
 
Partners Residents Open Forum Meeting 16 January 2020 

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

Islington Council staff: Stacey Payne, Karen Lucas  

11 Resident attendees 

Discussion Item Response if applicable Actions 

Partners Repairs 
A resident was concerned that Partners 

had not repaired their roof adequately 
and instead of carrying out a more 
expensive repair they had completed 

smaller repairs which repeatedly failed. 
They claimed that separate team 

budgets contributed to the failure. 
Another resident wanted to know more 
about how the Cyclical decorations work 

was managed. They felt that there 
wasn’t someone in overall control 

monitoring the work and co-ordinating 
the tradespeople.  

• Partners Repairs Teams work together to deliver a service to 
residents and are funded from the same budget. 

• It is our aim to identify any work that is needed during our 
planned maintenance programmes to minimise disruption for 
residents and increase efficiency. 

• Our surveyors will recommend work which they believe will deliver 
an effective, durable repair. It is not cost effective and does not 

deliver good customer service to carry out the minimum work 
required and carry out a temporary repair.  

• Residents can always ask to meet with the surveyor leading on 

their repair to discuss the planned work. You can contact them via 
enquiries@partnersislington.net or by calling 0800 587 3595. 

• When we complete cyclical decorations work a Resident Liaison 
Officer (RLO) is dedicated to every resident. The RLO will guide 
residents through the cyclical decorations programme and answer 

any questions they may have. The RLO should be a resident’s first 
point of contact for any questions or concerns.  

• A Site Manager has overall responsibility for managing the cyclical 
decorations. The RLO has a close working relationship with their 
Site Manager and they work together to complete the decorations 

and keep residents updated. 
• If residents feel that they aren’t being updated or have concerns 

about the work that is being done they should contact us on 
enquiries@partnersislington.net or call 0800 587 3595 and the 
relevant manager will investigate.  

• Partners to contact 
both residents 

outside of the 
meeting to 
investigate their 

concerns.  
• Partners Repairs 

Teams to attend the 
March Open Forum 
meeting.  

mailto:enquiries@partnersislington.net
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Discussion Item Response if applicable Actions 

Islington Council’s Scrutiny Meeting 
A resident wanted to raise awareness of 
the Council’s Housing Scrutiny meeting 

where Partners will be presenting on 
Tuesday 3 March at 7.30pm. More 

details are available on Islington 
Council’s website: 
https://democracy.islington.gov.uk/mgC

ommitteeDetails.aspx?ID=267  

• Islington residents are welcome to attend the public meeting.  
• Residents should note that individual cases would not be discussed 

at the meeting. 

• Partners always aim to resolve issues directly with residents. If 
residents have issues they would like addressed, they should 

contact Partners on 0800 587 3595 or 
enquiries@partnersislington.net.  

• If residents are unhappy with how we have dealt with their 

concerns they can make a complaint in person, on the telephone, 
via email or letter. Partners have adopted Islington Council’s 

complaints process. 
• When a complaint is made, our independent Complaints Team will 

investigate the issues raised and respond to the complainant 
within 15 working days. Following our complaint investigation if a 
resident remains unhappy they can request that their complaint is 

investigated at stage 2 of the process which is investigated by 
Islington Council. Following this if a resident remains unhappy they 

can ask for their complaint to be investigated by the Housing 
Ombudsman.  

• Every month the Complaints Manager reviews the complaints 

we’ve received, along with the service area Managers, to identify 
any learning. Changes are made in the service areas to try and 

reduce the chances of similar issues re-occurring.   
• A sample of Partners complaint responses are audited every month 

to ensure that complaints are fully investigated, responses adhere 

to our service levels and answer the complaint fully.  

 

Legal Approval for changing locks 

A leaseholder asked whether Partners is 
legally allowed to change the locks on 

the communal front door.  

• 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. 
• We will give residents a £50 ‘Love to shop voucher’ for a working 

copy of their communal front door key.  

 

https://democracy.islington.gov.uk/mgCommitteeDetails.aspx?ID=267
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• We keep keys in a secure key cupboard at Partners office. Keys 
are strictly controlled with a signing in and out process. 

• Residents can make an appointment with us to deliver the £50 

voucher and collect the spare communal front door key on 
enquiries@partnersislington.net or 0800 587 3595. Please note 

that we only need one key per building, so we may not need a 
spare key if a neighbour has already contacted us.  

• Where residents don’t provide a key, we will change the locks and 

provide all the residents with a new key.   
• Partners, acting on behalf of the Freeholder, Islington Council can 

legally change the locks on the communal front door. 

Fire Detection Systems 

Residents asked when the Council’s fire 
prevention work will be happening, how 
much it will cost leaseholders and 

whether there will be options to spread 
the cost and what information will be 

available.  

• Islington Council have started a programme to install fire detection 

systems in the internal communal areas of all their street 
properties including those managed by Partners.  The programme 
is expected to take 2-4 years to deliver and the Council will be 

writing to residents with more details on the fire detections 
systems and when their property is likely to be completed. Some 

residents have started to receive letters and inspections.  
• Larger blocks will be prioritised.  

• Flats will be fitted with heat sensors which will be linked to an 
integrated fire detection system in the communal areas. Residents’ 
individual smoke alarms will not be linked to the integrated fire 

detection system.  
• All front doors will be assessed to check that they adhere to fire 

regulation FD30 (doors withstand 30 minutes of fire).  
• Intumescent strips will be fitted around front doors. These expand 

when they get hot to minimise smoke spreading.  

• Any work identified by Islington’s surveyors will be managed by 
Islington Council. 

• It is vital that residents make an appointment and provide access 
when they are contacted by the Council to ensure that the work is 

completed quickly with minimum disruption.   

 



 
Discussion Item Response if applicable Actions 

Information from Islington Council: 

When is the work happening?  

• The pilot properties for both contracts are nearing completion, with 
the main body of works to commence shortly. The works are 

intended to be spread over the next 24-36 months, with the 
relevant principal contractor (Engie and Breyer, North & South 
respectively) providing written notification to residents in advance 

of their attendance.   

How much will it cost leaseholders – are there repayment 
options to spread the cost? 

 

• Costs are currently being finalised and a summary will be provided 

in accordance with the Section 20 consultation process. 
Repayment will be facilitated through Islington Council’s Home 
Ownership Services for both Islington Council and Partners 

managed properties and payment options will be available. 

• Enquiries relating to leaseholder charges can be directed to 

Islington Council’s Home Ownership Services; 

o T: 020 7527 7715 

o homeownership@islington.gov.uk  

 

Would you consider running a workshop for residents 

regarding the programme?  

 

• An information booklet has been produced, which summarises the 

overall programme and associated works – including reasoning for 
the Council’s decision to manage fire safety in our street properties 

and some mansion blocks to safeguard our residents. The 

mailto:homeownership@islington.gov.uk


 
Discussion Item Response if applicable Actions 

information booklet is being currently reviewed and a new revision 
will be issued in due course to capture all current information. 

• Given the nature and limited duration of the works to an individual 

block, formal meetings are not planned, however ‘drop in sessions’ 
are held the first Wednesday of every month at the Town Hall, 

when residents can raise queries with the Council’s project liaison 
officers or the scheme’s project managers. They are more than 
happy to take and respond to calls/ e-mails, via their project 

liaison officer - Mr Kim Farrelly; 020 7527 77430; 
Kim.Farrelly@islington.gov.uk with specific queries from 

leaseholders or residents as they arise.   

PFI2 Contract End  

Residents asked for information about 
the end of the PFI2 contract.  
Resident were asked for their 

suggestions for Frequently Asked 
Questions to be used in preparation for 

the end of the contract.  

• Private Finance Initiative (PFI) was a Government programme 

aimed at bringing private investment into public services.  
• By choosing to use a PFI, Islington Council were able to claim ‘PFI 

credits’ from central government which enabled them to deliver 

the work needed to bring their street properties up to the decent 
homes standard. 

• Partners for Improvement in Islington, a PFI, was selected by 
Islington Council to deliver the refurbishment programme and 

management of their street properties.   
• Islington Council has two contracts with Partners for Improvement 

in Islington. PFI1 started in in 2003, includes around 2300 homes 

and is a 30 year contract. PFI2 started in 2006, includes around 
4100 homes and is a 16 year contract. 

• Residents can find out whether their home is in PFI1 or PFI2 here: 
https://www.islington.gov.uk/contact-us/contact-housing-services 
or ask Partners on 0800 587 3595. 

• The PFI2 contract is due to end in 2022. Partners are committed to 
providing good services to our residents until the end of the 

contract and are working with the Council to ensure that there is a 
smooth transition of services.  

• Partners and Islington Council’s Communications Teams are 

working on resident communications for the transfer and welcome 

 

mailto:Kim.Farrelly@islington.gov.uk
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suggestions for a ‘Frequently asked questions’ document. 
Residents at the Open Forum suggested: 

Will leaseholders continue to get estimates for proposed work? 

Will the Council use contractors to deliver repairs etc.? 
Can the Council run workshops for residents? 

Not all residents use computers, so the Council must engage via a 
variety of mediums. 
How will the change affect residents? 

What changes should residents expect? 
Will my rent go up? 

Who should we contact for services? 
Who will deal with complaints? 

Will another housing scheme take over the housing management? 
• Residents can add to the FAQ suggestions by contacting Katrina 

Dalby on 020 7288 7733 or Katrina.dalby@partnersislington.net.  

Making alterations 
A resident asked for more information 

about altering their property.  

• 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 considered as part of the approval process. 
• If an alteration is proposed to a communal garden or area, 

residents would need the agreement of everyone at the address 

before the alteration would be considered.  

• Partners to contact 
resident to discuss 

alteration options.  

Partners Social Responsibility 

Budget 2020-21 
Partners asked residents for suggestions 

of local initiatives that should be 

• Residents suggested: 

The foodbank, Islington Fire Brigade, North London Cares, 
Islington in Bloom. 

 

mailto:Katrina.dalby@partnersislington.net
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considered to receive donations from 
Partners social responsibility budget.  

• If residents would like to suggest other organisations they’d like to 
be considered for funding, please contact Partners on 
enquiries@partnersislington.net or 0800 587 3595. 

Open Forum Programme 2020 
A small change to the format of the Open Forum was shared at the meeting. Partners plan to publish a list of 

managers from each of our service areas who will be attending the Open Forum. This will give residents the 
opportunity to think about any questions they may have for particular service areas.  The focus of each meeting 
will then be on that specific team and only if time permits will there be the opportunity to ask about other 

aspects of Partners service. Residents can complete an enquiry form at the meeting if they have questions 
concerning a different aspect of our service and will be contacted outside of the meeting. Notes will continue to 

be produced detailing all the points raised at the meeting. This change will be reviewed in the November 2020 
meeting.  

Partners Repairs Team will attend the March meeting and Partners Heating Team the May meeting.  

 

 

Date of next meeting – Thursday 19 March 2020 - Islington Town Hall, Committee room 2
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