Winchester City Council – Housing Improvement Workshops
Session Notes and Service Improvement Suggestions
Group: Transparency, Influence and Accountability
Date: 19th September 2026
Location: Kings Worthy, (Tubbs Hall)


	Activity
	Discussion Summary/ Notes

	Check-in
	The session began with a warm welcome and introductions before exploring what tenants should be able to expect from Winchester City Council as their landlord and what helps tenants hold Housing Services to account.

	Service Update
	The session considered communication, performance information, accountability and tenant influence. The group discussed how information and engagement can help tenants understand how services are performing and challenge or influence the Council when improvement is needed.

	Deep-dive Topic:
Holding Your Landlord to Account

Main Activity:
What should tenants expect?
	Communication and accountability
• Good communication helps people feel valued and listened to, provides reassurance and reduces uncertainty.
• Tenants wanted ongoing updates, staff who investigate when something does not look right, and transparency when something cannot be done.
Understanding performance
• When shown the example “87% of responsive repairs were completed within target”, tenants wanted the number of repairs, what happened to the other 13%, timeframe, target, benchmark, trend and information about different tenant experiences.
• Headline figures alone were not considered enough to understand or scrutinise performance.
Working together and improving engagement
• Tenants wanted curiosity rather than defensiveness when concerns are raised and preferred co-production where appropriate when developing solutions.
• Engagement should use different formats, including print where required, and should visibly show what happened after tenants took part.
• Ideas included open meetings or “impact days”, clearer promotion of engagement opportunities and automatic booking acknowledgements.
Complaints
• A suggestion was made to provide guidance on the length of complaints to create clearer boundaries and help staff deal with complaints efficiently.

	Service Improvement Suggestions
	• Ensure engagement information and opportunities are available in different formats, including printed information where required.
• Use co-production with tenants where appropriate when investigating problems and developing solutions.
• Provide opportunities for open meetings or “impact days” where tenants can speak directly with contractors and service representatives.
• Make improvements arising from Housing Improvement Workshops more visible so tenants can see what was heard, what action followed and what changed.
• Improve how Community Hubs, Digital Drop-Ins and Housing Improvement Workshops are promoted and explained so tenants understand their purpose and how they can use them.
• Introduce an automatic acknowledgement when a tenant books onto an engagement activity so they know their booking has been received.
• When reporting back on tenant suggestions, clearly explain what can and cannot be done and why.
• Work more closely with tenants when developing Housing performance reports so information provides enough context for tenants to understand and scrutinise performance.
• Produce guidance to tenants on the number of words/pages complaints can include to create boundaries and assist Housing staff to deal with these efficiently.

	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. Progress and outcomes will be reported back to tenants.




