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Welcome
Here at Curo we want as many of our customers 
as possible to play a part in helping us improve 
and shape services into the future. Over the past 
year we’ve put worked hard to make getting 
involved easy and we want to say a huge thank 
you to every resident who’s taken part. It’s been 
fantastic to hear from you and to get your help 
and feedback.

In this first Resident Engagement Annual Review 
you can find out more about all the activities and 
opportunities that have taken place over the past 
12 months and what’s changed as a result of your 
engagement.

There are options for everyone, with every level 
of involvement covered, whether that’s through 
more formal groups, online, or in your 
neighbourhood.

Each option provides a different opportunity to 
influence decisions made about what we do as a 
landlord. On top of that, many options give you 
the chance to learn and develop new skills at the 
same time.

We advertise these options on our website at 
www.curo-group.co.uk/getinvolved, through our 
Customer Engagement Menu, at all our annual 
resident events and through the work of our 
Resident Engagement team. 

If you want to get involved, there’s a form on the 
back page of this review, or drop us an email to 
VoiceBox@Curo-group.co.uk. We look forward to 
hearing from you.

Victor da Cunha
Chief Executive

Our promise
When it comes to engaging with you, we will:

      Make being involved accessible

   Provide lots of ways to be involved, covering        
  our customers’ homes, neighbourhoods,     
  safety, additional needs, specific services, and

   the organisation as a whole

   Do our best to ensure that the customers
   involved represent all of our customers

   Ensure our approach to involving customers is 
   integrated into all our services

   Provide opportunities for customers to hold us
   to account when it comes to our performance

   Ensure that every opportunity to be involved
   has a clear objective

   Show the impact that involving customers has
   had on the design and performance of our   

  services

Tom Box 
Resident 

Foreword

Resident Engagement Annual Report 2019-2020 Resident Engagement Annual Report 2019-2020

Tom Box 
Resident 
Engagement 
Manager

Meet your Resident Engagement Team

Michelle Sage 
Resident 
Engagement 
Coordinator - 

Vanessa Collier 
Community 
Development 
Manager

The year in numbers

The number of customers actively involved with Curo doubled over the last 12 
months, with 1,367 customers helping to shape our services compared with 651 
the year before.

Activity Frequency Customers 
engaged

VoiceBox Everyday 24/7 977

Residents Conference 2019 Annually 186

Board Connect Every 6 months 9

Complaints Review Forum Quarterly 8

Disability Action Group Quarterly 9

Oversight Group Quarterly 10

Estates Partnership Board Quarterly 10

Scrutiny Activity Group Start every 12 weeks 12

SHOP Every 6 weeks 14

Key Estates / Resident Associations Monthly 99

Focus Groups / Journey mapping sessions Adhoc 33



54 Resident Engagement Annual Report 2019-2020 Resident Engagement Annual Report 2019-2020

We post regular activities on VoiceBox for 
customers to give feedback on a range of 
different topics and services. Activities include 
SmartBoards where customers can comment on 
draft leaflets and other publications, discussion 
forums, QuickPolls for opinion checks, and in-
depth surveys. 

VoiceBox can be accessed from a smartphone, 
tablet, laptop or desktop computer, making it 
convenient for most customers to take part. 
You’re rewarded for your participation through 
monthly and quarterly prize draws.

977
The number of Curo
 customers on
VoiceBox has almost 
doubled to 977 from 
497 in 2018-2019.

20
We’ve rewarded 
more than 20 prize 
winners through
VoiceBox 
     

402
Since October 2019 
we’ve received 402 
SmartBoard 
comments, 999 
QuickPoll responses 
and 1,157 survey
responses through 
VoiceBox.

385
We received a record 
385 responses to 
our survey about the 
MyCuro customer 
self-service portal.

VoiceBox

VoiceBox in numbers:

VoiceBox is our online community. It’s going from strength to strength as 
more customers join and get involved. The only requirement for membership 
is that you are an adult and a Curo customer – that’s anyone who lives in or 
owns a Curo property, or receives a service from Curo.

Quick Q&A with… 
Paul Roles

Q. How have you been involved with Curo 
over the last 12 months? 

A. I’m Chair of Rosewell Court Residents’ 
Association.

Q. Why did you get involved? 
A. Better interaction with Curo.

Q. What have you and your neighbourhood 
got out of being involved? 

A. Strength in numbers and a sense of 
community.

Q. What advice do you have for other 
residents who want to get involved? 

A. Just do it.

      What’s been achieved thanks to our  
  VoiceBox members over the year?

      •   Members have helped us identify customers’ 
priorities for service improvements. 

      •  Feedback has helped us launch a range of 
new groups for customers to engage with us 
in different ways.

      •  We put 12 customer questions, sourced from 
VoiceBox members, directly to the Curo 
Board at their most recent meeting.

      •  Members are helping us to reshape our 
Market Rent services.

      •  VoiceBox feedback has helped us decide to 
end the use of fixed-term tenancies – we’re 
moving all social housing tenancies onto 
lifetime tenancies.

This year we also launched the VoiceBox App. 
The new app gives customers quicker access to 
VoiceBox from a smartphone or tablet. You only 
have to log in to the app once and can choose to 
get notifications when new activities are launched.

To join VoiceBox visit
voicebox.curo-group.co.uk

To download the app just search for ‘Curo 
VoiceBox’ in the Google Play App Store or the 
Apple App Store.
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Last year we started a new approach 
to looking after some of our larger 
estates. We identified a number of ‘key 
estates’ – neighbourhoods where we 
aren’t doing so well across a number 
of measures. These measures include 
things like fly-tipping and other anti-
social behaviour, our cleaning services 
and  repairs to shared areas, as well as 
residents’ satisfaction with the area 
and our performance.

 
• The number of key estates has increased  

 throughout the year, from three to five.
• This year we saw an increase in the number 

of customers representing and taking pride 
in their neighbourhoods, with 19 customer-
led events including Halloween, Christmas 
and Easter activities, and a rise in the number 
of regular litter picking groups like those at 
the Snow Hill, Foxhill and Rosewell Court key 
estates.

Key estates

Community heroes

We held our first Curo Community Champion 
Awards at the 2019 Residents’ Conference, with 
more than 60 nominations for customers and 
key estates groups. Our inaugural winners 
were Tintagel Close Residents’ Association in 
Keynsham (Community Award), Oliver Brooke and 
Lily Johnson (Community Champion Award 
winners). 

The year in numbers

Number of customers engaged   
in residents’ associations on key estates

99

Number of key estates 5

Number of activities day / events  
on key estates

46

Customer-led events on key estates 19

       What’s been achieved through our key 
estates workover the year?

      •  Engagement with local councillors, the police 
and local authority teams on our estates has 
increased, with particularly close links in place 
in Snow Hill, Rosewell Court, Julian Road, 
Foxhill and Tintagel Close.

      •  Together we’re making our key estates more 
pleasant environments, for example through 
increased cleaning and maintenance of 
communal areas, green spaces and garage 
areas, and new tree and wildflower planting.

      •  Regular community litter pick events and a 
community approach to clearing rubbish is 
improving the appearance of our estates. 

      •  Joint working with resident associations to 
tackle anti-social behaviour is helping to keep 
these estates quieter and cleaner.

      •  We’ve worked closely with Bath & North East 
Somerset Council to tackle the customer 
concerns around parking, traffic and fly-tipping.

   

 “Tintagel Close has seen some 
   improvements over the last year 
   especially having the caretakers 
   involved. Unfortunately, the major 
   building improvements which were 
   being decided on have been put  

on hold due to COVID-19. We look  
forward to the time we can once  
again go forward with our plans. 
Communication between the 
residents and Curo is improving. 
Having someone to contact has  
been a valuable asset.” 

We’ve put in place estate improvement plans, new CCTV and 
our caretaker service with dedicated Curo colleagues looking after 
shared areas of key estates. These measures are all helping to 
reduce fly-tipping, damage to garages and other anti-social 
behaviour in key estates. 

Photos: Tintagel Close and Rosewell Court. 
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Groups and forums

Between April 2019 and March 2020 
we launched 11 new groups to help 
customers get involved with Curo. 
These include Board Connect, the 
Oversight Group, the Estates 
Partnership Board, two Scrutiny 
Action Groups, the Disability Action 
Group, the Complaints Review Forum 
and several groups examining specific 
services we provide and how they feel 
for customers.

We’ve worked with more than 80 customers across 
these groups. Each group has been involved with 
Curo in different ways, learning about what we do, 
how we operate and seeing what happens behind 
the scenes. 

Quick Q&A with… 
Rowan Edwards 

Q.  How have you been involved with Curo 
over the last 12 months? 

A.  I became Chair of the Snow Hill Residents’ 
Association in September and have also 
taken part in Board Connect and the start of 
the panel looking into repairs service before 
it was postponed with Covid-19. 

Q. Why did you get involved? 
A. Because I felt that Snow Hill had improved 

since we moved in, but was starting to go 
downhill drastically with drug use, parking 
problems and issues with bins and recycling 
facilities. I don’t want to move so decided to 
get involved in improving matters. 

Q. What have you and your neighbourhood 
got out of being involved? 

A. More contact with Curo, the police and the 
council as well as various other organisations 
who have been involved in the journey. 
We’ve come together more as a community 
and we now have a Facebook Page with 
more than 90 residents. We’ve held litter-
picks and planting days which have made 
the estate more beautiful and wildlife-
friendly. We’ve also been working with Curo 
and the police to sort the bigger issues 
the residents have. We have got a CCTV 
camera installed. Parking is being addressed 
as are the bins and recycling. The main 
achievement is becoming a key estate which 
means lots of extra support and money 
from Curo so Snow Hill can become a much 
nicer place to live. 

Q. What advice do you have for other 
residents who want to get involved? 

A. Do it, get involved. Even if it’s in a small way. 
Find out if you have a residents’ association 
and go along to the meetings. Join 
VoiceBox. Curo have all sorts of initiatives to 
listen to us, so if you feel they aren’t, chase 
it up and make them. If you don’t try then 
nothing will change and they’ll listen to 
the few residents who do get involved and 
might not represent your views. 

The year in numbers

Number of customers engaged  83

Number of session with customers 11

Number of activity sessions 26

Residents’ associations & similar 
tenant groups
We’re committed to helping local communities thrive and grow in a way 
that’s self-sufficient. We use an approach called ‘Asset Based Community 
Development’ to do this, working with and building on the amazing talents 
and strengths that every community already has. We take this approach 
when helping residents set up and grow their own residents’ associations. 

Where residents are keen for this to happen, we provide time, resources and 
materials to help recruit and set up these groups with suitable terms of 
reference and governance. We will also offer in-house training and support 
so that these groups can become self-sufficient and genuinely led by the 
community they serve.

What’s been achieved thanks to residents’ 
associations over the year?
• Residents’ association meetings have 

helped us to identify customers’ priorities for 
improvements on their estates.

• By encouraging new and stronger residents’ 
associations, more Curo customers are now 
influencing how we spend money on our 
estates. 

• We’ve been able to work closely with 
association members, for example on 
joint door-knocking days to hear residents’ 
priorities, and carrying out neighbourhood 
surveys.

• By supporting residents’ associations, 
residents have developed skills and 
confidence in areas like chairing meetings, 
minute-taking and newsletter production. 

• Facebook groups are helping these 
residents’ on key estates to stay in touch with 
each other. 

• Residents associations are also applying for 
their own funding directly, with applications 
made to the Community Infrastructure Levy, 
the National Lottery, HSBC and Curo’s own 
gardening and community grants schemes. 

• We’ve also seen this increased activity and 
engagement on our estates noticed by 
stakeholders like local councillors and the 
media. 

    “We are grateful to Curo for playing 
a key role in the establishment of 
a new residents’ association for 
Mulberry Park earlier this year. They 
organised the initial public meetings, 
handled officer nominations and the 
voting process, and have provided 
valuable support and guidance for 
the committee’s officers as we have 
begun our work.”  

      This joint working with residents’ associations 
     had led to improvements like: 
     •  At Tintagel Close in Keynsham – new fences, 

community activities and events.
     •  At Julian Road in Bath – £10,000 investment in 

new park equipment and gardening work.
     •  At Rosewell Court in Bath – creating a new 

community meeting room, pigeon prevention 
measures, anti-climb paint to deter anti-social 
behaviour. 

Photo: Rosewell Court residents open their new meeting 
room with Cllr  Dine Romero and Cllr Sue Craig.
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Journey Mapping 

Customer journey mapping is used by businesses worldwide to see things 
from a customer’s point of view. With mapping, we work with customers to 
understand every step, action and interaction customers need to take when 
getting something done with us. It’s a useful way to see where we can improve 
processes and cut out unnecessary steps.

Over the year we held six journey mapping meetings with customers, looking at 
four different processes. 

       
      What’s been achieved by our journey   

  mapping sessions
      •  33 customers involved in group and face-to-

face sessions.
      •  The sessions identified 39 ‘touch points’ (a 

touch point is whenever a customer interacts 
with Curo – for example receiving a letter 
from us, completing a form, or getting an 
email).

      •  Outputs from the sessions and 
understanding these touch points have 
helped shaped changes we’re making to the 
way we operate.

      •  One practical change is that we now give 
reference numbers to customers when they 
report estates issues, making them easier to 
track and avoid duplication.

    

   

    “I’m enjoying gaining insight on  
how things work. And that Curo is 
happy to delve and find out how to 
improve things. Some things I may 
see as choices that are made and  
are maybe not advantageous and 
others I think are more important.”

Disability Action Group

We serve a diverse population of 
customers. Our data tells us that 22% 
of our customers have a physical or 
mental disability. This group was 
formed to ensure customers with 
a disability can help us adapt and 
design our services to meet all our 
customers’ needs.

       What’s been achieved thanks to Disability 
Action Group members over the year?

      •  We reviewed our Disabled Facilities Grant 
scheme 

      •  Using this feedback we mapped out the 
‘journey’ customers take when interacting 
with the local council, Virgin Care and Curo 
when applying for a grant.

      •  Group members have contributed to the 
new Curo Customer Commitment and a new 
repair service being trialled for residents with 
additional support needs.

   “I am on the Disability Action 
Group, it’s nice to see that Curo 
are now trying to look at the 
problems that people with 
disabilities have and trying to find 
solutions to them. We realise that 
this will be an uphill struggle and 
also take time but one thing that 
being disabled has taught me is 
patience. So please keep up the 
good work.” 

Photo: Disability Action Group.

Photo: Charting a customer journey map.
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SHOP – Sheltered Housing 
Older Persons

This group’s area of interest is focused 
on Curo’s Older Persons Service. 
Members of this group are asked 
to review and approve policies, 
procedures and changes to Curo’s 
Older Persons Service.

        What’s been achieved thanks to our SHOP 
      sessions over the year?
      •  Lots of repairs and community issues were 

discussed by the group for their input and 
insight. 

      •  At every session, we ensure a senior member 
of Curo attends – this has included Curo’s 
Chief Executive, Chair of the Board and 
Director of Health, Care and Support. 

      •  The group approved more funding 
applications this year than the previous 12 
months, supporting six community projects 
over the year with £962 in funding.

Quick Q&A with… 
Keith Bridges

Q. How have you been involved with Curo 
over the last 12 months? 

A. As Chair of the Sheltered Housing Older 
People (SHOP) group plus some other 
involvement.

Q. Why did you get involved?  
A. I’ve been involved with Somer (Curo’s 

previous name) for more than 11 years – on 
area panels, residents’ committees, their 
Sustainability Forum and others. I was also 
Chair of Somerset County Tenants’ Forum. 
Then with Curo I joined SHOP and other 
groups.

Q. What advice do you have for other 
residents who want to get involved? 

A. Well worth the effort, nice friendly staff to  
get involved with.

Complaints Review Forum

Feedback tells us that customers 
want to understand more about how 
we make decisions around complaints 
and how the process works. We 
launched the Complaints Review 
Forum to make sure the process 
for managing complaints is open, 
transparent, fair and consistent by 
reviewing anonymised complaints 
selected by members of this new 
group. 

A sample of complaints is tabled at each meeting 
and a consensus view will be reached on whether 
the complaint was handled in line with our policies.  

A sample of complaints were reviewed by the 
group who checked that we handled each 
complaint correctly – agreeing on a pass or fail 
rating. 

       What’s been achieved thanks to our 
Complaints Review Forum over the year?

      •  Members helped create a new complaints 
policy and procedure 

      •  Two-thirds of all the complaints reviewed by 
members received a pass rating.

      •  Lots of learning points raised by members 
of the group have changed the way Curo 
colleagues are trained.

    

    “Curo have been transparent  
and honest in what parts had to  
be improved. I personally have 
found more recently that there is  
a listening ear and more action 
lately. Curo are listening to their 
customers and taking things on 
board.”

Quick Q&As with… 
Jackie Ballinger 

Q. How have you been involved with Curo 
over the last 12 months? 

A. I am a treasurer on my residents’ committee 
and go to the meetings once a month. I’m 
also on a complaints committee; we meet 
every quarter to discuss and see if we can 
improve on problems.

Q. Why did you get involved? 
A. I wanted to make where I am a better place 

for people to live in. Then I got voted onto 
the committee and this is my second year 
as treasurer. With the complaints committee, 
I used to work in a call centre dealing with 
complaints to do with the motor trade and I 
thought I could bring some knowledge and 
help to this.

Q. What have you and your neighbourhood 
got out of being involved? 

A. We’re improving the community we live in. 
We want to make Tintagel a better place for 
all of us. We want to be secure and safe in 
our houses and enjoying living there.

Q. What advice do you have for other 
residents who want to get involved? 

A. To get involved. Each person counts and  
the more people the better.

Photo: Complaints Review Forum.

  

Estates Partnership 
Board

The Estates Partnership Board is 
a group of customers who are 
interested in reviewing estate-based 
services, policies and procedures to 
help Curo improve.

      What’s been achieved thanks to our Estates 
Partnership Board sessions over the year?

     •  The group looked at a range of community 
and communal issues over the year. 

     •  Many repairs and community issues were 
discussed with the group for their input and 
insight. 

     •  Issues and ideas to overcome problems were 
discussed with contractors and our Estates 
Team 

     •  The group held two events including a 
summer BBQ.

Board Connect

Twice a year, customers closely 
involved with Curo are invited to take 
part in a conversation with Curo’s 
Board. These sessions are called 
Board Connect. 

Customers can put questions to the Board and 
have an open and honest conversation about 
our services and performance. These sessions 
also give the Board a chance to ask our 
customers and ask questions and get valuable 
feedback are an invaluable way for Board 
members to understand how customers 
experience and receive our services. 

        What’s been achieved by Board Connect over 
      the year?
      •  Nine Curo customers joined our Board 

Connect session in November 2019.
      •  All Board members enjoyed the session and 

are looking forward to the next event.
      •  12 questions, suggested by VoiceBox 

members, will be put to the Board at the next 
session.
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Oversight Group and Scrutiny Activity Groups

Our Oversight Group is responsible 
for reviewing feedback from across 
our other engagement activities and 
opportunities, considering what’s 
been suggested and what’s changed 
as a result of these, as well as looking 
at Curo’s overall performance. The 
Oversight Group select areas of Curo 
that require greater focus and 
commission an in depth ‘scrutiny 
activity’. 

       Our first Oversight Group session was held in 
   September 2019 and later that month we     

  launched the first new scrutiny activity which    
  examined grounds maintenance:

      •  Customers used VoiceBox, performance data 
and complaints data as part of this scrutiny 
activity.

      •  A 30-page report detailed their findings with 
12 suggested improvements, 10 of which are 
being taken forward. 

    “I was one of the residents who  
took part in the grounds 
maintenance review, which I really 
enjoyed doing. I’m looking forward 
to finding out how effective it has 
been and to see what, if anything, 
comes of the report that was sent  
to the directors.”

Photo: Members of Scrutiny Activity Group discuss improvements and ideas with us at Ballance Street in Bath.

Quick Q&A with… 
Denise Hillier

Q.  How have you been involved with Curo 
over the last 12 months? 

A.  I’ve been a member of the Oversight 
Group and attended meetings to discuss 
priority issues regarding Curo properties 
and estates. 

Q. Why did you get involved? 
A. I got involved because there have been so 

many problems faced by Curo residents 
and I wanted to be their voice. 

Q. What have you and your neighbourhood 
got out of being involved? 

A. I learned more about issues elsewhere 
concerning Curo residents and the 
difficulties Curo faced, yet how they were 
interested in overcoming problems and 
supporting residents.  

Q. What advice do you have for other 
residents who want to get involved? 

A. Give it a go, especially if you feel this is a way 
to communicate with Curo that will benefit 
the community you live in and that it will 
have a direct impact. Curo can then direct 
their money to more priority issues that 
will benefit the area you live in and support 
their customers.

       Scrutiny activity members conducted their 
      review of our grounds maintenance service 
      over 12 weeks, producing a report with 12 
      improvement suggestions. Our resident-   

  led Oversight Group then prioritised the    
  recommendations to be taken forward  
  by Curo. Here’s a quick look at some of the  
  changes we’re making in response to their  
  recommendations: 

Better advertisement of the Estates Advisors 
and their roles is needed for customers across all
estates.
• We will share the role description of the Estates 

Advisors on VoiceBox and remind customers 
they are welcome to join our estates visits. We 
can create a booking system on VoiceBox for 
those that want to be part of those visits.

More feedback is needed following estates 
issues being completed.
• This has been addressed through journey 

mapping exercises (see page 11) with customers 
and colleagues. Customers who now report 
estate issues through to us will get texts on 
when jobs have been sent to the contractor, 
with further update texts on timescales and 
follow-up texts when a job is complete.

Identify key individuals on the estate. 
• Weve increased the size of our Resident 

Engagement team with a view to set up more 
residents associations and community events. 
Our Estates Partnership Board is a new way for 
customers to share any estate concerns with 
Curo colleagues and other residents. 

The Estates Standard document needs to be 
simpler. 
• The Estates Standard was reviewed on VoiceBox 

in 2019 and changes were made as a result 
of that feedback. Were happy to review the 
document again. Scrutiny activity members will 
be invited to give more detailed feedback when 
we review the Estates Standard.

Increase the awareness of responsibilities on the 
estates.
• Curo’s Estates Team will provide the most up 

to date estates maps in printed format to all 
sheltered properties through community 
rooms. We’ll request that any old paperwork 
and information on notice boards is removed 
by our colleagues. We could also keep a copy 
of the Estates Standard in each community 
room. We could produce a document showing 
what day the cleaning is and the approximate 
schedule for grounds maintenance. This can be 
done once community rooms re-open when 
COVID-19 restrictions are lifted.

A second scrutiny activity was started just before 
the COVID-19 lockdown. Looking into delays with 
repairs, 14 customers joined the first session, 
with the next face-to-face session to be 
scheduled when it’s safe to do so.
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Photos: Residents’ Conference September 2019.
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Curo Customer Conference 

Each year we hold a Customer Conference for customers to hear about the 
work going on within Curo, ask questions directly to directors and speak to a 
wide range of colleagues from across many Curo services.

Last year 186 customers came to our Customer Conference; that number is up 
34% on the previous year. In addition more than 1,600 people watched the 
recording of the event on Facebook. Thanks to everyone who came.

We’ve listened to customers feedback and made 
improvements to our events which have helped 
to boost numbers attending. The main areas 
for improvement highlighted following our 
2018 conference were around childcare and 
transport. We addressed both these areas at 
2019’s event and we’ll use the latest feedback to 
plan our future conferences, 

At the 2019 conference, we heard lots of different 
ideas for how we could improve, and a number 
of examples where we haven’t lived up to what
customers should expect from us. This feedback 
is very helpful and we’re taking it seriously. 

      

Quick Q&A with… 
Barbara North

Q.  How have you been involved with Curo 
over the last 12 months? 

A.  I’ve attended various meetings with Curo, 
architects and fellow residents. 

Q. Why did you get involved? 
A. I asked NOT to be involved, but the majority 

of tenants wanted my help. 

Q. What have you and your neighbourhood 
got out of being involved? 

A. A few changes, like the new caretakers, and 
Curo learning how to communicate with 
their residents. 

Q. What advice do you have for other 
residents who want to get involved? 

A. Get involved to help your area and friends. 
Learn how to communicate with each other 
and to listen.

The main points we’re taking forward are:
•    Residents would like to hear more from
   us – in particular those who aren’t online
   Communication between Curo teams and
   with our out-of-hours service could be
   improved. We could get better at listening
   and at showing that we care and understand,
   particularly with vulnerable people.
•  Some things take too long to get resolved,
   for example more complex repairs, issues in
   estates or anti-social behaviour.
•  The process for dealing with teething
   problems when moving into a newly-built
   home needs to improve.
•  Residents would like Curo to have a more
   visible presence in neighbourhoods – with a
   familiar face – and office-based colleagues
   could know more about Curo’s properties,
   estates and areas.
•   Service charges don’t always seem fair or 
   accurate and we should encourage residents
   to take over local estate services where there
   is interest.
•  Our estates need to be better maintained
   – quality isn’t always good enough or
   consistent.

             Curo 
Residents’  

Conference 

2019
17&18 Sept

Choose from an evening 

or daytime session, both at 

The Maltings in Bath which  

is fully accessible.

We’d love  
you to come 

along!

Book your free tickets by visiting

www.curo-group.co.uk/resconf19  

or calling 01225 366000



1918 Resident Engagement Annual Report 2019-2020 Resident Engagement Annual Report 2019-2020

Community grants

We offer a number of grants for 
Curo residents who’d like to apply 
for money for their neighbourhood 
or community. These are the Curo 
Communities Grant, the Curo 
Gardening Grant, and the Curo 
Community Pot which funded by 
Travis Perkins Managed Services and 
other Curo suppliers. 

This year we’ve supported 58 community projects 
through a total of £58,092 worth of grant funding. 

Projects supported over the year include £6,000 
to help a local play scheme replace their community 
van, nearly £5,000 to help customers in our 
sheltered housing schemes make more use of 
the internet, £1,500 for a memory café in Nailsea 
that supports people with dementia, plus 
numerous events like community lunches, tea 
dances and coffee mornings.

Photo: Curo and Travis Perkins together 
provided £1,855 to help Twerton Infant School 
create a giant sandpit and a yurt for their forest 
school area. The new facility was officially 
opened by TV star Kris Marshall.

Photo: Curo and Travis Perkins Managed Services presenting a grant cheque to Bath Area Play Project.

Photos: St Michael’s Primary School, Twerton. The  outdoor 
play and learning area has benefitted from £750 of Travis 
Perkins funding enabling the school to add more ‘zones’ to 
their playground including a sandpit, water-area and den- 
building area.

Here are some of the projects that we’ve awarded 
money to through our Community Grants Scheme

25 Construction Skills Certificate Scheme cards  
for customers on work placements 
Awarded - £2,500 

Greenacre Court garden
Awarded - £1,000 

Bath Area Play Project van 
Awarded - £6,000

Digital sessions at Livewell Hubs 
Awarded - £4,750

Opal / St Michael’s School
Awarded - £750

Fantastic Futures 
Awarded - £519.90 

Nailsea Memory Café 
Awarded - £1,200

The Hive Project - lobby 
Awarded - £1,500 

Friendship Matters 
Awarded - £159.30 

Twerton Infants’ School
Awarded - £1,854

Bath Residents’ Christmas lunch 
Awarded - £750 

Sheltered housing Christmas meal (Stirling Way)
Awarded - £550

Giving a gift for Christmas 
Awarded - £650

Newbridge Primary School - Wellbeing Garden 
Awarded - £6,000

Billy Chip 
Awarded - £1,500

V E Day Celebration 
Awarded - £1,000

St Mary’s CofE Primary School 
Awarded - £1,000 

The Hive Project - Sensory Tree 
Awarded - £1,745  

Young Person Bond Scheme 
Awarded - £5,000 

Unseen - Modern Slavery Safehouse 
Awarded - £1,500
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Place your order
Here’s how I’d like to be involved – please 
send me more information:

Eat in
      Residents’ Associations
      Community Champions
      Estates Partnership Board 
      Resident-led services

Eat Out
      VoiceBox
      Oversight Group
      Scrutiny Activity
      Customer Focus
      Complaints Review Forum
      Disability Action Group
      SHOP

Specials
      Residents’ Conferences
      Curo Labs

 
After we’ve received your completed form, we will  
acknowledge it and send you further information  
on these groups. We will also note your expression  
of interest and look into whether there are vacancies  
or future opportunities for you to be involved. We will  
also add you to the waiting if this isn’t immediately  
possible.

 

Name: ..............................................................................

Address: ...........................................................................

...............................................................................................

...........................................................................................

Home telephone: ....................................................

Mobile telephone: ....................................................

Email address: ..............................................................

............................................................................................

Preferred method of contact (please tick)

      Phone        Email         Text/SMS         Post 

  Any special requests?

 

Privacy notice
We are serious about protecting your privacy and 
promise to store and look after your personal  
information carefully and in line with UK law and our 
data protection policy. For more information about 
our data protection promise and our data protection 
and privacy notice please go to curo-group.co.uk/
privacy

CURO’s 

CUSTOMER 
INVOLVEMENT

MENU

What’s next? Curo’s Customer Involvement Menu

Coming 
soon...

      In 2020-2021, we’ll be:
      • Launching more key estates programmes
      •  Holding our 2020 Customer Conference – 

COVID-19 restrictions mean we’re looking at a 
wide range of options

      •  We’re launching our new Community 
Champions role (see below box) 

Community Champions
   
To reach as many communities as possible, 
we will be recruiting Community Champions 
across our estates. A Community Champion  
will be a leading positive voice in their
community. They will ask for feedback 
and views from people who live in their
neighbourhood and feed this back to Curo 
to help us improve. Champions will also 
play an active role within any residents’ 
association or similar group in their area, 
and shape community development plans. 

Choose how you’d like to 
be involved. This is your 
chance to play a part in 
helping Curo to improve 
and shape services into 
the future.

Download your menu
or ask us for a copy
www.curo-group.co.uk/menu

Photos: Estates Partnership Board BBQ (The Maltings).



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

Ju
n

e 
20

20Visit 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.


