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Scrutiny Panel
The purpose of the group is to ensure that customers are actively involved in shaping the organisations services through involvement in decision making.  The group will scrutinise, assess, review and monitor the performance of the organisation and make recommendations for improvement.  The group should be representative of the customer base and ensure that the views and aspirations of the customers are represented to the best of their ability.

Panel meetings

The panel will be made up of between 10 and 15 members including a member of staff acting as a support officer.

The panel will be run by a Tenant member fulfilling the role of Chair person.

The Chair person will be responsible for creating meeting agenda’s.
Meetings will be held on a monthly basis which will be subject to change once the panel has been fully established.

Managers submitting information for scrutiny will attend the meeting to present their information and to answer any questions. 

Expenses will be paid and refreshments provided.
Development needs will be assessed and training arranged/provided.
Personal or individual issues will not be discussed at the meeting and must not be raised with officers during break periods.
After the initial recruitment process the panel will oversee any future recruitment.
The panel will focus on outcomes for the customers.

A plan of succession from the panel to the board will be developed.

Core activities

· The group will agree a suite of robust local offers that reflect the priorities of the customer base and will actively monitor progress toward targets.  The local offers will be reviewed on an annual basis to determine whether they are still a main priority for customers.
· The panel will use satisfaction information; internal audit reports and ‘Customer Insight’ as a guide to determine service areas in need of improvement/further scrutiny.
· The group will monitor performance against the promises made in the offer document and highlight any occurrences where promises are not being kept.

· The group will be responsible for scrutinising performance information to highlight areas for improvement and report their findings to the Board.
· The group will monitor service plans to ensure that actions are being met and that new actions are agreed based on evidence suggesting the need for improvement.
· Set up working groups/sub-groups where necessary to deal with particular issues that arise through the course of investigations.
· Staff and panel members will determine areas for scrutiny.  The panel should be proactive in asking for information they feel is a priority. 

· The panel will determine areas to be Mystery shopped and arrange to carry out the exercise either themselves or develop a working group to perform the tasks and feed back.
· The panel will scrutinise a cross section of complaints with a view to ensuring that complaints are dealt with effectively, accurately and that there is a consistent approach to both justified and not justified complaints.  
· Complaints performance will be monitored to ensure that complainants are kept informed on the progress of their complaint and that complaints management remain a key priority for all staff.  Complaints will also be used as an indication to problems with service delivery.

· The panel will be involved in the self assessment process to ensure the document is accurate and evidence based.
· The panel will review budgets against customer priorities to ensure funding is directed toward areas of concern (liaise with the FRC).
· An action plan showing recommendations for service improvements, timescales and outcomes of implemented recommendations will be kept showing the progress of the panel.  The action plan will be stored on the GGH website. 
· The chair of the panel will meet with the Chief Exec and the chair of the board once a quarter to discuss progress and any issues that are areas of concern.
· An article outlining the panel’s activities will be published in each News and Views publication.
· Regular reports will be will be drafted by the chair and support officer to be presented to the board on the progress of the panel. 

Confidentiality
Panel members will be subject to a confidentiality agreement with GGH and its Board stating that they will not divulge or allow to be divulged any confidential or sensitive information.
Review of Panel
The panel reserve the right to amend the terms of reference to increase the scope of the panel’s activities.  Any changes to the terms of reference must reflect the core priorities of the panel.  Changes to the Terms of Reference must be agreed by the majority of the panel members.
