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Welcome from LiveWest Group Chair / Chair Customer Services Committee

Dear Candidate,


Thank you for your interest in our organisation and in becoming a Committee Member – we hope that you will be inspired to get involved and share your skills and experience. 

LiveWest is a large housing association with homes across the south west. We are working hard to ensure that our governance is first-class and is built around the customer experience. Our customer service reaches to the heart of what we do, ensuring our customers receive the very best service possible. Consequently, this role is important to us and we are delighted you are considering joining us.

We are keen to improve our diversity and address the gender imbalance we have currently on our Board and its Committees and applications from candidates who are currently under-represented would be particularly welcome. Prior non-executive, or committee experience would be an advantage but is not essential. For the right candidate, this role may lead to a Board appointment in future.

If, like us, you are commercially minded but have a social conscience, and put customers at the forefront of everything you do, we very much looking forward to hearing from you.
Best Wishes,

Linda Nash / Tom Vaughan

Group Chair, LiveWest / Chair Customer Services Committee

About LiveWest

We are a leading developer of affordable and social housing in the south west. From the shores of Cornwall to the Gloucestershire hills, we have a vision to build real social change in our region, one front door at a time. 

At our heart, we are a people business. We currently provide services to around 80,000 people in more than 36,000 homes and have plans to develop 15,000 new homes over the next 10 years. 
We support, listen and learn from our customers, offering them choice, flexibility and value for money.  We invest not just in housing but supporting individuals and communities: we believe that by working with and empowering local communities, neighbourhoods are stronger. 
While we help thousands of customers on the road to owning their own home, we are translating our profits into social housing that shelters the most vulnerable in society. And by building better neighbourhoods, we can unlock the unique power of a good home in enabling our communities to thrive. 

The LiveWest values:

Our values are a key part of our culture and govern how we work together to achieve our strategy. We are: 

· Customer focused
· Challenge convention
· Together we deliver
Together, we are stronger, we are bolder, and we have the space for big ideas to flourish.
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Meet our Board here: LiveWest Board and our Executive Team (ET) here: LiveWest ET
The opportunity 

Now is an exciting time to join LiveWest. 

The LiveWest Group Board is supported by several Committees whose work feeds into the wider strategic decisions that shape the organisation’s growth and development and ensure the very best service delivery and value-for-money for its customers. 

The Customer Services Committee is pivotal here, taking oversight of all customer services, including all landlord services (namely housing, repairs and maintenance); other customer experiences including shared ownership and market sales; community investment and resident engagement services.
Customer Services Committee Terms of Reference (ToR) 
1. Constitution and review

1.1 The Customer Services Committee (“the Committee”) is a committee set up by the LiveWest Board in accordance with LiveWest’s rules D23 – D27. The remit of the Committee is LiveWest Limited and all its subsidiaries.

1.2 The Committee is accountable to the Board for the oversight of customer related matters as delegated to it by the LiveWest Board.

1.3 At least once a year, the Committee will review its own performance, constitution and terms of reference to ensure it is operating effectively and recommend any changes it considers necessary to the LiveWest Board.

2. Purpose

2.1 The Committee is responsible for the governance oversight of customer services, including:

a) all landlord services, including housing, repairs and maintenance

b) other customer experiences including shared ownership and market sales

c) all community investment and resident engagement services

d) all customer support services, including those not linked to homes (e.g. Somerset domestic violence service) and appropriate levels of reporting on those managed by external agencies.

2.2
The Committee will undertake any other function as may naturally fall within the scope of its work or as requested by the LiveWest Board.

3. Membership

3.1
The Committee shall be made up of a minimum of two and up to three non- executive LiveWest Board Members and the Executive Director of Strategy and Performance

3.2
The Board may also appoint up to three independent advisers to the committee, one with strategic customer service experience (ideally from outside the affordable housing sector) and two with experience as social housing residents (ideally as LiveWest customers). The independent advisers will be regarded as members of the Committee and have the same decision- making responsibilities.

3.3
In the absence of a non-executive director, a non-executive LiveWest Board member with appropriate skills may attend in their place.

3.4
Committee members shall be appointed by the LiveWest Board, on the recommendation of the Committee’s Chair.

3.5
At least one of the non-executive members shall have recent and relevant experience suited to the work of the Committee.

3.6
The LiveWest Board shall appoint the Committee’s Chair, who shall be a non- executive LiveWest Board Member. In the absence of the Committee Chair or their delegate, the remaining Committee members present shall elect one of themselves to chair the meeting.

3.7
The Committee is authorised by the LiveWest Board to:

(i)
Access all information necessary for its purpose; and

(ii)
Obtain outside legal or other independent professional advice if necessary.

4. Secretary

The Company Secretary or their delegate will act as secretary of the Committee.

5. Specific responsibilities

5.1
The Committee will review and make recommendations to the LiveWest Board in respect of the following:

a)
providing the Board with assurance and advice on:

o
which customer services are to be provided

o
the specified quality of those services together with performance and outcomes

o
the quality of delivery and performance against that specification

o
compliance with legal and regulatory standards

o
risk in relevant areas

o
horizon-scanning on future trends

b)
enabling the ‘customer voice’ in reaching board level and ensuring that this is used in influencing decision-making and assurance

c)
discussion, decision-making and/or pre-board input on major policy areas or initiatives

6. Regular reports

The Committee will receive detailed quarterly performance reports on all aspects of customer services and will report to the board quarterly.

7. Procedures for Committee meetings

7.1
Meetings will be held at least four times per year or as otherwise agreed by the LiveWest Board. Additional meetings may be called at the discretion of the Committee Chair. Notice of meetings shall be served in accordance with the LiveWest Group’s Governance Policy as set out in part 3 of LiveWest’s Standing Orders. Meetings of the Committee can take place in any manner which permits those participating to hear and comment on the proceedings.

7.2
All decisions of the Committee and the rationale for such decisions will be recorded in the minutes which shall be agreed, approved and circulated as set out in 3.2.2 of the Group’s Governance Policy (see part 3 of LiveWest’s Standing Orders).

7.3
Urgent decisions which are required to be taken outside the usual meeting schedule may be made in accordance with 3.2.8 of the Group’s Governance Policy (see part 3 of LiveWest’s Standing Orders).

7.4
The Chair of the meeting will seek to reach a consensus in decision-making and if satisfied that such consensus exists will treat the matter as agreed, unless a vote is called for.

8. Quorum

The quorum necessary for the transaction of business will be three members, including at least two   non-executive members of the LiveWest Board.

9. Attendance at meetings

9.1
The Committee’s meetings are open to all LiveWest Board members.

9.2
Members of staff may be required to attend all or part of a Committee meeting at the request of the Committee’s Chair.

10. Dispute

In the case of dispute, the LiveWest Board’s decision will override that of the Committee.

Committee Member Role Description 

Responsible to: 
The Committee Chair


Time commitment: 
4-5 meetings per year held across our major offices in Exeter, 


Cornwall and Weston-super-Mare 
Key relationships: 
Other Committee /Board members and Executive


Remuneration: 
£4,929 pa with effect from 1 April 2020

Core responsibilities:

To contribute to the successful operation of the Customer Services Committee, ensuring that the Committee achieves its purpose and responsibilities as set out in its Terms of Reference. The Committee Member will be expected to, but not limited to:

· Contribute to ensuring that obligations to stakeholders are understood and reflected in strategy and policies.

· Promote continuous improvement, setting challenging targets for improving services.

· Contribute to ensuring compliance with LiveWest’s governing documents, its chosen Code of Governance, legal and regulatory requirements.

· Commitment to continuous development of skills and knowledge and participate in reviews linked to individual performance.

· Contribute to the Committee’s review and monitoring of performance in relation to landlord and customer strategies, plans, controls and decisions. Scrutinise and review performance against agreed targets and budgets; also in respect of customer feedback and the performance of comparable organisations.

· Build and maintain effective and constructive working relationships with members of the Committee, the Executive Team and other senior staff.

· Acting as an internal ambassador, meeting and engaging with staff, where appropriate.

· Network and promote the achievements, purposes and benefits of the organisation.

· Apply personal expertise with due regard to both the business and social aspects.

· Be familiar with and keep up-to-date with sector issues.

· Be a role model for good governance practices and LiveWest’s values and behaviours

Committee Member Person Specification

Core competencies:

· Supports the vision, values and ethos of LiveWest.

· Strong communication and interpersonal skills, a good listener and respectful of differing views and perspectives.

· Strategic thinker, able to analyse complex information, demonstrate clear analytical intellect and contribute to rational decision-making.

· Strong team player committed to collective decision making through good quality debate and able to accept cabinet responsibility.

Knowledge, skills and experience: 

· Extensive experience of operating at a senior level (either executive or non-executive) in a customer-focussed role within a large and complex organisation, ideally in the utilities, retail or other relevant sector.

· Demonstrable commitment to customer services improvement.

· Experience of digital service delivery. 

· Works to the highest standards of ethical behaviour, with an expectation of the same in others, working within accepted regulatory, governance and accountability frameworks.

· Strong financial awareness and good business acumen.

Abilities:

· Able to make informed judgements on written and verbal information, confident questioning and debating skills.

· Able to think commercially, within a social values framework. Can balance the social and commercial aspects of the LiveWest group.

· Able to assess risk and promote risk awareness without being risk averse.

· Able to consider issues of integration and harmonisation, while raising standards.

Personal behaviour and style:

· Demonstrates credibility and integrity.

· Has a positive and constructive approach to the role of the Committee.

· IT literate, comfortable using MS Office including email/electronic papers. Champions the use of new technology.

· Open to personal development for self, supports a culture of reflection and learning.
· Has the necessary flexibility and time commitment to fulfil role requirements.

· A champion of diversity and inclusion and proactively demonstrates this commitment.

· Maintains empathy and believes in the rights of customers to have access to good quality homes and services.

· Has an appreciation of the geography of LiveWest, and its socio-economic issues.

How to apply

If you have the skills and experience needed to support the LiveWest’s Customer Services Committee, please send:

· Your current comprehensive CV, including details of two referees who will not of course be contacted without your prior knowledge and consent
· A supporting statement outlining how you feel your skills and experience could be of benefit to this organisation and crucially your motivation for applying for the role
Recruitment Timetable
Please apply by Monday 30th March
LiveWest’s Selection Panel will review all applications and then liaise with Trustees Unlimited who will invite candidates for a preliminary interview.
Preliminary interview: w/c 27th April – central London

The Selection Panel and Trustees Unlimited will liaise to determine the shortlist for final interview.
Final interview: 27 May 2020– LiveWest offices, Weston-super-Mare. 
It would be appreciated if candidates could kindly advise at time of application if this date presents a problem so that every effort to accommodate can be made.
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