Winchester City Council – Housing Improvement Workshops
Session Notes and Service Improvement Suggestions
Group: Safety and Quality
Date: 12th September 2026
Location: Bishops Waltham, (Jubilee Hall)


	Activity
	Discussion Summary/ Notes

	Check-in
	The session began with a warm welcome, introductions and a one-word check-in. When asked what first came to mind when thinking about a good repairs service, responses included “Broken”, “Frustrating” and “Reporting”.

	Service Update
	The workshop focused on the responsive repairs journey and what needs to happen to give the best possible chance of getting a repair right first time - from first reporting a problem through to what happens after the work has been completed.

	Deep-dive Topic:
Responsive Repairs: Right First Time

Main Activity:
The repairs journey
	Reporting a repair
• Reporting should be easy, with alternative routes for people who do not use smartphones, email or photo uploads.
• Call handlers need enough knowledge and technical understanding to ask the right questions, capture sufficient detail and identify the likely repair and appropriate trade.
Before the visit
• Tenants wanted clearer preparation information, more precise appointment information and text updates closer to the appointment.
• A clear point of contact and regular information about progress and next steps were important.
During and after the repair
• Information should “travel with the repair” so tenants do not have to repeat what they have already reported.
• Contractors should arrive with the right information, tools, equipment and expertise.
• Afterwards, tenants wanted an explanation of the work completed, relevant aftercare information and an easy way to provide feedback.
Strongest theme: communication
Listening, recording information accurately, passing it to the right people and keeping tenants informed were seen as central to getting repairs right first time.

	Service Improvement Suggestions
	• Improve repair diagnosis and triage at first contact by ensuring call handlers have sufficient knowledge/training and capture enough detail to identify the likely repair and appropriate trade.
• Ensure information provided when a repair is reported is recorded accurately and passed through to everyone involved in diagnosing and completing the repair.
• Improve communication throughout the repairs journey, so tenants receive clear updates on progress, next steps and anything they need to do.
• Provide clearer and more precise appointment information, including text updates closer to the appointment advising who is attending and when they are likely to arrive.
• Provide an easy way for tenants to give feedback following a repair and show how that feedback is being used to improve the service.
• Maintain alternative ways of reporting repairs for tenants who do not use smartphones/email or cannot upload photographs.
• Provide a clear point of contact for a repair, potentially a named person.
• After completing work, explain what has been done and provide any relevant maintenance/aftercare information.

	What Happens Next
	The Service Improvement Suggestions will be recorded on the HIW Service Improvement Tracker and shared with the relevant Housing teams for follow-up. Tenants will be updated on progress and outcomes.




