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Welcome  
 
Welcome to your new home.  
We hope you will be happy 
living here.  We want you to 
enjoy your home as much as 
possible and benefit from being 
an Sapphire Independent 
Housing resident.  
 
This is your residents’ 
guidebook, which will tell you a 
little about us, your new home, 
the services we provide for you 
and your rights and 
responsibilities as a resident. 
 

 

 

About Sapphire Independent Housing 
 

 

Sapphire Independent Housing  
is a registered housing provider.  
 
We provide housing for single 
people and families, in addition 
to specialist accommodation for 
people with support needs 

 
 
We are registered with the Homes and Communities Agency 
(HCA), the government agency that makes sure that all 
associations are run properly, manage their finances effectively 
and meet high standards. 
 
We operate under the rules registered with the Registrar of 
Friendly Societies in accordance with the Industrial and Provident 
Act 1965. 
 
We are a member of the National Housing Federation (NHF) and 
we follow the NHF code of governance to ensure control of the 
Association is of the highest standard. 
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We are run by a voluntary board and it is the members of our 
board who decide our policies. They are all volunteers and do not 
carry out any professional work for us. The board meets six times 
a year. 
 
The Chief Executive puts into practice and maintains our policies, 
and our day to day business is carried out by our finance, housing 
management and maintenance staff. 
 
Like all housing associations, government regulation requires us to 
spend public money wisely. 
 
 

Equality and Diversity 
 
Sapphire Independent Housing 
aims to treat all tenants, 
stakeholders and staff fairly 
and with respect. We are 
committed to the development 
and promotion of equality of 
opportunity for all which 
includes dealing firmly with 
inequality whenever 
necessary. We recognise and 
value the differences between 
people whether these are 
based on race, culture, gender 
or ability. 

 

 

 
Sapphire Independent Housing  aims to treat all tenants, 
stakeholders and staff fairly and with respect. We are committed to 
the development and promotion of equality of opportunity for all 
which includes dealing firmly with inequality whenever necessary. 
We recognise and value the differences between people whether 
these are based on race, culture, gender or ability. 
 
All our staff receive training on customer service, equality and 
diversity to help them provide a high quality service and treat you 
with courtesy and respect. 
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Your tenancy with us 

 

 

 
 

Your tenancy agreement is the 
legal contract between you (the 
tenant) and Sapphire 
Independent Housing (the 
landlord). It sets out your and 
our responsibilities. You should 
read it carefully and if you do 
not understand any part of the 
agreement, or have any 
questions about it, please do not 
hesitate to ask. 
 

If you fail to meet your responsibilities, we will bring it to your 
attention and we may take legal action. 
 
You will have one of the following types of Tenancy: 
 
A Starter Tenancy will be offered to the majority of new  

tenants and will be reviewed after one year. 
A fixed term tenancy of 2 years will then be 
offered if there have been no breaches of 
the terms of your tenancy.   

 
 
Assured Tenancy  As an assured tenant you have several  

rights. You cannot be evicted from your 
home without a court order. The court will 
only issue an order or demote your tenancy 
in limited circumstances, for example if you 
break the conditions of your tenancy, do 
not pay your rent, behave anti socially or 
cause a nuisance. We will always work with 
residents to resolve issues before applying 
to court. 
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Obligations under your tenancy agreement 
 
You have certain obligations under your tenancy agreement, which 
include: 
 

• Occupying the premises as your main and principle home 
 

• Paying your rent in advance on the Monday of each week 
 

• Paying direct to the relevant authorities all charges for 
electricity, gas, water and telephone services where 
applicable 

 
• Not running a business from your home, or using your 

property for any criminal, illegal or immoral purposes 
 

• Not to cause a nuisance, annoyance or noise or allow your 
visitors to do so 

 
• Not to harass or threaten to harass or use or threaten to use 

violence or intimidate a person in the local area on the basis 
of their race, colour, ethnic origin, nationality, age, sexuality, 
religion or disability. 

 
• Not to harass or threaten to harass or intimidate or use or 

threaten violence verbally or physically to our employees or 
contractors 

 
• Not to use or threaten to use violence towards any person 

living in your property 
 

• To report to the association promptly any disrepair or defect 
for which the association is responsible. 

 
• To allow the association’s contractors, employees or agents 

access at all reasonable hours to inspect the condition of the 
premises or to carry out repairs or other works to the 
premises.  (The Association will give at least 24 hours notice 
but immediate access may be required in an emergency) 
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Joint tenancies 
 
We will offer joint tenancies when we rehouse two or more adults.  
If you are a joint tenant, please not that: 
 

• All joint tenants have joint and several liability for meeting the   
obligations of the tenancy and this includes paying rent 
 

• Joint tenants can bring the tenancy to an end by notifying us 
in writing, giving the required minimum notice period of four 
weeks. This can only be done with the agreement of each 
joint tenant 

 
• If one person moves out you need to advise us without 

delay. If both tenants agree one person may be able to revert 
to a sole tenancy 

 
• If one tenant dies the tenancy can be succeeded by the other 

joint tenant at the discretion of the association unless it has 
been succeeded once before 

 
• If your relationship breaks down, you can insist your partner 

leaves only if you get a court order. The association will not 
involve itself in tenancy matters that are related to 
relationship breakdowns as these matters are to be dealt 
with individually or through the Family Court 

 
• We may be able to end the tenancy if there is domestic 

violence. In such circumstances the person responsible 
would lose their tenancy rights. 

 
 

Succession and Assignment (Assured Tenancy only) 

 
Certain people can succeed an assured tenancy in the event of a 
tenancy holder’s death. There can be only one succession per 
tenancy. Therefore if you succeeded to the tenancy after your 
partner or relative died, it will not pass on in the same way when 
you die. 
 
Priority is given in the following order 
 

• A joint tenant 
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• A spouse or partner who lived at the property at the time of 

death 
 

• A family member who lived at the property permanently    
throughout the 12 months before death. 

 
 

Squatters 
 
If you discover squatters in one of our properties, or think a tenant 
has moved out without telling us please let us know. 
 
 

Long Absences 
 
Your tenancy address must always be your home. If you are away 
from your home for more than a two weeks you must tell us. 
 
 

Ending your tenancy 
 
If you want to end your tenancy 
you must give us at least four 
weeks written notice in advance 
and hand back your keys in 
person. You need to take all 
your belongings with you and 
leave the property clean, tidy 
and in a lettable condition. We 
will dispose of any items left 
behind and we will charge you 
for any damage or removal 
costs.  

 
 

Can I inspect the information you hold about me? 
 
Sapphire Independent Housing complies with the Data Protection 
Act 1998 when collecting and processing personal information. 
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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 arrange a date for you to 
come to our offices and 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. 
 
 

Contacting us 
 
Our office is normally open from 9am to 5pm Monday to Friday. 
You can leave a voice message or send us e-mails when the office 
is closed. 
 

 
020 7485 8889 

 
 

 

 
info@sih.org 

 
 

 

 

www.sih.org 

 
 

 

 

Sapphire Independent Housing   
1 Holmes Road 
London 
NW5 3AA 
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When you phone us we aim to answer your call as quickly as 
possible. You can call into our office and speak with a member of 
staff in person but it always advisable to make an appointment 
before you call so to avoid disappointment should the person you 
wish to see be unavailable If you would prefer to write to us, your 
letter will be forwarded to the relevant person for response. 
 
 

Customer Care  
 
We are committed to making sure you receive a high quality 
service and we have service promises to ensure we deliver this. 
 
Service Promises 
 
• A target of 80% of service users should confirm in the Resident 

Satisfaction Survey that they are satisfied they were treated 
with dignity and respect   

 
• All emergency repairs will be completed within 24 hours to 

make safe or remove danger to the residents e.g. gas leaks, 
offensive graffiti or failure of electricity/water supply. 

 
• All urgent repairs that could be a danger will be completed 

within 7 days e.g. heating/hot water faults or blocked sinks. 
 

• Any routine repairs that do not pose a danger or inconvenience 
to residents will be carried out within 28 days e.g. dripping taps 
or general day-to-day repairs. 

 
• 100% annual gas safety checks will take place on gas 

appliances in our services 
 

• The Resident Satisfaction Survey will be conducted at least 
every 2 years 

 
• A target of 80% of service users should confirm in the Resident 

Satisfaction Survey they are satisfied that there are 
opportunities for participation in management and to influence 
decision making relating to their accommodation 

• Sapphire Independent Housing will acknowledge formal 
complaints within 3 days and aim to resolve the complaint 
within 10 days 
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Some tips to help you enjoy living in your new home 
 
The majority of our properties 
are flats so it is likely that you 
will be living in close proximity to 
your neighbours. Please be 
considerate and 
  
 
Do not 
 

• Block entrances, staircases or landings 
 

• Smoke in entrances, staircases or landings 
 

• Play TVs, radios or music loudly 
 

• Misuse refuse and recycling areas 
 

• Drop, hang or throw things from windows 
 

• Block stairs or landings with things like prams, toys, bicycles 
or rubbish sacks 

  
• Allow children to play in shared hallways, stairs or doorways 
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Communal entrance security 
 

 

Door entry systems are installed in the 
majority of entrances but they will only 
provide protection if you take the following 
action 
 
Only allow access to people you know 

 
Always ask for identification from those on 
official business 
 
Make sure you close the door behind you 

 
Never leave communal doors propped 
open 

 
 

Parking 
 
Some of our schemes have limited parking facilities. You will need 
to apply for permission to park a maximum of one vehicle.  
 
Parking enforcement is in place at these schemes so it is important 
that you always display a valid parking permit which can be 
obtained from our head office.  
 
Tara Lodge is a car free development. 
 
 

Refuse and recycling 
 
All homes have either access to 
communal bins or a designated 
bin for disposal of day to day 
household waste. These are 
emptied weekly by the local 
council. The council also 
provides recycling bins for 
glass, plastic and paper. Please 
contact us to find out more 
about recycling options.  
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All homes have either access to communal bins or a designated 
bin for disposal of day to day household waste. These are emptied 
weekly by the local council. The council also provides recycling 
bins for glass, plastic and paper. Please contact us to find out 
more about recycling options. 
 
If you need to get rid of larger items such as furniture please 
contact the Local Authority’s Refuse Department who can arrange 
a special collection.  
 
We all enjoy living in clean and tidy neighborhoods so please 
remember never to dump bulky items by the bin are 
 
 

Anti-social behaviour 
 

Anti-social behaviour is any behaviour that could cause a nuisance 
to you or another person regardless of whether they are a tenant 
or not. It is also the unlawful use of one of our properties. 
  
Examples of anti-social behaviour include 
 

• noise, persistent noise from loud music, shouting, banging 
doors and late night use of domestic appliances 

 
• verbal abuse, harassment, intimidation or threatening 

behaviour 
 

• hate related incidents on any grounds e.g. race religion, 
gender disability, age or sexual orientation 

 
• vandalism, graffiti and damage to property 

 
• pets and animal nuisance 

 
• alcohol related disorder 

 
• drugs, substance misuse and drug dealing 

 
• prostitution and other criminal behaviour 

 
• domestic violence and abuse 
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• misuse of communal areas 
 
We want you to enjoy your own home while allowing others to 
enjoy theirs. This means being considerate to neighbours by 
 

• limiting noise late in the evening and in the early hours of the 
morning 

 
• entering and exiting the building quietly 

 
• limiting noisy housework such as vacuuming to hours that 

would cause least disturbance 
 

• ensuring your visitors behave responsibly 
 
 

What should I do if I am being disturbed? 
 

If you do experience problems with your neighbours or their 
visitors, a friendly word can often sort out the situation; they may 
not have realised that they are being a nuisance. If you are still 
having problems please let us know and we will do our best to sort 
it out and we will let you know what action we can take.  
 
If we need to take enforcement 
action we will need detailed 
evidence from you of the 
incidents. It is important that you 
record things as accurately as 
you can with details of times, 
dates and a full account of each 
incident as this will help us to 
take action. 

 

 
When we have evidence of anti-social behaviour we will warn the 
offending tenant and give them a chance to change their 
behaviour. If the antisocial behaviour continues we will consider 
taking legal action which could result in eviction. 
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Relationship Breakdowns and Domestic Violence 
 
We can offer limited advice either over the phone or in person in 
the event of domestic violence or relationship breakdown. Whilst 
we do not have the specialist skills needed to manage cases of 
domestic violence we can support you to seek help from specialist 
agencies. 
 
Help for victims of Domestic Violence is available 24 hours a day 
on 0808 2000247 and is free of charge from landlines  
 
 

Keeping Pets 
 
You are required to get our permission to keep pets. We will not 
refuse permission unreasonably but we will need to consider the 
type of property you live in and decide whether the pet is suitable.  
If you live in a flat we will take account 
of the type of animal, the flat, how easily 
the animal will be able to get into the flat 
and the likely effects on the neighbours. 
 
If we give permission it is essential that 
your pet does not cause a nuisance to 
your neighbours and is kept under 
control at all times. If we receive 
justified complaints, we will ask you to 
find another home for your pet 
  
 
 

Looking after your home  
 
We are responsible for repairing the structure and outside of your 
home, our fixtures and fittings and any communal shared areas.  
These will include  

• the roof, walls, doors, windows 
 

• drains and outside pipes 
 

• installations for supplying gas (including boilers) water, 
electricity, installations for heating rooms and water and any 
lift service 
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• fixtures and fittings (including sinks, baths, toilets, kitchen 

units and waste pipes) 
 

• shared areas including entrances and stairways 
 
 

Your responsibilities 
 
You are responsible for keeping your home in a good decorative 
condition. You are also responsible for minor repairs such as 
replacing tap washers, fuses and light bulbs. You must deal with 
 

• lost keys and lock changes 
 

• decoration inside your home 
 
• replacing cupboard latches, handles and hinges 

 
• unblocking sinks, hand basins and baths and replacing toilet 

seats 
 

• cracked or broken glass in windows and doors caused by 
you, your family or visitors 

 
• any damage caused to the property by you, your family or 

visitors including drains blocked due to misuse 
• TV aerials (unless they are shared aerials) 

 
• shed and garden fixtures, including clothes lines  

 
We may carry out the above repairs if you ask us to but we 
will charge you the cost of doing so. 
 
 

Rechargeable repairs 
 
If we are responsible for repairing an item but we feel that the 
damage has been caused by neglect or carelessness by you your 
family or visitors we will charge you for the repair. 
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How to get repairs done 
 
You should report any repair that you think is our responsibility as 
soon as possible. You can report a repair by phoning us, sending a 
fax or an email or by calling to our office at 1 Holmes Road, NW5 
3AA. 
 

 

If you have an emergency repair 
outside office hours or over the 
weekend (for example a total 
loss of power or a major pipe 
burst) you can contact the out of 
hours service on: 
 
020 7372 6633 

We will usually need to go in to your home to carry out the repair 
so you should tell us when you are available for a contractor to 
call. Once the date and time have been agreed please make sure 
that the contractor can get access. If you break the appointment, 
you may be charged for the repair. 
 
Routine repairs will normally be carried out Monday to Friday 
between 8am and 5pm.  
 
We are always looking at ways of improving the repairs service 
and one way of doing this is to ask you to fill in a satisfaction 
survey. We issue these to you every time a repair is ordered in 
your home. Alternatively you can telephone, email or fax us to let 
us know how we are doing. Your comments help us to maintain an 
effective and responsive service. 

 
 
Planned maintenance  
 
Planned maintenance is different from day to day repairs. It 
involves major repairs or improvements such as installing new 
windows, kitchen or bathroom. Sapphire Independent Housing is 
responsible for this work and we will inform you in advance of any 
work planned. 
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Burst Pipes 
 
You should turn off the water at the mains stop valve and report 
the problem immediately to us. Please make sure you know 
where the mains stop valve is. 

 
 
Gas Appliances 
 
By law we have to carry out a yearly safety inspection of any gas 
appliances, pipe work and flues installed in your home. A specialist 
gas engineer will contact you to arrange an appointment to do this.  
As this is important for your health and safety you must allow the 
engineer into your home to carry out these checks. If you do not 
allow the engineer access to carry out this work we will have to 
take legal action. 
 
If you smell gas you should report the problem to the Nation Grid 
immediately on 0800 111 999 

 
 
Electricity 
 
If you have an electrical fault you should turn off the supply at the 
mains and report the problem to us immediately. 

 
 
Fire Safety 
 
You can help prevent fire by turning off electrical appliances like 
TVs when not in use and especially when you leave the house. 
Never leave lit candles unattended. Smoke alarms can save your 
life by giving you an early warning of fire so you should check them 
regularly to make sure they are working. 
 
Do not store flammable substances such as petrol or bottles gas in 
your home or in communal areas. 
 



Reviewed Nov 2016 General Needs 19 | P a g e  

 

 

 
If there is a fire, dial 999 
immediately and ask for the fire 
brigade. 
 
Get out of the building as 
quickly as possible, closing 
doors behind you. Leave the 
building using the stairs not the 
lift, if it safe to do so. 
 

 

 
Insurance 
 
Many residents believe that their furniture, belongings and 
decorations are insured against fire, water theft and vandalism. 
This is not the case. Our insurance does not cover tenant’s effects. 
You are responsible for arranging suitable contents insurance for 
your home 
 
 

What to do if you are not happy with the service 

 
Sapphire Independent Housing wants to provide you with the best 
possible service. In order to achieve this we would like to know 
what people think about our services. We welcome resident’s 
feedback and would appreciate any comments or compliments you 
wish to make about any aspect of our work. 
 
If you are unhappy with a service that you have received from us 
we would like you to tell us so that we can try and put things right. 
The first point of contact is our head office receptionist on  
020 7485 8889 who will put you in touch with the appropriate 
person. 
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Comments, Compliments and Compliments  
 
If you have a suggestion on how we can do something better or if 
we have done something really well please let us know. 
By letting us know what we have done well will help us to provide 
an even better service to you. 
 
You may wish to complain to us if you feel we have 

• not fulfilled our responsibility 
• not carried out a policy or procedure  
• not provided the standard of service you feel you are entitled 

to 
• acted in a biased way or unfairly discriminated against you: 

 
Please note, if you disagree with or refuse to accept a rule, service 
standard or stated policy or procedure of Sapphire Independent 
Housing, this will not be recognised as a complaint. 
 
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 
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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 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   
info@housingombudsman.org.uk 
www.housingombudsman.org.uk 
 
 

Rent and Service Charges 
 
Your tenancy agreement will show you the total amount you have 
to pay for rent, service charges and any other charges. 
 
We follow government guidelines to set rents for 
each home, based on a formula which reflects 
property values and the average earnings of people 
in your area. The government limits rent increases 
each year. 

 

 
You may have services provided as part of your tenancy and you 
will find more details about what these services are and how much 
you will pay for them in your service charge breakdown. 
 
 

mailto:info@housingombudsman.org.uk
http://www.housingombudsman.org.uk/
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What is your rent spent on? 
 
We use the rent we collect to 
 

• Repair and maintain your home 
 

• Manage the housing service 
 

• Repay the money we have borrowed to build or improve 
homes 

 
 
 

When do you pay rent? 
 
Under your tenancy agreement, your rent is due weekly in 
advance. This means you should pay your money on a Monday for 
that week.  
 
We will expect you to pay it regularly each week unless we have 
agreed other payment arrangements with you such as fortnightly 
or monthly. Rent is always due in advance.  
 
 

Help towards paying rent 
 
If you are receiving benefits i.e. Jobseekers Allowance, ESA or 
have a low income you can claim Housing Benefit to help pay rent.  
You can obtain Housing Benefit claim forms from the Local 
Authority which you should fill it in and return it with any 
documentation requested. Alternatively, you may apply on line via 
the Local Authority’s web site. 
 
Our staff can offer advice about making a claim. 
 
Please remember that it is your responsibility to make sure you 
complete the form and provide all the information needed to 
assess your claim. If you are asked for information you should 
supply it immediately. 
 
You must also tell the Housing Benefit Office about any changes in 
your circumstances as this may affect the amount of benefit you 
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are entitled to. Do not delay in telling them about any changes as 
they will only pay from the date you tell them. If you have Housing 
Benefit paid direct to you, you are responsible for paying the full 
rent to us. 
 
If Housing Benefit is paid directly to us and there is an 
overpayment, we may have to repay the Local Authority. If this 
happens we will add the overpayment to your rent account and ask 
you to repay it to us. 
 
 

How we notify you of changes in rent 
 
We will tell you about any change in your rent, service charges or 
any other charges at least one month in advance. 

 
 
How to pay your rent 
 
Before you move into your new home we will talk to you about how 
you are going to pay the rent. We can offer you a number of 
options. We will take the first payment from you when you sign 
your tenancy agreement. 
 
You can pay in the following ways: 
 

• By standing order through 
your bank. (Ask us for a 
Standing Order Form) 

 
 

 

 
Make paying rent a priority 
 
We have a firm but fair policy for dealing with missed rent 
payments. Please make paying your rent a priority and do contact 
us immediately if you are unable to make a payment. We will offer 
advice on how to make sure you meet your responsibilities under 
the tenancy agreement. If appropriate we will make an agreement 
with you on how your debt will be cleared. 
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If you continue to miss payments or do not keep to the agreement 
to repay we will take you to court to get back the amount you owe 
and you could lose your home. 
 
 

Moving in 
 
Before you move into your new home we will ensure the property 
is safe, clean and in a reasonable state of repair. We will 
endeavour to ensure that all works are completed before you move 
in but where works are not of an urgent nature we may give an 
undertaking to carry them out after have moved in.   
 
It is a good idea that you familiarise yourself with your home as 
soon as possible. Your Housing Officer will have spoken to you 
about the utilities at sign up but it is important incase of 
emergencies that you know the location of the isolating valves for 
your water and gas supply as well as the electrical consumer unit 
(fuse box).   

 
Let your neighbours know when you are moving in, especially if 
you share a communal area. Talking to your neighbours is a great 
way to find out about your new neighbourhood. 

 
Utilities 
 
Before you move into your new home we 
will ensure your gas, electricity and water 
supplies are safe.  
 
You are responsible for getting your gas, 
electricity and water supplies connected 
and for paying the bills from the day you 
move in. 
 
Gas and electricity supplies are usually 
connected already. If they are not, you 
will have to contact the suppliers to 
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arrange connection ready for when you 
move in. 
 
If your water supply is not turned on you 
will need to find the stopcock and turn it 
on. Please ask us if you need help with 
this. 

 

 
 
Council Tax 
 
The Local Authority where you live will need to know that you have 
moved in order to arrange your council tax payments. You should 
contact them to let them know when you move in. 
 
You may be entitled to a reduction in the amount you pay if you 
are the only person living in your property. Your local authority will 
be able to advise if you are entitled when you contact them to 
notify you have moved in. 

 
 
Resident Involvement 
 
We want to put our residents at the heart of all we do which means 
we need them to be involved in every aspect of our work. 
There are a number of ways you can help us to improve our 
services, from completing a maintenance survey form to working 
on a panel reviewing a key Sapphire Independent Housing Policy. 
 
One-off involvement You can simply put your name down to fill 

in the occasional questionnaire. 
 
Project Group Join a group working on a specific issue for 

example the resident’s newsletter. 
 
Tenants Meetings We hold meetings regularly at schemes 

and at our head office to provide residents 
with the opportunity to raise matters of 
concern. 

 
Resident Surgeries Held every four-six weeks at Head Office. 

You will receive a letter from your Housing 
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Officer advising you of the dates of 
forthcoming surgeries and inviting you to 
attend.  

 
Surveys  Sapphire Independent Housing surveys all 

our residents every two years to ascertain 
how you feel about the services we 
provide. We publish the information in our 
newsletter which is distributed to every 
tenant. 


