Housing Improvement Workshop Notes
Tenancy
21st June, Kingsworthy
Deep-Dive Topic: Signing Up to a New Home: Making the Process Simple, Clear and Accessible
Workshop Purpose
This workshop explored how Winchester City Council can make the journey from being offered a property to moving into a new home simpler, clearer and more accessible. Residents were invited to review each stage of the sign-up process, identify potential barriers and suggest improvements to better support new tenants.
Service Update
Gareth Darke & Carolyn Blythe provided an update on recent changes within the Housing Landlord Service, including the introduction of Area Housing Managers, additional Housing Officers and proposed improvements to the tenancy sign-up process. The update also highlighted the service's ambition to improve visibility within neighbourhoods, strengthen relationships with tenants and review key tenancy documents and processes.
Workshop Discussion
The workshop began with a one-word check-in asking participants what is most important when moving into a new home. Responses included good neighbours, safety, communication, flexibility, quality and clear information, highlighting that the experience of moving into a home is about much more than the property itself.

Using a customer journey exercise, residents reviewed every stage of the tenancy process, from application through to the new tenant visit. Participants agreed that the process should be tenant-centred, with clear communication, realistic expectations and appropriate support provided at every stage.

Communication emerged as the strongest theme throughout the workshop. Residents felt prospective tenants should receive a clearer explanation of the overall process, including timescales, allocation bands, responsibilities and what will happen next at each stage. They also discussed the importance of reassuring applicants once they have accepted a property, so they understand the status of their offer and what to expect before moving in.

The discussion also explored how the Council can better understand individual needs before a tenancy begins. Residents highlighted the importance of considering health, mobility, affordability and support requirements throughout the assessment process, ensuring appropriate referrals and adjustments were made where required. Participants also supported greater flexibility by offering different options for tenancy sign-up, including at the Council offices, at the property or digitally.

Finally, residents discussed the importance of ongoing support after moving in. They felt new tenants should understand when Housing Officers will visit, what support is available and how the Council will continue working with them to help sustain their tenancy.
Service Improvement Suggestions
Implement pre-tenancy inspection for residents moving in, providing a snagging opportunity and listing any planned works.
Offer sign-up options (Council office, property or digital).
Look into providing card machines for sign-ups completed at the property.
Provide reassurance following the property viewing, including clear confirmation of the offer status.
Standardise communication at key touchpoints, including what happens next and expected timescales.
Communicate a clear visit schedule and expectations for new tenants.
