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Terms of Reference 
    
Oversight Group Purpose 
 
1.1 Curo values the role our customers play in helping to ensure continual improvement in the delivery of services provided. 

1.2 The principal roles of the Oversight Group members will be to:
· Be the main customer checkpoint for all Resident Engagement activity conducted at Curo
· Support the design and monitor the effectiveness of Resident Engagement at Curo 
· Support delivery of the new Resident Engagement Strategy through: 
· monitoring the quality of the engagement opportunities 
· ensuring customers are representative of the customer base 
· ensuring outcomes are recorded and reported to our customers   
· Prepare quarterly reports for the Customer Experience Committee (CXC), summarising Resident Engagement activity and its impact on the services delivered by Curo 
· Provide support on wider strategy around remuneration for engaged customers and other topics 
· Prepare a report for the CXC each year, summarising Resident Engagement activity and its impact on the services Curo customers receive 
· Create and monitor the new Mystery Shopping initiative for Curo customers
Membership 
 
2.1 	The Oversight Group will be open to elected members and those who express an interest in the group following its creation. 

2.2 	The Group will comprise a maximum of 10 Curo Customers, and will be supported by Curo colleagues to ensure discussion is as effective as possible.

2.3 	A Chair will be elected to manage the agenda and meetings. This appointment will need to be approved by a member of Chief Customer Officer/ Resident Engagement Team/ CXC.

2.4   	The group’s overall composition should as far as possible reflect the diverse nature of Curo’s residents, with a reasonable balance in terms of gender, age, ethnicity, employment status, tenure type and experience.

2.5 	The core attributes sought from Oversight Group members are:
· Desire to improve Curo services for all Customers
· Be passionate about Customer Voice and how this can influence & improve Curo services 
· Willingness to work constructively and in partnership with Curo colleagues
· Ability to review and analyse information and draw conclusions

2.6 	Recruitment will be co-ordinated by the Resident Engagement Team, in consultation with the Chair of the group. 
2.7 	Resident members will be able to carry out their role for a maximum of three years. The effectiveness of the group and its members will be reviewed annually.

2.8	Resident members will be renumerated for their participation in the Oversight Group in line with our Renumeration policy

Meetings

3.1 	One Oversight Group meeting will take place each quarter 

3.2 	A minimum of 4 members required for a meeting to go ahead.  

3.3     The expectation is that each meeting will include a review and discussion on the following topics: 
· Resident Engagement Groups and their outcomes
· Delivery of the Resident Engagement Strategy 
· Guest speakers from Engagement Groups (Chairs or Vice Chairs) 
· Any topics, reports, documents or themes deemed appropriate for review by our Customer Experience Committee (CXC) or any other sub-Committee of the Curo Board  
· Agreement of the next and future meeting topics & agendas

3.4 	Relevant Curo colleagues will be invited to provide more detailed information on specific services as required.

3.5 	Administrative support and co-ordination will be available from the Resident Engagement Team.

3.6 	The timing and location of meetings will be agreed by the group members, with Curo facilities at the Maltings available to be used.

3.7     A written record will be kept of the recommendations, decisions and actions              
agreed by the Oversight Group in the form of the meeting minutes 

3.8 	All papers from the previous meeting will be sent to members, together with any attachments within 10 working days. A reminder of the next meeting together with any additional papers will be sent at least 10 working days before the next meeting.

Link to Curo Board 

4.1 	Each year the Oversight Group will prepare a report for the Customer Experience Committee, summarising the engagement activities which have taken place, and any other relevant information. 

4.2 	Each quarter the Oversight Group will collate and prepare a report for the Customer Experience Committee, summarising the engagement activities and their outcomes, alongside any other relevant information. The CXC will review this report as part of their quarterly meeting pack. 

4. 3	At least one member of the Oversight Group will be invited to take part in each Board Connect session, and feedback from that discussion will be passed back to the Group to inform future discussions.
	  	Accountability 
 
5.1 	Members will be expected to attend all the meetings however we recognise this will not always be possible

5.2 	A probationary period will be in place for any new Oversight Group members. This probationary period will be in place for 6 months. At which point the new member will be formally accepted into the group. 

5.3 	If a member fails to attend two consecutive meetings and the Oversight Group members feel that the reasons given are not valid then the member will be required to stand down. 

5.4 	Members agree to participate in induction and training programs as appropriate. 
 
5.5 	Minutes of meetings (apart from confidential items) will be available to any customer on request. 
 

	 	Responsibilities 
 
6.1 	Members will not be treated as or appointed as a designated tenant panel as defined by the Localism Act 2011.

6.2 	Members are expected to have read all the material sent out to them prior to the meeting. 

6.3 	Members are expected to support wider Resident Engagement initiatives at Curo such as the ‘Big Get Together’ event

6.4	The group will seek to promote equalities in the way that services are delivered at Curo. 


	 	Support and Resources 
 
7.1 	Oversight Group members will be offered travelling expenses to attend the meetings. 
 
7.2 	Appropriate training will be offered and members will be consulted on what training they feel appropriate. 
 

	  	Confidentiality and declarations of interest 
 
	8.1 	   Oversight Group members will treat all matters discussed as confidential. 
 
8.2 	Oversight Group members must disclose any personal interest that may affect comments on a matter under discussion. 




8.3  	Data shared with the members of the group will be shared for the purpose of delivering a quality feedback, suggestions and improvement service. It will be shared under the basis of Legitimate Interest Art 6(1)(f). We share Special Category data for the lawful reasons of Public Interest (additional requirements) – Article 9(1)(g).  For further information on this please see the Curo Privacy Notice; PN PI003/version 001 refers. 



Signed 					



Date  							
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