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Cover: A young family move into 
their new Curo home in Bristol

Inside Cover: Residents and a 
Curo co-ordinator at one of our supported housing 
schemes on a team-building activity weekend



Who are Curo?

A housing association 
and house-builder based 
in Bath, Curo provides 
great homes, landlord 
services, and high  
quality care and support 
services across the West 
of England. 

Image: Ready for action , keeping our 
customers’ homes in great shape
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Who are Curo?

We are one of the largest 
landlords in the South 
West, with a diverse 
portfolio of affordable 
and market rented homes.

We own and manage more than 13,000 
homes; properties that our 25,000 
customers call home. We’re  building 
hundreds of new homes every year for 
rent and sale.
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•  We own a range of property, from starter homes 
to Grade I Listed Buildings, in locations from rural 
villages to city centres. We have an extensive 
long-term development and land acquisition 
programme, working to build hundreds of new 
homes every year.

•  We invest in neighbourhood services, designed to 
make our communities thriving, sustainable places 
where people want to live and work.

•  We provide award-winning support services to 
a wide range of customers, including homeless 
young people and families, older and disabled 
people, and those affected by mental health 
issues or memory loss. 

•  We support customers into education and work, 
and offer apprenticeships, training and graduate 
placement programmes.

•  As a housing association we have no paid 
shareholders. We create profit for purpose, 
reinvesting the surpluses from our commercial 
house-building business into our core social 
purpose.



Liz Potter 
Group Chair

As Curo enters a new 
decade, our strategy 

will help us to work 
with our residents and 
partners to face those 

external challenges 
and to deliver our 

purpose of ‘Homes 
for Good’.
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Curo means ‘I care’ and I’m very proud to chair Curo.  
We’re a profit-for-purpose organisation, here to provide  
renowned customer service, great properties and  
places and high-quality new homes, to help people  
build independent and successful lives, and to ensure  
our business is resilient and sustainable so we can  
continue to fulfil our social purpose.

At the start of a new decade, we have made some 
revisions to our strategy. Following the decision 
on Britain leaving the European Union and the 
unprecedented turbulence created by the global 
pandemic of 2020, the next five years will bring new and 
profound challenges:    

•  Society and the business community need to respond 
to the consequences of a prolonged period of public 
movement restrictions and social distancing as we 
search for an effective vaccine. Whatever happens, 
society and business models have been changed 
forever and we need to adapt and work within this new 
normal. 

•  The UK must at the same time secure new trade 
deals, with unpredictable impact on our economy, the 
housing market and work and welfare - all of which will 
directly affect us and our customers. 

•  As the lessons from the terrible fire at Grenfell Tower 
emerge, immediate and ongoing investment is 
required across the nation’s housing to ensure our 
buildings are even safer, although we are already 
carrying out work on the high priority issues. 

•  The urgent need to tackle climate change will also 
require additional investment in our existing homes so 
they are safe, healthy, affordable and warm (SHAW). 

 
These pressing and serious challenges require us to 
think very carefully about how we deliver value for 
money and make best use of the income we receive; 
income which will be under great pressure as the result 
of economic uncertainty. 

To support this five-year plan, we have also created 
a new purpose statement - ‘Homes for Good’.  This 
defines what we’re here to do; it will be our north star in 
the years to come, a guiding light to help us plan and 
maintain a long-term business which makes a positive 
difference to people’s lives across our region. The 
importance of a ‘good home’ has been made more real 
to people during 2020; it’s a place that, more than ever, 
we all know means so much more than a roof over our 
head.

Introduction
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Over the past few years we have worked hard to engage, 
listen and respond better to all our customers. Residents’ 
views and priorities, expressed through the many 
different channels and meetings we offer, are vital to our 
thinking as we steer a course through the challenges 
ahead. 

With residents standing alongside us we know we’ll be 
able to make further, faster improvement to services. I’m 
really pleased, for example, that we’ve had very positive 
feedback on our pilot programmes to improve the 
appearance of our estates, and to enhance their upkeep 
through a new team of caretakers; as soon as social 
safety measures allow, we will start to roll out these sorts 
of services to other areas so we can continue to improve 
the way people feel about where they live. 

We also know from our residents just how hard it can 
be to sustain a tenancy, whether you are employed 
or not. We will therefore continue to deliver additional 
help through our ‘Passport to Housing’ service, 
Independent Living services and a number of other 
tenancy sustainment activities which are greatly valued 
by residents and help them transition into the world 
of Universal Credit. These added value services will 
be even more important over the next few years if 
unemployment rates increase and job security reduces 
further for those on lower incomes.

We’re acutely conscious of the growing levels of housing 
need all around us. We welcome the government’s 
manifesto commitment to “end the blight” of rough 
sleeping by 2025. The country’s housing crisis means we 
work hard to build as many new homes for rent and sale 
as we can. As a not-for-profit organisation, any surplus 
from homes we sell is invested back into our existing 
homes or put into providing more new rented homes at 
a reduced rent.

So, as Curo enters a new decade, our strategy will help 
us to work with our residents and partners to face those 
external challenges and to deliver our purpose of    
 ‘Homes for Good’.
 

Liz Potter, Group Chair
July 2020

 



• 
• 
• In addition, enhanced regulatory standards, particularly around consumer regulation, resident engagement and the 
management of building safety will emerge,  and we will need to proactively respond to them. Whatever the external 
environment may bring however, we’re committed to delivering this strategic plan, focusing on the five priorities we’ve set, 
their associated goals and of course our guiding principle of providing ‘Homes for Good’.

Victor da Cunha 
Chief Executive

I believe we’ve made some clear and solid progress 
since our last strategic plan was published. We set out 
our ambition to be a great landlord, and to do this 
we’ve improved our services, the ways we engage 
with customers and stakeholders, built many new 
affordable homes and seen increases in customer and 
colleague satisfaction – but I’m also very clear that we 
still have more to do in all these aspects.   
 
This refreshed and updated strategic plan is published 
during unprecedented times. A new government, a 
global pandemic and the impending departure of the 
UK from the EU set the context for the next five years. We 
know this will not be an easy period, for the country, our 
organisation or the people we serve. 
 
We expect our customers to be substantially affected by 
an economic recession and that  funding cuts will  impact 
a range of services they rely on. 
 
We also expect that there will be a number of important 
new housing policy announcements, and that these 
will be focused on home ownership, carbon neutrality, 
enhanced fire safety and a refreshed ‘decent homes’ 
standard. 
 
In addition, enhanced regulatory standards, particularly 
around consumer regulation, resident engagement and 
the management of building safety will emerge,  and 
we will need to proactively respond to them. Whatever 
the external environment may bring however, we’re 
committed to delivering this strategic plan, focusing on 
the five priorities we’ve set, their associated goals and 
of course our guiding principle of providing ‘Homes for 
Good’.
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We’re committed 
to delivering this 

strategic plan, 
focusing on the five 
priorities we’ve set, 

their associated  
goals and of course  

our guiding principle  
of providing  

‘Homes for Good’.



• 
• 
• In addition, enhanced regulatory standards, particularly around consumer regulation, resident engagement and the 
management of building safety will emerge,  and we will need to proactively respond to them. Whatever the external 
environment may bring however, we’re committed to delivering this strategic plan, focusing on the five priorities we’ve set, 
their associated goals and of course our guiding principle of providing ‘Homes for Good’.

Overview

So, what is our strategy? 
Our first priority remains to deliver Renowned 
Customer Service:  

•  The restriction of public movement, shielding of more 
vulnerable people and the need for social distancing 
have shown that we need to accelerate our digital 
offer to customers – an option that we know many 
customers already prefer. So, we’ll do this faster than 
ever, making it easier for customers to transact digitally 
with us, allowing them to choose how they wish to 
communicate and receive services.  More customers 
choosing these convenient digital channels will release 
resources, allowing us to invest more in specialist 
services for our most vulnerable customers as well as 
other services that customers say are important to them.

•  We’ll be rolling out a new operating model, building 
on the innovations which we secured during the 
‘lockdown’ period and responding to the new ways 
of working we now have in place.  This will allow us to 
further improve local services and increase resident 
engagement and trust. We will reduce the complexity 
of doing business with us and become more 
consistent in delivering our core landlord services.

Our second priority is to provide Great Properties and 
Places:  

•  We’ll be investing more money than ever before in 
our residents’ homes. Our top priority is to ensure that 
our homes are safe and that all of the landlord safety 
checks and follow-up works are completed on time 
and to the highest possible standards. In addition, 
our five-year investment programme will upgrade 
the communal spaces of a substantial number of the 
blocks we own. 

•  Having piloted a ‘caretaker’ model on several of 
our estates, we’ll be rolling this service out to other 
areas over the next five years in consultation with 
residents. This will improve the quality of our estate 
management and increase residents’ satisfaction with 
their neighbourhoods. 

•  We’ll maintain our ambition to regenerate a number 
of our estates, and we’ll continue to lobby for 
government investment to make this happen. 

Our third priority is to continue to support 
Independent and Successful Lives:
 
•  We’ll continue to provide high quality ‘wrap-around’ 

services to keep people living independently in their 
homes.  This will include a substantial investment in 
upgrading our housing for older people, in particular 
modernising the alarms which help residents to stay 
safe and independent in their homes.

•  We’ll continue to innovate so that we can maintain 
specialist services to residents who are amongst the 
most vulnerable in our society. This may include help 
for homeless people, people in need of temporary 
housing, specialist housing for younger people in 
housing need or specialist older persons services. 

Our fourth priority is to build High Quality New 
Homes:  

•  As a Homes England Strategic Partner, we have 
secured grant funding to deliver a large number 
of affordable homes – from social rent to shared 
ownership. We want to retain this status and work with 
our partners to deliver even more homes through 
their investment.

•  We’ll continue to build new social rented homes and 
other forms of affordable housing for local people 
over the next five years – both through our in-house 
team and via partnerships with others.

 
•  We will continue to build homes for sale, creating 

profits to re-invest in our existing homes and to 
plough back into the provision of new ones too.

•  We’ll also work hard to create the Curo home of 
the future – exploring how it can be designed to 
reduce carbon emissions and contribute to the wider 
community through design and place making. 

To do all of these things we need to stick to our fifth 
priority and that’s to ‘Maintain a Resilient Business’:

•  We’ll continue to operate using sound financial and 
governance practices so that we remain a trusted, 
independent partner in the long term.

•  We’ll keep investing in colleague learning and 
development, including our customer experience 
academy, to create the leaders we’ll need in the future. 

•  I’m delighted that at the start of this plan we’ve been 
rated as an ‘Outstanding’ workplace; we’ll continue this 
focus on supporting our colleagues over the next five 
years, so they can give their very best for our residents 
every day. 

•  We will remain accountable to our customers and 
our stakeholders – we’ll make sure we’re listening, 
offer regular engagement and share our plans and 
progress along the way.

Victor da Cunha, Curo Chief Executive
July 2020
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Our values are very important 
to us; they are our moral 
backbone. They describe our 
style of leadership and the way 
our people behave. They set 
standards which we apply directly 
to the way we run our business, 
recruit our colleagues, manage 
our performance and recognise 
and reward good work.

Curo colleagues helping out at a 
community litter-pick
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Caring
i   We care about delivering great customer services

ii   We treat people as people – warmly, politely and  
  honestly

iii   We have a culture where people feel valued and     
  are inspired to give their best

Respectful
i      We listen to people and respect their differences

ii   We adjust our services, where possible, to take    
  account of people’s differences and preferences

iii   When we cannot do this we explain why

Open
i      We are open with our customers, our colleagues          

  and our partners

ii   We explain why some things need to remain   
  confidential

iii   We involve our customers, colleagues and  
  partners so that they can contribute to our  
  work and the plans we make

Fair
i      We do the right thing ethically

ii   We treat people decently and consistently

iii   When we cannot do something we are  
  straightforward about it, and we explain why

Trusting
i      We trust people to do their jobs properly
ii   We expect our customers, colleagues and  

  partners to make  decisions for good reasons,  
  keep their word and act honestly - like we do
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Our Values



Meeting customers at our  
annual Residents’ Conference

Our operating environment 
is fast-moving and complex, 
but we’ve worked hard to 
keep our strategy focused 
and clear. We have identified 
five key priorities which form 
the basis of our business 
strategy to 2025.

12 Curo’s Strategic Plan 2020-2025



Strategic Priorities & Goals

3. Supporting independent
    and successful lives
      We will:
i  Ensure that independence services meet    

 customers’ needs and are financially sustainable 
ii  Ensure that our work to improve health,   

 wellbeing and employment delivers value for  
 money and positive outcomes for customers

4. Building high quality
    new homes
        We will:
i    Increase the number of affordable homes we     

   manage 
ii    Create profit from commercial house building     

   to fund new affordable homes  

5. Maintaining a resilient 
    business
        We will:
i      Continuously improve what we do to ensure 

that we deliver value for money
ii      Grow our revenues so we can protect homes 

and services into the future
iii      Ensure homes, communal areas and ways of 

working are as safe as possible for customers 
and colleagues

iv     iv. Ensure colleagues are highly motivated 
and have the right attitude, skills and tools to 
deliver our strategic priorities

v Sustain a viable and well-governed business

13Curo’s Strategic Plan 2020-2025

1.  Delivering renowned
   customer service
         We will:
i      Improve communication with customers 

and get things right first time through better 
training, systems and more accurate data

ii      Make sure we know our customers well so 
we can provide the services people want and 
need 

iii      Offer a range of ways to get in touch with us 
that are convenient and easy to use

iv      Put things right quickly and make sure we 
learn from this to improve our service

v Partner with customers to improve, working 
with a diverse range of residents who hold us 
to account 

2. Providing great properties 
     and places
         We will:
i Ensure that residents’ homes have the highest 

possible levels of safety
ii Ensure homes are healthy, affordable 

and warm and reduce their impact on the 
environment

iii Provide property management services that 
are good quality and cost-effective 

iv Ensure that communal spaces and shared 
facilities are safe and well-maintained

v Ensure that homes and commercial properties 
achieve the right financial and social returns

vi Ensure all homes are fit for the future and, 
where appropriate, upgraded through 
regeneration or remodelling



Curo Executive Team
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Victor da Cunha
Chief Executive 

Victor joined Curo in 2011, having been operations 
director at a London-based housing association for 
a number of years. Since then he has overseen the 
creation of Curo, transforming and streamlining the 
group structure and its business services.

Simon Gibbs
Executive Director of Finance & Strategy 

Simon joined Curo in November 2013 and 
has led a strategic programme resulting in 
substantial improvements in performance and the 
establishment of Curo’s commercial house-builder 
business. He began his career as a chartered 
accountant with Deloitte, before going on to 
executive roles at Rothschild, Gieves Group plc and 
BBC Worldwide.

Paul Harris
Executive Director of Customer Services  

Paul joined Curo in 2017 from Acorn Group, an 
African property management company where 
he was VP Corporate Affairs. Prior to that he spent 
five years as Group Director Customer Experience 
at Unite Students Group where he implemented a 
highly successful customer digital programme. This 
was preceded by roles at the South West Regional 
Development Agency, Laing O’Rourke Group and 
Royal Mail. 

Julie Evans
Executive Director Property Services

Julie was appointed Executive Director or Property 
Services in 2019, having previously held a number 
of directorships with Curo since joining in 2006. 
Julie is a career housing professional with over 
30 years’ experience in both English and Welsh 
housing sectors. She represents Curo on a number 
of strategic bodies and was the first housing 
association-representative to sit as a core member 
of an adult safeguarding board in the South West. 



Curo Board Directors
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Victor da Cunha

Rick de Blaby
Chair, Curo  
Enterprise

Elaine BarnesDavid Ashmore

Simon Gibbs

Sonya Chowdhury 
Independent  
Board Director,  
(Curo Choice)

Angela Dupont
Independent 
Board Director, 
(Curo Places)

David Haywood
Independent
Board Director
(Curo Enterprise) 

Richard Stillwell 
Senior 
Independent 
Director

Chris Wilson

Liz Potter
Group Chair



Curo’s 700-home Mulberry 
Park development in Bath

www.curo-group.co.uk
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