Winchester City Council – Housing Improvement Workshops					
Session Notes and Service Improvement Suggestions
Group: Transparency, Influence and Accountability (TIA)
Date: 14th March 2026
Location: Bishops Waltham, Jubilee Hall


	Activity
	Discussion Summary/ Notes

	Check-in






	The session began with a warm welcome and a one-word check-in.

Tenants described how they were arriving as: Feedback, Outcomes, Iffy, Anticipation, Grounded.

This reflected a mix of curiosity, openness and some uncertainty about the topic, particularly around how the complaints process currently works.

	Service Update:

-Charlotte Bailey, Tenant Partnership Manager 
	Service Improvement Suggestions will now replace “Actions and Outcomes” across all Housing Improvement Workshops to clearly show how tenant feedback leads to service changes.

A Session Notes Summary will be shared after each workshop to give context to discussions.

A new Service Improvement Tracker is being developed and will be available on the Tenant Partnership webpage after the next round of workshops in June.

The Regulator of Social Housing (RSH) attended the TACT Board in January and provided feedback to help shape an Action Plan for improving Housing Services.

Work is underway to review and improve the complaints process across Housing Services.

Results from the Tenant Satisfaction Measures (TSM) survey (5,500 responses) will inform a new Action Plan.

	Deep-dive Topic-
Complaints and Learning

Main Activity- Tenant Scenario

Facilitators:

-Charlotte Bailey, Tenant Partnership Manager

-Annie Hall, Tenant Partnership Officer

	The session explored how tenants experience the complaints process and how it can be improved.

Tenants shared that understanding of the process is limited and that it should be the responsibility of staff to manage it effectively.

The process was described as off-putting, time-consuming and sometimes unclear, particularly around communication.

Some tenants felt that there could be a risk of poor conditions becoming normalized, meaning complaints are not always raised.
What We Heard
Positive experiences (often outside the council) included being kept updated, feeling listened to and having issues resolved quickly.

Tenants emphasised that complaints should focus on:
- What went wrong
- Whether it could happen again
- How it will be resolved

There was a strong view that tenants should be treated as customers, with clear expectations of good service and communication.

Some tenants felt there can be a culture of defensiveness or 'customer blaming'.

Processes were sometimes seen as overly bureaucratic, with too much focus on notetaking rather than outcomes.

Tenants recognised staff pressures but felt the focus should shift to learning and improving services.
How Tenants Want to Feel
Tenants want to feel:
- The issue is taken seriously and owned
- Someone cares about resolving it
- Confident that change will happen
- Listened to, respected and understood

They want regular, honest updates and to feel that staff go above and beyond.

Some tenants noted the time and effort involved in making a complaint and the importance of recognising this.
Solutions & Improvements
Tenants highlighted:
- Faster resolution of issues
- Clear and consistent communication
- Stronger ownership of complaints
- A more customer-focused culture
- Better use of complaints to drive learning

Training for staff was identified as key to improving consistency and approach.

	Service Improvement Suggestions
	· Explore ways to recognise tenant time and input in the complaints process

· Strengthen focus on resolving issues promptly

· Embed a more customer-focused culture across Housing Services

· Provide refresher complaints training for council officers

· Target complaints training in high complaint service areas

· Ensure officers take ownership of complaints from start to finish

· Improve communication throughout the complaints process

Demonstrate where officers have gone the extra mile

	Topic for Next Session

	The next workshop in Bishop’s Waltham will be: Neighbourhood & Community on Saturday 13th June. 

Tenants voted on the Deep dive and chose:

‘Keeping Our Communities Safe from Exploitation’ 
How can we recognise and prevent issues like cuckooing?




