Housing Improvement Workshop: Transparency, Influence & Accountability (TIA)
1 Year of HIWs — What Tangible Difference Have They Made?
Carroll Centre, Stanmore
Thursday 11 Dec 2025
6:00–7:30pm

SESSION OBJECTIVES
· Reflect on 1 year of HIWs: what tenants shaped, what changed, and what impact their involvement has had
· Validate where HIWs have influenced real service improvement across housing
· Be transparent about areas still in progress
· Explore a case study showing how HIWs create influence
· Capture tenant expectations for Year 2 of HIWs
· Continue building trust, visibility, and confidence in the engagement framework

6:00–6:10 — Welcome & Warm Check-In (10 mins)
Purpose: Help tenants settle in, build rapport, create psychological safety.
· Informal welcome, refreshments
· Quick round:
“What’s one positive housing-related experience you’ve had this year?”
(Pass option available)
Set the tone:
“Tonight is all about reflecting on what your involvement has changed — what difference HIWs have made, what’s working, and what more we can do together.”

6:10–6:20 — Service Update from Sarah Hobbs (10 mins)
A short operational update relevant to TIA, such as:
· Key performance insights
· Compliance updates
· Any new transparency or accountability initiatives

6:20–6:30 — Overview: Tenant Partnership & Influence Report 24–25 (5-10 mins)
Key Messages
· 1,815 tenants reached through engagement
· 79 activities delivered across the district
· Launch of TACT Board, strengthening democratic tenant voice
· Engagement now spans online, face-to-face, district-wide, sheltered schemes, and communities
· Repairs redesign shaped significantly by tenant voice
· Complaints Scrutiny, Policy Co-Creation, and Armchair Reviewers all launched through tenant demand
· EDI and inclusion improvements
· Digital expansion (drop-ins, online HIW launching this Autumn)
Close with:
“This is what tenant influence looks like — your voices shaping real change.”

6:30–6:50 — Presentation: 1 Year of HIW Actions & Outcomes (20 mins)
Actions that HAVE been delivered (HIWs → A&Os → Change)
HIW Format Co-Designed with Tenants
· Renamed from Consumer Standard Groups to HIWs
· Touring the district instead of central-only sessions
· Evening and weekend timings introduced
· Digital HIW launched
· HIW format simplified & made more accessible based on tenant feedback
New Engagement Infrastructure Created Through HIWs
· Evening Community Hub in Stanmore launched
· Complaints Focus Group set up
· Policy Co-Creation Group (6 meetings; 3 policies co-created)
· Armchair Reviewers launched (13 policies reviewed via this cycle)
· Tenant Partnership webpages expanded, making information easier to access
Explain:
“This shows how HIWs have not just influenced services — they’ve reshaped the entire engagement framework we now use across Housing.”

Areas in Progress (transparent update)
· Repairs reporting process and communication (in redesign phase)
· Allocations pathway - although restricted - is under review where possible
· HomeSwapper - as above
· These will be brought back to tenants once actioned
Reassure:
“Where actions haven’t materialised yet, they are in progress — and every action is now tracked through our HIW Actions & Outcomes log online. Officers are held accountable through the TACT Board.”

6:50–7:10 — Scenario 1: “Is Anyone Listening?” (20 mins)
Tenant:
David, 71, lives alone in sheltered housing in Weeke. He has been a council tenant for 34 years.
Background:
· David attended three HIWs last year because he wanted to help improve services for older residents.
· Each time, he raised the same concern:
“Repairs tell you they’re coming, but they don’t actually turn up.”
· He said this wasn’t just him — many in his scheme had the same issue.
Situation:
· David felt listened to at the sessions. Officers thanked him and wrote his concerns on the flipchart.
· But afterwards, he wasn’t sure what happened to the feedback.
· He didn’t receive updates, and he says repairs at his block still feel inconsistent.
· David has now stopped attending HIWs.
He recently told his neighbour:
“They’re nice people, but do these workshops actually do anything? I don’t know if it made a difference. I don’t want to waste my time.”
Complicating Factors:
· David doesn’t use the internet, so tracking Actions & Outcomes online isn’t accessible to him.
· He struggles to read long newsletters due to macular degeneration.
· He has social anxiety about “making a fuss”.
· He believes the Council does try, but “just doesn’t follow things through”.

DISCUSSION QUESTIONS FOR TENANTS
1. What went wrong for David here?
· Was it communication?
· Confidence in the process?
· Accessibility?
· Expectations?
2. What would have helped David feel listened to?
· What feedback loops matter most?
· What does “closing the loop” look like to you?
3. What behaviours should officers show when they receive feedback from tenants?
· Tone, clarity, honesty, consistency
· Explaining what can and cannot be acted on
· Following up when the tenant can’t access the internet
4. What changes could the Council make to prevent tenants feeling they’re “not being heard”?
Examples tenants might offer:
· Printed “You Said, We Did” letters for those offline
· Text-message updates
· Clear verbal updates at Sheltered drop-ins
· Named officer follow-up
· Regular updates to schemes

5. What does “real influence” look like to you as tenants?
· What would make engagement feel meaningful?
· What would feel like “your voice made a difference”?

7:10–7:15 — Vote for Next HIW Topic (5 mins)
Offer tenants 3–4 options, e.g.:
· TIA: Complaints & Learning
· TIA: Communications & Transparency
· Tenancy: Mutual Exchange or Downsizing
· Safety & Quality: Gas & Electrical (seasonal)
· Neighbourhood & Communities: Belonging & Inclusion
Simple voting method: dots or show of hands.

7:15–7:20 — Evaluation: Tenant Activity Survey (5 mins)
“We’d really appreciate it if you could take two minutes to complete our Tenant Activity Survey. This helps us evidence to the Regulator that tenants feel listened to and able to influence services.”
Provide:
· QR code posters
· Paper copies
· Help offered if needed

7:20–7:30 — Warm Close (10 mins)
· Thank tenants for their time and wisdom
· Reconfirm when Actions & Outcomes will be published
· Highlight how tonight’s insights go to:
· Senior Housing Management Team
· TACT Board
· Tenant Partnership Team
· Invite informal questions
· Close warmly
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Scenario 1 - Mr and Mrs Smith
They moved into their 3-bedroom house with Winchester City Council in a rural village on the outskirts of Winchester in 1985. 
They are both in their mid-70s and their adult children have all moved out into their own settled homes. 
They love the space their home offers, especially during Christmas and other family get-togethers when the family stay but they are finding their home harder to manage. Due to the rising heating costs and size of their garden they are thinking about moving to smaller more suitable accommodation but want to stay in a rural location.
They struggle to use the internet aside from sending the odd email and are reluctant to move unless it is to the right property in the right location.


Scenario 2 - Mr and Mrs Schevchenko
They 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.
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