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Willow Park Housing Trust

Code of Conduct & Confidentiality Agreement
Scrutiny Panel Members
This Code of Conduct and Confidentiality Agreement sets out the standards of personal attitudes and behaviour that you must observe. The agreement is critical to the success and credibility of the Scrutiny Panel work (referred to as the Panel).
In addition to supporting and adhering to the Code of Conduct panel members must promote and support the Trust’s vision, values and objectives as below:
Vision

We are making Willow Park a place where people want to live and work, where residents are proud of their homes and their community.

Our purpose is to provide well-maintained homes at prices people can afford and quality customer services, and to contribute to improving the quality of life in our area.

Objectives

Our objectives are to:

· Provide quality homes in an attractive environment

· Deliver effective and efficient services at competitive rents

· Promote diverse and sustainable communities

· Work in partnership to maximize investment and added value

· Meet our financial targets

· Support resident involvement in all aspects of our work

· Invest in our staff to enable them to deliver quality

Values

In our dealings with residents, partners, stakeholders and each other, people in Willow Park will be:

· Accessible and approachable

· Responsive and supportive

· Open and accountable

· Respectful of people and their homes

· Committed to equal opportunity for all

Your role

As a panel member, you will be scrutinising our services as an end to end experience taking into consideration all aspects of the service delivery. To do this, you must approach the task with the right attitude;

• Be honest and open. Without this, you won’t be able to get to the truth about services or be able to make a difference.
• Be positive. It’s important to highlight any problems or failings, but make sure you also pick up on successes and good points. Always try to look for and suggest improvements to make the service better for both customers and the people providing it.

• Be friendly, polite and courteous. You will only get cooperation and support from people if you build and keep a good relationship with them. You must not insult, abuse or use any kind of offensive language or behaviour towards anyone with whom you have contact as part of the scrutiny work. Be tough on problems, not on people.

• Listen and keep an open mind until you have collected the relevant facts and evidence. Try to understand and appreciate the concerns and circumstances of the other people on the panel and who you come into contact with. Respect the opinions of your fellow Panel members. You might not agree with their opinion, but they have the right to express it.
• Actively show that you are interested in and care about the service that you are inspecting, and that you want to make a positive difference.

• Choose the right time; place and way to feed back your thoughts and findings. It is better not share your impressions and ideas with people while you are still collecting evidence from them.

• Adhere to any relevant rules or Trust policies e.g. no smoking policy, data protection policy.
Being objective
Your experience as a customer and your desire to assist the Trust in delivering high level services is what makes you special and unique as a panel member. Your own experience and views should inform, but not dominate or dictate how you work. To help you stay impartial and avoid any conflicts of interest, you must:

• Not review or scrutinise parts of the service that have a specific or particular link to you and your local area (for example, you should not assess the front-line service at the local office which serves your home, or the Warden service at your own sheltered housing scheme).

• Let the chair of the panel or an officer know in advance if you have any personal connection with any part of the service which you are asked to review/scrutinise (for example, if you are related to a member of staff providing that service, or a connection with a contractor or supplier).

• Look for evidence to test and challenge your personal experience of the service and organisation. Do your views reflect those of customers generally?

Handling information
As scrutiny panel members, you will have access to a lot of information about Willow Park Housing Trust and its customers and suppliers. Some of this information will be personally or commercially sensitive.
You should follow two simple rules in all your work:

• Treat all information that you receive as confidential, unless there is a clear reason to share it more widely. So, for example, you should use and share any information that you collect about what service is provided, how and why. But you should not share information about members of staff or customer’s personal identity or circumstances.

• If you are in any doubt about whether something is confidential or not, please refer to the Housing Services Manager.

It is possible that you may come across something during your reviews that really worries you (for example, if you think there is fraud going on, or any other sort of criminal or undesirable behaviour). If this happens, you must advice the Housing Services Manager. If this person is connected with your concerns, you can contact any Director or the Company Secretary. Any information you provide will be treated in strict confidence.

Aside from these formal protocols, you will need to be tactful and diplomatic in all your dealings with people as part of the project. Always think about how you say what, to whom, and what impact it will have.

You will be required to adhere to the principles of our Data Protection Policy, supplied separately.

Being fair
In your work as a panel member, you must have and show respect for the people you deal with, and take their circumstances and personal differences into account and work within our Equality and Diversity Statement as detailed below.

Equality & Diversity Statement

We recognise that people who provide and use our services come from diverse backgrounds, with varying experiences and needs.

We aim to ensure that Equality and Diversity is at the heart of all we do as a Trust in both the services we provide, and as an employer.

We believe in Equality for all, and that every person has the right to be treated fairly and with dignity and respect regardless of gender, disability, ethnicity, religion and belief, transgender, sexual orientation, age, or socio-economic status.  

We will develop and deliver services that will help to overcome discrimination and disadvantage to enable people to achieve their full potential.

We will work towards 4 broad objectives that we consider to encompass best practice:

· To develop and deliver our services to ensure they are inclusive and accessible to all. 

· To ensure diversity is embedded within the values of the Trust and viewed by all as integral to all we do. 

· To commit to a zero tolerance approach to discrimination and/or harassment. 

· To equip our staff to deliver customer excellence within our communities. 

We will regularly monitor and report on the progress we make in implementing our approach to Equality & Diversity as part of our commitment to continuous improvement.
This Equality and Diversity statement forms part of the Trust’s Equality & Diversity Policy which applies to all Employees, Board members and Volunteers, and we expect our Agents and Contractors to adopt a similar approach.

The full Equality and Diversity Policy is available on request.
The key is simply to respect differences fairly, so that you do not exclude anyone from your work, or treat anyone inappropriately or unfairly.

Again, this can sometimes be difficult, and only you can make it happen. So, in your work within the panel and those you come in contact with, think about:

· Be considerate of those around you and within the panel and be aware that they may have different needs to you and work in a different way to you.

· How you assess the service — does it allow everyone to have a say? For example, telephone
      surveys may exclude people whose first language is not English.

· Where you work For example, holding interviews in an upper floor office may be difficult for
      people who use or a wheelchair or have limited mobility.

· When you work. For example, holding focus groups during the day may exclude people with
      childcare responsibilities or who are at work.

· Being consistent. For example, don’t be ‘tougher’ on some people than others without reason.

Again, if you are in any doubt about how your work might affect different people, please refer to the chair of the panel who will contact the Housing Services manager to discuss further if necessary.
Being professional

Being professional is partly about all the things covered above, but it is also about how you personally conduct yourself. As a panel member you are an ambassador for yourself, all residents, and the whole scrutiny function. Most people will judge the reviews on how you present yourself and behave. So, to project a good, professional image, think about:

• Your personal appearance and dress — be clean and smartly dressed

• How you speak — be clear, concise and courteous

• Your body language — be relaxed, focused and positive

• Being organised and punctual — plan and prepare things well, and be on time

• Being in control — never attend meetings or carry out scrutiny work if you have recently had alcohol, drugs, are too tired, or have done anything that might affect your concentration and poise.

Staying safe
Before you start any reviews, Willow Park Housing Trust will if necessary conduct a short exercise to identify and assess any risks that might arise from your work. You must then observe any rules or guidelines that come out of this risk assessment, and take reasonable steps to ensure your own health, safety and welfare.

If you ever feel under too much pressure or stress because of your work as a Scrutiny Panel member, please talk to the chair or the Housing Services Manager.
Breaking the Code of Conduct
Willow Park Housing Trust shall investigate all complaints that are reported about breaches of the code of conduct and confidentiality agreement.
1. The Trust will write to the individual detailing the nature of the concerns and any complaints received.

2. A meeting will be arranged with the individual to discuss the issues raised and to listen to the individual concerned comments and then based on this advise on any further actions that my be required by the individual ( e.g. to undertake additional training)
3. Outline the consequences for the individual should behaviour or actions continue

4. Provide a report to the chair of the panel and any other relevant Trust officers detailing any advice given to the individual concerned and any course of action agreed at the meeting with the individual.

The emphasis shall be on training to ensure that breaches do not re-occur, if breaches re-occur or the breach is deemed serious enough and there is a negative impact to the Trust, such as breach of data protection or clear disregard for the Equality and Diversity statement one of the following options could be taken:

1. A letter from the Housing Services Manager stating that the individual is being excluded from participating in the Scrutiny panel and/or other customer involvement activities

2. An exclusion from participating in the Scrutiny Panel and a suspension from all other customer involvement activities for predetermined period of time
If Willow Park Housing Trust has started legal action against any member of the panel, then the Trust may advise the panel member that they will be suspended from all customer involvement activities until the outcome of the legal action is known.

Right of Appeal 

Panel members have a right of appeal and should do so verbally or in writing to the Housing Services Manager within 14 days of the notification. An investigating officer will then be appointed by the Trust who will re investigate the case. Following the investigation, a Head of Service will decide if the appeal is upheld.

Contacts

If you need to discuss the Code of Conduct or need to find out more about anything to do with the Scrutiny Panel please contact:
Justine Carroll, Housing Services Manager (Customer Services & Involvement) 

Direct Line – 0161 9469526

E-mail - carrollj@willow-park.co.uk
Sara Harris, Housing Manager (Customer Involvement) 

Direct Line – 0161 946 9510

E-mail – harriss@willow-park.co.uk
Customer Services Team – 0800 633 55 00


Willow Park Housing Trust

Code of Conduct 

Scrutiny Panel
CODE OF CONDUCT AND CONFIDENTIALITY STATEMENT

 Sign up form
I………………………………………………………………………………………………………
Have read and understood the terms and conditions laid out in the Scrutiny Panel Code of Conduct and Confidentiality Statement and I agreed to abide by these terms and conditions.
I confirm that as part of my daily duties as a scrutiny panel member , I may come into contact with personal information held by Willow Park Housing Trust about Willow Parks customers, partners or employees.

I agree that I will adhere to the principles of the Trusts Data Protection Policy and will not use the information for any purpose other than functions of the Scrutiny Panel.

I understand that any actions I take that may contravene the Code of Conduct or Confidentiality agreement may harm the reputation of the Scrutiny Panel and/or Willow Park Housing Trust, and may result in possible expulsion from the panel.
Signed…………………………….
Witnessed………………………...
Date:…………………………………………
