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1
PURPOSE OF REPORT

1.1
To update Board on the progress of the Quality and Insight Panel (QIP).

1.2
To update Board on the planned development of the QIP. 
2
CUSTOMER IMPACT
2.1
The work of the QIP began in May 2011, underpinning legislative requirements from the Homes and Communities Agency and the Localism Act 2011. 
2.2 
The QIP fulfils Trafford Housing Trust’s regulator’s requirement for resident-led self-regulation. Tenants themselves can play a part in examining whether services are working well. The Trust is committed to the principle of co-regulation which means working in partnership with its tenants to guarantee continuous improvement in its services.

2.3 
Working with Customer’s on the design and delivery of services is one on the main focuses of the 2014-17 business plans for the Landlord Business Stream. This aim brings renewed importance to the QIP and the joint action plans they produce with staff following a scrutiny.
2.4
To enable members of the QIP to review different service areas, the panel is given the formal power of ‘unfettered access’ to request information such as satisfaction data and performance information from Trafford Housing Trust.  The QIP has a Code of Conduct and Terms of Reference which all members must sign up to and abide by as they carry out their work.
3
RECOMMENDATIONS

It is recommended that the Board:
3.1
Board note the progress of the QIP to date and the actions that are being taken to improve how the QIP works.
4  
PROGRESS UPDATE
4.1
Outcomes: The table below shows the scrutiny projects completed to date and the outputs of those actions plans. 
	Service Area
	Scope
	Recommendations
	Comments

	
	
	Raised
	Agreed/

Partially agreed
	Implemented
	

	Major Works

June 2012
	Communication with customers before, during and after major works.
	38
	35
	35


	Some agreed changes to actions.

	Repairs Service

Sept 2013
	Repairs by Appointments, Right first time. 
	56
	53
	50


	3 on hold in line with Incentives project.  Agreed with QIP.

	Trust Website

Apr 2014
	Accessibility and usability of the Trust’s website for vulnerable customers.
	55

(7 headlines with 53 details)
	55
	19


	On hold due to tender for new website planned for April ’16.  Agreed with QIP.

	Lettings and Allocations

Feb 2015
	Review the process for prospective new tenants. 
	9
	9
	7


	2 remaining actions for ongoing monitoring throughout 2015/16.


4.2 
Membership: As with any group that relies on a voluntary commitment, many of the original QIP members recruited in 2011 have resigned due to work and family commitments, with only one member remaining form the initial recruitment. Recruitment to the QIP is a continuous process with new members continuously joining the Panel on a trial period however often the commitment required is considered too great. However over the last year there have been 5 consistent and dedicated members, 4 of whom now have over 2.5 years’ experience of working on the QIP. The sixth member joined the QIP in October 2014.  
4.3
Staff support: The QIP members feel they have experienced a difficult 18 months due to staff changes at both an Operational and Managerial level. In 2013 the QIP team worked with an independent mentor for a set period and completed ‘on the job training’ throughout the Repairs Scrutiny. This training added value to the work of the QIP however the team have identified that an on-going relationship with an independent mentor would assist them with continuity and developmental support more suitable to the changing nature of their work and team membership. In January 2015 the QIP members appointed a different independent mentor, Jayne Boote, to meet this requirement fund from their dedicated budget.  The QIP intend to continue to commission this support in 2015/16.
4.4
Scrutiny projects: The past 4 scrutiny projects have taken between 6-15 months to complete. The QIP are aiming to reduce this turn around to 4-6 months. In order to achieve this, the QIP have developed a forward programme of 4 Scrutiny topics in January 2015: Grounds Maintenance; Waste Management; Voids Standard; and Trust Call with a common theme of ‘customer experience and clarity of standards’ within these service areas. The QIP are on track to complete their first scrutiny of 2015 in 4 months.  
4.5 
Strengths: The following strengths have been identified through individual meetings with QIP members, a team SWOT analysis and comparisons with best practice through the New Approaches to tenant Scrutiny (CIH 2014) and The BIG review (Social Value Business Ltd 2014).
· Dedicated Membership:
· Dedicated and supportive team

· Continual recruitment for new members to provide stability

· Panel member’s commitment to the scrutiny process and their own development. 
· Autonomy:
· Complete freedom to scrutinise any topic and unfettered access to information. 

· Independence to choose inspection theme, process and produce independent report. 

· Support from an independent mentor to ensure that judgements and recommendations are objective
· Part of Governance structure:
· Work with Service Lead of scrutiny topic. 

· Joint action plan agreed before presenting to Board.

· Audit Risk and Compliance committee monitor action plans. 

· Direct link to Board.
· Effectively Resourced:
· Dedicated £10,000 budget.

· Administration support from Apprentice.

· Skills and information support from an Officer until April 2015. 

· Manager support implemented from April 2015.  
· Commitment to development:
· Application form, mandatory training and subject to QIP code of conduct and terms of reference. 

· Scrutiny process is in continual development, methodology reviewed and lessons learnt after each review. 
· Service improvements and efficiencies:
· Offers a structured approach for THT to learn from the experiences and aspirations of their tenants and to deliver services that tenants actually want in the way they want them. 

· The panel focuses on the customer’s experience of receiving each service providing customers and board with assurance that services are being delivered well and identifying opportunities for improvement.
· Constructive feedback to help review and challenge performance:
· QIP acts as a critical friend providing challenge to THT’s performance as part of constructive and structured approached to continuous improvement.

· QIP provide a reality check from the customers perspective (assuring managers services are ‘fit for purpose’ from a tenants perspective). 
· To support better tenant engagement and empowerment:
· Importance given to co-regulation throughout the business. 
· Better inform the organisation about tenant needs and aspirations. 

· Evaluate the effectiveness of relationships with third parties who regularly engage with tenants. 

· Offer specific opportunities for tenants to develop their skills and capacity for work- readiness.

5 
DEVELOPMENT
The QIP will be meeting with the Customer Insight Manager and Senior Leadership over the summer months to develop their role. In particular the following areas for improvement have been identified through individual meetings with QIP members, a team SWOT analysis and comparisons with best practice through the New Approaches to tenant Scrutiny (CIH 2014) and The BIG review (Social Value Business Ltd 2014).
· Efficiency and Accountability: 
· Need to improve the efficient scheduling of scrutiny work.

· Improve visibility and accountability to wider tenant body. 

· Ensuring a minimum of 5 dedicated members, aiming for a membership of 8.
· Being part of a structured approach to improvement:
· Annual work plans of scrutiny projects devised and agreed as part of the corporate business planning process. 

· Scrutiny topics to be informed by performance data, business planning cycles, internal audit, new projects, and complaints.
· Outcomes focused:
· To help identify opportunities for service improvements and efficiencies rather than specific outputs.
· To support better tenant engagement and empowerment:
· Culture of resident involvement, welcomed as a means to service improvement.
· To ensure that the QIP ensure they provide scrutiny and challenge at a strategic level.
· That the QIP seek to link their service reviews to the wider vision and purpose of the Trust and to comment on whether they consider areas scrutinised are properly aligned.
6
Value for Money
6.1
The QIP have a clear role of providing challenge around value for money and making recommendations of how to improve this in the future.  The cost of a service is considered as part of the scrutiny process so efficiencies will be suggested where appropriate.  
6.2
The QIP has an annual budget of £10,000 which includes support from an independent mentor and costs for training. 
6.3
The QIP contributes approximately £4752* to THT in volunteer hours per year. (*An average of 6 members meets for 5 hours per month plus contribute a minimum of 1 hour a month working from home. Volunteer hours calculated at £11 per hour). 

7    
EQUALITY & DIVERSITY IMPLICATIONS

7.1
As part of the review and development process over the coming months the QIP will focus on
being accountable to wider tenant body ensuring their work represents THT’s customer base.  
8
RISK IMPLICATIONS

8.1
There are no new risks emerging out of the work that the QIP has completed to date.  Scrutiny Panels are seen as an important aspect of co-regulation which is the key approach to ensuring high quality services to customers.  


Meeting: Performance Board 27th May 2015
Author: Fay Jackson, Former Customer Involvement Officer
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