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Housing Improvement Workshop: Transparency, Influence & Accountability
Deep-Dive Topic: Holding Your Landlord to Account
Location: Tubbs Hall & Kings Worthy Community Centre, Kings Worthy
Date: Saturday 19 September 2026
Time: 11:00am – 12:30pm
Workshop Purpose
To explore what tenants should be able to expect from Winchester City Council as their landlord, how tenants can understand whether Housing Services are delivering what has been promised, what barriers may make this difficult, and what the Council can do to overcome those barriers.
The workshop should also help tenants understand how their influence and scrutiny can travel through the wider governance structure:

Housing Improvement Workshops ↔ TACT Board ↔ Cabinet Committee: Housing
The flow should work both ways: tenants contribute ideas and scrutiny through HIWs and TACT, while the Council must also feed information, decisions, progress and outcomes back to tenants.
The session should remain positive, constructive and non-blaming. The aim is not to ask tenants to take responsibility for monitoring Housing Services themselves, but to understand what the Council needs to provide so tenants can see, understand and scrutinise how services are performing.
11:00–11:10 — Arrival & Warm Check-In (10 mins)
• Tea, biscuits and informal welcome.
• Introductions.
• Reminder that HIWs are tenant-led spaces where tenants and officers work together to improve Housing Services.
• Everyone’s voice matters.
• Focus on systems and service improvement rather than individual cases.
• Personal experiences can be shared where helpful, but individual cases will not be resolved within the session.
One-Word Check-In
“In one word, how do you feel when your landlord keeps you well informed?”
Record responses on flipchart. Do not analyse them yet. Explain that we will return to these words later when thinking about what good accountability should feel like.
11:10–11:20 — Service Update (10 mins)
Lead: Charlotte / relevant service lead
Use the usual HIW feedback-loop structure wherever possible:
You Suggested → What Happened → Current Position → Outcome
Suggested content:
• Relevant TIA Service Improvement Suggestions.
• Progress from previous workshops.
• Examples of how tenant feedback has influenced Housing Services.
• Any current performance / accountability developments.
• Brief update on TACT or wider tenant scrutiny where relevant.

Transition:
“One of the reasons we provide these updates is so that you can see what has happened after previous discussions. Today we’re going to look more widely at that question: what should you expect from us as your landlord, and what do you need from us to be able to see whether we are delivering?”

TENANT DEEP-DIVE – HOLDING YOUR LANDLORD TO ACCOUNT
11:20–11:28 — Setting the Scene (8 mins)
Keep this short and accessible.
Explain that Winchester City Council is accountable in different ways, including through:
• Tenants and residents
• Housing Improvement Workshops
• TACT Board
• Cabinet Committee: Housing
• Performance data
• Complaints
• Audit
• Housing Ombudsman
• Regulator of Social Housing
• External review / benchmarking
Do not explain every mechanism in detail.
Simple visual
Housing Improvement Workshops
↓
TACT Board
↓
Cabinet Committee: Housing
Add arrows back down to show that feedback and information need to return to tenants too.
Explain:
“Housing Improvement Workshops are one of the ways tenants can scrutinise and influence Housing Services. The things raised here can feed into TACT Board, which provides further scrutiny, and into the Council’s wider governance. Just as importantly, information needs to come back the other way so tenants can see what happened.”
Bring back the check-in
Refer to the words recorded at the start and ask:
“What do these words tell us about why good information and communication from the Council matters?”
Take only a few responses.
Set the tone
“Today isn’t about looking for things the Council has done wrong. We want to understand what helps tenants know how Housing Services are performing, what makes that difficult, and what the Council can do to make it easier.”

11:28–11:43 — Activity 1: What Should You Expect From Your Landlord? (15 mins)
Flipchart heading:
What should tenants be able to expect from Winchester City Council as their landlord?
Ask:
• What should you be able to expect from Housing Services?
• What should the Council keep you informed about?
• How should you know whether the Council has done what it said it would do?
• What would give you confidence that a service is working well?
• If something is not working well, what would you expect the Council to do?
• What would make you feel your views had genuinely been listened to?
Draw out the Council’s role
If participants identify something they feel tenants should do, redirect gently:
“What could the Council do to make that easier?”
or
“What support or information would the Council need to provide?”
Second flipchart heading:
What could make it difficult for tenants to know whether the Council is delivering?
Capture the barriers. Do not give examples first. Keep the focus on what prevents people from understanding or accessing accountability information.

11:43–12:00 — Activity 2: Can You Tell How We’re Doing? – Tenant Scrutiny Activity (17 mins)
This is the main scrutiny activity.
Provide 2–3 simple examples of the same fictional Housing performance information presented differently.
Example A – Headline
87% of responsive repairs completed within target
Example B – Simple visual
A basic graph showing performance over several months.
Example C – Headline + explanation
Headline performance plus a short explanation of current performance, the target, whether performance is improving or declining, and what the Council is doing if performance needs improvement.
Keep the information deliberately simple. We are testing how useful the information is, not participants’ ability to interpret complicated statistics.
Ask:
Does this give you what you need to understand how we’re doing?
• Which version is easiest to understand?
• What is missing?
• Would you know whether 87% was good or bad?
• Would you want to see the target?
• Would comparison over time help?
• Would you want explanation as well as numbers?
• How much detail is useful?
• Would different people need different versions?
• Where would you expect to find this information?
• How would you like the Council to communicate it?
Capture under three headings:
WHAT HELPS?     |     WHAT ARE THE BARRIERS?     |     WHAT COULD THE COUNCIL DO?
This directly explores different preferences for headlines, detail, graphs/visuals and narrative, as discussed in the planning meeting.

12:00–12:10 — Activity 3: When Things Aren’t Going Well (10 mins)
Use one simple scenario:
“Winchester City Council tells tenants that a Housing Service is not currently performing as well as it should.”
Ask:
What would you expect the Council to do next?
• Should we explain what has happened?
• Should we explain why?
• What would you want to know about what we are doing to improve it?
• Would you want a timescale?
• How should we keep tenants updated?
• How would you know whether the service had actually improved?
• What would good feedback look like?
Then ask:
What could make it difficult for tenants to follow what happens next?
What could Winchester City Council do to overcome that?
Capture as: Barrier → Council Solution

12:10–12:17 — From Barriers to Service Improvements (7 mins)
Flipchart heading:
What could Winchester City Council do to make it easier for tenants to hold us to account?
Review the solutions identified throughout the session. Each potential improvement should:
• address a barrier raised by tenants;
• be something the Council can deliver or influence;
• improve transparency, communication, scrutiny, feedback or accountability;
• avoid putting responsibility for service improvement onto tenants.
The flow should be:
Experience / expectation → Barrier → Solution → Council action

12:17–12:22 — Prioritising Improvements (5 mins)
Activity: Tick Voting
Flipchart heading:
What should Winchester City Council prioritise improving?
• Each attendee receives three ticks.
• They may put all three against one idea or spread them across different ideas.
• The highest-scoring ideas become the priority Service Improvement Suggestions.
12:22–12:25 — Service Improvement Suggestions (3 mins)
Review the highest-priority ideas and check that the wording reflects what attendees meant.
Use:
“Residents suggest that Winchester City Council should…”
Aim for approximately 3–6 SIS. Explain that they will be shared with the relevant service, added to the Service Improvement Tracker, monitored, and fed back to tenants.
12:25–12:27 — Co-Designing the Next Conversation (2 mins)
Present the agreed options for the next Kings Worthy HIW. Explain that the Consumer Standard rotates and tenants can help choose the next deep-dive topic. Ask attendees to vote.
12:27–12:29 — Tenant Activity Survey (2 mins)
Participants complete the evaluation form.
Suggested prompt:
“What is one thing Winchester City Council could do to make it easier for tenants to understand how Housing Services are performing?”

12:29–12:30 — Warm Close (1 min)
• Thank everyone for contributing.
• Confirm Workshop Notes and SIS will be shared.
• Explain that SIS will be added to the Service Improvement Tracker.
• Remind attendees that HIW feedback can feed into wider scrutiny through TACT and Council governance.
• Explain that feedback and progress will also be brought back to tenants.
FOR COUNCIL OFFICERS INFORMATION
Facilitation Approach
The discussion should follow:
Tenant experience / expectation → Barrier → What would overcome it? → Council action → SIS
Not:
Council problem → What should tenants do?
Throughout the workshop, facilitators should:
• keep discussion constructive and non-blaming;
• acknowledge individual experiences without turning the workshop into individual casework;
• ask “What could the Council do differently?” where discussion begins putting responsibility onto tenants;
• distinguish between what tenants should reasonably expect and what the Council is responsible for delivering;
• encourage scrutiny and challenge without creating an adversarial Council-versus-tenant dynamic;
• avoid requiring participants to understand regulatory structures or technical performance terminology;
• identify communication/accessibility barriers;
• capture solutions as potential Council service improvements.
Inputs Required Before the Workshop
From Charlotte / Housing Services
• TIA Service Update.
• Progress against previous relevant SIS.
• Any simple examples of how Housing currently reports performance to tenants.
• Confirmation of whether real Housing performance data or fictional/example data should be used in Activity 2.
• Any legal/data considerations that officers should be aware of when discussing what can be published.
• Brief confirmation of the HIW → TACT → Cabinet Committee: Housing pathway.
From Paul
• Any suggested performance-reporting examples.
• Any preferred terminology around accountability/scrutiny.
• Any important points from the planning meeting that should be reflected.
• Confirmation of any external accountability mechanisms that should be briefly referenced.
From Annie
• Flipchart paper.
• Coloured marker pens.
• Printed fictional/example performance information.
• Tick-voting materials.
• Tenant Activity Surveys.
• Previous TIA SIS / Service Improvement Tracker update.
• Next Kings Worthy topic options.
• Simple HIW → TACT → Cabinet Committee visual.
Intended Outcomes
• A clearer understanding of what tenants expect from Winchester City Council as their landlord.
• Evidence of tenants scrutinising how Housing Services demonstrate performance and accountability.
• An understanding of barriers that may prevent tenants from accessing or understanding performance information.
• Tenant views about what information should be provided, how much detail is useful and how it should be communicated.
• Expectations about what the Council should communicate when performance needs improvement.
• Practical Council-led solutions to identified barriers.
• Prioritised Service Improvement Suggestions.
• Evidence of tenant influence under the Transparency, Influence & Accountability Consumer Standard.
Four Pillars Framework
Representation
• Recognising that different tenants need information in different formats and levels of detail.
Participation
• Tenants actively scrutinising information and identifying barriers.
Influence
• Tenant views shaping Council approaches to performance, communication and accountability.
Feedback
• The Council demonstrating what happened as a result of tenant involvement and reporting progress against agreed improvements.
Intended Outputs
• Workshop Notes.
• Prioritised Service Improvement Suggestions.
• Service Improvement Tracker updates.
• Feedback on preferred performance-information formats and communication routes.
• Evidence of tenant scrutiny.
• Evidence for TPIP / TIA reporting.
• Future “You Said, We Did” feedback.
• Feedback that can inform TACT scrutiny and wider governance.
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