
 
Partners Residents Open Forum Meeting 17 September 2020 

Partners’ staff: Katrina Dalby, Service Improvement and Engagement Advisor, Michelle O’Toole, Complaints and Communications Manager 

Islington Council staff: Saf Khan 

6 Resident attendees 

Discussion Item Response if applicable Actions 

Partners Services during lockdown 
In anticipation of any future lockdowns 

or restrictions residents were asked how 
they found our services during the 
lockdown.  

During lockdown Partners managers met 
daily with Islington Council 

representatives to review services and 
recording and reviewing the numbers of 
residents and staff affected. We 

continued to provide emergency repairs 
and although our offices were shut staff 

were available as normal on the phone 
and via email. As the government 
updated their advice we adapted our 

services to reflect the changes. We 
attempted to telephone all our over 70s 

residents to check their wellbeing and 
signpost them if needed. We spoke to 
653 residents.  

We updated our website regularly with 
information about our services. 

Residents were asked: 
Did you contact us? How was it? Did you 
have any emergency and needed an 

Resident feedback included: 
• One resident had reported a fault with their heating 

during lockdown and felt that the appointment was 
handled well, and good health and safety measures were 
followed.  

• Partners website needs to adapt to the changing situation. 
There is too much writing on the coronavirus page. 

• The website needs information about PIP – Personal 
Independence Payment. 

• Staff should be publicly thanked for their work.  

• Emails should be used more to keep residents updated. 
• After making a repairs appointment one resident 

explained that she was pleased to receive an email asking 
if anyone in the household was shielding and what 
measures to follow if they were.  

• Dustbin collection suffered during lockdown. 
• Where can residents get recycling bags for their kitchen 

caddies now that libraries are closed? 

• Partners to update the 
website more regularly and 

slim down content. 
• Add PIP information to 

website. 

• Look into emailing residents 
when things change. 

• Residents to report issues 
with the bins to Islington 
Council. 

• Recycling bags can be 
requested here: 

https://www.islington.gov.uk/recycling-
and-rubbish/recycling-and-rubbish-
collections/recycling-and-rubbish-
containers-guide/food-waste-recycling-
containers#guide-sections 
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Discussion Item Response if applicable Actions 

appointment? If you had an appointment 
how did you find our safety measures?  
 

Do you have any suggestions should this 
happen again? Is there anything we 

should consider doing differently? 
 

Agenda item for November’s Open 
Forum 
Partners Complaints Officer, Stella 

Wanjala would like the opportunity to 
present at November’s Open Forum 

meeting. Attendees were asked for ideas 
on the presentation content.  

Resident suggestions included: 
• How alleged damage caused by contractors or things that 

aren’t considered Partners responsibility are investigated. 

• Process for cyclical works – information is not forthcoming 
and readily available, it has to be requested. 

• Clarity around when complaints are ‘official’ and what the 
response targets are.  

• Personal contact makes the complainant feel valued and is 

important in building relationships. 

• More information on the 
ongoing Cyclical programme 
to be added to the website – 

clear understandable 
information 

• Revisit the complaints 
process page on the website  

PFI2 Handback Survey 

Saf Khan explained that he is overseeing 
the handback of the PFI2 properties from 

Partners to Islington Council. The 
handback will happen in April 2022. 

Islington Council have contracted Ridge 
to carry out surveys of around 1800 
homes and Upshot will take photographs 

of the roofs. The Council have written to 
all PFI2 residents and asked them to 

contact Ridge to make an appointment 
for a survey. Where appointments 
haven’t been made, Ridge will 

speculatively knock on doors to see if 
they can survey the property.  

Saf emphasised that any repairs should 
be reported to Partners in the normal 

• A resident noted that they had emailed to make an 

appointment, but the surveyor arrived unannounced. Saf 
confirmed that the surveyors may not have seen the 

letter that had been sent or that residents have made an 
appointment.  

• A resident noted that it is important for repairs to be 
completed so that the properties are maintained to a high 
standard.  

• A resident asked for an update on Islington Council’s fire 
safety programme. 

• A resident asked whether the properties will return to the 
Council in batches. Saf confirmed that the properties will 
transfer together on the same date.  

• A resident asked whether any communications are 
planned for the handback. Saf confirmed that there is a 

communication plan and strategy for the handback and 

• Saf to ensure surveyors 

have seen the letter which 
has been sent to residents.  

• Update residents on fire 
detection works. 

• Partners to update resident 
on fire detection works to 
their home. 



 
Discussion Item Response if applicable Actions 

way and residents should not wait for 
Ridge to attend.  

that all residents will be written to around 
January/February 2022. 

• A resident asked what would happen if a property had 

subsidence. Saf confirmed that if a resident has a concern 
about cracks in their home they should report them to 

Partners. Islington is built on London clay and because of 
2018’s very dry summer there has been a big rise in the 
number of properties experiencing subsidence. At the 

point of handback, full details of all ongoing subsidence 
cases will be given to Islington Council to progress.  

 

Date of next meeting – Thursday 19 November 2020 – via Microsoft Teams 



 
 


