Winchester City Council – TACT Board meeting				Actions / Outcomes

Date: 12th May 2026
Hybrid Meeting

In attendance: Annie Hall, Charlotte Bailey, Cllr Horrill, Cllr Reach, Karen Alexander, Karen Thorburn,  Laura Doyle, Lin Mellish, Matthew Hamilton, Mike Sagar, Nick Derbyshire, Paul Woodham, Sandra Salter, Sarah Hobbs, Simon Hendey, Suzanne Hemmingway (HQN) , Yvonne Anderson

Apologies: None


	
	
	



	Agenda Item
	Discussion Summary/ Notes
	Actions
	Person Responsible

	Welcome and Introductions
	· The Chair welcomed attendees and acknowledged the recent passing of Monica Gill, recognising her valued contribution to tenant involvement work.
· Suzanne Hemingway from Housing Quality Network (HQN) attended as an observer ahead of the upcoming mock inspection activity.
· Charlotte Bailey, Tenant Partnership Manager joined the TACT Board Meeting for the first time and will be a permanent attendee
· It was noted that the revised TACT Board format aimed to encourage more tenant discussion, scrutiny and challenge, with less reliance on lengthy presentations.
· Members welcomed the opportunity to raise questions and identify areas for further “deep dive” discussions where needed. It was agreed that other forums would be used for such discussions.
	
	

	1.Tenant Voice and Influence 

1.1 How tenant feedback is making a difference
	· Members discussed the Tenant Partnership & Influence Report 2025/26 and the importance of demonstrating how tenant feedback leads to visible change and service improvement.
· Concerns were raised regarding engagement with younger tenants and working households Digital engagement methods,  may help improve participation from younger residents and build trust . Activities and events such as the upcoming ‘Party In The Park’ (formerly Access All Areas) in Stanmore were a success and a good example.It was highlighted there are issues with web links that need resolving still.
· Members highlighted the importance of making documents and communications easier to read, more visual and less “council worded”.
· The importance of “You Said, We Did” approaches and closing the feedback loop with tenants was emphasised to include ‘real life stories’ to promote and drive engagement
· It was raised that tenants are more likely to engage where they can clearly see the impact of their feedback and involvement.
· Officers advised that work is ongoing with the Communications Team to improve digital engagement, accessibility and visual communications.
· Feedback from Councillor members that individuals with various social landlords felt unsure about how to access support when needed. Board were assured that Strategic Housing do work in partnership with Housing Associations, and the council will respond to this issue.
	· Continue reviewing how tenant communications and engagement materials can be made more accessible and engaging, e.g QR codes, interactive web pages
· Explore additional digital and social media engagement opportunities. 



· Continue development of improved feedback and reporting mechanisms for tenants.
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Tenant Partnership Team
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	1.2 Updates from Housing Improvement Workshops
	· Members discussed key themes emerging from Housing Improvement Workshops, including communication, stock condition feedback and community engagement. 
· It was raised that tenants would benefit from clearer information following stock condition surveys and inspections. 	Comment by Sarah Hobbs: Yvonne spoke about stock condition updates going in the tenant newsletter as a way of sharing updates-can we add this as an action
· Members highlighted the importance of improving communication regarding planned works, maintenance programmes and property information. 
· The Board welcomed plans for a more visible Service Improvement Tracker and dashboard. 
· Members discussed the value of partnership working with local organisations, contractors and community groups. 
· It was agreed that Ward Councillors should receive clearer updates following local workshops.
	· Provide update after stock condition programme has concluded through tenant newsletter about next steps.
· Present HRA budget setting and captial investment budget to November TACT board
· Provide summary updates to Ward Councillors following HIWs. Through DSU


	Tenant Partnership Team	Comment by Sarah Hobbs: Tried to move the actions around so they align with the commentary to the left @Annie Hall
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Tenant Partnership Team	Comment by Sarah Hobbs: Tried to move the actions around so they align with the commentary to the left @Annie Hall







	2. Minutes and Actions
	· Previous actions were reviewed and updates provided.
· Members requested continued updates regarding contractor mobilisation, damp and mould work, and capital programme delivery and slippage update.
· It was noted that work continues to improve tenant-facing information within housing systems and advertisements and updates about My Winchester Tenancy engagement should continue
· Members discussed the importance of ensuring future scorecards remain tenant-focused and easy to understand.
· The Board discussed opportunities to improve visibility of compliance and fire safety information within future reporting.
	· Continue monitoring contractor mobilisation, slippage and provide updates to the Board
· Review opportunities to improve tenant-facing property information.
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	3. Service Improvement and Performance 

3.1 Improvement Plans 
	· Updates were provided regarding repairs audits, compliance improvement work and regulatory assurance activity. 
· Members discussed building safety, fire safety compliance and improvement activity relating to high-rise buildings over 18 metres. 
· A query was raised regarding whether current programme slippage presented any significant safety concerns. 
· Officers reassured the Board that there are currently no high-risk actions identified and confirmed that regular dialogue is taking place with Fire Safety Services and Building Safety Regulators. 
· It was noted that Building Safety reports will continue to be submitted to the relevant regulators. 
· Members discussed the importance of ensuring alignment between fire safety strategies, Fire Risk Assessments (FRAs), lettings approaches and the use of temporary accommodation within high-rise buildings. 
· Members welcomed ongoing improvement work following audit findings and self-assessment activity.
	












	














	3.2 Performance
	· Members discussed landlord performance measures and whether targets reflect tenant priorities and lived experience.
· Concerns were raised regarding repairs performance, communication issues and high abandoned call rates. Members queried how Damp and Mould would be dealt with next Winter.
· Members challenged how robustly are we challenging / supporting our tenants.  It was noted that additional Housing Officer capacity should improve tenancy support and estate management.
· Members highlighted the importance of clear trend analysis and visible improvement actions.
· Members discussed the importance of understanding tenant needs and ensuring services are informed by accurate tenant and Equality, Diversity and Inclusion (EDI) data.
· Questions were raised regarding how tenant vulnerability information is recorded and used to support service delivery.
· Officers advised that the Vulnerable Persons Policy is currently under review and highlighted the importance of increasing tenant uptake of My Winchester Tenancy, which allows tenants to update personal information and support needs.
· Tenancy Ready Programme has been successful and will be shared at next meeting.
· It was acknowledged that improved tenant data would help inform service planning, safeguarding approaches and accessibility improvements.
	Continue promoting My Winchester Tenancy to improve tenant engagement and data accuracy.
Bring back further updates regarding My Winchester Tenancy engagement and performance.







Consult TACT board via PPG framework for vulnerable persons policy



Share success of Tenancy Ready Programme at next meeting
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	3.3 Targets
	· New scorecard templates for target setting were reviewed.
· Members discussed how performance targets are measured and reported. 
· It was acknowledged that future scorecards should remain clear, tenant-focused and aligned with regulatory expectations and these scorecards were recommended by the Regulator 
· Members requested that future reporting includes clearer explanations where performance is below target and what actions are being taken to improve outcomes. 
· Members discussed the importance of ensuring performance targets and reporting remain meaningful, transparent and relevant to tenant experience. 
· The Board highlighted the value of visual reporting, trend analysis and accessible dashboards to support scrutiny and understanding of performance information.
	Fire doors to be added to compliance scorecard
Provide plan to increase tenants using portal
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	3.4 Tenant Satisfaction Measures
	· Members discussed the importance of understanding the reasons behind satisfaction levels and ensuring feedback informs service improvement activity. 
· It was noted that communication, visibility of actions and responsiveness remain key themes affecting tenant satisfaction. 
· The Board discussed the importance of demonstrating how tenant feedback influences priorities, decision-making and service improvements. 
· Members welcomed the ongoing development of the Service Improvement Tracker and “You Said, We Did” approaches.
	
	

	3.5 Complaints Performance
	· The Board received an overview of complaints performance, trends and lessons learned activity. 
· Members welcomed the progress being made with complaints reporting and improved visibility of data. 
· The TACT Board liked seeing the complaints data presented in this way and recognised the progress being made with reporting. 
· Members requested that future reporting includes more visual graphs and dashboards to help identify trends and top complaint themes more clearly, progress and forecasts.
· It was acknowledged that further work is needed to strengthen learning outcomes from complaints and demonstrate resulting service improvements. 
· Officers advised that work is underway to improve how complaints data is brought together across systems. 
· Members highlighted the importance of capturing both formal and informal complaint themes.
	Provide oversight of how we are learning from complaints
	SHo








	4. Service Updates
4.1 Repairs & Maintenance Procurement
	· An update was provided regarding mobilisation arrangements for new repairs and maintenance contractors. 
· Members welcomed progress relating to mobilisation activity and contractor engagement. 
· The importance of clear communication with tenants throughout the transition period was emphasised.
	
	

	4.2 HQN Mock Inspection Plan
	· Officers outlined the timetable and approach for the upcoming HQN mock inspection. 
· It was noted that the process will include meetings with tenants, officers and stakeholders alongside estate visits and service reviews. 
· Members welcomed the opportunity to support learning, improvement and regulatory preparedness activity.
	
	

	4.3 Revised Estate Improvements Approach
	· The Board received an update regarding proposed changes to the Estate Improvements approach following HRA budget discussions. 
· It was noted that the revised approach aims to support more estates and households while improving tenant satisfaction and aligning with SHINES principles. 
· Members discussed how tenants and councillors could help influence priorities and future schemes. 


· The possibility of TACT member involvement in quarterly Estate Improvement review panels was welcomed.
	




Ward Councillors to be updated through DSU on estate improvement approach 
Contact TACT Board members to seek volunteers for future Estate Improvement review panels.
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	5. Any Other Business
	· Positive feedback from the Regulator of Social Housing following the previous observed Board meeting was noted. 
· Lin Mellish advised the Board of her intention to step down later in the year.
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