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SUPPORT AT BETHANY HOUSE 
Staff 

Bethany House is managed by Janice Esten (Housing 
Operations Manager) and Roseina Conaty (Team Leader).  

 

Clients will mostly have contact with Project Workers who 
are responsible for supporting the clients and for the day- 
to-day operational tasks e.g. running the reception. 

 

Security Staff are in reception during the night from 8pm to 8am - their 
role is to maintain the health & safety of the building and residents e.g. 
any noise disturbances, but not to discuss your support needs. 

 

Harjeet Singh Kalsi and Carruthers Bediako are the Maintenance 
Operatives who make sure that everything is working and in good order. 

 

Bridget McEvoy manages a team of Cleaners to ensure that the hostel 

and its furnishings are clean. 

 

 

What can we do for you? 
A Project Worker will show you around the hostel 
within 48 hours of you moving in to help you get 
settled in. 

A Project Worker will arrange to meet with you within 1 week of your 
moving in to identify what your goals in life are. 

You will agree an action plan or a support plan with your Project Worker 
to address how you can achieve these goals within 2 weeks of moving 
in. Your Project Worker will provide you with copies of your plan. 

You are then expected to meet regularly with your Project Worker to 
review the progress of your support plan during your stay. Failure to 
attend these meetings can result in the loss of your accommodation. 

You have the right to request a meeting with your Project Worker at any 
time. 

The next page shows the areas we can provide support in: 
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 Looking for jobs 

 Referral to CV Writing 

courses 

 Referral to Preparing for 

interviews courses 

 Accessing courses 
 
 
 
 
 
 

 
 Parenting Skills 

 Education, Training & 

Employment 

Opportunities 

 ESOL classes 

 Healthcare 

 Counselling 

 Misuse of Alcohol/Drug 

Support 

 Legal matters 
 
 
 
 
 

 Getting the right welfare benefits 

 Affect of employment or 

education on my benefits 

 Managing my debt including rent 

arrears 

 Setting a budget 

 Living within my budget 

 Managing my tenancy e.g. paying 

bills on time 

 Managing behaviour that can 

lead to Warnings or Eviction 

 Opportunities to move into 

independent accommodation 

 
 
 
 
 
 
 
 
 

 Managing my anger 

 Making positive social 

contacts 

 Communicating with 

people 

 Gaining lifeskills e.g. 

cooking skills, how to live 

within budget, gaining 

confidence 

 Hostel Activities e.g. 

mystery shopping, art 

classes, jewellery making 

 
 
 

 
 Help to make contact with 

specialist support around 

emotional health e.g. depression 

 Support around disabilities 

 Give up smoking 

 Personal Hygiene 

 Eating Disorders 

 Sleeping Difficulties 

 Misuse of drugs and/or alcohol 

 Sexual Health advice 

 
 

 
Managing 

Tenancies and 

Accommodation 

Social Skills 

 
 

Help to Access 

External 

Specialist 

Support 

 
 
 

Education / 

Employment 

 
 
 

Looking After 

my Health 

 
 
 

Managing 

Money 



Resident Guidebook Bethany House 

5 of 16 Reviewed Oct 2016 

 

 
 
 

YOUR RIGHTS 
Data Protection 
Sapphire Independent Housing complies with the Data Protection Act 

1998 when collecting and processing personal information. Therefore, you 

will be asked to sign a consent form giving us permission to share your 

data with relevant external agencies on a need-to know basis e.g. 

Housing Benefit department. 
 

However there are some cases when we will need to share information 

about you without your consent e.g. where a crime or fraud has been 

committed, to protect you or someone else’s safety or where we have to 

disclose information under a court order. 

 
 
 
 

Your right to see information in 

your file 
Under the Data Protection Act 1998 you can write and 

request to look at information about you which we hold, 

except for information provided to us in confidence. We 

will charge an administration fee for this service (because we have to 

remove third party correspondence.) 

 
You can correct or record your disagreement with any information held by 

us but you cannot remove it. 

 
Please note the Freedom of Information Act does not apply to Housing 

Associations. 
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Your responsibilities during your stay 
Your Licence Agreement and House Rules explains practical information 

about staying at Bethany House and staff will have explained this to you 

when you moved in e.g. visitor hours, not to play loud music and notifying 

staff if you intend to be away from the hostel for more than 2 days. 

 
Please remember to pay a £20 key deposit at reception for you to be able 

to have your keys on you at all times. If you are unable to pay the deposit, 

you must hand in your keys every time you leave the hostel. 

Residents must not share their keys with other people and residents. If 

keys are dropped off at reception, only the resident who they belong to 

should pick them up. 

 
TVs: Residents can bring their own TV, but the TV’s must be no bigger 

than 26 inches. This is because if you are evicted to leave the service, the 

TV’s are often too heavy to pick up and move for the staff. Therefore- if 

you can’t carry your TV to your room when you move into the service- you 

cannot have the TV in the hostel. Remember that the TV licence is the 

resident’s responsibly to arrange and pay for. 

 
 

Access to your room 
We may need to enter your room without your permission 

under the following circumstances: 

 to carry out a health & safety check 

 to carry out maintenance work 

 the police provide a warrant to search your room 

 we believe you or someone else is at risk 

 we suspect you may be involved in a criminal act e.g. using/selling 

drugs 

 we believe you have abandoned your room 
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Use of communal facilities 

Bathrooms and toilet facilities: It is recommended that you use the 

bathroom and toilet allocated nearest your bedroom. However, if that 

bathroom or toilet is in use, please go and make use of another bathroom 

on your floor. There are communal toilets available on the ground floor by 

the courtyard which can be used by any resident in the scheme. Please 

bare in mind that you may be sharing a bathroom or toilet with up to 7 

other people and the bathrooms may not be available every time you wish 

to use them. 

 
Living room: There is a coffee morning every Tuesday morning from 

10am-11.30am which is hosted in the living-room on the ground floor by 

the courtyard. This is an opportunity for residents to meet other residents 

and staff members, interact with other external agencies outside of 

Bethany House and to enjoy games, arts and crafts and reading 

newspapers. 

 

Kitchens: All residents are given a key to their kitchen which is allocated 

on the floor of their bedroom. You will also be given a key for your food 

cupboard, fridge and freezer to store your cooking utensils and food. 

 
 
 
 

Anti-Bullying 
Sapphire Independent Housing aim to provide a 

safe environment for all clients, staff and visitors 

in Bethany House. 

Threatening behaviour or intimidation includes : 
 

 Racist, sexist or discriminatory actions or remarks – implied or 

stated directly 

 Verbal abuse or gestures not involving actual physical contact e.g. 

swearing, shouting, threats, spitting 



 

 Non-verbal and non-physical abuse e.g. pointing finger, 

staring/glaring, slamming objects, invading personal space, stalking 

 Sending private threatening messages, spreading false rumours or 
posting offensive messages/pictures on social networking sites e.g. 
Facebook 

We do not tolerate such behaviour and it could result in sanctions being 

issued to you. We also do not tolerate violent behaviour at all and this will 

result in you being asked to leave the service immediately. 

 
 

Protection from Abuse 

Sapphire Independent Housing is committed to 

preventing harm or abuse from taking place so 

that clients can live safely, free from harm or 

abuse. 

An individual may be more at risk of abuse when they are dependent on 

others, are socially isolated, have substance misuse issues and have low 

self-esteem. Abuse including domestic violence can take many forms as 

well as physical abuse e.g. 

 financial abuse – constantly being asked for money or to borrow 

your things 

 emotional abuse – being ignored, threats of abandonment, 

humiliation, excess criticism, withdrawal of contact with 

family/friends 

 sexual abuse – rape, assault, contact and non-contact acts that you 

did not agree to or were pressurised into 

 neglect – ignoring physical or medical care needs or preventing 

access to health services e.g. GP, depriving you of essential 

facilities e.g. food or heating 
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Professional Boundaries 

Sapphire Independent Housing operates a professional boundaries policy 

where staff must maintain a professional relationship with clients. 

This means that staff must not favour one client over other clients, meet 

clients outside of work, enter into personal relationships with, exchange 

telephone numbers with or accept / give gifts/money to or from clients. 

If you have any concerns around the professionalism of staff, we would 

encourage you to speak to a Manager or complete a Sapphire Indepent 

Housing Feedback Form 

 
 
 
 
 

What if I tell you about 

bullying or abuse? 

You may speak to any member of staff or 

Manager, if you have any concerns about abuse 

that you have seen or experienced. 
 

Alternatively, if you would prefer to get independent advice, you can 

contact the Samaritans on 116 123 or Women’s Aid around 

domestic violence on 0808 2000 247. 
 

We cannot promise you confidentiality. Wherever possible, we will try to 

keep your identity confidential but we may need to tell other staff or 

outside agencies about your concerns to ensure that you get the 

appropriate support and to ensure that the perpetrator of abuse is dealt 

with appropriately. 

Your immediate safety will be our primary concern and we will put in place 

appropriate measures to maintain your safety e.g. we may ask that you 

have more regular contact with staff than usual to ensure you are ok. 
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In most cases, we seek your consent before taking any action however if 

a crime has been committed e.g. sexual assault, or someone is at risk, we 

are able to act without your consent. 

 
 
 
 
 
 
 

How to make a complaint 

Sapphire Independent Housing encourages 

clients to make complaints to see where we can 

do things better and where we need to make 

improvements in our service. 

 
A complaint is an expression of dissatisfaction because: 

 

 we have provided a poor service to you 
 

e.g. we may let you a room with lots of furniture missing when you move in 

 

 we failed to do something we have an obligation to do 
 

e.g. staff failed to arrange an appointment that they were supposed to or you 

made a complaint and have received no update since from staff 

 

 we have taken too long to deal with a request 
e.g. you previously told staff a week ago about a neighbour who disturbs you 

late at night and staff have done nothing about it yet 

 
 Sapphire Independent Housing staff have behaved unhelpfully or 

inappropriately 

e.g. Staff were rude to you 
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SAPPHIRE INDEPENDENT HOUSING FORMAL COMPLAINTS 

PROCEDURE 

The simplest and quickest way to resolve a problem is to raise it with the 
relevant staff member. If you feel the matter has not been resolved to 
your satisfaction, you may invoke the formal procedure. 

 

 
 
 

STAGE  ONE 

  We will acknowledge your complaint within two 
working days 

 We aim to investigate and respond to your 
complaint within five working days 

 If you are not satisfied with the outcome of stage 
one, you can escalate the complaint within five 
working days 

   

 
 
 

STAGE  TWO 

 
 Your complaint will be reviewed by the service 

manager 

 We aim to respond within ten working days 

 If you still feel the outcome is unsatisfactory, 
you can escalate the complaint to stage three 
within five working days 

   

 
 

 
STAGE  THREE 

  

 At stage three an overview of your complaint will 
be undertaken by person/s not previously 
involved in the process. 

 We aim to respond within ten working days 

   

 
 

 
NOTE 

 
 There may be occasions when the investigation 

will take longer. We will ensure that the 
complainant is kept fully informed on a regular 
basis, even if there is no specific progress to 
report. 

 

In the event that you feel Sapphire Independent Housing has failed to 

deal with your complaint satisfactorily after the conclusion of stage three 

you have the right to refer your complaint to your local councillor or 

Member of Parliament. Please be aware your local councillor or Member 

of Parliament will only consider your complaint after it has been through 

all stages of Sapphire Independent Housing complaints procedure. 

 
Alternatively, you may prefer to make your complaint directly to the 

Housing Ombudsman, however they will not look into your complaint for 
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at least 8 weeks after the end of Sapphire Independent Housing’s 

procedure has been exhausted, i.e. the end of stage 3. 

 
Housing Ombudsman 

81 Aldwych, 

London 

WC2B 4HN Tel: 0300 111 3000 Fax: 0207 831 1942 

Email: info@housingombudsman.org.uk  

www.housingombudsman.org.uk 

 

When you have a complaint, staff will: 
 

 Aim to resolve your complaint at Stage One 
 

 Confirm who will be responsible for investigating your complaint 
 

 Advise you on the timeframes of your complaint and when you will 

receive a decision 

 Keep you informed on the progress of your complaint and explain 

any delays 

 Advise you of the outcome of your complaint 
 

 Advise you on how to escalate your complaint through the internal 

stages if you are not satisfied 

Clients have the right to: 
 

 Make complaints without the fear of reprisal 
 

 Have an independent advocate to support them through the 

complaints process 

 Receive support if English is not their first language or if they have 

learning disabilities 

 Appeal a decision if new evidence comes to light that was not 

available at the time of the original decision or if they feel that 

information was not taken into account/misinterpreted during the 

complaints process 

mailto:info@housingombudsman.org.uk
http://www.housingombudsman.org.uk/
http://www.housingombudsman.org.uk/
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Having your say 
 

Sapphire Independent Housing is committed to offering 

clients the opportunity to be involved in and have their say 

about how we run our service. 

Clients can have their say in many different ways: 
 

 Discuss their views and ideas with their Project Worker or a 

Manager, either Rosie Butt or Janice Esten 

 Using our Feedback Forms in reception– just drop your ideas into 

the Suggestions Box which is only accessible by a Manager, or 

online at www.sih.org   

 By acting as a Peer Auditor to audit our service delivery 
 

 By completing a Customer Satisfaction Survey 
 

 At House Meetings or hostel activities which are advertised in 

reception 

In the past, clients have helped us to design the Visitor Rules, review the 

key working forms that Sapphire Independent Housing staff use to 

support clients and the way support is provided to clients. 

 

Visitors  

We understand how important the support of a friend 

or a family member can be when you need it. 
 

You may be able to receive visitors in exceptional circumstances outside 

of the visiting hours for legitimate reasons, as long as you are not in rent 

arrears and can demonstrate a good record during your stay. In order to 

do this, you will need to submit a “Visitor Request Form” to either Janice 

or Rosie (please ask staff for a copy) for authorisation. 

Please note that staff reserve the right to refuse visitors’ entry at any time

http://www.sih.org/
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If you do not comply with paying your full service charge and fall behind 

with arrears, you will be issued with a guest ban, until the arrears have 

been paid off. You will be informed verbally or receive a letter by a staff 

member if you are issued with a guest ban. 

 
EQUALITY & DIVERSITY 

Sapphire Independent Housing provides support to 

vulnerable people with varying support needs including 

rough sleepers, those with mental health issues and 

some with alcohol & drug support needs. 

We have a clear vision that equality should exist for 

everyone, that everyone has equal rights and that everyone is treated 

fairly with respect, irrespective of individual differences. 

Harassment, discrimination or any other unacceptable behaviour will not 
be tolerated in Bethany House and we will take action to tackle such 
behaviour in line with your Licence Agreement. 

 
 

 
EMERGENCIES 

If you or someone else feels unwell, you can either 

seek help from a member of staff or by contacting the 

NHS  non emergency service by calling 111. If you feel 

seriously unwell and it is more appropriate, call 999 to 

request emergency services. 

From 8pm – 8am, there is security staff on reception that you can go to for 

emergency help or to complain about disturbances in the hostel. 
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HEALTH & SAFETY 

To ensure a healthy and safe environment for everyone, we 

request for the co-operation of all clients: 

 Report any health & safety concerns to a member of staff e.g. 

damaged kitchen equipment, loose wires or loose carpets. 

 Use all equipment safely and follow the instructions on appliances 

e.g. hoovers. Remember to switch appliances off after use e.g. 

cookers! 

 Follow reasonable requests from staff 

 Follow our fire procedure in the event of a 

fire or fire alarm 

 
 
 

MAINTENANCE AND REPAIRS 

If you have any repairs that need to be done, this 
can be written in the Maintenance Book in reception for Bob Tyler 
(Maintenance Operative) to deal with. Bob will then write his reply in the 
Book so remember to check it for updates! 

The length of time the repairs take will depend on how urgent the repair 
is: 

 

Emergency repairs will be completed 
within 24 hours 

e.g. gas leaks, 
electricity or hot water 
failure 

Urgent repairs will be completed 
within 7 days 

e.g. blocked sinks or 
toilets, heating 
breakdown 

Routine Repairs will be completed 
within 28 days 

e.g. leaking taps or 
repairs to tiling 
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FIRE PROCEDURE 

If you discover a fire: 
 

 Activate the alarm at the nearest break-glass point 

 Do not try to deal with the fire yourself – Exit the building 

immediately 

 
 

On hearing the fire alarm: 

 Leave the building by the nearest fire exit immediately – DO NOT 

USE THE LIFT 

 Do not stop to collect all your belongings 

 Turn your tag on the In/Out Board 

 Go to the assembly point (Lloyd Square park across the street) 

 Do not re-enter the building until you are told by a member of staff 

that it is safe to do so 

 
 

How to Prevent Fires 
 

 DO NOT leave pans on the cookers unattended 

 DO NOT burn candles, incense or oil burners in your room 

 SMOKING is only allowed in the courtyard, not in your room 

 DO NOT prop open or block doors 

 UNPLUG electrical appliances when not in use 
 
 

 

THE FIRE ALARM SOUNDS AS A CONTINUOUS BELL 
 

We will carry out practice drills to ensure that clients know the escape 

route. We also test the alarm on Fridays at 10am (it will be 4 bells!). 

Failure to leave the building during a drill will result in a Sanction being 

issued to you. 


