
 
Partners’ Residents Open Forum Meeting 21 January 2021 

Partners’ staff: Katrina Dalby, Service Improvement and Engagement Advisor, John Venning, Head of Asset Management, Neil Hawkins, 

Gas Manager 

Islington Council staff: Stacey Payne 

5 Resident attendees 

Discussion Item Response if applicable Actions 

Internal Communal Decorations 
A resident asked whether their 

communal hallway would be decorated 
by Partners.  

• When Partners completed the refurbishment of residents’ 
homes between 2002 and 2012 the internal communal 

areas were decorated.  
• The Council did not ask us to decorate the internal 

communal areas of the properties in the PFI2 contract, 

which is a 16-year contract again. The Council will be 
responsible for any future decorations work to these 

properties. Residents are entitled to request permission to 
decorate their own communal areas as long all residents 

at the property agree. Permission can be sought by 
completing an alterations request form which is available 
on our website or via our Housing Team: 

www.partnersislington.net/contact-us/apply-to-buy-
landalteration/ 

• We have started a second cyclical decorations programme 
for our PFI1 properties which will include the decoration of 
the internal communal areas. The management of PFI1 

properties will return to the Council in 2033.  

• Leaseholder to follow up 
matter regarding their lease 

Gas Boiler Maintenance 

A resident raised concerns about the 
number of repairs their gas boiler has 

needed in the last year and asked at 
what point would a boiler be replaced.  

• Gas boilers in tenanted properties are serviced annually. 

• Heating issues can be reported to our Gas Team by calling 
0800 587 3595 and selecting option 1. 

• The Gas Team will identify the issue and carry out the 
necessary repairs and never leave a resident without 
heating or hot water for any period of time.  

• Partners Head of Asset 

Management and Gas 
Manager to review boiler 

repairs’ history  
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Discussion Item Response if applicable Actions 

• The lifespan of a boiler is between 15-20 years. 
• Where repeat repairs are reported, the Gas Engineers will 

review the performance of the boiler with the Gas 

Manager and if it is deemed that the boiler is no longer 
economically viable the boiler will be replaced.  

 

Leaseholder Contribution 

A resident asked for clarification on 
which building repair costs leaseholders 
contribute to and which they don’t.   

• Leaseholders pay a service charge. The service charge is 

the leaseholder’s contribution towards the day-to-day 
costs of maintaining and repairing the structure, exterior 
and shared parts of the property. 

• Service charges don’t include costs for services we only 
provide to tenanted homes in the building, such as 

internal repairs and heating services. 
• Leaseholders are responsible for any internal repairs and 

heating inside their flat and the upkeep of a private or 

communal garden. 
• We share the cost of repairs and services to a building 

among all the homes in the property. According to the 
lease, the Council (and Partners, as managing agent for 

the Council) can choose any fair and reasonable way of 
sharing costs. 

• Currently we use a points system to decide an individual’s 

share of service charges and major-works costs, based on 
the number of rooms in their home. We allocate a point 

each for a hall, living room, bathroom and kitchen and 
one extra point for each additional room (so bedsits and 
studio flats would be allocated four points and a one-

bedroom flat would be allocated five points). 
• The terms of the lease will always dictate what is being 

sold and what charges a leaseholder will be liable for.  
• The leaseholder is sold the internal parts of their flat and 

they are generally responsible for maintaining them. 

Anything structural or communal would be the landlord’s 

• Partners to investigate 

providing a generic lease 
agreement 



 
Discussion Item Response if applicable Actions 

responsibility and leaseholders are obligated to contribute 
to the costs incurred by the landlord. 

PFI2 Handback Survey 
A resident asked for an update on the 
PFI2 handback survey. They also asked 

Partners to include information about the 
outcome of the survey in Partners 

Gazette.  
 

• 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 April 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.  
• Islington Council contracted Ridge Surveyors to survey 

the PFI2 properties to ensure any repairs required are 
completed and that the properties are handed back to the 

Council in a good state of repair.  
• The Council leads on the survey and is planning to publish 

a report of the findings. When it is available we will share 

details of it with residents. 

 

Partners Repairs Service 

A resident asked whether Repairs 
Operatives should wear shoe coverings 

when they enter residents’ homes. 
Another resident asked whether Repairs 
Operatives should have ID badges as 

they noted that recently they hadn’t 
seen them being worn. This resident also 

asked how the Repairs Teams are 
structured and funded. 

• Partners Repairs Operatives and Heating Engineers should 

wear shoe coverings when working in residents’ homes. If 
they don’t do this, please ask them to.  

• All Partners staff should wear an ID badge. If you cannot 
see an ID badge, please ask them to show it to you or 
contact us on 0800 587 3595 to check their identity. 

• Partners has 3 Repairs Teams – Responsive Repairs, 
Major Repairs and Cyclical Decorations.  

• The Responsive Team deal with low level, low value, quick 
repairs and we set out response times for these repairs 

• Add note to Partners Gazette 

advising residents that staff 
should wear shoe coverings 

and ID badges. 

https://www.islington.gov.uk/contact-us/contact-housing-services
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depending on their type. You can see details of our 
response target times on our website: 
www.partnersislington.net/tenants/repairs-gas-servicing-

and-cyclical-decorations/ 
• The Major Repairs Team deal with larger repairs. Where 

an operative identifies a repair which requires more work 
and is larger in scale they will refer the repair to the Major 
Repairs Team. This team will be working on up to 200 

repairs at any one time and have a target completion time 
of 12 weeks.  

• The Cyclical Decorations Team are our planned 
maintenance team and carry out external decorations 

over a 7-10 year cycle. The Team have recently started 
the second round of decorations on the PFI1 properties 
and have almost completed the PFI2 properties.  

• Islington Council entered into 2 PFI contracts with 
Partners. The Council receives ‘PFI credits’ from 

Government to operate the PFI.  
• Partners have brought the properties up to an agreed 

standard and keep them at this standard and provide 

management and maintenance services during the 
contract period. 

• Partners are paid a fixed fee for doing this. This fee is 
performance-related, so if Partners don't provide the 
service or maintain the properties to the agreed standard 

then payments are reduced. 
• Islington Council monitor Partners' performance closely to 

make sure that we are meeting the set standards. 
• The way that PFI is funded is complicated and involves 

the contractor investing money at the beginning of the 

contract to finance the work needed to bring homes to the 
agreed standard and then maintain them at this standard 

for the period of the contract, for a fixed monthly fee. 



 
Discussion Item Response if applicable Actions 

• The Council has published details of the contracts here: 
• www.islington.gov.uk/-/media/sharepoint-lists/public-

records/housing/partnershipmanagement/agreements/20

142015/20141021pfi2redactedprojectagreement.pdf 
• www.islington.gov.uk/-/media/sharepoint-lists/public-

records/housing/partnershipmanagement/agreements/20
142015/20141021pfi1redactedprojectagreement.pdf 
 

 

 

Date of next meeting – Thursday 18 March 2021 – via Microsoft Teams 
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