
www.curo-group.co.uk/voicebox

Welcome to the VoiceBox quarterly newsletter. Here 
we’ll give you updates on what we’ve done with your 
feedback and what activities we have coming up. 

We launched VoiceBox at our Residents’ Conference in 
September 2018. Since then, customers have continued 
to flood in and we now have over 375 members 
registered on VoiceBox. Thank you.
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 MANAGING 
 COMPLAINTS
We need to ensure our complaints are resolved 
promptly, politely and fairly. That’s not all; we also need 
to make sure we set out an approach to complaint 
management that’s clear and simple for all to use. 

You told us we need to:
• Have set guidelines where possible
• Communicate more effectively

Some findings included: 
•  78% of you felt thorough investigation is more 

important than completing an investigation quickly.
•  68% of you agreed that we should treat every 

comment of dissatisfaction as a complaint.

   In response to your feedback we’re    
   developing a new policy and procedure  
   around how we manage complaints.

 WHEN YOU CALL US 
We’ve run two activities focusing on the customer 
experience of our telephone options system. 

•   In the first activity 68% 
of you wanted a smaller 
and simpler set of 
telephone options.

•   In the second activity we 
asked you to rank the   
preferred options for a 
new telephone system.

•   72% voted for Repairs to 
be Option 1 in the new 
phone system.

•   47% voted for Rent and 
Accounts to be Option 2 

In response: 

•   We’ve reduced 
the number of 
options down to 
four in the new 
system

•   The new options will be 
short and simple. 

•   There will be an 
“Anything Else” option 
available in the new 
system.

•  The new set of phone 
options will go live in 
April 2019.

ESTATES    
PARTNERSHIP BOARD
63 of our members showed an interest in joining 

the new Estates Partnership Board (EPB).Members 
of Voicebox then shortlisted these candidates, who 
are now being contacted for the second round of 
shortlisting. 

You’ll be able to choose the representatives for your 
area in February 2019. We are looking to hold the first 
EPB meeting in March 2019.



We’ve got lots of 
exciting activities 
coming up in 2019 
including: 
•  Launching the 

Complaints Review 
Panel 

•  Helping us to design fire 
safety information that 
you want

•  Finalising candidates  
for the EPB

•  Creating new adverts  
for our properties

•  Helping to us shape 
asbestos safety 
information 

•  Finalising our welcome 
pack 

In response: 

•  The name of the 
document has been 
changed from Customer 
Offer to the Customer 
Commitment. 

•  We’ve produced different 
documents for those 
customer who are social 
tenants and those who 
are market rent tenants.

•  We’ve made lots of other 
changes relating to 
tone,language and clarity 
of the document.

OUR
WINNERS

Congratulations to our 
winners so far: Jessica 
Ward, Martin Cooke, 
Rebecca Ford, Katie 
Eames and Richard 
East 

Since launching 
VoiceBox we’ve had 
five prize winners, four 
monthly prize winners 
and one quarterly prize 
winner

Want to be 
the next lucky 
winner?
Keep giving us your 
feedback, suggestions 
and opinions in 
VoiceBox to earn reward 
points and be entered 
into each prize draw!

 THE CUSTOMER  
 OFFER 
We’ve had over 150 comments from  
members during the Customer  
Offer activity.

Sam from our Communications team said “It’s been 
incredibly helpful to have so much detailed feedback 
on this document, thank you.”

Your feedback has made a positive difference to the way 
this document is designed. Once the final versions are 
ready they will be published on the Curo website. Copies 
will be included in the spring edition of our customer 
newslwtter ‘Open’. We’ll also email copies to VoiceBox 
members who were involved in this activity.

 MOVING IN  
 WITH US
Across three activities we 
received over 200 comments 
from you on our moving-in 
paperwork. These comments have been taken into 
account when designing new digital forms which will be 
used with new customers from January 2019. Once the 
new forms are produced we’ll share these with VoiceBox 
members who were involved in this activity.

We’re now working with our Lettings Team to create 
new activities to help them with their long-term goal of 
reducing a sign-up meeting with a new customer from 
40 minutes down to 20 minutes.

  Keep an eye out for new activities from our   
  Lettings Team in March 2019


