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The purpose of this report is to share information about the complaints we 
receive at Curo, and to show that we’re committed to managing and resolving 

complaints in a way that’s clear, simple and accessible. This report is also a 
regulatory requirement.  

The report relates to complaints received in the 2018/19 financial year (that’s 1 
April 2018 to 31 March 2019). We’ve also provided information about complaints 
in 2017/18 for comparison. 

Introduction 

At Curo, we work hard to offer good quality services. Sometimes things go 
wrong and when they do we work with customers to put things right as soon as 
possible. Our customer complaints policy sets out how we do this.  

As a social housing landlord, we’re regulated by the Regulator of Social Housing. 
They expect us to do the right thing when it comes to complaints. We must meet 

their regulatory standards which include a Tenant Involvement and 
Empowerment Standard. This standard requires us to: 
 

• Have a clear, simple and accessible approach to complaints that ensures 
complaints are resolved promptly, politely and fairly.  

• Offer a range of ways for tenants to complain. 

• Set out clear service standards for responding to complaints and what 
tenants can do if they’re unhappy with the outcome.  

• Inform tenants how we use complaints to improve our services.  

• Publish information about complaints each year, including the number, 
nature, and outcome of the complaints.  

• Accept complaints made on a tenant’s behalf. 

The Regulator checks that we meet this standard. They publish information 
about how they do this. They don’t get involved in disputes between landlords 
and tenants.  

Managing complaints at Curo  

Managing complaints effectively means we need to listen to customers to 
understand the problem, work with them to put things right, apologise and learn 
from our mistakes. 

Our complaints principles 

We have principles for how we approach complaints at Curo. These are: 

https://www.curo-group.co.uk/complaints/
https://www.curo-group.co.uk/complaints/
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• We welcome complaints. When things go wrong we want to know, and we 

won’t be defensive. 
• We want to resolve complaints. We try to do this as quickly as possible. 

When we can’t, we explain why.  
• We know that every complaint, and the circumstances of the individual 

who complains, are different. So we need to be flexible in how we 

respond. To be flexible, we encourage colleagues to use their discretion, 
while recognising that some guidelines are necessary to provide a 

consistent service. 
• We make it easy for customers to make a complaint.  
• We record all feedback and we learn from our mistakes so that we don’t 

make the same mistakes and we can improve our services. 
• The way we manage complaints reflects our values.  

Reviewing how we manage complaints 

Over the year we undertook a thorough consultation exercise to review our 

complaints policy and procedure. This consultation involved customers and 
colleagues and included: 

 

• Getting feedback from customers through our online VoiceBox community 
– we received more than 80 responses in this way. 

• Our Customer Resolution Manager going to Curo team and senior 
leadership meetings. 

• Holding three workshops with colleagues from a number of areas across 
Curo. 

• Sharing a draft complaints policy with colleagues and asking them to 

provide feedback through a survey.  

Feedback from customers and colleagues varied with customers generally 

positive about these new principles. The most difficult question to answer was 
how to define a complaint.  

As the chart below shows, customers were overwhelmingly in support of Curo 

recording and processing any level of dissatisfaction as a complaint. This is what 
we are going to do.  

 

https://www.curo-group.co.uk/about-us/our-mission-priorities-values/
https://www.curo-group.co.uk/about-us/our-mission-priorities-values/
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There was also support to keep using a three-stage complaints process. So our 
complaints procedure provides guidance for colleagues about how to manage 

complaints in this way.  

Here’s a summary of this three-stage process: 

• Resolution First: Wherever possible, we aim to agree a quick resolution.  
• Level 1: If we can’t resolve things quickly, we’ll investigate and propose a 

resolution.  

• Management review: If a customer wants, they can ask us to review the 
proposed resolution.  

All colleagues involved in managing complaints are asked to take time to listen 
to and understand what the customer is saying. To do this they’ll ask questions 
and show they care. They will agree and commit to what will happen next and 

the best course of action. This will be decided with the customer. Finally, our 
colleagues will make sure we do what we said, on time and to the highest 

possible quality. Each complaint case will remain open until we’re confident that 
we’ve done what we said we would do.  

How we record complaints 

We record complaints using  the Curo service area and the theme. These themes 

are:  

• service delay  
• communication 

• quality  
• attitude 

• policy  

When a complaint relates to more than one Curo service we categorise it against 

the main service involved.  

All colleagues involved in managing complaints are asked to review the 
complaint to see whether there are things we can change immediately. We also 

analyse what the root cause is of each complaint.  
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If we’ve done all we reasonably can do to resolve a complaint, but a customer is 
still unhappy, they can ask the Housing Ombudsman to look into their complaint.  

Summary of complaints  

 

 2017/18 2018/19 Difference 

Complaints received 966 1270 304 (32%) 

Average time to resolve 8.4 days 14.6 days 6.2 days (74%) 

% resolved at Resolution First or 

Stage 1 

84% 90% 6% 

% referred to Management Review 16% 10% -6% 

Complaints referred to the ombudsman 

Very few of our complaints reach the stage where they’re referred to the 

Housing Ombudsman. In 2017/18, six complaints were formally investigated by 
the Housing Ombudsman with a further 11 in 2018/19.  

In 2018/19, seven out of the 11 Housing Ombudsman’s formal investigations 
were closed with no maladministration found or because they were outside of 
the ombudsman's jurisdiction. 

We continue to work with the ombudsman closely on informal cases. The 
number of resolutions agreed between customers and Curo with support from 

the ombudsman support increased from 12 to 27 cases (+15).   

Which services are complaints about? 

Complaints have mainly been about our Responsive Repair Service, Customer 
Contact Team, Estates Service, Home Improvement and Tenancy Compliance 

Services. Complaints about these services made up 78% of all complaints.   
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This doesn’t necessary mean these services are underperforming. We have 
become better in the last year at recording dissatisfaction and putting things 

right. This explains some of the increased number of complaints recorded. 
Complaints about our Home Improvements Service have decreased compared 

with the previous year. 

Our Responsive Repairs Service is consistently the area with the largest number 
of complaints. This is largely due to the high number of repairs we carry out. 

However we are looking into this and so we can improve.  

Themes of complaints 

The number of complaints relating to service delays has increased. This indicates 
we’re not completing work on time or in line with customer expectations. We’ve 

also seen slight increases in complaints about quality and communication this 
year. You can find out more about what we’re doing about this under ‘making 

improvements’ below. 
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By looking into why we’ve received complaints we’ve learned more about what 

causes complaints and what the consequences are. The ‘word cloud’ below 
shows some of the common words customers use when making complaints 

about Curo:  

 

Making improvements 

We want to learn from our mistakes. Doing this is critical to meeting our 

objective of providing great customer service. Customer complaints are key to 
us learning how to do things better and we’ve already started that learning.  
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We’ve worked with Curo teams to identify areas where we need to improve our 
training, quality monitoring and coaching methods. Managers of these teams 

have put in place measures to improve these processes so that our colleagues 
are supported better. 

Data about complaints are being used when we review our processes. Here are 
some important changes we’ve made this year – all as a result of customer 
complaints. 

Customer Contact Team – complaints about communication and service 
delays: 

The main reason for the increase in complaints relating to this area appears to 
be the processes our Customer Contact Team uses for diagnosing and 

scheduling repairs. The team received 160 complaints about this in 2018/19.  

They are looking at how we schedule repairs. This has already brought about 

improvements: we can now schedule jobs more quickly and provide better 
communication around when we’ll be attending jobs. Here are some of the 
specific improvements we’ve made: 

• Each Curo tradesperson now works in a smaller geographical patch. We’ll 
review these areas regularly so locations with a lot of repair jobs are 

adequately covered. 
• We’re reviewing the ‘scripting’ tool that helps to guide the conversations 

colleagues have with customers.  

• We’re changing how we leave information with our customers when we 
aren’t able to complete a job in one visit so they know what happens next. 

• We’re now sending text messages to mobile phones when we’re on our 
way to a job. 

• We’ve launch a 'self-serve' option to book repairs any time on our 

customer portal called MyCuro.  
• We’re researching how we can complete more jobs in one visit, giving our 

tradespeople what they need to make this happen. 

Response Repairs – complaints about service delays:  

Our Response Repairs Service received 50 complaints in 2018/19 about damp 
and mould, mainly concerning delays. It was clear we needed to change our 

approach to dealing with damp and mould and provide a faster and smarter 
diagnosis when problems are reported. Some of the improvements we’ve made 
are: 

• Our Customer Contact Team now has a suite of questions to help them 
determine the location and possible causes of the damp or mould.  

• A suitably-skilled Curo colleague will be assigned to visit the property, 
equipped with better information about the problem so they can treat or 
repair the fault.  

• If the problem recurs or if our initial treatment doesn’t work, we’ll escalate 
the repair to our Minor Works Team. They can call on specialist 

contractors who’ll be able to use the latest technology and equipment to 
diagnose problems and advise the best way to resolve the issue. 

• We’ve designed a new training programme for colleagues which includes 
learning about damp and mould in older properties such as our Georgian 
buildings.  
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Estates – complaints about service delays:  

Our Estates Service received 19 complaints about how we handled issues 

connected with rubbish and recycling facilities in Bath in 2018/19. Bath & North 
Somerset (B&NES) Council has made significant changes to its waste collection 

services and although we were told about these changes, our planning for the 
impact of these changes should have started earlier.  

We've since made good progress with upgrading recycling facilities across our 

apartment blocks in B&NES. So far we've installed new bin stores and mini-
recycling centres at 12 blocks. These are providing the better facilities that 

customers have asked for following B&NES Council’s changes and as part of 
what we’ve heard through complaints.   

Our Estates Service received a further 48 complaints about grounds 

maintenance, the majority about delays. At Curo we have a detailed map of all 
our estates and ‘assets’ such as streetlights, hedges, trees, paths etc. We know 

there are some gaps between our map and B&NES Council’s map and that can 
lead to confusion around who's responsible for maintenance. This can lead to 
complaints. We're now working closely with the council to tackle this. 

Tenancy Management – complaints about communication: 

Our Tenancy Management Service received seven complaints in 2018/19 about 
communication. Three of these complaints related to communication when 
bringing tenancies to an end.  

When we’re notified of a customer death we do a number of things to meet our 
legal responsibilities. Our Tenancy Management department received a 

complaint from a family member about our communication methods with them 
during this difficult time. Feedback following this complaint has helped us to 
improve the way we do things when we’re informed of a death. We’re grateful to 

the family for bringing this to our attention – their feedback is being used to 
draft our new leaflets about this.  

Customer Resolution - what’s next? 

There are many actions we’re considering to keep improving our approach to 

complaint management. Here’s a sample of the things we’re currently looking at: 

• Reviewing and publishing our complaints policy and procedure.  

• Implementing a new complaints review panel to ensure the policy and 
new processes are being adhered to and that decisions are fair and 

appropriate.  
• Improved training for colleagues about our complaints process.  
• Better ways of recording complaints to highlight trends and common 

issues.  
• Smarter analysis of the root causes of complaints. 

Listening to feedback about this report 

This report has been developed with the help of our customers, through our 

VoiceBox feedback community. Customers read the draft and provided useful 
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feedback. Here’s a summary of the main points and what we’ve done in 
response:  

 

Feedback about the draft of 

this report 

What we’ve changed as a 

result 

Customers want to see more 
information about the complaints 

data we hold, including the root 
causes of complaints. 

Because we’re now measuring not 
just the time it takes for us to 

reach a resolution but also the 
time it takes for us to complete 

any actions agreed, we’ll be able 
to provide more information in 
next year’s complaints report using 

this new data.   

Curo needs to be clearer about our 

complaints principles.  

We’ve added our complaints 

principles. 

Customers want to know more 
about our new procedure when it’s 

available so that customers can 
know details like the timescales 

they can expect when complaining. 

A draft of our new complaints 
procedure will be published on 

VoiceBox so that customers can 
give further feedback. We know 

from the feedback received that 
it’s important to get the procedure 

right and it must include detail 
such as timescales. 

Customers want to hear more 

about what we’re doing differently 
as a result of complaints.  

The ‘making improvements’ 

section of this report received 
positive feedback. We’ve added 

more data to this section about the 
Curo service areas with the most 
complaints. We’ll also be 

expanding this section next year 
so customers know what we’ve 

done differently as a result of 
complaints. 

We’ve also edited this report to remove jargon and present information in plain 

English. 

Thanks to every customer who provided feedback during this process. If you 

have access to the internet and are interested in becoming a member of 
VoiceBox, please visit www.curo-group.co.uk/voicebox. 

http://www.curo-group.co.uk/voicebox
http://www.curo-group.co.uk/voicebox

