
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Service Improvement Group 

Welcome pack and Induction 

Thank you and Welcome to the Group! 

 

Thank you for expressing your interest in our 

Service Improvement Group and I look 

forward to working alongside you as a 

member. 

 

If you want to discuss anything in this booklet 

please contact: 

Laura Strang 

Corporate Services Officer 

Tel: 0141 620 2742 

Email: laura.strang@glenoaks.org.uk 

Address: 3 Kilmuir Drive, Arden, G46 8BW 
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Introduction 

Thank you for showing an interest in joining our 

Service Improvement Group. We are delighted to 

welcome you into this group. This leaflet will 

provide you with all of the information you need 

to know about being a member and bring you up 

to date on our journey so far to help you settle 

into the group as quick as possible. 

What is Tenant Scrutiny? 

Tenant Scrutiny is the name given to tenants being 

involved in the self assessment process where 

tenants independently scrutinise their landlordΩs 

performance. Tenant Scrutiny is designed to put 

the power into the hands of the tenants to 

encourage change. 

There are many different methods of scrutiny that 

can be used from Tenant Led Inspections to Staff 

Interviews. What method is used depends on what 

you feel comfortable with doing and what area of 

the service is being looked, e.g. Mystery Shopping 

could be used to test the frontline service. 

Our journey so far . . .  

We are right at the start of our scrutiny journey 

and over the last few months we have been 

working hard promoting membership of the 

group.  

During the first few meetings members discussed 

their experiences of being a Glen Oaks tenant and 

agreed that some of the areas of our service could 

be improved and that Glen Oaks could get better 

at sharing the positives, such as compliments. 

We now have 7 dedicated members who have met 

several times and have recently created the 

groupΩs Terms of Reference and Code of Conduct. 

Sharon Donohoe, from TIS, the Tenant 

Information Service, will support the group to 

decide an Action Plan. This will set out what areas 

of the service the group will scrutinise throughout 

the year. The group members have discussed 

starting at the beginning and looking at the 

standard of the frontline service, how enquiries 

are handled face to face and over the phone. 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

What is the role of the Service Improvement 

Group? 

Our Service Improvement Group is known as a 

Scrutiny Panel. This group forms the central point 

for scrutiny within Glen Oaks and will empower 

our tenants to oversee a range of scrutiny 

activities and make recommendations on how to 

improve our services and share what we do well. 

The role and aim of the group is: 

¶To operate on behalf of tenants ensuring 

Glen Oaks provide services that meet the 

needs of their tenants and that they are of 

the highest standard. 

¶To independently review and monitor 

service delivery and performance. 

¶To collect evidence through scrutiny 

activities to enable all services to be 

monitored. 

¶To promote the group and encourage other 

tenants to be involved and share their views 

on areas of the service they receive. 

Scrutiny Activities 

There are many different methods of scrutiny that 

can be used depending on what area of the service 

the group is looking at, such as: 

¶Desktop Audit ς office based inspection 

looking at documents or evidence 

¶Tenant surveys ς face to face, over the 

phone or individually to gain feedback from 

other tenants and staff. 

¶Work shadowing ς spending time with staff 

to see what happens in practice. 

¶Site visits/inspections ς hands-on look at the 

service such as the standard of empty 

properties. 

¶Mystery Shopping ς assessing the quality of 

service and information provided by staff. 

Glen Oaks will provide you with training and 

support to ensure that you gain the most out of 

this experience. You will also be able to choose 

what activities you are comfortable being part of 

and how you want to be involved. 


