
Housing Improvement Workshop: Safety and Quality
Responsive repairs: Getting it right first time
Saturday 12 September
11am to 12.30pm
Jubilee Hall, Bishops Waltham
Session aim
To work with tenants to understand what “getting a repair right first time” means from their perspective and identify practical improvements to the responsive repairs journey.
What we want to learn
By the end of the workshop, we want to understand:
· what tenants think a good repair experience looks and feels like 
· what needs to happen before, during and after a repair 
· where things are most likely to go wrong 
· what information tenants and repairs staff need to get things right first time 
· what matters most to tenants when judging whether a repair has been successful 
· which improvements tenants think should be prioritised 

11am to 11.10am | Welcome and setting the scene
Welcome everyone and explain briefly what Housing Improvement Workshops are for.
“Today isn’t about us telling you how the repairs service works. We want to turn that around.
We want to understand what a really good repairs service looks like from the point of view of the person living in the home.
In particular, we want to explore one question: what needs to happen for us to get your repair right first time?”
Explain that individual repairs experiences are absolutely useful, but today you’ll use those experiences to identify patterns and improvements that could make the service better for everybody.
Introduce the CIH work very briefly. Simply explain that national work across social housing is encouraging landlords to rethink repairs with residents, rather than designing services around organisational processes alone. 
Quick opener
Ask:
“When you hear ‘a good repairs service’, what’s the first word or phrase that comes into your head?”
Capture answers rapidly on flipchart.
Keep this sheet. Return to it later.

11.10am to 11.45am | Main activity: The repair journey
Put a long sheet of flipchart paper across the hall or use four separate flipcharts.
Draw this journey:
REPORT IT → BEFORE THE VISIT → THE REPAIR → AFTERWARDS
If attendance is high, split people into smaller groups and give each group the same four-stage journey. If attendance is lower, work through one large journey together.
For each stage, ask participants two questions:
What needs to happen for this to go well?
and
What gets in the way?
Give participants Post-it notes and ask them to populate the journey.
Prompt only when necessary.
REPORT IT
Think about:
· the ease of reporting
· explaining what has gone wrong 
· photographs 
· diagnosis 
· urgency 
· appointment choice 
· accessibility or support needs 
· knowing what happens next 
Ask:
“What does the person taking the repair report need to know to give the repair the best possible chance of being fixed first time?”
This is important because it moves the conversation upstream. A failed first-time fix may actually begin with poor information or diagnosis before an operative ever reaches the property.
BEFORE THE VISIT
Think about:
· appointment times 
· reminders 
· changes or cancellations 
· knowing who is coming 
· knowing what the operative is coming to do 
· whether parts need to be ordered 
· whether the tenant needs to prepare anything 
· communication when something changes 
Ask:
“What information do you need before someone arrives at your home?”
Then flip it:
“What information does the person coming to your home need about you, your home and the repair?”
That second question could generate particularly useful insight around reasonable adjustments, vulnerability, previous repair history and avoiding tenants having to explain the same problem repeatedly.
THE REPAIR
Think about:
· arriving when expected 
· having the correct information 
· having the right tools and parts 
· explaining what they’re doing 
· treating the tenant and their home with respect 
· workmanship 
· tidying up 
· recognising when something is more complicated than expected 
Then ask:
“What does ‘right first time’ actually mean?”
Don’t assume it means literally one visit.
You may uncover an important distinction between:
“Fixed in one visit”
and
“Handled properly from beginning to end.”
For example, tenants may consider a repair well handled even if a specialist part requires a second visit, provided that this was explained, the follow-up was booked and they weren’t left chasing.
That distinction would be very valuable service insight.
AFTERWARDS
Think about:
· knowing the repair is complete 
· checking the tenant is satisfied 
· what happens if the problem returns 
· warranties or follow-on work 
· feedback 
· learning from repeat repairs 
· keeping the tenant informed 
Ask:
“When should we consider a repair genuinely finished?”
Again, this shifts thinking away from simply closing a job on a system.

11.45am to 12.05pm | From experience to improvement: What would make the biggest difference?
Bring everybody back together.
Walk through the repair journeys and identify repeated themes.
On a fresh flipchart write:
GETTING IT RIGHT FIRST TIME
Underneath, capture the emerging ingredients.
For example, the group might identify:
Accurate diagnosis | Right information | Right person | Right parts | Good communication | Respect | Quality workmanship | Follow-up
But importantly, don’t pre-populate these. Let the tenants define them.
Then give each participant three sticky dots.
Ask:
“If we could improve just three things to give repairs the best chance of being right first time, where should we focus?”
Participants can put all three votes on one issue or spread them across different issues.
Once voting is complete, identify the group's top three priorities.
Then ask one final question about each:
“What would better actually look like?”
Capture a short practical description.
That takes you beyond dissatisfaction and gives the service something actionable.

12.05pm to 12.15pm | Our Repairs Promise
Write:
If Winchester gets responsive repairs right, tenants should be able to expect...
Ask the group to complete the sentence.
Aim to agree around five statements.
For example, tenants might ultimately develop principles such as:
I can report my repair easily and explain what has gone wrong.
The person attending knows what the problem is before they arrive.
I know when someone is coming and I’m told if that changes.
My home and circumstances are treated with respect.
I know what happens next if my repair can’t be completed that day.
Again, let them write the promise rather than giving them these statements.
That gives us a particularly strong output because we can take the tenant-designed principles back to Property Services and test the current repairs journey against them. It also reflects the CIH approach of residents helping define what an excellent repairs and maintenance service actually looks like. 

12.15pm to 12.20pm | Closing the loop
Explain clearly what will happen to today's work.
For example:
“We’ll take everything you’ve told us today, including your top priorities and your Repairs Promise, back to the service. We’ll record the actions that come from this workshop and report back to you on what happens next.
Where something can change, we’ll tell you what we’re changing. Where something can’t change, we’ll explain why.”

12.20pm to 12.25pm | Tenant Activity Survey
Introduce the Tenant Activity Survey.
Explin why we keep asking regular participants to complete it:
“Before you go, we’d really appreciate you completing our short Tenant Activity Survey. Some of you have filled this in before, and we know it can feel repetitive, but we ask after each activity because it helps us understand who is taking part, whether you felt listened to and, importantly, whether taking part is actually leading to improvements in housing services.”
Allow people time to complete it there rather than relying on them doing it later.

12.25pm to 12.30pm | You choose the next workshop
Explain that the next Housing Improvement Workshop in this area will focus on the Tenancy Standard, and attendees can choose which issue they would most like to explore.
Saturday 21st November 4-5:30pm Jubilee Hall
Put three sheets around the room:
OPTION A
[To be added]
OPTION B
[To be added]
OPTION C
[To be added]
Give each participant one voting dot.
“Which of these would you most like tenants to have the opportunity to influence at the next workshop?”
Announce the winner before everyone leaves if the result is clear.

Materials to prepare
· Four flipcharts headed Report it / Before the visit / The repair / Afterwards 
· Large supply of Post-it notes 
· Marker pens 
· Sticky voting dots, ideally two different types so the repairs priority vote and next-HIW vote don't become muddled 
· Blank Getting it Right First Time priority flipchart 
· Blank Our Repairs Promise flipchart 
· Three Tenancy Standard voting sheets 
· Tenant Activity Survey copies or QR code 
· Attendance/sign-in information 
· Refreshments
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