
Partners Residents Open Forum meeting 21 September 2017 

Partners’ staff: Tom Irvine, Katrina Dalby 

6 Resident attendees 

Discussion Item Response if applicable Actions 
Communal Areas 
Partners had a managed use approach to communal areas. This 
meant that where items in hallways were not causing a fire risk or 
hazard we allowed them.  
We have now been instructed by Islington Council to move to a 
zero tolerance approach with the only exception being an 
appropriate doormat inside the communal entrance door. This 
means that residents can’t leave items in the shared communal 
areas.  
We’re communicating this change through Partners Gazette and 
Partners Managing Director, Sharon Pearce will be writing to all 
residents with shared communal areas to explain the change.  

• Residents should contact us on 0800 587 
3595 or via 
enquiries@partnersislington.net if they 
have concerns about items in their 
communal areas. 

• Partners has a Property Risk Assessor 
who inspects communal areas regularly. 
If they identify items which need 
removing they will refer these to our 
Housing Services Team who will take 
action. 

• Partners Housing Services Team will 
contact all residents at the address and 
ask them to remove the items. We would 
visit the address a few weeks later to 
check whether the items have been 
removed. If items remain, we would give 
notice that we planned to remove them 
and arrange this. We may charge the 
cost of the removal to the resident 
responsible.  

 

Universal Credit 
We have added a page to our website, www.partnersislington.net 
with details and guidance on Universal Credit. 
We have included an article on Universal Credit in our latest 
Gazette, and more are planned.  
Our Housing Services Manager will be attending our January Open 
Forum meeting to provide an update on Universal Credit and the 
action we’re taking to help residents prepare for the changes.  
 

 • Partners Housing 
Services Manager 
will attend 
January’s meeting 
and provide an 
update on Universal 
Credit.  

http://www.partnersislington.net/


Discussion Item Response if applicable Actions 
New Leaseholder 
A new leaseholder wanted to know what to expect as a new 
Islington resident, the responsibilities of the Council and Partners, 
and how to contact the appropriate person at Partners.   
The leaseholder expressed concern about possible subsidence and 
wanted to know whether the buildings insurance would cover any 
work required.  
Further questions were raised regarding insurance and who would 
decide what would be built in the event of an insurance claim due 
to a property collapse etc. Residents also wanted to know whether 
a leaseholder would be offered alternative accommodation during 
a rebuild.  

• Partners have been contracted by 
Islington Council to provide landlord 
services to tenants and leaseholders 
living in around 6500 street properties in 
Islington. Islington Council have retained 
responsibility for all other council 
services.  

• When Islington Council tell us that a 
property has been sold and provides 
details of the new owner, we send them a 
‘Leaseholder Welcome pack’. This 
includes the Leasehold Handbook, lease 
information, resident engagement 
information, insurance details, service 
charge, repairs information, flooring 
guidelines, how to apply for alterations, 
subletting and Partners contact details.  

• When you telephone Partners, on 020 
7288 8310 or 0800 587 3595, the three 
options are: 
- Press 1 for gas boiler, gas heating and 

hot water or annual gas safety check 
- Press 2 for all other repairs and 

maintenance 
- Press 3 for anything else 

• Our Customer Services Team answer 
calls when ‘3’ is selected. The team can 
deal with general enquiries and are 
trained to know when a transfer to a 
specialist is needed.  

• If a leaseholder has a concern about the 
building, they should report it to our 
Repairs Team to investigate on 0800 587 
3595 or via our website 
www.partnersislington.net.  

• Partners Asset 
Manager to attend 
the next meeting to 
answer residents’ 
queries concerning 
insurance.  

http://www.partnersislington.net/


Discussion Item Response if applicable Actions 
• Islington Council’s website 

www.islington.gov.uk contains 
information about what’s available in the 
borough. You can also find out what’s 
happening locally in libraries, community 
centres, via websites and by talking to 
your neighbours.  

• Subsidence risk is included in buildings 
insurance.  

• The ‘sum insured’ in buildings insurance 
covers the cost of rebuilding a property. 
Islington Council as the freeholder would 
decide what form a rebuild would take.   

• Leaseholders are entitled to temporary 
accommodation in the event of a 
property rebuild, as long as they haven’t 
sub-let their home.  

Disability Panel 
A member of Islington’s Disability Panel shared an account of a 
resident who had mental health issues. These weren’t understood 
by their landlord (not Partners) and their behaviour resulted in 
their landlord taking action against them.  

• Managing situations where a resident has 
mental health issues can be challenging 
for our Housing Services Team as they 
have balance the needs of all residents 
living in the block.  

• One of Partners’ aims for 2017-18 is to 
improve our relationship with social 
services and Islington’s mental health 
team to help us have a more co-
ordinated approach to residents with 
mental health issues.  

• Partners ASB Team are looking at mental 
health training and providing information 
for all Partners staff.  

• All Partners customer facing staff will be 
involved in Islington Council’s Making 
Every Contact Count initiative.  

 

Hot Topic  • Share resident 

http://www.islington.gov.uk/


Discussion Item Response if applicable Actions 
What makes a good complaint investigation? 
We are reviewing our complaint handling process and asked 
residents what they think makes a good complaint investigation. 
Feedback included: 

• Being clear when something is being treated as a complaint 
and when it isn’t. 

• Find out what the complainant wants/needs. 
• Show understanding and be clear. 
• Ask the right questions 
• Think about the nature of the complaint. If it can be 

answered quickly, answer it quickly. If it will take longer to 
respond to, that’s ok as long as the complainant is kept 
informed. 

• Listen; be invested in the process and resolution.  
• Acknowledge and summarise the complaint to the 

complainant and let them know what you’ll be doing. 
• State what follow up will happen and when. 
• Don’t just recite Partners policy, explain and tailor the 

response for the complainant. 
• Complaint handlers must be aware that the complainant 

may have other issues that they haven’t disclosed, e.g. 
illness 

• Make sure people know how to complain. 
 

feedback with 
Partners Complaints 
and 
Communications 
Manager to include 
in her complaint 
handling review. 

• Include an article in 
Partners Gazette 
about how to make 
a complaint.  

 

Date of next meeting – 16 November 2017 – Islington Town Hall Committee Room 1



 


