
 

18 
 

Appendix 2  

Resident Experience Committee 
Terms of Reference 

Purpose of 
committee 

 The Resident Experience Committee is a committee of the Board 
whose purpose is to ensure that residents’ views, insights and lived 
experience meaningfully inform strategic and operational matters 
which may affect our Residents/Tenants (as defined in the Rules) 
and the wider community. 

 The Committee plays a proactive role in shaping and influencing 
service design, policy development, and delivery decisions by 
making recommendations to the Board based on evidence and 
feedback gathered from residents. 

 It enables the Board to be accountable to residents for the 
Havebury Group’s performance and the decisions it makes, and 
supports an effective and transparent co-regulatory relationship 
between Havebury and its residents. 

Membership  Between 7 and 10 members. 
 No less than two members of the Board. 
 Up to six Tenants. 
 Up to two independent committee members, who have a particular 

expertise, to benefit the committee.  
 Executives may not be a member of the committee. 

Chair   The chair must be a member of the Board. 
 The vice-chair must be a Tenant. As vice-chair, they will become a 

member of the Board. 
Executive lead  Director of Operations. 
Other attendees  Executive team. 

 Other staff, Board and committee members, external advisors and 
observers may be invited to attend all or part of meetings, as and 
when required, at the discretion of the chair. 

Appointment  All members, including the chair and vice-chair, will be appointed 
(or removed) by the Board. 

Quorum & voting  Four members, which must include the chair or vice-chair, shall 
form a quorum.  

 Decisions will normally be made by consensus. On any vote, the 
majority shall prevail. In the event of a tie, the chair shall have a 
casting vote. 

Urgent written 
decisions (outside of 
a meeting setting) 

 Require the approval of 75% of committee members, in writing. 
 Decisions will be noted at the next meeting. 

Minutes  Draft minutes will be agreed with the chair within 10 working days 
of the meeting and made available to all committee members. 

 Confidential items will be redacted or not circulated as appropriate. 
Frequency of 
meetings 

 Minimum of four meetings per year.  
 This is subject to variation at the discretion of the chair. 

Meetings  Meetings can be held in person or by electronic means (e.g. tele-
conference or video-conference). 

 We will periodically review the agendas and work of HIC and REC to 
ensure each complements the work, from our residents’ perspective. 
This may include a joint annual meeting of the committees, or 
attendance at respective meetings by the chair or member/s, (not 
exhaustive list). 
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Reporting  The Chair will provide a verbal or written update to the Board after 
each meeting on the committee’s proceedings.  

 Minutes of meetings will be available to Board members. 
 
Responsibilities and powers 

 
The Resident Experience Committee will have the following responsibilities and powers: 
 
1. Resident voice 

 
1.1. To ensure resident feedback and insights proactively inform Board and other 

Committee discussions where relevant to service delivery and strategic priorities. 
 

1.2. Provide assurance to the Board that there are effective mechanisms in place to 
gather and analyse views from residents and insight on key resident-related issues, 
including the quality and nature of services and their homes. 
 

1.3. Provide assurance to the Board that there are effective mechanisms in place for 
the Havebury Group to take residents‘ views into account, before making decisions 
on important matters which affect them and to effectively communicate to 
resident how their views and insight have influenced the Havebury Group’s actions. 
 

1.4. The Committee shall formally track the fulfilment of actions arising from resident 
feedback, scrutiny activities, and previous recommendations. Where assurance of 
fulfilment is not obtained through regular reporting, the Committee has the power 
to commission follow-up scrutiny activities. 
 

1.5. Scrutiny activities commissioned by the Committee may include but are not limited 
to independent surveys of service users, independent or resident-led reviews of a 
specific customer journey, and resident-led reviews of compliance with policy or 
procedure. 

 
2. Operational service delivery and resident experience 

 
2.1 Recommend to the Board, operational and resident experience key performance 

indicators (KPIs) and targets each year. 
 

2.2. Monitor the achievement of operational and resident experience targets (including 
Regulator for Social Housing (or its successor) (RSH) Tenant Satisfaction Measures), 
and report underperformance to Board. 
 

2.3. Monitor the delivery of resident -facing strategies, policies and key service 
contracts, provide assurance to the Board for their achievement and report 
underperformance on an exceptions basis. 
 

2.4. Oversee delivery of resident satisfaction, with key resident-facing service 
contracts, such as grounds maintenance and repairs services, and monitor KPIs 
and any required actions relating to delivery and satisfaction of responsive repairs 
and satisfaction with voids. 
 

2.5. Responsible for oversight of the prevention and management of anti-social 
behaviour (ASB) and hate crime, including  policies. 
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2.6. Recommend the Resident Annual Report to the Board for approval. 
 

2.7. The Committee may propose to Risk and Audit Committee areas for review to be 
included in the annual audit plan. 

 
3. Complaints 

 
3.1. Monitor complaints performance to provide assurance to the Board that Havebury 

operates an effective resident-focussed complaints process that enables 
residents’ concerns to be resolved quickly and easily, enables them to hold 
Havebury to account and ensures that residents’ experiences are learnt from. In 
doing so, supporting the Board to fulfil its responsibilities in relation to the Housing 
Ombudsman’s Complaints Handling Code. 
 

3.2. Making recommendations to the Board relating to RSH and Housing Ombudsman 
guidance or the requirements in respect of complaint handling or learning from 
complaints. This includes recommending to the Board on an annual basis 
Havebury’s self-assessment of compliance with the Housing Ombudsman’s 
Complaint Handling Code. 

 
4. Strategies, policies and other key priorities 

 
4.1. At the request of the Board, consider and make recommendations to the Board 

from a resident perspective, in respect of those resident-facing policies and 
strategies reserved to the Board for approval. 
 

4.2. Consider and approve the remaining resident-facing strategies and policies, as 
delegated to the committee by the Board.  
 

4.3. Consider proposals for and, where appropriate, provide feedback to the Board or 
executive directors, in respect of proposed changes to service delivery, property 
standards and similar changes that have a significant impact on resident. 
 

5. Regulatory compliance 
 

Receive and review the relevant annual self-assessments of compliance with 
Regulatory Standards, in particular the applicable section(s) of the Consumer 
Standards (except Safety and Quality), prior to being included in the Annual 
Assurance Statement.   

 
6. Community investment activities 

 
Monitor the delivery of community investment activities, including the community 
investment grants programme. 

 
7. Approach to meetings 

 
Adopt a range of methods to ensure that meetings are effective and inclusive. 
Implications for residents and insight from resident engagement activities will be 
included in all agenda items, where appropriate. 
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8. Risk 
 

Regularly review its risk register and advise the Risk and Audit Committee (which 
reports to Board) of any changes to risks and/or emerging risks within the remit of 
the committee. 

 
9. Review of the committee’s performance and fulfilling its terms of reference 

 
9.1. On an annual basis, consider and provide assurance to the Board that the 

committee is fulfilling its terms of reference and recommend any changes it 
considers necessary to the Board. 
 

9.2. Report to Board annually and monitor actions for improvements to governance 
effectiveness. 

 
10. General 

 
The committee will have access to independent legal or other professional advice 
as and when required. 

 
  




