Winchester City Council – TACT Board meeting				Actions / Outcomes

Date: 13th January 2026

In attendance: Cllr Horrill, Cllr Reach, Laura Doyle, Lin Mellish, Matthew Hamilton, Mike Sagar, Nick Derbyshire, Sandra Salter, Sarah Hobbs, Simon Hendey, Yvonne Anderson, Annie Hall

**This meeting was observed by lead contacts at Regulator of Social Housing (RSH) Scott Conroy, Peter Brown

Apologies: Karen Alexander, Paul Woodham

	Agenda Item
	Discussion Summary/ Notes
	Actions
	Person Responsible
	Deadline

	1.Minutes of previous meeting- Cllr Reach  - information only
	The Board were asked if there were comments on the minutes of previous TACT board Meeting. It was commented that there were some actions that were not picked up from the previous meeting  and these would be sent to Cllr Reach. 

Regarding the TACT Extraordinary Meeting – HRA Budget, the government’s decision about rent convergence is due later in January 2026 thus no update for this meeting.
	Provide update on actions sent to Cllr Reach
	YA, SH
	ASAP

	2. Feedback from Housing Improvement Workshops- TACT Board – information only
	Tenants gave their feedback about the Housing Improvement Workshops (HIW) they attended. 

For the first Online Digital HIW, there were only two tenants in attendance, but this enabled them a positive dialogue. 

The first HIW held in Kingsworthy was Neighbourhood & Community and two new tenants joined. 

The local TACT Board member expressed their disappointment at low attendance numbers despite their significant efforts to promote the event in the local area through neighbours, community and councillors and reflected that whilst promotion is important that wasn’t the only reason for low attendance; it was suggested that the HIW date was too close to Christmas.
The group suggested planning future HIWs to avoid both  public holidays and concluding by 1st December. 

The group talked about promoting engagement by encouraging attendance from those tenants who have contacted the council for various reasons, after a complaint or after accessing other housing services and it was confirmed that this is an aim of the service. It was clarified that there are governance requirements to meet based upon tenants communication preferences for their engagement/participation activities and events or not. . Other comments about HIW’s were that it always feels like a positive environment, where there is always something to learn and an opportunity to be kept updated. Outcomes of the Tenancy HIW in Bishops Waltham were presented, the topic was ‘Allocations and Lettings’ which followed on from ‘Mutual Exchange’ previously, so this natural progression worked well. 

As there are always good speakers at HIWs, improvements could be made to retain engagement by: 
· calling tenants afterwards and by providing refreshments and  
· contacting councillors to use existing mechanisms for HIW engagement and promotion including existing parish coffee mornings 
· It was added that tenant members of the TACT Board are either attached to a specific location or a specific theme (consumer standard).
· The October Housing Stock tour helped inform discussion at these HIW’s as it was a good opportunity to meet a variety of tenants in a variety of properties in rural locations. It was felt this was a good chance for TACT Board members to engage with other tenants to help promote their views, particularly in rural areas where accessibility and inclusivity can be barriers to engagement with the council.
	




































Contact HIW attendees asap after attendance.


Engage with councilors to promote HIW engagement.
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March 2026/  ongoing 

Ongoing 














	3. KPI Performance: Q3 (October/ November) Compliance and Housing scorecards- Yvonne/ Paul – information only
	Performance was discussed by exception (Red and amber)  using the RAG ratings assigned to each KPI. 

Increase in number of abandoned calls was queried and it was explained that this was due to staff sickness alongside expected service demand relating to increased calls for both damp/ mould and heating issues. 

TACT Board commented on the scorecard presentation stating they would like to see previous data to enable them to analyse and compare month on month and trend data analysis the from previous month/quarter/year to help transform data into a useful performance dashboard. 
TACT was advised that planning is underway to create real-time Business Insights dashboards and these will be brought to the Board for review once development is underway taking account of feedback from the Regulator of Social Housing (RSH) and a suggested template they have shared for consideration.

In discussing heating issues, it was suggested that the council do more to encourage tenants to manage this aspect of their home as tenants wait until last minute to put heating on, due to fuel prices, was highlighted as one potential reason for the increase in call volumes.
Discussion followed about what more could be done including use of social media, promoting a campaign such as ‘test your heating Thursday’, contractors and staff to remind tenants during their visits, and changing the recorded message when tenants call the council. 
Discussion about use and adoption of My Winchester Tenancy to enable tenants to contact their landlord other than by phone. Finding out more about who is signing up for the system and not using it is important.

There are challenges sometimes regarding urgent jobs and how the council’s main contractor manages their sub-contractors, which impacts performance and they need to be held to account; the Board agreed that it needed more detail needed around this with a robust contingency plan for ‘day one’ to be added to the forward plan. 

TACT raised the crucial point that tenants calling the Repairs Out of Hours service are advised that they will be charged if a callout that is deemed not urgent and that is not tenant friendly and needs to be changed urgently. 

The management of damp and mould was discussed and the occasions where access to tenants’ homes has been challenging when tenants are not able to keep appointments within the required timeframe. 
Board questioned whether damp and mould would be included in the Compliance dashboard rather than the scorecard; they were advised that work is underway with consultants to review our approach to Awaab’s law alongside revising damp and mould performance measures for inclusion in the scorecard. 

Resources were discussed along with importance of planning for seasonal demands, so the service is better prepared alongside improving and driving up digital access routes for tenants to access services. 
There will be more alignment to Damp and mould metrics, and this will be added to the Forward Plan.

The Board noted the non-decent homes figures have improved and discussed the need to understand the direction of travel along with supporting narrative. A dashboard is being trialed so mapping can be started and shared.

Compliance scorecard- it was acknowledged that performance is improving across the compliance areas. 

Request made to provide information on fire doors
	

we will utilise staff resources from other services to support with Hub call handling

Review and update scorecard to incorporate month by month and quarter/yearly trend analysis







Review communication around managing heating in the home








Find out who is signing up to MWT but not using it.



Robust Contingency plan and more detail about sub-contractor performance to be added to April Forward Plan



Review why customers told they will be charged for repair callouts 


Update scorecard with revised D and M measures following consultancy work 


Damp & Mould access routes and metrics to be added to April Forward Plan










Provide an update on stock condition programme progress and outcomes with supporting commentary




Fire door programme and spend to be added to forward plan. Introduce KPI for fire doors on scorecard
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	4.2025/26 Capital programme progress- for information only. 
Simon H presented.   
	Slippage has not changed, the programme is halfway through, and it is normal for expenditure to be in the last quarter. There will be a direct impact on tenants when it comes to repairs where there may be delays. A query was raised about whether the reason for any slippage will be communicated with tenants, and does the slippage and budget get carried over to the next year.  - It was confirmed this is the case. It was queried whether the expectation was for any slippage to catch up in the next year or if would there be a ripple effect which could impact Decent Homes for example. Discussion followed about the risk of issues building up and the need to communicate with tenants about slippage.

The Board discussed the Retrofit programme, how to understand the impact and benefits to tenants of council homes achieving EPC C homes. 
The Board asked for clarification on the likelihood of all homes reaching an EPC C rating of ‘C’ and provisions in place for those homes where this would not be possible. 
The Board were advised that this lies with a separate project team, where there the e cost to achieve EPC C outweighs the benefit within obsolescent stock  those tenants living in such homes will be offered tailored support by the Retrofit team, according to needs with a range of options to be considered 
It was agreed that clarity was needed on the strategy for this and differences between properties that do and do not have EPC C ratings. 

One reason for why this is not currently being discussed was because survey visits have highlighted that some properties are not the rating as thought initially. It was agreed that this would be added to a future forward plan. 
	





Communications to be provided on reason for slippage.






Retrofit Team to clarify tenant impact of living in an EPC C property compared to other EPC ratings.


Strategy to support households is to be discussed at TACT Board Meeting and added to forward plan.

Retrofit update to be added to forward plan 
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	5.TSM survey results- Sarah – discussion /debate
	Summary TSM results were presented to the Board who were advised that  the full report is due to be shared at Housing Cabinet Committee Meeting on 2nd February 2026, after which it will be made available to all members of the public. Overall, the service was in top quartile performance for satisfaction.

Summary overview/ highlights were that results showed higher satisfaction in Highcliffe but lower levels in Stanmore. Improvements in Winnall were recognised as a good achievement for the council as there is specific interest in Winnall with the new build schemes completion whilst tenants are enquiring about window replacements for which good tenant engagement is in planning. It was identified that there are several different estates in Winnall that differ in needs and character. 
It was agreed that the TSM results should be shared with tenants at the next round of HIW’s in March to close the feedback loop.

It was noted that most of the results were  above median benchmark and the Board recommended the creation of  a dashboard/ action plan, to track adverse results compared to previous year’s results to help monitor service improvement progress. 
The Board were advised that officers have recently met about the ASB service improvement plan and that more narrative is needed to align with numbers and percentages.

The Board discussed the ways in which these results could be communicated to tenants including via the tenant newsletter supported by a ‘You said, we did’ article in this publication though it acknowledged some tenants prefer paper/ hard copies and it is important to balance this alongside the aim of promoting digital comms.
It was agreed that efforts should be made to share and promote successes and ‘good news’ stories with a Board member citing as a success that the first Tenant Partnership Influence Plan TPIP) report being shared with tenants who attended the last TIA Housing Improvement Workshop, and which included all outcomes from the HIW’s over the past year. 

Board suggested that TSMs should be promoted as an outcome measure with all officers being aware of these as a helpful measure of service direction and one which can be benchmarked against other housing providers. 
The update concluded with confirmation that work will be underway to develop other ways to pulse check tenant feedback month on month and after their contact with the landlord service.	
	Full report to be shared after Cab Comm meeting.











Include TSM Survey results in Service update at next HIW’s.

Share action plan and trend reporting from current and previous TSM scores.





‘You said, we did’ updates to be included in Housing Newsletter 










Staff briefings to share TSM results and action plans.

Develop customer satisfaction feedback mechanisms
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February 2026


Ongoing



	6.Landlord Service Review update- Yvonne/ Laura Doyle – discussion / debate
	An overview was given of the restructure within Landlord services. Six teams exist and only one was not impacted. It was noted that there was a lot of work carried out with the union and HR to enable the consultation process 

The Board received a presentation about the systems thinking review of the customer journey for the Tenancy Service and how this informed the Landlord Service restructure to ensure that the Housing Officer role is the ‘single point of contact, (SPOC) for tenants 

Tenancy project ‘SHINES’ was presented and well received by the TACT Board; Sharing the approach with Councillors would allow them to advocate and explain to customers the changes and the SPOC for service delivery.

The Board fedback on: 
- the importance and potential for challenges regarding cultural change within teams but it was highlighted that this was not a great challenge for the tenancy team who managed this well. 
- whether there was tenant feedback on this and it was confirmed that tenants had acknowledged that a single point of contact is key to make them feel safe.
- the presentation being enjoyable and clearly shows the good work carried out. It was commented that this was a good example of how similar agenda items could be reported.
	




Share example of tenant
journey from Hampshire
Home choice to start of
Tenancy

Customer updates are to be provided in newsletter and via webpage.



Decision to be made about how ‘SHINES’ outcomes will be measured.


Develop customer satisfaction feedback mechanisms.
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February 2026 onwards




February 2026 onwards


Ongoing

	7. ASB RESOLVE review and outcomes- Yvonne/ Laura Doyle – discussion 
	TSM’s showed that ASB was a priority for improvement. 
The Board received a presentation which provided background and information on how the ASB review was conducted and the outcomes being delivered to inform service improvements. These include clarifications within the new ASB policy on what is and is not ASB, dedicated ASB Officer resource as part of restructure and reduced Housing Officer patch sizes to enable better communication.
  
	
	
	

	8. Customer feedback and lessons learned- Sarah – discussion 
	No discussion at meeting – all agreed to move forward with agenda. 
	
	
	

	9.‘MyWinchesterTenancy’ portal project plan- Sarah – information only
	Digital roadmap discussed. 
It was agreed that My Winchester Tenancy could be promoted more at sign up appointments. The intention is to have six week follow up appointments with new tenants to inform about Tenant Partnership activities / groups and two-way feedback will be shared back to a project team. 

Customer relationship management system (CRM) will work well with My Winchester Tenancy. TACT Board member offered assistance, to walk through their recent experience of CRM implementation at work.

It was raised that there are glitches with the rent account section of My Winchester Tenancy. Advised to raise any issues via the reporting email for investigation. The plan is to enable My Winchester Tenancy to interface with the new CRM once implemented.
	Housing roadmap implementation and projects to deliver service improvements. 

Contact TACT board members to arrange meeting.
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	Ongoing






February 2026



	10. Landlord Service risk register (information only)- Yvonne – information only
	No discussion at meeting – all agreed to move forward with agenda.
	
	
	

	11.Update on TACT involvement in policy development (verbal update)- Sarah -information only
	No discussion at meeting – all agreed to move forward with agenda.
	
	
	

	12.TACT forward plan - Cllr Reach- Information only
	Send forward plan
	Send forward plan and updates on items not discussed at today’s meeting (agenda items 8,10 and 11) 
Add Fire door statistics to forward plan
	Cllr Reach
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