	
	
	




Winchester City Council - TACT Board meeting 								Actions / Outcomes  |  DRAFT
Date: Tuesday 13th October 2026
Time: 6:00pm - 8:00pm
Location: St Giles Meeting Room, City Offices, Colebrook Street, Winchester SO23 9LJ
In attendance: Annie Hall, Charlotte Bailey, Laura Doyle, Nick Darbyshire, Matt Hamilton, Simon Hendey, Hayley Malcolm, Cllr Mark Reach, Mike Sagar, Paul Salter, Sandra Salter, Mike Wearn, Paul Woodham, Cllr Caroline Horrill.

Apologies: Karen Thorburn, Chris Irons

	Agenda Item
	Discussion Summary/ Notes
	Actions
	Person Responsible

	Welcome and Introductions
	· The Chair welcomed attendees Mike Wearn and Hayley Malcolm. All Board attendees introduced themselves.
	
	

	1. Minutes and Actions
	
	
	

	1.1 Previous Minutes
	· The previous minutes were presented. No specific amendments or comments were recorded in the meeting notes.
	
	

	1.2 TACT Action Log
	· Members noted gaps in the Action Log, including missing owners, status updates and progress notes. The importance of officer ownership and keeping the log up to date was emphasised. It was noted that there have been staff changes and actions need to be reallocated. An updated version had been completed but was unavailable at the meeting
	· Actions to be reallocated after staff changes
· Share the correct updated Action Log following the meeting.
	ALL

Annie Hall

	2. Tenant Voice and Influence
	
	
	

	2.1 Updates from Housing Improvement Workshops (Tenant / Resident Members)
	· Neighbourhood and Community: Tenant members outlined feedback on neighbourhood walkabouts, including staged or more accessible approaches. Attendance can be difficult to secure. 
· Members discussed involving tradespeople so that practical issues can be assessed on the spot, subject to resources, and possible Community Safety involvement. Clear explanations of what can and cannot be done were considered important.
· Safety and Quality: Members raised concerns that contractors sometimes attend without complete job information. It was noted that the person reporting a repair may not be the person present at the appointment. 
· The Board discussed identifying household support needs during triage and keeping vulnerability information current, accurate and non-intrusive. Officers referred to improvements to tenant information and triage, including work linked to Awaab’s Law. 
· Miscommunication and differences between tenant and Council understanding of when cases begin were also discussed.
· Members requested clearer public information on Housing Officer patches and responsibilities.
· Members welcomed the You Said, We Did / We Are Doing updates and suggested looking at how many tenants are reading them. They also suggested using short videos to help more tenants find out what has changed as a result of their feedback.
	· Explore tradesperson attendance at walkabouts/ High Impact Day and Community involvement.

· Review repairs triage and the information passed to contractors, including relevant household needs.


· Publish Housing Officer patch details once posts are filled; prepare a map of team/patch coverage (Jan)

· Explore who is reading “You Said, We Did” and short video updates and monitor reader engagement.
	Chris Irons



Chris Irons



Laura Doyle




Charlotte Bailey


	2.2 Closing the Feedback Loop – How tenant feedback results in service improvement
	· Papers: Tenant Partnership and Influence Annual Report 2025–26; You Said, We Did Report Q1 26/27; Party in the Park Report 2026.
· 
The Board welcomed the approach to showing how tenant feedback informs service improvement. Q2 “You Said, We Did” was in draft and expected in November.
· 
Party in the Park: Positive anecdotal feedback was reported. Members were advised that external funding and social value contributions had covered almost all costs, with approximately £51 charged to the HRA. Potential activity in Highcliffe, Winnall and rural areas was discussed, working with ward councillors and existing community groups.
	· Explore further community engagement opportunities with ward councillors and existing groups.
	Charlotte Bailey

	3. Performance & Service Improvement
	
	
	

	3.1 Performance
	· Papers: Highlight reports; Landlord Scorecard; Compliance Scorecard.
· Empty homes and repairs: Members challenged void turnaround times, particularly in older persons’ accommodation. Officers reported that an eight-week improvement plan with Wates had begun around one week earlier. 
· Recent receipt of ready-to-let dates was viewed as progress after several weeks without them. Property advertising had been paused for two weeks, with delays explained to applicants. The Board agreed this was a necessary choice.
· Members questioned inspection and sign-off arrangements; officers referred to the void surveyor and a joint Council/Wates sign-off sheet. Where appropriate and agreed with the incoming tenant, some work might be completed after letting. The Board agreed this would be acceptable.
· Wates was now taking repairs calls, but waiting times were acknowledged as too high. 
· The Illuminate dashboard was demonstrated to members, intended to give improved visibility of work in progress, turnaround times and contractor performance. 
· Members queried subcontractor use, contractor oversight and highlighted that repeated no-access visits or outstanding repairs could indicate vulnerability or safeguarding concerns.
· Complaints: A member described an unsatisfactory complaints experience and questioned whether procedure of performance measures reflect resolution of the underlying issue. Officers said revised complaints procedures were awaiting Housing Leadership Board approval and a discussion stage with person making complaint had been added before Stage 1. 
· Members queried investigating-officer impartiality when dealing with complaints. Possible use of AI in complaints handling and the need for guidance were discussed.
· Members also discussed rent outstanding, staffing pressures and cost-of-living concerns; improvements to ASB case classifications and geographical reporting; gas compliance reporting; and plans for identified non-decent homes.
· Compliance – it was commented that some parts of the scorecards were open ended. Non decent homes have been identified and there is a plan for them to be addressed. The board asked whether selling or moving homes might be considered- yes this is an option if investment is not an option.
	· Report back on no-access and outstanding-repair monitoring. Add to agenda for Jan meeting.


· Share revised complaints workflow.

· Team leader to take ownership of Stage 1 Complaint process, but only where officer cannot resolve themselves within 48hrs
	Chris Irons



Paul Salter


Paul Salter

	3.2 Improvement Plans
	· Paper: HQN Action Plan.
· Officers outlined the HQN Consumer Standards Improvement Action Plan across the four standards, including actions, milestones and intended outcomes. Members commended the plan but challenged prioritisation, delivery capacity and accountability. 
· They suggested that risks to meeting milestones should be easier to identify. Regular oversight and evidence of improvement were emphasised.
	· Review how risks to delivery and potential missed milestones are shown in the plan.
	Paul Salter

	4. Service Updates
	
	
	

	4.1 Housing Services review (Verbal update)
	· Management and staffing changes were relayed to the Board. Housing Services Manager is renamed Service Lead- Tenancy and Laura Doyle is in this post. The following post has been created: Service Lead – Property and Assets, Chris Irons has been matched and appointed to the role. 
· The review was progressing into Phase 2 alongside HRA budget-setting work.
	
	

	4.2 LGR Update (Verbal update)
	· Members received a verbal update on the pause to Local Government Reorganisation in Hampshire and the possibility of a revised timetable. Due to find out this week.
· Reference was made to New Forest District Council’s recent regulatory inspection and the anticipated Winchester inspection timetable, subject to confirmation.
	
	

	5. Any Other Business (AOB)
	
	
	

	5.1 pre-HRA budget meeting date (Agree a date)
	· Members were reminded of the budget process, with scrutiny and Cabinet consideration in November and a decision expected in February.
· The Board’s opportunity to contribute views was highlighted. Members reflected positively on the previous year’s consultation.
· Board Members were encouraged to attend the Housing Cabinet Committee Meeting on 2nd November to inform discussion at the TACT Board Meeting HRA
	· Schedule a dedicated TACT HRA budget meeting.

· Develop an engagement group to help members examine budget papers.
	Annie Hall


Charlotte Bailey

	5.2 My Winchester Tenancy
	· Paper: Proposal for TACT 
· A proposal to pause affected My Winchester Tenancy reporting functions pending redesign.
· Members questioned the rationale, the comparative risks of pausing versus continuing, the impact on alternative contact channels and the absence of an indicative relaunch timetable.
· Officers referred to reports not being picked up, with resulting complaints. Members sought reassurance that the portal would not disappear without a clear plan and that redesign would improve its usefulness and uptake. 
· Clear tenant communications were considered essential.
The Board did not support pausing the service at this stage and requested further information before reconsideration. It was agreed that this would be provided within two weeks.
	· Within two weeks, provide a plan and indicative timescales, a comparative risk assessment, a clear case for the pause, a tenant communications proposal and assurance on alternative contact channels.
	Paul Salter (27/10) Needs extension

	5.3 Housing Leadership Board (HLB) and TACT Board Meeting
	· A joint Housing Leadership Board and TACT Board meeting was proposed as new members have joined to replace previous members -both senior officers, tenants and an independent member.
	· Introduce HLB members to the TACT Board. 
	Charlotte Bailey

	5.4 Member suggestions for additional agenda items for the next meeting
	· Members were invited to suggest future agenda items. No specific proposals were recorded in the supplied notes.
	
	



