
Partners Residents Open Forum meeting 16 March 2017 

Partners’ staff: John Venning, Katrina Dalby 

Islington Council staff: Helen McNeill 

9 Resident attendees 

Discussion Item Response if applicable Actions 
Partners Communal Area Access 
We need to access communal areas to carry out communal area 
risk assessments, fire risk assessments, asbestos surveys and 
electrical testing.  
 
Further to resident feedback on options for improving access to 
communal areas a working party is progressing the action.  
 
We investigated various options including cutting additional keys, 
holding keys in the office, using a key safe box, or changing to a 
master system which residents have provided invaluable feedback 
on. We have decided to progress installing a key cupboard at 
Partners and arranging additional keys for the relatively high risk 
properties we have identified using a local mobile locksmith. 
 
We already hold around 300 keys. We estimate that the cost of 
obtaining the remaining keys will be around £15,000. We 
maintain a register of the keys we hold and they are signed in and 
out.  
 
Residents suggested that we should respect people’s privacy and 
need to balance our health and safety needs with this.   
 

• One resident contacted 3 insurers to 
establish whether a key safe box would 
impact on their insurance premiums. All 
insurers confirmed that it would not 
increase premiums as long as there was a 
second front door. 

• A suggestion was made to ask residents 
if they have a spare key that they could 
provide us with.  

• Where we have a planned programme 
which will require access to communal 
areas we write to residents in advance 
and notify them that we’ll be coming. 
Some high risk properties are visited at 
least every six months and in these cases 
we wouldn’t necessarily inform residents 
each time we’re planning to attend.  

Consider contacting 
residents who live in a 
high risk property to 
ask for a key to the 
communal area before 
starting a key cutting 
programme.  
 
Share information with 
residents about the 
programmes which 
require communal area 
access in Partners 
Gazette. 

Leaseholder Sub-Letting 
A resident raised concerns regarding leaseholder sub-letting. 
When properties are sub-let do Partners have an agreement with 
the agencies who manage the sublet properties around the 
behaviour of the tenants? 

• Leaseholders and tenants are responsible 
for the behaviour of anyone living with 
them and visitors to their home. 

• Partners relationship is with the 
Leaseholder and if a Leaseholder has 

 



Discussion Item Response if applicable Actions 
sublet their property and their tenants 
are causing a nuisance, residents should 
report these to Partners Housing Services 
Team who will investigate and if 
necessary, enforce the terms of the 
lease.  

• You can contact the Housing Services 
Team on 0800 587 3595 or 
enquiries@partnersislington.net 

Repairs Quality Control 
A resident asked for information about the quality control in place 
for Partners Repairs Team. Do residents know how to feedback if 
they’re unhappy with the work that has been done?  

• Rydon are responsible for the delivery 
and quality checking of repairs work and 
Partners will check this with sample 
checks. We monitor the results of the 
checks and if we have concerns we would 
increase the volume of checks. 

• Partners Repairs Supervisors post inspect 
work completed by their teams. 

• Partners has an inspector who inspects 
50% of the Cyclical Team’s work, a 
proportion of jobs completed by the 
Major Repairs Team and a sample of day 
to day repairs. 

• Islington Council has a technical expert 
who also sample checks our Repairs. 

• After a responsive repair has been 
completed residents should be asked to 
complete a satisfaction survey on the 
operative’s handheld device. If they 
aren’t comfortable doing this we can 
provide a satisfaction card which they can 
complete and post back to us. 

• All feedback is checked and where 
concerns are raised we contact residents 
to investigate and put right.  

• After cyclical decorations work is finished, 

Partners to include an 
article in Partners 
Gazette advising how 
to tell us if they’re 
unhappy with a repair.  

mailto:enquiries@partnersislington.net
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residents should be asked to complete a 
satisfaction survey. 

 
 

Managing the cold 
A resident raised concerns about their bedroom temperature and 
asked what Partners can do to help improve the warmth of their 
home.  

• Partners properties are old buildings and 
are not efficient at maintaining heat.  

• Residents can book a Repairs 
appointment and we can check whether 
there is any work we can carry out on 
your windows to minimise drafts. 

• Our Housing Services team can refer 
residents to SHINE or residents can 
contact them themselves. The team offer 
practical advice on a wide range of areas 
including health and wellbeing, energy 
efficiency, befriending, fire safety checks, 
handyperson services and much more. 
Full details of all their services can be 
found at www.islington.gov.uk or contact 
them via shine@islington.gov.uk or 020 
7527 2121. 

• The Council occasionally run some 
insulation improvement schemes. Check 
with them what’s running and whether 
you’re eligible.  

 

Hoarding 
A resident highlighted that it can be difficult to engage with 
someone who hoards. It is important to recognise that it isn’t just 
a practical problem and that only appropriate intervention will 
help resolve the problem.  

• If a resident has concerns about hoarding 
they should contact our Housing Services 
Team on 0800 587 3595 or 
enquiries@partnersislington.net  

 

Fly tipping 
Residents raised concerns about the increase in fly tipping in the 
borough.  

• Partners can feedback residents’ concerns 
to the council but are unable to take any 
direct action. 

• Bulky waste collections can be arranged 
with Islington Council but there is a cost 

Partners to feedback to 
Islington Council 
residents’ concerns 
regarding fly tipping.  

mailto:shine@islington.gov.uk
mailto:enquiries@partnersislington.net
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for these. 

• Bright Sparks may remove items free of 
charge or you can drop them at a number 
of drop off points. For more information 
go to  
http://www.brightsparksonline.com/ or 
call 02072729156 

Draft Electrical Safety Test Letter 
By law Partners has to complete an electrical safety test in every 
tenanted property every 5 years to ensure that plug sockets and 
lights are safe. 
Around 90% of the electrical safety test appointments we make 
are kept. We have a range of letters which we send to residents 
who don’t keep their appointments to attempt to re-scheduled 
and complete the test.  
We have drafted an additional letter aimed at those residents 
who’ve rescheduled their appointment multiple times to try and 
encourage them to allow us access.  
Residents at the Open Forum were shown the draft and asked for 
their feedback.  

Resident feedback included: 
• Include a leaflet or pictures of possible 

outcomes resulting from faulty wiring to 
make residents appreciate the 
seriousness of delaying their test. 

• Emphasise that the test is for the 
residents’ benefit. 

• Consider those with learning difficulties 
and ensure that appropriate contact is 
made by Partners. 

• If you’re a hoarder it’s likely you’ll avoid 
the appointment. Try to talk to the 
resident. 

• Include a timeframe in the letter. 
Currently it says you can only reschedule 
once but it doesn’t specify within a 
timeframe. 

• Make the words in the sentence ‘You’re 
only permitted to reschedule…’ bold to 
add emphasis. Also add the word ‘above’ 
so it says you are only permitted to 
reschedule the appointment above once’   

• Add ‘immediate’ to the first sentence so it 
says ‘Your landlord requires immediate 
access..’ 

• If you identify the reasons for no access 
you could tailor letters to address the 
reasons specifically. 

Partners to consider 
resident feedback and 
implement 
improvements as 
necessary. 

http://www.brightsparksonline.com/


 

Date of next meeting – 18 May 2017 – Islington’s Customer Care Centre, 222 Upper Street (Islington Town Hall is unavailable) 


