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ESTATE SERVICES IMPROVEMENT GROUP 
 

TERMS OF REFERENCE 
 

1. PURPOSE 
 

The role of the Estate Service Improvement Group (Estate SIG) will be to 
work with Town and Country Housing (TCH) to shape delivery of the grounds 
maintenance and estate services contracts and to monitor resident 
satisfaction within the service. 
 

2. AIMS & OBJECTIVES 
 

The  Estate SIG  will act as a critical friend and will work in partnership with 
TCH and our contractors to: 
 
2.1  Support and shape the roll out of the new grounds maintenance and 

 estate services contract(s). 
 

2.2  Monitor performance, discuss trends and encourage the sharing of 
 good practice from across the different providers. 

 
2.3  Hold TCH and the contactors accountable for any poor performance. 
 
2.4  Champion resident engagement at estate/street level by overseeing 

 the creation of a programme of estate inspections led by housing 
 management. 

 
2.5  Act as a forum for Estate Champions to share knowledge, best 

 practices, and discuss relevant issues relating to cleaning and grounds 
 maintenance services provided within their local area or estate. 

 
2.6  To support the successful delivery of social value projects within the 

 neighbourhoods.  
 

3. MEMBERSHIP 
 

3.1 Membership is open to all residents over 18 years old and living in 
properties owned or managed by TCH. 
 

3.2 Membership is limited to 8 members, if more than residents wish to 
apply for posts, then a selection process will need to be agreed. 

 
3.3 Membership will be for three years, and residents will be limited to only 

sit on a maximum of 2 Service Improvement Groups but can be 
involved in other engagement opportunities.  

 
3.4 A resident's membership will be terminated if they no longer live in a 

property owned or managed by TCH. 
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3.5 Membership criteria, the following applies for all applicants: 

• Maintained a rent account or have an agreed payment plan in place 
• Not breached any tenancy obligations in the preceding 12 months 
• Not been subject to any formal or legal action by TCH for any anti-

social behaviour or harassment committed in the preceding 12 
months, either by the tenant, any member of the household or 
visitors to the property.  

 
3.6 Each member must attend at least 3 meetings over the 12 months 

period unless you have informed TCH of your absence or medical 
reasons.  Otherwise, it will be assumed that you are no longer 
interested in being a member and therefore will automatically be 
withdrawn from the group.  

 
3.7 It is expected for members to be a local Estate Champion for their 

block/area. 
 
3.8 Members must attend relevant  training courses to support their role. 

 
4.  COORDINATION AND REPRESENTATION 
 

4.1 The group will meet a maximum of four times a year.  
 

• Meetings will require a Quorum of 3 members 
• The lead Service Manager will record action plans 
• The group will promote equal opportunities and value diversity 
• The Resident Engagement Team will lead with administration and 

co-ordination of SIG meetings; this will include preparing agendas, 
supporting papers, preparing minutes of meeting and any relevant 
information.  

   
 4.2 Members will work with the lead Service Manager and Resident 

Engagement Team to ensure the group runs smoothly and achieves its 
aims and objectives. 

 
4.3 Guests and TCH members of staff will be invited to meetings as and 

when required.  
 

5.  COMMUNICATIONS 
 
5.1 Communications, feedback and updates from the Group be made available to 

residents in the ‘Residents Newsletter’ and on TCH’s website. 
 

5.2 The group’s work and action plan will be reported to the Resident Voice Panel 
who are an independent resident body at a strategic level. 

 
The Terms of Reference will be subject to review with members from the Estate SIG. 


