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WELCOME TO 
CONWAY HOUSE 

 
 
 

Welcome to Conway House, a hostel for single men aged over 16 
who are homeless and in need of support. 

The hostel is managed by an organisation called Sapphire 
Independent Housing which also runs hostels in Islington, Victoria 
and Borehamwood. 

Conway House is  not only a provider of accommodation but a 
provider of support too. When moving in you will be expected to 
work in partnership with support staff in order to address your 
support needs, the ultimate goal being to achieve independent 
living to an agreed timescale. 

You will have your own keyworker who will work with you  to 
assess your support needs and develop a support plan. As part of 
the support plan it is likely that you will be referred to either our 
own specialist support staff or to external agencies. 

Your support plan will be reviewed at regular intervals to determine 
your progress. You will be expected to play an active role in 
addressing your support needs and to co-operate with support 
staff as required. 

We aim to provide you with a safe, friendly and supportive 
environment here and hope that your stay at Conway House is a 

positive one. 
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KEY WORKING 
 
 

What is Key Working? 

Key-working is an important and essential part of your stay here at 
Conway House. On the day you enter the hostel you will be given 
a Key Worker. This person is a member of staff who is there to 
offer support and guidance. You and your Key Worker will meet for 
Key-work sessions to talk privately about any issues concerning 
you. 

Key-working is an opportunity for you to discuss anything you like 
from education, employment and training to health,  hobbies or 
even the weather. In return the Key Worker will work with you to 
produce a support plan. This plan is designed to help you and your 
Key Worker develop your potential and achieve your goals. 

 
When do you meet with your Key Worker? 

Your Key Worker will contact you in the first few days after you 
have moved into the hostel to introduce themselves and invite you 
to come and meet them. This first key working session will 

normally be within two weeks of moving in. After your first 
introduction you will continue to meet regularly at agreed intervals, 
but usually at least once every six weeks. You have the right 
request a review of your support plan at any time. 

You should always feel free to come and speak to your  Key 
Worker or another member of staff at any time to raise any queries 
or concerns you may have. 

 
What if you can’t make the appointment? 

If you cannot make the appointment arranged for you it is 
important that you rearrange it for a time and date that suit you 
both as soon as possible. Please remember that if you repeatedly 
fail to attend your appointments without good reason you will be 

given a Notice to Quit (NTQ). 
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YOUR  RESPONSIBILITIES 
 

 
You are responsible whilst at Conway House to ensure that you 
comply with the house rules. These rules are designed to ensure 
that all residents can enjoy their home and feel safe and secure. 

 

The House Rules 

1. You must always be fair to other residents and staff, and 
respect their rights and property. 

2. You have a responsibility to maintain good relationships with 
the other hostel residents and the local community. 

3. You must not behave in a violent, threatening or disruptive 
way which could cause offence to residents, staff, our 
neighbours or members of the general public. Any abusive 
behaviour, whether physical or verbal, is unacceptable and is 
likely to result in eviction. 

4. You must comply with all reasonable requests from staff e.g. 
reducing noise levels. Behaviour or loud  noise  which 
disturbs other people is not allowed at any time. 

5. Visitors are not permitted into the hostel, with the exception 
of the games room. No visitors under the age of 16 are 

permitted. Visitors may call reception where messages will 
be taken for residents. 

6. Weapons must not be brought into the building. 

7. Sapphire Independent Housing has a no smoking policy. 
Smoking is not allowed except in designated areas. 

8. Residents must not use non-prescribed drugs within the 
hostel. Any suspected dealing or use of illegal drugs in the 

hostel will be reported to The Police. 

9. Consumption of alcohol  within the hostel is limited to the 
designated areas. 
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10. Your fees must be paid weekly or fortnightly. The start of the 
week is calculated from Monday. If you are unable to pay 
your rent you must ask in advance for permission to continue 
living at Conway House and guarantee that outstanding 
debts will be paid. 

11. There may be occasions when we require you to move from 
one room to another. 

12. You are responsible for the safe keeping of your property or 
cash. 

13. You are responsible for keeping your room clean and tidy. 
Posters etc. may be fixed  to  the  walls  with  “blu-tac”  but 
you will be asked to remove material which we consider 
offensive. 

14. You (and the people you will share with) are required to use 
the kitchenette responsibly. All the items you use must be 

cleaned and put away before you leave the area. Food must 
not be consumed in the bedrooms. Any meals bought from 
outside the Hostel can be eaten in the kitchenette. 

15. If you have any electrical appliances they must be tested and 
passed by Sapphire Independent Housing before you can 
use them in the Hostel. Sapphire Independent Housing 
reserves the right to remove faulty electrical equipment. 

16. If you have a television in your room you are required to 
have a current and suitable licence. 

17. Electric heaters, fridges and kettles are not to be used in 
rooms, unless specifically approved by hostel management. 

18. We are unable to store belongings for former residents. You 
must ensure that all your belongings are removed on the day 
you move out of Conway House. 

19. When the alarm sounds you must exit the building 

immediately. (Read the fire regulations and get to know the 
fire exits and assembly points.) DO NOT enter the building 
until it has been declared safe to do so. If you do not follow 
this procedure, you are putting yourself and others at serious 
risk. 
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20. To reduce the risk of fire you  are never allowed to burn 
candles, incense sticks or oils in the Hostel. 

21. You must always tell staff if you are going away for more 
than one night. If you are absent for more than seven days 
without telling staff we will assume that you have left and 
your bed space will be re-let. 

 
 

Please be aware that you could be evicted if you break any 

of the above rules. 
 
 

NOTE: Sapphire Independent Housing reserves the right to 
change or add to the above rules. We will always 
endeavour to consult you on any amendments or 
additions. 
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FIRE PROCEDURE 
 

 
If you discover a fire: 

 Activate the alarm at the nearest break-glass point. 

 Staff will call the fire brigade. 

 Do not take any risks – only use fire fighting appliances if it is 
safe to do so. 

 

THE FIRE ALARM SOUNDS AS A LOUD CONTINUOUS 
ELECTRONIC SIREN 

 
 

On hearing the fire alarm: 

 Leave the building by the nearest exit immediately. 

 Close all doors behind you. 

 Go to the assembly point in the back garden, or in the car 
park of the Church on Quex Road. 

 Do not stop to collect personal belongings. 

 Do not re-enter the building until a fire officer or staff member 
tells you it is safe to do so. 

 
Fire Prevention: 

 Never prop open fire doors. 

 Never leave chip pans or deep fat fryers unattended 

 Never smoke in bed. 

 Switch off and unplug electrical appliances when not in use. 

 Never use candles, incense or oils in your room. 

 Never abuse fire-fighting equipment. 
 

We have regular fire drills to ensure residents know the 
escape routes. 



 

SECURITY 
 
 

 

Visitors 

 
We welcome visitors at Conway House but your visitors should be 

aware that the location of the hostel in a residential  area 

means that any noise or nuisance in the vicinity of the building 

will not be tolerated. You are responsible for your visitors 

whilst they are in the building and you must ensure that they 

do not wander around the building unaccompanied. 
 

All visitors must be over 18 and will be required to provide photo 

ID. 

You can have up to two visitors a day between 1pm and 9pm. 

 
You can request an overnight visitor (maximum number of 
overnight visitors allowed in the hostel is 8 per night and is 
allocated on a first come first served basis) and you will need to 
give us 24 hours’ notice and fill in an ‘Overnight Visitor Form’. 

 
You can have 1 night visitor at a time and have a maximum of 3 
visitors in any one month. They can be consecutive, however if this 
occurs at the end of a calendar month there must be 48 hours 
break before the next overnight visitor will be permitted. 

 
On Fridays and Saturdays overnight visitors can stay until 1pm the 
next day. On all other nights overnight visitors must leave by 10am 
the next day. 

 

You must always meet your visitor/s at reception and ensure that 

they are signed in and out of the hostel. 

Visitors are always admitted at the discretion of staff and 
permission may be refused to any anyone we consider to be under 
the influence of drugs or alcohol or is deemed a risk for reasons of 
health and safety to staff or residents. This is to protect the health 
and safety of our service users, our staff and the local community. 

 

Residents occupying Assessment beds are not allowed visitors. 
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Personal Safety 

 

 Do not allow anyone you do not know into the hostel. 

 

 Do not leave your bedroom window open or door unlocked when 
you are not in your room, even for short periods of time. 

 

 Abusive behaviour, whether physical or verbal, towards staff, 
residents or visitors is unacceptable. If you are harassed, 
threatened or assaulted, please report such incidents to the staff 
member on duty immediately. 
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 Any item which Sapphire Independent Housing regards as 
potentially an offensive weapon, such as a knife, will be 
confiscated. 

 

 
Banking/Personal Property 

 
If you have large amounts of cash or other forms of currency, it is 
advisable not to leave them in your room. If you wish to open a 
bank account you will need to have proper identification and proof 
of address.  Enquire at reception for more details. 

 
Residents are advised to look after their own effects. The 
Management cannot be responsible for residents' property or cash. 
If you have the misfortune of having any items stolen from you 
report the incident to the police, and notify a staff member. 
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RENT 

 
You are responsible for the payment of your weekly accommodation 
charges (rent). You may  be entitled  to  claim Housing Benefit but please 
be aware that you must fill in the claim forms and  provide accurate and 
truthful information. Your Key Worker will assist you in completing the 
application forms, which will be submitted on a weekly basis to the 
Housing Benefit Office. This must be done within the first three days of 
coming into the hostel. 

 

If you are claiming JSA and you fail to sign on for any reason you 

must inform Housing Benefit. If you do  not  give  them  a reason 

why, they will not pay your rent. You should also inform your key 

worker. 

 
Even if you receive Housing Benefit you still need to pay your 
personal charge. This contribution to the rent can be paid at 
reception, at any time of the day, Monday - Sunday. This should be 
paid weekly in advance and in full. 

 

Your key worker can offer you advice to assist in your addressing 

any financial difficulties and with claiming benefits. 
 

If you fail to make a rent payment your key worker will meet with to 

discuss the situation. 
 

• You will be asked to sign a rent arrears agreement making a 

commitment to pay your rent each week, plus an amount  to 

reduce the arrears. 
 

• If your arrears exceed four weeks full rent, we will serve you with a 

Notice to Quit (NTQ). 

 
 

Residents with rent arrears are not permitted visitors. 
 

Remember that you risk losing your home if you ignore your 
arrears and allow them to increase. 
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POLICIES AND 
PROCEDURES 

 

At Conway House we have policies and procedures to enable us 
to manage the project. If you wish to see any of these, you can ask 
your key worker or look in your Conway House Guide Book for a 
summary of the policies that will affect you as a resident. Listed 

below are some of the policies for your benefit which you may be 
especially interested in: 

 

 Role of Key Worker 

 

 Confidential Reporting 

 

 Resettlement 
 

 Protection from Abuse 

 

 Complaints Procedure 



 

CHECKLIST AND 
AGREEMENT 

 

Resident Name: 

Room number: 

Before you move into Conway House, have you: Please 
tick ( √ ) 

1. Received and understood all the information given in this 
introduction pack? 

 

2. Been taken on a tour of the building and shown where 
the fire meeting point and fire escapes are? 

 

3. Signed your Licence Agreement?  

4. Filled in and signed your Housing Benefit form?  

5. Made or transferred your claim for Income Support and/ 

or Job Seekers Allowance? 

 

6. Been issued with a room fob.  

7. Understood and agreed to all of the above?  

Resident signature: 

Date: 

Staff signature: 

Date: 

Please Note: Once completed, this page will be  
photocopied and placed in your file. 
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