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Providing great 
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communities  
& improving lives.



Welcome to our annual report 
for 2018-19. Inside you’ll see 
some of the changes we’ve 
made over the last year 
in response to things our 
customers have told us.  
 
We’ve included all the main 
performance measurements, 
and shown whether these have 
improved or not, and how they 
compare to the targets set. 
You’ll also see where we spend 
our money, and how building 
new homes helps us invest 
more into our existing homes.
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Resident involvement:  
listening to and learning  
from our customers

Last year saw more than 1,350 Curo 
residents getting involved and helping 
to shape our future. 

Resident involvement at Curo has 
been overhauled with the introduction 
of new ways to provide feedback and 
ideas. VoiceBox, Curo’s online customer 
community, has been the busiest of 
all of the new opportunities with more 
than 650 residents now registered and 
helping us improve our services.

We have a new engagement strategy 
which sets out how we will take this 
forward, with further plans to encourage 
even more people to be involved in 
their neighbourhood and with Curo as  
a whole.

“VoiceBox is a secure  
and proactive way of  
including many people 
from different  
communities to  
offer their personal  
experiences,  
preferences and  
opinions.” 

YOU SAID:
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Your community: 
trialling new approaches  
to thriving neighbourhoods

In January 2019, in response to customer 
feedback about some of our bigger es-
tates, we launched our ‘Key Estates’ project. 
This is designed to give attention to estates 
that have a large number of Curo homes 
and need a slightly different approach to 
support the community to thrive.

Three sites were identified as part of an 
initial trial and over the last eight months 
we’ve been working to improve these 
neighbourhoods and engage with resi-
dents on the local issues that matter most.

In these areas, we have also trialled a new 
approach to cleaning and repairing shared 
areas by recruiting estates ‘caretakers’. We 
have received positive feedback and will 
look at whether other areas would be suit-
able for this new approach. We’ll consult 
residents before extending this approach.

“The caretaker guys are  
doing an amazing job;  
100% improvement since  
they have started and they 
are all really lovely.” 

We’ve had some feedback from 
residents asking for more information 
about our community grants. We 
have grants of up to £500 available 
for any community ideas that will 
benefit Curo customers in some way. 

Find out more at www.curo-group.
co.uk/grants or get in touch – our 
contact details are on the back page. 

YOU SAID:
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Keeping you safe

We take our residents’ safety seriously.  
We completed the first cycle of our annual 
home safety visits in 2018 and we have 
now visited every Curo home as a part of 
these comprehensive safety checks. By 
visiting every year to check things such as 
gas boilers, smoke detectors, thermostatic 
mixing valves and unvented water 
cylinders, we are leading the way when it 
comes to keeping residents safe. 

This is an innovation in the housing 
industry and we believe we’re the only 
social landlord to complete these types of 
visits.

“Shane was great. He chatted 
with me while working and I 
felt very comfortable having 
him in my home. Being  
disabled and of advancing 
years, that’s very important 
to me. I really appreciate him 
taking the time to chat and 
make me feel safe.”

YOU SAID:
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Complaints: 
putting things right

People make mistakes. And at Curo, we 
make mistakes too. We try hard not to, but 
it happens. When things do go wrong we 
know that what happens next is important 
for all our customers: what do we learn, 
how do we respond, what do we do to 
improve?

Last year we listened to customer 
feedback and thought again about the 
way we deal with complaints. As a result 
we established a new team, Customer 
Resolution, dedicated to resolving 
problems that customers report to us and 
then supporting Curo to learn and change 
to stop these problems from happening 
again.

The majority of our complaints relate to 
our residents’ experience of how repairs 
are dealt with, especially where we need to 
attend more than once or the diagnosis is 
not straightforward. In response, we’re 
investing in additional colleagues who will 

lead the resolution of these more complex 
repairs and step in to ensure that every 
customer’s experience – from reporting 
a repair to the problem being fixed – is a 
positive one.

“From the moment we 
reported our complaint it was 
dealt with extremely well. We 
are very impressed. You have 
turned a problem with very 
poor service into a positive. 
Thank you.”

YOU SAID:

More information about 
our complaints service 
and performance will be 
published in our annual 
complaints report. 
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New approaches to  
tackling anti-social  
behaviour 

Last year we received more than 3,000 
separate cases of anti-social behaviour 
to investigate. With funding cuts to public 
services, including the police, our role as a 
landlord is becoming more complex and 
challenging. 

To meet this increase in demand we’re 
using technology to work smarter, we’re 
working more closely with the police and 
other agencies to share intelligence, and 
we’ve changed our processes so we can 
respond more effectively to situations as 
they change.

Noise nuisance is by far the largest type 
of anti-social behaviour reported by our 
residents. Customers can now use our 
noise app to help us understand the 
severity of the issue and provide us with 
evidence so we can tackle the problem 
confidently and reach a resolution faster.

 YOU SAID: 

“Excellent service and  
understanding. Hopefully 
their work has put an end  
to our problems.”
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Maintaining existing 
homes and services

Bank charges and  
interest on loans 

Reinvested in brand  
new homes

How we spend  
our money
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Building new 
homes

We build new homes for sale and for rent. 
Some we sell on the open market, and 
some are rented or sold as affordable 
housing for people in the highest housing 
need. 

We pay no dividends to shareholders, so all 
the profit we make goes straight back into 
funding our social housing and support 
services.

In fact, the profit we make from selling 
homes means we can keep 1 in 3 of our 
newly-built properties as affordable homes 
for local families as well as the homes we 
buy from other developers. 

Looking ahead we’ll be able to provide 300 
new affordable homes every year. 
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The year in numbers Overall  
satisfaction  
with CuroOn these pages you’ll find a range of performance figures that 

show how we performed in 2018-19. Where we set targets, we’ve 
shown whether we’ve hit or missed them. You can also compare 
performance with the previous 12 months where we have this data.

Repairs requests 
received

Repairs completed at 
first visit

Average cost of a repairEmergency repairs 
attended within 24 hours

Percentage of 
customers satisfied with 
our independent lives 
services

2017/18 Target hit Target missedKey:

Number of people 
supported by 
independent lives 
services

Upgrades made 
to homes (eg new 
kitchens, bathrooms, 
heating systems)

Homes that had a 
home safety visit during 
the year

92.5%

100%

1,331

£125
100%

88%

100%

Your home Independent lives 
(sheltered and supported accommodation 
services)

41,157

91.5%

£122100%
97%

86%83%
86%

3,367
1,333

99.99%

36,972

91.1%

£127
100%

88%

3,436

1,557
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Calls answered by our 
contact team

Complaints received Affordable homes built

Average call wait time
Complaints resolved at 
first stage

Homes built for  
market sale

Calls answered within 
30 seconds

Time taken to reach 
resolution

Number of anti-social 
behaviour cases 
received

Total unpaid rent (arrears)

Amount lost through 
properties being empty 

Phone enquiries 
actioned without being 
passed on

85%

36

Contacting 
Curo

Putting 
things 
right

Your 
neighbour
-hood

Building 
and letting 
homes

142,728 1,248 118

108 secs 90% 37

51% 12.9days

3,126
£1.51m

£1.09m
90.5%

157,001
997 118

66 secs 86% 66

60% 8.1 

3,146

£1.58m 

£943k 

91%

60% 10

Overall happiness with 
neighbourhood as a  
place to live

82%
80% 80%

£2.25m

£1.11m

152



Curo

Book it, pay it, check it - get things done 
quicker at MyCuro 
curo-group.co.uk/mycuro

Live chat, Facebook, Twitter, email & more
curo-group.co.uk/contact

T: 01225 366000

Visit us in Bath, Keynsham and Midsomer 
Norton. Addresses and opening hours online.

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

http://curo-group.co.uk/mycuro
http://curo-group.co.uk/contact

