	Name of the formal panel;                          Thirteen Customer Council

	Summary of the role
To work as part of a panel of approximately fifteen involved tenants, residents and leaseholders to hold Thirteen and the landlord Boards to account for the delivery of business objectives, performance and value for money. To monitor the delivery of the Regulatory standards, customer promises, satisfaction and delivery of the customer involvement strategy. To ensure customer interests of all the partner landlords are considered and taken into account in service delivery and strategic direction. 
	Location of meetings:

	
	Any location within the Group

	
	Time required: 

	
	1-2 days per month 

	Role
	Essential requirements

	· Monitor and hold the Thirteen and partner Boards to account on:
· the delivery of Thirteen objectives and business plan promises
· the delivery of regulatory standards
· the performance of Thirteen on equalities and diversity
· performance, benchmarking and satisfaction data

· value for money (Annual self-assessment)
· how efficiency savings are used
· social value from Thirteen activities
· the delivery of the Customer Involvement Strategy, ensuring the customer voice is representative of the communities in which Thirteen operates 
· Engage in procurement and contract management
· Comment on communications important to customers e.g. Annual reports and newsletters
· Commission other customer groups (e.g. Scrutiny and CSIs) to undertake research on behalf of the panel
· Reach a consensus of opinion on the findings of the panel based on evidence and feedback

· Liaise with Boards as required
· Participate in training and personal development to enhance your skills
· Adhere to the Terms of Reference, Code of Conduct and confidentiality agreement of the panel
	Willingness to learn

Attend 75% of all meetings

Read all documents agreed by the panel in preparation for meetings 
Access to laptop or PC (or be prepared to learn and develop IT skills)

Be prepared to travel across the region

Attend conferences and training as required

Appreciation of equality and diversity issues


	· 
	Minimum panel make up

	· 
	2 tenants from each landlord

2 customers who might be leaseholders/shared owners/owners who are service users and live in our communities 

	Knowledge, skills, abilities and attitudes
	How success will be measured

	· Good interpersonal and communication skills and a commitment to team working 

· Ability to listen to others, be patient and respect and consider their views

· A willingness to consider issues and problems in their wider context

· Ability to research and draw conclusions from other organisations’ approaches

· Ability to form objective views based on evidence, seeking consensus and accepting compromise across the panel

· Ability to analyse information and opinions and, when necessary, negotiate and persuade constructively

· Ability to communicate and present information to customers, Boards and staff and be respectful at all times 

· Appreciation of value for money principles

· Be well organised, read  and consider information sent in advance of meetings and be reliable

· Show integrity, honesty and objectivity

· Make active and appropriate contributions to meetings and activities 

· Willingness to support and mentor new panel members

· Understanding and application of the principles of data protection and confidentiality at all times

· Support and uphold the values, aims and objectives of Thirteen Group 
	Thirteen and Partner Boards are assured that the Regulatory standards are met by the Customer Council (CC)
Evidence of CC influence on value for money priorities and outcomes 

Evidence of CC influence and comment on all key business objectives, performance, plans and activities

Evidence that communication with customers has improved as a result of CC activity 

	Key behaviours

	customer orientated
	strives for best in self and others
	committed to improving services
	communicate positively and enthusiastically
	embraces team approach


