Winchester City Council – Housing Improvement Workshops					Actions / Outcomes
Group: Digital HIW (All Themes)
Date: Wednesday 3rd December


	Activity
	Discussion Summary/ Notes
	Actions
	Person Responsible
	Deadline

	Check-in





	Tenants, facilitators, co-facilitators introduced themselves. Role of Tenant partnership Team and Housing Improvement Workshops introduced. Everyone thanked for attending the first Online HIW. Adrian sent apologies.
One word check-in - Nervous, nervous, open to learn, curious, curious, listening
	
	
	

	Service Updates
S&Q – Charlotte Bailey

TIA – Sarah Hobbs and Charlotte Bailey

Tenancy – Alexander Burns

Neighbourhood and Community – Charlotte Bailey




	Safety & Quality – 
- There has been a restructure in the Team. Compliance now operates within the Housing Policy & Project team and not Repairs, voids and compliance. There is now a Building Safety team to handle compliance work, including Fire Safety, now overseen by Building Safety Manager: Darren Smith.
-Key policies have been updated in line with KPI’s and 12 months ahead of Awaab’s Law; including Damp & Mould and Recharge policies. There has been one year of tenant feedback and new policies have been soft launched in the council.
-Damp & Mould – each case reported, now reported requires an outcome email/ letter to be sent to tenant with recommendations and advice, tenants have the chance to disagree with outcome and agree next actions with council

Tenancy – 
-Senior Allocations Officer gave overview of role and responsibilities of Allocations team; Management of Housing register, working with applicants to assess need and priority to promote suitable accommodation, partnership working with homelessness and temporary accommodation teams and other landlords and housing associations.
-Applications to Hampshire Homechoice have increased have risen over past seven years from approx. 25 to 40 per week- through both general and homelessness routes.
-Half of the housing register are allocated to homes with one year, thanks to good partnership working with partner landlords and new builds.
-Waiting times are lower, across the Housing register bands at the council compared with other local authorities. 

Transparency, Influence & Accountability (TIA) – TSM Survey complete – awaiting results. Under 35’s cohort is still needed, and Tenant voice can help service design and tenant feedback. There is now Policy Co-creation group to help with recent policy changes.

Neighbourhood & Community – 
-Partnership working, safety and inclusivity are high priorities alongside estates improvements for Estate team
- Recently the council achieved a gold award in DAHA accreditation (Domestic Abuse Housing Alliance). This means we’re the service provision and support to those affected by DA is accredited. There is now a DAHA lead – John Turton who will ensure this standard is maintained and improved.
	
	























	



	Main Activity: Tenant Carousel
	Purpose of the session - Offer a 1-year “tour” of all four Consumer Standards. Scenarios were presented by relevant officers, to help tenants explore service challenges and to capture tenant expectations for ideas for improvement. Tenants responded as the experts.

Safety & Quality – Scenario provided about a tenant who is heating her home any way she can, due to low income and other individual factors. Discussion centred around reasons that lead to fire risk and this area of prevention.
1. What helps you feel part of your community?
· Empathy, compassion, and understanding
· Positive neighbour relationships
· Opportunities to connect through local groups in safe spaces
· Friendly, personal communication that respects individual needs
· Access to information
2. How could officers behave with tenants who feel isolated or unwelcome?
· Be empathetic, tactful, and well-prepared
· Respect communication preferences (advance notice of visits, no repeated calls)
· Use friendly approaches such as handwritten notes if tenants are not home
· Communicate clearly, calmly, and without judgement
· The need to reach out to a tenant after neighbour reports was highlighted, to prevent such fire related incidents, and address pressures faced by tenant.
· Ensure contacts for support agencies and specific council departments provided at point of move in, and that there is a scheduled check in. 
3. What small, low-cost ideas could help tenants feel included in their estates?
· Signpost to Tenancy Sustainment services, energy debt charities, and support lines
· Share clear contact details for help
· Support neighbour connections via local groups

Scenario - 'Ukrainian family struggling with language & overcrowding' - A family from Ukraine were allocated their first social housing tenancy with the Council two years ago. They are now settled with employment and schooling. Children are getting older now, so family apply for larger property through Housing register, their English has improved but they still have difficulty with completing 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?

Not understanding the application processes or options, e.g. mutual exchange. Officers unaware of wish to move as initial form cannot be completed. Tenants / applicants unaware they can contact officers with questions before applying. It was suggested that the children’s ages could be a barrier in application stage as the older child would be allowed to live independently soon. Clarification provided, that housing needs are assessed based on a Tenant’s current situation and not what is anticipated. Tenants wishing to move between council homes may require translation tools as process is different to first application. Reality is that it’s not a common scenario, but a case by case, person-centred approach would be taken.

Check language needs at application, first contact, or referral to ensure tenants can complete forms and understand correspondence. Offer translation support and provide documents in preferred language. The council does have this resource and there is a Ukraine resettlement team to assist for Ukrainian tenants. The gap may be non-UK national tenants facing communication barriers. Use  of Microsoft 365 tools to provide low-cost document translation would help.

Link with local charities and community groups to make them aware of different types of applications and each process  - they may be able to support individuals to contact Housing Allocations Officers for information or to apply. Housing Allocations have increased outreach via DWP, good partnership working with housing providers, and Homelessness services. There is also a well-publicised direct phone line managed by the team.

Transparency, Influence & Accountability Scenario – “Does Anyone Listen?” – A Tenant has stopped attending HIW’s, because although ‘the people are nice’, they feel their views are not valued as have not seen changes. 
Key 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?

One tenant related to the scenario and could understand why they may give up attending because change is often slow or does not seem to happen. It was commented that where there are positive outcomes, these aren’t always reported by the council and that follow up communication after groups and workshops is essential. Some tenants may not understand why change can be slow, so understanding the pace of change in local authorities and government is important and managing attendees’ expectations. 

Knowing what has happened because of Housing Improvement Workshops would ensure people feel listened to and participation is valued. Keep people informed of progress and reasons why something has not been actioned.  One example provided of how this has been done already is where responses with explanations about decisions are sent to the Policy Co-creation group, after their feedback about each policy. It was suggested that a ‘round up’ of all HIW’s could be created to do the same thing, in the form of a newsletter. It would be useful to start with an ‘Action Tracker’ for HIW’s.

It was recognized that there is a gap in reporting back about feedback that tenants provide (closing the loop) and ideas for improvements are being reviewed. Currently, tenants and the council are working together at the Complaints Focus group, to look at ‘lessons learned. This will close the complaints’ feedback loop, meaning the outcome of these workshops will inform best practice and prevent future similar complaints. 
The aim is for Tenant feedback after all activities / events, to be responded to in the same way that those who have made complaints receive response to their feedback. This could be standard practice. A quarterly newsletter would be less complex and more time efficient.

Other projects in the pipeline are: Annual report, Tenant voice panel, quarterly ‘You said, We Did’ newsletter. The aim is to share the tenants’ voices, to capture details about how their voice was heard and where they feel their contributions have had that impact. Benefits of a newsletter would include good advertising platform to reach and involve more tenants, highlight outcomes of tenants and council partnership, celebrate key achievements and tenant contributions to outcomes.

Neighbourhood & Community - (Inclusion & Belonging) Scenario - “Feeling Like an Outsider in Your Own Community” - Scenario 
A Tenant over 60 years old and lives alone moved to a flat in a building shared with other Tenants after fleeing domestic abuse. Does not know neighbours or feel confident to speak to them.  Has tried to engage in a local support group but did not feel like she belonged there.
Key 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?

Tenants discussed own experiences and observations of neighbours within the community and what it is to feel part of a community. Some council tenants may live in a building or street with households that have a mix of tenures, with a mix of landlords, or who own their property.  Friendly neighbours and opportunities to engage with them in outdoor spaces was mentioned. Some who move into communal blocks may specifically feel intimidated and excluded as a new Tenant who does not know anyone yet.

Sharing information about; local events, services, activities, groups, targeted support groups, charities; was suggested, to reduce loneliness and help all individuals within the community to feel welcome and included. Tenants may not be aware of these, and it needs to be promoted wider through social media.  It was noted that some individuals may not feel confident to attend for individual reasons, e.g. perception of the neighbourhood, (particularly if new to the area), not confident to attend on their own and may need encouragement from council officers.

Opportunities to provide information to tenants include at point of moving into home and shortly after they move in.   Ideas shared included give new tenants a parish magazine, create an online directory for local activities and signpost to, send a ‘welcome to your patch’ e-mail with links to key community spaces such as the library / discovery centre.

One low-cost idea to connect individuals in communities and improve outdoor spaces; already implemented by Tenant Partnership team; was a recent council organised ‘litter pick’ action day in Stanmore. Cardo (contracted building maintenance and refurbishment company) Social Value manager Daniel Barras provided a skip at no cost on the day. A Stanmore ‘skip day’ action day is planned to follow in early 2026 which could be rolled out in other areas.    

Suggestions made were sending links in e-mails to sign up for the Winchester City Council newsletter. The need to further promote groups / activities was highlighted also, suggestions included use of social media.
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Engage with Tenants on social media
	





































































































































































































Tenant Partnership Team
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