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The 2018 Resident Satisfaction Survey will be 
available online at www.sih.org for residents 
from Monday 5 November 2018.

Please take the time to complete the survey and 
give your feedback about the services provided 
across Sapphire. All general needs residents, in 
self-contained accommodation, will receive a 
hard copy by post to complete and return in the 
freepost envelope provided. If hostel residents 
would prefer to complete a paper copy please 
request a hard copy from your reception team.

We carry out large scale surveys every two years, 
with our last major resident satisfaction survey 
being undertaken in October 2016. We’ve been 
working hard since then to improve and stream-
line services that are important to you. Here’s 
some of the things we’ve been working on…

You said: Many hostel residents were not satisfied 
with Wi-Fi only being available in communal areas 
of their buildings. 

We did: Upgraded and improved all the Wi-Fi 
services in our hostels. Wi-Fi is now accessible 
throughout our large hostels.

You said: We are not all receiving the same infor-
mation when we join different Sapphire services.

Continued on page 3....
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You
said

We did

HAVE 
YOUR 
SAY!



RESIDENTS’
CORNER

SPOT THE SIGNS AND 
SAVE A LIFE WORKSHOP 
AT TOWNSEND HOUSE
The team at Townsend House wanted to say 
a huge thanks to Naomi, from Spot the Signs 
and Save a Life, who visited their residents to 
give a mental health awareness session in July.

The aim was to increase awareness of depression 
and suicide and signpost residents to mental 
health services available in Hertfordshire. It 
was an opportunity for residents to discuss 
their experiences and share their thoughts on 
ways to maintain mental wellbeing in a secure 
and safe space. 

Denise, one of our Townsend House Project 
Workers, observed: “It was a really positive 
session with our residents really opening up 
and sharing their personal journeys.”

Find out more about the Spot the Signs and 
Save a Life campaign at www.hpft.nhs.uk/
information-and-resources/spot-the-signs/ 

ARE YOU SUFFERING 
DOMESTIC ABUSE?
The National Centre for Domestic Violence 
(NCDV) service is a free, fast and user-friendly, 
service for survivors of domestic violence. They 
can help you obtain an emergency injunction 
within 24 hours from when you first contact 
them. They will assess your eligibility for 
services such as legal aid and identify the 
best course of action for your case. 

To find out more go to: www.ncdv.org.uk/ 
If you would like to talk to someone about 
domestic abuse please speak to a member 
of staff directly. You can also contact Women’s 
Aid on 0808 2000 247 or online at 
www.womensaid.org.uk

HAVE YOUR SAY ... CONTINUED
We did: Created an integrated booking in pack 
that includes Association wide information. 
This has ensured all residents are receiving the 
same information and access to services.

You said: Some of our Highgate Road residents 
were dissatisfied with the ongoing building 
works occurring at a private development 
next door to the building. 

We did: Our housing management team 
liaised with the development company to 
ensure noise was kept to a minimum. All work 
has now been completed to the development.

Complete our 2018 Resident Satisfaction survey 
and make your voice heard!
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THANKS FOR COMING 
TO OUR SUMMER WITH 
SAPPHIRE DAY
Thank you to all our residents who came 
along to our Summer with Sapphire day and 
helped make it such a fun and enjoyable day.

It was a scorching hot day, but that didn’t 
seem to put anybody off a good game of 
rounders. We  had face painting, nail painting, 
henna, a raffle and a fantastic variety of cakes 
for the bake off competition. Well done to 
Justine Castle who won the competition. 
We hope you enjoy using your new iPad.

Feedback on the day was really positive. It was 
great to see so many of you mixing with each 
other in such an enthusiastic and positive way.

Well done again to the team for organising 
another great Residents’ Day and thank you 
to all our residents who helped out on the 
planning committee and the day itself – you 
helped make it another successful event.

Diary

Go to our news and events page at www.sih.org to find out more about these and lots more Sapphire events and activities.

Fire door safety talks Will be provided at all services throughout October and early November. Keep an eye on your communal noticeboards for more information. 
NHS Health teams visitConway House
Monday 1 October, 1.30pm - 4.00pm
Computer skills workshop  Open to all Sapphire residents. At the Conway 
House TRC. 
Every Tuesday 
2.00pm – 4.00pm

The workshop is completely FREE and availableto all Sapphire residents 

All workshops are held at the Conway House  Training Resource Room (TRC): 18-22 Quex Road, Kilburn, London, NW6 4PL 
To book your place please speak to your Project Worker, reception staff or Housing Officer  

Our Conway House service really got into the 
spirit of the National Housing Federations’ 
Starts at Home day this year. They invited 
local MP, Tulip Suddiq, to drop in for a ‘Starts 
at Home’ visit during their regular community 
cookery session to help promote the important 
role of supported housing in the sector. The 
team also hosted a Starts at Home event 
on Friday 31 August to celebrate positive 
engagement and participation by residents 
within the service.

The event got everyone together to help 
create some wonderful photo collages of all 
the activities and events held at Conway House 
over the last 12 months. Residents also had fun 
painting plant pots, sowing seeds and creating 
Sapphire canvas artwork.

Our maintenance operative, Carruthers, joined 
the fun and helped assemble a new garden shed 
for the communal garden to provide additional 
storage for gardening equipment and materials. 
The whole event was full of community spirit 
with everyone getting really stuck in. 

STARTS AT HOME DAY

You can see more photos of Sapphire’s Starts 
at Home events on our Instagram page.

Computer Skills Workshop – FREE to all Sapphire residents!
•  A complete introduction to using computers for everyday activities.
•  Every Tuesday from 2pm to 4pm at Conway House Training Resource Room.
•  To book your place, speak to your Project Worker, reception staff or Housing Officer.

Check out the photos 
on Instagram!

Domestic Violence
National Centre for



CHANGES TO THE 
OPERATIONAL 
MANAGEMENT TEAM
As we are sure many of you are by now aware, 
Louise Graham, Housing Operations Manager 
for our General Needs (self contained properties) 
and the repairs and maintenance services has 
commenced maternity leave. Louise will be on 
maternity for six months with a current return 
to work date of April 2019. 

In her absence Joel Akazarah is the acting 
Housing Operations Manager with Olu Babalola 
stepping up as temporary Team Leader for 
Conway House in Joel’s absence. Leanne Maher 
continues to be the Housing Officer for all 
general needs residents.

If any general needs residents have any queries 
please do not hesitate to contact Leanne or 
Joel at Head Office – 020 7485 8889.

MENTAL HEALTH 
AWARENESS 
DAY
Wednesday 10 October

Sapphire has ordered a batch of green ribbon 
pins, from the Mental Health Foundation to help 
raise awareness and support good mental health 
for all. Staff across the Association will be wear-
ing a pin on 10 October to show their support.

All locations will have a small number of ribbons 
to give out to residents who would like to show 
their support for the vital work the Mental 
Health Foundation does to find and address 
the sources of mental health problems. Please 
speak to your reception staff if you would like 
a pin. Please note pins will be given out on a 
first come first served basis.

To find out more about the work undertaken 
by the Mental Health Foundation go to 
www.mentalhealth.org.uk
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HOW ARE WE DOING?

SAPPHIRE’S RESIDENT SATISFACTION LEVELS 
1st March – 30 June 2018
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 PERSONAL EMERGENCY 
 EVACUATION PLAN 
 (PEEP)

Where applicable your Project Worker or Housing 
Officer will be completing a PEEP with you over 
the coming months. PEEPS are used in the event 
of an emergency, such as a fire, for those who 
may struggle to evacuate. The PEEP allows a 
plan to be made which can be given to the 
fire brigade should there ever be an incident. 

If you think you need to have a PEEP in place and 
you have not been contacted please speak to your 
Key Worker, reception staff or Housing Officer.

POLICY FEEDBACK
Thank you to everyone for your feedback on 
our LGBT and Adult Safeguarding policies. We 
received positive responses to the introduction 
of our LGBT policy. We also received some very 
constructive feedback on why we are revising 

our safeguarding policy to incorporate 
separate adult and child safeguarding 
policies. These policies are now under-
going staff consultation and will be 
approved once this process is complete.

We are now reviewing our Drugs policy 
and our Child Safeguarding policy.

If you would like give your views on either 
of these policies please go to our resident 
consultation page at www.sih.org where 
you will be able to view the policies and 
provide feedback.

SATISFACTION 

Overall satisfaction
with Sapphire’s 

services

Target 90%
Actual 90%

COMPLAINTS

Complaints 
responded to 

on time

Target 97%
Actual 100%

REPAIRS (on time)

Responsive 
repairs completed 

on time

Target 97%
Actual 96.72%

REPAIRS

Satisfaction with
the way the repairs
service is delivered

Target 90%
Actual 91%

Q1 survey winners are – 
Senay Yacob and Melvyn Chatburn

Congratulations

RESIDENT CONSULTATION

Please do take the time to complete any surveys you receive as the feedback provided from 
all surveys and feedback forms are used to monitor and improve the services we provide. 
You can also go online at: www.sih.org to complete all surveys and feedback forms at any time.

Do you know a Sapphire resident 
who deserves recognition?

Do they go above and beyond in 
their e�orts to help others and 
their local community or service?

Have they recently achieved an 
important milestone and would 
you like to congratulate them?

All you need to do is complete a STAR award  
nomination form and return it to your
reception sta� or Housing O�cer to enter. 
Forms are available at all receptions and 
head o�ce. You can also download a copy 
in our Resident’s Section at www.sih.org
Submission deadline: Monday 26 November.

£25

Gift
Card

All winners will receive:

£25 gift card

Certi�cate of 
achievement
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HOUSING FRAUD

 You might suspect someone of housing 
 fraud having seen them collect rent from 
 your neighbours
 You might be suspicious because the 
 tenants of a property keep changing.
 
If you suspect someone is a housing cheat, 
let us know. It could make a real difference.
Contact us on: 020 7485 8889
or email us at: info@sih.org
Anything you tell us will be held in the strictest 
confidence. All reports can be made anonymously.

What’s next?
We will investigate your concerns and the 
necessary action will be taken. If someone is 
found to have committed housing fraud that 
person could lose their tenancy.

Available to all Sapphire residents

Come along and try your hand at silk 
painting, jewellery making and other crafts.

Tutor: Francesca Souza

Sessions held at: Conway House
18 –22 Quex  Road, London NW6 4PL

Course runs for 6 weeks from:
Wednesday 26th September 2018
1.00pm – 3.30pm
 
Speak to your Project worker, reception 
staff or Housing Officer to find out more. 
 
Bring photo ID along to enrol at the first 
session. This course is only suitable for 
adults over 19 years.

Most people applying for housing wait their 
turn to be allocated a home. Housing cheats 
don’t wait, they jump the queue. It’s not fair.
They use up valuable housing spaces which 
deprives those in greater need. They are guilty 
of housing fraud.

What is housing fraud?
Common types of housing fraud are:
 Unlawful subletting
 Obtaining housing by deception
 Wrongly claimed succession
 
What can you do to help?
We are working hard to track down housing 
cheats and ensure that homes are given to those 
who are the next in line. Your help in reporting 
housing fraud is important because you can 
see what’s going on in your neighbourhood.
 You might know that somebody has a home 
 that we don’t know about or has given false 
 information in their housing application

After careful consideration, we have decided 
to close one of our larger temporary accommo-
dation hostels, St Louise, based in Westminster. 
We feel the construction and general layout of 
the building, although fit for purpose, doesn’t 
meet modern day standards due to its age. A 
key objective for Sapphire is to provide high 
quality housing and services and in the case 
of St Louise this would require substantial 
long-term investment. We believe building 
new homes will serve all our residents’ needs 
better than a long, costly and very disruptive 
redevelopment of the existing building.

We have informed all St Louise residents of 
our decision to close the hostel, and the 
expected timeframe, to give enough time for 
everyone to find alternative accommodation. 
The hostel will remain open until December 
2019 and we will continue to accept new 
referrals until June 2019.

We are engaging with all St Louise residents 
to ensure they receive consistent advice and 
guidance on how they can, in time, move-on 
to alternative accommodation.

If you would like further information regarding 
St Louise please talk to a member of staff or 
go the Residents’ Section at www.sih.org
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FREE CRAFTS COURSE 
AT CONWAY HOUSE
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Share your photos and comments: 
sapphire.independent.housing
#improvinglives #valuingpeople

WE’RE ON INSTAGRAM 

SAPPHIRE 
DEVELOPMENT 
NEWS

We’d love to hear from you. Send your 
news, stories and comments to:
theinformed@sih.org

At Sapphire, we work hard to ensure all our 
facilities and services are safe and secure. 
Annual fire safety inspections and regular 
health and safety inspections are carried out 
throughout the year, at all our sites, with fire 
safety being a top priority.

As supporters of Fire Door Safety Week Sapphire 
consistently aims to raise awareness of the 
importance of fire doors across the Association. 
With this in mind we are planning fire safety talks 
throughout our services during October and 
November to remind both our staff and residents 
what to do if they spot anything they think is faulty. 
Keep an eye on your communal noticeboards 
and digital display screens for upcoming dates.

A door’s a door, right? No, a fire door is an 
engineered safety device.

Fire doors are a crucial part of the passive fire 
protection of every commercial, public and 
multiple occupancy building. They save lives 
and property. A fire door ensures that should 
a fire break out, it can be contained in a 
“compartment”. This keeps the fire and smoke 
trapped for a defined period, allowing time for 
people to get out and make the fire easier to 
tackle.It will not fulfil this function if damaged 
or propped open.

What action can I take?

Don’t wedge fire doors open and, 
in particular, keep fire doors 
closed at night.

If you have any queries about doors within 
our properties or you see any damage to our 
existing fire doors, such as damaged smoke 
seals or gaps between the door and its frame, 
please speak directly to a member of staff at 
your building. They will arrange for the door 
to inspected and any remedial work to be 
carried out.

SPEAK OUT
IF YOU HAVE SUSPICIONS 

YOU MIGHT GET A REWARD

 
Free Crafts Course at Conway House. Available to all Sapphire residents 
Come along and try your hand at 
Silk painting, jewellery making and 
other Crafts. 
Tutor: Francesca Souza 
Sessions at the Conway House  Training Resource Centre (TRC)   18 –22 Quex  Road London   NW6 4PL 

 
  Speak to your Project worker, reception staff or   Housing Officer to find out more 
Bring photo ID along to enrol at the first session. For Adults over19yrs. 

 

For 6 weeks from 

Wednesday 26th 
September 2018 
1.00pm-3.30pm 



CONTACT US

The Informed is a quarterly publication. 

Our next issue will be out in December 
2018. Please send any comments, 
questions and story ideas to: 
TheInformed@sih.org

For a PDF version or any previous issues 
of The Informed please visit the Residents’ 
section of our website www.sih.org and 
click on publications.

Share your photos and comments on 
 Instagram 
 sapphire.independent.housing 

 Follow us on Twitter 
 @sih_uk
 
 and Facebook 
 www.facebook.com/sih15.org

#improvinglives #valuingpeople

If you would like this 
publication in large 
print please contact 
Joanne McGahon 
on 020 7485 8889

GENERAL NEEDS 
SCHEMES 

Caulfield Court 
Baynes Street, 
London, NW1 0TZ 

College Yard 
9 College Yard, 
London, NW5 1NX 

Dunne Mews 
57 Leighton Road, 
London, NW5 2QH 

Forde House
129 Queens Crescent, 
London, NW5 4HE

Hackett House
12 Kingsgate Road, 
Kilburn, NW6 4TB 
Tel: 020 7692 7285

Highgate Road
54/56 Highgate Road, 
London, NW5 1NU

St Eugene Court
82 Salusbury Road, 
London, NW6 6PA

St Louise
33 Medway Street, 
Victoria, 
London, SW1P 2BE 
Tel: 020 7222 2071

Tara Lodge
Mutrix Road, 
London, NW6 4BF

GENERAL 
ENQUIRES 

 Head office
1 Holmes Road, 
Kentish Town, 
London, NW5 3AA
Tel: 020 7485 8889 
Email: info@sih.org 
www.sih.org

SUPPORTED 
SCHEMES

Bethany House
13 Lloyd Square, 
London, WC1X 9AR
Tel: 020 7837 3420

Conway House
18-22 Quex Road, 
Kilburn, NW6 4PL 
Tel: 020 7372 6633

Hepburn Court
Brookside, 
Gowar Field, 
South Mimms, 
Hertfordshire, 
EN6 3QE 
Tel: 01707 662 667

Townsend House
135 Aycliffe Road, 
Borehamwood, 
Hertfordshire, 
WD6 4HA 
Tel: 020 8207 1562

DON’T FORGET
The 2018 resident satisfaction survey 
will be available to complete from 
Monday 5 November. Complete 
the online survey in our Residents’ 
Section at www.sih.org 

All fully completed entries will be 
entered into our prize draw! 


