
Partners Residents Open Forum meeting 17 November 2016 

Partners’ staff: Tom Irvine, Katrina Dalby 

7 Resident attendees 

Discussion Item Response if applicable Actions 

Islington Council’s Housing Scrutiny 
Committee 

Rose-Marie McDonald, a Partners resident 
who is a member of Islington Council’s 

Housing Scrutiny Committee, provided an 
update on the Committee’s work.  
The Committee scrutinises different aspects 

of Islington’s housing service. The Committee 
is currently looking at services to residents 

who are vulnerable or have a disability. The 
Committee has used Islington’s Disability 
Committee to review the repairs service and 

share their experiences. Islington Council will 
review their procedures as a result of the 

work.   
Rose-Marie suggested Partners could 
encourage residents with personal experience 

relating to accessing services to feedback to 
Partners/Islington’s Scrutiny Committee. 

 Partners have been asked to contribute to the Committee’s 
review of services for vulnerable residents. We have confirmed 

that we are happy and willing to be involved and welcome any 
learning identified.  

 The main services we provide to residents are housing 
management services, repairs and maintenance services including 
cyclical maintenance programmes. 

 We manage general needs housing and are not specialists in 
providing support services. There are various organisations in the 

borough who specialise in providing support with dedicated 
trained staff or volunteers. Therefore where we identify - or 
residents report - needs which go beyond those our services can 

meet then in most cases we signpost residents to the appropriate 
organisations and agencies in the borough. Where appropriate we 

might make a referral directly to the appropriate agency. Partners 
has been working in the borough since 2003 and our Housing 
Management Team has developed a strong network of links with 

local agencies and organisations. We have developed our own 
directory to help staff identify the appropriate people and 

organisation(s) to help residents. 
 Islington Council delivers a range of support services itself, for 

example through Social Services, and our Housing Management 

Team are often in contact and work with staff from other agencies 
such as support workers. The Council runs schemes such as the 

Seasonal Health Intervention Network which is a single point 
referral system offering advice and support to Islington residents. 

The SHINE Team make contact and assess clients for around 30 
possible interventions helping people with health, energy 
efficiency, income, social isolation and more. Partners has made 

hundreds of referrals to SHINE. 

 Review the 
committee’s 

findings 
alongside 

Partners’ 
procedures.  
 



 Our staff receive training to raise awareness of vulnerability and 
help them identify residents who are vulnerable. Recent examples 

include mental health awareness and safeguarding. 
 Partners provides some additional or enhanced services to 

vulnerable residents. For example, we have a quicker response 

time on heating and hot water repairs. We have a discretionary 
repairs budget and occasionally complete repairs which are 

beyond our obligation (or the landlord’s) for vulnerable residents. 
We complete some internal decorations for older residents under 
the council’s assisted decorations scheme. And our Repairs Team 

completes adaptations to properties in accordance with the 
specifications of Islington Council’s Occupational Therapy team. 

 We sometimes complete programmes of visits or calls to older or 
vulnerable residents to help identify any needs which are not 
being met. For example, in 2016/17 following a desktop review of 

information held about our residents and their homes our Housing 
Management Team is completing a programme of visits to 70 of 

our older and vulnerable residents. In previous years we have 
made a round of telephone calls to residents who haven’t 
reported repairs for over 12 months, to check they are ok and 

whether there are any repairs they need to report. 

Lighting 

 
Kitchen Lights 

Residents discussed strip lighting in Partners 
kitchens. Residents noted that although the 
lighting is nice and bright, the bulbs are 

difficult to change, especially where a 
property has a high ceiling.    

Residents would like to know: 
 How long strip light bulbs last  
 Why do we install them 

 Will we change strip light bulbs for 
residents who can’t do it themselves  

 Technology has moved on since the 
contract was agreed with Islington 

 During the refurbishment we replaced like for like. Strip lights are 

commonly installed in kitchens because they contribute to the 
target that 10% of electrical lighting has to be energy efficient.  

 Strip light bulbs last 8-15 times longer than incandescent bulbs.  
 If a resident is unable to change their strip bulb they should 

contact Partners Repairs Team on 0800 587 3595 or 

enquiries@partnersislington.net. 
 If you want to replace a strip light with your own light fitting you 

should ask Partners’ permission which will normally be given, but 
you will need to employ your own appropriately qualified 
electrician to do this and you will be responsible for maintaining 

it.   
 If a person with epilepsy lives at the property please contact us 

and we will change the strip lighting for an alternative light 
fitting. 
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Council. Will lighting options be 
reviewed to take into account more 

environmentally friendly/cheaper 
options 

 Can Partners change strip lights for 

different types of lights 
 

Security Lighting 
A resident raised concerns about the 
suitability of her external lighting. The 

external light is controlled by a switch inside 
the building. If she goes out, leaving the light 

on, someone else in the house can turn the 
light off resulting in it being dark when she 
returns. The path is dark and she can’t easily 

open the front door. If the mortice lock is on 
it can take several minutes to get inside.  

Can Partners fit sensor lights instead of lights 
with on/off switches? 

 
 

 
 
 

 
 

 We are contractually obliged to provide artificial lighting to the 
front entrance of the property where street lighting is inadequate. 
We do not replace light fittings with sensor lights.  

 If you want to replace an outside light with your own light fitting 
you should ask Partners’ permission which will normally be given, 

but you will need to employ your own appropriately qualified 
electrician to do this and you will be responsible for maintaining 
it.   

 If your external lights are not working please report the fault to 
us on 0800 587 3595.Street lighting is provided by Islington 

Council. If there’s a fault with a street light or you’d like to find 
out more about street lights in your area you can go to: 
http://www.lightsoninislington.co.uk/Public/Default.aspx 

Tenancy Fraud 
What are the levels of tenancy fraud and 

what do Partners do to minimise it? 

 An example of tenancy fraud is sub-letting a tenanted property to 
make money. 

 Islington Council is concerned about this and our contract 
includes measures to identify fraud. We have to carry out an 

audit of 10% of Round 1 and Round 2 tenancies per year. This is 
roughly 190 properties for R1 and 260 for R2.  

 Auditing involves verifying that the person on the tenancy lives at 

the address. We carry out 2 day visits, 1 evening visit and 1 
weekend visit and if we are still unable to verify the occupants 

we’ll write to them with a specific appointment. If we identify 
fraud, depending on the evidence we’ve found we’ll take legal 
action against the tenant or refer the case to Islington’s Housing 

Investigations Team.  
 The audit sample is selected by working through the streets 

alphabetically. 
 In 2015-16 we gained possession of 14 properties and to date in 
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2016-17 we’ve gained possession of 9 properties.  

No Access (missed repairs 

appointments) 
Partners asked for resident feedback on how 

we can reduce no access.  
 

The majority of our tenants and leaseholders 
reliably keep repairs appointments. But in 

about 1 in every 10 pre-booked repairs 
appointments, the resident is not there and 
we can’t gain access to complete the repair. 

And a few of our residents regularly fail to 
keep repairs appointments. 

Time spent attending appointments when 
residents are not home delays other 
residents’ repairs. We’re trying to reduce the 

rates of no access to help us provide a better 
service. 

We would welcome your views on some of the 
options we are currently considering to help 

us achieve this. We would also be interested 
to hear any other ideas you may have. 
Options include: 

 
1. Communicate to residents the effects of 

no access in: 
- Newsletter 
- Website 

- Repairs appointment confirmation 
letters 

For example: 
Time spent attending appointments 
when residents are not home delays 

other residents’ repairs. 
Please think of your fellow residents and help 

us to provide an excellent repairs service: 

Resident feedback included: 

 We should consider residents’ additional needs e.g. if they have 
dementia and adapt our service to meet their needs.  

 The timing of the call is important.  
 Consider texting ahead with the name of the operative and 

expected arrival time. 

 Tell residents ‘we’ll be there in 20 minutes’. 
 Allow residents to have preferences on how we communicate with 

them. 
 Contact those who’ve missed appointments to ask why they 

missed them.  

 Think about those with children and timing appointments outside 
the school run. 

 Allow residents to give times that they won’t be available. 
 Make sure we get all residents telephone numbers. 
 Introduce a queue system which residents can access and tells 

them where they are in the list of appointments. 
 Everyone agreed that mentioning the cost of missed 

appointments was a good thing, even though we’re a private 
company. 

 Phone residents after 1 missed appointment.  

 Include an article in the Gazette about the cost of missed 
appointments. 

 What would Partners do with any money you collected? 

 Partners will 

consider the 
resident 

feedback when 
deciding what 
action to take 

to help reduce 
the rate of no 

access 



- Keep your repairs appointment where 
possible 

- Contact us to cancel if you cannot keep 
your routine repairs appointment*. 

- If you receive a text message confirming 

an appointment which you can’t make, 
please contact us. 

* Remember, if the repair is urgent you must 
not delay access to complete the repair. 
2. After a certain number of missed 

appointments, send a letter explaining the 
impact of missed appointment and reminding 

a tenant/leaseholder of their obligations to 
provide access for repairs. 
3. Carry out tenancy audits at homes where 

no access is most frequent - this means 
checking that the occupier is the tenant 

4. Change the timing of the text (sms) 
confirmation of repairs appointments. 
5. Introduce a charge, for example for a third 

missed appointment within 12 months. 
6. Revise Partners compensation procedure 

so that, where compensation is due to a 
resident for a service failure, the costs of any 
missed appointments in the last 12 months 

are deducted from the compensation due. 
 

Water Meters 
A resident who had applied for a water meter 

explained the process and outcome. Her 
property wasn’t eligible for a water meter but 
because of her application she has been put 

onto a discounted tariff.  

 If residents would like to be considered for a water meter they 
should contact Partners Housing Services Team on 0800 587 

3595 or enquiries@partnersislington.net and ask to be referred. 

 

Section 20 Notices 

A resident commented that the information 
contained within a section 20 notice for 

 When we’re carrying out major work at your home we know it can 

be disruptive and stressful for you. Over time, we have reviewed 
and improved our processes to reduce the length of time it takes 
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cyclical decorations work has become more 
detailed. They wanted to know how this could 

be achieved before scaffolding has been 
erected.  

to complete work.  
 One way we’ve achieved this is to ensure that the estimate of 

works included in the section 20 notice is detailed and includes 
contingencies and provisional sums for unforeseen work. This 
schedule is taken from a ground level survey and is informed by 

the property’s repairs history.  
 Once scaffolding is in place we carry out a more detailed survey 

and produce a more accurate schedule of works. We cannot 
normally put up scaffolding before Section 20 consultation where 
there is a leaseholder in the property. 

 Because the Section 20 notice includes a broad specification of 
works and contingency and provisional sums, if we find other 

works are needed after the detailed survey we are able to 
proceed without the need for a further Section 20 notice and 30 
day consultation period. 

 Leaseholders are welcome to see the results of the second survey 
and subsequent work specification.   

 Due to the wide scope and contingencies and provisional sums 
included in the Section 20 notice, final accounts will usually be 
lower than the amount detailed in the section 20.  

 On-going improvement to our service to leaseholders continues to 
be a focus for Partners. 

 

Date of next meeting – 19 January 2017 


