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Who are Curo?

A housing association 
and house-builder based 
in Bath, Curo provides 
great homes and high 
quality care and support 
services across the West 
of England.



• We own a range of property, from  
 starter homes to Grade I Listed  
 Buildings, in locations from rural  
 villages to city centres. We have an  
 extensive long-term development  
 and land acquisition programme,  
 working to build hundreds of new  
 homes every year. 

• We invest in neighbourhood   
 services, designed to make our  
 communities thriving, sustainable  
 places where people want to live  
 and work. 

• We provide award-winning support 
  services to a wide range of   
 customers, including homeless  
 young people and families, older  
 and disabled people, and those  
 affected by mental health issues or  
 memory loss.  
 
 

We own and manage 
more than 13,000 homes; 
properties that our 25,000 
customers call home. We’re  
building hundreds of new 
homes every year for rent 
and sale.

• We support customers into   
 education and work, and offer  
 apprenticeships, training and   
 graduate placement programmes. 

• As a housing association we have  
 no paid shareholders. We create  
 profit for purpose, reinvesting the 
 surpluses from our commercial  
 house-building and lettings   
 businesses into our core social  
 purpose.

We are one of the largest landlords in the South 
West, with a diverse portfolio of affordable and 
market rented homes.
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Liz Potter 
Group Chair

Curo is five – and, like any birthday, 
it’s a moment to pause and reflect 
on what we’ve achieved so far and 
where we’re going next.  When we 
published our ‘Big Plan’ in 2012, 
we set out a bold plan for our new 
direction, and how we would change 
and invest to be the very best 
charitable business we can be.

There have been many challenges 
in the external environment since 
then.  We’ve seen a general election 
in 2015 in which housing became a 
key political issue. The government’s 
1% rent reduction was great news 
for tenants, but required housing 
associations to radically re-scope 
their financial plans. The absence of 
national funding for rented homes 
for much of that period has slowed 
the provision of new rented housing 
supply, despite growing demand.  
And of course the UK voted to leave 
the European Union; we’re now facing 
a period of uncertainty as the country 
moves towards Brexit and a new 
economic future.

Introduction

Curo’s programme 
of modernisation 
and improvement 
is making a real 
difference – putting 
our customers 
at the centre of 
everything we do
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I’m proud to say that, against this 
backdrop, Curo’s programme of 
modernisation and improvement 
has continued apace, and our work 
is making a real difference. We’ve 
worked to drive cultural change right 
across our organisation – putting 
our customers at the centre of 
everything we do. 

We’re particularly pleased that we’ve 
been able to deliver more than 
1,000 new affordable homes for 
local families since 2012. We’ve also 
set up a commercial housebuilding 
division to help us deliver new homes, 
expanded our employment and 
independent living services and 
we’ve doubled our turnover. Most 
importantly, we’ve seen our customer 
satisfaction ratings continue to rise as 
we have improved services.

We’ve achieved many of the aims we 
set out in the Big Plan five years ago, 
including:

• establishing a customer contact  
 centre where customers can get  
 in touch by phone or through  
 our website and social media, with  
 a clear focus on delivering  
 outstanding service – open 8.00am 
  to 8.00pm Monday to Friday 

• developing independently   
 validated real customer insight from  
 a comprehensive customer survey  
 programme; this understanding has  
 helped shape and inform our  
 services and how we provide them 
• implementing Curo-wide 
 customer care training and  
 leadership development   
 programmes
• implementing new performance  
 management systems to help us  
 monitor and improve our service  
 delivery 

• putting in place new ways of   
 managing our neighbourhoods to  
 provide expert, specialised services  
 when and where they’re needed

• working on a new resident   
 involvement framework to ensure 
 we understand what  all our 
  customers need from our services  
 and to inform our decisions about  
 local communities – there will be 
 further work on this later in 2017 

• growing our care and support  
 business and launching new   
 services that provide help to our  
 most vulnerable customers

• establishing our ‘employability’  
 services, helping local people into 
  work, apprenticeships, formal  
 training and work experience

• modernising our ‘Curo Response’  
 repairs and maintenance division,  
 improving their fleet, technology  
 and booking arrangements to  
 improve the responsiveness and  
 convenience of our day-to-day  
 repairs offer

Our most ambitious decision over 
the last five years was, without 
doubt, buying the 48-acre former 
MOD land at Foxhill in Bath; we 
achieved planning permission for 
700 new homes on the Mulberry 
Park site, including 30% affordable 
homes. It’s amazing to think that our 
first residents are moving in, just as 
we celebrate the conclusion of our 
first strategic plan for Curo.

If all that wasn’t enough, we’ve also 
focussed on making Curo a great 
place to work, ensuring that we can 
recruit and retain the very best talent 
to deliver our mission and great 
customer service.  

In 2014 we achieved Investors in People 
 ‘Gold’ status, and I’m delighted to say 
that in March 2017 Best Companies 
rated us as  ‘Outstanding’ and ranked 
us at #27 in the Best Not-For-Profit 
Companies to work for in the whole of 
the UK.  

As well as our operational 
improvements, we must make certain 
that we’re a well-governed and viable 
business; a governance review and the 
recruitment of board members with 
specialist expertise have ensured that 
we’re well-equipped to face the future.  
 
So what next? While we’re pleased 
with what’s been achieved, we’re not 
complacent. We know we still have a 
long way to go to deliver outstanding 
customer services on every occasion 
and to achieve the levels of new 
housing each year that we’re truly 
capable of delivering. No doubt there 
will be more challenges to come, but 
we’re excited about continuing to 
deliver our mission over the next five 
years. 

I’m delighted 
to say that Best 
Companies 
rated us as 
Outstanding 

I’d like to thank our partners, 
stakeholders, customers and 
colleagues, all of whom have made 
invaluable contributions to the 
great progress we’ve made; your 
friendship, support and hard work is 
greatly appreciated as we continue 
to go from strength to strength.

Liz Potter
Group Chair
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Victor da Cunha 
Chief Executive

We’ve risen to the 
government’s 
challenge of 
becoming a high-
performing, agile, 
self-sufficient 
and inventive 
organisation

Overview
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Welcome to our new strategic plan, 
which sets out our priorities for 
the next five years. It’s a focused, 
disciplined road map designed to set 
out where we need to get to, in order 
to continue to deliver our mission. 

Because at our heart we’re a housing 
association and developer that 
supports local communities and 
helps improve the life chances of 
those who live in our neighbourhoods, 
we have simplified our mission in this 
second strategic plan. 

We are clear that we exist to: 

Provide great 
homes, support 
communities and 
improve lives

Our mission is the vital touchstone at 
the heart of our business and informs 
everything we do. We’ve achieved 
a lot since Curo was formed; we’ve 
risen to the government’s challenge 
of becoming a high-performing, 
agile, self-sufficient and inventive 
organisation. Financially resilient, with 
a talented Board and colleagues, we’re 
now poised to embark on the next 
stage of our exciting journey, and 
we have the ambition, energy and 
resources to really deliver. 

The South West region is a fantastic 
place to live and work. However, in 
common with many parts of the UK, 
it’s experiencing a real and high-
impact housing crisis. Local families 
struggle to afford private rents or 
mortgages and employers struggle to 
recruit and retain the talent they need.  

Building more homes is part of the 
solution, and our objective is to be 
a great landlord and housebuilder. 
Alongside that, we know there’s much 
more to great communities than 
bricks and mortar. Our strategy also 
focusses therefore on both increasing 
new supply and continuing to make 
a real difference to the lives of our 
customers.  

Specifically, we will embrace digital 
working, investing to improve our 
customer services further. We’ll 
strip out waste and inconvenience 
to improve customer experience, 
satisfaction and advocacy. We will 
also release capacity through these 
investments to help us redirect more 
money into new affordable housing, 
aiming to achieve our ambition of 
doubling our output by the end of  
our strategic plan. 

In addition to this, we’ll continue to 
offer housing for older people and 
provide caring and people-centred 
support for those who need that 
little extra help to keep them living 
independently in their home. We will 
also continue to help people get into 
work and education and offer facilities 
to allow recovering patients to leave 
hospital safely. We offer grants and 
sponsorship for local community 
projects and maintain community 
rooms and buildings. Our new 
strategic plan will enable us to keep 
funding and delivering all of this into 
the future.

Our operating environment is fast-
moving and complex, but we’ve 
worked hard to keep our strategy 
simple and clear. We have identified 
five key priorities which form the basis 
of our business strategy to 2022.   

These priorities will guide us:

1.  Delivering renowned customer  
     service
2. Providing great properties and   
    places
3. Supporting independent and     
    successful lives 
4. Building high quality new homes
5. Maintaining a resilient business

Under each of these, we have set 
strategic goals which we must achieve 
over the next five years; fifteen in total.  
These will be supported by a detailed 
business plan, reviewed every year 
to respond to external forces, which 
will drive the direction of our activities. 
We’ll publish how we’re doing each 
year to maintain accountability to the 
wider community. 

I hope you’ll agree that this 
strategy sets out a highly ambitious, 
innovative but achievable plan 
for working together to make real 
change possible – housing many 
more people, while supporting local 
communities and helping improve 
the lives of those we serve.

Victor da Cunha
Chief Executive

Our objective 
is to be a great 
landlord and 
housebuilder
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Our values 
are our moral 
backbone

Our Values
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Caring
i We care about delivering great customer 

services

ii We treat people as people – warmly, 
politely and honestly

iii We have a culture where people feel 
valued and are inspired to give their best

Respectful
i We listen to people and respect their 

differences

ii We adjust our services, where possible, to 
take account of people’s differences and 
preferences

iii When we cannot do this we explain why

Open
i We are open with our customers, our 

colleagues and our partners

ii We explain why some things need to 
remain confidential

iii We involve our customers, colleagues and 
partners so that they can contribute to our 
work and the plans we make

Fair
i We do the right thing ethically

ii We treat people decently and 
consistently

iii When we cannot do something we are 
straightforward about it, and we explain 
why

Trusting
i We trust people to do their jobs properly

ii We expect our customers, colleagues 
and partners to make decisions for 
good reasons, keep their word and act 
honestly - like we do

Our values are very important to us; they are 
our moral backbone. They describe our style 
of leadership and the way our people behave. 
They set standards which we apply directly 
to the way we run our business, recruit our 
colleagues, manage our performance and 
recognise and reward good work.
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Our operating environment 
is fast-moving and complex, 
but we’ve worked hard to 
keep our strategy focused 
and clear. We have identified 
five key priorities which form 
the basis of our business 
strategy to 2022.

Strategic Priorities & Goals
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1. Delivering renowned      
   customer service
 We will:
i Ensure that customers receive a consistent 

service in line with Curo’s customer offer

ii Provide cost-effective interactive digital 
channels which become the preferred way for 
the majority of customers to access services

iii Ensure colleagues are highly motivated 
and have the right attitude, skills and tools 
necessary to deliver our mission

2. Providing great
     properties and places
   We will:
i    Provide homes that are safe, healthy,   

   affordable and warm

ii    Ensure that maintenance and asset  
   management services are good quality,  
   efficient and cost-effective

iii    Ensure that communal spaces and  
   community assets are safe and well   
   maintained 

iv    Achieve the targets set for financial and  
   social returns on all types of rented housing

3. Supporting
     independent and 
     successful lives
    We will:
i    Ensure that Independence Services are  

   financially sustainable and meet customers’  
   needs

ii    Ensure that social investment activities  
   deliver value for money and positive  
   outcomes 

4. Building high quality
     new homes
    We will:
ii    Increase our portfolio of affordable rented  

   and affordable home ownership properties 

ii    Create profit from commercial housing     
   activities to fund new subsidised rented  
   housing

iii    Ensure social housing stock, including    
   sheltered housing, is fit for the future and  
   where appropriate is enhanced through  
   regeneration or remodelling

5.Maintaining a resilient 
   business
 We will:
i Manage continuous improvement in 

operations to release capacity for new 
subsidised homes and services

ii Ensure that commercial and charitable 
revenues and surpluses grow 

iii Sustain a viable and well-governed business
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Victor da Cunha
Chief Executive 

Victor joined Curo in 2011, having 
been operations director at a 
London-based housing association 
for a number of years. Since then 
he has overseen the creation 
of Curo, transforming and 
streamlining the group structure 
and its business services.

Simon Gibbs
Executive Director  
Finance & Strategy 

Simon joined Curo in November 
2013 and has led a strategic 
programme resulting in substantial 
improvements in performance 
and the establishment of Curo’s 
commercial house-builder 
business. He began his career as a 
chartered accountant with Deloitte, 
before going on to executive roles 
at Rothschild, Gieves Group plc 
and BBC Worldwide.

Paul Harris
Executive Director of 
Customer Services 

Paul joined Curo in 2017 from 
Acorn Group, an African property 
management company where he 
was VP Corporate Affairs. Prior to 
that he spent five years as Group 
Director Customer Experience at 
Unite Students Group where he 
implemented a highly successful 
customer digital programme.  
This was preceded by roles at the 
South West Regional Development 
Agency, Laing O’Rourke Group 
and Royal Mail.

Gerraint Oakley
Managing Director 
Curo Homes

Gerraint joined Curo in January 
2014. He has nearly 30 years’ 
experience in property, estate and 
asset management, development 
and urban regeneration. 

Shaun Carr
Executive Director Property 
Services

Shaun Carr joined Curo in March 
2017 having spent the last seven 
years working with national 
housing providers in a range 
of roles. This includes Director 
of Assets at Sanctuary Group, 
responsible for managing a 
diverse portfolio of circa. 100,000 
properties.

Curo Executive Team
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Liz Potter
Group Chair

Simon Gibbs Elaine Barnes

Alex Marsh
Independent 
Board Director
(Curo Places) 

David Ashmore

David Haywood
Independent
Board Director
(Curo Choice) 

Victor da Cunha

Richard Stillwell
Senior Independent 
Director

Rick de Blaby
Chair Curo  
Enterprise

Chris Wilson

Curo Board Directors
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GET IN 
TOUCH

Curo 
The Maltings 
River Place 
Lower Bristol Road
Bath BA2 1EP

01225 366000
hello@curo-group.co.uk

www.curo-group.co.uk
      
@curogroup
@Curo_Group


