
 
Partners Residents Open Forum Meeting 19 September 2019 

Partners’ staff: Tom Irvine, Managing Director, Katrina Dalby, Service Improvement and Engagement Advisor 

Islington Council staff: Eileen Abbott  

5 Resident attendees 

Discussion Item Response if applicable Actions 

Communal Door Key 
Consultation 

Partners consulted residents on a 
third letter in a sequence 
requesting copies of communal 

door keys and frequently asked 
questions. Appendix 1.  

• Residents suggested we should detail on whose authority we are asking 
for copies of keys. They felt that this would add weight to the request. 

• Residents suggested we say ‘communal’ front door key and not just 
front door key.  

• Residents suggested using bold and/or coloured ink to enhance 

important parts of the letter. 
• FAQ suggestions were: 

1. How will the keys be stored/indexed? 
2. How will they be used, in what circumstances and who will use 

them? 

3. If residents will be charged for lock replacements how much will it 
cost? 

4. Why is access not enough, why do Partners need keys? 
5. Will we announce our intention to visit, how will residents know we 

are coming? 

6. What happens if Partners lose a key? 

• Partners will draft 
the FAQs and make 

the amendments as 
suggested to the 
letter. Circulate 

these to residents 
for their feedback.  

Alterations/Listed Buildings 

A resident expressed concern over 
the length of time taken to arrange 

removal of an unauthorised 
alteration where the Council had 
asked Partners to deal with it. They 

wanted to know how to escalate 
their concerns. 

• Partners website details the alterations policy and advice for residents is 

available via our website: 
Tenants: 

www.partnersislington.net/tenants/improving-your-home/ 
Leaseholders: 
www.partnersislington.net/leaseholders/alterations-and-improvements-

to-your-home/ 
• The impact a proposed alteration may have on neighbours, listed 

building and conservation guidelines where applicable will always be 
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Discussion Item Response if applicable Actions 

considered as part of the alterations considerations. 
• If Partners become aware of an unauthorised alteration, the responsible 

resident would need to apply for retrospective consent. The same 

criteria are used for determining whether retrospective consent is 
granted. If consent is not granted residents would be expected to return 

the building to its original state.  
• When Islington Council’s Planning Department notify Partners of a 

breach, Partners contacts the responsible resident and instructs them to 

comply with the Council’s request. Partners would check whether the 
resident has complied and if not Partners instructs Hyde’s Legal Team to 

take action.  They will send an initial ‘Letter Before Action’ and deal with 
any resulting enquiries. If the resident doesn’t comply with the request 

Partners will issue legal proceeding via Hyde’s Legal Team.  
• It is impossible to put a timescale on any case where we take legal 

action. There are too many variables, and Partners are subject to the 

Court in terms of when they set a hearing date once an application has 
been issued.  

• If a resident has concerns about any action Partners is taking they 
should contact us with details. Following this, if they continue to be 
concerned they can make a formal complaint. This can be done via our 

website, in writing, in person or on the telephone via 
enquiries@partnersislington.net or 0800 587 3595. 

Repairs Concerns 
A resident asked what they should 

do if they are concerned about how 
a repair is being carried out.  

• Partners Repairs Teams have safety management systems in place to 
ensure that repairs are completed correctly and residents, staff and 

homes are protected.   
• If a resident has a concern about a repair which is being carried out 

during office hours they should immediately contact Partners by calling 

us on 0800 587 3595 or 020 7288 8310 and select ‘2’ for the Repairs 
Team.  

• The Repairs Customer Service Team will identify the relevant job and 
supervisor and arrange for any necessary action to deal with the 
resident’s concerns. 

• If an emergency repair is reported outside office hours, our Out of 
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Discussion Item Response if applicable Actions 

Hours Repairs Team will attend and make safe. They will pass the repair 
to our day staff to carry out a full repair. If a resident has a concern 
about an out of hours repair they should contact Partners as detailed 

above and their concerns will be investigated. 

CCTV 

A resident asked what guidelines 
are in place for residents who want 
to install CCTV at their home. 

• The Government and Information Commissioner have published 

guidance on the use of domestic CCTV. Full details are available here:  
• https://www.gov.uk/government/publications/domestic-cctv-using-cctv-

systems-on-your-property/domestic-cctv-using-cctv-systems-on-your-

property 
• After considering the Government’s guidelines if a resident wants to 

install CCTV they must get permission from Partners. This can be 
requested from Partners Housing Team via 
enquries@partnersislington.net or 0800 587 3595. 

 

Cyclical Decorations 
A resident in the PFI1 contract 
asked when their property will 

receive cyclical decorations.  
A resident asked about difficulties 

communicating with Cyclical 
Decorations staff who do not speak 
English.  

• Partners will have completed cyclical decorations to 141 PFI1 properties 
by the end of 2019.  

• Partners will publish details of the programme on 

www.partnersislington.net by January 2020. 
• Generally 4 weeks before Partners Cyclical Team would like to start 

work, an introduction letter is sent to residents along with an 
information leaflet (Appendix 2). The letter invites them to call Partners 
to book a condition survey.  At the condition survey we discuss a date 

for scaffold to go up and this can be as close as the week after the 
condition survey depending on the resident’s availability. All residents 

then receive a start date letter with the attached leaflet (Appendix 3). 
Once work has started, residents will be contacted to notify them when 
the building survey will be done, and then when each stage starts i.e. 

repairs, decorating, roof works, metal works etc. 
• If a resident has any questions or concerns they should direct them to 

their Resident Liaison Officer who will be able to help.  

• Partners to contact 
resident with details 
of when their work 

is scheduled.  

Children - Fire Safety 

Following the meeting a resident 

• Research has found that some children sleep through smoke alarms. 

• The researchers said it was important the study did not undermine the 

• Raise awareness in 

Partners Gazette 

https://www.gov.uk/government/publications/domestic-cctv-using-cctv-systems-on-your-property/domestic-cctv-using-cctv-systems-on-your-property
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https://www.gov.uk/government/publications/domestic-cctv-using-cctv-systems-on-your-property/domestic-cctv-using-cctv-systems-on-your-property
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Discussion Item Response if applicable Actions 

raised concerns about a 
programme they had seen where it 
was shown that a high percentage 

of children are not woken by smoke 
alarms.  

need for every home to be fitted with smoke alarms, as these will wake 
adults and had a proven record in saving lives. 

Loft Insulation 
A resident asked whether Partners 

have installed loft insulation. Who 
has to pay for damage if it’s made 
by a tenant or leaseholder? 

• Where residents provided access loft insulation was fitted during the 
PFI2 refurbishment.  

• Partners were not asked to fit loft insulation in PFI1 properties. 
• Loft insulation programmes were run in 2013 and 2016, but take up 

from residents was low. 

• If a resident would like to fit loft insulation they need to get permission 
from Partners Housing Team on 0800 587 3595 or 

enquiries@partnersislington.net.    
• Previously Islington Council has provided some insulation programmes, 

and they may consider doing this again in the future. If Partners 

become aware of any opportunities they will be advertised on our 
website and in the Partners Gazette.  

• If it can be proved that a resident has caused damage, Partners will 
attempt to recharge them for any subsequent repairs.  

 

Building Stability 

A resident asked what they should 
do if they have concerns about 

their building’s stability. 

• If a resident has any concerns about their home they should report 

them to our Repairs Team on 0800 587 3595 or 
enquries@partnersislington.net who will investigate.  

 

Roof Space 

A resident raised a number of 
questions concerning leaseholder 

access and use of roof spaces. 

• Access to roof space is governed by a leaseholder’s lease.  

• Leases issued by Islington Council vary and it can’t be presumed that 
one lease is the same as another. Individual leases would always need 

to be checked if a right of access was questioned. 
• The lease will also set out clauses which detail the rights associated with 

the dwelling.  

• Some general principles will apply but can vary from lease to lease. 
• If a leaseholder has any queries about their lease firstly they should 

read the lease which should clarify their access. If queries remain they 
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should contact Partners Home Ownership Team who will be able to help 
or direct to the relevant team on 0800 587 3595 or 
enquiries@partnersislington.net .   

 

Date of next meeting – Thursday 21 November 2019 - Islington Town Hall, Committee room 3
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Appendix 1 

Open Forum Consultation – Communal Area Keys 

19 September 2019 

Partners staff regularly need to access internal communal areas to carry out 

safety inspections such as electrical safety tests, electrical light checks, asbestos 

checks and communal area risk assessments. 

To ensure the safety of our residents, our target is to hold a copy of the front 

door key for every property which has an internal communal area so that we can 

carry out inspections when they are due. 

At the Open Forum meeting in July 2016 we asked attendees for their ideas on 

holding keys and it was suggested that we write to residents asking for a copy of 

their key. At a following meeting the Forum reviewed the draft letter and 

following the suggested improvements this was sent. 

We have subsequently sent letters to 490 blocks requesting a key. We’ve 

recently drafted a follow up letter and have sent this to 198 blocks. Both letters 

can be seen below.  

To date we have collected 357 keys. We are really pleased with this progress but 

we need copies of the remaining communal front door keys. We have therefore 

drafted a 3rd letter which we’d like your feedback on.  

We’re also thinking to include frequently asked questions with our letters and 

we’d like to ask you what these should be.   

  



 
 

Letter 1 

Dear  

We need a copy of your communal door key to save us changing the lock 

Partners needs access to communal areas for various reasons such as electrical 

safety tests, communal area risk assessments and fire safety checks.  

Gaining access to the communal areas for these important inspections is vital for 

everyone’s safety. Holding keys means that essential inspections can easily be 

carried out when they are due.  

We will give you a £50 ‘Love to shop voucher’* for a working copy of 

your communal door key(s).  

We will keep your key in a secure key cupboard at Partners office. Keys are 

strictly controlled with a signing in and out process.   

It is essential that we complete our Health and Safety inspections when they’re 

due to ensure everyone’s safety. Therefore if you cannot provide a copy of 

your communal door key we may change the locks and you will be 

issued with 2 copies of the new key.  We may re-charge you for this.  

Make an appointment with me to deliver your £50 voucher and collect your 

spare communal door key by emailing enquiries@partnersislington.net or calling 

020 7288 8331. Please note that we only need one set of keys per building, so 

we may not need your spare key if your neighbour has already contacted us.  

Yours sincerely 

 

John Canham - Partners Property Risk Assessment Officer 

*vouchers can be spent in a wide range of high street stores including Boots, Argos, Iceland, 

Halfords, Mothercare, Wilko, Matalan, TK Max, Debenhams, Pizza Express, hmv, New Look, 

Superdrug. For more info go to www.highstreetvouchers.com  
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Letter 2 

Dear xxx 

We previously wrote to you with an offer of a £50 shopping voucher in return for 

a working copy of your communal door key(s). Neither you nor your neighbours 

have taken up this offer. 

It is vital for everyone’s safety that Partners can access communal areas to carry 

out electrical safety tests, communal area risk assessments and fire safety 

checks.  

If we do not obtain a copy of the communal front door key then we will need to 

change the lock and the offer of a £50 shopping voucher will no longer be 

available. 

Instead of facing the inconvenience of a lock change, join the 250+ residents 

who’ve already benefited from a £50 voucher before the offer is withdrawn. 

Make an appointment with John Canham, Property Risk Assessment Officer, to 

deliver your voucher and collect your spare communal door key by emailing 

enquiries@partnersislington.net or calling 020 7288 8331.  

Please note that we only need one set of keys per building, so we may not need 

your spare key if your neighbour has already contacted us.  

Yours sincerely 

 

John Venning 

Head of Asset Management 
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Draft letter 3 
 
 

Dear xxxx 

We have written to you and your neighbours twice before asking for a working 

copy of your communal front door key in exchange for a £50 Love to Shop 

voucher. 

All the advice received from health and safety and fire safety experts states that 

we must hold a copy of the communal door key in order to fulfil our statutory 

health and safety obligations particularly in relation to the management of fire 

safety in the internal communal areas.  As the duty holder, we must have 

control of the internal communal areas in order to manage health and safety 

risks effectively and it is not sufficient for us to rely on residents to provide 

access.   

It is vital that we hold a copy of your communal door key to enable my team to 

complete the safety inspections when they are due, which will ensure that your 

communal areas are safe. 

If neither you nor your neighbours contact us by xxxx I will instruct my team to 

arrange for your lock to be changed.  

Please take advantage of the £50 offer whilst it is still available. Make an 

appointment with John Canham, Property Risk Assessment Officer, to deliver 

your voucher and collect your spare communal door key by emailing 

enquiries@partnersislington.net or calling 020 7288 8331.  

Please note that we only need one set of keys per building, so we may not need 

your spare key if your neighbour has already contacted us.  

If you have any concerns you’d like to discuss before exchanging a copy of your 

key please contact John Canham or myself on 0800 587 3595. 

Yours sincerely 

 

John Venning 

Head of Asset Management 

mailto:enquiries@partnersislington.net


We are pleased to advise that 
your home is due to have 

cyclical decorations completed 
within the next year...

EXTERNAL

REDECORAT IONS



The contractor for the works is 
Partners for Improvement in 

Islington.

Please contact your Resident 
Liaison Officer with any 

questions about your cyclical 
decorations: 

We will paint and decorate:

External parts of the building, including 
all previously painted areas

External woodwork, including windows 
and front and rear entrance doors 

Railings and gates to the front of the 
property

Previously painted steel staircases to 
rear gardens

Whilst the scaffolding is erected, we 
may need to carry out repair work or 
replacements to the following:

• Roofs

• Windows  | Doors

• Pathways and external walls

• Rainwater goods

WHAT’S INCLUDED

Babs  Lawa l
0207 354 7092   07841  672 138

b lawa l@ rydon . co . uk

Nikki Donnelly 
Resident Liaison Manager

0203 946 1079
ndonnelly@rydon.co.uk



Scaffolding will be erected to the front 
and back of your home to provide 
access for the external decoration.

During this time the security of your home will be your 
responsibility. To support you with this we advise you to 

inform your insurers of the scaffolding. 

To ensure we do not damage any of your belongings 
we advise you to remove all items (plant-pots, bird-

tables, furniture, etc.) from the external window cills and 
surrounding areas. This is to ensure we have full access 

to carry out the works required. The Partners Cyclical 
Decorations Team will need to remove any items which 

haven’t been moved or could impede works, but will not 
be held responsible for any losses that you may incur. 
Please check with your Resident Liaison Officer if you 
are unsure which items in your garden this refers to.

For your safety and the safety of others please note that 
the scaffolding is for the use of Partners representatives 

only and no unauthorised access is permitted.

With the erection of scaffolding during 
the redecoration works you may 

experience some interference to your 
television reception. 

The Partners Cyclical Decorations Team will endeavour 
to carry out the works in as short a time as possible to 

minimise any disruption to your viewing. We understand 
the inconvenience this may cause to you and apologise 

in advance for any disruptions. 

We may need to
 temporarily relocate 

satellite dishes in order to facilitate works

If you live in a listed building, there may be a 
requirement to submit an application to the Planning 
Department at London Borough of Islington. However, 

this is dependent on the works which are identified to be 
done. Please note the approval process can take up to 

12 weeks, and therefore works may be delayed.

SCAFFOLDING
TV AER IALS & 

SATELL I TE  D ISHES

L ISTED BU I LD INGS



PROGRAMME 
OF WORKS

We endeavour to complete the works as quickly as possible 
with minimal inconvenience and disruption to residents and 

neighbours. If there are any leasehold properties in the block, 
section 20 notices will be issued and no work will start until the 
30 day consultation period has elapsed and any queries have 

been dealt with. Once the scaffolding has been erected, there will 
be a period of 3-4 weeks where no works will take place. During 

this time a number of surveys will be carried out to understand 
exactly what works need doing. Following these surveys, works 
can commence. Your works will take approximately 6-8 weeks, 

weather permitting and depending on access.

We check the scaffolding to ensure it is 
safe, and then one of our surveyors will 

carry out a full external survey to the 
front and back of your home and to any 

internal communal areas if required.

The scaffold is then removed. A 
satisfaction survey will be issued 

to you so that we can gather your 
feedback.

The survey information is collated and 
goes through the approval process 

ready for works to start

Following a letter to you, the 
scaffolding is erected to both 

the front and back of your home.

The works are 
carried out.

The works are inspected and 
‘snagged’, and handed over 

as complete. 



Thank you for your 
co-operation during the 

redecoration works to your home.

If you have any queries please 
contact your Resident Liaison 

Officer on the numbers provided 
within this leaflet.



The date the scaffolding is going up:

           

Your RLO is   and can be contacted on 

You can also call 0800 5873595 or email enquiries@partnersislington.net

YOUR CHECKL IST

Please move all personal belongings from the front and rear 
of your home where scaffolding will be placed. This includes:
• Plant pots from window sills
• Flower baskets
• Any brackets/hooks etc you want to keep
• Hoses
• Garden furniture

If you need assistance to move any of the above, please contact 
your Resident Liasion Officer (RLO) on the number below.

If you have security grills on your windows, please notify your 
Resident Liasion Officer so arrangements can be made to have 
these removed when decorating the windows (where possible)

If you have access to the garden but are unable to be at home 
when the works are due to start, please let your Resident Liasion 
Officer know
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EXTERNAL CYCL ICAL 
WORKS TO

YOUR HOME

RES IDENT CHECKL IST
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