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Thank you for your interest in joining our Service Quality Committee.  I hope that this pack will encourage you to
apply for one of our two Committee Member roles, as we are all looking forward to welcoming new Members.

Saffron owns and manages around 6,500 homes in Norfolk and Suffolk.  We are at an exciting point, having recently
ended our old Corporate Plan and embarked upon delivering our new Inspiring Saffron Strategy.  We hold a G1/V1
rating, the highest possible gradings from the Regulator of Social Housing, demonstrating that we are well-governed
and financially strong.

We believe that respect and diversity are critical to making good decisions and we are committed to working
together for the communities we serve.  We enjoy our work and we want Saffron to be known for Inspiring
Community and Inspiring Trust. At the heart of our strategy is working side by side with tenants and communities to
further improve communication, services and value for money.

If you share our Values, have a connection to Norfolk or Suffolk, and would like to join us in delivering our Strategy,
we would encourage you to contact our retained recruitment consultant Denise Kirkham, at Distinctive People, on
07833 475669  for an informal discussion. 

We look forward to receiving your application.

Best wishes,

Bob Walder
Chair of the Board
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1 . Welcome Letter from Chair
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Saffron Housing Trust is seeking to appoint two independent Service Quality Committee Members. 

We are keen to receive applications from candidates who have very strong skills in customer care and digital
services, care and support for elderly/vulnerable people, tenancy sustainment and repairs and maintenance. 

Our Service Quality Committee meets four  times per annum. Independent Committee Members are also required
to attend one Board Awayday per annum. Meetings of the Committee are also attended by the Chairs of our
Tenant Scrutiny Group and Tenant Communication and Support Group; and the Committee receives feedback
from our Saffron Community Members. The Committee therefore serves an important function in ensuring
accountability to our Stakeholders and improving our services.

As mentioned by our Chair, we have recently embarked upon delivering our new Inspiring Saffron Strategy. Our
video explains more about our goals.

Value for money has never been more important and this strategy makes a commitment to double the number of
pennies of every rent pound that we invest in improving homes, by 2030. We also want to create an inclusive
environment for everyone, and wherever possible make sure reducing our carbon footprint also reduces the
tenants’ and colleagues’ cost of living.

Each Inspiring element of our strategy includes its Purpose and key Priorities for 2022/23. The strategy also
introduces our 12 Vital Signs, measures of how we are performing against the strategy. Saffron Community
Members and colleagues will be involved in updating our Priorities and Vital Signs every year.

2 . About Saffron Housing Trust 
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Click below to read our 20/21 Annual Review:
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https://www.youtube.com/watch?v=BlrIXi8nAJE
https://saffronhousing.co.uk/download/16780/


In 2022/2023 we will complete
 
 
 
 

new homes
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3 . Saffron Housing Trust At a Glance

£40.6m
119

Over 

Number of Homes we manage:
 

6,500
2021/2022 Turnover

We have over 
 
 
 
 

employees working for us

220
invested in existing

homes in 2021/2022

£5.2m
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4 . Saffron Housing Trust Governance Structure 

Saffron Housing Trust Limited is an exempt charity registered in England by the Financial Conduct Authority under the Co-
Operative and Community Benefit Societies Act 2014.
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5. Saffron Housing Trust Board Members
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6. Saffron Housing Trust Executive Directors
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7. Location of our Homes
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8. Service Quality Committee Member 

    Role Profile

Serve as part of the Service Quality Committee taking collective responsibility for decisions made by the Committee;
Work closely with the Committee Chair, Committee Members and the Executive in the strategic management of the   
 Trust;
Ensure the committee acts in accordance with, and provides the services described in, Standing Orders and the
Committee’s terms of reference.

Monitor and oversee continuous improvements to the quality of Saffron’s services and tenants’ experience, the quality of
service provided by Saffron’s partners, and ensure that services meet the different needs of tenants and residents, in
relation to equality, diversity and inclusion, and tenants with additional support needs.

Approve appointment of the nominated Chairs of the Tenant Communication and Support Group and Tenant Scrutiny 
 Group. 
Receive feedback from the Tenant Communication and Support Group, independent Saffron Community Members,
satisfaction surveys and complaints, and agree actions to deliver an improved tenant experience and value for money.
Oversee customer-facing communications, reviewing inclusivity, accessibility and transparency of the information.
Monitor that Saffron’s resident involvement strategy is effectively implemented, and that service-related strategies and
policies take into account residents’ views.
Ensure that customers are consulted on major issues that affect them.

Agree the scope of at least four service scrutiny reviews per annum, and support Tenant Scrutiny without compromising
its independence.
Receive reports from Saffron Community Members’ Tenant Scrutiny Group, consider Scrutiny report findings, agree
actions for improvements to services and monitor delivery. Review outcomes following delivery of improvements.

Independent Service Quality Committee Member - Role Profile

Introduction
The Service Quality Committee is collectively responsible for monitoring and overseeing continuous improvements to the
quality of our services and our tenants’ and residents’ experience; overseeing compliance with the Regulator’s Consumer
Standards; and receiving feedback from Saffron’s Community Members (including the Tenant Scrutiny Group and the Tenant
Communication and Support Group).

Service Quality Committee Member Role

Responsibilities 

Service Quality

Community Engagement, Information and Empowerment

Scrutiny
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8. Service Quality Committee Member 

    Role Profile

Oversee compliance with the Regulator’s Consumer Standards (or equivalent), addressing any areas of non-compliance 
 and making necessary recommendations to Board. Validate service outcomes and recommend the compliance
statement to Board.
Review, monitor and approve the metrics Saffron is required to publish in compliance with the Consumer Standards,
making recommendations to Board.

Review operational Performance, including that Value for Money is delivered through consistently good quality services.
Undertake in-depth reviews to improve performance as necessary.
Monitor and oversee compliance with the requirements of the Housing Ombudsman Service, making recommendations
to Board where necessary.
Monitor whether the quality of Saffron’s common external areas meet customer expectations and support a good quality
of life for local communities, making recommendations to Board as necessary.

Review, receive and approve customer-facing operational Policies, Procedures and service standards, making
recommendations to Board.

Receive consultation feedback on Corporate Strategies for consideration and make recommendations to the Board and
relevant Committees as necessary.

Monitor the work of the Community Foundation, including matters of probity and delivery, and receive feedback from
organisations that receive support or donations.

Influence and challenge value for money decisions and monitor whether the services provided by Saffron deliver good
value for money, making recommendations to Board as necessary.

To promote high standards of governance within the provisions of the Trust’s adopted Code of Governance and Code of
Conduct.
To support the Board in maintaining compliance with all relevant Law, including all applicable Regulatory Standards.
To promote the Trust’s Values and behave in a manner that demonstrates them. 

Regulatory Standards

Operational Performance

Policies and Procedures

Strategies

Community Foundation

Value for Money

Governance Responsibilities
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9. Service Quality Committee Member

     Person Specification 

Service Quality Committee Member Person Specification

Recruitment Pack - Saffron Housing Trust Service Quality Committee Member

Key Technical Skills
Customer Care and Digital Services
Care and support for elderly/vulnerable people (understanding of
issues)
Tenancy sustainment
Repairs and maintenance

Knowledge of areas/communities & their concerns
Social Housing Regulation (consumer standards)
Stakeholder engagement & accountability
Health & Safety Compliance

Very Strong Skills:

Working Knowledge Skills:

Key Management Skills

Time and commitment to the role
Understanding of legal  duties, responsibilities and liabilities of
being an Independent Committee Member
Awareness and understanding of equality, diversity and inclusion
issues

Organisational

Personal Qualities Independent judgement
Ability to constructively challenge
Analytical and meticulous
Tact and diplomacy
Respect for others
Respected and trusted by other committee members
Effective communication and interpersonal skills
Integrity



Recruitment Pack - HARP CEO

Term of Office 
Three years with a maximum of six years in office. 

Remuneration 
£3,000 per annum payable monthly 
Payment of travelling expenses 
Learning and development opportunities. 

Time Commitment
The Service Quality Committee meets four times per annum. 
Attendance at one Board Awayday per annum.

10 . Terms and Time Commitment
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Why are you interested in applying for a role as a Committee Member? What particularly motivates you about Saffron HT?
What skills, talents and expertise will you bring to the Service Quality Committee of Saffron HT if appointed to the role ?
How will your contribution add diversity of thinking to the Service Quality Committee?

Read the pack carefully: Before doing anything, make sure you know what we are about and what the role involves. 

Polish up your CV: Ensure it tells us what you can bring to the role and organisation. But make sure it’s no longer than three
pages!

Answer our three questions on video or by submitting a supporting statement: Answer the following 3 questions via Willo video
(1 minute per question) or by submitting a written supporting statement (no more than 2 sides of A4):

1.
2.
3.

Willo Support: If you encounter any issues whilst completing your video interview, please email Willo Support who will be able to
assist you: support@willotalent.com 

Send it all into us before the deadline: Answer the video questions and send your CV, with the role in the subject bar, to: 

recruitment@distinctivepeople.co.uk by 9am on Thursday 25th August 2022 

Please also fill in the Equal Opportunities Monitoring Form and Declaration Form and return them with your CV.
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11. How to Apply 
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https://app.willotalent.com/invite/CeplHt/
mailto:support@willotalent.com
http://distinctivepeople.co.uk/wp-content/uploads/2021/07/DP-Equal-Opps-Monitoring-Form-Revised.doc
http://distinctivepeople.co.uk/wp-content/uploads/2022/08/DP-Personal-Declaration-Form-Non-Executive-Director-Saffron-Committees.docx
http://distinctivepeople.co.uk/wp-content/uploads/2021/05/DP-Personal-Declaration-Form-Executive.docx


Interested? For an informal conversation about the role please
contact:

Denise Kirkham
Director
Distinctive People HR & OD Consultancy Ltd
Mobile: 07833 475 669
Email: denise.kirkham@distinctivepeople.co.uk

https://saffronhousing.co.uk/

Key Dates 
 

Closing Date: 9am on Thursday 25th August 2022

Screening Interviews via MS Teams: Tuesday 30th August 2022 

Final Panel Interviews (Long Stratton, Norfolk): Friday 16th September 2022

https://www.facebook.com/saffronhousing/
https://twitter.com/SaffronHousing
https://www.instagram.com/saffronhousingtrust/
https://www.youtube.com/c/saffronhousing
mailto:denise.kirkham@distinctivepeople.co.uk
https://saffronhousing.co.uk/

