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Introduction 
from Chair and CEO

During the year we said a sad goodbye to Tricia Durkan, 
Chief Executive, who had been at Sapphire for eight 
years, and led the successful transformation of the 
Association that is well regarded by our partners and 
stakeholders. We welcomed Heather Thomas as our 
new CEO in the autumn of 2016 at a time of much 
change within the sector.

As the year went on welfare reform changes continued 
to impact on residents and the Association. However, 
our operational performance continued to excel 
exceeding our targets for repairs response times, voids 
and rent arrears targets. On our supported housing 
side, we continued to work collaboratively with our 
commissioning partners and were able to assist even 
more residents by helping them plan their next stage 
in life as they successfully moved on from our schemes.

We continued investment in our properties, with 
improvements carried out across our stock ensuring 
we remain a financially sound social business making 
continued surplus on activities.

Working to our values of accountability, integrity, 
respect and ownership we achieved high levels of 
customer and staff satisfaction. We were also thrilled 
to receive two awards during the year, the Customer 
Service Excellence Award and Investors In People 
Gold standard.

Thanks are extended to our partners, funders, stake-
holders and volunteers for their support during the year.

Thanks also go to our staff and Board members for 
their continued dedication and commitment throughout 
the year.

Sally Harvey, Chair 
Heather Thomas, CEO
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Satisfaction
& outcomes The 2016 biennial resident 

satisfaction survey delivered 
very positive results, reflecting 
high levels of satisfaction with 
our services

I was homeless and you 

have treated me like a 

human being and in no way 

condescending. All staff are 

polite and friendly – thank you 

for this opportunity to get my 

life back together.

The Association is committed 

to working in partnership with 

all residents and enabling them 

to make decisions which is 

extremely good.

I think it is fantastic how 
good work is praised and 
recognised at Sapphire.

Since moving in with Sapphire my confidence and self-esteem have improved and I am able to communicate better.

2016 survey results

Satisfaction levels 2016-17

91% 96% 89%

Satisfied with the overall 
services provided by 

Sapphire (increased by 3% 
since 2015-16)

We helped 51% of our 
supported clients into 

training and education 
in 2016-17

We helped 58% of our 
supported clients, who 
had substance misuse 
issues, to reduce their 

substance misuse 

77% of our short-term 
accommodation residents 

were planned moves, of 
which 51% moved on to 

independent living

We helped 71% of our 
supported clients, with 
mental health needs, to 

improve their mental 
health in 2016-17

83% of our supported 
residents were 

planned moves, 38% 
of which moved on to 

independent living

Find staff friendly 
and approachable

Feel able to complain 
about our services

Our 2016 annual staff 
survey presented consistently 
high levels of satisfaction across 
the Association

Residents Staff



Highlights 
2016-17

Customer Service Excellence award

We achieved Customer Service Excellence (CSE) accreditation 
in January 2017. The assessor highlighted many areas of good 
practice, citing our real time information and profiling of 
residents, our wide ranging partnerships and collaborations 
and our resident satisfaction levels as areas of compliance plus.

Investors In People Gold accreditation

We’ve held the Investors in People (IIP) silver accreditation since 
April 2016 and have been working hard during the last twelve 
months to build further on this success to reach the newly 
awarded gold standard.

The IIP assessor highlighted a number of areas where Sapphire’s 
performance was particularly strong such as leadership, a clear 
focus on organisational values and enabling members of staff 
to deliver the ambitions of the Association.

I am delighted that we have been awarded IIP Gold and 
CSE accreditation. As an organisation, we believe that 
colleagues and residents are our real assets. This is why 
investing in our residents and being an employer of choice 
are two of our strategic objectives. These awards mean 
that we are well on the way to meeting these objectives.

I have been given the opportunity 
to lead on projects which I enjoy.

Heather Thomas, CEO

Comment from staff satisfaction survey

Sapphire Day

Every year we hold a Sapphire Day encouraging our 
staff and residents to come together and volunteer 
within our local community. This year staff and residents 
from across the Association volunteered their services 
for our Sapphire Day at the Abbey Community Centre 
in Kilburn. Work included painting and refurbishment 
of the communal kitchen, as well as tidying up the 
communal garden and painting their external storage.

Sapphire’s help was invaluable to Abbey 
Community Centre. Our kitchen had long 
needed a fresh coat of paint after years 
of use by the community, and as we were 
about to launch a brand new pop-up 
community cafe it really needed a spruce 
up. With the help of Sapphire’s team, what 
would have taken us weeks got done in 
a single day! It was a hive of activity and 
the kitchen was totally transformed. 
It has allowed a now buzzing cafe every 
Saturday, serving up delicious, affordable 
food and good company.

Painting our garden shed to look like a 
beach hut has added a bit of summer 
fun and brightness to our outside areas 
too. It was amazing how much hard 
work you all put in and it was so much 
fun to have you. Come back anytime! 
Thank you so much!
Laura, Community TIME 
Camden Project Co-ordinator, 
Abbey Community Centre



Residents’ 
conference 
We held another hugely successful residents’ annual 
conference at the Camden Centre in 2016-17. The day 
was packed full of activities and entertainment, giving 
residents the opportunity to meet staff, external agencies
and fellow residents in a relaxed and informal setting.

There were market stalls from Key Changes, Age UK, SHP, 
Volunteer Camden Centre, FoodTalk, and VoiceAbility 
offering advice on activities in the local area, ways to 
get involved and volunteer; as well as health and nutrition 
workshops and advocacy assistance. Additional activities 
such as knitting and crochet, arts and crafts and one to 
one massage and acupuncture sessions made sure there 
was something for everyone to enjoy on the day.

Thank you for having us. It was 
such a lovely event and it’s good 
to see the support you provide.

I enjoyed the day, I met lots of 
new people and I have signed 
up for volunteering, which I’m 
pleased about.

VoiceAbility

Townsend House 
resident

Expanded services
across the community

Sapphire’s Training Resource Centre (TRC), based at our 
Conway House hostel, now provides educational training 
and employment support for all Camden Adult Pathway 
service users and local community members. We now 
have regular attendees from the local community to our 
IT workshops, tai chi and acupuncture sessions and 
continue to expand our services and volunteering 
opportunities across the Association and local community.

Mary Gober – Good to Great initiative

We introduced our ‘Good to Great’ staff empowerment 
and customer service training initiative, co-created with 
Mary Gober, across the Association in 2016 -17. The 
programme forms part of our ongoing focus on customer 
service improvement and aids the growth of both individual 
and professional values. These work with our organisational 
values to increase confidence and develop positive, 
solution-focused ideas and clear communication.

Mary Gober is widely recognised as an 
effective tool to drive culture change and 
deliver fantastic levels of service. Building 
on already high levels of satisfaction, 
the aim is to develop positive, solution-
focused people who take ownership and 
responsibility for everything they think 
and feel. 

The training has equipped staff with a 
suite of language and action tools to 
demonstrate a mind-set of ownership 
and responsibility, optimism and 
resilience in any customer interaction.

Beverly Finn, HR and 
Governance Manager



When I first came to Sapphire, I had no laptop, but after 
going to the computer classes at the TRC, I bought a 
laptop. Now I am able to write and save my poems, listen
to music and I feel confident for my future. Thank you. 

We work with a number of agencies and 
partners to develop and improve our services 
and activities. In 2016-17, we developed a range 
of successful partnerships and expanded our 
activities. Some of our successes include:

 Our Hertsmere team successfully 
 collaborated with Herts Young 
Homeless to develop ‘Crash Pad’ host 
placements for young homeless females aged 
16 -17 at Townsend House – our all-female 
hostel for young women and care leavers. 
Crash Pad was developed for young people 
within Hertfordshire requiring emergency 
accommodation in times of housing crisis. 
All placements at Townsend House provided 
much-needed breathing space and enabled 
recipients to work with Herts Young Homeless 
to explore their housing needs and options.

 We established a new partnership with  
 Team Up, Health England in 2016-17, 
working with trainee health professional 
volunteers to offer health and wellbeing 
workshops for residents across the Association. 
The focus for 2016-17 was on various aspects 
of women’s health and there are plans to 
continue this successful collaboration, with 
a new health topic, in 2017-18.

 Our lucrative partnership with local 
 charity FEAST! continued to flourish 
in 2016-17, with the regular cook and dine 
sessions hosted at Conway House increasing
to once a week due to residents’ demand. 
The FEAST! cook and dine sessions have also 
encouraged partnerships within the local 
community, with both the local Sainsbury’s 
and Aldi regularly donating food for the 
sessions. FEAST! also successfully applied and 

Successful 
partnerships

received a grant from the Evening Standard 
Dispossessed Fund, through their work at 
Conway House, and have now employed a 
part-time Volunteers Co-ordinator. We look 
forward to another successful year collaborating 
with FEAST! and a potential new partnership 
with our Bethany House service in 2017-18.

 Our Education, Training and Employment  
 (ETE) Co-Ordinator established a new 
partnership with the Camden Adult Learning 
Community to provide IT classes to all Sapphire 
residents and community members. Local 
community members, via the Kilburn 
JobsCentrePlus, attended classes throughout 
2016-17 and we have secured future classes 
commencing in September 2017.

 Our Bethany House team established a 
 significant new partnership with the Maya 
Centre in 2016-17. This valuable partnership 
has provided a number of our more vulnerable 
residents with one to one counselling and 
support.  Working with charities, such as the 
Maya Centre, help us provide more specialist 
support many of our residents require.

Mohamed, Conway House resident

The Bethany House team’s commitment towards promoting 
women’s health to the residents was evident through their 
collaboration with the Team Up volunteers. The feedback 
from residents was very positive and we will be using their 
ideas and suggestions when we work with Team Up again 
in the next round of volunteering projects.
Louise Graham, Housing Operations Manager

Conway House has provided a wonderful home for the FEAST! 
Community to flourish over the past two years. One resident 
has performed his poetry at FEAST! sessions, others have had 
their birthday celebrations at FEAST!, others who have been 
given housing have returned to FEAST! to ‘hang out’, see 
everybody, and grab some grub of course!
Hannah at FEAST!

Value for money
and social impact

Value for money (VFM) and social impact are at the heart 
of Sapphire’s culture and we are continuously exploring 
new ways to find efficiencies and provide a cost effective 
service to all our residents and stakeholders. We have 
calculated that our planned moves during 2016-17 had 
a social impact of £385,000.
 
Our VFM priorities in 2016-17 were creating better value 
for money from maintenance spend and investing in IT 
to increase our efficiency. Investment in our properties 
included recruiting two new Facilities and Maintenance 
Operatives who have been able to provide a more 
responsive and cost effective service to residents and 
schemes. We also undertook communal kitchen and 
bathroom refurbishments in our hostels and carried 
out extensive redecoration and refurbishment of the 
communal areas, in both our general needs schemes and 
hostel accommodation. The investment in our stock 
has led to satisfaction with the quality of our homes and 
accommodation rising to 87% and we continue to review 
our approach to maintenance procurement in 2017-18. 
 
We introduced easier payment methods for residents 
during the year, including card payments at schemes, 
which has reduced our transaction costs and supports 
our aim to provide a responsive service to residents. 
We also launched a new staff intranet and information 
centre in 2016-17, enabling us to streamline our processes 
and communication in preparation for a new housing 
database to come into effect 2017-18. This combined 
with commitment to training and development of staff 
enables us to not only deliver excellent services but to 
have a positive social impact on the lives of our residents 
as we support them to live independently.

Challenges in 
2016-17

During the year Sapphire, along 
with other housing associations, 
faced many challenges in trying to 
achieve its objectives. The 1% rent 
cut has impacted on our ability to 
fund growth. 

Welfare reform changes such as 
the LHA cap and Universal Credit 
are having a significant impact on 
residents’ lives and their ability to 
obtain and sustain secure housing 
which is so important in rebuilding 
the lives of many of the people 
we work with. We are rising to 
the challenges by continuing to 
support residents and adapting 
ways of working.

There is huge housing need and 
Sapphire believes it has a role to 
play in addressing this. However, 
the availability of suitable sites and 
the affordability of it for us, a small 
provider, continued to be a barrier 
during the year. Despite this we 
remain committed to achieving 
our objective of growing the 
business and remaining a strong 
and viable provider of high quality 
housing and services.

Sapphire is open to new ideas and challenges.
Comment from staff satisfaction survey



Performance

Financial Results

85% satisfied with repairs & maintenance

2016-17 2015-16

Lettings by ethnicity
2015-16
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2016-17
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Statement of Comprehensive 
Income 

 2016/17  2015/16
Income £ £
Income from housing 3,754,812 3,601,236
Housing Support Grant 1,038,216 1,026,342
Grants/Other 81,147 82,088
TOTAL 4,874,175 4,709,666

Expenditure
Housing services 2,425,083 2,196,897
Support services 1,148,432 1,167,627
Maintenance 763,514 664,515
TOTAL 4,337,029 4,029,039

Operating surplus 537,146 680,627
Interest received 28,217 26,035
Interest payable (65,223) (72,001)
Surplus on ordinary 
activities for the year 500,140 634,661

Statement of Financial Position

 2016/17  2015/16
Income £ £
Fixed assets 17,428,019 17,680,463
Current assets 5,917,449 5,510,055
Liabilities (current 
and long term) (2,964,817) (3,229,656)
TOTAL 20,380,651 19,960,862

Share capital 8  7
Social housing 
and other grants 9,780,264 9,860,616
Free reserve 10,600,379 10,100,239
TOTAL 20,380,651 19,960,862

From 2016 biennial satisfaction survey

I am very happy with the service from 
Sapphire, thanks for everything.

Comment from residents’ 
satisfaction survey

• Abbey Community Centre
• Apothecary Centre
• Age UK, Camden
• Beyond Food Foundation
• Bricks and Mortar
• British Museum
• Café Art
• Camden Adult Learning Community
• Camden Hub 
• Camden Roundhouse
• Camden Safer Streets
• Cardinal Hume Centre
• CASA Alcohol Services
• Change Grow Live (CGL)
• Chartered Institute of Housing
• CLASH
• Clearing House
• Crisis Skylight
• Feast
• Food Donations Connection
• Food Talk
• Gratitude
• Groundswell
• Herts Young Homeless
• Homeless Link
• Islington Law Centre
• IDASS – Alcohol Service
• Kew Gardens

• Key Changes
• Made in Hackney
• Mary Ward Centre
• Maya Centre
• Mind
• National Housing Federation
• Prince’s Trust
• Recovery College, St Mungo’s
• Shapes in Motion
• SHP Aftercare
• SHP PIE
• Sock Drop
• Solace Women’s Aid
• Street League
• Team Up, Health England
• The Community Shop 
• The House of St Barnabas
• Training Link Ltd
• Trussell Trust
• Volunteer Camden Centre
• West Euston Partnership
• Westminster Kingsway College
• Women in Prison
• Working Chance
• Working Men’s College
• Women@thewell
• Wrap Up London
• Youth Connexions

Additional thanks to the following 
organisations for their continued support, 
via donations, to our supported hostels 
throughout 2016-17:

• Aldi – Kilburn
• Greggs Bakery – Kilburn and Islington
• Gails Bakery – Kilburn
• Pret A Manger – Kilburn
• Sainsburys Local – Kilburn
• Tescos Express – Islington

Thanks to our supporters

We received valued support in 2016 -17 
from the London Boroughs of Camden, 
Islington, Brent, The City of Westminster 
and Hertfordshire County Council. 

We are also grateful to the following  
organisations for making significant  
contributions throughout the year:



BOARD OF MANAGEMENT
Sally Harvey (Chair) 
Irene Bannon
Graham Coupar 
Alan Johnson (elected 17 May 2016) 
David Mitchell 
Janine Stiles 
Terry Sullivan
Maggie Van Reenen 

REGISTERED OFFICE 
1 Holmes Road, Kentish Town, London NW5 3AA

AUDITORS 
Beever and Struthers 15 Bunhill Row, London EC1Y 8LP
INTERNAL AUDITORS
TIAA Business Support Centre, Gosport PO13 0FQ

BANKERS
Clydesdale Bank Plc 30 Vincent Place, Glasgow G1 2HL

SOLICITORS
Devonshires Salisbury House, London EC2M 5QY
Trowers and Hamlins LLP Sceptre Court, 3 Bunhill Row, London EC1Y 8YZ 
Bates Wells Braithwaite 10 Queen Street Place, London EC4R 1BE

EXECUTIVE MANAGEMENT TEAM 
Heather Thomas* Chief Executive and Company Secretary 
Harry Draycott Finance Director 
Beverly Finn HR and Governance Manager 
Keith Harley Development Director (Consultant)
Bukky McGlynn Operations Director 

* Tricia Durkan Chief Executive until November 2016

SAPPHIRE INDEPENDENT HOUSING 
1 Holmes Road, Kentish Town, London NW5 3AA
Phone  020 7485 8889 
Email  info@sih.org 
Website  www.sih.org

Sapphire Independent Housing Ltd is a charitable registered society and a registered provider of social housing. 
Friendly Societies Registration no: IP19068R. Registered Housing Provider Number: H1313
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