
CURO  

   Annual Report

  
Providing great homes  
supporting communities  
       & improving lives



Welcome to our 2017-18 annual 
report. Inside you’ll see how we’ve 
performed against a number of 
important measures as well as 
examples of things you’ve said and 
what we’ve done as a result. 

We’ve delivered really well across 
many housing management functions 
including letting homes quickly and 
supporting customers with rent and 
money. However customer satisfaction 
remains below our target and I know 
not everyone gets the consistently high 
level of customer experience we want 
to provide. Improving that is our No.1 
priority.

In addition to building new affordable 
homes, this year we’re focusing on 
three important areas:

1.  Improving the everyday 
experiences you have with Curo – 
for example:  
- Making sure we send the right  
   expert out to a repair first time  
- Making it easier for you to  
   manage your account or report a  
   repair online 
-  Improving our approach to cleaning 

and grounds maintenance 

2.  Ensuring we provide safe and 
healthy homes, with a smarter 
approach to investing in home 
improvements and maintenance, 
including reviewing our re-letting 
standard for existing homes 

3.  Providing new ways for you to get 
involved and influence what we do 

These all fit within the plans set out in 
our published strategic plan which is 
available as a printed booklet, or online 
at curo-group.co.uk/strategicplan  

Victor da Cunha, 
Curo Chief Executive



[90%]

Your home Independent Lives

% of emergency repairs                      [100%]
attended within 24 hours

% of customers satisfied with 
our Independent Lives Services

Customers supported               [3,568] 
to live independently

3,436
Repair jobs completed 
per colleague per day

[3]         

3.2

Average cost of a repair

             £127
Heating systems 
upgraded

469 [484]

100%
Repair requests 
received

36,972

[37,016] 
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[£116]

91%

% of repairs 
completed 
at first 
visit

[90%]



You said - we did...

“I’d have liked a quicker response 
to my complaint.”
We recently created a new team 
responsible for complaint resolution. 
This dedicated team is tasked with 
ensuring the swift and thorough 
investigation and resolution of all 
customer issues.

“It would help to know about 
problems with my rent earlier.”
Customers can now check their rent 
balance online and make online 
payments. This means customers no 
longer need to call in or wait to hear 
from Curo to find out the balance on 
their account.



Contacting Curo Putting things right

Calls answered by our  
Contact Team

157,001       [155,051] 

Average call 
waiting time

[41 secs]

Satisfaction with 
overall service

Phone enquiries
actioned without 
being passed on

91%

Complaints received                                [851]

Complaints resolved                            [82%]

at first stage

Time taken to reach 
resolution

[9.7 days][80%]

[91%]

86%
8.1 

days
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You said - we did...

“The paint is peeling off my 
building – when will it get 
redecorated?” 
We’ve invested in mapping our 
estates and are also using the 
information you provide to us to 
better prioritise how we invest in 
property improvements. This means 
we’ll be able to visit the areas that 
require our attention more often 
and invest more money into these 
places to improve their condition and 
appearance.

“Curo should’ve kept me updated 
about the [anti-social behaviour] 
complaint and how they’re dealing 
with it.”  
We’ve improved our processes with 
a consistent approach to managing 
anti-social behaviour. Curo colleagues 
can now manage their workload 
more effectively and that frees up 
more time for investigation work 
and to give customers updates on 
progress.

“My estate’s been tidied up a lot in 
the past but there’s rubbish by the 
bins that hasn’t been removed.” 
Within Bath & North East Somerset, 
we know bin storage has been 
challenging for some of our 
customers. We’re upgrading our 
bin stores over the next five years, 
focusing on highest priority locations. 

“I didn’t know [from the service 
charge statements] what Curo 
would charge me.” 
We’ve re-designed our service 
charge statements so the information 
about charges is clearly laid out 
and you can be sure about what 
you’re being charged for, and what 
you need to do next about making 
payments.



Your neighbourhood

Fly-tipping incidents                              [1,248]

Grass cut                                                

Estate inspections           

[2,200]

Number of anti-social 
behaviour cases 
resolved

[3,523]

Customers satisfied with the way their 
anti-social behaviour case was managed

[62%]

[590,000m2]

547,127m2

1,634

2,486

3,146
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Investing in homes

At Curo, ensuring our homes are great 
places for people to live is a priority. That 
means planned maintenance, continual 
investment in home improvements and 
responding to the inevitable repairs every 
home needs – across our 13,000 homes. 
We write to customers to give advance 
notice of improvements planned to their 
home. 

Last year we invested £13 million into 
home improvements like these. 



Building new homes Keeping your home safe

Investment into building  
new affordable homes 

                                                               [£19.8M]  

% customers satisfied with 
our gas servicing

                                                                 

                                                                    [95%]

Homes built for  
social rent 

118
[125]

Fire safety clearances carried out

[900]

Homes built for 
market sale

1,138

96
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[35]

Homes owned & managed        [13,125]



Meet the Senior Management Team 

Victor da Cunha 
Chief Executive

Rebecca  
Chapman 
Director of
Communications

Jane Jones
Director of 
People

Katy Gullon
Director of
Governance

Shaun Carr 
Executive 
Director of 
Property 
Services

Simon Gibbs
Executive 
Director of 
Finance & 
Strategy

Paul Harris
Executive 
Director of 
Customer 
Experience 

Gerraint Oakley 
Managing 
Director of Curo 
Enterprise

Curo also has a number of service 
directors. You can find out more about all 
our directors, email them, read their blog 
posts and connect with them on social 
media at: 

www.curo-group.co.uk/directors



How each £1 of income was spent in 2017/18 

Cost of empty 
properties

Unpaid rent 
arrears

Maintaining your 
neighbourhoods

Managing your 
tenancies

Maintaining 
your home

Reinvestment in 
new homes

4.5p
2.0p

1.9p

Providing 
support and 
other services 
to residents

5.6p

6.9p 37.7p

Improving your 
home

Business support 
services

Interest 
charges on 
amounts 
borrowed

16.8p
14.3p

9.2p

1.1p

£1



If you would like this information in an  
alternative format please get in touch.

There are many ways you can get in touch 
with Curo – choose the channel you prefer. 
We always like to hear from our customers! 
Between 8am-8pm Mon-Fri

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

www.curo-group.co.uk

Phone us 01225 366000

Email us hello@curo-group.co.uk 

Tweet us @Curo_Group

Message us via Facebook

Live Chat via our website

Use On-line forms via our website 

We always like to hear from 
our customers. There are 
many ways you can get in 
touch with Curo – choose the 
channel you prefer.  
8am-8pm Mon-Fri


