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Group: Safety and Quality
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	Activity
	Discussion Summary/ Session Notes

	Check-in


	The session began with a warm welcome, introductions and a one-word check-in. Words shared included: overdue, valuable, scope, interested, reassurance, communication, feedback, follow-up, understanding, opportunity, planning, maintenance.

	Service Update:
Adrian Wilgloss (Repairs & Voids Manager)



	· Chris Irons, Asset & Planned Maintenance Manager obtained floor plans during the Stock Condition process which can also be used to advertise properties on the Hampshire Home Choice website.
· Reprocurement of repairs and maintenance contracts is currently underway, with tenders being reviewed. No decisions have yet been made, and tenants will be informed of any changes.
· Updates were also provided on Housing Stock Condition Surveys, including lessons learned around tenant contact data and communication challenges.
· Two thirds of Stock Condition Surveys have been completed already

	Main Activity: River Journey Mapping

Facilitators:
-Charlotte Bailey, Tenant Partnership Manager
-Annie Hall, Tenant Partnership Officer
	The session focused on tenant experiences of the Housing Stock Condition Survey journey, using a River Journey Mapping activity to explore each stage of the process.

1. First Letter (WCC)
Tenants felt the initial letter was sometimes unclear, repetitive or difficult to understand. The purpose of the survey was not always fully explained.
There was a strong suggestion that letters should be clearer and easier to read, and that tenants could be involved in improving them through a Reader’s Panel.

2. Appointment Letter (Penningtons)
Tenants reported long gaps between letters and appointments, and difficulty contacting the survey provider. Some were unsure whether their property would be included.
Follow-up text messages to rearrange appointments were seen as helpful.
There was a need for clearer communication about timing, contact details and what happens if no letter is received.

3. Survey Visit
Survey visits were often quick and efficient, but tenants were unsure what was being assessed and why.
Some expected repairs to be identified and carried out automatically, while others felt uncertain about the purpose of the visit.
Clear explanation and reassurance at the point of visit were seen as important to build trust.

4. Follow-Up / Repairs
Tenants were unclear about what happens after the survey and how it links to repairs.
It was clarified that surveys do not automatically result in repairs, and that tenants should use the standard repairs process for reactive issues.
This highlighted the need for clearer communication about the difference between surveys and repairs.

5. Completion / Outcome
Tenants felt there was no clear end to the process and wanted to understand the outcome of their survey.
There was strong interest in receiving some form of report or summary to provide reassurance and close the loop.

MRI System and Future Improvements
Tenants were informed about the move to a new MRI asset management system, which will improve how tenant preferences and survey data are recorded.
There were questions about access to the system and how information will be shared with tenants.
There was support for exploring this further in a future workshop.

	Service Improvement Suggestions
	· Promote upcoming surveys on communal noticeboards / web page, including key contact details

· Advise tenants about return visit process

· Preferred method of contact to be agreed with tenant

· Ensure tenants are aware that survey does not result in repairs, unless an emergency

· Advise tenants to use standard repair process for any reactive repairs needed
· Explore options for providing tenants with an outcome or summary following their Housing Stock Condition Survey, to help close the loop and improve transparency

· Consider utilising Reader’s Panel to create letters sent to tenants

	Topic for Next Session

	The next Housing Improvement Workshop in Kingsworthy will be focussing on Tenancy
Saturday 20th June at 11am – 12:30pm

The Deep-dive Topic chosen by Tenants was: 
Signing Up to New Home: Making the Process Simple, Clear and Accessible”




