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Meeting notes 
Board Connect 

22 Nov 2019 

 

Everyone noted that Board Connect is a new initiative, forming part of Curo’s 

resident involvement framework. It is intended to allow two-way discussions 

between Curo’s Board and residents. Board Connect will take place every six 

months, with the Board meeting different residents each time.  

An agenda and some background information had been circulated previously, 

and it was agreed that discussions should be structured around three key 

questions:  

1) How do residents think Curo is performing and why? 

2) Resident involvement – how are residents finding this? 

3) What are the Board focused on right now, and for the next six 

months? 

 

1. How do residents think Curo is performing and why? 

Residents shared their personal experiences of Curo service, and consensus was 

that service levels were improving – Curo colleagues were polite, and seemed to 

care. That said, everyone agreed that there was still work to do.  

The following themes emerged from the discussions:  

Consistency 

• Residents reported varying experiences when it comes to contractors – 

some felt that grounds maintenance contractors are making a real effort, 

and are punctual and polite. Others had less positive experiences. For 

example, SHOP members consistently report that communal cleaning is a 

very poor standard.  

• Residents felt that high turnover of staff at contractor organisations was 

disappointing – they prefer to see the same people regularly, to be able to 

build relationships with them. That consistency of staff then helps to 

ensure consistency of service: without depth of local knowledge and 

history, it’s hard to provide a comprehensive service. 

• The new Oversight Group (which commissions scrutiny reports on Curo’s 

services) has selected grounds maintenance for its first scrutiny review, 

because of feedback about the consistency of these services. The results 

of that scrutiny will be reported through Board Connect.  
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• Consistency was important in helping Curo residents to feel proud of 

where they live. Residents felt that there shouldn’t be such a big 

discrepancy between the standard of social housing and the standard of 

other housing.  

• Residents gave examples of times where individual Curo colleagues had 

been brilliant, but that Curo systems had let them down and led to a very 

patchy customer experience:  

o A plasterer ‘going the extra mile’ by working late to get work 

completed, but this was only necessary because the job had not 

been scheduled properly.  

o Colleagues working to resolve a complaint being really helpful and 

empathetic, but not having the budget available to put the 

customer’s problem right.  

• Both residents and the Board agreed that Curo should focus on making 

sure all residents get a great service. Pilots of estates-based work 

suggested that this is helpful.   

• Everyone agreed that Curo needs to focus on keeping its promises – for 

example, turning up for repairs when we say we will.  

 

Communication 

• Residents thought that this was an area where Curo could really improve 

– it was great to see changes had been made recently, but more work is 

needed.  

• Residents gave examples of where Curo communication hadn’t been 

great:  

o Lack of communication about the changes to the estate manager 

role at Snow Hill 

o Not following up about the conclusion/outcome of stock condition 

surveys 

o Not ‘joining the dots’ where the same issue is reported by residents 

repeatedly 

o Not explaining that our home safety check is about more than just 

gas safety 

o Curo colleagues not being polite on the phone, or not phoning 

residents back when they were supposed to.  

• That said, residents were encouraged by the efforts that Curo is making. 

Residents provided feedback about the MyCuro portal, and noted that it 

was really helpful for routine matters like checking a rent balance or 

reporting a repair.  

• Residents discussed the importance of making sure that communication 

wasn’t digital only: not everyone has access to a computer or 

smartphone. Curo is getting better at offering non-digital ways to get 

involved (11/13 options are non-digital) such as meetings, and the 

Residents’ Conference), but must do better to publicise those 

opportunities in a non-digital way – using noticeboards, and colour (where 

costs permit) to increase visibility.  

• Residents recognised that it was important to give residents a range of 

ways to engage and communicate with Curo in general. There was mixed 
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feedback about VoiceBox – some people think that it’s great, to some it 

feels a little clunky. But everyone agreed it’s important for Curo to keep 

asking residents questions through it, as one of the ways for residents to 

provide feedback and help shape services.   

• Communication with leaseholders was highlighted as an area for particular 

improvement. The Board would like to hear more about this, and would be 

seeking assurance from Curo colleagues about how this is managed.  

• The Board encouraged residents to keep providing feedback on what’s 

working, and what’s not working so well, in terms of communications.  

Local Presence 

• Residents discussed the sense of community where they live, and how 

Curo can help support that. Residents provided feedback about more 

community-based initiatives, such as the caretaker pilot in Rosewell 

Court.  

• The Board reflected that they had heard from residents, particularly in the 

past year or so, that Curo had moved too far away from its local 

communities and that Curo colleagues weren’t ‘on the ground’ as much as 

residents would like them to be. The Board was taking this into account 

when discussing the future of Curo’s services, and Curo was aiming to 

move back towards having a greater local presence and connection, 

although it will take time to make the changes needed.   

 

2. Resident involvement – how are residents finding this? 

Everyone noted that big changes had been made to resident involvement at 

Curo in the past year or so, including changes to resident scrutiny and a move 

back towards having residents’ associations.  

Residents commented that they appreciated the range of involvement activities 

that were now on offer. In particular, the move to more devolution of 

opportunity and being able to get involved at a local community level was 

welcomed.   

To further improve resident involvement, residents made some suggestions:  

• Having communal spaces where residents can physically meet is really 

important. 

• Curo should make sure they support residents who can then act as 

ambassadors. We need to make sure we keep our promises so that those 

ambassadors don’t lose credibility with other residents.  

• More information should be made available locally – involved residents 

can help with this (by putting posters on noticeboards, for example). 

• Resident involvement is about resident-to-resident discussion and 

engagement, not just about resident-to-Curo engagement.  

• Curo should better publicise the good work it does, that people might not 

generally expect (for example, its mental health support services). This 

might make more residents think “Curo is for me”.  

• Curo should think about how to hear more from people who’ve had a 

negative experience – quite a lot of the current groups are populated by 
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residents who have had positive experience, and it was important for Curo 

to hear both perspectives.  

The Board reflected that they needed to continue to hear residents’ views, to 

help them take the best possible decisions. This included hearing from residents 

who had had negative experiences – otherwise, the Board ‘don’t know what the 

Board don’t know’.  

Residents discussed what worked well, and not so well, in their local 

communities. It was important for each community to do what worked for them 

– and for each community to have a range of ways to get involved. Some 

residents like more formal and structured involvement, like residents’ 

associations, others prefer less structure.  

What are the Board focused on right now, and for the next six months? 

Board members reflected on discussions that they had been having recently, 

which had focused on the following:  

• How to deliver more, and better, for residents when money is tight. The 

economy (including the housing market) isn’t performing as well as we 

would like, and this impacts on the money available to Curo. It also 

impacts on the wellbeing of our residents and our local communities more 

generally, which in turn leads to greater demand for Curo’s services.  

• In particular, the Board want to be able to invest more in our existing 

housing stock. We haven’t invested in blocks, for example, as much as we 

perhaps should have. The Board want to make sure that Curo residents 

feel proud to live in Curo homes.  

• How to roll-out more estates-based services, such as communal cleaning 

and maintenance, and how to respond to feedback from residents about 

having more presence ‘on the ground’.  

• Why customers’ perceptions of Curo don’t seem to be improving – even 

though customer satisfaction with individual services is.  

Looking forward, the Board had asked Curo’s Executive and Senior Managers to 

think about how we can find the money to deliver these aspirations. One thing 

they will be looking at is how Curo could be organised more efficiently to deliver 

improved customer service. The Board knows that this isn’t going to happen 

overnight, and so is encouraging the Executive to address ‘the worst first’, so 

that residents start to see improvements as soon as possible. The Board will be 

looking at options in March/April.  

At the next Board Connect, it was suggested that the following could be 

discussed:  

• Progress in identifying how to invest more in existing stock, and to roll out 

more estate-based services.  

• Residents’ views on perceptions of Curo – helping the Board to better 

understand why these aren’t as good as we would like and how they can 

be improved.  
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The Chair of the Board concluded by saying a huge thank you to the residents 

for all the work they do as ‘involved’ residents: the Board really valued hearing 

their thoughts directly, and would take them into account in discussions and 

decision-making. It was great to see that the new resident involvement 

framework was working so well, as the Board feels strongly that residents should 

have the opportunity to shape Curo’s services.   

Although Curo has been working really hard to do better, there had been some 

really clear feedback about what still needs to improve – such as 

communications and keeping our promises. The Board would reflect on this 

feedback, and hoped to be able to discuss improvements at the next Board 

Connect.  

 


