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The global pandemic has put a spotlight 
on the importance of home; a place of 
refuge and security. Sustainability and 
resilience are more important than ever 
as the country starts to recover from the 
impact of COVID-19 and this increased focus 
on Environmental, Social and Governance 
(ESG) activity is timely. We have a housing 
crisis in the UK, as well as a climate crisis in 
the world, and we must all play our part in 
increasing the supply of affordable homes 
as well as maintaining and improving the 
ones we already own.

Rising house prices and private rents 
are impacting our local communities, 
meaning key workers and other essential 
staff are struggling to stay near family, 
work and school. The work done by 
housing associations delivers significant 
social impact; residents using our services 
experience better health and wellbeing, 
and better educational, work and financial 
outcomes.   

At Curo we’re pleased to have signed up 
as early adopters of the ESG reporting 
framework for social housing. The 
framework provides a structure under 
which we can proactively examine all  
of our Environmental, Social and  
Governance data in one place. This will  
allow us not only to track progress, but  
also to compare the data to our peers 
and benefit from others’ knowledge and 

learning, as well as allowing stakeholders 
to hold us to account.  We know there’s no 
room for complacency – supporting those 
in most need, minimising our impact on 
climate change and investing in our local 
communities are urgent issues that need 
our attention both now and in the long 
term. 

Victor da Cunha
Chief Executive

The housing association 
sector is driven by social 
purpose and has the 
needs of residents at its 
core. We are not-for-profit 
organisations, existing 
to provide homes that 
people on low incomes 
can afford. More than 
that, we want to provide 
housing that people 
are proud to call home, 
and that gives them 
the stability to build 
successful lives. We have 
no shareholders, and 
the surplus we make is 
reinvested in building 
and improving homes. 
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Curo is part of a group 
of housing associations 
and investors working 
on the development 
of Environmental, 
Social & Governance 
(ESG) reporting for 
the social housing 
sector. This is being led 
by Sustainability for 
Housing Limited.

ESG reporting has a number of themes 
under each main area. These themes 
have been aligned with the United Nations 
Sustainable Development Goals, which 
define objectives for UN Member States to 
end poverty, improve health and education, 
reduce inequality and spur economic 
growth, while at the same time tackling 
climate change. The social housing ESG 
themes are set out in the table opposite 
and metrics are being developed to 
measure performance against them. Curo 
is a first adopter of these metrics which will 
be developed further in the future to cover 
more areas.  We have taken the decision 
to report against the core metrics in the 
framework in 2021, and will develop our 
reporting scope further over subsequent 
years. 
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Sustainability Reporting Standard - Themes

ESG Area

Affordability and Security

Building Safety and Quality

Resident Voice

Resident Support

Placemaking

Climate Change

Ecology

Resource Management

Structure and Governance

Board and Trustees

Staff Wellbeing

Supply Chain Management
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Access to good quality, safe and 
affordable housing in thriving 
communities supports local 
people and reduces inequality.  
Social tenancies are offered 
at subsidised rents and on a 
lifetime basis, providing long-
term stability to residents. 

The table below sets out our average 
general needs rent in each local authority 
where we operate and compares it to the 
average Local Housing Allowances (LHA) 
and market rents. 

The Government sets the LHA which is 
used to assess the maximum rent that will 
be paid by Universal Credit or Housing 
Benefit to a private landlord (does not 
apply to Registered Social Landlords). Curo 
general needs rents are on average 41% 
below these allowances and are 63% below 
market rents.

So
ci

al
 

Affordability & Security

Local Authority Average 
LHA  
£ per week

Average 
Market 
Rent 
£ per week

Average 
Curo Rent
£ per week

Curo 
General 
Needs Rent 
discount 
to market 
rents (%)

Curo 
General 
Needs Rent 
discount to 
LHA (%)

Bath and North 
East Somerset  

180.40 293.27 101.22 65% 44%

Bristol 162.75 253.48  101.59 60% 38%

Cotswold  126.52 223.58  95.09 57% 25%

Mendip  125.86 178.72  99.53 44% 21%

North Somerset              162.75 178.95  96.99 46% 40%

South 
Gloucestershire         

 126.52 221.28  113.52 49% 10%

Wiltshire  134.07 189.30  113.80 40% 15%

Average 172.86 276.83 102.31 63% 41%
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Tenure Number of homes % of total homes

Social Rent 10,622 84%

Affordable Rent 873 7%

Intermediate Rent 69 1%

Shared Ownership 656 5%

Supported Housing 208 1%

Market Rent 226 2%

Total 12,654 100%

Tenure Number of homes % of total homes

Social Rent 150 62%

Affordable Rent 43 18%

Intermediate Rent - -

Shared Ownership 49 20%

Supported Housing - -

Market Rent - -

Total 242 100%

Curo homes are available in a number of different tenures for customers. The table 
below sets out the tenure mix of our stock as at 31 March 2021.

During the year we delivered 242 new affordable homes; the tenure mix 
of these homes is set out below.

When residents are affected by 
fuel poverty, we work with them 
and the Centre for Sustainable 
Energy (CSE) to ensure they 
understand their bills, look at 
their energy use and see if there 
are better, more affordable 
options available.

We include advice on energy bills in our
Passport to Housing service which ensures 
residents are ready to take on a tenancy, 
and we can offer support to existing 
residents through our Money Advice 
Service.  

We may also contact the resident’s energy 
supplier directly to find out what they 
can offer, and we have a ‘Make Possible’ 
fund which we can use to top up gas and 
electricity meters for residents experiencing 
extreme hardship. 

We are currently piloting Vericon smart 
thermostat controls in a number of our 
homes. These are smart thermostats 
which send data back to us digitally 
through a customer relationship 
management (CRM)system.

The data we receive includes usage, 
temperature of the house and boiler faults. 
This allows us to identify faults with a system 
and diagnose problems over the phone. It 
can also alert us to potential fuel poverty in 
a household by identifying lack of usage or 
low house temperatures. 

Working to reduce the effect of 
fuel poverty on residents 

Building Safety & Quality

We measure the quality of our 
homes using the Decent Homes 
Standard as set out by the 
Government.

*Our ability to carry out Fire Risk 
Assessments during the year was 
affected by COVID-19 and was 
mitigated by a desktop review of 
building information to ensure any 
risks were effectively managed.

% Homes meeting Decent 
Homes Standard

99.9%

% buildings with an in-date 
and compliant Fire Risk 
Assessment *

91.1%

% homes with a gas appliance 
that have an in-date gas 
safety certificate

99.8%
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We offer a range of opportunities 
for customers to hold us to account 
for our provision of services. Our 
menu of engagement, launched 
in 2019, provides customers with 
options to be involved with us 
depending how much time they 
wish to invest in shaping and 
improving services. 

Our ‘Oversight Group’ are residents who 
come together to review and scrutinise the 
organisation’s performance. They look at 
information including detailed performance 
dashboards, customer satisfaction and 
complaints feedback as well as progress 
against our improvement plans. They 
can then commission in-depth customer 
scrutiny activities each quarter to gain a 
better insight into specific service areas. 
Each year the Oversight Group publishes 
a report to the Board on their observations 
and findings as well as a summary of their 
recommendations. 

We also have a number of customer 
involvement groups which meet 
periodically to review specific areas of our 
services. The Complaints Review Forum 
members examine anonymised complaints 
to check whether our policy, procedure and 
processes were followed. They also provide 
an objective view on whether the correct 
outcome was reached at the conclusion of 
the case. 

The Estates Partnership Board (EPB) 
concern themselves with the performance 
of our contracted services in our communal 
spaces. Members of EPB are there to 
represent their own area as well as to 
consider the wider impact of any proposed 
changes to service delivery. 

The Sheltered Housing and Older 
Persons group (SHOP) not only represent 
a specific client group but also hold us to 
account on the services that are provided in 
this area. These are most notably Sheltered 
Housing, Livewell and Independent Living 
Service.

Resident Voice

“I’m involved with the Complaints Review Forum, the Strategy 
Group Forum, the Specialist Repairs team and I also enjoy joining 
the monthly Facebook Q&A sessions.

“I wanted to become involved because I was initially curious how 
Curo operated behind the scenes, how and why repairs are done 
in the way they have been for a long time. I was really interested in 
joining a forum or two to dig a bit deeper under the surface and 
have been so pleased that I took the initial step.”

Claire Cywinski
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Customers on Curo’s Estates 
Partnership Board chat to 
members of our Estates team 
during a visit to our offices in Bath.

“We all have different 
opinions, ideas and 
thoughts which are 
always listened to and 
we all respect each 
other’s values and 
opinions. I really enjoy the 
camaraderie among the 
groups. We are a fun, lively 
team who are all looking 
forward to meeting each 
other face to face one day 
in the future.” 
 
Claire Cywinski
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How is our approach to resident satisfaction evolving?

We take the views of our residents very seriously at 
Curo. Over the past three years we’ve refined our 
customer insight model so that more customers can 
provide feedback, making it more real time so that we 
can react faster to any elements of dissatisfaction and 
basing it over many more services to increase our 
understanding.
Two years ago we moved our satisfaction 
collection method to a predominately SMS 
transactional approach. This means that 
when a repair is completed or a home is 
let, a text message is sent to the customer 
to gather feedback. We typically ask 
three simple questions which cover their 
satisfaction with the service on a 1-10 scale,  
a free text reason for their score and a 
follow-up question about a specific element 
of the service. Most recently we’ve been 
using this question to gather information 
on customers’ safety through the 
pandemic.

Each service score is then amalgamated to 
provide the overall CSS (combined service 
satisfaction) score. This is our headline 
satisfaction metric which is monitored at all 
levels of the organisation.

This year we outperformed our 
CSS target of 81% by 2%. 11 of 
the 13 services have either met 
or surpassed their target for 
the year, with a similar number 
achieving or bettering last year’s 
results too. The table on page 
12 shows the scores for each 
service.

Another repair complete: We 
now gather immediate feedback 
from customers whenever we 
complete a repair to check how 
well we did.

We launched a customer feedback website in 2018.  Voicebox now has more 
than 1,700 registered users and residents engage with us regularly using this 
platform to give us opinions, suggestions and tell us how we’re doing.  

In December 2020 we also started a leaseholder engagement group to hear 
more from this particular group of residents.  We’ve held four meetings so 
far and it’s really helping us to listen more effectively to leaseholders and 
understand the services they’d like us to provide.  
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Service area Satisfaction over year

2020-21          2019-20

Target for 
2020-21

Variance  
(Actual vs 
Target)

Tenancy Compliance 52% 33% 40% 12%

Customer Accounts 92% 81% 82% 10%

Customer Resolution 58% 47% 50% 8%

Shared Ownership 95% 87% 90% 5%

Contact Team 92% 87% 88% 4%

Home Improvement 95% 88% 91% 4%

Estates 61% 58% 60% 1%

Repairs 91% 89% 90% 1%

Curo Choice 96% 98% 95% 1%

Lettings 88% 88% 88% 0%

Home Safety 96% 96% 96% 0%

Tenancy Management 89% 93% 92% -3%

Specialist Repairs 77% 76% 84% -7%

Grand Total 83% 79% 81% 2%

Area Outcome Frequency 
(per year)

Value  
(£ per year)

Residential care Preventing customers having to 
access residential care

1,323 £7,082,679

Homelessness Preventing homelessness 451 £3,950,760

Hospital stay Preventing a hospital stay 2,168 £2,536,972

Temporary accomodation  
to secure housing

Enabling move on from 
temporary accommodation to 
longer-term secure housing

99 £674,799

Full-time employment Achieving full-time employment 48 £588,866

Hospital bed days saved Hospital bed days prevented 2,012 £508,191

Mental heath hospital bed 
days saved

Mental health bed days 
prevented

822 £276,860

A&E attendance Preventing A&E attendance 2,129 £257,992

Employment & training Enabling access to employment 
or training

118 £156,114

GP attendance Preventing need for GP 
attendance

3,764 £107,161

Regular volunteering Enabling regular volunteering 54 £108,162

Self-employment Achieving self-employment 1 £11,588

Part-time employment Achieving part-time employment 15 £18,435

Fall pick-ups Fall pick-ups, preventing the 
need for ambulance attendance

9 £1,373

Total 13,013  £16,279,952 

Resident Support

We support more than 3,000 vulnerable people across Bath & North 
East Somerset (B&NES) North Somerset and South Gloucestershire. 
Descriptions of the services follow, and the table below shows the 
attributable monetary social value provided by the outcomes they 
produce, calculated using Social Return on Investment (SROI) 
methodology. 

*YTD - Year to date

We use this information in two ways. Each 
piece of feedback is reviewed, with scores of 
4 or below followed up with the customer 
to see if there’s anything we can do to 
resolve dissatisfaction. The feedback is also 
considered when planning changes in the 
service. We publish this information so that 
our residents can see how we’re performing 
as well as providing it to our Oversight 
Group so that they can understand where 
we need to improve.

Customer satisfaction, 2020-21
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Homelessness Health

Temporary accommodation 
We provide 138 units of temporary 
accommodation for a range of people, 
including 16-25 year olds, young parents, 
single adults, families and Unaccompanied 
Asylum Seeking Children.  We provide 20 
Housing First properties for rough sleepers. 

The services offer support to improve 
physical and mental health, and to develop 
key skills for employment, education 
and training.  We also provide support 
to people to help them move on to live 
independently. 

Residents supported: 
268

Key performance indicators (KPIs): 
Throughput, utilisation, move on success, 
increased access to benefits, debt 
reduction,

Stepdown
11 units, providing respite for people 
ready to leave hospital to enhance their 
health before returning home.

Wellbeing House
Respite service for people with mental 
health needs to prevent a crisis, 
providing onsite support to avoid 
escalations to higher cost primary care 
services.

Community Connect
Service for people aged over 50 living 
in North Somerset providing support to 
reduce isolation and improve wellbeing.

Residents supported: 
1,422

Key performance indicators (KPIs): 
NHS bed days saved, improved mental 
and physical health, utilisation, move on 
success, increased access to benefits, 
debt reduction.

Helen* came to the Wellbeing House 
following an extended period in 
hospital where she had been receiving 
treatment for several mental health 
conditions.

After leaving hospital, Helen struggled 
to adjust to home life and was offered 
a stay at the Wellbeing House to 
support her transition back home. 

During Helen’s four weeks 
at the Wellbeing House 
she was able to build her 
independent living skills, 
identify when she was 
becoming unwell, develop 
strategies and techniques to 
manage her mental health 
and build her confidence. 

Helen described her stay at the 
Wellbeing House as like a stepping 
stone to getting her life back. She 
told us the support she received 
and Wellbeing House’s nurturing 
home environment made her feel 
safe, enabling her to move on and 
reconnect with her own unique talents 
and gifts. In her own words, “the 
Wellbeing House gave me back my 
confidence.” 

*Not her real name

Curo work with South Gloucestershire 
and Bath & North East Somerset 
councils to deliver Housing First 
partnerships, helping people 
find a home for good after long 
periods of homelessness. This is an 
innovative approach to addressing 
homelessness, by providing intensive 
support for people who need that bit 
more specialist help that is tailored to 
their needs. 

Through Housing First, Curo have 
been able to support Dug to find a 
new home, where he can feel safe. 
However much more than that he 
has used this as a base where he 
can explore his passion for music. By 
focusing on his strengths and passions 
he has a positive focus in life with 
something to look forward to with 
plans now to start a degree course 
in music production. This will help 
with his confidence building which in 
turn will help him develop the day 
to day skills that are needed to live 
independently, improve his emotional 
wellbeing and resilience. 

“I came out of prison in June last 
year and I was put in temporary 
accommodation which wasn’t 
suitable because I’m in a wheelchair. 
Cathy [Dug’s support worker] got 
in touch with me and we found 
the place that I’m in now. It’s really 
worked out well. 

“Coming from being 
homeless at one point 
to where I am now, it’s 
fantastic.”
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Older Persons Services 

Sheltered support
Banded support service for customers who 
live within Curo sheltered accommodation 
to improve physical and mental health and 
to increase their income and better manage 
their money.

Independent Living Service
Support for people aged over 50 including 
help with maximising personal income, 
accessing health appointments or help with 
other daily living tasks.

Extra Care
Adapted flats for older people across 
B&NES enabling older people with higher 
needs to avoid a move into residential 
care. Supports independence and reduces 
isolation and loneliness.

Dementia Challenge
Help for people with dementia to live 
independently in their homes, supporting 
both physical and mental health.

Residents supported: 
2,442

Key performance indicators (KPIs): 
Residential care preventions, increased 
access to benefits, debt reduction, 
dementia diagnosis, increased physical and 
mental health.

During the COVID-19 lockdowns we 
found new ways of bringing together 
our sheltered housing residents and 
lifting people’s spirits. 

We hosted a series of mini music 
concerts performed by professional 
musicians Lucy Hewson and Rebecca 
Prosser. Curo residents enjoyed the 
tunes from their windows, doorsteps 
and balconies, with some bringing 
chairs into the shared gardens to take 
part and chat to neighbours safely. 
Peasedown St John resident Margaret 
is a big fan of these concerts: 

“It’s amazing to see 
all the effort you’re 
putting in to getting 
the site back to how 
it was. The music 
was brilliant and it’s 
lovely to see so many 
interacting for once.”

The Wellbeing House in Bath 
offers a peaceful space where 
people can receive support to 
help them stabilise themselves, 
and prevent a deterioration 
in their mental health and 
wellbeing.
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Employability:  
Work Wise

Working Well
Programme to support 18-25 year olds to 
develop the skills and training to enable 
them to enter education and employment.

Work Placement Programme
Work Placements enable people to try out 
a workplace environment. 

Apprenticeships
In partnership with Bath College and 
Weston College we offer apprenticeships 
within Curo and externally with partner 
organisations offering training and 
development opportunities. 

Residents supported: 
203  

Key performance indicators (KPIs): 
KPIs: Residents supported into gaining new 
skills, training, placements, apprenticeships, 
jobs, increased access to benefits, debt 
reduction.

Curo resident, Mark got in touch with 
our Work Wise team after he was 
made redundant from a job he’d 
held for several years and didn’t 
expect to lose. 

“I was feeling quite low 
and anxious about the 
job market as it had been 
a number of years since 
I’d been looking for a job. 
I talked to the Work Wise 
team at Curo and the 
advisors were very friendly 
and helpful, gave me lots of 
tips to improve my CV.

“More important than this 
though, they were very 
good at helping me stay 
positive and motivated. 
So when I did have an 
interview I was happy 
and confident going into 
my interview which only 
increased my chances.

“As a result of their 
assistance, I am now in full-
time work again and would 
definitely recommend the 
advisors to anyone that is in 
a similar position.”

Customer Navigators

We have introduced a new team 
of customer ‘navigators’ to 
recognise that some residents 
have high support needs which 
need specialist skills. Being able 
to deal with their needs more 
effectively and in a joined-up 
way produces better outcomes  
for residents. 

A pilot of this new system produced very 
positive results with, for example, the 
average score for Overall Satisfaction with 
Service rising from 4.25 to 9.25. Using the 
SROI methodology the system produces 
value of £154,000 per year and we have 
decided to put a team of navigators in place 
permanently.

“I would like to thank you 
from the bottom of my 
heart and soul, I was really 
struggling with the situation 
and now I feel like I have a 
chance to be safe.”

“Tricia from Curo has been 
very understanding, very 
helpful - it has to be a 
special type of woman or 
man, someone that has to 
like their job 100%, someone 
who has to care what you 
think, someone who tells 
you the truth, someone who 
you trust.”

“He could not be more 
thankful for all of your help. 
He said you have been 
able to turn a mess into 
something good.”



22        Environmental, Social & Governance Report Environmental, Social & Governance Report        23

Money advice for residents

Passport to Housing is an innovative 
service offered by Curo to support people 
bidding for homes through local authority 
lettings schemes. It helps residents to 
prepare for a successful tenancy and plan 
for the expense of moving home.

Advisors work closely with residents to 
support them through the process of 
bidding for a home, as well as helping 
them to claim benefits, reduce their energy 
bills and apply for grants, ensuring they’re 
‘tenancy ready’ at the point when their bid 
is successful. 

The average amount put back 
in the pocket of residents who 
successfully complete the 
Passport programme is £3,586 
and customer satisfaction with 
our Customer Accounts service  
is 92%. 

“Brilliant… I feel much 
better about my financial 
situation and positive 
about things now as it 
was really getting me 
down before. I feel good 
about moving and how 
prepared I am.”

“It was good to talk to 
someone about finances 
and get feedback. It’s 
hard to know where to go.”

Curo’s Money Advice Service 
provides support for existing residents 
and offers a range of advice about 
money management.  Our team can 
help with managing debt, accessing 
the correct benefits and applying for 
grants and charity funding, helping 
residents to take back control of their 
finances.  The average amount each 
customer saves through using the 
service is £5,100. 

“You’ve been a light at the 
end of the tunnel in dark 
times.”

“Thank you Curo Money 
Advice for all your help, I 
do not know what I would 
do without you and your 
support”

Our Customer Accounts 
team help Curo 
residents sustain their 
tenancies, with specialist 
money advisors, benefits 
experts and accounts 
managers supporting 
more than 13,000 
households. 
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Placemaking

We regard placemaking as a crucial consideration in the planning 
of new homes. Sustainable and inclusive housing development 
provides benefit beyond bricks and mortar, offering vibrant places 
for communities to grow and succeed for the long term. 

Mulberry Park is the brownfield 
regeneration of a 19-hectare former 
Ministry of Defence site in Bath. Once 
closed to the public, the area is now a 
thriving neighbourhood with more than 
380 homes already built and occupied, 
and modern community facilities, a 
school and nursery right at its heart.

Mulberry Park’s community building, 
The Hub, was awarded the Royal 
Institute of Chartered Surveyors’ 
(RICS) Community Benefit Award, for 
its significant positive impact on local 
residents’ lives. The judges said:  

“The Hub met and exceeded 
Curo’s vision in bringing 
people together and 
delivering state-of-the-art 
facilities; it is a trailblazer for 
future community buildings.”

In January 2021, Mulberry Park was  
rated the highest-ranking scheme 
in England based on the Building 
for a Healthy Life (B4HL) principles, 
the country’s standard for creating 
neighbourhoods that are better for 
people and nature. 
 

Design for Homes CEO, David Birkbeck, 
author of the B4HL design code, said: 

“Mulberry Park is the perfect 
model of placemaking - rather 
than just housebuilding, a 
neighbourhood that puts 
healthier lifestyles first, with 
streets and public spaces so 
well landscaped that people 
will want to use them for a 
leisurely walk either to its 
excellent facilities, or the rest 
of Bath beyond.” 

When complete, in 2026, Mulberry 
Park will have delivered almost 700 
new homes, 31% of which is affordable 
housing (210 homes). ‘Pepper-potted’ 
throughout the scheme, the affordable 
homes at Mulberry Park are designed 
to the same high standards as those for 
private sale and are playing a vital role 
in helping more local people to live in a 
high-quality, warm and secure home.

The development will also deliver a 
large new park, as well as space for retail 
and hospitality. 

Photo Photo

Mulberry Park also provides life-
changing opportunities for local 
people. So far, we’ve created 16 
apprenticeships, 47 new jobs 
with training recruited locally and 
56 work/educational placements.
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Curo’s largest impact on climate change is from 
our housing stock. The criteria for measuring 
environmental impact is the Energy Performance 
Certificate (EPC) ratings for our properties, with A 
being the most energy efficient property and E 
the least efficient. Our target is to improve all our 
homes to a minimum of a C rating by 2030.  

We’ve recently completed a pilot project to 
construct four Passivhaus-certified houses 
at our Mulberry Park development in Bath. 
These ultra energy-efficient homes are 
the first to be built in the Bath & North 
East Somerset local authority area and 
have been let at social rent to local families 
who were on the council’s waiting list. The 
efficiency of these homes means that 
with minimal changes to day-to-day life, 
occupants can reduce their carbon footprint 
and energy costs by up to 90%. Eight more 
Passivhaus homes are planned as part of 
the Mulberry Park scheme.

*We do not yet have EPC assessments 
for all our properties; where there is no 
assessment we have used the Standard 
Assessment Procedure (SAP) rating and 
converted it to an EPC.

Climate Change

Distribution of EPC ratings on properties 
owned as at March 2020*

0% A

13% B

34% C

42% D

11% E or below

Distribution of EPC ratings on new 
affordable properties completed in last 
12 months*
0% A

76% B

24% C

0% D

0% E or below
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Improving homes  

We’re committed to driving up energy standards 
in our housing stock so they’re as efficient as 
possible. This will contribute to net zero goals and to 
customers’ experiences in their homes, improving 
affordability, wellbeing and comfort. 

We’re investing in our data processes to 
ensure we fully understand the energy 
performance of our housing stock. In the 
past year we’ve been supported by the 
West of England Combined Authority 
and the South West Energy Hub to 
use energy assessment software to 
understand the individual performance 
of each home. 

The software – ‘IRT DREam’ 
- allows us to assess the data 
and recommend the best 
way to carry out retrofits, save 
energy and be matched to 
available funding routes. 

This software also allows us to assess 
certain property types; this enables a 
focussed approach to specific issues such 
as analysing all homes below EPC C rating 
in fuel-poor areas. In the coming year we 
plan to continue refining this data and 
increasing the number of EPC certificates 

we hold.  This stock information will direct 
future programmes to bring all stock 
to EPC C by 2030 with a high degree of 
integrity. This year we are preparing to 
make bids through the Social Housing 
Decarbonisation Fund (SHDF). 

We have also been assisted by WECA 
and the SW Hub on two major pieces 
of strategic stock analysis to map out 
delivery pathways to reach target C by 
2030. These reports have been framed by 
realistic timings and a pragmatic fabric-first 
approach.  

Our priority is to plan ahead and bring 
homes to a standard where they are ‘retrofit 
ready’.  We’re taking a common-sense 
approach and will work with ventilation 
and damp and mould specialists to ensure 
any insulation measures we introduce 
now are carefully considered to minimise 
unintended consequences. 

The £5m refurbishment of the 
48 flats at Bradford Park, Bath 
completes in 2021. The plans 
were developed with local 
people and based on residents’ 
priorities.
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Suspended floor insulation, delivered 
with Q-Bot’s robotic solution, will create 
an insulation envelope in the home. This 
increases the EPC rating and will make a real 
difference to customers by making their 
homes warmer and saving them money 
on their energy bills. Q-Bot’s installation 
will also prepare these properties for low 
carbon heating and renewable measures 
on their journey to net zero.

The Q-Bot project is 
taking place in an area of 
Bath where fuel poverty 
is a significant issue, 
within the lowest 10% 
of wards nationally as 
ranked by Government 
Indices of Multiple 
Deprivation data. 

We’re also working on a collaborative 
project called ‘Net Zero Collective’. Six 
customer-volunteers have had data loggers 
fitted at their properties for a six month 
period, with the homes selected covering a 
cross-section of property archetypes. The 
findings are being combined with other 
participants across the country and will be 
analysed by a project team at The 
University of Southampton to produce 
detailed case study evidence. 

The results of the study will be used 
to recommend the most appropriate 
measures for homes in the study and  
those of similar archetypes; this will create  
a bespoke toolkit for retrofitting. The project 
aims to develop robust best practice 
and find answers to the challenge of 
decarbonising UK buildings.
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This year we appointed Q-Bot to undertake externally-funded 
energy efficiency work to upgrade our housing stock. We made 
a bid to the Local Authority Delivery (LAD) £1bn funding stream 
with our consortium partner B&NES, and secured one of 81 
successful bids which will be delivered by September 2021. Last 
year Q-Bot won a Queen’s Award For Enterprise for innovation 
and we’re excited to be trialling this technology in 75 of our homes.

Resource Management
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Q-bot technology enables us 
to retrofit underfloor insulation 
with minimal disruption to our 
customers, making their homes 
warmer and saving them money 
on their energy bills.
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Energy Company Obligation (ECO) funding 

The Energy Company Obligation 
is a Government energy 
efficiency scheme to help reduce 
carbon emissions and tackle 
fuel poverty. Curo are currently 
working with energy supplier 
ECO partners to ensure any 
properties with ratings E/F/G can 
take advantage of ECO funding 
for insulation measures such as 
cavity wall and loft insulation/
top ups this year and planning 
potential programmes of work 
for future years should ECO be 
extended to social housing. 

Co-creating the 
strategy

We want residents to shape our 
energy efficiency strategy and 
have started a long-term process 
of resident engagement and 
consultation to involve them at the 
earliest stage.

Curo teamed up with local 
charities, businesses and 
contractors to plant more than 
100 trees across our estates 
during the last tree-planting 
season.



Environmental, Social & Governance Report        35

Curo Group (Albion) Limited is a charitable community benefit 
society (i.e. not-for-profit), which is registered with the Regulator of 
Social Housing and has adopted the National Housing Federation’s 
Code of Governance 2015 (for the relevant reporting period). Its 
subsidiary Curo Places Limited is also registered with the Regulator 
of Social Housing. 

The Regulator produces a rating for Curo 
based on Governance (G) and Viability 
(V). The Governance measures the 
effectiveness of the Curo’s governance 
arrangements and how they help to 
mitigate key risks to acceptable levels. The 
Viability rating looks at Curo’s financial 
strength and its ability to withstand financial 
shocks. The ratings are in  bands, with 1 & 
2 being compliant and 3 & 4 being non-
compliant. 

Curo’s Board sets the Group’s risk 
management policy, including its appetite 
for and tolerance of risk, and scrutinises the 
Group’s Strategic Risk Register biannually. 

Risk, including the need to balance 
competing risks, is embedded into the 
Board’s decision-making. The Board’s Audit 
and Assurance Committee scrutinises our 
risks and controls every quarter: reporting 
to the Board, and providing feedback and 
challenge to risk owners regarding their 
management of risk. Our approach to risk 
management was reviewed by our Internal 
Auditors in 2019, and received a rating of 
‘substantial assurance’. 

The Board is committed to ensuring 
equality, diversity and inclusion at Curo – 
including amongst its own membership. 
For the purposes of the information below, 
we are reporting on the Boards of Curo 
Group (Albion) Limited, Curo Places Limited 
and Curo Choice Limited. This is because 
the Boards of the three group entities meet 
as one ‘Combined Board’. 
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The current rating for Curo 
is G1, V1 – the highest rating.

Structure and Governance

Characteristics Board General population in our 
local authority areas

Percentage of women 40% 50.79%

Percentage of BAME 17% 6.14%

Percentage with disability 0 19.6%

Average age 61.2 N/A

Average tenure 5.4 years ** N/A

** Please note that this includes our Executive board members, whose term of office is not 
subject to a maximum period. The average tenure of our Non-Executive board members 
is four years. 80% of our Board are Non-Executives.
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In May 2021 Curo was ranked by Best 
Companies as number 5 in the best 
housing associations to work for in 
the whole of the UK and 21st out of all 
companies in the South West region.
We work hard on our organisational culture 
and staff wellbeing.  As well as a generous 
holiday allowance and pension we offer 
flexible benefits to colleagues ranging from 
shopping discounts to gym membership, 
health plans and sabbaticals.

The impact of COVID placed a greater 
importance than ever on supporting our 
colleagues’ health and wellbeing and we 
introduced wellbeing activities to enhance 
the work of our network of qualified Mental 
Health First Aiders. We also have two 
electric bikes and a zero-emission car for 
colleagues to use, encouraging a healthy 
workforce and greener planet.
 

Throughout the 
pandemic, we avoided 
furloughing any 
employees by adapting 
working practices and 
redeploying colleagues 
to ensure our workforce 
could continue to deliver 
priority services to our 
customers.

Our Equality, Diversity & 
Inclusion (EDI) group getting to 
know each other

The Board has a robust succession plan, 
to ensure that maximum tenures do 
not exceed those set out in our Code 
of Governance whilst also ensuring 
appropriate continuity of skills and 
experience. The succession plan is regularly 
(and at least every year) considered by 
the Board. The maximum term of office 
for our Non-Executive board members 
is nine years (two terms of three years, 
with appointments beyond six years only 
in exceptional circumstances and subject 
to annual reapprovals). In the past two 
years, 20% of the Board has turned over (in 
accordance with our succession plan), and 
40% of the Executive has turned over. 
The roles of Chair of the Board and the CEO 
are performed by separate people. 

The Board is committed to ensuring its 
own effectiveness and commissioned an 
independent board effectiveness review in 
2020. Curo has a documented conflicts of 
interest policy (which includes the Board) 
and Board members’ interests are noted 
at the start of each meeting. If a conflict of 
interests arises, the Board manages this in 
accordance with Curo policy. 
The Board is supported by two 

committees: 

• Audit and Assurance Committee  
Comprises three Board members, 
and one co-opted member. No 
Executives may be members of the 
Audit and Assurance Committee. 
There is breadth and depth of 
financial experience on the Audit 
and Assurance Committee – for 
example, two members are Chartered 
Accountants, and all members 
have held (or currently hold) senior 
executive roles with significant 
financial responsibilities.  

• Remuneration and Nominations 
Committee  
Comprises four Board members. 
No Executives may be members of 
the Remuneration and Nominations 
Committee. 

Our External Auditors were appointed 
in 2020 (and have not yet served a 
whole year). 

Gender pay gap 

16.2%
(down 0.6 from  
last year)  

Disability pay gap 

13.8%
Ethnicity pay gap 

12.7%

Curo pays the Real Living Wage 

Board and Trustees Staff Wellbeing
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Our HR policies and practices ensure fair 
and consistent treatment for colleagues. 
Every policy links to our company values 
which are our moral backbone. These 
values are woven through our processes, 
strategies, plans and are well understood 
by colleagues across the organisation. 

• Caring
• Respectful
• Open
• Fair
• Trusting

 “The values at Curo 
are probably better 
understood and 
embraced by Curo’s 
colleagues than those in 
any other organisation 
that I have IIP assessed.”  
Investors in People Assessor

We offer a wide range of training 
resources including a comprehensive 
two week induction process, bespoke 
customer excellence training, coaching, 
mentoring and a leadership development 
programme. This year we also introduced 
Agile training across the business. Informal 
learning opportunities include our Learn 
Over Lunch events, money management 
masterclasses with Barclays, pensions 
surgeries and menopause education 
sessions.

“As a company, Curo 
makes me feel valued and 
appreciated in everything I 
do. When I go out and see 
my customers and put a 
smile on their faces… well if 
they’re smiling it makes me 
have a good day!”  

Kerry

Above:  
Our 2021 Charity of the Year, Time 
is Precious, receiving a cheque and 
balance bikes for the children and 
hospital they work with.

Below: 
Curo’s apprentices put on a 
Christmas lunch for our sheltered 
housing residents, raising money 
for our past charity of the year, the 
Bath Royal United Hospital.

Our Equality, Diversity & Inclusion (EDI) 
roadmap sets clears plans and targets. 
Our recruitment campaigns promote 
the Disability Confident scheme and we 
encourage applications from candidates 
who are BAME or LGBTQ+. We review all 
new and existing policies using Equality 
Impact Assessments to ensure inclusivity 
and continually review our wellbeing 
strategies. Recent training has included 
women’s health, modern slavery and hate 
crime awareness workshops.  

Curo colleagues raise money for a range of 
local charities. We also support and sponsor 
many local organisations, events and 
awards that benefit our customers. These 
include small neighbourhood groups 
and sponsorship of two community radio 
stations. We run our own awards schemes 
and we back our local council’s awards 
which this year recognised COVID heroes 
from our communities.



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 

If you would like this information 
in an alternative format please 
get in touch.
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