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This year’s residents’ day is a Summer with Sapphire 
extravaganza. The event is being held at The Hub 
in Regents Park and will include a BBQ, bake off 
competition, outdoor games and lots of fun 
activities for everyone to enjoy.

The big competition this year is our Summer with 
Sapphire Bake-off, with an iPad up for grabs 
as our first prize! To enter the bake-off you will 
need to bring your finished baked entry along 
on the day. It will be judged on both taste and 
presentation by representatives from Sapphire’s 
Management Board and an honorary resident.

There will also be an opportunity, for all residents 
who are interested, to perform in the Hub. If you 
would like to find out more about this, please speak 
to your Key Worker, Housing Officer or reception 
staff who will find out how you can get involved.

             Continued on page 3 
    

WHEN: WEDNESDAY 25TH JULY
WHERE: THE HUB, REGENTS PARK
TIME: 1PM ONWARDS

Protecting your 
personal information

Thank you Sapphire 
Day volunteers

Proud sponsors of an 
Elephant Pump in 
Africa



RESIDENTS’
CORNER

SUMMER WITH SAPPHIRE ... CONTINUED
Other activities on the day include arts and crafts, 
nail painting, biscuit decorating, team games, 
entry into a prize draw for a free alternative therapy 
session and a raffle. There will also be a BBQ and 
goody bags for everyone who attends. Keep an 
eye on your display screens, noticeboards and 
our news and events page for up to date news.

If you are a general needs resident, in one of our 
self-contained flats, and would like assistance 
with travelling to the venue please contact head 
office on 020 7485 8889.
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Complete our maintenance 
or gas surveys to be in with 
a chance of winning a £20 
gift card. You must include 
your name and contact details 
if you want to be included in 
the prize draw.

Quarterly prize 
draw
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WHAT IS SAPPHIRE 
DOING TO PROTECT 
YOUR PERSONAL 
INFORMATION?
The General Data Protection Regulation 
(GDPR), that covers how companies collect, 
store, use and share our personal data, 
came into force on 25 May 2018. GDPR gives 
individuals more rights and more control.

Sapphire, and every other organisation 
that gathers and uses personal data, need 
to meet these new standards.

What are we doing to make sure all your 
personal information is protected?
It’s our responsibility to make sure that 
we will comply with the new regulation. 
We have reviewed all of our systems and 
made changes where we need to.

At Sapphire, we won’t collect data about 
you that we don’t need. We’ll make sure that 
the personal data we do collect is updated on 
our systems in a timely and accurate manner.
You should have all by now received a copy 
of Sapphire’s Privacy Notice, which sets out 
how we collect, store and use your data. 
However, if you would like to find out more 
about GDPR and what Sapphire is doing to 
protect your personal information you can 
find a copy of our Privacy Notice in the publi-
cations section of our website: www.sih.org 

You can also visit the Information Commis-
sioner’s Office website for information on the 
law and how they work to uphold information 
rights in the public interest. www.ico.org.uk

Diary
Summer with Sapphire –open to all residents When: Wednesday 25 July Where: The Hub Regents ParkTime: From 1.00pm onwards
Holistic therapies with Monica  Conway House
Wednesdays from 10.00am – 2.00pm
Groundswell peer mentor visit   Bethany House
Tuesdays (every two weeks) The next session with Gerry is on 3 July

Go to our news and events page at www.sih.org to find out more about these and lots more Sapphire events and activities.
Thursday 19th April saw the 5th annual Camden 
Adult Pathway Awards. Congratulations to 
Julio, who won the Personal Growth award. 
He received a beautiful glass award, which will 
be engraved with his name, and a large bag 
of goodies. Well done to Robert who was also 
shortlisted, from a number of nominations, 
for the Taking Responsibility award.

“Julio has actively engaged with support 
services to help him with his alcohol misuse 
and has taken responsibility for his tenancy. 
We are currently focusing on Julio completing 
Piece by Piece, move on training that helps 
the residents learn vital skills and prepare for 
moving on to independent living. I am really 
impressed by how well Julio is doing and how 
much he has turned things around in the last 
12 months.” Sidi, Key Worker.

See Julio’s full story in our Residents’ Stories 
section at www.sih.org 

£20

Gift
Card

Sapphire are now registered members with 
                                .  Homeswapper is the 
UK’s largest community of social housing 
residents looking for a home swap. If you 
are one of our self-contained general needs 
residents and are wishing to move home 
visit www.homeswapper.co.uk today.

DAMAGED CEILING 
TILES COULD BE 
A FIRE RISK
Properly installed ceiling systems allow smoke 
and heat detectors to operate correctly in the 
event of a fire. They also provide a barrier to the 
spread of smoke and fire. Breaking, displacing, 
or removing ceiling tiles enables hot gases and 
smoke from a fire to rise and accumulate above 
detectors. Doing so delays their activation, 
enabling fires to grow rapidly before an alarm and 
response occurs. As fires can double in size each 
minute, they become more difficult to extinguish. 

In addition, missing or broken ceiling tiles can 
impact on the space above a dropped ceiling by 
providing a route for air to spread to other areas 
in the building. Ceiling tiles are checked as part 
of the regular health and safety checks carried 
out in all our buildings, However, if you do see 
any damaged ceiling tiles please report them 
directly to a member of staff or by contacting 
head office on 020 7485 8889.

Q4 survey winners are – 
Melanie Collins and Fatima Khalil

Congratulations

CONGRATULATIONS JULIO

GeneralData
ProtectionRegulation

BIRTHDAY 
CELEBRATIONS AT 
TOWNSEND HOUSE

Some of our Townsend 
House residents recently 
got together to celebrate 
a fellow resident’s birthday 
in style.

The group took the opportunity to put together 
a feast of jerk chicken, coconut rice, dumplings 
and of course the birthday cake. Happy belated 
birthday Sally, from everyone at Sapphire. We 
hope you enjoyed your celebrations. 

If you have any celebrations that you would 
like to share please forward your photos to 
theinformed@sih.org and we’ll make sure they 
get included in the residents section of our 
autumn newsletter.

For more photos of activities and events happening 
across the Association go to our Instagram page.



OUR RESPONSIVE REPAIRS TIMESCALES HAVE CHANGED
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HOW ARE WE DOING?

SAPPHIRE’S RESIDENT SATISFACTION LEVELS 
1st January – 31 March 2018

www.sih.org 5www.sih.org

RESIDENT FOCUS GROUPS
A big thank you to everyone who attended our 
recent customer journey mapping focus groups, 
which helps us to achieve our Customer Service 
Excellence (CSE) accreditation. We held a session 
with our St Louise and Hertfordshire residents 
about their experiences paying their rent, as 
well as sessions with our Bethany House and 
Conway House residents in regards to the referral 
process and first day in service. We also held a 
focus group with our St Eugene residents asking 
them about their customer service experience 
when reporting a repair. We received some 
great feedback from everyone who attended 
and will be looking into how we can incorporate 
various areas of this feedback into our services. 
We really appreciate your feedback as it helps 
us to continue to improve services and deliver 
excellent customer service. 

If you would like give your views on your 
customer journey experience for any of the 

It was Mental Health Awareness week from 14-20 
May 2018 and the focus this year was on stress.

Research by the Mental Health Foundation has 
shown that two thirds of us experience a mental 
health problem in our lifetime and stress is a 
key factor. So what did Sapphire do to help raise 
awareness of mental health problems and how 
can we tackle stress to help improve our mental 
health?

Bethany House, teamed up with our FEAST 
volunteers to host a ‘Curry and Chatt’ evening 
to help residents get together relax and enjoy 
some delicious food. The focus for the evening 
was how to identify signs of stress and how to 
manage/reduce stress through healthy eating, 
taking time out and being mindful.

The Conway House team held a garden tidy up 
day to help promote teamwork, collaboration 
and being close to nature as the ultimate stress 
buster. The day was a great success with every-

The Association has three defined priorities of 
repair – emergency, urgent and routine. All 
emergency repairs should still be completed 
or made safe within 24 hours and all urgent 
repairs within a maximum of seven working 
days. 

above areas of our service please go to our 
resident consultation page at www.sih.org 
where you will be able to view the journey 
maps and provide your feedback.

UPCOMING ACTIVITIES
We will be seeking your views on changes 
to our current safeguarding policy over 
the coming weeks. Find out more on our 
resident consultation page at www.sih.org

REPAIRS AND MAINTENANCE POLICY 
FEEDBACK
We would also like to thank our resident 
repairs and maintenance panel who provided 
some great input and feedback on our recent 
repairs and maintenance policy review. This 
policy has now been approved and is available 
on our key polices page at www.sih.org. As 
part of this review the time-scales for routine 
repairs has been changed. Find out more 
about these changes on page 5.

one getting stuck in to transform their communal 
garden, ready for summer flowers and home 
grown produce. 

Both the Bethany House and Conway House 
teams would like to say a big thank you to all 
their residents who came along to help out 
with these activities.

We have now reduced the timeframe for 
responding to routine repairs from 28 days 
to 21 days. This was agreed via consultation 
with our resident Repairs and Maintenance 
Panel (RAMP) to encourage continuous 
improvements with our repairs outcomes.SATISFACTION 

Overall satisfaction
with Sapphire’s 

services

Target 89%
Actual 91%

COMPLAINTS

Complaints 
responded to 

on time

Target 97%
Actual 100%

REPAIRS (on time)

Responsive 
repairs completed 

on time

Target 97%
Actual 99%

REPAIRS

Satisfaction with
the way the repairs
service is delivered

Target 87%
Actual 100%

MENTAL HEALTH AWARENESS WEEK 2018RESIDENT CONSULTATION UPDATES

Sapphire received 11 complaints in quarter four of 2017–18. Ten of these complaints were 
responded to and resolved within our target, and one required ongoing investigation.

Category Type of Repair Target
 
Emergency Responding to safety, security, health, hygiene issues,  To be completed
 e.g. burst pipes/tank, gas leaks, complete failure of electricity or made safe 
 supply, re-securing of a property. within 24 hours
 
Urgent Urgent repairs, e.g. roof leaks, water leaks, faulty electrical Maximum time
 systems, partial lack of water, making good after emergency  7 days
 works, damaged or defective brickwork/ceiling that may be 
 a danger to the occupiers or the public. Essential repairs, 
 e.g. repairs to electrical points, WC’s,  basins,  kitchen sinks, 
 defective gutters, repairs to doors and windows, voids. 

Routine Any defect that does not cause a  resident discomfort. Maximum time 
  21 calendar days

Big thanks to everyone who helped 
out with the massive garden tidy! 
It was really wonderful to see staff and 
residents getting stuck into a common task,
 and hopefully enjoying it too!
Sarah, ETE Co-ordinator, Conway House.



6

THANK YOU TO ALL OUR 
SAPPHIRE DAY VOLUNTEERS

We would also like to 
say a big thank you 
to Roseina Conaty 
and Olu Babalola for 
temporarily stepping 
up as Team Leader 
and Operations 
Manager over the past 
few months. Your hard work has been very much 
appreciated. Roseina has now returned to her 
team leader position at Bethany House and Olu 
has returned to Conway House.

Welcome once again Jesse, we are sure you will 
be very happy at Sapphire.

One such pump is currently being installed 
in Africa on our behalf and it will be a much 
needed source of clean and fresh drinking 
water for many. Sapphire’s name will be 
proudly displayed on our well and we look 
forward to sharing some photos and letters 
of thanks from the villagers on our website 
in the near future.

To date AquAid have built over 8,000 such 
Elephant Pumps across parts of Zimbabwe, 
Malawi and Liberia; and have donated in 
excess of £13 million to charity.

Operatives Carruthers and George, took the 
lead, expertly giving instruction and guidance 
on what needed to be done. All the ceilings, 
walls, doors and skirting boards were painted 
and all other areas given a good freshen up.

We received some great feedback from the 
Drovers Centre Manager who contacted us 
to say the following:

A massive well done and thank 
you to all the volunteers for 
giving up their time to help 
this local project.

See photos of the day on 
our Instagram page.

Sapphire is committed to these four pledges and 
will be updating our residents throughout the 
coming months on our progress. We will also be 
asking for residents to get involved in reviewing 
our processes, via focus groups and one to one 
meetings, as we feel it is important to have your 
input into such an important topic. If you would 
like to find out more about about the MAKE A 
STAND pledge visit www.cih.org/makeastand.

If you would like to talk to someone about domestic 
abuse you can speak to a member of staff directly 
or alternatively contact Women’s Aid on 0808 2000 
247 or online at www.womensaid.org.uk. Women’s 
Aid are a national charity working to end violence 
against women and children.

Sapphire is pleased to welcome Jesse Fajemisin 
to the position of Housing Operations Manager  
at our Bethany House scheme. Jesse has worked 
for Hestia as a Support Worker, and for Notting 
Hill Housing, where he worked for seven years 
managing in general needs and temporary  
accommodation. He once enjoyed talking 
about Arsenal, and hopes to again one day  
if they win the league any time soon!

Jesse has already met many of the Bethany 
House residents but if you do see him around 
and you haven’t already introduced yourself, 
please do stop and say hello as we know that 
Jesse would like to meet you.

At Sapphire we are aware that keeping our 
staff members hydrated will aid them to 
perform at their very best throughout the 
work day. As a result, we decided to invest in 
six mains fed water cooolers from AquAid.

Our unique relationship with AquAid has also 
given us the opportunity to help those less 
fortunate than ourselves, because with each 
purchase an automatic donation is made to 
the Africa Trust. These funds are used to build 
‘Elephant Pumps’ – a modified version of an 
age old Chinese rope pulley system. 

This year’s Sapphire Day was held at the Age UK 
Drovers’ Centre in Islington, a buzzing activity 
centre catering for the local community in need 
of some tender loving care. A group of Sapphire 
staff and resident volunteers gave up their day 
to embrace their creative side and turn their 
hand to painting and general decorating.

The lounge and reception area were the focus 
for the day and had to be cleared in preparation, 
which in itself was no easy task. Our Maintenance 

Sapphire has signed a pledge, developed by the 
Chartered Institute of Housing (CIH) in partnership 
with Domestic Abuse Housing Alliance (DAHA) 
and Women’s Aid, committing to taking action 
to support people experiencing domestic abuse.
This pledge gives housing associations, such as 
Sapphire, the opportunity to provide support 
for people experiencing domestic abuse. 

By signing the MAKE A STAND pledge we are 
committing to taking action in four significant 
areas by September 2019:
1 Review current policies and procedure and  
 put in place a stand-alone policy to support 
 residents who are affected by domestic abuse.
2 Continue to make information about national 
 and local domestic abuse support services 
 available on our website and in other 
 appropriate and accessible areas so they 
 are available to all residents and staff.
3 Put in place a HR policy to support members  
 of staff who may be experiencing domestic 
 abuse.
4 Appoint a champion at senior level to own 
 the activity we are doing to support people 
 experiencing domestic abuse.
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WELCOME TO JESSE FAJEMISIN SAPPHIRE ARE PROUD SPONSORS 
OF AN ELEPHANT PUMP IN AFRICA
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Thank you so very much to your 
amazing team of volunteers. Our service users 
feedback has been very positive and the centre 
looks even fresher. Many thanks again from all 
my colleagues and everyone at Drovers.

SAPPHIRE COMMITMENT:   #MAKEASTAND



CONTACT US

The Informed is a quarterly publication. 

Our next issue will be out in Sept. 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
Summer With Sapphire event – Wednesday 
25th July at The Hub in Regents Park.

Find out more via our news and events page:
www.sih.org 


