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Terms of Reference
1
Name of Group

1.1
The working name of the customer scrutiny panel shall be RAISE, which stands for Realistic Action to Improve Standards and Excellence
2
Background

2.1
Resident-Led Self Regulation (RLSR) is a system introduced by a social landlord that supports a self-regulation approach to continuously improve services.  The system enables tenants (including leaseholders) and members of the community to have a formal role to assess and influence the performance, service delivery, plans and behaviour of the landlord. RAISE will perform this function.  

3
Purpose of the Group
3.1
RAISE will operate to scrutinise service delivery and drive forward service improvement. RAISE will seek to ensure that Calico achieves excellent and effective performance in the delivery of its services, measured through achievement of Key Performance Indicators (KPIs) and inspection results, and contribute to the regulatory requirements of Tenant Services Authority. 

4
Activities to be undertaken by RAISE
4.1
RAISE will perform a scrutiny role across the organisation on a maximum of 3 key subject areas per year, one of which may be nominated by the Board. The scrutiny will:
(i) Ensure that customers priorities are being used as a basis for performance assessment 

(ii) Provide customers with the opportunity to comment on service delivery and to drive forward improvement

(iii) Enable customers to benchmark services with others

(iv) Link in to existing resident involvement activities and customer feedback to inform their work

(v) Assess how services scrutinised link to local service standards. 

4.2
The panel will access a range of key performance indicators, to keep an overview of performance and to help to inform the selection of topics for future scrutiny.
4.3
The panel will report to the Executive Team their findings upon completion of each scrutiny review. This will be done through a prescribed format that has been agreed by the Board and the Executive team. 

4.4
RAISE will consider the Executives response to the report prior to its submission to the Board.

4.5
The panel will feedback to customers and staff on their work through Bolt, Calico’s newsletter, website and intranet. RAISE members will also attend other resident involvement events, as appropriate, to discuss their work.  
5
Recruitment of Panel Members

5.1
All applicants must complete an application form to become a member of Calico, if they are not already a member.
5.2
New members to the panel will be appointed through a selection process in accordance with the RAISE recruitment policy.

5.3
An independent Chairperson will be recruited to the panel in line with the RAISE recruitment policy.

5.4
Any tenant or leaseholder is eligible to apply to join the panel, provided that:
· They are not Board Members or employees of Calico

· They are not in breach of their tenancy conditions. Examples of types of breaches includes those who:
· Are in rent arrears without an agreement to repay

· Have breached their agreement to repay arrears

· Have a notice seeking possession in place for a breach of tenancy

· Are subject to any anti social behaviour order or investigation
5.5
A maximum of 2 members of the panel, including the Chair, may be independents (neither tenant nor leaseholder), providing they live or work in a geographical area where Calico operates.

5.6
Panel members including the position of Chair will be appointed for 3 years. Members of the panel will be required to stand down in a rolling programme, of 2 members each year based on length of service, starting on the 3rd anniversary of the panel’s formation. In the event of more than 2 members being eligible to stand down, the panel will draw lots.  Members may be reappointed to the panel through the selection process, but may not serve longer than 9 years.  
5.7
New members of the panel will participate in an Induction Training programme to help them fulfil their role.  They will also participate in further training as and when required to support them in their role.  

5.8
If RAISE agree that they would benefit from additional skills or knowledge in completing a scrutiny topic, one additional person may be co-opted onto the panel for that scrutiny topic, on a voluntary (unpaid) basis, on completion of which they will step down from the panel unless required for the next scrutiny.  This additional member may be a tenant or an independent, and will have full voting rights whilst on the panel.
6
Management of the CSP

6.1
RAISE will determine their schedule for meetings during the year.  It is expected that the panel will meet regularly but have no less than six formal meetings during the course of the year. 

6.2
There shall be a maximum number of 12 panel members

6.3
The quorum of any formal RAISE meeting shall be 50% of the panel, including the Chair or Vice Chair
6.4
The panel will reach decisions by consensus. If this is not possible members will vote on an issue by a show of hands; a majority of 1 will be required to agree a decision.  In the event of a tie the Chair (independent) will have the casting vote
6.5
Calico employees who provide support to the panel will at all times seek to ensure the independence of the panel.
6.6
A Chair will be appointed through the recruitment and selection process (as 5.2).

6.7
 A Vice Chair will be selected by self nomination followed by a closed ballot of RAISE members.
6.8
Members will be given the opportunity to declare any interest in any of the activities the panel will be undertaking. This will be recorded at the meeting. If there is a clear conflict of interest a member will be expected to withdraw from scrutiny in that area.

6.9
If a member misses a meeting without giving apologies or without prior arrangement, the Chair will make arrangements to contact the member. If any further meetings are missed without contact, the member will be asked to step down from the panel. Members will be expected to attend 75% of meetings and not miss more than 3 meetings in a row.

6.10 
All members will be able to claim expenses for reasonable costs incurred in their role on RAISE, in line with Calico’s Customer Expenses policy.
6.11
A mentor will be appointed to the panel to support them in their work as required by the panel.  This may be a member of Calico staff or an external person.  
6.12
All members of the panel will be required to comply with an agreed code of conduct, to be developed following formation of the panel; failure to do so may result in a member being removed from the panel. If a member is in breach of the code, they will be asked to attend a meeting with a Director from Calico and the Chair of RAISE to discuss their behaviour. If the Chair or Vice Chair is in breach another member of the panel can be nominated to attend the meeting.

6.13
RAISE members must not disclose confidential information to anyone else outside of the panel. Members who breach confidentiality will be removed from the panel.
6.14
Any member who is in breach of their tenancy conditions (as set out in 5.3) or becomes involved in any activity which brings the name of RAISE and / or Calico Housing into disrepute, will be suspended pending investigation and may be asked to resign from RAISE.
6.15
If a panel member wishes to resign they should inform the Chair, via the Community Involvement Team, in writing or by e-mail.

7
Equality and Diversity

7.1
RAISE will aim to ensure it is representative of the local census and Calico’s customer profile information, with regard to the 6 strands of diversity (gender, age, race, religion, sexual orientation and disability) and will encourage applications from all diversities.  Appointment to the panel will seek to mirror the customer profile subject to applications received and ability to fulfil the roles. 

7.2    
RAISE will consider the impact of equality and diversity in all aspects of its work.
8
Working with the Executive Team and the Board

8.1 
The Executive team will formally respond to reports from RAISE within one month by detailing actions to be taken. The contents of the response report will then be considered by RAISE prior to its submission to the Board.
8.2
If RAISE feels the Executive Team has not responded appropriately or failed to act, representatives of RAISE can request to meet with representatives of the Executive Team within one month.

8.3
If RAISE and the Executive cannot agree on a matter it will be referred to Board, who will respond to RAISE following their next meeting.

8.4
If RAISE feel that the Board has failed to address their concerns, they may serve a notice on the Board informing them of their intention to contact the TSA.

9
Monitoring and review
9.1
Each year a health check of RAISE will take place to check it is performing its duties effectively. 
9.2
If there are concerns with the performance and / or conduct of the panel the Board have the right to commission an independent review of RAISE.
9.3 
The terms of reference for RAISE will be reviewed annually as part of the health check process.
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