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Housing Improvement Workshop: Tenancy 
Deep Dive Topic: Signing Up to a New Home: Making the Process Simple, Clear and Accessible

Location: Tubbs Hall & Kings Worthy Community Centre, Fraser Road, Kings Worthy, Winchester SO23 7PJ
Date: Saturday 20 June 2026
Time: 11:00am – 12:30pm

11:00–11:10 — Arrival & Warm Check-In (10 mins)
•	Tea, biscuits, chat, time to meet
•	Quick round: “In one word, how would you describe moving home?”
Reminder of purpose: 
•          a tenant-led space where tenants and council officers work together to improve housing services.
Reminder of the Terms of Reference.
A tenant-led space where tenants and council officers work together to improve housing services. 
Everyone’s voice matters 
Conversations focus on improving services together 
We talk about systems rather than individual cases 
Personal stories shared should remain confidential.  
11:10–11:20 — Service Update from Gareth Darke (10 mins)
Suggested content:
•	Additional Housing Officers recruited
•	Patch-based approach and increased visibility
•	Longer-term aspiration around getting to know tenants and stock better
•	Review of the Tenancy Conditions document
•	Proposed changes to the sign-up process
•	Housing Officer involvement at sign-up stage
TENANT DEEP DIVE – SIGNING UP TO A NEW HOME
(40 minutes total)
11:20–11:25 — Scenario Introduction (5 mins)
Scenario – Alex
Alex has recently been offered a council home.
They have attended a viewing, completed a tenancy assessment and are preparing to sign up for their tenancy.
Alex is unsure:
What happens next
Who they will meet
What information they should receive
Where the sign-up should take place
What support is available if they need it
Alex wants the process to feel clear, welcoming and easy to understand.

[image: Shape] 11:25–11:40 — Activity 1: Customer Journey Mapping (15 mins)
Set-Up:
Large flipchart showing the customer journey:
Application → Offer → Viewing → Tenancy Assessment → Sign-Up → Moving In → New Tenant Visit
Task:
Participants identify:
🟢 What should happen?
🔴 What could go wrong?
🔵 What information or support should tenants receive?
Discussion prompts:
•	What would you expect at each stage?
•	What might feel confusing?
•	What would help tenants feel supported?
•	What information is most important?
Capture comments directly onto the journey map.
11:40–11:55 — Activity 2: Housing Officers and Housing Assistants (15 mins)
Explain:
Current process:
•	Housing Assistant completes tenancy assessment
•	Housing Assistant conducts viewing
•	Housing Assistant completes sign-up
•	Housing Officer first meets tenant at the New Tenant Visit
Proposed process:
•	Housing Officer completes sign-up
•	Relationship begins earlier
Flipchart Heading:
👉 Is this a positive change?
Discussion prompts:
•	Would meeting your Housing Officer earlier improve your experience?
•	Would it help build trust?
•	Would it improve communication?
•	What benefits might there be?
•	Are there any concerns or unintended consequences?

11:55–12:05 — Activity 3: Making Sign-Ups Accessible (10 mins)
Flipchart Heading:
👉 What would make sign-ups simple, clear and accessible?
Discuss:
Potential locations:
•	Winchester City Council Offices
•	New home
•	Nearby scheme/community location
Prompts:
•	What would work best?
•	Should tenants have a choice?
•	Are there situations where one option is better than another?
•	What barriers could there be?
•	What accessibility considerations should be taken into account?
•	Would eligibility criteria ever be needed?
Encourage consideration of:
•	Rural locations
•	Travel time
•	Mobility needs
•	Individual circumstances
•	Staff resource implications
12:05–12:10 — Prioritising Improvements (5 mins)
Activity: Tick Voting
Flipchart Heading:
👉 What should Winchester City Council prioritise improving?
Instructions:
•	Each participant places three ticks next to the ideas they feel would make the biggest difference.
•	Ticks can be placed on one idea or spread across multiple ideas.
These become the priority Service Improvement Suggestions.

12:10–12:15 — Service Improvement Suggestions (5 mins)
Prompt:
👉 What practical improvements would make the sign-up journey simpler, clearer and more accessible?
Capture suggestions for the Service Improvement Tracker.
12:15–12:20 — Co-Designing the Next Conversation (5 mins) (IF TIME)
Next workshops
Next time in Kings Worthy – Saturday 19th September 2026
Theme: Transparency, Influence & Accountability
Topic – To be confirmed
Prompt:
👉 What questions should we ask?
👉 What experiences should we hear about?
👉 What housing service issues matter most to tenants?
Explain:
"We'll take your ideas into the planning meeting and consider them alongside service priorities and Business Plan objectives when designing the next workshop."

12:20–12:25 — Tenant Activity Survey (5 mins)
Participants complete evaluation forms.
Prompt:
"What is one thing Winchester City Council could do to improve the sign-up experience for future tenants?"
12:25–12:30 — Warm Close (5 mins)
•	Thank everyone warmly.
•	Confirm that Session Notes and Service Improvement Suggestions will be shared.
•	Explain how today's discussion will inform future service improvements.

FOR COUNCIL OFFICERS INFORMATION
Tenancy Consumer Standard Alignment

Tenancy Consumer Standard Outcomes

Fair, clear and accessible tenancy services
· The workshop explores how the sign-up process can be made simpler, clearer and more accessible for new tenants from the very start of their tenancy. 
· Tenants are invited to identify barriers, support needs and practical improvements that would help create a positive experience. 

Supporting successful and sustainable tenancies
· The discussion focuses on providing tenants with the information, support and relationships they need when moving into a new home. 
· Activities explore how early engagement and clear communication can help tenants settle successfully and understand their tenancy responsibilities. 

Effective communication and tenant understanding
· The customer journey mapping exercise examines what information tenants need at each stage of the sign-up process and how it should be communicated. 
· Tenants are encouraged to identify gaps, areas of confusion and opportunities to improve communication. 

Accessible and responsive services
· The workshop considers different sign-up options, including council offices, the new home and community locations. 
· Participants explore how services can respond to individual circumstances, mobility needs, rural isolation, accessibility requirements and personal preferences. 
Building positive relationships with Housing Officers
· The proposed change to involve Housing Officers at the sign-up stage is explored directly with tenants. 
· The workshop seeks feedback on whether earlier contact would improve trust, communication and long-term tenancy management. 

Tenant influence on service design
· Tenants are invited to scrutinise the current process, test proposed changes and shape future tenancy arrangements. 
· Feedback gathered will directly inform service development and future decision-making. 

Intended Outcomes
· Better understanding of tenant expectations during the sign-up process. 
· Insight into accessibility and support needs at the start of a tenancy. 
· Tenant feedback on proposed changes to Housing Officer involvement. 
· Service Improvement Suggestions to inform future tenancy service delivery. 
· Evidence of tenant influence against the Tenancy Consumer Standard. 



Four Pillars Framework
Representation
•	Considering different tenant circumstances and accessibility needs.
Participation
•	Exploring how all tenants experience the sign-up journey.
Influence
•	Tenant feedback informing future tenancy sign-up arrangements.
Feedback
•	Outcomes reported through Session Notes, the Service Improvement Tracker and TPIP reporting.
Intended Outputs
•	Workshop Notes
•	Service Improvement Suggestions
•	Service Improvement Tracker updates
•	Quarterly "You Said, We Did" reporting
•	Annual Tenant Partnership & Influence Report
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