
Partners Residents Open Forum meeting 19 January 2017 

Partners’ staff: Tom Irvine, Katrina Dalby 

Islington Council staff: Eileen Abbott 

6 Resident attendees 

Discussion Item Response if applicable Actions 

Section 20 Notices 

 
A resident raised concerns about high provisional sums in 

leaseholders’ section 20 notices. They asked Partners to consider 
increasing the amount of time between cyclical decorations.  

 Partners are in the process of reviewing 

the documentation we send leaseholders. 
We want to make the information clearer.  

 We want leaseholders to be reminded at 
the beginning of any documentation they 
can’t be charged more than 10k within 

any 5 year period for works completed 
under the PFI (Partners) contracts.  

 The Council has agreed with Leaseholders 
that they will not receive a final account 
for more than is detailed in a section 20 

notice. This means that we have to 
ensure that all potential costs are 

detailed in the section 20 notice to 
guarantee that costs can be recouped or 
that work is not delayed whilst we issue a 

replacement section 20.  
 We want leaseholders to be aware that 

high contingencies are in place to ensure 
that the duration of their work is 

minimised. Where scaffolding is needed, 
we won’t know the full scope of work 
until the scaffolding is in place. If we 

identify work that is required after the 
scaffolding is available which hasn’t been 

included in the section 20 notice, without 
the provisional sums we would have to 
issue another notice which would delay 
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any work by a further 30 days.  

 Residents have access to Resident Liaison 
Officers and Site Managers throughout 

the process for updates about what work 
is being carried out. 

 We intend that the improved section 20 

and final account literature will be in use 
from April 2017. 

 The Council has asked us to carry out 
cyclical decorations approximately every 
5-8 years to ensure that the building’s 

external areas are well maintained. We 
generally will try and work 

geographically, but have carried out a 
street level survey to prioritise any 
properties in greater need of decoration.  

 

Scaffolding 

 
A resident asked us to investigate the cost of scaffolding as they 

felt that these costs were increasing. They also want to know why 
scaffolding couplers are frequently left in residents’ gardens and 
whether scaffolding is alarmed.  

 A stringent procurement exercise was 

undertaken to ensure that a competitive 
price for scaffolding was achieved. 

Through improved work processes we 
have reduced both the number and 
length of time that scaffolds are up. 

 Scaffolding couplers should not be left in 
residents’ gardens. If this happens 

residents should contact us and we’ll 
arrange for them to be collected.  

 We don’t routinely fit scaffolding alarms 

because they can become a nuisance. If 
residents would like one fitted we can 

investigate this.  

 Include a reminder 

in the next Gazette 
to inform your 

insurers when 
scaffolding is in 
place.  

Scrutiny 

 
A resident asked for an update on Partners scrutiny work.  

 Partners scrutiny panel have completed a 

number of valuable scrutiny exercises 
including voids, communal area repairs 
and scaffolding.  
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 Our most recent scrutiny exercise, to 

review and improve the information we 
provide residents on noise was completed 

at the end of 2016. We’re very happy 
with the output from this exercise which 
will be available on Partners website by 

the end of February.  
 Our approach to scrutiny has changed. 

We were finding that scrutiny exercises 
were taking months to complete and the 
requirement on residents’ time was 

becoming too great. We changed our 
most recent exercise to improve this. We 

narrowed the scope of investigation and 
kept to a concise timetable. We hope that 
this change will make involvement in 

scrutiny a more manageable undertaking 
for residents.  

Communal Area Access Update 
 

Further to resident feedback on options for improving access to 
communal areas a working party is progressing the action.  
 

We’re investigating options including cutting additional keys, 
holding keys in the office, using a keysafe box, or changing to a 

master system. We’ve identified 404 relatively high risk properties 
which we will prioritise.  

  Consider insurance 
implications if 

keysafe boxes are 
progressed.  

Evening/Weekend Repairs  
 
Do Partners offer evening and weekend repair appointments?  

 
Does the Council offer these? 

 Partners do not currently offer evening 
and weekend repairs appointments.  

 We regularly review the services we 

provide and this includes considering 
increased appointment options. During 

reviews we also have to consider any 
increased costs and how these would be 
met. 
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 Islington Council offers slots for simple 

repairs only between 6-8pm Monday-
Friday and 8-12 on Saturdays. Repairs 

booked during these slots are carried out 
by the Council’s out of hours team, 
therefore there are less slots available 

during these times than throughout the 
rest of the day.  

Islington Council Surgeries 

Islington Council’s PFI Clienting Team who monitor the contract 
with Partners are holding two appointment only sessions for 

Partners residents (tenants and leaseholders) to provide direct 
feedback to the council about Partners services, and raise any 
individual queries. 

The two sessions are being held on: 

Tuesday 28th February 2017 - Morning session between 10.00am - 
12.00pm and an afternoon session 5.30pm – 7.30pm at: 
 

Islington Customer Centre 
222 Upper Street 

N1 1 XR 
 
The sessions are by appointment only and you need to book a slot 

by 20 February 2017 so that the PFI Clienting Team can gather 
information before the appointment to try to resolve any issues on 

the day. 
 
Partners’ staff will also be available at the appointments, to 

provide further information and so that they can take forward any 
agreed actions directly. 

 
Please book an appointment slot by calling 020 7527 4095 or 
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leave a message and we will call you back. You can also email 

PFITeam@islington.gov.uk. 

Void Quality Control 

 
A resident raised concerns about the quality control used when we 

let new properties.  

 We have a ‘void standard’ which is 

agreed with the Council. The standard 
sets out what condition the property 

should be in before it can be re-let.  
 The Voids Team have a checklist which 

they use to ensure the property meets 

this standard. 
 Partners SPV Team has a surveyor who 

checks 100% of Capital Voids (properties 
which haven’t previously been through 
the full refurbishment) and 10% of all 

other voids. The surveyor monitors the 
work throughout, taking photographs and 

recommending work where necessary.  
 The Council also has a surveyor who 

checks some voids.  

 Feedback from the surveyors and any 
complaints received is reviewed and fed 

back to the Voids Team to ensure any 
lessons are learnt.  

 If a resident has any concerns regarding 

a repair issue when they move into their 
new home they should contact Partners 

on 0800 587 3595 or 
enquiries@partnersislington.net.  

 

Noise Leaflets 
 
Partners most recent scrutiny exercise looked at improving 

information available to residents regarding noise transmission. 
The new information leaflets will be on our website soon. We 

appreciate the work of all residents who were involved in the 
project.  
A resident queried what happens if a resident with disabilities is 

 Many residents already have support 
arrangements in place.  

 If we identify support needs which are 

not currently being met we would 
normally identify the appropriate agency 

to meet those needs. We have an 
extensive network in the borough and 
would ensure that residents are 
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unable to adhere to their tenancy/lease conditions and makes 

noise nuisance.  

signposted or referred to the appropriate 

agencies.  
 If a resident was causing significant 

nuisance we would look at the 
appropriateness of their housing. 

 Partners has a robust policy and 

procedure for tackling anti social 
behaviour. Partners enforces the 

tenancy/lease conditions using a range of 
tools and powers. Ultimately this could 
include seeking possession, but only a 

court (or the tenant) can terminate a 
secure tenancy. A court would only give 

such an order if it was satisfied that 
Partners had taken all reasonable steps 
to address the problem. 

 

Date of next meeting – 16 March 2017 – Islington’s Customer Care Centre, 222 Upper Street (Islington Town Hall is unavailable) 


