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Governance Framework
Terms of Reference -
Customer Service Oversight Committee


1 Purpose

The purpose of the Customer Service Oversight Committee is to provide assurance to the whg Board on the customer experience, provide strategic input into the way that services are delivered and influence ways of improving the way services operate. The Committee will have oversight of the delivery of core housing services and community investment services and provide the whg Board with assurance that insight into the views and needs of the customers (including insight into their concerns, satisfaction and complaints) is used to inform decisions where appropriate. The Committee will regularly seek assurance on the operation of customer safety measures. The Customer Service Oversight Committee is a part of the governance structure for Walsall Housing Group Limited.


2 Responsibilities of the Customer Service Oversight Committee


2.1	Compliance with regulation

· Monitor and assess performance and compliance with the Regulator of Social Housing’s (RSH) Consumer Standards, assess improvements and report to whg Board any concerns or issues:

· Safety and quality: repairs and maintenance; quality of accommodation
· Neighbourhood and community: neighbourhood management; local area co-operation; ASB
· Tenancy: allocations; tenure
· Transparency, influence and accountability: customer service, choice, complaints; customer involvement and empowerment; understanding the diverse needs of customers

· Critically scrutinise self-assessments of compliance with the Standards, drawing on information and feedback provided through the work of the Committee and its knowledge of the customer experience, and recommend to whg Board for approval. 

· To be able to ask for further data, evidence or views to be sourced assessments through whg Customer Engagement channels, groups or surveys or an independent body, where necessary

· Ensure that the Customer Annual Report includes the information that the Standards requires and any other relevant information the Committee deems useful

· Monitor and assess compliance with the Housing Ombudsman’s Complaints Handling code. 


2.2	Performance

· Scrutinise operational delivery of the housing management services including Community Housing, Stronger Communities, Neighbourhood Services, Income and Allocations, and Customer Services and their related strategies monitoring performance, assessing trends and using benchmarking where necessary to ensure that performance is in line with expectations set by the whg Board and with regulatory requirements 
	
· Scrutinise operational delivery of asset management services including Home Maintenance Services, Building Safety, planned maintenance programmes and overall delivery of the accompanying strategies, monitoring performance, assessing trends and using benchmarking where necessary to ensure that performance is in line with expectations set by whg Board and the Regulator

· Monitor and scrutinise work in relation to customer safety to provide assurance to the whg Board that customer safety measures are appropriately implemented and customer health and safety obligations, as a landlord, are being fully met (including specific reference to issues such as damp, mould and condensation)

· Monitor and assess performance and compliance with the RSH’s Tenant Satisfaction Measures (TSMs), and report to whg Board any concerns or issues 

· Monitor complaints performance to provide assurance to the Board that whg operates an effective customer focussed complaints process which enables customers’ concerns to be resolved quickly and easily, allowing customers to hold whg to account and ensuring that continuous improvement is delivered from customers’ experiences

· Undertake deep dives or request reports in areas where the Committee feels it requires further assurance

The Committee may from time to time wish to review financial performance and value for money for each of these areas. This is usually done through Customer in the Room, which is open to all Board and Committee Members.


2.3	Customer Voice

· Provide assurance to the Board that there are effective mechanisms in place to gather and analyse views from customers and assess insight on customer related issues

· Ensure there are effective mechanisms in place, including consultation for whg to take customers’ views into account before making decisions on important matters which affect them 

· Ensure there is effective communication to customers on how their views and insight have influenced whg’s actions and decisions 

· Receive specific updates on customer involvement in new build development, regeneration projects and place shaping within communities

· Monitor trends and customer insight from a range of sources, including complaints, satisfaction surveys, petitions and social media:

· learning from this data and ensuring the information is used to drive improvements to the customer experience
· consider how representative this information is of the customer experience generally
· provide feedback to the whg Board on how effectively the customer voice is being heard and acted upon 
· as appropriate, the Committee will take into account specific customer feedback and the wider customer ‘voice’ when reaching decisions.

2.4	Complaints
· Make recommendations to the Board relating to RSH and Housing Ombudsman guidance or the requirements in respect of complaint handling or learning from complaints. 
· Undertake deep dives into complaints where particular themes have arisen and/or Committee would like additional assurance


2.5	Community Investment

The Committee will monitor the delivery and social value of community investment activities which includes Employment and Training initiatives, health, social care and wellbeing programmes. 
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2.6	Sustainability

The Committee will have updates from time to time on the work relating to whg’s wider sustainability agenda, the delivery of the Sustainability Strategy and Decarbonisation Roadmap and in particular, reference to the impact upon and links to customers.


2.7	Risk Management

· Contribute to reviews of the relevant risk appetite
· At least annually, contribute to the Audit and Assurance Committee’s reviews of strategic risk scores, controls and lines of assurance relating to Customer and Health and Safety risks
· The Committee will consider any risks associated with its remit and make recommendations to the Board as required. 


2.8	Policy approval

The Committee will approve or recommend for approval policies as delegated by the whg Board and ensure policies have had sufficient and appropriate customer involvement, particularly those which have a customer impact. 


3 Reporting to the whg Board

A Chair’s assurance report for each Committee meeting will be provided to the whg Board (taking into account any matters of confidentiality) and the Chair of the Committee will have the opportunity to draw the Board’s attention to any items or issues discussed. 

The Committee will also provide an annual report to the whg Board on its activities including attendance of members, how it has fulfilled its terms of reference, commenting on overall performance and recommending any changes to its terms of reference.


4 Membership

4.1	Members of the Committee will be appointed by the whg Board. Members will be appointed for their skills and experience relevant to the role. The skills required for the Customer Service Oversight Committee are:

	Expertise
	

	Housing Management
	Essential

	Asset Management
	Essential

	Development
	Desirable

	External Partnerships (inc. commercial/growth)
	Desirable

	Risk
	Essential

	Internal Audit
	Optional

	Finance – Management Accounts / Budget Reports
	Desirable

	Treasury and Strategic Financial Planning
	Optional

	Performance Management
	Essential

	Digital, Data and Technology
	Desirable

	Socio-economic Operating Environment
	Essential

	People and Culture
	Desirable

	Health and Safety
	Essential

	Building Safety
	Essential

	Business Transformation
	Desirable

	Governance
	Desirable




















4.2	The Committee will comprise up to eight members to include at least three members from the whg Board and two independent Committee members (with appropriate/specialist knowledge). It is recommended that this Committee include members who are current customers of whg. Consideration should also be given where appropriate to members who are customers of another social housing landlord, or who have lived experience of social housing, and appropriate skills required to ensure the Committee overall has a high understanding of customer services.

4.3	Member appointments to the Customer Service Oversight Committee shall be for a period of one to three years, determined by the succession needs of the business. Any additional terms will be by approval of the whg Board and will usually be for no more than a total of six years unless the Board agrees that it is in the organisation’s best interests to extend, up to a maximum of nine years in total. This will be the exception rather than the norm.

4.4	Appointments will be reviewed annually, as part of the annual review of effectiveness of the Committee and the individual appraisal process, to ensure that membership reflects the on-going skills and experience required.

4.5	If deemed necessary, up to two co-optees may be appointed to the Committee for specified time periods of no more than 12 months. Co-optees do not have voting rights and are appointed when there is a requirement for specialist skills, expertise or knowledge.

4.6	The Group Chief Executive, Corporate Director of Operations and IT, Corporate Director of Strategy, Assets and Transformation and the Corporate Director of Governance, Compliance and Communications have a standing invitation to attend. Other colleagues may be invited to attend as required.

4.7	Members are remunerated in accordance with the Board and Committee Member Remuneration Policy.


5 Quorum

5.1	The quorum for meetings will be four members (to include at least one whg Board member). Attendance is defined as the ability to hear, speak and vote at the same time as other members.

5.2	Only appointed members of the Committee shall have the right to vote.

5.3	Decisions are taken by consensus. Where a vote is required, the outcome is determined by simple majority of Committee members present. If there is no majority, the Chair of the Committee will have a casting vote or may refer the matter to the whg Board for further consideration.


6 Authority

The Committee is authorised by the whg Board:

· to investigate any matter within its terms of reference
· to obtain, at whg’s expense, outside legal or other independent professional advice (within budgetary constraints imposed by the whg Board) on any matter within its terms of reference
· to secure the attendance of non-Members with relevant experience and expertise at meetings if it considers this necessary; and 
· to seek any information, it requires from any colleague of whg in order to fulfil its role.


7 Chair and Deputy Chair

7.1	The Committee will be chaired by a member of the whg Board.

7.2	The Chair will be appointed annually by the whg Board.

7.3	Committee Chair roles are remunerated in accordance with the Board and Committee Member Remuneration Policy.

7.4	There will be a Deputy Chair for the Committee who will be a member of the whg Board.

7.5	The Deputy Chair will be appointed annually by the whg Board.

7.6	Committee Deputy Chair roles do not receive any additional remuneration to a Committee member role.


8 Code of Conduct and Inclusion

Committee Members must abide by the Board and Committee Member Code of Conduct. Members will ensure that equality, diversity, and inclusion is adequately considered in all discussions and decisions to ensure there is no direct or indirect discrimination against any person or group of people as a result of said activity.


9 Meeting Frequency and Location

9.1	The Committee will meet at least four times each year in accordance with requirements.

9.2	The Chair may convene additional meetings as deemed necessary and the whg Board may request the Committee to convene further meetings to discuss issues in which they would like to seek the Committee’s advice or assurance.

9.3	By exception, approvals may be made outside of formal meetings through Written Resolution. Any such approvals are deemed to be passed if a majority of Members consent.

[bookmark: _Hlk123915882]9.4	A meeting may be held in person, virtually or a mix of both (hybrid), at the discretion of its chair. Meetings held virtually or hybrid are deemed to have been held at the chair’s location.


10 Minutes

All Customer Service Oversight Committee meetings shall be formally minuted by the Governance Manager or their nominee. 

Minor amendments to these Terms of Reference may be authorised by the Corporate Director of Governance, Compliance and Communications.


· [bookmark: _Hlk155104223]Reviewed by the whg Board: February 2024; amended by the Corporate Director of Governance, Compliance and Communications: July 2024; expertise requirements amended by the whg Board: February 2025.
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