
 
Partners’ Residents Open Forum Meeting 18 November 2021 

Partners’ staff: Katrina Dalby, Service Improvement and Engagement Manager, Amanda Tayler, Service Improvement and Engagement 

Advisor, Michelle O’Toole, Communications and Complaints Manager 

Islington Council staff: Stacey Payne 

6 Resident attendees 

Discussion Item Response if applicable Actions 

Partners Discussion Items:   

Announced departure of Tom 
Irvine-Managing Director of 

Partners 
 

Tom Irvine has left Partners after 17 
years’ service. In Tom’s leaving 
message he thanked residents for 

working with Partners to ensure their 
homes are safe, secure and in good 

condition, and for supporting our 
efforts to deliver consistently good 
services 

Partners’ existing Management Team - Michelle O’Toole, 
Shukhrat Mirakhmedov and John Venning are covering Tom 

Irvine’s responsibilities in the interim until April 2022 when a new 
Partners structure will be in place.  

 
Residents asked where Tom has moved on to. It was confirmed 
that we don’t have that information but have lunch with Tom 

planned for next week. Residents were invited to pop in and say 
goodbye to Tom, or to send a message to be passed onto Tom to 

Katrina Dalby.  
 
Residents at the meeting wished Tom all the best. 

 

Partners Events: 
 
Partners Resident Christmas 

Party: Tuesday 7 December 12-2, 
Islington Assembly Hall 

Food TBC-we are trying to organise 
hot food, something we haven’t had 

before. Due to COVID things are a 
little trickier than normal. We have 

Residents asked about COVID regulations for entry to the Town 
Hall. 
Visitors must have a covid pass or negative result to attend on 7 

December; vaccine cards will not be accepted by Islington 
Assembly Hall. Residents are advised to contact their GP for a 

covid pass if they don’t have one on a smart phone. The GP will 
post one to them. Full details are on our website and in Partners 

Gazette. If anyone has any queries about the party, please 
contact Amanda Tayler on 0800 587 3595.  

AT to contact food supplier if 
necessary. 



 
Discussion Item Response if applicable Actions 

organised professional bingo & a 
raffle  
 

Cinema Clubs: 
Thursday 16 December 2pm-The 

Greenbook (PG-13) 
 
Tuesday 21 December 2pm-Coco 

(PG) 
Contact Amanda Tayler on 0800 587 

3595 for more information. 

Amanda confirmed that she is meeting a potential caterer on 
Friday. Residents suggested that they would like hot food and 
would like West Indian or Caribbean food to be considered. One 

resident suggested a contact who could also supply food if 
required  

 
 

A resident asked how complaints 

about are Partners handled?   

Stacey Payne confirmed that some complainants contact her 

team directly. She explained that when this happens her team 
pass the complaint to Partners to investigate at stage 1 of the 
complaints process. Her team ask to be kept updated on the 

complaint investigation so that they can monitor case.  
 

If residents are dissatisfied with Partners’ response at stage 1 
they can escalate their complaint to the CE stage which is 

investigated by Islington’s Complaints Team. The PFI Clienting 
Team do not have a role at this stage. 
 

If a resident remains dissatisfied, they can escalate their 
complaint to the Housing Ombudsman. Full details of Partners 

complaints procedure are available here: 
www.partnersislington.net/contact-us/submit-an-enquiry-
service-alert-or-formal-complaint/  

 

 

A resident asked what happens if 

there are outstanding issues with 
repairs once properties are 

handed back? 

Stacey Payne confirmed that ‘cut over’ describes a piece of work 

that will be in place when the PFI2 contact ends in April 2022. 
Islington Council’s Repairs Team are meeting regularly with 

Partners’ Repairs teams to agree the processes that will manage 

 

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 

the handback of the repairs and any issues that may remain 
after handover.  
There is not once specific answer, but everything is being 

discussed and agreed. Islington Council and Partners want to 
ensure that there is a smooth transition of services for residents. 

 
As more agreed ways forward on the handover processes at the 
end of the contract are agreed, these types of questions and 

answers will feature in the FAQ’s that the council is intending to 
publish on its website. 

 
The basis of the FAQ’s were created when a team member of the 

PFI Clienting Team attended a previous Open Forum and sought 
feedback from the residents.    

A resident asked whether the 

Council’s software is compatible 
with Partners’ and how files will 

be transferred over and whether 
it will be a smooth transition? 

 
 
Will the files from the properties 

go to the Council or will a new 
file be created?  

 
 
Suggested by resident that we 

arrange a meeting for affected 
residents to address concerns 

Stacey Payne confirmed that Partners and Islington Council’s IT 

teams are currently undertaking testing to understand Partners’ 
processes and how data is stored. These tests will help to ensure 

a that there is a smooth handover of data. We will ensure that 
there is a secure migration of data and that it is accessible to 

Islington Council staff once it is handed over. Senior digital 
support is being provided by Islington Council and Partners.  

All the data that Partners hold will migrate back to the Council. 

Partners already uses the Council’s system for tenant information 
and our Home Ownership use the same system (in a different 

version) which will help with the handover  

The Council will be writing to each PFI2 resident on how council 
services will be accessed after the end of contract date, next 

year. This communication will include relevant contact 
information and a FAQ sheet. Questions raised by the Open 

Forum have been included in the FAQs. The FAQs will be a live 
document which will be added to as and when new questions are 

 



 
Discussion Item Response if applicable Actions 

asked. The FAQs will be on Islington Council’s website and will 
continue to grow.  

The Council are installing a generator to support council systems 

in the event of a power cut. Therefore the council will be 
unavailable over this coming weekend (22/23 November) whilst 

this is installed. This will not affect Partners residents.  

A resident asked when Purdah 

takes place next year. 

Stacey Payne confirmed that Purdah starts on 28 March 2022  

PFI2 Handback 
 

 

• Partners staff meet regularly with Islington Council to discuss 
the handback and plans are progressing well. We have been 

looking at every aspect of Partners’ service including data 
transfer, communication, repairs etc. 

• Regular meetings are taking place between all services 

• There will be communications early 2022.  
 

 

STAR Survey from Islington 
Council 

 
A few of the Forum noted that they 
had received and completed the 

survey 

Full details are available on Partners website: 
www.partnersislington.net/news/islington-councils-star-survey/ 

 

A resident asked whether there 

are currently any identifiable 
complaint trends? 

Michelle O’Toole confirmed that currently Partners have a pretty 

even spread across the services. We experienced a spike last 
month on repairs complaints, but this month the numbers have 

reduced so we’re hopeful it was a short-term blip. 
 
We did experience some issues with our Roofing service in 

June/July due to staff changes, but the majority of these cases 
have now been resolved.  

 

 



 
Discussion Item Response if applicable Actions 

We receive approximately 25-30 complaints per month. We have 
had great news on our escalation rate from stage 1 to stage 2 
complaints. In 2019 the escalation rate was 20%, in 2020 it was 

17%, and in 2021 it’s currently 11%. We are getting better at 
learning lessons from complaints and agreeing better outcomes 

for our residents which we think has resulted in the reduced 
escalation figures. 
 

Residents noted that they were happy to hear this, it is excellent 
news.  

A resident asked whether 
Partners have considered what 

they will do if weather gets bad 
over Christmas?  

A full repairs and gas service will be available to residents with 
an out of hours service providing emergency cover over the bank 

holidays and during the evenings. Residents can contact us on 
our usual number 0800 587 3595 and calls will be diverted to our 
out of hours service when we are closed.  

Partners may supply temporary heaters and contribute towards 
energy costs if required.  

 

 

A resident asked whether the 

London Fire Brigade are doing 
their Christmas lunch again? 

Partners have contacted Brian Rice who previously arranged the 

lunch at the LFB a few times but has not heard back.   

Following the meeting we 

telephoned Brian and found out 
that he has retired. The Watch 

confirmed that they are not 
providing lunch this year as 
they are understaffed but hope 

to do it again in the future. 

 

Date of next meeting – Thursday 20 January 2022 – via Zoom 


