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1
Statement of Purpose:

1.2
Kettering Borough Council is committed to involving tenants in the shaping, monitoring and scrutiny of the services it delivers to them.  
1.3
The purpose of the Tenants’ Overview and Scrutiny Panel (TOSP) is to put tenants at the heart of co-regulation and to monitor, scrutinise, review and appraise all areas of the Council’s landlord services with a view to making sustainable improvements.  By operating as a critical friend the Panel will ensure the Council is accountable for its performance to the benefit of all tenants. 
1.4
Both parties will work towards ensuring the Council delivers an excellent service to tenants, which achieves: 
· consistently high levels of performance both on national and locally defined targets
· continuous improvement on a “you said we did basis”
· delivering services that tenants want and in the ways they want to enhance the equality and diversity of our communities
· Promote a Value for Money culture 

2
Aims and Objectives:

The TOSP will be a sub-group of the Council’s Tenants’ Forum.

Its objectives are as follows:

2.1
To operate processes that identifies areas where service promises are not being met and ensure improvement through careful scrutiny and monitoring via action planning and other methods.
2.2
To monitor and review the Council’s performance against key performance indicators in:
· Rent charging and recovery

· Repairs and maintenance of the housing stock

· Voids and lettings of Council properties

· Neighbourhood management

· Complaints  

· Customer feedback including surveys and complements and complaints received 

And to review the following:

· Tenant Overview and Scrutiny Panel recommendations 
· Equality Impact assessments

2.3
To act as a consultative forum on management proposals directly affecting delivery of any of the above services.
2.4
To contribute towards the preparation of the annual Service Plan by agreeing priorities for service reviews and to contribute towards the creation of service or performance improvement plans.

2.5
To provide regular summary reports to the Tenants’ Forum on the activities and achievements of the panel.

2.6
To promote the group’s work to all tenants to encourage greater involvement in consultation and monitoring processes via connect and other sources.
3
Arrangements and support

3.1
Support and co-ordination of the TOSP will be provided by the Housing Communications Officer (HCO) and the Tenancy Services Manager.

3.2
Minutes of the meetings will be taken by the HCO

3.3
All requests for information will be given to the HCO in the first instance and then sent to the relevant officer/manager for response with in a defend time scale 
4
Membership of the Tenants Overview and Scrutiny Panel
4.1
Membership of the TOSP will be open to tenants of the Council up to a maximum of eight (8) and will consist of:

· Four members from the Tenants’ Forum.

· One member from the Silver Service Forum.

· Up to three general members, who will be tenants who do not sit on the above Forums. 

If possible, during the recruitment process, four deputies may be selected to ensure the on going continuity of training and support for the group  
4.2
All Tenants of Kettering Borough Council (KBC) are eligible for membership providing they meet the following criteria

· They are Tenants of KBC

· They have not been served with a current eviction application or Anti-social behaviour order.
· They are not employed by KBC Landlord Services or an elected member of KBC.

· KBC is not taking any other legal action against them or they are not currently engaged in any dispute with KBC.

· To encourage the widest possible tenant involvement and representation, members of the TOSP cannot be members of both the Tenants’ Forum and Silver Service Forum
4.2
All tenants who wish to be a member of the panel will be subject to a recruitment process that will include an interview by Council Officers. A member of the Tenants Forum who is not interested in becoming a Panel member may also be invited to sit on the recruitment panel.

4.3
If in any year there are less than three general members and in the absence of other candidates, additional representatives from the Tenants’ Forum may stand for recruitment for the available spaces.

4.4
The Council will endeavour to ensure that membership is representative of the age and ethnicity profile of its tenants, and will promote opportunities to join through housing management contacts, tenant consultation, the Tenants’ Forum, Connect tenants’ newsletter, general information and events

4.5
Regular training and development will take place to ensure members posses the necessary skills to scrutinise and monitor effectively as well as being able to report effectively on their findings. It is to be expected that all tenants recruited to this panel will be committed to undertake at least 80% of the training before being offered membership.

4.3
Membership of the Panel will automatically lapse if a member of the panel fails to attend three consecutive meeting or five meetings within the previous 12 months. 

5
Sub-Panels and Working Groups   

5.1
The Tenants’ Overview and Scrutiny Panel may appoint Sub-Panels or working groups from time to time to help undertake a detailed scrutiny review. A sub-panel or working group may be appointed for a fixed period, on the expiry of which they will cease to exist.

5.2
Such Sub-Panels or working groups will only consider functions as specified in the project brief and shall report to its parent panel on its findings and recomendations
5.3
The Chair for each sub-panel or working group will be appointed from the membership at the first meeting

6
Co-Optees
6.1
The TOSP, sub-groups or working groups may be entitled to appoint a number of tenants as non-voting co-optees as and when appropriate and with the consent of the Tenants’ Forum.  

6.2
The TOSP reserve the right to co-opt members from any source for the duration of a service review, where a co-opted member will fill a skills gap.

7
Meetings

7.1
The TOSP will meet no less than 10 times a year. The main meeting will be organised and supported by the Housing Communications Officer. Any meetings held in between these main meetings can be called by the Chair and must give the group at least 5 working days notice.

7.2
The quorum for any meeting will be 50% of the memberships, if a meeting has less than this it will be unable to make any decision. However, any recommendations made from this meeting will be ratified at the next full meeting of the TOSP. This will not be necessary when additional work is being undertaken on a specific area of a review as the sub- group or working group will have to report to the parent body 
7.3
The agenda for each meeting will be set at the previous meeting. The agenda will reflect the service area under review at the time to enable any date/information to be collated and available for the next meeting.

7.4
All meetings will be held at a venue that is accessible and at a convenient time to all members of the panel.

7.6
Administration of the group will be facilitated by the Housing Communications Officer and other Officers will join or attend as required.  

7.7
Officer membership does not count towards the tenant membership count.

8
Chairing meetings 

8.1
Chair and Deputy-Chair of the TOSP will be drawn from among members sitting on the panel, and will be elected at the first meeting in September each year in a closed ballot.

8.2
Any Chair will not be eligible for re-election after 3 consecutive years in the position.

9
Role of the Chair at Tenants Overview and Scrutiny Panel meetings

9.1
The Chair will take the meeting through the agenda, ensuring the meeting starts on time, covers the main items on the agenda and closes the meeting on time. If the meeting looks likely to run over time the Panel will decide whether to reconvene to complete the agenda or to continue until all items have been discussed.

9.2
The Chair will ensure that the meeting conducts the reviews effectively and considers and clearly sets out the reason for the decisions and recommendations made,

9.3
Where a decision is required, the Chair will facilitate the process. All decision other than that in 2.4 will be conducted by a simple majority of all those present at the meeting providing the meeting is quorate.

9.4
The Chair will only get a vote on any decision where a majority decision can not be reached; the Chair will then get a casting vote. 

10
Commitment

10.1
The TOSP will meet monthly with Officers of the Council and monthly on their own if and when necessary.

10.2
It may be necessary during some stages of a review that some members can expect to commit up to 14 hours in a month.

10.3
Where panel members have work, communication will be key to ensuring they are up-to-date with all areas of the review and are able to participate fully in the process within more limited time frames

10.4
Members who fail to attend 3 consecutive meeting or 5 meeting in the previous 12 months, unless having explicit reasons why attendance is not possible, will be excluded from the TOSP a new member will be recruited to fill the vacancy 

11.
Process for review 

11.1
An annual programme of services areas for review will be agreed at the Tenants Forum in September each year. There will be no more than three scheduled reviews each year  
11.2
If the TOSP wish to change the order of the programme, they can do so in consultation and agreement with the tenants’ forum. There are a number of methods for triggering a change in the annual review programme, these are be:

· Responsive: this will be any service area that the TOSP identify as not fulfilling its service promise to tenants.

· Request from Officers: this will be when officers feel that a service area has not previously been reviewed or that the standards are falling to an unacceptable level.

· Identified by previous review: this is where a review has identified areas of concern in a service area that is not currently being reviewed. 

· Identified by customer complaints: if the monitoring of all customer complaints identifies a common theme this may act as a trigger for a service review.

11.3
All possible triggers will be discussed at a meeting before a review action plan is drawn up.  The TOSP will ensure effective communications throughout each review and it will:

· Present regular reports to the Tenants’ Forum

· Write regular articles in Connect

· Inform Housing Staff
11.4
Each review will have a set process this will ensure clarity and continuity through all stages of a review: this will be:

· Identifying a review via the triggers described at 11.1 

· An initial report will outline why the review is required, where it is believed service is failing, timescale of review, proposed outcomes.

· Letter of intent for the TOSP will be sent to service area manager.

· Request for information will be sent to relevant managers who will respond within 28 days. If for any reason the 28 day rule can not apply the relevant manager will write to the Chair of the TOSP and outline why this can not be done and give an alternative deadline.

· The TOSP will perform an initial desk top review of the service

· The TOSP may request to shadow  relevant members of staff for one day  

· The TOSP may start a Mystery Shopper programme to assist in the review.

· Tenants surveys may be commissioned and will be undertaken by staff and tenants in an appropriate way that is relevant to the review 
· Peer reviews may take place to run along side the review, this can be other members of the TOSP, the Tenants Forum and/or staff

· Interviews can take place with relevant staff members, this will be administered by the Housing Communications Officer
· Site visits to be arranged where necessary 

·  A report of the findings of the review will be written by the TOSP and the housing communications officer and will cover the finding and any recommendations. This report will be submitted to the team manager for comment, responses and negotiations will take place within 14 days 
· The TOSP will review the report taking on board any comments, amendments and recommendations as negotiated
· The report will then be submitted to the Head of Housing for comment and further amendments.
· The report will then be presented to the Tenants Forum for final sign off 

· The TOSP will monitor any recommendations that have been accepted

· After an appropriate time, the TOSP will instigate an impact assessment on the recommendations.

12
Delegated authority
12.1
As a sub-group of the Tenants’ Forum, the TOSP will adopt the principle that it represents all tenants; therefore, individual tenant issues and concerns cannot be raised through the Panel and must be put through the correct channels (e.g. Scheme or Neighbourhood Managers or by contacting Customer Services).

12.2
The TOSP will also be invited to discuss and agree proposals for service or performance improvement plans and initiatives aimed at improving performance towards targets, but not changes in policy that would normally be presented to the Tenants’ Forum.

12.3
The TOSP will work to develop a Mystery Shoppers team that suits the needs of the Panel and Kettering Borough Council.  

13
Confidentiality and Conduct

13.1
All members of the TOSP will be signed up to the Tenants Forum Code of Conduct and Confidentiality.

13.2
It is important that all members of the TOSP work together as part of a team, any disagreements within the group must only stay within the meetings. 

13.3
Members of the TOSP must maintain confidentiality at all times: this information can be personal and commercial; all information received by the group to enable them to conduct a review must not be disclosed to any other source.

13.4
All members will be expected to conduct themselves in a professional manor at all times when representing Kettering Borough Council. 

13.5
The panel and individual members must demonstrate the ability to:

· Work together as a team and remain objective and fair in their appraisal of service performance

· Maintain confidentiality surrounding information circulated for the purpose of the group’s activities and not to disclose unauthorised information outside of the group.
· Conduct themselves in a competent and proficient manner, respecting the views and opinions of all members without making personal criticism, inflammatory statements or displaying discriminatory behaviour.

· To adhere to the Council’s equal opportunities policy.
· All members will take part in a compulsory induction and training programme prior to commencing full membership of the TOSP
Any Member who fails to carry out their duties in the above manner may be subject to removal from the Panel and exclusion from other tenant involvement activities.

14
Dispute Resolution

14.1
Where the TOSP does not agree with a decision in relation to an end report they may request a meeting with the Head of Housing to discuss a way forward. If there is evidence that any recommendations will have a detrimental affect on service deliver then the TOSP may be requested to review their report.
15
Review

15.1
In order to build skills within panel members, each recruited member can sit on the group for up to three years.  

15.2
Membership renewal will be rotated to ensure there is an overlap of trained members on the group: i.e. renewal of Silver Service Forum members in Year 1, General members in Year 2, and Tenants Forum members in Year 3.
15.3
Membership will be reviewed annually at the first meeting in the municipal year of the Tenants’ Forum.
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