CUSTOMER SCRUTINY PANEL

Holding us to account on
behalf of our citizens
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Our new Customer Scrutiny Panel will play a crucial role
in overseeing the standard of our services and holding
us to account as we strive to meet our purpose of
providing homes that are a foundation for life.
As a member you would take part in a series of scrutiny
reviews looking at different aspects of our service. You
would work together with your fellow panel members
to assess these services and report back your findings
and recommendations about how we can improve.
The panel will report into our Customer Assurance
Committee, which is a part of our formal board
structure. This means your work will feed directly into
the highest levels of our organisation and exert real
influence over our services.
This is a chance for you to use your experience as a
Citizen customer to make a very real difference for tens
of thousands of people.
In these pages you will find more information about the
role of the Customer Scrutiny Panel, what we expect
from you and more about our organisation.
Thank you for your interest and good luck with your application.

Kevin Rodgers, Chief Executive of Citizen

Colin Dennis, Chair of Citizen Board		
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WHO WE ARE AND WHAT WE DO
Home is where we feel safe. It’s where we can be ourselves. It’s where we feel comfortable,
where we recharge our batteries and make future plans. It’s where we grow up and grow old.

Home is our foundation for life.
One of the UK’s most trusted social housing providers, we own and manage 30,000 homes for
diverse communities across the West Midlands, from urban tower blocks to rural villages and
towns.

OUR SOCIAL PURPOSE
We are proud to be an organisation which deals directly with the consequences of our housing
crisis by providing homes for people who can’t access them on the market.
We are a not-for-profit organisation and a registered charity. All of our profit goes back into
improving our homes and services and building new homes so that we can help more people.
Working for Citizen gives you the chance to work for an award-winning, big-hitting
organisation in the West Midlands and the opportunity to work for an organisation with a
social heart and a clear social purpose.
It doesn’t matter which function you will be working in, being part of our team gives you the
chance to play a part in making a very real difference to people’s lives.

WHY IT MATTERS

Watch our customers talk about their journey to getting a home with us and
what it means to them.
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THE FOUNDATION FOR OUR WORK

OUR VALUES

Our purpose and values underpin the work that we do and how we do it.

OUR PURPOSE
To provide homes that are a foundation for life.

WE ARE BRAVE

WE ARE AMBITIOUS

WE ARE WILLING TO TAKE ON THE TOUGH
STUFF

WE FIND SOLUTIONS

WE CHALLENGE OURSELVES
WE DON’T GIVE UP

WE AREN’T AFRAID TO TRY THINGS OUT
WE KEEP LEARNING AND IMPROVING

WE ARE HONEST

WE ARE CITIZENS

WE TAKE RESPONSIBILITY

WE ARE COMMITTED TO OUR
PEOPLE AND PLACES

WE ARE REALISTIC
PEOPLE TRUST US TO DO WHAT WE SAY WE
WILL DO

WE BELIEVE EVERYONE HAS
SOMETHING TO GIVE
WE ENCOURAGE EVERY PERSON
TO BE THE BEST THEY CAN BE

IN OUR WORDS

Watch our colleagues talk about what home means to them.
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ABOUT THE CUSTOMER SCRUTINY
PANEL
Why have we set the panel up?

What will the committee do?

We want to make sure that the work we do
reflects what our customers want and need.

The Citizen Scrutiny Panel will complete
at least three scrutiny reviews every year and
will use a structured evidence-based
approach to its scrutiny projects. The panel
will be supported by Citizen teams - who will
provide information, facilitate access to staff
and customers and help create written
reports.

Our purpose is to ‘to provide homes that are
a foundation for life.’ To achieve this, we are
committed to working with our customers
by creating opportunities for them to be
involved and influence our service offer and
strategic direction.
The Customer Scrutiny Panel gives
customers a formal route through which to
hold us to account. It will review services and
provide challenge that will help us improve
our services and service standards.
What powers will the new committee
have?
The panel will report through to our
Customer Assurance Committee, which
directly influences the decisions we make
and the work that we do alongside our other
committees.
This means the work of the panel will feed
directly into our high-level decision making.

The panel will report its findings to the
Customer Assurance Committee and will, in
its reports:
• Assess what is working well
• Alert the committee about standards that
fall below the expected levels
• Provide evidence-based recommendations
• Develop a high-level action plan response
from the relevant Director
Every year the panel will meet to review
the progress and effectiveness of scrutiny
reports and activities. It will report, on an
annual basis, the outcomes scrutiny has
achieved on behalf of customers and the
organisation.

Customer
Assurance
Committee

Remuneration
Committee

You will have the opportunity to make a real
difference and influence the crucial services
that tens of thousands of Citizen customers
receive.
You will also be given opportunities to
develop your skills and knowledge through
training opportunities. This, and the
experience you gain on the committee, will
look very good to prospective employers on
your CV.
We are offering £2,500 a year to committee
members and the option to join on a
voluntary basis if this would affect your
benefit entitlement.
We will also cover the expenses associated
with your work on the committee.
How much time will I have to give up?
We want committed people on the Customer
Scrutiny Panel, but we also recognise our
customers have busy lives.
We want the committee to be representative
and we will work with members to make
sure they can balance their work on
committee with their other commitments.

meetings and events as detailed above, plus
time to undertake scrutiny activities such
as customer and staff interviews, reviewing
detailed performance information, training
and other activities.
Who can apply?
All Citizen tenants, leaseholders, shared
owners and leaseholders can apply.
We are not able to accept your application if:
• We have started legal action against you or
a member of your household. This means
you are not eligible if you have breached
your tenancy and have a current Notice of
Seeking Possession served against you, or
a court order for breach of tenancy. This
includes a possession order (or in breach
of a suspended possession order) or court
order (ASB order or injunction, demoted
tenancy, or closure order) or any other
judicial order which has an equivalent
effect
• We have a court order for recovery of
money against you
• You are in a legal dispute with us.

You will be expected to attend:

What skills and experience do I need?

• A minimum of three formal meetings per
annum

We don’t need you to have experience of
being on a customer board or even a huge
amount of working experience.

• A minimum of three scrutiny reviews per
annum

CITIZEN
BOARD
Development
Committee

What will I get out of joining?

• 1 whole board away day per annum

We need people who are passionate about
shaping the services we provide for people, a
commitment to our values and the ability to
be fair and impartial.

We estimate that the overall time
commitment is around 24 days per year (two
days a month). This figure includes attending

For a full list of qualities, skills and
experience we will look for download our
Role Profile form.

• 2 away days per annum

Audit & Risk
Committee

Customer
Scrutiny Panel
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OUR AMBITIOUS PLANS

Watch our business strategy animation to find out more about our plans

Our 2020-23 business strategy sets out three core pledges and set out seven focused
objectives that we are committed to achieving by 2023. To meet this commitment, we also
outline a series of projects which will transform our services and the way that we provide
them.

OUR PURPOSE

To provide homes that are a foundation for life.

Increase the supply of
affordable homes in the
Midlands

Improve our offer to
our customers

Be thought leaders
in our region and our sector

Maximise the performance
of our existing homes

Make our services
more efficient

Be an employer of choice

Improve our support
services and tackle
homelessness

READ OUR 2020-23 BUSINESS STRATEGY HERE
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WE ARE ALL CITIZENS
Being a citizen is a fundamental concept. It means being part of society, having a stake, having
rights and responsibilities, and being respected, regardless of ethnicity, religion, sexuality,
disability or anything else which is fundamental to who we are.
We are passionate about driving forward the equality, diversity and inclusion agenda in our
organisation and sector.

WATCH WHEN YOU LOOK AT ME, A VIDEO WE FILMED WITH OUR
COLLEAGUES TO SHOWCASE OUR COMMITMENT
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HOW TO APPLY
You can find all of our supporting materials and fill in our online form on our website here.
The deadline for applications is Sunday 12 December.

BEFORE YOU APPLY
• Read the Terms of Reference for the panel – which set out its role and how this will influence
our work
• Read the Role Profile for the panel member position – which sets out what we are looking for
from applicants in more detail

ANY QUESTIONS?
Contact Will Walker, Director of Transformation, at will.walker@citizenhousing.org.uk

Good luck with your application
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Citizen
4040 Lakeside
Solihull Parkway
Birmingham Business Park
B37 7YN
Tel: 0300 790 6555
citizenhousing.org.uk
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