
Residents Open Forum meeting 21 January 2016 

Partners staff: Tom Irvine, Katrina Dalby 

Islington Council staff: Eileen Abbott 

7 Resident attendees 

Discussion Item Response if applicable Actions 
A resident raised a discussion item 
regarding the equal treatment of 
leaseholders and tenants by 
Partners. The resident wanted to 
ascertain whether other residents 
had experienced any unfair 
treatment based on their tenure.    
 
The other residents at the Open 
Forum meeting had not 
experienced any feeling of being 
treated differently by Partners 
based on their tenure.  

All Partners residents should be treated fairly and equally. There are differences 
between the rights and responsibilities set out in the council’s tenancy agreements 
and leases. This means that there are some differences in the tools and powers we 
have available to us and in the actions we can take. 
 
If any resident feels we have treated them unfairly we would encourage them please 
to contact us so that we can look into it and explain what has happened, or if 
appropriate take action to put things right.  

 

Where a leaseholder sub-lets their 
property either privately or 
through an agent how does 
Partners communicate with the 
tenants and leaseholder. 

Leaseholders are entitled to sublet under the terms of their lease.  When a 
leaseholder sublets their property they must pay a £30 registration fee and tell us 
their contact details so that we can still write to them. They must also provide us 
with contact details for their tenants so that we can contact someone living in the 
property should we need to. Leaseholders retain the responsibilities set out in their 
lease when they sublet the property. 

Partners to 
feedback to 
resident on a 
specific issue 
relating to their 
property. 

Partners are considering a change 
to the way that we answer 
telephones. We are considering 
initially answering calls with a 
three option push button 
selection. The options we propose 

Residents raised the following concerns which Partners will consider as part of the 
project: 
• It is vital that the Repairs Team have information about responsive, cyclical and 

major repairs to ensure that residents’ questions are handled effectively. If the 
current problem is an information/database problem then changing the way that 
calls are answered won’t change that.  

Resident 
feedback will 
be included in 
any changes. 



are 1: Gas, Heating and Hot 
Water, 2: All other repairs and 
maintenance, 3: Anything else. 
Partners Customer Services Team 
would deal with calls under option 
3.  
We anticipate that the volume of 
‘option 3’ calls will be significantly 
less than the volume of calls 
currently answered by the 
Customer Services Team and we 
plan to increase their skill level so 
they can answer more calls at the 
first point of contact.  

• It would be useful to know where you are in the queue or how long you’ll have to 
wait for your call to be answered. 

• What should a resident do if they have multiple queries? How will their call be 
directed? 

• There should be a hold message which tells residents what other ways they can 
contact Partners if they don’t want to hold.  

• Partners’ staff should ensure that their direct dial number is on their email 
signatures.   

Partners complete repairs around 
1500 communal areas each year 
and we’re considering ways that 
we can make access easier. 
Partners handed out a door 
lock/key code option for residents 
to consider.    

Resident feedback included: 
• That the lock was flimsy and did not appear secure enough. 
• The design was inappropriate for street properties. 
• Residents wouldn’t be able to use their deadlocks. 
• The design was ugly. 
• The design would not be passed by planning in conservation areas. 
• Partners should consider using a secure key box on the exterior of the property. 

 

Islington Council are running drop 
ins for Partners residents  

Islington Council’s PFI Clienting Team who monitor the contract with Partners are 
holding two drop-in sessions in order for Partners residents (tenants and 
leaseholders) to provide direct feedback to the Council about Partners services, and 
raise any individual queries.  
The PFI Clienting Team’s key role is to monitor performance on repairs, housing and 
leasehold management and carry out audits and quality checks. 
The two drop-in sessions are being held on:  
Wednesday 2  March 2016 10am-12pm 
Wednesday 2  March 2016 4pm-6pm 
Where:  
Islington Customer Centre 
222 Upper Street  
N1 1 XR 

 



You do not have to book a slot but it would be helpful if you do so that we can 
gather any relevant information before the appointment to try to resolve any issues 
on the day.  
Please contact Eileen Abbott, Contract Improvement Manager for Islington Council, 
to book an appointment slot on 020 7527 4267. 

 
Boiler replacement programme – 
boxing in of pipes – feedback. 

Partners thanked residents for their feedback at the last meeting regarding their 
experience of the boiler replacement programme. Following on from their feedback 
the Gas Team have trialled and now implemented the use of a moisture resistant, 
white, melamine self-finished product for boxing in the pipes. Residents will 
continue to get £20 towards making good. Feedback from residents so far has been 
positive.  

 

What does Partners do when they 
are made aware that a resident is 
vulnerable?  

If we discover that a resident is vulnerable we would try to make relevant referrals 
to support agencies to get them any help they might need – however, this almost 
always relies on a resident voluntarily engaging – we cannot force them to do so.   
 

 

What is Partners doing to increase 
the numbers of residents joining 
the Scrutiny Panel?  
 

Partners Scrutiny Panel consists of resident volunteers and is led by an external 
consultant. The panel focuses on one area of Partners service and scrutinises it. This 
includes talking to residents, staff, reviewing processes, communication etc. relating 
to that service area. The Panel then reports its findings and service improvement 
recommendations to Partners. We are growing our resident engagement register 
and hope that new scrutiny panel members will come from this. We will also run a 
recruitment campaign through Partners Gazette and website. If anyone would like to 
know more about scrutiny please contact Katrina Dalby on 
Katrina.dablby@partnersislington.net or 020 7288 7733. 
 

 

Who will be the representative for 
Partners residents on the council’s 
Resident Scrutiny Panel after 
March 2016? 

Partners has referred this question to Islington Council. 
 
Islington Council has provided the following response (10 February 2016): 
 

Thank you for your feedback regarding representation of street property 
residents on Islington Council’s Housing Scrutiny Panel. There is not a specific 
role for a representative of street property tenants on the Housing Scrutiny 
Committee as there are only two spaces for resident representation and we 
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do not anticipate a change to this. The two resident representatives on the 
Housing Scrutiny Committee are there to bring a resident perspective to the 
committee.   
 
We have not finalised proposals at this stage on how residents will be 
selected to replace the roles Rose Marie McDonald and Jim Rooke carried out 
but this will be done shortly. We will certainly consider what type of support 
might be needed by any resident taking over this role and training will be 
offered to support residents in representing others.  
 
Once we have finalised the proposals we will be inviting interest from 
residents in the role on the scrutiny panel. It would be our aim to identify 
residents who would be enthusiastic in taking on this role. 

 
 

Date of next meeting – 17 March 2016 

 


