
Partners Residents Open Forum meeting 18 May 2017 

Partners’ staff: Tom Irvine, Katrina Dalby 

Islington Council staff: Saf Khan 

8 Resident attendees 

Discussion Item Response if applicable Actions 

Electricity/Gas Meters 

 
A resident raised a question about the location of their electricity 

meter. Sometimes a resident’s meter can be situated within the 
demise of one of the other flats at the address.  

 It would be very unusual for a resident’s 

electricity meter to be located within the 
demise of another flat.  

 Occasionally a resident’s meter can be 
situated within a communal area which 
another resident considers part of their 

home. This may be where there is a gate 
under the stairs outside a basement flat.  

 In these circumstances we’d expect 
residents to allow access to obtain meter 
readings.  

 If residents are experiencing problems 
accessing their meter they should contact 

Partners Housing Services Team on 0800 
587 3595 or 
enquiries@partnersislington.net . The 

Team can contact their neighbour and 
ask for a reading.  

 Partners won’t pay for a meter to be 
moved, however if a resident wants to 

arrange and pay for this themselves, they 
can, but they should contact Partners 
Housing Services Team first. 

 

 

Partners’ Annual Service Plan 2017-18 

 
A summary of Partners 2017-18 Annual Service Plan (appendix 1) 

was presented to residents. Partners have talked internally and 

 A resident suggested the plan should 

include a focus on communication for 
vulnerable residents or residents with 

disabilities. They recommended we look 

 Partners to consider 

feedback when 
finalising Annual 

Service Plan.  
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Discussion Item Response if applicable Actions 

with Islington Council about the priorities for next year and the 

purpose of bringing the draft to the Open Forum was to ask 
residents for their feedback. The plan is a live document which will 

be reviewed and updated throughout the year.  
 
 

The main aims are: 
a) We will continue to focus on delivering consistently good 

service.  
We have a lot of performance indicators and know in many cases 
we do things well. We aim to continue to increase the consistency 

with which we provide good service as we have for the last two 
years. 

b) We will explore and develop new ways of working and 
delivering services. 

Because of the nature of our contract with Islington Council 

there’s a danger we could get stuck doing things the same way. 
We want to explore and develop new ways of working.  

c) We will make our services easier and better for 
leaseholders. 

We’ve improved services for leaseholders but we know there’s 

more we could do to increase leaseholder satisfaction. 
d) We will manage risk and change effectively. 

We will evaluate internal and external risks such as the welfare 
reform changes to ensure we’re prepared.  

e) We will work to ensure good communication with our 

residents, within Partners and with our other stakeholders. 
Communication is a priority and we know we don’t always get it 

right. We’re making website improvements and will support 
Islington Council’s initiative to make every contact count.  
 

at Islington Council’s policy on 

communicating with deaf and dumb 
residents as this is being revised.  

 A resident asked about Partners planning 
for the impact of welfare reforms 
including the introduction of universal 

credit. 
 This is included in Partners Annual 

Service Plan under ‘Managing risk and 
change effectively.’ Our Housing Services 
team meets regularly to consider the 

forthcoming changes and to ensure 
appropriate actions are planned.  

 We will arrange for 

a member of the 
Housing Services 

Team to attend the 
next Open Forum 
meeting.  

 

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.  

 To minimise alarm caused by the letter 
residents suggested changing the phrase 

‘high risk’ to ‘higher risk’. 
 Residents suggested including a financial 

 Partners to make 
suggested changes.  



Discussion Item Response if applicable Actions 

 

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. At a previous Open Forum meeting it was suggested we write 
to residents asking that if they have a spare key that they don’t 

need they give it to Partners. A draft letter (appendix 2) 
requesting this was presented to the Forum for their feedback.  

 

incentive to encourage take up. 

 Consider emailing or texting residents 
rather than writing to them. 

 Move the penultimate paragraph to the 
top of the letter to get the important 
message across more quickly.  

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  

 

Tenancy Agreements 

A resident commented that their tenancy agreement was only a 
one page document.  

 Tenancy agreements are a one page 

document. 
 Tenancy conditions are an additional 

document which all tenants should 
receive when signing their tenancy 
agreement. The conditions of tenancy 

state the responsibilities of the tenant 
and landlord.  

 If you’d like a copy 

of the tenancy 
conditions please 

contact Partners on 
0800 587 3595 or 
enquiries@partnersi

slington.net  

Draft Electrical Safety Test Letter 
Partners has to complete an electrical safety test in every 

tenanted property every 5 years to ensure that plug sockets and 

Resident feedback included: 
 What is clause 11 as referred to in the 

letter? 

 Partners to consider 
resident feedback 

and implement 
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Discussion Item Response if applicable Actions 

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 drafted an additional letter aimed at those residents who’ve 

rescheduled their appointment multiple times to try and 
encourage them to allow us access which was reviewed at the last 

meeting. The updated draft was shared with the Open Forum for 
feedback.  

 List appointments missed rather than 

saying ‘multiple appointments’ 
 Add ‘and as a final resort’ to the 

penultimate paragraph. 
 Add contact number where we say 

‘contact us’ 

 Include offer of assistance if there’s a 
reason why a resident is not allowing 

access.  

improvements as 

necessary. 

 

Date of next meeting – 20 July 2017 – Islington Town Hall 

 

 

 

 

 

 

 

 

 

 

 

 



Appendix 1 

 

Partners Annual Service Plan 2017-18 Summary 

Introduction 
 
This is a summary of Partners Annual Service Plan from April 2017 to May 2018. 

We want to build on the achievements of last year’s service plan and continue our focus on delivering good quality services. 

 

Our priorities are: 
 
1. We will continue to focus on delivering consistently good service 

 We will maintain or improve performance on our Key Performance Indicators across our range of Housing Management and Maintenance 

services. 

 We will reduce average cyclical scaffold duration by 2 weeks. 

 We will improve resident satisfaction with cyclical works to 85%. 

 We will implement and bed in the proposals for the Income Team (rent and service charge collection) following the review in 16/17. 

 We will successfully deliver the next tranche of boiler replacements. 

 We will successfully deliver directly managed work including capital voids and subsidence works.  
 

2. We will explore and develop new ways of working and delivering services 
 We will continue our drive to develop the operating model for the Housing Management team with the simple aim to “resolve as many 

enquiries at the first point of contact as possible”. 

 We will successfully complete the implementation of real time repairs customer satisfaction surveys. 

 
3. We will make our services easier and better for leaseholders 

 We will work with Partners to ensure that the Leasehold Consultation & Recovery Process Map is adhered to and that reporting of 

progress / movement is aligned to actual 'live' activity. 

 We will continue to resolve our historical Leasehold challenges. 

 We will re-work the leaseholder Section 20 and final account monitoring system to support well-controlled management of the process. 

 We will issue block final accounts within 12 weeks of completion of major / cyclical works. 

 
4. We will manage risk and change effectively 

 We will prepare for the end of the PFI2 contract and other significant contract milestones. 

 We will continue to manage risk effectively including preparing for changes in legislative and regulatory frameworks. 

 We will support the delivery of Islington Council's audit programme and use Internal Quality Audits as appropriate. 



 
5. We will work to ensure good communication with our residents within Partners and our other stakeholders.  

 We will support Islington Council's "Make Every Contact Count" initiative; this is to help Partners play its part in Islington Council's vision 

to help make a more resilient and fairer Islington through prevention and early intervention. 

 We will continue to improve information exchange between teams to help deliver a joined-up service. 

 We will complete actions agreed from the scaffold Scrutiny exercise. 

 We will deliver engagement and communication plans to support our priorities. 
 We will continue to develop and improve our website so that residents can access the information they need more easily and more often. 

 


