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Client Reference Group (CRG) 
Terms of Reference (ToR) 
Focus 
To capture the client's voice.
Play a strategic role in collecting and using data and feedback to influence service innovation and improvements.
Work collaboratively with Blind Low Vision NZ (BLVNZ) Staff who will support the CRG’s focus, its community connections, work, and day to day operation of the CRG.   
Purpose
The CRG will focus on service innovation through gathering feedback from clients. 
Be proactive in the blind community. 
Promote modern practices for service delivery. 
Provide strategic advice to the Board and CE and participate in strategic projects. 
Membership
The CRG will comprise seven to ten members, two Directors and staff as required.
Each member will serve a three-year term and can be eligible for a second term of three years with approval from the CRG.
A term for each member will commence when they become a confirmed member of the group after they have agreed to the induction process, Terms of Reference and meeting schedule. 
Role of BLVNZ Staff
BLVNZ staff will have a strong connection with the CRG and the community in a co-governance capacity. They will assist with planning, community engagement, recruitment and induction for new members.   
Representation 
Members are sought from the blind community. They use BLVNZ services and come from diverse backgrounds and experiences to ensure robust feedback. 
Skillset for Members 
Have a focus on high professionalism and practical experience. 
Service experience, such as but not limited to large print options and Braille, use of a range of technology, and mobility etc.  
Have strong networks with clients, direct experience of blindness, and knowledge of the services. 
Able to articulate their views, listen to others. 
Illustrate qualities like empathy and integrity, passion and objectivity; show respect for alternative perspectives.
Strong facilitation skills and engage with people on their terms.
Be open minded and not oppositional.
Understand people from different cultural backgrounds. 
Acknowledge people from rural, urban and city backgrounds who will have unique needs. 
Have strong community networks.
Have purposeful engagement with clients.
Enjoy working in a group supportive of diversity of thought and people.
Meetings and Frequency 
Regular meetings 
CRG online meetings will be held quarterly for 60-90 minutes. There will be a speaker and time to share learnings from members' engagement with the community. 
Face to Face meetings 
Two CRG face to face meetings will be held per year, potentially one in April and the other in November to coincide with the Board's AGM for the CRG to present its learnings from the year and note things of importance for the Client Services Committee’s attention.
These two meetings may include connecting with BLVNZ staff, team building and time to induct new members of the CRG.
Authority
The Client Reference Group (CRG) will consider relevant issues within the scope of the CRG and present its findings and any subsequent recommendations to a meeting of the Client Services Committee.
a) Whilst staff might be involved in the CRG, their role is to advise and assist the CRG to do its work, not to bring their work to the CRG.
b) The CRG may co-opt outside stakeholders from time to time to take advantage of additional skills, experience or networks.
c) The CRG may not delegate tasks to any staff unless the Chief Executive has specifically agreed to such delegations.
d) The CRG cannot make binding Board decisions.  For the most part the function of CRG is to solve problems for and/or make recommendations to the Client Services Committee who can then make recommendations to the Board on which the latter, and only the latter, has the power to make decisions or policy.
e) A quorum for any standing or ad hoc committee shall comprise half the appointed members. If the membership is an uneven number, then the quorum shall be the next full number greater than half.
Payments for CRG members 
The Client Reference Group (CRG) role will have expenses covered as per approved budget:
	Meeting Breakdown
	4 Online, 2 Face-to-Face (F2F) per year

	Member Fees
	$150 per online × 4 + $700 per F2F × 2 annually

	Chair Fees
	$200 per online × 4 + $900 per F2F × 2 annually

	F2F Meetings
	Costs (airfare, taxis, 1 night accommodation, dinner, lunch) are covered separately



Application process
Application is via an Expression of Interest process, where people can self-nominate, or be nominated by an individual or agency/organisation.
The two nominated Directors will review applications and make recommendations to the Client Services Committee who will seek confirmation from the Board. 
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