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introduction
Partners For improvement in islington (Partners) manages, maintains and improves 
6,400 street properties on behalf of islington council.

a major programme of improvement works will result in all the properties 
Partners manages meeting the decent homes standard.  as a leaseholder, you will 
have been consulted on the specific major works to your building. 

Once works have been completed, you will receive a final account (bill) for your 
share of the cost of the works. 

leaseholders are able to have their final accounts reviewed and checked by 
Partners Works Team as part of our Service charge challenge Procedure.
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Steps to resolving Your challenge
What you need to tell us 

if you are unhappy with the costs and/or works detailed on your final 
account, you should contact the leasehold Team at Partners. 

You can contact the leasehold Team either by phone 0800 587 3595 
(free from a land line), by letter (the address is on the bill), or email to 
leasehold@partnersislington.net 

it will help us to quickly resolve your concerns, if you provide us with full 
details of your challenge when you contact us. Many leaseholders send 
us a copy of their final account and highlight the works and/or costs 
they are unhappy with on the copy. To make it easier for you, we can 
also send you a copy of your final account by email, so you can use your 
computer to highlight the particular works or costs that you want us to 
look into.

Please note that in order to benefit from the 36 month repayment 
period it is important for you to start paying towards all undisputed 
sums whilst your final account is being reviewed. Any disputed works 
costs can be placed on hold until the matter is resolved.



We will acknowledge your challenge

Once we receive your challenge, Partners leasehold Team will send you an 
acknowledgement letter setting out our commitment to resolve your challenge 
within 12 weeks. and then pass on your challenge to Partners Works Team.

You will be contacted by Partners Works Team

Partners Works Team will contact you to arrange a convenient appointment date 
and time to meet and discuss your concerns. if you are at work during the day, a 
visit can sometimes be made for early morning or early evening.

if there is likely to be a delay in making an appointment to meet with you, they 
will ring, email or write to you apologising for the delay and informing you of 
when they will visit.

Partners Works Team staff who contact you to make an appointment are 
quantity surveyors who would have been involved in preparing your final 
account before it was originally sent to you.



What will happen when Partners Works Team meet you at your home

at the time of your appointment, the Works Team will discuss with you what 
works or costs you are querying. it is also important for you to tell them if any 
remedial works are needed or if you are aware of any uncompleted works 
identified when the works were originally carried out.

 

after the visit 

after the visit the Works Team will review your final account and make any 
amendments that are necessary. if any remedial works are required they 
will arrange to get these works done. Please note that any remedial works 
undertaken will be carried out at no extra cost to you.

it may sometimes be necessary for another visit to be made to your property. 
The Works Team will advise you as to whether this is necessary at the time of 
their visit.

if the amendments to your final account are quite detailed, Partners Works Team 
may send you a summary of the various amendments that are going to be made, 
so you can check and confirm that you are happy with the revisions.

We will contact 
you to arrange a 
convenient time to 
meet and discuss your 
concerns with you



The leasehold Team will notify you of any amendments to your bill

Once the Works Team has revised your final account (if applicable), your revised 
final account will be sent to Partners leasehold Team.

Partners leasehold Team will then make any necessary adjustments to your 
service charge major works account and will then send you a revised bill and 
invoice. 

Payment 

You can then discuss with Partners leasehold Team your preferred method of 
payment. if you wish to pay your whole bill straight away, Partners offers a 2.5% 
early payment discount.



internal Monthly challenge Meetings

as part of Partners Service charge challenge Procedure, senior staff from 
Partners leasehold, asset Management and Works Teams meet on a monthly 
basis to review final accounts. These meetings ensure that we continually 
strive to improve our challenge process and ultimately reduce the number of 
leasehold final account challenges which need to be reviewed.

complaints Procedure 

Please note that any major works challenges made by leaseholders are outside 
of the Formal complaints procedure run in conjunction with islington council. if 
you have a complaint about your major works bill, it must be dealt with through 
the Partners Service charge challenge procedure.



By Telephone (8.30am to 5pm, Monday to Friday) 
Freephone 0800 587 3595, 
Switchboard 020 7288 8310 
Minicom 020 7354 9121

in Person (8.30am to 5pm, Monday to Friday) 
4-6 colebrooke Place, 
london, n1 8hZ

By email 
enquiries@partnersislington.net

By Post 
Please send all letters to our colebrooke Place Office

how To contact us

if you would like this document in another language or format, or if you 
require the services of an interpreter, please contact us on our freephone 
number 0800 587 3595. 

Omnibus Business centre, 
north road, london, n7 9DP

Through Our Website 
www.partnersislington.net

or

TRANSLATION
AVAILABLE

For out-of-hours emergency repairs, 
please phone 0800 195 5255 or fax 
01444 446458


