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Trafford Housing Trust - Quality and Insight Panel Terms of Reference
1
Name of Group

1.1
The name of the customer scrutiny panel shall be QIP, which stands for Quality and Insight Panel.
2
Background

2.1
Co-regulation is a system introduced by the Homes and Communities Consumer Standards that supports a self-regulation approach to continuously improve services.  The system enables tenants (including leaseholders) to have a formal role to assess and influence the performance, service delivery, plans and behaviour of the landlord. QIP will perform this function.  
3. 
Purpose

3.1 
The purpose of the Panel is to scrutinise and challenge Trafford Housing Trust services to ensure continuous improvement to performance and service deliveries for customers measured through achievement of Key Performance Indicators (KPIs) and contribute to compliance with the regulatory requirements set by the Homes & Communities Agency (HCA).
4. 
Aim and Objectives:
Aim:

4.1 
To ensure tenants have the opportunity to influence strategic priorities and how these are delivered at the highest level.  
Objectives:  
4.2 Ensure that customer priorities are being used as a basis for performance assessment.
4.3 Provide customers with the opportunity to comment on service delivery and to drive forward improvement.
4.4 Enable customers to benchmark services with other Housing Associations.
4.5 Provide an overview assessment of compliance with the relevant HCA regulatory standards for each topic scrutinised.
4.6 Be completed in the optimum length of time necessary to achieve a high quality outcome.

5. 
Role and Responsibilities of the Panel
Role: 

5.1 The role of the Panel is to review and challenge how THT services are delivered to customers.
5.2 The Panel will review customer facing services on a programmed basis.
5.3 The Panel is a decision making body and will make recommendations to Board following a service review.
5.4 The Panel will monitor internal performance data and make recommendations to improve service delivery.
5.5 The Panel will link into existing Customer Involvement activities and feedback and commission the customer inspectors to carry out an independent check of a service to gain evidence.
5.6 The Panel may develop sub groups to focus on specific pieces of work as it deems appropriate.
5.7 The QIP have a clear role of asking questions 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 as well as efficiency and effectiveness.   
Responsibilities:
5.8 To be accountable to the wider customer body.
5.9 To act with transparency.
5.10 To reflect the needs and aspirations of the wider customer body.
5.11 To respect the governance of the THT Board.
5.12 To make recommendations based on robust evidence and reflect the context in which THT operates.

6
Selection of activities and topics

QIP will perform a scrutiny role across the organisation on topics of their choice. The selection of areas of services to review and challenge could come from a range of possible sources including:
6.1
The Executive Team or Board may from time to time put forward topics that they would like QIP to scrutinise.
6.2
Service identified from lower performance.
6.3
Service identified from high level of complaints.
6.4
Low satisfaction ratings from surveys.
6.5
Service highlighted as area of weakness following inspection.
6.6
Service requested from wider tenant body or staff member submitted through a ‘Call for Scrutiny’ form.  
6.7
Service identified from one of the customer focus groups or Community Panels.
6.8
The panel will access a range of key performance indicators, to keep an overview of performance and to help to inform the selection of topics for future scrutiny.
6.9
The QIP members will have the final say on what to scrutinise.  Reasons for declination to scrutinise a suggested topic in favour of a different topic that QIP feel is a higher priority to customers, will be discuss their reasons for this with the requesting party as appropriate.

7 Accountability 

7.1 The supporting THT officer/manager will submit an annual report on the QIP’s activities to Board.
7.2 On selecting a service to review, the QIP will inform the Service Manager via a service brief document, outlining the scope of the scrutiny, information request, and date for an initial presentation/meeting. 

7.3 The QIP will provide the Service Manager with a briefing note for staff introducing the role of the QIP and outlining the panel’s approach to the scrutiny exercise.

7.4 Where possible, panel members or their supporting officer will attend staff meetings to explain the QIP’s role and what they are planning to scrutinise. 
7.5 The panel will report their findings to the Manager and Assistant Director of the service scrutinised for information, approval and the implementation of recommendations.
7.6 Within a month of receiving the final QIP scrutiny report the Service Manager will present their responses in writing to the QIP, along with a draft action plan of how the recommendations will be implemented for discussion. The details of the action plan will be agreed before submission to the board. 

7.7 Where recommendations are wholly or partially disputed by the Service Manager, alternative actions will be discussed with the QIP. Where actions to recommendations cannot be agreed, the Assistant Director for the Service concerned will discuss the matter with both parties to agree forward action. Where disputes still remain, the disputed recommendations along with the views and actions suggested by both parties will be presented to Board for a final decision.    

7.8 The Panel will send the service review reports and joint action plan to the Executive Management Team for comment before presenting their findings and agreed joint action plan to Board.
7.6
QIP will consider the service managers’ and Executives’ response to the report prior to its submission to the Board. 
7.7
The Board will respond formally in writing to all recommendations from the Panel in a timely manner.
7.8 The Panel has a responsibility to keep the wider tenant body aware of its work. This will include a dedicated section in Pulse and on the Website. 
7.9 If the Panel is not satisfied with the Board’s decision following the Panel’s service review then the Chair of the Panel can request a meeting with either the Chair of the Board or the Chief Executive of the Trust to discuss this further and reach a mutual agreement.  If the situation is still not resolved then this can be escalated further and the Chair of the Panel has the authority to discuss this with the regulator after agreeing with the Chair of the Board and Chief Executive of the Trust.   
7.10 Action Plans will be monitored by exception by the Audit Risk and Compliance Committee. Service Leads will provide the QIP’s supporting officer with a written update on action plans quarterly. A report will be prepared and agreed with the QIP members to report quarterly to the ARC committee.
8. Membership

8.1 
It is vital that the membership of the Panel is collectively competent with the right skills. Measures that ensure that this is achieved include:

· Adoption of a rigorous selection process which focuses on skills, commitment and group competence.

· Possible inclusion of a suitably qualified mentor, sourced externally or from within THT. 

· Priority given to achieving a composition that, as far as possible, reflects the customer demographic.

· Giving due consideration to the inclusion of independent and/or co-opted members in order to achieve greater balance and competence.

8.2 
Membership to consist of:

· Between 6 – 8 members is the ideal size for the group with a maximum of 10 members and a minimum of 5 members.
· Tenants and leaseholders of Trafford Housing Trust.
· A maximum of 2 places can be filled by leaseholders.  

· The Panel will be led and directed by a Chair who will be appointed by the Panel. 

· Membership will be for a fixed term of three years.  Members will have to step down after an agreed period of time on a rolling cycle.  Members may then re-apply to the Panel with immediate effect.
· The Panel will meet a minimum of six times a year and aim to complete three service reviews annually.
8.3
All applicants must complete an application form to become a member of QIP, if they are not already a member.

8.4
New members to the panel will be appointed through a selection process in accordance with the QIP recruitment policy.
8.5
New members of the panel will participate in an Induction Training programme to help them fulfil their role.  All members will also participate in further training as and when required to support them in their role, including bi-annual appraisals. 
8.7
If QIP agree that they would benefit from additional skills or knowledge in completing a scrutiny topic, one additional person may be co-opted onto the panel for that scrutiny topic, on a voluntary (unpaid) basis, on completion of which they will step down from the panel unless required for the next scrutiny.  This additional member may be a tenant or an independent, and will have full voting rights whilst on the panel.
8.9 
Tenants and leaseholders from the following groups are not eligible to join the Quality and Insight Panel:
· Any employee of Trafford Housing Trust.
· Those who sit on the board of Trafford Housing Trust or any other housing organisation, business partner or potential business partner.
· Those subject to a County Court judgement in favour of Trafford Housing Trust or a Notice of Seeking Possession (NSP).
· Anyone who ceases to be a customer of Trafford Housing Trust.
· Individuals who have been excluded from past activities with the Trust due to their behaviour.
· Anyone in breach of their tenancy conditions.
· Anyone subject to any anti-social behaviour order or investigation.
9
Management of the Customer Scrutiny Panel
9.1
QIP will determine the schedule for meetings during the year.  It is expected that the panel will meet regularly but have no less than six formal meetings during the course of the year.

9.2
The quorum of any formal QIP meeting shall be 50% of the panel.
9.3
The panel will reach decisions by consensus. If this is not possible members will vote on an issue by a show of hands; a majority of 1 will be required to agree a decision.  In the event of a tie the Chair will have the casting vote.
9.5
A Chair will be appointed through the recruitment and selection process (as 8.4).

9.6
Other positions including a Vice Chair or Secretary will be selected by self-nomination followed by a closed ballot of QIP members.

9.7
Members will be given the opportunity to declare any interest in any of the activities the panel will be undertaking. This will be recorded at the meeting. If there is a clear conflict of interest a member will be expected to withdraw from scrutiny in that area.

9.8
If a member misses a meeting without giving apologies or without prior arrangement, the Chair will make arrangements to contact the member. If any further meetings are missed without contact, the member will be asked to step down from the panel. Members will be expected to attend 75% of meetings and not miss more than 3 meetings in a row.

9.9 
All members will be able to claim expenses for reasonable costs incurred in their role on QIP, in line with THT’s Customer Expenses policy.

9.10
All members of the panel will be required to comply with the panel’s agreed code of conduct; failure to do so may result in a member being removed from the panel. If a member is in breach of the code, they will be asked to attend a meeting with a Director from THT and the Chair of QIP to discuss their behaviour. If the Chair is in breach another member of the panel can be nominated to attend the meeting.

9.11
If a panel member wishes to resign they should inform the Chair, via the Customer Involvement Team, in writing or by e-mail.

10
Staff protocol
10.1
THT employees who provide support to the panel will at all times seek to ensure the independence of the panel.

10.2
Where requested, the Trust will provide administrative support to the Panel in the form of producing agendas, minutes, writing reports, publicity material and facilitation of meetings. 
10.3
Staff will facilitate communication between the Panel and THT staff in terms of information and meeting requests. Where QIP members contact staff independently from THT staff, the QIP supporting Officer will be informed. 
10.4
Staff will facilitate communication between the Panel and Board and produce reports following direction from the Panel and Board.  

10.5
The Panel can request information or for any member of the Trust’s staff to attend a meeting with 10 working days’ notice to the staff member and their Manager. Failure provide the information or to attend without a valid reason; reasonable replacement; or without agreeing an alternative date; will result in the Managing Director of Landlord being notified in writing. 

10.6 
The Service Manager/Executive team will formally respond to reports from QIP within one month by detailing actions to be taken. The contents of the response report will then be considered by QIP prior to its submission to the Board.

10.7 
Officers should be given a fair chance to resolve an issue before escalation occurs it.
10.7
If QIP feels the Service Manager/Executive Team has not responded appropriately or failed to act, representatives of QIP can request to meet with representatives of the Executive Team within one month and the Managing Director of Landlord being notified in writing.
10.8
If QIP and the Executive cannot agree on a matter it will be referred to Board, who will respond to QIP following the Board’s next meeting.

10.9
If QIP feel that the Board has failed to address their concerns, QIP will notify the Board of their intention to take the matter to an independent arbiter. The circumstances under which this may occur include: 

(i) Disagreement/stalemate about the panel’s choice of scrutiny topic.

(ii) Disagreement/stalemate regarding the implementation of recommendations.

(iii)  Disagreement/stalemate regarding how THT staff and QIP members work together. 

10.10
In the event an independent arbiter is required, TPAS will be appointed. Both parties must agree to fully abiding by the arbiter’s decision. 

10.11
If QIP feel that THT is in breach of promises of Co-regulation the QIP may contact the Housing Ombudsman Service.
11. Benefits

11.1 
Members of the Panel will not be paid, but will receive re-imbursement for out of pocket expenses in line with the customer expenses policy.  
11.2
In addition members may receive equipment or resources that will enable them to better perform their role.  
12. Safeguards

Given the status, strategic importance and profile of the Panel, safeguards will be put in place to ensure this is maintained and to ensure the smooth running of the Panel and include:

12.1 The development of a person specification and required qualities which will be used in recruitment and on an ongoing basis for assessment;
12.2 Adoption of an enforceable Code of Conduct;
12.3 A requirement for members to commit to undergoing capacity building training;
12.4 A requirement that the Panel publishes an Annual Report of its scrutiny activities along with an explanation for the choice of topics and the priority allocated to them;
12.5 The Panel will undergo an annual appraisal and skills audit to ensure continuous development;
12.6 The Panel will have due regard to;

· national standards and accepted good/exemplar practice.
· external pressures on the Trust.
· issues of confidentiality.
12.7 
Ability for the THT Board to initiate a full external scrutiny of the Panel and instigate appropriate sanctions should it fail to comply with its Terms of Reference or Code of Conduct;
12.7 Any Panel Member who suspects that they have uncovered serious wrongdoing such as fraud as part of their service review will immediately advise the Company Secretary;
12.8 Where a Panel member is alleged to be in breach of the Code of Conduct or Terms of Reference then the Nominations Committee will consider and ensure the investigation of the conduct of the Panel member and determine the course of action to be taken, which can include removal of the individual from membership of the Panel.  
12.9 Ultimately the Trafford Housing Trust Board has an oversight role for all organisational activities and will intervene if the Panel is failing to take account of the views of the wider tenant body or is not acting in accordance with these Terms of Reference.
13. Confidentiality 

13.1 Panel members will have access to information about the Trust and its customers and suppliers.  Some of this information may be personally or commercially sensitive.

13.2 All information received will be treated as confidential unless there is a clear reason to share it more widely.  For example, information collected about the service provided will be shared but any information about members of staff or customers’ personal identities or circumstances will not be shared.
13.3 Any Panel Member who is any doubt about whether something is confidential or not will check with the supporting Manager or author of the report. 
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