future of Curo and have the desire and passion to influence and change our business to 
achieve our ‘Big Plan’ with momentum and passion

• I have the mindset, skill-set and appropriate tool-set to look at key business objectives through different ‘lenses’ and challenge my own perception 
and business opinions on what ‘could be’, rather than just focusing on ‘what is’.  

• I provide Inspirational Leadership in every thought, decision, message and action that I take and my good intent is transparent, both internally and 
externally

• I create excitement and desire across the organisation by delivering the strategy with relentless passion, energy and drive, which mobilises
colleagues and customers around our vision, and in turn winning hearts and minds. 

• I define and respond to the competitive landscape and the ever changing external market - I don’t just operate within it! 
• Although Curo will continue to be a social landlord at heart, it is vital that I actively seek out and review macroeconomic, political, regulatory, social 

and environmental trends that impact our business, and build them into Curo’s strategy to make it robust and fit for purpose
• I create and communicate a compelling vision for our organisation, making it relevant for the business, as well as external stakeholders, and helping 

to build a consensus to move the business strategy forward, at both a local and a more strategic level

• I build one culture and one ethos, focused around a passion for customer service and experiences. I do this by building an ‘outside in’ customer 
focused culture, where the Curo customer is the centre of our business strategy and Curo is recognised for the positive contribution it makes to 
people and places. 

• I create a consistent, customer-centred culture, which is accessible, convenient and delivers great experiences …resulting in our customers 
promoting our services, products and brands to others

• I promote, sponsor and progress changes that will exceed current and future customer needs
• I keep up to date with the changing UK market and regulatory developments, consumer trends and changing customer needs

• I drive a focused social and economic ‘regeneration agency’ that understands the social investment it is making and the returns it can expect
• I have the ability to understand the challenges of implementing strategic ideas within the pragmatic, operational constraints already in place across 

Curo
• I assess the capacity of the business to adapt and grow to the expected pace of change required, whilst ensuring that we are aware of our 

capabilities and priorities, against the skillset, frameworks and structures that are already in place and are required to succeed
• I drive a high performance culture across all areas of Curo in an integrated, sustainable and measurable way, ensuring we are an efficient and 

flexible organisation responding to our ever changing operating environment

• I play a leading role within the industry and have an influential brand amongst peers and across the wider organisation.  I also support others to 
build their profile and heighten their visibility – making the business more than just a few people!

• Through being proud of our business, I set the benchmark high and deliver in a professional and inspiring manner, at every touch point - enabling 
Curo to reach the highest standards and become a leading edge, ethical business

• I promote a culture that motivates colleagues, acknowledges perseverance and rewards  achievements
• I am proud to drive the Curo agenda and strive to build our world-class reputation externally

• I play an active role - I anticipate challenges, adapt strategic approaches to make timely decisions and adopt contingency plans to be pro-active in 
dealing with the ever changing circumstances facing Curo.

• I always remain focused on the overall strategic objectives even in the face of external challenges, internal constraints and unexpected setbacks. I 
have the courage to take calculated risks, by communicating my ‘thinking process’ and I have the resilience to make difficult, yet world class, 
organisational changing decisions

• I enjoy exploring new ways of thinking and making clear connections between previously unrelated issues, whilst always visualising the bigger 
strategic picture

• I create a high performing, ethical business and a legacy organisation by demonstrating our CROFT values, which are at the epicentre of everything I 
do. 

• I ensure that I am seen as a role model across Curo and externally through my behaviours which are aligned to Curo’s Culture Web.
• I lead by example and communicate with candor and authenticity in an open and transparent manner across Curo
• I have a high degree of self-awareness and demonstrate an unwavering personal commitment to implementing our ‘Big Plan storyboard’, through 

trust, honesty and integrity as the key filters for how we do business in Curo

• I interpret our Curo strategy creatively, from a fresh perspective. I collate innovative ideas and concepts and make new connections which enable me 
to make robust, timely and commercial decisions

• I have the ability and desire to analyse a business challenge or strategy and conceptualise what Curo could look like in the future, the impact of 
certain actions long-term, and think beyond the existing parameters and current business focus

• I have the insight to analyse, create and review innovative recommendations based on external perceptions from similar industries and other 
diverse sectors, helping to shape and refine the Curo strategy and direction to produce a world class organisation
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The Proud 
Factor

Creativity & 
Innovation

The 
Authentic 

Leader

Sound 
Judgement & 

Resilience

Customer 
Obsession

People Focus

High Energy, 
Ambition & 

Drive

Results 
Driven 

Commercially 
Savvy

The Authentic 
Leader
The Authentic 
Leader

We have a high degree of self-awareness where we have identified our strengths, development areas and 
‘success formulas’. Our CROFT values are key enablers for managing our performance, achieving our targets, 
establishing credible relationships and being the ‘real deal’. This self-awareness, along with our values, 
underpins everything we do, and we demonstrate this through all aspects of our role in the way we think, feel 
and act.  Our Curo values make up our moral backbone, influencing how we play our part in transforming our 
business, inspiring our customers and colleagues to succeed in life, and in turn love what we do! 

Sound 
Judgment & 
Resilience

Sound 
Judgment & 
Resilience

We are encouraged, enabled and empowered to make clear, timely and informed decisions, even when faced 
with the unknown.  We do this by simplifying the agenda, dealing with ambiguity and taking decisions that 
make a real difference. We have the capacity, positive attitude and coping strategies to deal with challenges, 
obstacles and potential failures in a constructive manner. In turn inspiring others to take calculated risks that 
will produce a world-class organisation. It’s all about having the courage of our own convictions and knowing 
how much we can afford to lose.

Creativity & 
Innovation
Creativity & 
Innovation

Although we know we need to be risk-aware, we have the confidence, desire and ability to be innovative by 
generating value-adding original ideas and recommendations, making connections with previously unrelated 
business issues, and having the insight to make calculated risks to transform the way we work. We encourage 
our teams to push the boundaries, as well as being role models ourselves to have the courage to share 
'divergent' thinking to make a real tangible difference.

The Proud 
Factor 
The Proud 
Factor 

We are proud to be part of a leading ethical business, which has a strong, compelling and clearly defined 
vision where everyone is clear on where we are going and how we are going to get there.  Our ‘Satnav for 
Success’ is our ‘Big Plan,’ highlighting our strategic and enabling objectives and the critical factors that form 
part of our success formula for ‘Disciplined Execution’.  The combination of a clear strategy, underpinned by 
our values and behaviours, and our performance culture, are key factors for our success in being a world-class 
organisation that we are all proud of. 

Commercially
Savvy
Commercially
Savvy

To be a world-class organisation it is essential that we have a broad perspective, vision and awareness of the 
social and economic conditions, regulatory changes and business developments shaping Curo and our world. 
We have clarity on the bigger picture, which gives us confidence to design robust propositions that deliver 
business growth – driving the top line, whilst also managing the bottom line in the process.  We understand 
the key interdependencies across our business, and ensure that we deliver short-term results which are 
aligned to our medium and long-term goals.  Our key focus is to ‘deliver for today, whilst shaping the 
business for tomorrow’. Being commercially savvy also means never compromising our values!

Customer
Obsession
Customer
Obsession

We build our business ‘outside in’, not ‘inside out’ by delivering a renowned customer service culture and 
ensuring that our customers are at the heart of everything we do. We provide quality ‘experiences’ in a fair, 
equitable and consistent way and with passion.  We always ensure that we fully understand the customer’s 
needs, treat each customer and colleague as an individual, and as a result, strive to deliver a first class tailored 
solution minimising customer “effort’’ and delivering a world-class experience….every-time.

People FocusPeople Focus

We recruit, develop and retain high calibre colleagues who are clear on what their measurable goals are and 
have training and developmental opportunities, which are aligned with timely and performance enhancing 
constructive feedback skills. We are focused leaders who understand the importance of identifying what 
makes people 'tick’, and have the ability to identify, unlock and develop potential. Our ultimate goal is to have 
world class teams delivering world class solutions…whilst having fun in the process!

High Energy, 
Ambition & 
Drive

High Energy, 
Ambition & 
Drive

We deliver with passion, energy and drive, and with absolute conviction about everything we do. Acting as a 
role model, we ensure that our teams are also energised, enthused and motivated to be the best they can be 
and consistently operating at their peak. In Curo, we understand the importance of creating an environment 
that encourages diverse views with candor, stimulates a culture of debate and curiosity and encourages 
colleagues to take initiative and work as one team. 

Results DrivenResults Driven

We ensure that we have a results-driven and high performing organisation where there is a clear 
‘golden thread’ linking Curo’s vision, team plans and our personal objectives to ensuring that success 
is a certainty. We all know ‘what’ we are here to deliver and we are all clear on ‘why’ we are focused 
on key priorities, all of which are underpinned by ‘how’ we are expected to behave – our Curo Values. 
With all of this in place, we have the mindset, skillset and toolset required to succeed and we never 
put our own needs ahead of team Curo’s priorities.

Leadership Principles 
This is the way we think, feel and act…

Leader of Leaders 
Leads Managers

• I create a high performance culture across Curo, committed to delivering quality products and services, and industry-leading results 
for our customers. I ensure enhanced organisational structures are in place-investing in ICT, our colleagues and performance 
management to enhance the customer contact experience

• I have quality information about our customers and use it to shape today’s improvements and tomorrow’s services
• I plan, review and prioritise for both the short and long-term business strategy objectives, in an ever-changing landscape to become 

a modern, customer-driven ethical business which makes a positive contribution to people and places
• I know what my ‘big rocks’ are and where my focus needs to be

• I develop, enable and empower my leaders to feel engaged and ensure that they reach their full potential
• I harness increased capability to meet strategic needs, and promote opportunities to broaden business experiences
• I create an open and collaborative environment of continual learning, development and challenge, whilst also setting a high level of 

personal standards of excellence - measured by robust and smart objectives, and with supporting development plans in place
• I promote a ‘coaching’ mentality where I empower my leaders to take personal ownership and I provide opportunities to test their 

potential with the appropriate level of support, constructive feedback and encouragement

• I interact with our wider community to identify, understand and prioritise the customer needs and create innovative solutions to 
long-standing issues and new challenges

• I ensure key external customers have input where appropriate, access our opportunities and are keen to promote us as a fair, 
equitable and open organisation

• I set the tone to ensure that all Curo activities deliver long-term sustainable customer satisfaction, that we are highly regarded by our 
regulators (as evidenced by outstanding regulatory assessments), and we support the long-term interests of the Curo business / 
function, by reviewing progress on an ongoing basis

• I am seen as a positive role model who recognises, inspires and motivates leaders to deliver their best 
• I encourage leaders to maintain confidence and positivity, and build their resilience to view change, obstacles and setbacks as

opportunities
• I create a highly motivated, performance culture. I deliver through our leaders, understand what makes people ‘tick’ and identify the 

motivational triggers to unlock potential in myself, my teams and the key Curo stakeholders, which in turn drives exceptional 
outcomes and results

• I am a visible leader, constantly temperature checking the mood, energy levels and motivation across my leaders and teams and 
providing the direction that enables other leaders to drive success within their own remit

• I understand the  ‘Curo Group’ business context and strategy
• I consider the broader risk - the legal, global, economic, environmental and social factors that could adapt our business thinking and 

reshape our commercial decisions ensuring that we are delivering the right strategy, at the right time and in the right way!
• I understand how commercial value is added to and taken from my business/function, and as a result, I can make sound and timely

decisions in ambiguous situations, whilst also considering the risks to the delivery of our business strategy
• I build a consensus to create and move the business strategy forward, by building effective internal and external networks. I obtain 

buy-in from key stakeholders for strategic decisions, and meet business critical timelines via disciplined execution.

• I am proud to play a leading role within Curo in helping to build a pioneering, ethical business by creating an environment for
ongoing self development across teams so that we have confident and competent colleagues who are the best they can be, 
developing what they do best, with the best, in the best company - Curo!

• As I love what I do and believe in our Curo vision, I communicate the strategic and enabling objectives with conviction and confidence 
to inspire colleagues and teams to be the best they can be

• I celebrate successes that promote cross-team co-operation, motivation and networking. I create a high performing culture by 
catching people doing things right!

• Although I am risk aware, I  have the confidence to think in an original and innovative way when anticipating business issues, 
preventing critical risks and making key strategic decisions 

• My creative approach sets the desired entrepreneurial culture for all Curo leaders and managers
• I encourage my leaders to push the boundaries and think differently by building connections between not only their own area, but 

across different areas in Curo and to see local issues facing their teams in new and insightful ways
• I identify and encourage different perspectives from business areas to try and assess, understand and improve business issues and 

challenges. I take an innovative and logical approach to thinking and idea generation, as well as reviewing

• I am resilient and maintain a sense of perspective when faced with challenges and resistance. This enables me to make sound 
decisions and see work through to the successful achievement of agreed business goals.

• I remain focused and motivated towards the achievement of key Curo business objectives in the face of obstacles, unforeseen 
challenges and times of additional work pressures

• I can deal with complexity and ambiguity to make sound, rational decisions that have a powerful benefit on the organisation, and 
ensure the focused delivery of the Curo ‘Big Plan’

• I accept challenges and deal with business setbacks with enthusiasm, energy and passion – displaying the role of a world-class 
Leader of Leaders

• I act authentically with different people, in different situations and across different business units in Curo 
• I am the ‘real deal’ and consistent in my approach. I pro-actively seek feedback to identify my strengths, my development areas and 

my ‘success formulas’ for long term and sustainable personal and business success
• I communicate with conviction to inspire individuals, teams and business units across Curo
• I am inclusive, visible and accessible to teams, pro-actively seeking input of views
• I play a leading role within Curo. My behaviours are aligned to Curo’s values and Culture Web behaviours, and I am well respected 

and influential amongst peers and across our business
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potential with the appropriate level of support, constructive feedback and encouragement

• I interact with our wider community to identify, understand and prioritise the customer needs and create innovative solutions to 
long-standing issues and new challenges

• I ensure key external customers have input where appropriate, access our opportunities and are keen to promote us as a fair, 
equitable and open organisation

• I set the tone to ensure that all Curo activities deliver long-term sustainable customer satisfaction, that we are highly regarded by our 
regulators (as evidenced by outstanding regulatory assessments), and we support the long-term interests of the Curo business / 
function, by reviewing progress on an ongoing basis

• I am seen as a positive role model who recognises, inspires and motivates leaders to deliver their best 
• I encourage leaders to maintain confidence and positivity, and build their resilience to view change, obstacles and setbacks as

opportunities
• I create a highly motivated, performance culture. I deliver through our leaders, understand what makes people ‘tick’ and identify the 

motivational triggers to unlock potential in myself, my teams and the key Curo stakeholders, which in turn drives exceptional 
outcomes and results

• I am a visible leader, constantly temperature checking the mood, energy levels and motivation across my leaders and teams and 
providing the direction that enables other leaders to drive success within their own remit

• I understand the  ‘Curo Group’ business context and strategy
• I consider the broader risk - the legal, global, economic, environmental and social factors that could adapt our business thinking and 

reshape our commercial decisions ensuring that we are delivering the right strategy, at the right time and in the right way!
• I understand how commercial value is added to and taken from my business/function, and as a result, I can make sound and timely

decisions in ambiguous situations, whilst also considering the risks to the delivery of our business strategy
• I build a consensus to create and move the business strategy forward, by building effective internal and external networks. I obtain 

buy-in from key stakeholders for strategic decisions, and meet business critical timelines via disciplined execution.

• I am proud to play a leading role within Curo in helping to build a pioneering, ethical business by creating an environment for
ongoing self development across teams so that we have confident and competent colleagues who are the best they can be, 
developing what they do best, with the best, in the best company - Curo!

• As I love what I do and believe in our Curo vision, I communicate the strategic and enabling objectives with conviction and confidence 
to inspire colleagues and teams to be the best they can be

• I celebrate successes that promote cross-team co-operation, motivation and networking. I create a high performing culture by 
catching people doing things right!

• Although I am risk aware, I  have the confidence to think in an original and innovative way when anticipating business issues, 
preventing critical risks and making key strategic decisions 

• My creative approach sets the desired entrepreneurial culture for all Curo leaders and managers
• I encourage my leaders to push the boundaries and think differently by building connections between not only their own area, but 

across different areas in Curo and to see local issues facing their teams in new and insightful ways
• I identify and encourage different perspectives from business areas to try and assess, understand and improve business issues and 

challenges. I take an innovative and logical approach to thinking and idea generation, as well as reviewing

• I am resilient and maintain a sense of perspective when faced with challenges and resistance. This enables me to make sound 
decisions and see work through to the successful achievement of agreed business goals.

• I remain focused and motivated towards the achievement of key Curo business objectives in the face of obstacles, unforeseen 
challenges and times of additional work pressures

• I can deal with complexity and ambiguity to make sound, rational decisions that have a powerful benefit on the organisation, and 
ensure the focused delivery of the Curo ‘Big Plan’

• I accept challenges and deal with business setbacks with enthusiasm, energy and passion – displaying the role of a world-class 
Leader of Leaders

• I act authentically with different people, in different situations and across different business units in Curo 
• I am the ‘real deal’ and consistent in my approach. I pro-actively seek feedback to identify my strengths, my development areas and 

my ‘success formulas’ for long term and sustainable personal and business success
• I communicate with conviction to inspire individuals, teams and business units across Curo
• I am inclusive, visible and accessible to teams, pro-actively seeking input of views
• I play a leading role within Curo. My behaviours are aligned to Curo’s values and Culture Web behaviours, and I am well respected 

and influential amongst peers and across our business
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Leader of Self 
An individual with no direct reports

• I take the initiative to collaborate effectively with those who should be involved in key activities, working together to achieve mutual 
goals

• I respect and value colleagues and what they do. I act with integrity and communicate my ideas to others.
• I readily adapt to working with different colleagues, customers, and situations in a positive manner
• I pro-actively look for opportunities to work with other colleagues across Curo and value the contribution of others
• I am respectful of my colleagues’ and customers’ time, their deadlines and their priorities

• I am conscious, curious and present and demonstrate a strong ‘can-do’ attitude
• I bring a positive and infectious attitude to everything I do
• I create energy and excitement around achieving key objectives and deliverables….and colleague enjoy working with me!
• I act promptly, with energy and pace to meet the immediate needs of the customer
• I ensure I raise any concerns about workload and time constraint pressures with my manager, in a timely manner and by identifying 

potential solutions to overcome these challenges
• I have the ability to self-manage at times, taking ownership for my actions, results and motivation, with the support of my manager and 

colleagues

• I embrace the business change and ‘trust the intent’ of Curo in what we are trying to achieve as an organisation. I ask questions if I am 
unclear, and to fully understand where my priorities need to be in my role and with my current workload

• I know how to get things done in my business area, I pro-actively ask for clarity from my manager if I need it and I know who can support 
me to deliver

• I try to understand the bigger picture, help others to have this clarity too, and remain solution and objective focused at all times
• I know my business area and the environment it operates in, and what future changes are required to achieve the ‘Big Plan’ 
• I understand how my actions support an integrated approach to ‘VFM’

• Our Curo customer is the focal point of everything I do, this ensures I add value and deliver not just a good customer ‘service’, but a 
great customer ‘experience’

• I act promptly, with energy and pace to meet the immediate needs of our customer
• I ask questions to understand the customers’ wants, needs and experiences, which I review on an ongoing basis
• I provide a timely and high quality service and ‘experience’ to every customer and colleague that I come into contact with
• I consider my impact on the customer in every action I take
• I always deliver real tangible, quantifiable and measurable outcomes for the customer, aligned to my performance objectives

• I strive for excellence and take responsibility for delivering high quality, timely results that make a real difference
• I understand the full scope of my work and the key priorities. I try to build in contingency wherever possible to under promise and over 

deliver
• Whenever I am working on an activity I always think ‘why’, ‘what’, ‘who’ and ‘when’ to set myself up for success and effectively prioritise
• I always deliver on promises, commitments and objectives that are set
• I take personal ownership of  delivering results through disciplined execution
• I always look to find the best, and ideally mutually beneficial solution for the customer and Curo
• I take ownership for having the right technical and professional knowledge through continuous development

• I demonstrate pride and passion in my work
• I love my job and maximise my time at work to seek new experiences and also make the most of every opportunity
• I take personal pride in getting it right for our customers….first time, every time!
• I review what has worked well and what makes me proud in my job so that I can replicate this feeling on an ongoing basis, and 

understand what my ‘success formula’ is for sustainable success!
• I try to do the right thing in the right way in line with the Curo values and Culture Web
• I know what I value as an individual, and align my personal and professional values to my company – Curo
• I take proactive steps to remain at the ‘top of the Spiral’

• As I have clarity on what the Curo future looks like from our ‘Big Plan’, I help recommend solutions and ideas that will help us
operationally today, as well as ideas that may help us get to that end goal

• I  always take the initiative, clarify expectations, have confidence to share my ideas and follow through on instructions
• I am emotionally resilient, stay calm and bounce back quickly from setbacks and challenges
• I think outside my immediate role to create ideas, help in the decision-making process and maximise potential opportunities across my 

job and the wider team
• I take time to stop, think and review what I do to ensure that I am focused on things that make a real difference, and to provide 

consistency in my approach

• I demonstrate the Curo CROFT values in my behaviours and in everything I do
• I have the ability, motivation and right attitude to be the best that I can be. I align these three vital factors to the core Curo values and 

strategic objectives to achieve amazing results
• I lead by example, demonstrating the key elements of the Curo Culture Web and having the right attitude, skills and knowledge to be 

the real deal
• I understand how my actions can have an impact on others, I strive to reduce any non-positive behaviours and encourage others to 

do likewise
• I communicate in an open and honest manner across all levels of Curo and with our customers
• I bring my personality into the process of delivering the best customer experience, products and being the best I can be

• I always look for better ways of doing things or improvements that we could make to our role, team and across Curo
• I contribute a natural curiosity and interest in how we do things differently and more creatively, by asking lots of questions.
• I balance analytical and innovative thinking in everything I do….I wear two hats - my creative hat and my logical hat!
• I have the courage to recommend fresh and new ideas about the way we work, to help managers and our team to make sound, timely 

and commercial decisions that will make a real difference

Leader of People  
Leads a team or is a key influencer in leading a business area

• I build a customer focused culture and incorporate customer needs into strategic planning to ensure a pro-active approach and set measures for all 
colleagues against our departmental plans

• I encourage my team to think creatively in anticipating and addressing customer needs, and dealing with challenges in a timely manner – the right 
solution, for the right customer at the right time

• I anticipate and plan to meet the future needs of our customers as part of my team’s strategic plans, which are measured through business CSFs, 
team KPIs, customer surveys and regulatory assessments

• I ensure that my team drive a world-class Curo customer ‘experience’ - both internally and externally, leading by example

• I can translate the Curo business strategy into meaningful team goals, and robust and smart colleague objectives
• I motivate teams to achieve their goals and targets through disciplined execution, encouragement, PDRs, and regular review and feedback
• I provide clear direction and focus to ensure the team understands the ‘why’ at all times, and ‘what’ is expected of them to deliver world-class service 

and ‘experiences’
• I create a clear alignment between daily, weekly and monthly tasks to achieve the wider Curo business and strategic objectives, ensuring that what 

we deliver has a major impact on business growth

• I act as a role model in managing myself, as well as my team, where personal performance goals are agreed, reviewed on a regular basis and 
personal development plans are in place  

• There is a clear line of sight on how each team member’s performance objectives are aligned to the departmental plan and business strategy
• I am aware of the pressures of time versus workload and assist my colleagues with the prioritisation of key tasks
• I delegate effectively, balancing direction with autonomy, depending on the level of competence and commitment for the tasks and individuals 

involved 
• I provide developmental feedback and manage underperformance in a constructive manner

• I inspire, motivate and encourage colleagues to deliver high performance with relentless passion. I use a wide variety of influencing styles and 
support to build passion, pace, energy and excitement across our teams.

• I develop a supportive culture by creating purpose and meaning for both colleagues and teams, as well as being insightful about the dynamics of 
the team – the strengths and the short-comings, in order to drive consistent peak performance, time and time again!

• I act as a role model and example for my colleagues, teams and customers by remaining positive and enthusiastic, especially when faced with 
challenges, change, setbacks and in the face of difficulties

• I balance the business risks with the commercial opportunities by using the expertise across Curo to support strategic decisions, communicate the 
decision-making process but I retain ultimate accountability 

• I can translate our business strategy into meaningful goals and objectives for my team. I have the ability to align their skills and capabilities to 
ensure the successful delivery of my business/functional area plans.

• I ensure my team has a clear understanding about Curo, the industry in general, and the factors in the external environment that will give them 
multiple perspectives to generate world-class novel ideas

• I promote an environment that recognises and celebrates differences, as well as successes. I support colleagues in building their reputation and 
profile, and celebrate individual, as well as team, success

• I support our colleagues to feel empowered to deliver the best  ‘experience’ and feel valued for their effort, input and  contributions.
• I recognise and reward personal commitment and robust resilience across the team, especially during challenging times
• I motivate the team by having a positive attitude when dealing with setbacks, helping them to develop their own personal coping strategies in their 

PDRs
• I trust my intuition when I feel that motivation levels may be decreasing and act accordingly to re-focus their pride in Curo 

• I encourage, enable and empower my team to take a structured approach to problem solving, view their work from new or alternative perspectives, 
and as a result, identify novel ideas to solve business problems

• I encourage my team to identify key issues, problems and challenges in a timely manner and develop robust and innovative solutions in a rigorous 
way 

• I reward my team when new ideas are explored, identified and shared - when they have analysed issues thoroughly, articulated cause and effect 
and have had the desire to be pro-active in their approach to change 

• I make decisions as if Curo were my business – with the mindset of being ‘CEO of me’ and running my team as if I was running my own PLC. This 
mindset also empowers others to make brave, bold and world-class decisions that make a real difference! 

• I ensure that my team understands the importance of being risk aware, whilst encouraging them to take an innovative, yet risk-based approach 
when making the right decision for the business, our colleagues and our customers

• I aim to take a wider view of challenges, situations and obstacles by considering different perspectives before making any commercial decisions, 
seeking input from the team wherever appropriate, and empowering my team to make timely decisions with confidence

• My team recognises that there is transparency with my values. They are congruent with how I lead and develop individuals, project my personal 
brand and am sincerely interested in peoples’ health and well-being

• I promote continuous improvement and aim to illustrate role model leadership behaviours in all aspects of well being, ethics and environment, 
which are aligned to Curo’s Culture Web

• I have developed a ‘sensor’ which helps me investigate, test my ‘hypothesis’ and understand the doubts, insecurities and pressures across the team. 
I realise it is not always what people say that counts…it is what they don’t say, that can be more telling!  

• I have the courage to challenge and listen to others and support them in a timely way, with real empathy! 
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Leader of Self 
An individual with no direct reports

• I take the initiative to collaborate effectively with those who should be involved in key activities, working together to achieve mutual 
goals

• I respect and value colleagues and what they do. I act with integrity and communicate my ideas to others.
• I readily adapt to working with different colleagues, customers, and situations in a positive manner
• I pro-actively look for opportunities to work with other colleagues across Curo and value the contribution of others
• I am respectful of my colleagues’ and customers’ time, their deadlines and their priorities

• I am conscious, curious and present and demonstrate a strong ‘can-do’ attitude
• I bring a positive and infectious attitude to everything I do
• I create energy and excitement around achieving key objectives and deliverables….and colleague enjoy working with me!
• I act promptly, with energy and pace to meet the immediate needs of the customer
• I ensure I raise any concerns about workload and time constraint pressures with my manager, in a timely manner and by identifying 

potential solutions to overcome these challenges
• I have the ability to self-manage at times, taking ownership for my actions, results and motivation, with the support of my manager and 

colleagues

• I embrace the business change and ‘trust the intent’ of Curo in what we are trying to achieve as an organisation. I ask questions if I am 
unclear, and to fully understand where my priorities need to be in my role and with my current workload

• I know how to get things done in my business area, I pro-actively ask for clarity from my manager if I need it and I know who can support 
me to deliver

• I try to understand the bigger picture, help others to have this clarity too, and remain solution and objective focused at all times
• I know my business area and the environment it operates in, and what future changes are required to achieve the ‘Big Plan’ 
• I understand how my actions support an integrated approach to ‘VFM’

• Our Curo customer is the focal point of everything I do, this ensures I add value and deliver not just a good customer ‘service’, but a 
great customer ‘experience’

• I act promptly, with energy and pace to meet the immediate needs of our customer
• I ask questions to understand the customers’ wants, needs and experiences, which I review on an ongoing basis
• I provide a timely and high quality service and ‘experience’ to every customer and colleague that I come into contact with
• I consider my impact on the customer in every action I take
• I always deliver real tangible, quantifiable and measurable outcomes for the customer, aligned to my performance objectives

• I strive for excellence and take responsibility for delivering high quality, timely results that make a real difference
• I understand the full scope of my work and the key priorities. I try to build in contingency wherever possible to under promise and over 

deliver
• Whenever I am working on an activity I always think ‘why’, ‘what’, ‘who’ and ‘when’ to set myself up for success and effectively prioritise
• I always deliver on promises, commitments and objectives that are set
• I take personal ownership of  delivering results through disciplined execution
• I always look to find the best, and ideally mutually beneficial solution for the customer and Curo
• I take ownership for having the right technical and professional knowledge through continuous development

• I demonstrate pride and passion in my work
• I love my job and maximise my time at work to seek new experiences and also make the most of every opportunity
• I take personal pride in getting it right for our customers….first time, every time!
• I review what has worked well and what makes me proud in my job so that I can replicate this feeling on an ongoing basis, and 

understand what my ‘success formula’ is for sustainable success!
• I try to do the right thing in the right way in line with the Curo values and Culture Web
• I know what I value as an individual, and align my personal and professional values to my company – Curo
• I take proactive steps to remain at the ‘top of the Spiral’

• As I have clarity on what the Curo future looks like from our ‘Big Plan’, I help recommend solutions and ideas that will help us
operationally today, as well as ideas that may help us get to that end goal

• I  always take the initiative, clarify expectations, have confidence to share my ideas and follow through on instructions
• I am emotionally resilient, stay calm and bounce back quickly from setbacks and challenges
• I think outside my immediate role to create ideas, help in the decision-making process and maximise potential opportunities across my 

job and the wider team
• I take time to stop, think and review what I do to ensure that I am focused on things that make a real difference, and to provide 

consistency in my approach

• I demonstrate the Curo CROFT values in my behaviours and in everything I do
• I have the ability, motivation and right attitude to be the best that I can be. I align these three vital factors to the core Curo values and 

strategic objectives to achieve amazing results
• I lead by example, demonstrating the key elements of the Curo Culture Web and having the right attitude, skills and knowledge to be 

the real deal
• I understand how my actions can have an impact on others, I strive to reduce any non-positive behaviours and encourage others to 

do likewise
• I communicate in an open and honest manner across all levels of Curo and with our customers
• I bring my personality into the process of delivering the best customer experience, products and being the best I can be

• I always look for better ways of doing things or improvements that we could make to our role, team and across Curo
• I contribute a natural curiosity and interest in how we do things differently and more creatively, by asking lots of questions.
• I balance analytical and innovative thinking in everything I do….I wear two hats - my creative hat and my logical hat!
• I have the courage to recommend fresh and new ideas about the way we work, to help managers and our team to make sound, timely 

and commercial decisions that will make a real difference

Leader of People  
Leads a team or is a key influencer in leading a business area

• I build a customer focused culture and incorporate customer needs into strategic planning to ensure a pro-active approach and set measures for all 
colleagues against our departmental plans

• I encourage my team to think creatively in anticipating and addressing customer needs, and dealing with challenges in a timely manner – the right 
solution, for the right customer at the right time

• I anticipate and plan to meet the future needs of our customers as part of my team’s strategic plans, which are measured through business CSFs, 
team KPIs, customer surveys and regulatory assessments

• I ensure that my team drive a world-class Curo customer ‘experience’ - both internally and externally, leading by example

• I can translate the Curo business strategy into meaningful team goals, and robust and smart colleague objectives
• I motivate teams to achieve their goals and targets through disciplined execution, encouragement, PDRs, and regular review and feedback
• I provide clear direction and focus to ensure the team understands the ‘why’ at all times, and ‘what’ is expected of them to deliver world-class service 

and ‘experiences’
• I create a clear alignment between daily, weekly and monthly tasks to achieve the wider Curo business and strategic objectives, ensuring that what 

we deliver has a major impact on business growth

• I act as a role model in managing myself, as well as my team, where personal performance goals are agreed, reviewed on a regular basis and 
personal development plans are in place  

• There is a clear line of sight on how each team member’s performance objectives are aligned to the departmental plan and business strategy
• I am aware of the pressures of time versus workload and assist my colleagues with the prioritisation of key tasks
• I delegate effectively, balancing direction with autonomy, depending on the level of competence and commitment for the tasks and individuals 

involved 
• I provide developmental feedback and manage underperformance in a constructive manner

• I inspire, motivate and encourage colleagues to deliver high performance with relentless passion. I use a wide variety of influencing styles and 
support to build passion, pace, energy and excitement across our teams.

• I develop a supportive culture by creating purpose and meaning for both colleagues and teams, as well as being insightful about the dynamics of 
the team – the strengths and the short-comings, in order to drive consistent peak performance, time and time again!

• I act as a role model and example for my colleagues, teams and customers by remaining positive and enthusiastic, especially when faced with 
challenges, change, setbacks and in the face of difficulties

• I balance the business risks with the commercial opportunities by using the expertise across Curo to support strategic decisions, communicate the 
decision-making process but I retain ultimate accountability 

• I can translate our business strategy into meaningful goals and objectives for my team. I have the ability to align their skills and capabilities to 
ensure the successful delivery of my business/functional area plans.

• I ensure my team has a clear understanding about Curo, the industry in general, and the factors in the external environment that will give them 
multiple perspectives to generate world-class novel ideas

• I promote an environment that recognises and celebrates differences, as well as successes. I support colleagues in building their reputation and 
profile, and celebrate individual, as well as team, success

• I support our colleagues to feel empowered to deliver the best  ‘experience’ and feel valued for their effort, input and  contributions.
• I recognise and reward personal commitment and robust resilience across the team, especially during challenging times
• I motivate the team by having a positive attitude when dealing with setbacks, helping them to develop their own personal coping strategies in their 

PDRs
• I trust my intuition when I feel that motivation levels may be decreasing and act accordingly to re-focus their pride in Curo 

• I encourage, enable and empower my team to take a structured approach to problem solving, view their work from new or alternative perspectives, 
and as a result, identify novel ideas to solve business problems

• I encourage my team to identify key issues, problems and challenges in a timely manner and develop robust and innovative solutions in a rigorous 
way 

• I reward my team when new ideas are explored, identified and shared - when they have analysed issues thoroughly, articulated cause and effect 
and have had the desire to be pro-active in their approach to change 

• I make decisions as if Curo were my business – with the mindset of being ‘CEO of me’ and running my team as if I was running my own PLC. This 
mindset also empowers others to make brave, bold and world-class decisions that make a real difference! 

• I ensure that my team understands the importance of being risk aware, whilst encouraging them to take an innovative, yet risk-based approach 
when making the right decision for the business, our colleagues and our customers

• I aim to take a wider view of challenges, situations and obstacles by considering different perspectives before making any commercial decisions, 
seeking input from the team wherever appropriate, and empowering my team to make timely decisions with confidence

• My team recognises that there is transparency with my values. They are congruent with how I lead and develop individuals, project my personal 
brand and am sincerely interested in peoples’ health and well-being

• I promote continuous improvement and aim to illustrate role model leadership behaviours in all aspects of well being, ethics and environment, 
which are aligned to Curo’s Culture Web

• I have developed a ‘sensor’ which helps me investigate, test my ‘hypothesis’ and understand the doubts, insecurities and pressures across the team. 
I realise it is not always what people say that counts…it is what they don’t say, that can be more telling!  

• I have the courage to challenge and listen to others and support them in a timely way, with real empathy! 
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