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At Curo, we see complaints as an opportunity to 
put right things that have gone wrong, and also 
a chance to learn from the feedback we receive 
to improve our services. 

This report provides an overview of the types 
of complaints we receive, how our services are 
performing in resolving them and how many 
have been passed through to the Ombudsman. 
It looks at complaints that we received between  
1 April 2019 and 31 March 2020. 
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Overview of our Approach

Last year, following a series of internal and customer consultation exercises, 
we published a new complaints policy. This captures perfectly the fresh 
approach we want to take including the understanding that we will record all 
expressions of dissatisfaction as a complaint and clearly detailing how we will 
treat each case on its merit, looking to resolve the case at the earliest point in 
the process but providing a path of escalation if this isn’t possible.

The team receiving the 
complaint try their best 
to resolve the solution 
immediately

Resolution
First

Level 2

Management
Review

Customer Resolution 
Team conduct a more 
formal investigation if 
required

Customer has the right 
to appeal, reviewed by 
a Manager, Head of 
Service or Director
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Summary of Complaints Received

This year we have a seen 
a slight decrease (93 
fewer) in the number 
of complaints we have 
received when compared 
with last year.
Three services saw significant reductions 
in the number of complaints registered: 
Responsive Repairs, Estate Services and Home 
Improvement. At the same time, the number 
of complaints registered in the Contact Team 
increased from 209 to 297, an increase of 

88. As the Contact Team is often the starting 
point for many of our key customer journeys, 
the majority of these cases relate to other 
services too. For the second year in a row, we 
have seen a reduction in the number of cases 
related to our Leasehold Services, a reflection 
of the work that has gone in to improving the 
customer experience in this area.

Despite the overall decrease, the number of 
complaints recorded is still significantly more 
than previous years including 2017-18 where we 
saw exactly 1,000 cases registered.

Chart: Complaints received by service
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What themes do we see in 
the complaints we receive?

Service delay remains the most significant 
theme. We use this category for a complaint 
when a customer has contacted us to tell us 
they are dissatisfied that something has taken 
too long or hasn’t met their expectations of 
the time it would take.

We saw an increase of 39 cases when 
compared with last year. The overwhelming 
majority of these cases come in the repairs 
service, with around 30% of all cases registered 
across the year related to this critical customer 
journey. 

Demand for our repairs services increased 
across the year, partly due to the high number 
of storms in the winter and spring, and this has 
limited our ability to reduce the lead-in time 
for new repairs jobs. The impact of COVID-19 
is likely to persist for some time, affecting the 
delivery of repairs services in particular, given 

ongoing social distancing requirements. We 
remain however absolutely committed to 
reducing the wait time and will endeavour to 
make progress this year wherever possible.

The second most common theme we see 
is in relation to issues with the quality of the 
services we deliver. Most of these complaints 
concern our repairs service and the quality of 
the repair that has been carried out. 

This year we have seen a decrease in 
complaints relating to our Responsive 
Repairs service, with only 57 cases (Response 
combined with the Contact Team in the 
table) against last year’s recorded number 
of 78. There has been a focus on repairing 
things ‘right first time’ which has certainly 
made an impact. We are also being much 
more considered with our approach to 
more complex repairs which take longer to 
complete, ensuring that we have the materials 
and the right colleagues in place to deliver 
through effective planning.

Chart: Number of cases received by theme
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Quality of Service Complaint 
Breakdown
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The communication process needs to 
improve, and we have been working with 
the team to identify better ways to keep 
residents informed of progress, particularly 
when some information is confidential and 
cannot be shared. 

A new communication plan has been 
developed which will mean that customers 
will be provided with a more comprehensive 
update including the next steps in a case and 
provide a timeline for these actions to take 
place. A new customer briefing sheet has 
been developed which will be provided when 
a new case is reported to us. This will help 
explain what we can and can’t do as well as 
setting expectations around timescales and 
the service as a whole. We have also made 
improvements to our MyCuro portal which will 
allow customers to track their case online as it 
progresses.

We expect to see an improvement this year, 
with the team working particularly efficiently 
and effectively during lockdown so far.

One of the other themes we see in the 
complaints we receive, away from the key 
categories in the chart below, is damp, mould 
and leaks. This was a factor is 181 of the new 
cases reported this year. We continue to look 
at how we can improve this for our customers, 
with a new process introduced this year 
that will mean damp and mould cases are 
managed better with a faster approach to 
diagnosing the cause. 

A new approach to home improvement and 
how we invest in our homes was also unveiled 
this year, with the intention this will start to 
improve the condition of our homes and bring 
them up to the standard that our customers 
expect.

Communication complaints have remained at 
similar levels to the previous year, with around 17% 
of cases relating to this issue. Tenancy Compliance, 
in particular, have seen an increase in the number 
of cases reported against this category. The Tenancy 
Compliance Team deal with neighbour disputes, 
often involving the police and numerous agencies. 
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Camplaint category

Repair 48 7 9 1 65

Property condition 26 9 5 5 45

Damp and mould repair 13 3 1 17

Grounds maintenance 15 15

Cleaning 12 12

Upgrade to a home 10 10

Moving In 8 8

Garage 1 7 8

ASB Case 5 5

Safety work 2 1 2 5

Home safety visit 1 4 5

Grand Total 89 27 27 15 12 10 7 5 3 195

Table: Complaints about service quality broken down by service area
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Complaints performance

2019/20 was a challenging year, and we 
were unable to manage a heavy caseload as 
effectively as we had planned, partly due to 
a series of staffing issues and absences. We 
have restructured the team and added more 
capacity, with the final vacancy due to be 
filled imminently.

The average number of days to agree 
resolution and to completely resolve a 
complaint is not where we expect it to be, but 
has also been distorted to some degree by 
a high number of lengthy cases which have 
been resolved in this year. When we complete 
complex cases such as these on our system 
this pushes up the average figure significantly. 
We have been prioritising these older 
cases and reducing the numbers that are 
outstanding, but the COVID-19 lockdown has 
had an impact on our ability to resolve issues 
recently. 

More positively, we have seen an increase in 
customer satisfaction on previous years as well 
as surpassing the year’s target. The Customer 
Resolution Team, the team who handle the 
majority of our complaints, are putting a 
greater emphasis on the customer experience 
element of what they do which is starting 
to pay dividends. These scores are typically 
lower than some other service areas due to 
the negative starting point of the journey. 
This financial year we are targeting further 
improvement in customer satisfaction to 50%.

Measure 2018-19 Actual 2019-20 Actual

Number of complaints received 1,284 1,191

Average days to reach an agreed resolution 13 18

Average days to resolve a complaint* 37 46

Percentage of cases resolved at Resolution First 58% 32%

Percentage of cases resolved at Level 2 33% 55%

Percentage of cases resolved at Management 
Review

9% 12%

Percentage of customers satisfied with Customer 
Resolution Service

13 13

* Average days to reach an agreed resolution is the time spent investigating the issue and 
agreeing with the customer what a suitable solution will be. Average time to resolve  
a complaint is the full time a complaint is open, right up until the issue is fully resolved.
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Ombudsman  
cases

Complaints  
Review Forum

This year we received three determinations 
from the Housing Ombudsman in cases 
brought against us. Customers are free 
to contact the Ombudsman if they are 
unhappy with the outcome of a complaint. 
Where the Ombudsman finds service failure 
or maladministration, this is a serious black 
mark on our record.

We are working hard to address poor recent 
performance in this area, and the 2019 figures 
show a marked reduction on the eight 
determinations received the previous year. 
The Ombudsman has recently published a 
new Complaints Handling Code which we 
are reviewing and will ensure our process 
is fully aligned to the changes they are 
implementing.

Two of the three determinations from this year 
were reviews of previous Ombudsman cases, 
following appeals from the complainant. 

In the first, relating to ongoing anti-social
behaviour and parking disputes, the Ombudsman 
upheld their original determination which 
found maladministration (service failure) in 
relation to the handling of the parking issues. 
The actions associated with this case had 
already been complied with, so no further 
action was necessary.

In the second, a mutual exchange where the 
complainant was not happy with the condition 
of their new home, the Ombudsman also 
upheld their original determination which found 
no maladministration on the part of Curo.

In the third case, a new case concerning repairs 
to the complainant’s kitchen, the Ombudsman 
categorised their determination as ‘sufficient 
redress’ meaning they were happy with our 
original offer of compensation and no further 
action was necessary. 

Launched in July 2019, the Complaints 
Review Forum (CRF) was set up as a direct 
response to the consultation exercise run 
earlier that year on the new complaints 
policy. Customers told us that they wanted 
improved transparency and fairness when it 
comes to the decisions that we make when 
reviewing complaints.

The CRF meets every quarter to review 
anonymised complaints that have been closed 
in the previous three months. The forum, 
made up of a diverse group of customers, 
checks to see whether each case was delivered 
in line with our policy and procedure and 
that the decisions made were right and fair. 
The group randomly choose cases that were 
resolved at each of the three complaints 
stages. 

Feedback from the group included the 
suggestion that we should provide reference 
numbers at the point of acknowledgement 
to help with future conversations about the 
case, improvements in the way compensation 
payments are processed to reduce delay, and 
quicker escalation when progress isn’t being 
made. All of the suggested improvements 
to the process and our approach have been 
taken forward and will be implemented as 
part of the next set of improvements we are 
making later this year.
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Improvements and the future

In April 2020 we launched the first phase of an improvement project designed to make 
the complaints process easier and more efficient for colleagues and customers, improving 
the way we react and respond to complaints as well as increasing their visibility across the 
business through better reporting.

While we hope our customers never have cause to complain about our services, we really value 
the opportunity to learn from complaints and we look forward to working with our residents to 
continue to improve services in 20/21 and beyond.

Changes planned to be introduced 
before the end of September include:

•  Changes to process to mean faster 
resolution of policy-related complaints

•  Detailed process for escalation of cases 
that aren’t being actioned in a timely way

•  Distribution of Resolution First cases 
across the business, to improve 
accountability  and increase the 
numbers of cases resolved at the first 
stage

•  Introduction of Track-My-Case to MyCuro 
allowing customers to not only use the 
portal to log complaints, but also to keep 
up to date as progress is made on their 
case

•  Redesigned mandatory training for all 
colleagues who are involved in complaint 
management including policy, systems 
and soft skills sessions

•  Updated complaints policy along with a 
completely new complaints procedure 
and compensation policy and procedure

•  A revised approach to learning with 
a new root cause analysis process 
including more colleagues in the 
conversations

•  Senior leaders in the organisation 
held to account through Operational 
Excellence meetings on complaints 
performance and discussing initiatives 
on reducing complaints in the future

•  New reports for colleagues to keep 
on top of complaint management 
performance as well as supporting the 
new processes for learning
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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
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If you would like this information 
in an alternative format please 
get in touch.


