
[image: image1]
There are 3 main components to the Scrutiny Function with many additional engagement and involvement activities contributing to the process.





All 3 components are interlinked and are of equal importance, but each have their own individual part to play on the overall scrutiny of the customer experience. 








RESIDENT LED SCRUTINY FUNCTION AT A GLANCE








Additional Engagement & Involvement Activities


Readers Panels


Armchair Panels


Tenant and Resident Association


Showcase Events


Community Forums


Neighbourhood Walkabouts 





Scrutiny Panel 





Reviews end to end customer experience – not service specific 





Monitors performance against agreed local offers





Ensures value for money ethos applied to services provided





Prepares regular report to Board and makes recommendations for further actions if not satisfied with outcomes








Customer Panels 





9 service specific panels who:


Review performance


Satisfaction, complaints


Review new or amended policies 


Contribute to relevant projects 


Review previously agreed action points





Provide summary reports to scrutiny and if required make recommendations for further areas to scrutinise 








Tenant Auditors





Assess review and make recommendations on specific areas of services – based on customer interviews, benchmarking, and mystery shopping or actual use of the service.





Tests performance against local offers 





Provides regular reports for use by customer and scrutiny panels and will carry out work as requested by these panels 








Regular reports fed to Board & to wider tenant groups to show the outcomes, impacts and value for money considerations of all the activities 








