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Trafford Housing Trust - Quality and Insight Panel Terms of Reference
1.0
Name of Group

1.1
The name of the customer scrutiny panel shall be the Quality and Insight Panel (QIP).
2.0
Background

2.1
Co-regulation is a system introduced by the Homes and Communities Agency (2011) that supports a self-regulation approach to continuously improve services. Trafford Housing Trusts believes this is the right thing to do in order to enable tenants (including leaseholders) to have a formal role to undertake scrutiny activities and in-depth investigations of services, using the findings to challenge and shape the activities of senior staff and the Board 
3.0 
Purpose

3.1 
The purpose of the QIP is to scrutinise and challenge Trafford Housing Trust services to ensure continuous improvement to performance and service. The Panel will work in the spirt of co-regulation and have been given unfettered access to information in order to have a fully informed insight in order to recommend measureable improvement to performance and service issues to reflect the needs and aspirations of the Trust customers.
4.0
Membership 
4.1      To be a QIP member you must:
4.1.1   Be a current tenant or leaseholder.

4.1.2   Be a partner or spouse of a current tenant or leaseholder of THT.
4.1.3   Be a close relative residing in the property of a current tenant, or                                               .          leaseholder.
4.1.4 Be able to commit to the requirements of the role.
4.1.5 Have completed the QIP’s selection and induction process and had        

basic training about the aims of the QIP and the skills, attitudes and techniques needed to be on the panel. 
4.2 
Applicants from the following groups are not eligible to join the Quality and Insight Panel as a member or co-optee:
· Any person under the age of 16 years old.

· 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.
4.3. 
It is vital that the membership of the Panel is collectively competent                      with the right skills. Measures that ensure that this is achieved include: 

· Priority given to achieving a composition that, as far as possible,      reflects the customer demographic. Membership of the QIP should be broad and balanced.  
· All members and re-applicants will be selected through an open recruitment, interview and induction processes which will focus on skills, commitment and group competence.
· All QIP recruits will commit to further training as and when required   to support them in their role, including a 3 and 6 month development feedback session. All members will be required to participate in annual appraisals.
· Membership to the Panel will be for a fixed term of three years. Members will have to step down after this period but can reapply to join at a later date and can roll on up to a maximum of three terms in total.  
· Membership is conditional upon attendance at the Panel meetings and commitment to the progression of all QIP action and development plans, training plans, induction reviews and annual appraisals.
· The Panel will be guided and informed by a Chair who will be appointed by THT Board of Directors with representation from the QIP following a competency based recruitment process and serves chair for a set term of 3 years rolling up to a maximum of nine years.
· Other positions including a Vice Chair, Treasurer or Secretary will be selected by self-nomination followed by a closed ballot of QIP members. If no current members wish to apply for the roles, the roles maybe recruited for specifically.
· 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. Reasonable expenses incurred in the role can be claimed in line with Board and Committee Member Expenses Procedure and using the appropriate claim form.
5.0 
Responsibilities & Aims:
5.1
Establish clear lines of accountability and reporting between the QIP and Board and the wider customer body, ensuring that key priorities are being used as a basis for performance assessment, the QIP will be influenced by: 

· Customer Priorities 

· Leadership and Board recommendations
· Poor service or service failure

· High level of complaints for specific areas of concern

· Low satisfaction rates from surveys

· Suggestions raised by staff/contractors/customer involvement groups and the wider customer service users.
· Service areas highlighted as weaknesses from internal or external inspections.
 5.2
AIMS:
· To work with THT to deliver its vision, mission and aims and promote and build the reputation of the organisation through effective scrutiny and enquiry. 
· Be transparent and work with THT and its Board to uphold their values with adherence to the Code of Conduct.
· Investigate and make recommendation for continuous improvement providing customers with the opportunity to comment on service delivery and influence change. 
· Review terms of reference at start of each scrutiny as a reminder and look to complete 3 scrutiny topics per year spending around 3 months per scrutiny depending on the complexity of scrutiny subject. 
· To reflect the needs and aspirations of the wider customer body.
· Develop roles within the QIP to ensure independence and self-sufficiency.
· Keep updated on changes and development within the housing sector especially when they relate to co-regulation and scrutiny. Seek to share knowledge internally and externally developing relations and benchmarking with other housing groups.

· Promote equality and diversity within THT and act in the best interest of all customers and not in the interests of any constituency or group. 

6.0
REPORTING 
6.1  
The Panel will report their findings to the Service Manager and Assistant Director of the service scrutinised for the opportunity to challenge and discuss VFM: consider or discussion the implementation of recommendations by mutual agreement.

6.2  
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 for discussion. 
6.3. Where recommendations are wholly or partially disputed by the Service      Manager these will form part of the discussion to resolve and agree before submission to the Senior Leadership Team for their consideration and amendment suggestions before submission to Board.  
6.4. Action Plans will be monitored by the Audit Risk and Compliance Committee via a report which will be prepared and agreed with the QIP members to report quarterly to the ARCC committee.

6.5. 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 agreed actions suggested by both parties will be presented to Board for a final decision.    
6.6
The Board will respond to all recommendations from the Panel at the presentation meeting. 

6.6. 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 Chair of the Audit Committee to discuss this further and reach a mutual agreement.  
6.7. The Panel has a responsibility to keep the wider tenant body and staff aware of its work. This will include a dedicated regular section in Pulse, information on the THT Website and intranet to be updated quarterly. 

7.0
Management of the Customer Scrutiny Panel
7.1
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.

7.2
The quorum of any formal QIP meeting shall be 50% of the panel with a minimum of 3 QIP members.
7.3   The panel will reach decisions by consensus. If this is not possible members will vote on an issue by a show of hands; a simple majority will be required to agree a decision.  In the event of a tie the Chair will have the casting vote.

7.4
Members will be given the opportunity to declare any interest in any of the activities the panel will be undertaking. If there is a clear conflict of interest a member will be expected to withdraw from scrutiny in that area.
7.5
Members attendance will be recorded at each meeting and are expected to attend 75% of meetings. Absence from three consecutive meetings or consistent absence without apology or prior explanation may result in that member being removed from the Panel. The QIP may grant a leave of absence on request.
7.6
All QIP members will be required to comply with the Panel’s agreed code of conduct.
7.7
If a panel member wishes to resign they should inform the Chair and the Service Lead or Project Officer. If the chair wishes to resign they should inform the Board. 
8.0
SUPPORT.
8.1
THT employees who provide support to QIP will at all-time seek to ensure the independence of the panel and will have no voting rights.

8.2
The QIP will work towards being independent and self-sufficient in the running of the panel. Where required the Trust will provide administrative support to the Panel.
8.3
To ensure scrutiny’s are planned and executed efficiently staff will facilitate communication and information exchange between the Panel and THT and the Panel and Board, with support for the production of reports.
8.4 
The Panel may use external support, such as consultants or mentors, to enhance scrutiny, subject to availability of resources and value for money considerations.
8.5
The Panel can request information or for any member of the Trust’s staff to attend a meeting with 10 working days’ notice. Failure to 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 and appropriate business area MD being notified. 

8.6       An independent arbiter can be used in cases where a resolution cannot be found. In the event an independent arbiter is required, TPAS will be appointed. Both parties must agree to fully abide by the arbiter’s decision. In cases of serious detriment, the QIP May notify the board of its intention to inform the HCA
9.0     Benefits

9.1 
Members of the Panel will not be paid, but will receive re-imbursement for out of pocket reasonable expenses incurred in their role on QIP in line with THT’s Board and Committee Members Expense Procedure
9.2
Where applicable members may receive equipment or resources that will enable them to better perform their role which will need to be returned to THT when requested or when the role ends.  
10.0   Safeguards

10.1 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:

10.2. The development of a person specification and required qualities which will be used in recruitment and on an ongoing basis for development and assessment;
10.3. A requirement that the Panel publishes an Annual Report to board of its scrutiny activities along with an explanation for the choice of topics and the priority allocated to them;
11. 
Confidentiality.
11.1. All information received will be treated as confidential and adhered to as outlined in the code of practice.

11.2. Any Panel Member who is any doubt about whether something is confidential or not will check with the supporting Service Lead or Project Officer.
  Review of this Terms of Reference to be undertaken in November 2017.
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