
THE INFORMED
Winter 2017

IN THIS ISSUE Congratulations Bee 
– our Sapphire’s 
Got Talent winner!

FEATURES

Residents‘ corner

How are we doing?

Christmas events 
and activities

You said... we did

Sapphire’s got talent

Townsend House 
day trip to London

Ruin and rebuild 
exhibition

Massive congratulations to Bee Ororo-Freestone, 
the winner of our Sapphire’s Got Talent competition. 
Bee won the day with a fantastic performance of 
her self-penned piece ‘Drink Song’ about drinking 
and redemption.

The competition was fierce with great performances 
from all of our finalists. The ‘Bethany House Sisters’ 
choir came second with their amazing rendition 
of Ed Sheeran’s ‘I see Fire’, with Alva Sermidi and 
Senay Yacob coming joint third. Alva for her energy 
fuelled dance performance and Senay for achieving 
well over 50 keepy uppies on the day! Thank you to 
Archie Colquhoun for his wonderful poems as well, 
with firm favourites The Last Balloon and Happiness 
being among his poetry rendition on the day.
Continued on page 3....
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Head Office Christmas opening times 
Head Office will be closed over the Christmas period from Saturday 23rd December 2017 – 
Monday 1st January 2018. We will reopen on Tuesday 2nd January 2018.



RESIDENTS’
CORNER

Diary
Youth connexions are back at Townsend HouseEvery Thursday 4.30pm – 6.00pm in the communal lounge
FEAST! at Conway HouseCook & dine sessions: 
every Thursday: 5.30pm - 8.00pmWith new Meat with FEAST! sessions as well.
Sure Start Health visitor at Hepburn Court  
Health visitor attends every first Tuesday of the month – in the communal lounge.

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

GOOD-BYE AND 
THANK YOU TO 
TATJANA

The St Louise team would like 
to say goodbye and thank you to 
Tatjana, who recently left the service 
to move into her own privately rent-
ed flat. Tatjana joined the St Louise 
service in 2014 and in that time, she 
has transformed the once dull and 
dreary communal garden into an 
oasis of colour.

The St Louise team are so sorry to 
see Tatjana and her green fingers 
leave their now beautiful garden 
behind, she has agreed to return 
every so often to help maintain 
the garden and pass on some 
of her horticultural knowledge 
to the remaining residents and 
St Louise team.

Thank you once again Tatjana 
from everyone at St Louise and 
good luck in your new home.

VOCAL POINT THEATRE 
PRODUCTION OF ‘MOORING’

Thank you to the Vocal Point theatre company 
who came to Bethany House and Conway House in 
October and November to perform their two-man 
show ‘Mooring’.

The show was inspired by a true event in Hammersmith 
in the mid-90s, whereby a local man was made home-
less when his houseboat was set on fire. The play was 
funny and thought provoking with a dramatic twist 
towards the end that took everyone by surprise. Our 
residents really enjoyed the show and are looking 
forward to more productions in the future. You can 
find out more about Vocal Point Theatre at: 
www.vocalpointtheatre.co.uk 
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The accreditation shows 
that as an organisation 
we are committed to 
inclusivity for everyone. 
Find out more in our 
news and events section 
at www.sih.org

Sapphire is a Disability 
Confident Committed. 

 Wear it Pink Day 
 Thank you to everyone who 
 took part in our Wear it Pink 
day on 20th October. Sapphire staff and 
residents raised a brilliant £260 for Breast 
Cancer Now on the day. Well done everyone!
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to the success of the day. We would also like to 
say a special thank you to Krystyna, one of our 
St Louise residents, for her lovely thank you 
poem at the end of the day.

We hope to see everyone again at next year’s 
event. If you have any ideas and/or suggestions 
for future events, or you would like to be 
involved next year, please do get in touch: 
residentinvolvment@sih.org

To see more photos of our event on Instagram 
and Flickr. Just search for sapphire.independent.
housing via your Instagram account or click on 
the icons on our homepage at www.sih.org

The day wasn’t just about our Sapphire’s Got 
Talent finals though, there was something on 
offer for everyone with a smoothie making bike, 
nail painting, henna, card and jewellery making, 
knitting and croquet area, resident involvement 
and of course the always popular alternative 
therapies.

It was great to see so many residents enjoying 
all the activities on offer and getting to know 
each other a little better. Thank you to every-
one who attended, we hope you all enjoyed it!

Congratulations and thank you once again to all 
the finalists and our winner, Bee, for contributing 

SAPPHIRE’S GOT TALENT CONTD…
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HOW ARE WE DOING?

SAPPHIRE’S RESIDENT SATISFACTION LEVELS 
for 1st July – 30th September 2017

www.sih.org 5

CUSTOMER 
SERVICES 
EXCELLENCE

We are pleased to announce 
that Sapphire has been 
recommended to retain it’s 
Customer Services Excellence 
(CSE), following a reassessment 
in November. 

This year our CSE assessor, Derek Trawber, 
visited our Hertfordshire services, to meet 
with residents and find out more about our 
services there. The agenda for the day was 
packed full of activities and meetings with 
staff, residents and partnering services at 
both Hepburn Court and Townsend House.

Thank you to all our residents who attended 
the day and helped to make it such a success. 
With special thanks to Mary and Robert who 
made the effort to travel from Kilburn and 
Westminster to take part in the day’s activities.

Over the next few weeks we will be reviewing 
feedback from the day to help us continue to 
develop and improve our services and process-
es. Part of this improvement will be our con-
tinued consultation and resident involvement 
initiatives, such as mystery shopping, consul-
tation panels and focus groups. If you would 
like to get involved in any of these initiatives 
please contact residentinvolvement@sih.org 

www.sih.org

The winners for our Q1 maintenance and 
cleaning and gas surveys were –
Anne O’Sullivan and Mark Partridge

Congratulations
The winners of our quarter two mainte-
nance and cleaning and gas surveys were –
Nanfuka Edwin Goretti and Maria Machado

TOWNSEND HOUSE 
DAY TRIP TO LONDON

Our Townsend House residents took advantage 
of their visit to London, for our Sapphire’s Got 
Talent event, with a trip to the National Gallery 
and some sightseeing afterwards.

The Townsend House day-trippers went to 
Trafalgar Square after the National Gallery, 
where the colourful fountains put everyone in 
the mood for some Christmas lights. The group 
enjoyed a festive walk along the strand towards 
Covent Garden to see the Christmas lights and 
check out some of the street performers. They 
finished the day with some much-needed food 
in Chancery Lane before heading back to Hert-
fordshire with a newfound appreciation of art 
and many lovely memories.

Our Townsend House team want to say a big 
thank you to all the residents, who came along, 
for helping make the whole day such a fun and 
enjoyable experience.

To see more photos of the Townsend House outing 
on  Instagram and Flickr. Just search for sapphire.
independent.housing via your Instagram account 
or click on the icons on our homepage at 
www.sih.org

I was really surprised by how much I 
enjoyed the gallery. I’ve never been in 
one before and found it fascinating. I particularly 
enjoyed reading all the information cards by the 
side of the paintings that gave you more info 
about the artist and the work.
Sally, Townsend House

CUSTOMER JOURNEY MAPPING 
FOCUS GROUP FEEDBACK
Thank you to all residents who attended our 
recent customer journey focus groups. Since 
we met, we have been looking at ways we 
can improve residents’ customer journey 
experiences moving forward.

Because of your feedback, here are some key 
areas we have already improved:

RESIDENTS FIRST DAY IN 
SERVICE (HOSTELS)

We have now introduced a settling-in 
induction for all hostel residents a few 
days after they have joined the service.

All hostels will now have photos of key 
members of staff clearly displayed in their 
reception areas so all new residents are 
immediately aware of who everyone is 
and who to approach with queries.

COMPLAINTS PROCESS
All resident complaints, whether verbal or 
written, will be acknowledged in writing 
within two working days.

A complaint reference number will also be 
given to residents to help them track what 
is happening with a complaint.

SERVICE LEVEL AGREEMENTS 
BETWEEN SAPPHIRE AND EXTERNAL 
AGENCIES WHO PROVIDE SERVICES

We will be actively involving residents in 
the initial dialogue about what services 
are required as well as the review of the 
current services. Keep an eye on your 
communal noticeboards and our website 
for ways to get involved in this.

You can find a more detailed review of 
the feedback and improvements in our 
Residents’ Consultation Area, located 
in the Residents’ Section at www.sih.org.

SATISFACTION 

Overall satisfaction
with Sapphire’s 

services
Target 89%
Actual 85%

ARREARS

Arrears Current
rent arrears

Target 2%
Actual 0.5%

REPAIRS

Responsive repairs
completed on time

Target 97%
Actual 98.63%

REPAIRS

Satisfaction with
the way the repairs
service is delivered

Target 87%
Actual 87%

We are mindful of the slight drop in our over-
all resident satisfaction outcomes and are 
continuously investigating ways to encourage 
more resident feedback to help us improve 
services, outcomes and overall satisfaction. 

Feedback, on any area of our service, can be 
provided via our online surveys, located in the 
Residents’ Section at www.sih.org. You can also 
provide your feedback via our compliments and 
complaints forms, located in all reception areas.
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Sapphire’s 2017 
Christmas Events

and activities
 

Bethany House:  Christmas party with Karaoke on 21st December, 5.30pm-7.30pm 
and Christmas nibbles from 12.30pm on 25th December. Both in the main computer hall.
Conway House: FEAST! festive meals on Thursday 21st and 28th December. Mince pies 
and get together on Monday 25th December in the communal dining area. Festive films will 
also be showing in the TRC throughout the festive season. Speak to Sarah to find out more.
Hackett House: Girls night in with takeaway of choice – date and time to be confirmed.
Hepburn Court: Christmas meal on Wednesday 20th December at the Weatherspoon pub 
in Potters Bar. From 4pm onwards.
St Eugene Court: Cakes and minces pies with Christmas music, in the communal lounge 
on Thursday 21st December. From 10am -12pm.
St Louise: Christmas buffet, with raffle, in the communal lounge on Wednesday 20th 
December. From 6pm onwards.
Townsend House: Group outing to the Toby Carvery on Wednesday 20th December at 6pm. 
Christmas buffet in the communal lounge on Monday 25th December.

Check your communal noticeboards for more details on the above other activities. 
You can also find more details on all events and activities at www.sih.org

Jackie offers one to one meetings with residents 
as well as a drop in service for anyone who 
would like to discuss how they could receive 
further support. The sessions with Jackie are 
held every two weeks, on Mondays at 2.30pm. 
The last session was on Monday 11th December, 
however, because of the festive period the next 
session will be confirmed in the new year. 

CGL provide help and support to adults, children, 
young people and families. Their services cover a 
wide variety of areas including health and well-
being, substance use, mental health, criminal 
justice, domestic abuse and homelessness. 
Find out more at: www.changegrowlive.org/

Our user name is sapphire.independent.housing
We love to share all the great photos we have 
of our different events and activities so please 
follow and let us know your thoughts on what’s 
happening at Sapphire.

Jackie from Change Grow Live (CGL) attends 
Bethany House, every two weeks, to meet 
residents with substance misuse issues who 
would like to find out how to get support.

CGL are experts in supporting service users to 
change their behaviour. The majority of service 
users who access their services are unsure 
about reasons to change their behaviour, 
or wish to change the behaviour but don’t 
have the resources to do so. CGL recognise 
that ‘unhealthy’ behaviours can become 
entrenched invisibly and over time, with 
seemingly insignificant behaviours laying the 
foundations for more serious problems later on.

We always want to hear from you with any ideas 
about things you think could be done better. 
This doesn’t have to be via our official feedback 
or suggestion forms either. Sometimes just a 
quick chat with your Project Worker or Housing 
Officer, or putting an idea forward at a residents’ 
meeting is all it takes to get the ball rolling. 

Here are some examples of improvements we 
have made from your suggestions and feedback: 

At Hepburn Court, we replaced all of the 
fencing surrounding the rear communal garden 
to increase security and provide a safe environ-
ment for our younger Hepburn Court residents 
to play and have fun.

We will also be installing gated railings, with a 
fob system, to the rear carpark over the coming 
months to increase security further and prevent 
an ongoing issue with fly tipping in the area.

At Conway House we replaced the existing 
bike shelter with an award winning ‘Cycle hoop’ 
bike hanger, ensuring all bikes are now secure 
and protected from all weather conditions.

At Townsend House we have ordered some 
yoga mats to help residents who wish to do 
group yoga sessions together and we have 
ordered some comfortable beanbags for 
additional seating when residents attend 
group meetings and workshops.
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RUIN AND REBUILD 
EXHIBITION

Some of our Bethany House residents recently 
attended pop-up Ruin and Rebuild exhibition, 
part of the Being Human Festival 2017.

One of the exhibitors, Alexandra Gray, a 
previous Sapphire resident at our Bethany 
House hostel, used the hostel and it’s history 
to explore the idea of ‘home’ for her exhibit. 
Alexandra returned to Bethany House a number 
of times to speak to staff and residents about 
their experiences of the building and invited 
them to the exhibition on November 25th.

The exhibition hosted a number of exhibitors 
and artists, all of whom are current students, 
displaying artefacts, photography, film, art, per-
formance, and poetry on the theme of ‘lost and 
found.’ There was an opportunities to meet and 
interact with all the artists and exhibitors and 
discuss their ongoing studies and research.

Project worker Megan, really enjoyed the event 
stating “All of Bethany House residents who at-
tended the exhibition really enjoyed it and found 
it very inspiring to see a once resident of Bethany 
House exhibiting at the event”

Great work Alexandra, we hope to see more of 
your exhibitions in the future.

SUBSTANCE MISUSE SUPPORT 
WITH CHANGE GROW LIVE

WE’RE ON INSTAGRAM 

www.sih.org www.sih.org

I felt emotional  hearing other residents 
speak about Bethany House because I 
could relate to how they feel, it’s nice to know 
that they feel safe here like I do.
Janet, Bethany House

You
said

We did

You
said

We did



CONTACT US

The Informed is a quarterly publication. 

Our next issue will be out in March 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.

Don’t forget you can find us on Facebook, 
instagram and Twitter too:

  www.facebook.com/sih15.org

 @sih_uk
 
  sapphire.independent.housing

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
Head Office is closed from 
Saturday 23rd December 2017 
to Monday 1st January 2018.

If you have any emergencies please contact 
the out-of-hours number: 020 7372 6633. 
Normal procedures will resume from 
Tuesday 2nd January.


