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TERMS OF REFERENCE

BOLTON AT HOME LIMITED BOARD
CUSTOMER COMMITTEE
Introduction

The Customer Committee is collectively responsible for ensuring the success of the tenant voice and Bolton at Home’s commitment to tenant empowerment in governance of the organization.

To achieve this objective the Customer Committee will oversee and assess the impact of the delivery and implementation of the Bolton at Home’s services to tenants and its wider customer base. Emphasis will be on how services are delivered and have impacted on customers lives, the neighbourhoods in which they live and the quality of services delivered by Bolton at Home and its partners.

The role of the Customer Committee is to be part of the internal governance of the organization and not to be an external critical friend.

Customer Committee Terms of Reference

1.
Under delegation from the Board the Committee will make decisions in 
respect of the following:

(a) Agree service standards compliance with national standards and development of local offers working within budgets set out in Bolton at Home’s Business Plan, e.g. approval of Annual Report to customers etc.
(b) Agree the annual programme for reality checks, review the lessons learnt and agree appropriate action within the remit.

(c) Oversee the customer training and development programme ensuring tenants are given opportunities to develop.
(d) Oversee the allocation of grants to Tenants Associations and groups.

2.
Consider and make recommendations to the Board in respect of the following :

(a) Under delegated authority from the Board develop for recommendation and approval by the Board all tenant focused policies which may impact directly or indirectly on tenants and lease holders (making allowance for any local or specialist variations which may be appropriate); e.g. design specifications, anti-social behaviour, repairs, capital programme etc.

(b) Monitor Bolton at Home’s overall performance and make recommendations to the Board as appropriate on its provision of tenant services and their delivery, including those supplied by any third party contractors which are directly relevant to tenants e.g Contact Centre, detailed quarterly performance monitoring reports etc.
(c) Monitor the level and nature of customer complaints and make recommendations to the Board as appropriate to improve service delivery to tenants and customers.

(d) Contribute to the overall strategy and provide feedback to the Board on specific issues and in particular influence the Organisations Community Engagement Strategy.

(e) Make recommendations to the board on Equality and Diversity issues that impact on resident services.

3.
Undertake the following additional activities :

(a) Participate where requested in reviews of the overall strategy, objectives and vision and business plan of the organisation/company.

(b) Formally report on a quarterly basis to the Board on issues, activities and decisions.

(c) Provide feedback to customers on a quarterly basis on activities and decisions.

(d) Represent Bolton at Home at appropriate external events and meetings and provide feedback on them to the Board.

(e) Monitor and work within the budgets set out in Bolton at Home’s Business Plan.

Appointment of Customer Committee

1.
The Customer Committee will comprise of 12 and the majority will be 
tenants of Bolton at Home and the quorum will be 6 of which the majority 
will be tenants.

2.
Members will be appointed to the committee through the agreed 
selection process. 

3.
2 members of the Executive team will have the responsibility of Joint 
Lead 
Officers for the Customer Committee, these being the Director of 
Technical Services and the Director of Housing Services.

4.
The Chair of the Committee will be elected by the Committee.

5.
A tenant member of the Board will sit on the Customer Committee as a 
Board representative.  This 
appointment will be determined by the 
Board.

6.
The Council will nominate one elected member from their 5 members on the Board to sit on the Customer Committee.  

7.
2 places on the Customer Committee will be nominated by BATRA.
8.
The renewal of membership of the committee will be on the same basis as the Board, i.e. standing down of a percentage of the members on a 3 yearly cycle followed by a selection process to appoint to retirement or mid term vacancies.

9.
All members of the Customer Committee must sign up to and comply with the Code of Conduct for Board and Committee Members.

Procedural Matters Relating to the Customer Committee

1. 
The Committee will meet formally on a 6 weekly basis.

2.
The Agenda will be agreed by the Chair, Vice Chair and the 2 Lead 
Officers.
3.
The Committee will refer to the Board and make recommendations on any 
issues relating to increased expenditure or issues falling outside of its terms of reference.

4. 
The Committee can make comment to the board on Board agenda items.

5.
The Board can raise issues for the Customer Committee to consider. 

6.
The Customer Committee can set up task and finish groups to consider 
specific issues and may co-opt up to 2 people to these groups as 
appropriate.

7.
The Customer Committee will liaise with other groups as appropriate in 
undertaking its responsibilities.

