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Tenant Involvement, Engagement & Neighbourhoods
 Review Group
Terms of Reference

	
	

	Name:


	Customer Engagement

	
	

	Membership:

	· Tenant, Residents, Leaseholders (discuss)
· Tenant representatives with no outstanding breaches of tenancy conditions.
· Six Town Housing Representatives on invitation only.
· Co-opted members by consensus within the group.
· Majority of representatives shall be tenants.

· Maximum of 12 representatives (one rep from each neighbourhood/township, if possible). 
· Length of Term for Chair and Vice Chair is one year, elected annually.
· Role of Chair – required to challenge organisation with support from Business Improvement Team – needs to be focused and built upon real data.



	
	

	Aim/Vision:
	To oversee the areas of the business that directly impacts on complaints and customer involvement. The Group will look at the following areas of work, again in line with the TSA Standard:
· To monitor and challenge performance related to Customer Involvement  against National Standards and Local Offers on a rolling programme, keeping it simple and focused, without overload of information.
· To widen Involvement and empowerment of our customers
· To improve Consumer service and choice and experience  for our customers 
· Using Customer feedback to investigate improvements to our services 
· To activity promote and support equality and diversity in all areas of STH business and particularly Customer Involvement
· To identify and support tenants with additional support needs

· Scrutinise Complaints, their outcomes and make recommendations to learn from them partners/stakeholders in the consultation process.

· To communicate the work of the group to all tenants and other groups through any way thought suitable.



	
	

	Objectives:

	· To work with partners/stakeholders to ensure performance exceeds the expectations of its tenants and customers.
· To work with Six Town Housing to review Local Offers to ensure they shape our business plans and contribute to service improvements.

· Raise awareness of the group.




	
	

	Relationships:

	· Links with Neighbourhood Panels, liaison to be through Neighbourhood Co-ordinators.
· Encourage tenants, leaseholders and residents to inform the direction of services.
· Links with Board to highlight any issues and ensure excellent services are provided at all times.


	
	

	Frequency of Meetings:

	· The group will meet monthly with 1 month holiday in August, plus any special meetings required.
· Consensus approach to recommendations of the Group - a Quorum shall be greater than 50% of the members of the group for voting purposes, e.g. 4 out of 6).
· If there is a split decision, the Chair or Vice-Chair shall have a casting vote.



	
	

	Area of work / remit of group:

	· Local Offers

· Customer/Tenant Involvement and Empowerment
· Customer Satisfaction 
· Complaints



	
	

	Values and Principles:

	· Documents will be written in easily understood language using Plain English Principles.
· Fair and accessible group for all. 

· Attendance should be on behalf of all tenants of the borough and not regarding personal issues.

· Consultation will be meaningful, understandable and will listen to the views of all partners/stakeholders.
· All discussions and information shared shall be confidential, unless otherwise stated.



	
	

	Communication:

	· Minutes of previous meetings, agenda and relevant paperwork will be sent either via e-mail or post to members at least one week prior to the meeting.

· The views of delegates and representatives will be sought about agenda items.
· Minutes of meetings to be published on the Intranet for all service areas to access.

· Regular information will be published in Six Town Housing News, on the website and wherever appropriate.
· Sharing information and best practice with other organisations also.

	
	

	Contact Person:

	· Carran O’Grady, Customer Involvement and Co regulation Improvement Advisor, or any other Business Improvement Advisor.
· If all the above not available, Brett Nelson, Business Improvement and Customer Focus Manager.


	
	

	Life span of group:

	· The life span will be indefinite.
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