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Curo Residents’ Conference 2018 
Your questions answered 

 

We promised to share the answers to the questions raised at 
the two Q&A sessions held at the 2018 Residents’ 
Conference.  
 
 

Better customer experience 

Q. When are you going to start doing 

more listening? 
 

A. The Residents’ Conference events we have 

just run were about listening to residents and 

represent the changes we’re bringing in. We’re 

revamping the ways in which customers can 

become involved with how we do things at 

Curo. These include VoiceBox, the new Estates 

Partnership Board, Sheltered Housing for Older 

People (SHOP) and our Scrutiny Panel. We’re 

looking at running more community 

engagement activities, such as those we have 

been delivering at Foxhill in recent months. We 

are also introducing a new training programme 

for all Curo colleagues which has a specific 

focus on listening, and making good on our 

promises – this training started in October. 

 

 

Repairs & maintenance 

Q. How are you going to improve 

communication in relation to 
maintenance work?  
 

Our service standards for repairs are published 

on our website at  

www.curo-group.co.uk/repairresponsibilities. 

 

We’re building a customer ‘portal’ – a website - 

which will allow customers to log in securely 

and see their repairs history, as well as view 

account information, report repairs and manage 

their account with us. We also use social media 

to communicate any important messages about 

service disruption and to share our short ‘life 

hack’ films which explain simple repairs that 

customers can safely undertake themselves. 

Q. Why does it take so long to get 
simple things fixed? 
 

We complete around 800 repairs every week 

and these are prioritised: we aim to get to 

routine appointments within 28 days and 

emergencies within 24 hours, but at times of 

high demand it can take a little longer. When a 

repair is reported to us we will agree and 

confirm an appointment. If we can’t make an 

agreed repair appointment we call to say this 

and offer alternative appointments to suit your 

needs. Sometimes residents call us to cancel 

appointments. When an appointment is 

cancelled we use this time to complete 

emergency repairs that have been recently 

reported to us.  

Q. What is happening with the 
collapsed wall at Lampards 

Buildings/Ballance Street? 
 

A. We acted immediately when this wall 

collapsed in January 2018 and paid for all the 

works needed to make it safe. We are currently 

taking legal advice as to ownership of the wall. 

It has not been established that we have any 

liability over the wall, so if we take action it will 

compromise that situation. We understand it is 

frustrating but we are working to try and 

improve the situation and resolve the legal 

battle. We will be updating customers as soon 

as we can on the next steps. 

Q. Is there a planned maintenance 

programme in place to recognise and 

deal with small problems like blocked 
gutters or down pipes?  
 

A. These types of maintenance tasks are 

addressed as part of our ‘cyclical repairs and 

decorations’ programmes. Each block is visited 

periodically and scaffolding erected so that we 

can tend to blocked gutters, downpipes and a 

range of other minor repairs at the same time 

as undertaking redecorations of the block 

(things such as doors, windows, blockwork and 

render). 

Q. Quality of repairs, can this be 

checked? I've had four visits to my 
property for the same dripping tap! 
 

A. Simply put, we should be fixing things first 

time. This is a key measure for us to know 

whether we are doing well. Last year we 

http://www.curo-group.co.uk/repairresponsibilities
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completed nine out of 10 jobs first time, which 

is good. Clearly there is still room for 

improvement as this case shows. 

 

We carry out quality inspections on a sample of 

the completed repairs each month. This allows 

us to check a number of things including 

making sure that the quality of the work 

completed is up to the standard that we expect. 

 

Alongside this, we also ask a sample of our 

customers what they thought of the repair we 

have completed. 82% of those customers that 

were asked said that they were satisfied with 

the service they received. We look at the 

feedback we receive, alongside the information 

we gather during the inspections to improve the 

service we deliver. 

Q. How do Curo define whose property 

is updated first? 
 

A. Decisions on updating properties are based 

on the state of the property and the age of 

things like kitchens and bathrooms. We hold 

information on all our homes and their 

individual ‘components’ which we define as 

items like a kitchen or a window. Each 

component will have an expected lifespan based 

on when it was installed and how long we 

expect it to last. Using this information, 

alongside its condition, which is assessed every 

five years, we are able to plan a programme of 

upgrades. 

Q. Can Curo send up to date fire alarm 
information to customers? 
 

A. Yes, we can provide this information. We 

would like to know from customers how you 

would prefer to receive this information to 

ensure it is helpful and practical. We will be 

running a poll on our new VoiceBox feedback 

website to gather customers’ views on the best 

ways to share this information with you.  

Q. Can Curo provide customers with 

gardening contractor contact details? 
 

A. Our gardening and grounds maintenance 

contractor is idverde. To contact them call 

01225 840 047 or email 

TLGBATH@idverde.co.uk or write to idverde, 

Manor Farm Buildings, Sulis Down Business 

Village, Southstoke, Bath, BA2 7DW. Details of 

local gardeners who are approved by local 

Trading Standards are available at 

www.buywithconfidence.gov.uk. 

 

Supporting vulnerable or older 

customers 

Q. Is Gold, Silver & Bronze still in 

operation in the Independent Living 
Service (ILS)? 
 

A. Yes, it is for customers who pay for the 

service themselves. The services funded by the 

local council are now called Livewell and 

Livewell Plus in Curo sheltered accommodation. 

For more information about the different 

services we offer visit www.curo-

group.co.uk/ILS or contact the ILS team on 

01225 366135. 

Q. What is Curo’s definition of 

sheltered housing? 
 

A. Sheltered housing refers to properties 

intended for older people. Curo sheltered 

housing properties usually include a range of 

basic facilities and special design features that 

make it easier for older people to live 

independently.  

Q. What does Curo do to help 

customers stay in their home when 

their circumstances change? 
 

We prioritise customers’ needs and support 

them to remain in their home. We do this in a 

number of ways including considering requests 

to keep pets, having a lodger and adapting a 

home to make it easier to live in (for example 

installing handrails or a walk-in shower). When 

a customer’s needs change, we encourage 

customers to contact us directly. We can 

support customers with the changes in needs or 

direct people to specialist services when 

required.  

 

If you are looking for an adaptation due to a 

disability, the best route to getting this done is 

through your local council as they provide 

grants to support you with the work. If you live 

in B&NES call the Assist Team on 01225 

396000. They will assess your need and can 

provide grant funding up to £30,000 for the 

work to be completed. 

 

We also help customers to stay in their home if 

they become less well-off. Our Customer 

Accounts Team offers a range of support to help 

people who are facing financial difficulty. 

Q. How does Curo ensure that 

vulnerable customers are prioritised? 
 

http://www.buywithconfidence.gov.uk/
http://www.curo-group.co.uk/ILS
http://www.curo-group.co.uk/ILS
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A. If customers tell us they have additional 

needs we record this on our system so that 

other colleagues are aware. If you have 

additional needs that you’d like us be aware of, 

please let a Curo colleague know – we can meet 

you in person to talk about how we can support 

you or discuss it over the phone if you prefer. 

Q. Can we have the reason why the 

warden/manager service was 
discontinued? 
 

A. Funding reductions in the Government’s 

adult social care budget meant that we had to 

change the way we delivered services in 2013 

and again in 2016. These changes to funding 

meant that our colleagues needed to serve a 

greater number of sheltered housing schemes. 

Customers living in Curo sheltered housing 

have a team of named Sheltered Housing 

Officers and Livewell Officers who provide a 

range of support services and also organise 

events and activities across our Livewell Hubs.  

 

 

Service standards & charges 

Q. Can Curo provide us with 

clarification of the annual service fee 
in an honest way, [showing] how 

much is spent on cleaning, building 
maintenance and gardening? 
 

A. We try to make this as clear as we can when 

we send our service charge statements to you 

and we’ve used customer feedback to improve 

these statements and letters in recent years. In 

November we will be using the new VoiceBox 

feedback community to review what these 

letters and statements look like and get 

feedback directly from customers so that we 

can make the sometimes complex information 

as clear and easy to understand as possible. If 

you’d like to take part, find out about joining 

Voicebox here www.curo-group.co.uk/voicebox. 

Q. How does Curo justify increases in 

service charge while at the same time 
their service has deteriorated? 
 

A. If the services that customers pay for are not 

up to standard then this isn’t good enough. Any 

customers who are experiencing this should 

contact the Community Services Team who will 

fix the issues reported. Some customers saw 

service charges increase following a review in 

2016. This review was carried out because 

some customers were receiving services that 

they weren’t paying for. New charges were 

introduced at a subsidised rate and increases 

have been staggered year-on-year to help 

customers adapt to the new amounts. 

 

Q. The bin room at Bibury House is not 

being cleaned, max twice in eight 
years. We are paying for a service not 
being delivered – can you investigate?  
 

A. Poor standards of communal cleaning are 

unacceptable. Our Community Services Team 

has launched a poor performance investigation 

regarding the cleanliness of the bin store 

area.  Our cleaning contractor OCS will also be 

investigating this issue. We will be in touch 

about the next steps once we’ve completed this 

investigation. 

Q. Why does my rubbish not get 

collected when my neighbours does? 
 

A. Rubbish collections are carried out by local 

authorities so we ask customers to raise 

concerns or report missed collections directly 

with their council – in B&NES call 01225 

394041 or email 

Council_Connect@bathnes.gov.uk. For other 

waste-related queries, such as fly-tipping on 

Curo land, contact Curo’s Community Services 

Team on 01225 366000.   

 

 

Leaseholders  

Q. The sinking fund currently has 

£661.00 of my money, I would rather 

give the money when it’s required. Can 
this be looked at? 
 

Paying into a sinking fund is a compulsory 

obligation in many of our leases. Where this is 

compulsory we are obliged to collect 

contributions and save these within a protected 

pot (a unique trust fund account) for the long-

term interest of the building. This money is 

used when work is required in the property. The 

purpose of collecting these contributions is to 

ensure that sufficient funding is always 

available within the account to cover any works 

required, as the accounts cannot go into deficit. 

 
 

General questions about Curo 

Q. Why does Curo call itself a charity? 
 

A. We don’t call ourselves a charity. Curo is a 

Community Benefit Society, which is a company 

that has charitable aims. We are regulated by 

the social housing regulator, not the Charity 

http://www.curo-group.co.uk/voicebox
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Commission. This means that the money that's 

created through our activities gets fed back into 

the services we provide, or to build new 

affordable housing. Like a charity, we don’t pay 

dividends or returns to anyone else – any 

surplus income we make each year is 

reinvested directly into the business. 

Q. What is the current policy of Curo 

regarding the sale and market renting 
of Georgian properties in Bath? 
 

A. We have around 600 homes we class as 

‘historic’, the majority being Georgian homes in 

Bath. We have an agreement with the local 

authority that we are able to offer no more than 

150 of these properties over five years to 

convert to a market rent basis. All proceeds 

from our market rent portfolio are reinvested 

back into social housing.  

 

We regularly conduct appraisals of our homes 

as they become vacant. These appraisals 

determine whether each property provides 

value for money to both customers and Curo. 

Some of our homes, especially Georgian 

properties, are difficult to heat because, for 

example, it’s not possible to install double 

glazing. Occasionally it makes sense to sell 

these homes so we can build more homes 

which are better suited to customers on lower 

incomes. 

 

With limited funding for building new homes, 

it’s right that we look in to alternative ways of 

generating funds to do this. 

Q. Can customers have a list of contact 

numbers for staff regarding certain 

faults? Instead of relaying the same 
information to new people not 
previously involved. 
 

A. Because of the number of enquiries we 

receive every day (we answered 157,001 calls 

last year) it makes sense for these to be routed 

through a single team: the Customer Contact 

Team (CCT). They are specially trained to help 

with any kind of enquiry. They use our housing 

management system to log information so that 

other Curo colleagues can find the updated 

information they need to deal with an enquiry.  

 

If customers were to directly call specialist 

colleagues – who spend a lot of their time out 

and about visiting properties and customers – 

colleagues would spend most of their time on 

the phone or responding to messages. The CCT 

are available to take calls between 8am and 

8pm Monday to Friday, and whoever a 

customer speaks to will be able to help. In 

situations where more specialist knowledge is 

required they will then find the right person to 

speak to. 

Q. Can local companies be invited to 

tender for small but necessary repairs 
in areas like Frome, Trowbridge etc? 
These could deal with repairs without 

waiting four weeks for attention from 
Curo. 
 

A. All our contracts are advertised publicly so 

that anyone with the capability, capacity and 

structure can bid to deliver works. Visit 

www.curo-group.co.uk/work-for-us for details 

of contract opportunities. 

Q. Where do you see Curo in five years’ 

time? 
 

A. We have published our five-year strategic 

plan on our website at www.curo-

group.co.uk/ourbigplan. In five years’ time we 

want to have done everything we set out to do 

in our plan. This means improving customer 

service, ensuring our homes are safe, healthy, 

affordable and warm, building new affordable 

homes, delivering services to help vulnerable 

customers remain independent and maintaining 

a robust financial foundation for the future of 

our business and customers. More specifically 

we would like to be listening to customers’ 

opinions through a range of channels, to see 

vibrant and well-maintained communities and 

estates, and to have an efficient and effective 

complaints process through which we learn 

from mistakes and address problems quickly. 

Q. How did Curo help residents when 

there was a rent scam? 
 

A. We directed affected customers to the police 

as this was an illegal act and also put out 

warnings over social media. We worked with 

affected individuals to help them access 

financial assistance. 

 

 

Tackling anti-social behaviour 

Q. What are Curo doing about drug 

abuse in our neighbourhoods? 
 

A. We've had a number of meetings with the 

police to tackle issues in blocks in the centre of 

Bath. Drug abuse is a criminal matter and 

needs to be dealt with by the police. We're 

assured by talking with the chief inspector that 

plans are in place to increase protection. We 

are working with the police and with residents 

affected. Some residents have had their homes 

http://www.curo-group.co.uk/work-for-us/
http://www.curo-group.co.uk/ourbigplan
http://www.curo-group.co.uk/ourbigplan
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taken over by criminals and we are supporting 

them to stay in their homes. There are plans in 

place to have a more visible presence around 

some Curo estates with action days to be held 

with the police. We also continue to regularly 

evaluate the condition of our estates and homes 

and carry out tenancy audits to ensure homes 

are not being used for illegal activity.  

Q. Smoking in enclosed communal 

areas is illegal - what can Curo do to 
challenge this as I raised the issue 

three years ago? 
 

A. As a landlord we remind customers that 

smoking in communal areas is not allowed. 

While the majority of customers respect notices 

asking people not to smoke, we know this isn’t 

always the case. A smoking ban is difficult to 

enforce. We are not the police and can't enforce 

this alone. Any activity understood to be illegal 

should be reported to the police. We can then 

work with them on any further actions that 

might be necessary.  

 

Communities have a responsibility to challenge 

anti-social behaviour when it’s safe to do so. In 

our experience this approach often brings about 

a lasting solution to the issue, rather than a 

short-term reaction following formal 

intervention from Curo.  

 

Curo’s Compliance Team is able to act in cases 

where customers are breaching their tenancy 

agreements. If you’re aware of Curo residents 

who are persistently smoking in communal 

areas, can identify these individuals and have 

previously spoken with them about this, then 

contact our Compliance Team on 01225 

366000. A Compliance Advisor will contact the 

person causing the nuisance and take steps to 

agree a resolution. 

Q. How are decisions made around 

housing people especially where anti-
social behaviour is an issue? 
 

A. We work with all customers to ensure that 

the right property is found for their needs, 

taking a 'right person, right time, right 

property' approach. This is done through 

background checks and the creation of tenancy 

success plans to ensure customers' tenancies 

have a good chance of being sustainable. For 

people who have a recent history of anti-social 

behaviour, we set out clear guidelines around 

acceptable behaviour and ask them to make 

changes before they can move into a property. 

 

 

New homes 

Q. Lots of estates and developments 
aren’t designed with parking. Are 

there any plans to tackle this? 
 

A. Each local council’s Adopted Planning Policy 

stipulates the amount of parking that should be 

provided on any new development and the 

numbers of parking spaces for each home 

relate to the size of the property. This policy 

changes over time and until recently most 

councils set maximum parking standards aimed 

at encouraging people to make more 

sustainable transport choices.  

 

As part of the design of any new Curo 

development we consider how people will 

access jobs and services. Successful new 

developments and the communities they form 

need sustainable transport solutions to thrive. 

This incorporates cars but car parking isn’t all 

we provide: 

• Cycle storage for flats, houses and visitors. 

We are also encouraged to make cycle route 

connections to the areas in which we 

develop. 

• Information on local transport options – this 

could be local bus and train timetables and 

sometimes even some free travel tickets. 

• Financial contributions toward transport 

infrastructure – for example additional bus 

services, bus stops, cycle, rail or road 

network improvements. 

 

Other transport solutions you might see on 

some sites include: 

• New bus routes and bus stops. 

• Car clubs spaces. 

• Rent-a-bikes. 

• Electric vehicle charging points. 

Q. Are we following B&NES sustainable 

construction document? If not will this 
be implemented? 
 

A. We build homes that comply with planning 

policy and building regulations. The Sustainable 

Construction and Retrofit supplementary 

planning document and the associated checklist 

are required to be completed for new build 

developments. 

Q. Since start of 2016/2017 how many 
new social housing units have been 

built? 
 

A. Since April 2016 Curo has developed 287 

new affordable homes. This is made up of 184 

Social Rent homes, 64 homes for Shared 
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Ownership and a further 39 available under 

Affordable Rent. 

Q. Is Curo going to be developing more 
homes for market rent? 
 

A. There are currently no plans in the 

immediate future to build homes for rent at 

open market values. We may re-consider this in 

the future. 

 

 

Questions about my 
neighbourhood 

Q. The car park at Bibury House is 

congested, marking lines could allow 
more room and ease congestion. Can 

Curo help? 
 

A. We have investigated this and a job has been 

booked in to complete this on 16 November 

2018.   

Q. The tree overhanging Flat 12, 

Bibury House has been trimmed 
lightly, but has planning permission for 

two meters (which expires on 
25.11.18). Pine leaves are blocking the 
guttering. Can you look into this? 
 

A. We are taking action on this and have 

contacted the customer who raised this specific 

question directly to keep them informed. We 

have lots of useful information on our website 

about trees and hedges at www.curo-

group.co.uk/residents/your-home/living-in-

your-home/your-garden.  

Q. Bibury House front lawn is a very 

open space and gets lots of litter. 
Knightstone have a wall with railings 

around projects. Could Curo do the 
same? 
 

A. As we announced at the Residents’ 

Conference, we are starting a project to define 

a new ‘Great Places’ standard. This will be used 

to set the mark which we want all estates to 

meet. This standard will help us to create a new 

programme of improvement and investment in 

our estates over the years to come. Throughout 

every stage of this project we will be consulting 

with customers to contribute ideas like this for 

consideration. 

Q. We don't have enough parking 
permits at the Labbott, Keynsham 

community room. Can this be looked 
at?   
 

A. Currently every household in The Labbott is 

entitled to a maximum of two parking permits. 

This was to ensure customers had an equal 

opportunity to use the limited number of 

spaces. If you or anyone else at The Labbott 

have not received your two permits, please get 

in touch with our Community Services Team 

who will be able to help. 

 

Q. I’m applying for a garage. There’s 

one vacant in [the location I need], 

why can’t I rent it? 
 

A. All garages applications are considered 

through a waiting list. As garages become 

vacant we go through the waiting list and make 

offers to people who have registered interest in 

order of priority. If you’d like to know your 

position on the waiting list please contact our 

Commercial Team. 

Q. I applied for a grant for Hinton 

Close for £200. I've not received it? 
Can you look into this? 
 

A. This grant application has now been 

reviewed and meets the criteria of our grant 

scheme. As a result we’re pleased to say that 

the application has been granted funding. All 

the paperwork and authorisation has been 

sorted out and the grant money is on its way. 

Q. I’d like to know more about 
community grants and how to apply? 
 

A. Curo community grants are for groups of 

people involved in the local community who 

want to make a difference to their 

neighbourhood. Groups have previously used 

funding to enhance communal gardens and 

contribute towards community events. Two 

grants are available: the Curo Community 

Grant and the Growing Communities Grant. 

Both offer up to £500 for community-based 

activities. The Growing Communities Grant was 

developed specifically for customers who'd like 

to undertake a gardening project. You can find 

more information at www.curo-

group.co.uk/grants or by contacting our 

Community Services Team. 

http://www.curo-group.co.uk/residents/your-home/living-in-your-home/your-garden
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