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1 Introduction

1.1 The Repairs Service Improvement Group (RSIG) is a resident-led group that helps
Town & Country Housing (TCH) meet the requirements of the Regulator of Social
Housing’s Transparency, Influence and Accountability Standard. This Group contributes
to ensuring that residents:

e are safein their homes;

e understand how TCH is performing;

e have complaints handled promptly and fairly;

e aretreated with respect;

e caninfluence decision that affect their home;

e live in good quality homes and neighbourhoods.

These Terms of Reference should be read in conjunction with the RSIG’s Code of
Conduct.

1.2 Aims and Objectives - The RSIG aims to ensure that TCH delivers a high-quality,
value-for-money repairs service that achieves high resident satisfaction and meets all
statutory and regulatory obligations, including those linked to the Government’s net-zero
strategy and developments arising from the Social Housing White Paper.

2 Role of the Repairs Service Improvement Group

2.1 The role of the RSIG is to complement and support the Responsive Repairs Team
by bringing a strong resident perspective to the development, monitoring, and
continuous improvement of the repairs service. The panel will:

e Review resident satisfaction, monitor performance and work with the responsive
repairs contractors to agree targeted improvement actions.

e Review repair-related complaints, identify themes and learning, and recommend
service changes.

e Focus on improving communication, accessibility, and transparency of repairs
information.



e Co-create and monitor the Considerate Contractor Agreement.

e Review standards.

e Commission the Repairs 1% Club to carry out spot checks on completed repairs.

e Support delivery of the Repairs Strategic Plan and future iterations.

e The panel will hold TCH accountable for the delivery of Responsive Repairs
Strategic Delivery Plan 2026 -2028.

3 Membership

3.1 The RSIG will consist of 8-10 resident members, plus appropriate representation
from TCH officers. Membership will reflect the profile, tenure, and geographic diversity
of TCH residents to the best of our ability.

3.2 A Chair and Vice-Chair will be appointed for an initial two-year term.
3.3 Eligibility:
e Opentoall TCH residents aged 16+.
¢ Not open to TCH staff, Board Members or other Panel members
e Applicants must not be in breach of their tenancy/lease or subject to actions

that could adversely affect the reputation of the RRP or TCH.

3.4 Members may claim reasonable out-of-pocket expenses in line with the Resident
Engagement Expenses Policy.

3.5 Membership will be managed through a clear recruitment process including
application, shortlisting, and interview.

3.6 Terms of office will last three years, renewable once (a maximum of two terms).
The first six months will be a probation period. During recruitment and throughout
membership, we reserve the right not to take an application forward where appropriate.
We will support all members through regular appraisals and ongoing training to help
them succeed in their role.

3.7 Attendance will be monitored. Sustained or repeated absence may result in
de-selection.

3.8 No two members of the same household or immediate family may serve at the
same time.

4 Programme of Work

The RSIG will meet quarterly.
Each meeting will include:

e Avreview of repairs performance and trends.



e Analysis of resident voice insights, including complaints, case studies,
testimonials, and feedback.

e Discussion of improvement actions and monitoring of agreed changes.

e Forward planning for engagement activities and service development.

5 Meetings

e Meetings will be scheduled annually in advance.

e Agendas, papers and minutes will be provided by the Resident Engagement Team.

e Decisions will be made by consensus where possible, or by simple majority if a
vote is required.

e Minutes will be shared with relevant governance bodies and published for
residents where appropriate.

6 Accountability

The RSIG is accountable to the Resident Voice Panel and will:

e Attend relevant TCH meetings to present outputs and discuss performance.
e Share learning and outcomes with the wider resident community.

7 Quorum

A minimum of 50% of resident members, including either the Chair or Vice-Chair, must
be present for meetings to proceed. If quorum is not met, the meeting may continue
informally but no decisions will be formally recorded.

8 Financial & Administrative Support

TCH will provide:

¢ Annual appraisals for RSIG members.

e Access to an ongoing programme of training and development.

e Administrative support via the Resident Engagement Team.

e Named service area leads to support the panel’s work.

e Accessto necessary information and data to fulfil the panel’s purpose, subject to
data protection requirements.

9 Training & Development

Members will receive:

e Aninduction covering repairs, standards, and panel expectations.

e Regular training to build skills, knowledge, and confidence.

e Opportunities to participate in external courses or sector-wide learning where
appropriate.



10 Selection & Succession

Selection will be overseen by the Resident Engagement Team. Processes include:

e Publicising vacancies.

e Shortlisting and interviewing candidates.

e Ensuring diversity and representation.

e Planning for succession when a member steps down.

1 Expenses

Panel members will receive a £30 Love to Shop voucher per meeting attended, plus
travel expenses where meetings occur in person, in accordance with the Resident
Engagement Travel Expenses Policy.

12 Governance Structures

The RSIG forms part of TCH’s broader resident engagement and assurance structure and
will align its work with other panels, groups, and governance committees.

13 Chair and Vice-Chair

Responsibilities include:

e Leading meetings and ensuring productive discussion.

¢ Working with staff to agree agendas and forward plans.

e Ensuring all members participate and are supported.

e Representing the panel at relevant TCH meetings.

e Ensuring recommendations are clearly articulated and followed up.

14 Reporting & Review

The RSIG will report on its activities at least annually to TCH’s governance bodies and
provide commentary on repairs performance, resident experience, and progress against
agreed actions.



