
 
Partners’ Residents Open Forum Meeting 19 November 2020 

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

Manager, Stella Wanjala, Complaints Officer 

Islington Council staff: Eileen Abbott 

6 Resident attendees 

Discussion Item Response if applicable Actions 

Partners Complaints Team – 
Presentation from Michelle O’Toole and 

Stella Wanjala.  
Prior to 2014 complaints were dealt with 
by the relevant service area within 

Partners. It was then decided that we 
needed an independent overview of 

complaints and the Complaints Team 
was created. Partners Complaints Team 

is an independent team who investigate 
all service alerts, stage 1 complaints and 
stage 1 reviews. The team are impartial 

and objective and try their best to put 
themselves in the resident’s shoes.  

The team take a holistic approach and 
through their interactions with 
complainants, they try to understand the 

whole situation and not just what is 
presented to them.  

Sometimes residents can be very upset 
or angry and officers need to focus on 
what the issues are. They use their 

knowledge, judgement, evidence 

• Is there a benefit to Partners if an enquiry is logged as a 
service alert rather than a complaint? 

 
Service alerts are reported and monitored in the same way 
as complaints. They are as important as complaints and give 

us an opportunity to resolve issues before they become more 
serious. Service alerts are responded to more quickly than 

complaints - within 10 working days instead of within 15 
working days.  

 
• What power does the Complaints Team have over the 

Partners? 

 
All our processes are aligned with the Ombudsman’s 

guidelines and recommendations. We work with Islington 
Council and adhere to these. We have monthly meetings with 
the service areas at Partners to review complaints and learn 

from any mistakes. The Complaints Manager records any 
actions and ensures that these are completed by the service 

areas.  
 
• How many people are in team? 

• Partners to feedback to 
resident on why their 

enquiry was logged as a 
service alert rather than as a 
complaint  



 
Discussion Item Response if applicable Actions 

available and experience to try to resolve 
a complaint.   
How do we decide if it is a 

complaint? 
When we receive an enquiry we first 

check whether we have dealt with the 
issue before. Generally, if it is the first 
time that we have been notified of an 

issue it will not be logged as a complaint. 
We will ask the relevant service area to 

respond to the resident or we will log it 
as a service alert. Service alerts are 

responded to within 10 working days.  
If we have already dealt with the enquiry 
before or we feel that the issue has been 

going on for a while we will log it as a 
stage 1 complaint. Complaints are 

responded to within 15 working days.  
If a resident is unhappy with our findings 
and wants to escalate their complaint to 

the next level, then it is sent to Islington 
Council. The Council may ask Partners to 

carry out a stage 1 review if they feel 
that there are issues we haven’t 
addressed, or they may investigate. 

They will look at whether what we have 
done is reasonable, whether we’ve 

addressed all the issues and whether our 
actions have been successful. Stage 1 
reviews are responded to within 10 

working days. If a stage 1 review is 
completed and the resident remains 

dissatisfied, they can ask for the Council 

There are 5 members of the team. The Complaints and 
Communications Manager, 1 Administrator, 2 Complaints 
Officers and 1 lead Complaints Officer. 

 
• One resident was appreciative of the fact that we follow 

up to ensure any outstanding issues are fully resolved. 
They noted that it is very important that the Complaints 
Officers check back with residents once the complaint is 

closed to ensure they are satisfied, and the issues have 
been resolved. 

 
• How many complaints do you get each year? 

 
In 2019/20 for the 6,500 properties we manage we received 
294 stage 1 complaints. So far this year we have received 

122. If this trend continues we will have received less 
complaints for the 2nd year in a row.  

 
• Are complaints from leaseholders treated in the same 

way? 

 
All complaints are investigated in the same way regardless of 

who submits them. Leaseholder complaints relating to service 
charges and final accounts are dealt with through a different 
process – the service charge challenge process. Full details 

are available on our website: 
www.partnersislington.net/publications/major-works-and-

service-charge-challenges-leaflet/  

 

 

 
 

http://www.partnersislington.net/publications/major-works-and-service-charge-challenges-leaflet/
http://www.partnersislington.net/publications/major-works-and-service-charge-challenges-leaflet/
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to investigate at stage 2. The Council will 
ask us for all evidence relating to the 
complaint and will carry out their own 

investigation. Following this, if a resident 
is remains dissatisfied, then they can ask 

the Housing Ombudsman to investigate.  
 
All enquiries sent to our generic email 

address enquiries@partnersislington.net 
are logged by a member of the 

Complaints Team. This enables the team 
to have an overview of all 

correspondence received and spot issues 
when they arise. Michelle sees 
complaints as an opportunity to help and 

a chance to interact with residents and 
identify ways that we can improve our 

services. Michelle would love for things 
to be perfect but understands that things 
do go wrong.  

Each month we review complaints with 
the service areas to identify learning and 

to improve processes and our 
communication to minimise the chance 
of the same thing happening to someone 

else. You can find more about our 
complaints process on our website: 

www.partnersislington.net/contact-
us/submit-an-enquiry-service-alert-or-
formal-complaint/  

Stella Wanjala described two complaint 
investigations to illustrate how the team 

works.  

http://www.partnersislington.net/contact-us/submit-an-enquiry-service-alert-or-formal-complaint/
http://www.partnersislington.net/contact-us/submit-an-enquiry-service-alert-or-formal-complaint/
http://www.partnersislington.net/contact-us/submit-an-enquiry-service-alert-or-formal-complaint/


 
Discussion Item Response if applicable Actions 

 

Section 20 Process 

A resident asked for clarification on the 
Section 20 and observation process. 

• Full details of all our Leasehold services are available on 

our website, www.partnersislington.net/leaseholders 
• Section 20 of the Landlord and Tenant Act 1985 (as 

amended) says that a landlord must consult leaseholders 

who are required under the terms of their lease to 
contribute to costs incurred through their service charges 

where any one leaseholder’s contribution will be over 
£250 

• A section 20 notice is an estimate of the cost of the work 

that will be undertaken. Leaseholders are expected to pay 
a share of the cost of the works depending on their 

apportionment which his based on the size of their home.  
• Under the Social Landlord’s Mandatory Reduction of 

Service Charges (England) Directions 1999 Partners 

cannot charge leaseholders more than £10,000 for works 
in any rolling 5-year period. This applies to work 

completed under the long term PFI contracts with 
Islington Council. Therefore, if a final account exceeds 

£10,000 leaseholders can only be charged a maximum of 
£10,000. Before we issue a final account, we review the 
repairs costs we have charged over the last 5 years to 

ensure that leaseholders are not charged more than 
£10,000 in that 5 year period. 

• After you receive a section 20 notice you have 21 days to 
submit any questions about the proposed work. Work 
cannot start until the observation period is complete. 

 
• Are tenants in a block updated when work is delayed 

because a leaseholder has raised observations? 
 

 

• Leaseholder to be updated 

on the planned start date for 
their cyclical decorations. 

http://www.partnersislington.net/leaseholders
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Our Cyclical Team do not schedule any works to start until all 
observations have been answered in full. Any observations 
raised after this point would be answered, but we would not 

need to delay works if they were made outside of the 
consultation period. The delays we experience tend to be 

access related rather than due to observations. Where these 
occur, we do try and keep all residents informed if there is a 
significant delay to works starting. 

 
Our Major Repairs Team follow a communications protocol 

which automatically generates an update letter to all 
residents when there is a delay to an agreed start date. 

 
• Do Partners monitor repeat repairs to identify where there 

may be issues with the quality of workmanship or the 

property? 
 

Our Cyclical Team review the complete repairs history for the 
property when they are compiling the specification of works. 
If repeat repairs are carried out to the same area due to a 

failure, then we would not expect any leaseholders to pay 
twice for the same piece of work carried out within an 

unreasonable timeframe.  
 
The Repairs Team’s system generates a flag if a similar repair 

is raised 3 times within 6 months against the same address. 
The Customer Service Officer will review the repairs and 

escalate to a Supervisor for further investigation if necessary.  

Islington Council Installation of Fire 

Detection Systems 
A resident asked for an update on their 
works and all residents asked for a 

general update on the programme.  

• Update from Islington Council: 

 
High priority works in the north of the borough have started 
and are running through to February, and a programme for 

the south of the borough is due in the New Year and further 

• Islington council to contact 

specific resident with an 
update on their work.  
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details of this will be included in Partners Gazette and on the 
website once available 

Christmas 
A resident asked how Partners is 
supporting vulnerable residents this 

Christmas. 

• We will support organisations in the borough to help them 
deliver services to our residents.  

• We have donated to North London Carers, London Fire 

Brigade’s Christmas lunch, Chorley Community Church 
shoe box appeal, Cripplegate.  

 

 

Date of next meeting – Thursday 21 January 2021 – via Microsoft Teams 



 
 


