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Purpose of the Role

The Repairs Service Improvement Group (RSIG) brings together residents who want to

help shape and improve how Town & Country Housing (TCH) delivers its repairs service.

While the detailed Terms of Reference will guide the panel’s formal remit, this role profile

summarises the core purpose of panel members, which is to work as constructive

partners, sharing lived experience and feedback to ensure our services are effective,

accessible and aligned with resident priorities.

In line with the panel’s Terms of Reference, members will play an important role in

contributing to shape strategy, monitoring performance and identifying opportunities for

continuous improvement.

Key Responsibilities

Champion a strong ‘Resident First’ culture within repairs services.

Review service performance data including Tenant Satisfaction Measures (TSMs)
and hold TCH accountable forimprovements.

Monitor progress against service improvement plans that arise from resident
engagement.

Hold TCH accountable for the delivery of the Responsive Repairs Strategic
Delivery Plan 2026-2028 and future versions.

Review and help update service standards.

Identify themes from performance data, complaints and insight to support
continuous improvement

Commission and review mystery shopping activities as required.

Member Commitments

Panel members are expected to:

Attend and actively participate in all quarterly meetings.

Read meeting papers in advance to supportinformed discussion.
Participate in training and learning opportunities needed for the role.
Engage constructively with TCH Repairs as a “critical friend”.



e Work respectfully as part of a diverse panel, valuing differences in experience
and opinion.
e Sign and adhere to the Code of Conduct.

Logistics and Time Commitment

e Meeting will be quarterly for approximately 2 hours during business hours or
evenings (as agreed by the group)

e Meetings will be held online via MS Teams, with occasional opportunities for in-
person or hybrid meetings.

e Dates for the year will be set in advance and aligned with the wider governance
cycle.

e As athankyou foryour time, you will receive £30 Love to Shop voucher for each
meeting attended.

Impact and Feedback

We will ensure panel members are kept informed on how their contributions influence
service improvements and lead to positive changes. Summary reports and updates will
be shared following each project so that members can see the tangible impact of their
involvement.



