
 
 
TERMS OF REFERENCE 
Scrutiny Panel 
 

Approved by the Customer Experience Group 
Date: 3rd September 2025 
Next Review: September 2028 

Membership 

 
Up to 8 places will be available for membership at any point in time. Any 
HHS customer who is over the age of 18 is eligible to become a Scrutiny 
Panel member 

 
Once appointed for a 3-year term, members can serve a maximum of three 
terms, i.e. nine years in total, when they will be required to step down from 
the role. They may, if they wish, be considered for re-selection for a further 
three-year term of office, but they will be considered alongside other 
suitable applicants through the recruitment process 
 
Consideration will be given if the continuity, sustainability and succession 
planning of the Panel is at risk due to a number of members reaching full 
office terms at the same time. Alternative one-year terms may be agreed 
on an individual basis with the agreement of the Chair and the Executive 
Operations Director 

 
Scrutiny Panel members must agree to, and sign, the Governance Code of 
Conduct that sets out expectations about their behaviour 
 

Chair 

 
The Chair will be a member of the Scrutiny Panel, appointed by the 
Scrutiny Panel. The Chair will serve for three-year term, with the potential to 
be re-elected for further three-year terms, if selected from those considered 
best for the role at the time 
 

Executive Lead 
 
Executive Operations Director 
 

Secretary 

 
The Company Secretary (or their nominee) shall act as the secretary of the 
Group and will ensure that Scrutiny Panel receives information and papers 
in a  timely manner to enable full and proper consideration of the issues 
 

Quorum 
 
Quorum will comprise of at least 50% of the Scrutiny Panel members 
 

Reporting 

 
Updates by the Chair of Scrutiny Panel will be provided to Customer 
Experience Group 
 

Minutes 

 
Draft minutes will be circulated at the next meeting for approval and be 
approved by the Chair 
 
The Chair (in conjunction with the Executive Operations Director) will agree 
the actions (either planned or completed) that will be communicated to HHS 



 

 
1. Purpose 
 
1.1 To work on behalf of all HHS customers to ensure that services are customer-focused, of 

a high standard, and effective. 
 
1.2 To provide an independent check and, where required, challenge to services, service 

delivery, effectiveness and performance. 
 
1.3 To be a driver for continuous improvement in performance, service delivery and 

satisfaction. 
 
1.4 To undertake service reviews and make recommendations on how HHS services can be 

improved. 
 

customers via the website 
 

Appointments 

 
Appointments to the Scrutiny Panel will be made by the Chair in 
conjunction with the Executive Operations Director. Suitability will be based 
on a skills assessment 
 

Meetings 

 
Quarterly 
 
Meetings can be held in person or by electronic means 

No decision-making business may be transacted unless the meeting is 
quorate  

The Scrutiny Panel may have observers and specialist support at 
meetings as agreed by members 
 

Resources & Support 
from HHS 

 
All new Scrutiny Panel members will complete an induction programme 
supported by HHS  
 
The HHS Operations Team will provide administrative support to the 
Scrutiny Panel to help set meeting agendas, arrange meetings, prepare 
meeting papers and host/ support meetings, including recording of 
minutes 
 
Scrutiny Panel has the right to access information that it requires to carry 
out its duties. This information will be provided by HHS in accordance with 
the GDPR policy   
 
Scrutiny Panel members will work on a voluntary basis, but HHS will 
administer volunteer expenses for attendance at meetings. This will 
include support to get to and from meetings plus attendance incentives of 
up to £20 in value per meeting 
 

Accountability & 
effectiveness 

 

The Scrutiny Panel will review its effectiveness on an annual basis and 
reports the outcome to the Customer Experience Group 
 

 
Urgent decisions 

 

Decisions taken outside of meetings require 75% member approval with 
the outcome of decisions being recorded at the next meeting 
 



 

1.5 To ensure that all HHS’s customer views and priorities are central to the work of the 
Scrutiny Panel and HHS when monitoring, assessing and improving services. 

  
2. Main Responsibilities 
 
2.1 The Scrutiny Panel’s remit will extend to the following areas of business:  
 

• Service quality and performance, including setting of performance targets 

• Organisational and local service standards  

• Sustainability of services and effectiveness 

• Customer facing policies and strategies  
 
2.2  The Scrutiny Panel’s role is to: 
 

• To take an independent view of all HHS services 

• To oversee all scrutiny activities, undertaking or recommending service reviews 
where the Panel determine that HHS’ performance is below the expected 
standard 

• To assess HHS performance against expected standards through its 
organisational performance suite, service standards and local offers 

• To communicate with the Customer Experience Group and make suggestions for 
improvement where performance fails to meet expected targets and / or 
standards 

• To consider benchmarked performance and best practice from other 
organisations when recommending the most appropriate improvements for HHS 

• To work collaboratively with the Customer Experience Group 

• To propose the Scrutiny Panel’s Terms of Reference to the Customer Experience 
Group for approval 

 
3. Inclusion 
 
3.1 The Scrutiny Panel will be committed to being inclusive in all that is does and actively 

promote the diversity of the people it works with, including all customers. The Panel will 
ensure it does not discriminate and will give the same consideration to customers 
whatever their race, colour, ethnic or national origin, religion, sex, age, sexuality, physical 
or mental disability, state of health, appearance, marital status, family circumstances or 
offending background. Members should respect the diverse nature of HHS customers 
and accommodate, as far as possible, any cultural or special needs.  

 
3.2 The selection process for Scrutiny Panel will encourage a diverse range of applicants but 

if Panel members appointed fit a narrower demographic profile than the full customer 
profile, the Panel will proactively try to identify and remove any perceived or evidenced 
barriers to certain people getting involved and canvass the views of unrepresented 
customers to ensure an equality to its work.      

 
4.     Dispute Resolution  
 
4.1 Any disputes will be resolved collaboratively between the Chair of the Scrutiny Panel, the 

Chair of the Customer Experience Group and the Executive Operations Director.  
 
5. Amendment and Review 
 
5.1 These Terms of Reference will be reviewed on a three-yearly review cycle, unless specific 

events dictate a review required outside of this cycle. 


