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Difficult Areas to scrutinise
Rewards scrutiny – hard as there were few rewards being offered in the organisation
· looked outside our own organisation to see what others were doing
· Used a model to compare & contrast
· Observed that some Senior managers – disagreed with principal – as might some tenants
Resident Involvement
· Subjective and might seem like we are turning on fellow involved customers
· Recruiting & retaining tenants might be tougher if we increase the standards required for involvement
· Younger membership very difficult to gather opinion or engage them
Voids
· Huge Area
· Needs to be broken down – lettings, tenancy management – voids end to end times, repair process of voids etc
Scrutiny
· Should scrutiny members scrutinise their own  services
· How can we be impartial?
Benefits System & Welfare Reform
· Good input from management when this was completed
· Huge area – big questions to ask – re service issues
· Need more volunteers to cope with workload




Areas out of Bounds for Scrutiny
1. Can Scrutiny groups go to CAB(or other adviser for independent legal advice
2. Should the Board be scrutinised? i.e. Composition of the Board, Skills etc.
3. Where would you go if the Board say you cannot scrutinise a certain subject? How do we get support (independent) if we think that we really do need to discuss the subject
4. Independent budget that the Panel could spend? We would prefer not to have to ask an officer to ask for it?
5. Have skilful professionals on Scrutiny Panels? (i.e.: legal/financial/trade/etc.)
6. 
Social Media
1. Not suitable to all tenants
2. Another choice of communication 
3. Danger of being mis-informed as opinions are individual
4. Cost relating to WiFi -3G
5. Tenants to decide on social media content
6. Tagging
7. Get quality and volume of posts correct – don’t oversaturate followers

Communications
· In case of mergers within Social Landlords, there should be pre-consultation with Tenants Groups to keep them informed of progress which would affect their long term tenancies.
· If Landlords use social media they need to make sure tenants do not become victims of abuse online through lack of scrutiny by the Landlords
· There is a frequently lack of communications between employee’s and tenants, also between different services case of left hand not knowing what the right hand is doing.
· Thirteen is a new working name for a group of 4 Landlords who have amalgamated. Communication – customers felt it is proving difficult to communicate to tenants what is happening.
· Magenta Living were known as Wirral Partnership Homes – name changes can be confusing – previously was Wirral MBC (Council).They moved into a new building which they built a “HUB” unit were there are computers free of charge. This change needed to be sent to all tenants by text, email or letter. It is also needs to be in all news letter sent to tenants. It should also be on the company’s website
· City West HT communicate scrutiny reports back to the tenants? We take our reports and publish them on the City West Website. We also breakdown these reports in “People language” remove the jargon. Tenants can also ask for hard copies to be sent through the post.



Training/Development/Retention
1. On-going training (officers as well) – skill/IT etc.
2. New recruitments – induction and full training is required – AZ process
3. Annual Health Check of how things are going and also 121’s and appraisals
4. Scrutiny being taken seriously helps to attract more customers
5. Flexibility to individual needs to enable them to take part
6. People knowing what you do is important

Value for Money
Included in all reviews scoped out at the start
Review quality, cost and efficiency
1. Need to be transparent
· Look at other options of delivering a service and evidence it
· Use the HACT tool to measure social value
· Look at the number of officers involved in delivering services. (duplication)
· Look at best practice
· Feedback on customer satisfaction
2. Knowing the cost of poor performance in particular repairs – measure achieved outcomes
3. Use customer profile information to ensure equality of services – everyone is represented. Have EIA on all reviews
4. Streamlining services – new technology

Support Req from Landlord
Help from the Landlords – Should not forget we are volunteers 
We need the necessary tools to be efficient
1. Support us in processing our work
2. 6 monthly meeting schedule time table of dates and venues. I.e. Jan to July – Aug to Dec.
3. Adequate secured storage for paper work of a sensitive nature
4. Monthly informal meeting subsidised by Landlords
5. Breakdown on budget when requested in great detail.

Recruiting New Members & getting representative panels
· Must feel like Voices are being heard
· All sections of community
· Don’t consult on “done deals”
· Actions reported to customers
· Peer recruitment (bring a friend)
· Word “scrutiny” is intimidating

· How people communicate
· Times of day (Young People won’t do all day meetings)
· Disabilities (access…) target differently
· literacy might be an issue – keep it simple
· Use of technology  - different abilities
· Armchair involvement (all valued)

· Sign up of new tenants is  to rushed – give info on scrutiny and involvement at 6wk visit
· Avoid jargon/formality – promote meetings (scrutiny) by subject matter
· Facebook/Twitter pages
· let everyone know what happens in meetings
· Use libraries/digital hubs
· Teaching IT – universal credit
· Young People meeting in Pizza Hut
· Getting past individual issues

· Accreditation (incentives)/training – Duke of Edinburgh – being promoted by LMH involvement budget
· Days out/xmas lunch – THANK YOU’S – very popular
· Flexible times (evenings)
· Tenants need to feel like their voices have been heard. (by reporting back about actions taken)
· Be flexible about how you communicate with customers 
· E.g. meet at different times of day
· & target people with disabilities, YP etc. differently
· Facebook/twitter etc.
· Give info at 6 week visit instead of rushing it at sign up
· Avoid jargon/formality e.g. “ scrutiny”
· Incentives like accreditation 




Benchmarking & Best Practice
Benchmarking and best practice are the reasons for benchmarking. 
Scrutiny groups are benchmarked against performance as are all customer involvement groups reviewed 1 or 2 yearly
1. Needs to be like for like organisations/property type/size/geography – or does it?
2. All information must be up to date i.e. figures. scrutiny can look at the differences between housing associations 
3. How do housing associations set targets a – how is benchmarking used for target setting?
4. Satisfaction surveys how they designed who designs them HA or tenants and Scrutinys. Keep in touch with Housemark regularly
5. Complaints system procedure. Do you get a full record of complaints being made + those which tenants give up on because they get baffled.

Social Value of scrutiny and involvement
1. Education of tenants
a. Self improvement
b. Skills
c. Confidence
d. Employment
e. Scrutiny panel involvement
i. Social involvement
ii. Health benefits
iii. Happier sustainable communities
2. Contractual obligation to provide social value = apprenticeships from the involved customer base
3. Community funding by suppliers
4. Supplier of social value should form part of annual scrutiny of landlords 
5. Every individual should be aware of the social value they add

Independence of decision making
1. What does independence mean?
2. Type of scrutiny might mean the lead comes from staff or tenants
3. What is scrutiny? Dependant on who asks/look at issue.
4. Sources of information and what are these based on
5. Level of independence of panel
6. Feedback which is independent of the board
7. Where scrutiny Panel gets information from
8. When does panel begin to run itself
9. Level of training/advice available and who supports panel on this (staff)
10. Involvement of all level and the independence of the Panel
11. Report writing involvement level of staff
12. How much influence to change report by staff
13. Reports must be evidence based but panel must evaluate
14. Need to have board agreement on recommendation decisions taken by board
15. VFM considered
16. Action plan for implementation of report by officer. In a timely manner
17. Contract out services
18. External funding Area’s
19. Control of panel Budget by who does lack of control effect independence should panel control spend
20. Plan to manage budget FWD effect of lack of control
21. Terms of reference and panel input and control, ongoing updating
22. Decide your own agenda as a panel
23. Staff input to agenda do the panel accept this info.
24. Initial roles identified and training
25. Knowledge of the organisational structure for direct contact
26. Update group by management on changes to governance rules

Links to Board & Governance 
Monitoring Actions
· Good relationships with senior managers + access to them helps (good communications)
· Trust – getting the balance right – tenants can’t check everything
· Tenant inspectors (if you have them)
· Social value – don’t forget to measure development of individuals on panels
· Feedback to wider tenants (newsletters/WEB etc.)
· Scrutiny Group should present direct to Board
· 1/4ly update meeting (CEO)
· What’s happening across business
· What scrutiny are doing I can do?
· Should there be a Board member on scrutiny panel?
· Effective feedback mechanisms – two way
· Wider customer base – show they had an opportunity to influence the reports
· Board engagement with scrutiny needs to be clear


Skills for Mature Panels
1. Self-assessment of panel skills + gaps
· Team player, good communication, written skills
· Understanding the standards required of the housing provider
· IT literate
· Panel members to have roles that complement their skills
· Challenging technique to question effectively
2. Personal development one-to-ones for scrutiny panel members
· Feedback on scrutiny outcomes
3. Confidence to challenge someone’s skills/lack of skills on the panel
· Identify your skills be evaluating your performances retrospectively
· Challenging inappropriate behaviour of other panel members in the team
· Be able to determine whose skills work best in which areas in the team
· Refresh TOR and CoConduct frequently
· Need leadership and training in this
· Clear roles for all members
4. [bookmark: _GoBack]Set a timetable at the start of a Scrutiny with deadlines, roles etc. so everyone understands their roles. Learn by mistakes of previous scrutiny
· Training on writing articles for magazines, PowerPoint, web, media, etc.
5. Independent mentor/co-ordinator to develop independence/challenge
· Regular meeting with Board Members to assist in deciding on next Scrutiny
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