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GENERAL 
INFORMATION 

 
St. Louise is a female only hostel. The hostel is laid out over six floors, 
comprising single room accommodation with  shared  kitchens, 
bath/shower rooms and W.C.s. 

 

 
Reception 

The reception is located at the front of the building and is staffed 24 
hours a day. 

 

Kitchens 

Kitchens are shared by up to 8 people. Fridges, cookers, microwave and 
kettles are provided in kitchens. You are advised to store food in labelled 
containers in fridges. 

You must always leave the kitchen clean and tidy after you have used it. 
Cleaning staff will dispose of any dirty utensils left in lying around. Full 
bin bags should be taken to the refuse room near your kitchen and 
replaced with a new bin bag, which can be collected from reception. 
Refuse rooms are cleared regularly by cleaning staff 

Please do not leave rubbish in corridors or anywhere else except in 
the bins provided 

 

 
Bathrooms 

Bathrooms/showers are shared and should be left clean and tidy after 
use. If you find the bathrooms in an untidy condition please report to 
staff. 
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Communal Recreation / T.V. Room 
 

The communal recreation/TV room is open 24 hours a day, seven days a 
week.  

All residents can use this room which is located on the lower ground 
floor. 
 

Laundry Room 

The laundry room is on the lower ground floor. 2 laundry tokens can be 
purchased at Reception Monday –Friday between 8am and 7pm. 

Laundry room opening times: 7.30am – 9.30pm. Last wash 7.45pm. 
 

 
Vacuum cleaner 

There is a vacuum cleaner in reception which you may borrow during 
office hours. These will need to be signed for and returned once you 
have finished with them. 
 
 
Post 

You can collect your post from the Reception every day. 
 

 
TV 

Please  remember  if  you  have  a  television  in  your  room  you  are 
responsible for purchasing your own TV license 

 

 
Keys and Swipe Card 

Your Hostel keys will open your bedroom and kitchen door. 

Your Swipe Card will open the front and inner door. 
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Insurance 

Your personal belongings are not insured under Sapphire Independent 
Housing’s insurance policy. You are strongly advised to take out your 
own contents insurance. 

 

 
Use of your home 

You can use your home as you choose except for the restrictions 
included in your licence agreement and in the current visitors’ policy. 

We will not enter your room without your permission unless: 

 We are carrying out a routine health and safety check 
 

 We have good reason to believe you or someone else to be at risk 
or in danger, 

 

 There is an urgent repair problem which might mean damage or 
danger to the property, 

 The police provide a warrant to search your room, 

 We believe that you have abandoned your room. 
 

 
Accommodation Charge 

 

 Accommodation Charge (i.e. the licence fee) is payable weekly 
and in advance 

 

 Residents who fail to pay their licence fee will be given a Notice to 
Quit the hostel (NTQ) and asked to pay what they owe before they 
leave. 

 

 
Ending your licence / NTQs 

When you entered St. Louise you were issued with a licence agreement 
which you read and signed. If you wish to leave St. Louise you will need 
to give staff as much notice as possible (at least 7 days) and your 
licence agreement will be ended. 
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If you break the conditions of your licence agreement we can end it. If 
this happens you will be issued with a Notice to Quit (NTQ). An NTQ will 
usually give you two weeks notice that we want you to leave, but you 
can be asked to leave immediately. 

 

 
Abandonment 

If you are away from the hostel for more than one night you must inform 
a member of staff. If you do not do this we will assume you have 
abandoned your room and after one week we will dispose of your 
belongings. 

 

 
Your rights 

 
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. 

 

 
Can I inspect the information you hold on me 

 
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. 



St Louise Resident Guidebook 
Reviewed Aug 2016 

Page 6 of 14  

COMPLAINTS 
Sapphire Independent Housing welcomes all feedback, such as 
suggestions for improving services or development of the service in the 
future and complaints about the services we provide. 

You can use the complaints process when you have told us that you feel 
something is wrong and we have not put it right. The process is not for 
everyday matters such as reporting repairs or neighbour disagreements. 

You may want to complain if you feel we have: 
 

 not fulfilled our responsibilities or 

 not carried out a stated policy or procedure or 

 not provided the type of service you feel you are entitled to or 

 acted in a discriminatory or unfair way 

 
Procedure for Complaints / Feedback 

If you want to complain, it is important that you  tell  us  what  you 
would like us to do to put things right. 

 

Before we consider the matter a formal complaint we would prefer to 
try and quickly put right anything you think has gone wrong. If you are 
not satisfied with any aspect of the service, we would like you raise 
this with a member of staff. In most cases this will be the quickest way 
to sort out any problems. If we cannot sort out the matter to your 
satisfaction at this stage, you can proceed to the formal procedure. 
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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 
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: 0207 421 3800 Fax: 0207 831 1942 
Email:info@housingombudsman.org.uk www.housingombudsman.org.uk 

mailto:info@housingombudsman.org.uk
mailto:info@housingombudsman.org.uk
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Reporting Repairs 
 
If something in your room needs repairing please report it to reception. 

We carry out regular health and safety/maintenance checks for which we 
need access to your room. You will be given plenty of notice of these 
checks. 

 

What to do in an Emergency 

The most important thing to remember in an emergency is your safety. 
You should never put yourself in unnesseccary risk of harm. In an 
emergency you should stay calm and follow the procedures (e.g. fire 
procedure) or seek help from a member of staff. 

In the unlikely event that you are unable to contact staff, you may need 
to call 999 and request the emergency service you need. 999 is a free 
number and can be called from any phone. 

 

Personal Safety and Personal Property 
 

 Do not allow anyone you do not know into the hostel and always lock 
your bedroom door 

 Do not give your keys to anyone 

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

 
On hearing the fire alarm: 

 Leave the building by the nearest exit. 

 DO NOT USE THE LIFT. 

 Close all doors behind you. 

 Go to the assembly point in front of the building next to the car 
park. 

 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 your cooking unattended. 

 Switch off and unplug electrical appliances when not in use. 

 Never use candles, incense or oils in your room. 

 Never abuse fire-fighting equipment. 

 Smoke only in designated area (i.e. secret garden.) 
 

We have regular fire drills to ensure residents know the escape 
routes. 
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RULES AND YOUR 
RESPONSIBILITIES 

 
You are responsible whilst at St Louise 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 tell staff if you start work and supply them with any 

information requested i.e. pay slips, bank statements. 

 
4. 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. 

 
5. 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. 

 
6. Residents can have a maximum of two visitors at any one time, 

and only one of these can be male. Visitors are welcome from 
12pm and must leave the building by 9pm, Monday - 
Sunday. Visitors will need to be signed in by the reception staff 
and will need to provide photo ID. Children under 16 are not 
allowed at any time. 

 
7. Sapphire Independent Housing has a no smoking policy. Smoking 

is not allowed except in designated areas. 

 
8. Neither you nor a visitor may bring in, or come in under the 

influence of drugs, or other noxious substances. Such items may 
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not be taken in the Hostel. Any suspected use of drugs in the 
building will be reported to the police. 

 
9. Consumption of alcohol within the hostel is only permitted in your 

room. 

 
10. Your rent must be paid weekly and in advance. 

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

room to another. 

 
12. You must always look after your belongings carefully. Sapphire 

Independent Housing cannot be responsible for your property or 
cash. Anything you leave behind after you have left will be 
disposed of. 

 
13. You are responsible for keeping your room clean and tidy. Posters 

etc may be fixed to the walls with “blu-tac” but anything offensive 
will be taken down and thrown away. 

 
14. The launderette is available for washing clothes. Clothes must not 

be washed or dried in the rooms or in the kitchens. 

 
15. You are responsible for the furniture in your room and will be 

asked to fix, replace or pay for any damage caused. 

 
16. You and the people you share the kitchen with are responsible for 

keeping it clean. All the items you use must be cleaned and put 
away before you leave the area. Any utensils left in the kitchen will 
be disposed of. 

 
17. If you have any electrical appliances we reserve the right to test 

these before you can use them in the Hostel. 

 
18. Electric heaters, fridges, microwave ovens and kettles are not 

permitted in rooms. If you have a television in your room you are 
responsible for holding and appropriate licence. 

 
19. To reduce the risk of fire you are never allowed to burn candles, 

incense sticks or oils in the Hostel. 
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20. When the fire alarm sounds you must exit the building 
immediately. 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. 
Note: Fire Alarms are tested on a Friday morning. The test will be 
two short rings and you are not required to exit the building. 

 
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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MAP OF LOCAL AREA 
 

 

You 
are 
Here 
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USEFUL NUMBERS 
AND ADDRESSES 

 
 

 

Nearest Doctors 
 

Doctors Name Address Telephone 

Dr M Hickey Cardinal Hume 
Centre 

3 Arneway Street 

SW1P 2BG 

020 7222 8593 

Dr F Fogelman 

Dr H Manuel 

Dr Susan Rankine 

Dr Fion Alexander 

Victoria Medical 
Centre 

7-11 Longmore St 

London 

SW1V 6ZP 

020 7821 1531 
 

020 7821 1532 

 

 

Nearest A&E Hospital: 

St. Thomas’ 

Lambeth Palace Road 

SE1 7EH 

 

South Westminster Centre for 
Health 

82 Vincent Square 

SW1P 2PF 

020 8746 5704 

 

 


