

ONLINE HIW (all themes in one) — Full Session Plan
Wednesday 3rd December 2025
6:00–7:30pm
Microsoft Teams

SESSION PURPOSE
· Offer a 1-year “tour” of all four Consumer Standards
· Use real-life scenarios to help tenants explore service challenges
· Capture tenant expectations + ideas for improvement
· Involve service leads in a smooth, concise, structured way
· Show transparency and progress
· Keep it relaxed and conversational, not formal or intimidating

OVERALL STRUCTURE — “Tenant Carousel”
Each topic follows the same 5-step pattern:
1. Mini service update (3 minutes from service lead)
2. Read a short scenario (you)
3. Questions to tenants
4. Tenants respond as experts (discussion)
5. Summarise what we’ve heard
Each topic = ~15 minutes
4 topics = 60 minutes
· opening & close = 90 minutes

FULL TIMED PLAN
6:00–6:05 – Welcome & Warm-Up
· Warm, informal hello
· “One word: what kind of day have you had?”
· Brief purpose: “Tonight we’re doing a tour of all our HIW themes through real everyday scenarios. You are our experts.”

6:05–6:20 – FIRE SAFETY (Safety & Quality)
Service Lead: Adrian Willgoss - Repairs and Voids Manager

Scenario: Sharon — Heating her home any way she can
Tenant: Sharon, 54, lives alone in a 1-bed flat in a block. Works part-time in care. Recently had to reduce work hours due to chronic back pain. Very low income. 

Situation: 
• Outstanding debt with her energy supplier. She’s on a pre-payment meter that frequently cuts out. 
• She uses three candles, a camping stove, and a plug-in heater to warm her living room. 
• Her daughter dropped off a large bag of charity shop clothes, which are piled near the heater. 
• She dries washing indoors on a clothes airer next to it. 
• Neighbours have reported a “burning smell” twice. 
• Sharon is embarrassed about money problems and avoids letting anyone in. 
• She’s behind on rent and terrified of losing her home. 
• She has said: “I know it’s dangerous, but I’ve got no choice.”
Key questions to tenants:
1. What fire risks do you notice straight away?
2. How should officers visiting Sharon behave?
3. What small changes could WCC make that would help tenants like Sharon feel safer and more supported?

6:20–6:35 – ALLOCATIONS & LETTINGS (Tenancy)
Service Lead: Alex Burns - Senior Housing Officer (Allocations Lead)
Scenario: Ukrainian family struggling with language + overcrowding
Mr and Mrs Schevchenko were allocated their first social housing tenancy with Winchester City Council a couple of years ago and live in a 2-bedroom first floor flat in Stanmore with their 2 girls aged 13 and 16 following a period of homelessness. They moved to the UK due to the war in Ukraine and have become settled with employment and schooling. They wish to stay in the UK if they can and have no home to return to in Ukraine. They are outgrowing their current home, and their 2 girls have started to squabble a bit more than usual and need their own space/bedroom. They wish to apply to the Housing Register to see if they can move to a larger property. Their English speaking, reading and writing has become much better since they arrived in the UK but they struggle to understand everything correctly, especially on long winded and complicated forms.
Key questions to tenants:
1. What barriers is this family facing in trying to move?
2. How should officers support tenants whose first language isn’t English?
3. What changes could make the Housing Register process clearer and less stressful?

6:35–6:50 – TRANSPARENCY, INFLUENCE & ACCOUNTABILITY (TIA)
Service Lead: Sarah Hobbs - Housing Policy and Projects Manager
Scenario 3 — “Does Anyone Listen?”
Tenant:
David, 71, sheltered housing resident in Weeke.
Situation:
· He attended 3 HIWs last year and shared the same concern each time about repairs communication.
· Each time he was thanked but nothing seemed to change from his point of view.
· He says: “I’m not sure if these workshops actually do anything. You all seem very nice, but I don’t know what difference this makes.”
· He stopped attending because he feels “it’s a talking shop”.
This is the perfect provocation to:
· Introduce the Tenant Partnership & Influence Report
· Show Actions & Outcomes
· Ask tenants to reflect on what real influence looks like
Questions to tenants:
1. What would help someone like David feel listened to?
2. What would make participation feel meaningful rather than tokenistic?
3. What do tenants expect WCC to do after a workshop?
4. What’s the clearest, most helpful way we could show you the difference tenant voice makes?

[bookmark: _Hlk218782965]6:50–7:05 – NEIGHBOURHOOD & COMMUNITIES (Inclusion & Belonging)
Service Lead: Charlotte Bailey - Tenant Partnership Officer
Scenario 4 — “Feeling Like an Outsider in Your Own Community”
Tenant:
Amina, 62, lives alone in a flat in Winnall.
Situation:
· Moved to the area 18 months ago after fleeing a domestic abuse situation.
· Doesn’t know neighbours well and feels shy.
· She hears groups of neighbours chatting on the landing but doesn’t feel confident to join in.
· She tried attending a local support group once but felt awkward; everyone seemed to already know each other.
· She tells the Housing Officer:
“I don’t feel part of this place. I’m lonely, but I don’t want to be a burden.”
Questions to tenants:
1. What helps you feel part of your community?
2. How could officers behave with tenants who feel isolated or unwelcome?
3. What small, low-cost ideas could help tenants feel included in their estates?
Encourage answers about:
· neighbourliness
· community noticeboards
· communication
· officers being warm and human
· connecting people gently
· not forcing involvement
· signposting
· creating safe-feeling spaces
7:05–7:15 – WHOLE-GROUP REFLECTION (10 mins)
Prompts:
· “Which scenario felt closest to real life?”
· “What behaviour from officers matters most to you?”
· “Is there anything we haven’t talked about that feels important?”

7:15–7:25 –Evaluation Reminder (10 mins)
Tenant Activity Survey (Evaluation)
You:
“Before you go, could you please take 2 mins to complete our new Tenant Activity Survey?
This helps us measure whether you felt listened to, included, and able to influence services.”
Share link in chat.
Offer support if needed.

7:25–7:30 – Warm Close (5 mins)
· Thank everyone genuinely for giving their time.
· “Your voices tonight will directly shape how each service area works.”
· Promise to send Actions & Outcomes within 2 weeks.
· Invite them to the next session.
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