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TERMS OF REFERENCE 
RESIDENT SCRUTINY PANEL
1 Overview

1.1 The Resident Scrutiny Panel, with the support of Officers:

· defines and monitors, with reference to good practice, the delivery of excellent customer service;

· benchmarks the performance of customer-facing services; and
· develops and implements annual programmes of customer-facing service reviews.
1.2
The Panel will, in performing this role, support Officers to identify customer-facing service priorities for the development of the Business Plan and ensure that CBHA remains customer-focused at all times.

1.3
The Panel will make recommendations for action where this is considered necessary to drive service improvements and to increase customer satisfaction.  All recommendations for action must be drafted in the context of CBHA’s Business Plan and the financial, governance and legal / regulatory framework within which it operates, as advised by Officers.
2 EXCELLENT CUSTOMER SERVICE

2.1 The Panel will develop and agree, in consultation with Officers, a framework of key performance indicators (KPIs) to assess and to monitor customer service.

2.2 The Panel will receive in advance of each meeting a comprehensive KPI and customer satisfaction report, which will include trends against targets.  The format of the KPI and customer satisfaction report will be agreed by both the Panel and Officers, with the intention of securing a report that, where possible, meets the needs of both parties.  The KPI and customer satisfaction report and any supporting data will be drafted and issued by Officers, in consultation with the Panel.

3 Performance BENCHMARKING

3.1 The Panel will receive regular, comprehensive reports, benchmarking the performance of customer-facing services, which will include trends against targets and comparison with peers.  The format of the benchmarking reports will be agreed by both the Panel and Officers, with the intention of securing a report that, where possible, meets the needs of both parties.  The benchmarking reports and any supporting data will be drafted and issued by Officers, in consultation with the Panel.

4 CUSTOMER-FACING SERVICE REVIEWS

4.1 The Panel will use the above reports and other information provided by Officers to develop an annual programme of customer-facing service reviews, which will focus on customer-facing services that the Panel considers would benefit from a drive in service improvements.  The programme of service reviews will be subject to the approval of the Executive Team and the Board.

4.2 The programme of service reviews will supplement and / or inform the Officer-led Service Improvement Review Programme and Internal Audit Reviews, and the Panel and Officers will put in place mechanisms that will promote co-operation and will avoid duplications of effort in areas of mutual interest.  The outcomes of all reviews of customer-facing services will be reported for information to the Panel.

4.3 The format of service reviews will be agreed in each case by the Panel, but it is likely to:

· consider KPI and customer satisfaction reports;

· consider benchmarking reports;

· consider the outcomes of relevant Officer-led service reviews;

· consider other reports and data from, and interviews / meetings with, Officers;

· review good practice, as promoted and demonstrated by other organisations (including regulators); and

· commission customer inspections, which will report on policies, procedures, services and the like, as experienced first-hand by customers.

4.4 The Panel will produce in respect of each service review a draft report of conclusions, which may include recommendations for action.

4.5 The Panel will submit each draft report of conclusions to the relevant Director, who will be given a reasonable opportunity to comment on the draft report’s conclusions and any recommendations for action.  The Panel will be required to consider and to respond appropriately to the Director’s comments about the report’s conclusions and any recommendations for action, in particular those relating to CBHA’s Business Plan or the financial, governance and legal / regulatory framework within which it operates.  The Panel will then produce a final report of conclusions and any recommendations for action.

5 Reporting AND APPROVALS

5.1 The Panel will submit, in respect of each service review, a final report of conclusions and any recommendations for action to the Executive Team.  The report will be appended to an executive summary and high-level action plan, which will be drafted by the a Director and submitted first for approval to the Chair of the Committee.

5.2 The Executive Team will in respect of each service review either:

· approve in full the executive summary and high-level action plan, which Officers will then be instructed to implement, subject for example to the availability of resources; or

· reject in full or in part the executive summary and high-level action plan, which Officers will then return to the Committee, together with an explanation of the Executive Team’s decision. 

5.3 The Panel may appeal a rejection under clause 5.2 by submitting the relevant executive summary and high-level action plan to a meeting of the Board.  The Board will consider the executive summary, the high-level action plan and the explanation of the Executive Team’s decision, and will either:

· approve in full the executive summary and high-level action plan, which Officers will then be instructed to implement, subject for example to the availability of resources; or

· reject in full or in part the executive summary and high-level action plan, which Officers will then return to the Committee, together with an explanation of the Board’s decision. 

5.4 It is anticipated that the appeal process above will be used in extremis and that the Panel and Officers will first try to address any areas of concern through good faith discussions.
5.5 The Panel will receive, in advance of each meeting, a high-level progress report about the implementation of approved action plans.  The progress report will be drafted and issued by Officers.

5.6 The Chair of the Panel will provide regular updates about the activities of the Panel in a standing report to the Board, which will include minutes of meetings of the Panel.
5.7 The Chair of the Panel will present an annual report about the activities of the Panel to the Board.
6.
CONSTITUTION

6.1
The Panel is a resident-led body.  It will consist of not more than 12 members, who must be residents of CBHA.  Panel members may not also be members of CBHA’s Board or its Committees.
6.2
Panel members will be appointed to serve for terms of three years, following an open and transparent recruitment process.  A Panel member’s term will commence at the beginning of the Annual General Meeting (AGM) following his/her appointment and (with the exception of the Chair and Vice-Chair) will terminate on the day prior to the third AGM following his/her appointment.  Panel members will be required to sign and to comply with a Code of Conduct and to participate in induction and training programmes, as appropriate.
6.3
Panel members will serve not more than three terms of three years.  This clause does not have retrospective effect.
6.4
The Panel will elect at its AGM and from amongst its number its own Chair and Vice-Chair, who will serve for terms of three years.  The Chair’s and Vice-Chair’s terms will commence immediately following their appointment and will terminate at the third AGM following their appointment, following the appointment of their successors.  In the absence of the Chair or Vice-Chair, the Panel will elect from amongst its number an Interim Chair or Interim Vice-Chair, who will hold office only during the absence of the Chair or Vice-Chair.
6.5
The Chair of the Committee will have a casting vote.

6.6
The quorum for the Committee will be six members.
6.7
The Committee will meet on not less than four nor more than five occasions per financial year, including not more than once as an AGM.  A Director, a Head of Service and the Resident Involvement Officer will attend all meetings of the Panel, although in exceptional circumstances one of these Officers may appoint a representative to attend in their place.  Other Officers may be invited to attend meetings of the Committee, as appropriate.
6.8
A resolution circulated to and signed by all members of the Panel shall be deemed as approved by the Panel.

6.9
The Panel will be allocated an annual budget, which will be applied solely towards the legitimate activities of the Committee, including the training of members. The application of the budget will be monitored by the appropriate Director.

6.10
The Panel may take advice as appropriate from external consultants within agreed budget constraints.

6.11
The lead Officer will be at Director level, supported by the Resident Involvement Officer.
6.12
The performance of the Panel and these Terms of Reference will be reviewed formally not more than 15 months after their adoption.
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