
Customer Influence Committee (tbc)
Terms of Reference
September 2025
Purpose
The Committee provides strategic input and assurance to the Board on customer experience and influence in service delivery and monitors achievement of related outcomes and performance.
Specifically, the Committee:
· Oversees customer experience in service delivery – including achievement of outcomes and performance monitoring. 
· Oversees the customer influence framework, including scrutiny, service improvement – ensuring decisions are informed by customer insight and influenced by customers.
· Reviews compliance with the Consumer Standards outcomes and Housing Ombudsman Complaints Handling Code.
Membership and Meeting Arrangements
	Membership
	Between six and eight members, with an equal ratio between Board members and Customer Independent Members.
The Chair of the Board cannot be the Chair of this Committee but is able to be a member.
The Non-Executive Director responsible for complaints will be a member.
Colleagues are not permitted to be members of this Committee.
	Meetings
	Meet at least four times a year, with the scope for additional ad hoc meetings should a significant need arise.

	Quorum
	Three members, at least two of which must be Non-Executive Directors.
	Lead Officer/s
	Executive Director of Customers and
Executive Director of Governance and Regulation
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Duties
	Customer Experience
	Customer Influence

	· Review customer and community aspects of corporate strategies and change plans*
· Approve customer service and community standards and other key documents
· Monitor customer experience service delivery trends, insight and performance against outcomes (including all Tenant Satisfaction Measures (TSM’s)) and service standards – providing assurance that services meet customer diverse needs (including fair access to services and equitable outcomes for all customers) and learning is used to implement improvements to the customer experience
· Monitor complaints performance, including Housing Ombudsman (HOS) determinations - providing assurance that customer concerns are resolved quickly and easily and customers can hold LHP to account
	· Review the Customer Influence Framework (including scrutiny and service design arrangements) and change plans*
· Monitor the effectiveness of the Customer Influence Framework - providing assurance it is inclusive, services are co-designed with customers, and customer insight is considered in decisions which affect customers
· Review customer influence reports on key areas of LHP’s work which impacts customers – such as decarbonisation, regeneration, community investment or place shaping
· Approve the Customer Scrutiny Panel’s workplan [annually] – ensuring a focus on customer experience issues, review reports and oversee how recommendations are actioned
· Review community involvement activity reports – focusing on social value creation



	Compliance and Assurance
	Governance and Culture

	· Monitor compliance with the RSH Consumer Standards, HOS Complaints Handling Code, Together with Tenants Charter and TSM requirements, overseeing improvements – escalating to Board where appropriate
· Commission further customer insight, deep dives into customer dissatisfaction areas, external benchmarking and advice as needed
· Undertake a self-assessment of Committee effectiveness [annually]
· Reflect on emerging best practice and horizon scanning for emerging risks and regulatory expectations in relation to its purpose –including HOS spotlight reports
· Consider risks relevant to its purpose, recommending any changes in risk levels or identifying areas for further assurance or mitigation – escalating to Board where appropriate 
· At the request of the Board, review any other areas within its remit
	· Embed equality, diversity and inclusion in customer experience and influence
· Support a culture of fairness, transparency, and integrity
· Review, recommend and approve policies in line with delegations
· Ensure alignment with consumer standards expectations and customer insight for all decisions and proposals within its remit 
· Seek assurance that customer influence structures align with LHP’s reputation and stakeholder expectations
· Ensure customer influence, service standards and investment proposals are considered within the context of LHP’s long-term financial viability and sustainability
· Oversee customer culture assessments - escalating to Board where appropriate

	· 
	Communication

	· 
	· Ensure effective communication to customers - such as annual rent increase letters and communications on how their views and insight have influenced LHP’s actions and decisions
· Approve the Customer Annual Report
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