
 

 

At Sapphire Independent Housing we value our residents’ views and 
opinions, as they help us to maintain our commitment to service 
excellence and improve the services we provide. 

Thank you very much to everyone who took the time to complete a survey 
form for our 2016 Resident Satisfaction survey. We are currently analysing 
all of the survey responses. We will be in touch in early 2017 to arrange 
resident meetings, where we will provide overall feedback from across the 
Association, outline any areas requiring planned improvements and discuss 
any queries you may have. 

All residents who returned a fully completed survey (including their full name 
and contact details) will be receiving a £5.00 gift card, within the next few 
weeks, as a thank you for taking the time to give us your feedback. 

In the mean time if you have any queries regarding the recent survey please 
contact Joanne McGahon at: joanne.mcgaho@sih.org or 020 7485 8889.  
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I am very pleased to be 
writing my first welcome 
message to you, as the new 
Chief Executive of Sapphire 
Independent Housing. I took 
over from Tricia Durkan in 
November. 

 

Welcome to The Informed 
 

Our performance for quarter two – 1st July – 30th September 2016 

I have been at Sapphire for a 
few weeks now and I would 
like to thank everyone for the 
warm welcome I have been 
given. 

 

I was attracted to the Chief 
Executive role at Sapphire 
because of the first class 
housing and services it 
provides to residents. There is 
a real commitment to provide 
excellent services to all 
residents, which has been 
confirmed by the recent news 
that we have been 
recommended for the 
Customer Service Excellence 
(CSE) accreditation for our 
work. This is great news and I 
would like to say a big thank 
you to the staff and residents  
 

who helped us achieve this. 
 
It is my wish that we continue 
to have a positive impact on 
the lives of residents. I hope 
that residents will get involved 
with the work of Sapphire by 
providing feedback, so that we 
can continue to improve our 
housing and services. You can 
also find out more about 
getting involved via our 
Resident Involvement 
Strategy, due for publication 
on the website in early 2017. 
 
I hope to meet more residents 
over the coming weeks and 
months. In the meantime, 
Seasons Greetings to 
everyone! 

How are we doing? 

Heather Thomas 
Chief Executive 
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Congratulations to Andrej 
Agafonov who recently 
completed his English for 
Speakers of Other 
Languages (ESOL) Entry 
2 accredited certificate. 

Andrej undertook the 
classes at the Conway 
House Training Resource 
Centre (TRC) as part of 
the recent partnership  

News in Brief 

 
IT workshops every Friday, 12-
2pm, at the TRC: If you would like 
to learn more about computers and 
how to undertake tasks such as 
uploading a CV as an attachment, 
registering with universal job-match 
(or other agencies) or using the 
internet to order your weekly online 
shop, then come along to the next 
workshop. No booking is required. 

Tea & Talk Events: Thank you to all 
our residents who got involved in the 
Association’s Tea and Talk events 
on Monday 10th October 2016. We 
raised a very respectable £132.00 in 
aid of World Mental Health Day. 
Thank you once again to everyone 
who attended and for helping to add 
value and meaning to the sessions. 

Camden Adult Pathway Awards:. 
The 2017 Camden Adult Pathway 
Awards (CAPA) will be held on 
Thursday 27th April at the Camden 
Centre from 6pm-9pm. If you are 
one of our Camden Pathway clients 
and you would like to be involved in 
the entertainment please speak to 
your Key Worker and start practicing 
your routine!  

Andrej receiving his certificate  

Congratulations Andrej 
programme with Training 
Link. Chris from Training 
Link has been attending 
the TRC every 
Wednesday for the past 
year to provide classes 
and prepare students for 
their assessments. 

To receive his certificate 
Andrej had to undertake 
separate reading, writing, 
speaking and listening 
skills tests and can now 
progress onto Entry 3 and 
then Level 1 (equivalent 
to GCSE) through the 
levels to achieve further 
accreditation with ESOL if 
he wishes. 

Congratulations once 
again Andrej, from 
everyone at Sapphire and 
keep up the hard work. 

 

 

 

 

The ESOL course at Conway 
House is now complete. 
However Gosia, ETE 
Coordinator, is currently 
negotiating the possibility for 
another ESOL course in 2017. 
 
Keep an eye out in the next 
issue of The Informed or via 
our ‘News & Events’ page on 
our website: www.sih.org for 
further details. 

 

Christmas opening hours  

All hostels will be open 
throughout the festive 
period. Please speak to a 
member of staff directly if 
you have a maintenance 
or central heating/hot 
water emergency. 
 
Our head office will be 
closed on Monday 26th 
and Tuesday 27th 
December 2016 and 
Monday 2nd January 
2017. 
 
If you are general needs 
resident in one of our self  
 

. 

contained properties and 
you have a maintenance 
problem please contact 
our out-of-hours 
telephone number on 
020 7372 6633 
 
In the event of a heating or 
hot water emergency 
please contact Milverdene 
Ltd directly on: 
020 8201 3377 or  
020 8201 3388, Mon – Fri, 
9am to 5pm and Sat 
8.30am to 1.30pm or 020 
8205 2199 for outside 
normal office hours. 
 

 

 

 

 

https://www.mentalhealth.org.uk/get-involved/tea-and-talk
http://www.sih.org/
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Congratulations to Mr Peter 
Lucas and Ms Nora Moss who 
each received £20 gift cards for 
our quarterly maintenance and 
cleaning and gas inspection 
survey prize draws. 

             

If you would like to be included in 
the next quarterly prize draw, 
please return your completed 
survey form in the pre-paid 
envelope provided or via the 
survey link sent, from Sapphire, 
to your mobile phone 

Don’t wait to be asked, 
you can give us your 
opinion and comments 
at any time… 
 

You can give your feedback 
and comments about any of 
the services we provide. You 
can contact us in any of the 
following ways: 
 

 Online: www.sih.org 

 Email: info@sih.org 

 Tel: 020 7485 8889 

 In person: speaking to 
your reception staff or 
by visiting head office. 

 

Thank you to all residents 
who provided feedback 
during our recent review of 
Sapphire’s Mutual 
Exchange Policy. All the 
feedback we received was 
used to ensure we are 
providing a straightforward 
and understandable policy, 
for all our general needs 
residents who are 
interested in undertaking a 
mutual exchange.  
 
As we are sure you are 
aware, via the recent 
resident consultation 
meetings, we are also up-
dating our Resident 
Involvement Strategy.  
 

 

This strategy will be 
promoting exciting new 
opportunities for residents to 
get involved with, such as 
auditing of our current 
services and assisting with 
future recruitment of 
Sapphire staff. Thank you to 
everyone who participated in 
our consultation meetings. 
 
Both reviews are now 
complete and are due to be 
confirmed by our Board in the 
New-Year. Once they have 
been confirmed they will both 
be available for all residents 
to view and download on our 
website: www.sih.org  

Mutual Exchange Policy and 

Resident Involvement update 

Women’s Health workshops  
Sapphire and Team Up, 
Health Education England, 
have joined together to 
launch an exciting health 
and wellbeing project for all 
female residents.  
 

The project will include 
workshops offering advice 
on women’s health issues. 
The first programme of 
workshops will be held at 
Bethany House and are 
planned to commence in 
February 2017. 

Team Up will be creating a 
brief survey to find out what 
people would like covered 
at the workshops. Some 
suggestions so far  

include cervical screening 
and breast cancer 
awareness. The survey will 
be available soon, in 
schemes and via our 
website.  
 

The workshops are open to 
all female residents, from 
both supported and general 
needs schemes, across the 
Association.  
 

If you are interested in 
participating in these 
workshops please speak to 
your Key Worker or 
Housing Officer for further 
information on how to get 
involved. 
 
 

http://www.sih.org/
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My name is Abdiwali Jama 
and I graduated from the 
House of St Barnabas 
(HoSB), after completing a 
12 week Employment 
Preparation Programme, 
on December 5th this year. 

I joined the Conway 
House service in June 
2015 and immediately 
decided to use all the 
opportunities on offer to 
help me develop my 
employment possibilities. I 

therefore undertook a 
course with North West 
London College in 
December 2015, however 
due to the cost I was unable 
to get a Security Industry 
Card and therefore had to 
have a rethink about my 
future employment plans.  

In September 2016 I 
applied, was interviewed, 
and accepted by HoSB, for a 
12 week course supporting 
people who have been out of 
work to gain skills and 
confidence whilst preparing 
them for future employment. 
During the 12 weeks I 
worked on Reception 
greeting people over the 
phone. The HoSB is a busy 
members club in central 
London and the reception 
deals with 50-100 people 
face- to-face every day, as 
well as phone calls, taking 
bookings, directing and 
visitorsand providing 

 

: 

 

Customer Service Excellence Award 

process, was really positive. 
He was very impressed, 
saying we have many areas 
of customer service good 
practice. 

We will keep all residents 
informed with full details on 
this good news in early 2017. 

Thank you once again from 
all the team at Sapphire to 
everyone who took part. 

We would like to say a big 
thank you to all our 
residents who took part in 
our recent Customer 
Services Excellence (CSE) 
assessment. 

We are pleased to advise 
that the Association has 
been recommended for 
accreditation. Feedback 
from our assessor - Tom 
Banks, who many of you 
met during the assessment  

providing information about the 
art exhibitions and events.  

During my time on the course I 
have learnt many practical skills, 
such as good team working and 
flexibility, but I have also made 
some really great friends as well. 
The majority of those who 
attended the course have been 
offered jobs at the HoSB and 
there is a strong possibility that I 
will be offered a job as 
Receptionist there too, which I 
would be really pleased about. I 
highly recommend that anyone 
in supported housing who is 
looking for work, but does not 
know the best route into it, 
should consider this course. 

 

 

My story by Abidiwali Jama 

Abidiwali graduating 

 

If you would like to find out 
more about the 12 week 
Employment Preparation 
Programme on offer as HoSB 
go to: www.hosb.org.uk 

http://www.hosb.org.uk/
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Dates for future house 
meetings are as follows 
(times to be confirmed): 

- 20th of December 2016 
- 17th of January 2017  
- 21st of February 2017  
- 21st of March 2017  

The current coffee morning 
and wellbeing workshops 
arrangement is also under 
review due to resident 
feedback, via the recent 
survey by CASA and CGL, 
suggesting the two activities 
should be separate. The idea 
is to now hold a resident 
coffee morning once a month 
and for the wellbeing 
sessions to continue every 

 

Updates for Bethany House residents 

Due to maintenance 
changes we are introducing a 
new appointment system for 
all routine jobs reported. 
Residents will be given a 
choice of AM or PM slots and 
will be required to provide 
access to maintenance staff 
whilst they carry out the 
repair. 

This was discussed at our 
last general house meeting, 
however there will more 
opportunities to discuss this 
at future house meetings. We 
encourage all residents to 
attend house meeting to give 
your views on the new 
system and other matters.  

 

Tuesday as a separate 
activity. 

Thank you to everyone who 
recently provided their 
feedback on the wellbeing 
workshops offered by CASA 
and CGL. Jackie and 
Manjeet will be using your 
suggestions to improve 
future sessions. 

To find out about regular 
activities happening within 
your scheme and across the 
Association go to the News 
and Events page at: 
www.sih.org  and click on 
‘Regular Events and 
Activities.’ 

Landscapes 
By Rukia Mohamoud 

Resident at Bethany House 

 I can smell the exquisite air enwrap me with warmth 
Glaciers still in suspense 
This sentiment I sense is reminiscent 
Nostalgic like childhood 
I was oblivious to the fact that such a place existed 
Its essence intertwines me and makes me uplifted 
Upbeat like my favourite Curtis Blow song, singing “it’s a 
break” 
I let the aromas nature, release, absorb into my being like 
osmosis 
I can smell the earthy exquisite air enwrap me with its 
warmth 
This landscape is my serene sanctuary 
A dream so beautifully desired and satisfactory 

For more poems by Rukia go to Residents 
activities and achievements located in the 
Residents’ Section of our website: www.sih.org  

Youth Connexions 

at Townsend House 
Youth Connexions will be 
providing a 10 week programme 
at Townsend House in early 
2017. The programme will 
include workshops to support 
residents with maintaining 
healthy relationships, gaining 
employment, updating CVs, 
interview skills, empowerment, 
self-confidence and self-
esteem. 

Check the communal 
noticeboards for times and 
dates and/or speak to your Key 
Worker to find out more. 

Find out more about Youth 
Connexions at: 
www.youthconnexions-
hertfordshire.org 

 

http://www.sih.org/
http://www.sih.org/
http://www.youthconnexions-hertfordshire.org/
http://www.youthconnexions-hertfordshire.org/
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Bethany House 

A Christmas buffet will be served in the TV lounge on Wednesday 21st December at 1pm. 
Please put your name on a register at reception before the 16th December if you intend to 
come. Guests will be allowed. One guest per resident. You must pay a refundable £3 
deposit for your guest.  

Conway House 

FEAST! Volunteers will be working in collaboration with Conway House staff and residents 
to prepare a Christmas meal on Thursday 22nd December in the communal dining room. 
There will be Christmas songs all day, so come along and help decorate the dining room 
and TRC, join in with some Christmas songs and help out with some cooking. Food will be 
served at around 6.30pm. 

FEAST! Will also be running their usual Cook & Dine session on Thursday 29th December. 

Hepburn Court 

A date and venue is still to be confirmed for Hepburn Court. Please speak to your Key 
Worker and check the communal noticeboards to find out more. 

Recovery Service (Brecknock Road and Hackett House) 

A date and venue is still to be confirmed for the Recovery Service. Please speak to your 
Key Worker and check the communal noticeboards to find out more. 

St Louise 

There will be a Christmas celebration, open to all residents, in the communal lounge on 
Thursday 22nd December. Come along for a variety of yummy buffet food, from 1pm 
onwards. 

Townsend House 

The venue and date for the Townsend Christmas events will be discussed and confirmed 
at the house meeting on 15th December, however the likely venue is the Tobey Carvery. 

Christmas events and activities 
 

Go to the ‘News and Events’ page at: 
www.sih.org 

to find out the latest updates on Christmas events across the Association and 
other activities at your schemes and/or in your area. 

 

 

http://www.sih.org/
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standards to all 
Sapphire residents. 
Reasonable travel 
expenses will be 
reimbursed. 

Please contact your 
key worker or email 
info@sih.org for further 
information. The first 
meeting is likely to take 
place in February – 
details will be provided 
on notice boards, on 
the website.  

Repairs and Maintenance Panel 

Chalk Farm foodbank 
 give you up to three 

days' emergency food at 
one of their foodbanks. 

You may also want to 
get advice about 
whether there is any 
way that you could 
increase your income. 
Are you getting all the 
benefits you are entitled 
to? Can you challenge a 
benefit decision that has 
reduced your income?  

Again the Citizens 
Advice Bureau may be 
able to help you with any 
benefit queries you 
have. For contact details 
for the Citizens Advice 
Bureau and other useful 
agencies go to page 9 of 
this issue. 

 

One in five people are 
living below the poverty 
line. Chalk Farm 
foodbank provides 
emergency food and 
support to local people 
in crisis. 

The Chalk Farm 
foodbank is run by the 
Trussell Trust, a charity 
that runs one of the 
largest networks of 
foodbanks in the UK. 
You usually have to 
have a food with you in 
order to get food from 
the foodbank. GPs and 
social workers or 
charities such as your 
local Citizens Advice 
Bureau, may be able to 
issue you with a food 
voucher. The Trussell 
Trust foodbank can then  

 

 
Address: Chalk Farm 
foodbank 
Baptist Church, Berkley 
Rd, London NW1 8YS 

Phone:020 7483 3763 

If the Chalk Farm 
foodbank is not in your 
local area, you can 
search the Trussell 
Trust website to see if 
there is a foodbank 
closer to you at: 
www.trusselltrust.org 

 

suggestions on the way 
we deliver maintenance. 
We are therefore going 
to be looking for 
volunteers who would 
like to attend these 
meetings every three 
months.  

Your feedback will help 
us to continually monitor 
and improve our 
maintenance service 
and to ensure we are 
delivering the highest  

Sapphire will be 
starting a repairs and 
maintenance panel in 
2017 which will meet 
quarterly to discuss the 
maintenance service at 
Sapphire.  

The panel will consist of 
Sapphire staff 
members who work 
within the services as 
well as residents who 
are interested in 
providing feedback and  

mailto:info@sih.org
javascript:void(0)
http://www.trusselltrust.org/map
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Thank you Helene from 
everyone at Conway 
House 

 

Completely free.  

CAP has worked with over 

1000 companies within the 

finance industry and is a 

recognised debt 

consolidation provider. 

They are a Christian based 

charity but they will help 

anyone regardless of their 

religious beliefs. 

If you are feeling weighed 

down by debt, then CAP 

can help. Their friendly 

team will give you a 

listening ear in the privacy 

of your own home and 

provide a practical solution 

to your debt. 

CAP is a charity, which is 

funded by donations, and 

therefore the service is  

Have you looked at the SIH website lately? 

Find out about regular events and activities across the Association via our website. 
 

Visit www.sih.org 
where you will also find… 

 

- News and features on what’s been happening in your scheme/local area. 

- Useful links to external agencies. 

- A help and advice section providing information guides and fact sheets 

- Log a repair request online 

- Provide feedback on our services or make a compliment/complaint/suggestion. 

…and much much more!  

 

Weighed down by debt? 

Samaritans www.samaritans.org 
Tel: FREEPHONE 116 123 
Email: jo@samaritans.org 

Alcoholics Anonymous  
Tel: 0845 769 7555 

Citizens Advice Bureau  
Tel: 03444 111 444 

You can find more useful contacts on 
our useful links page at www.sih.org  

 

Making that first call can 

be hard but the sooner 

you ring, the sooner you 

will have peace of mind. 

Give CAP a call today 

and start your journey 

towards debt freedom. 

Call FREE (from all UK 

landlines or mobiles):  

0800 328 0006. 

 

http://www.sih.org/
http://www.samaritans.org/
mailto:jo@samaritans.org
http://www.sih.org/
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wwwsih.org 

The Informed is a quarterly publication. Our next 

issue will be out in March 2016. Please send any 

comments, questions and story ideas to: 

TheInformed@sih.org  

  

For a PDF version or any previous issues of The 
Informed please visit the Residents’ Section of our 
website www.sih.org  and click on publications. 
 

If you would like this publication in large print 
please contact Joanne McGahon on 020 
7485 8889 
  

General enquiries 
 

Head Office 
Tel: 020 7485 8889 
info@sih.org  
 

General needs 
schemes 
 

Caulfield Court  
Baynes Street,  
London, NW1 0TZ 
 
College Yard  
9 College Yard,  
London, NW5 1NX 
 
Dunne Mews  
57 Leighton Road, 
London, NW5 2QH 
 
Forde House  
129 Queens Crescent 
London, NW5 4HE 
 
 
 

Supported schemes 
 
Bethany House  
13 Lloyd Square, London, 

Conway House  
18-22 Quex Road  
Kilburn, NW6 4PL 
Tel: 020 7372 6633 
 
Camden Recovery Service: 
Hackett House  
12 Kingsgate Road 
Kilburn, NW6 4TB 
Tel: 020 7692 7285 
Brecknock Road 
147 Brecknock Road,  
London NW9 5AD 
Tel: 020 7267 4771 
 
Hepburn Court  
Brookside, Gowar Field 
South Mimms. 
Hertfordshire EN6 3QE 
Tel: 01707 662 667 
 
Townsend House 
135 Aycliffe Road, 
Borehamwood,  
Hertfordshire, WD6 4HA 
Tel: 020 8207 1562 
 

How to contact us: 

Head Office: 
1 Holmes Road 
London 
NW5 3AA 
 
Phone: 020 7485 8889 
Fax:  020 7485 3137 
Email:  info@sih.org 

Website: www.sih.org  

Highgate Road 
54/56 Highgate Road 
London, NW5 1NU 
 
St Eugene Court 
82 Salusbury Road 
London, NW6 6PA 
 
St Louise 
33 Medway Street 
Victoria, London 
SW1P 2BE 
Tel: 020 7222 2071 
 
Tara Lodge 
Mutrix Road 
London, NW6 4BF 
 
Supported schemes 
 
Bethany House 
13 Lloyd Square 
London, WC1X 9AR 
Tel: 020 7837 3420 

mailto:TheInformed@sih.org
http://www.sih.org/
mailto:info@sih.org
mailto:info@sih.org
http://www.sih.org/

