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INTRODUCTION 

 

This Business Plan sets out the strategic direction for Sapphire Independent Housing’s (SIH)  

business  for the period 2016-2021 and will be regularly updated as part of our business 

planning cycle. 

It highlights the key internal and external challenges affecting SIH, refreshes our vision and 

values, sets out our future aspirations and ambitions whilst ensuring we continue to deliver 

on our core responsibilities. 

We are operating in a climate of significant change in our housing and welfare  systems  

where traditional business and service models are changing. We will ensure that SIH 

remains able to respond and adapt flexibly to future changes and continues to deliver 

positive social and financial outcomes. 

We remain committed to giving residents a great service, re-investing in our stock, releasing 

the potential of our assets and investing in our people.  

We will continue to support current and future residents in the choices they make to improve 

their lives  for the long term whilst ensuring we continue to deliver a strong and improving 

financial and operating performance to sustain future development and growth. 

Our thanks to Board Members, staff, residents and stakeholders who have contributed to 

this Plan and who support and share our vision for the future. 

Sally Harvey, Chair 

Tricia Durkan, Chief Executive     

 

 

     ______________________________________________ 
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ABOUT US  

 

WHO WE ARE 
 

Sapphire Independent Housing is a registered housing association, providing general needs 

and supported accommodation to a diverse range of groups over four London boroughs of 

Camden, Islington, Brent, City of Westminster and also in Hertsmere. The Association was 

originally founded in 1969 and relaunched as Sapphire Independent Housing in April 2015 to 

more accurately reflect what it is today. 

 

OUR MISSION AND AIMS 

 

 

 

 

 

 

 
 
OUR  GUIDING  PRINCIPLES 

Respect 
We will treat everyone as 
an individual having an 
appreciation of their 
individual needs and 
wants. 
 
Ownership 
Everyone has a part to 
play and takes 
responsibility for  
delivering excellent 
services and finding 
solutions to challenges. 
 
Integrity 
We are always open to 
examine what we do and 
how we do it to make sure 
that we make the best use 
of our resources to meet 
our priorities. 
 
Accountability 
Everything we do must 
stand the test of scrutiny 
by all who have an interest 
in our work. 

 

Our Aim 
To achieve this through clear guiding principles, 

supported by robust strategic and operation plans  

Our Mission 
To improve lives and value people 

Our Guiding 
Principles 

Respect 

Ownership 

Integrity 

Accountability 
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OUR RESIDENTS 
 

Sapphire Independent Housing cares about people as individuals and will continue to 

develop services which meet the diverse needs and aspirations of our service users. We 

want to ensure that our services are transparent, directly linked to outcomes and that as an 

organisation all of us are accountable to our residents and to those who benefit from our 

services.  

 

44% of our residents live in supported housing, 35% of our residents live in temporary hostel 

accommodation and receive an intensive housing management service and the remaining 

21% of our residents have general needs tenancies. The make-up of our stock means that 

the majority of residents (95%) are single person households. 

 

EXISTING  PORTFOLIO 

 

 

  

Just over 20% of Sapphire Independent Housing’s residents are aged under 25, all of whom 

are deemed as single households and may be affected by new welfare reform proposals to 

withdraw housing benefit from single persons within this age range. 

 

 

 

 

20% 

35% 

37% 

4% 3% 1% 

Breakdown of current property portfolio 

General Needs (self contained
accommodation units for single
people)
General Needs (temporary
hostels)

Supported Accommodation
(hostels)

Supported Accommodation
(Recovery Service)

Supported Accommodation
(family accommodation)

General Needs (self contained
family accommodation)
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94% of our residents are in receipt of welfare support.  With the continued roll out of 

Universal Credit and proposed additional welfare reforms, residents will see their incomes 

come under further pressure. 

Despite the challenging environment, Sapphire Independent Housing continues to enjoy 

high levels of resident satisfaction. Feedback from residents across the Association is very 

positive, with 91% of our residents stating they are satisfied with the quality of their home or 

accommodation and 88% with the overall services provided. Our repairs service also 

provides strong satisfaction levels, with 80% of residents commenting they are either 

satisfied or very satisfied with the service provided. 84% of our residents are happy with the 

overall services provided by Sapphire Independent Housing, finding staff friendly, 

approachable and easily accessible.  

6% 

36% 

1% 

6% 

1% 1% 

26% 

15% 

8% 

Ethnic breakdown of current residents  
(Jan 2016) 

Asian: British

Black: British

Mixed: Asian and White

Mixed: Black and White

Mixed: Other

Other

White: British

White: Other

Did not wish to say

3% 

21% 

36% 

23% 

6% 11% 

Ages range of current residents  
(Jan 2016) 

Less than 18

18-25

26-40

41-55

56-64

65+
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Delivering a first class and cost effective service continues to be our main priority.  Over the 

life of this Business Plan we will continue to build on our success and focus on improving 

levels of satisfaction in key service areas. This will be achieved through:  

 supporting residents to deal with welfare benefit changes 

 helping residents to develop skills to find and keep a job 

 empowering those with support needs to maximise social and economic 

opportunities 

 continuing to improve our repairs and maintenance service 

 offering value for money services 

 

OUR PEOPLE  

 

Sapphire recognises that our staff are our most valuable resource. We will continue to 

encourage an environment where staff are valued, through retaining effective 

communication channels at both corporate and scheme level, ensure staff resources are 

used effectively and regularly review any development and training programmes to assist all 

staff to reach their full potential. 

Sapphire has a customer-focused culture with a high performing staff team who feel valued 

and empowered. With a low attrition rate of 4.6% and an enviable ongoing staff satisfaction 

level of 86%, our staff tell us they like working for us. 

Our focus is on the health and wellbeing of our staff which we recognise is linked to a 

positive work environment and high performance. 

We have in place a robust performance management framework linking all areas of the 

business to help focus and achieve the corporate objectives of the Association. 

 

OUR ACHIEVEMENTS  

 

In 2014/15 we: 

 worked with and supported 440 vulnerable clients 

 assisted  52 supported residents into independent accommodation  

 aided 42 clients through the Training and Resource Centre   

 successfully implemented “Inform” across the Association to ensure real-time data and a 

centralised reporting system  

 positively re-launched the Association as Sapphire Independent Housing 

 

  



 

Page 8 of 16 
 

 

CONTEXT AND CHALLENGES 

   
This Business Plan is set within the context of continuing change within the economy as a 

whole and significant change within the housing sector. 

The new Conservative government, elected in May 2015, has increased its focus on 

austerity, welfare reform and deficit reduction. Social housing is facing an increasingly 

hostile political environment, with the sector portrayed as part of the problem, rather than the 

solution. This creates a very different context for our work, of which we will have to remain 

cognisant during the life of this plan.  

The recently-announced rent reductions will impact on our Business Plan and the 

Association will need to ensure that it is making creative and ambitious use of its limited 

resources. The Homes and Communities Agency (HCA) will continue to focus on economic 

rather than consumer regulation, emphasising self-scrutiny, stress testing and ensuring that 

asset registers are up-to-date. Demonstrating efficiency and effective return on our assets 

will be paramount.  

The economic environment impacts on us directly, as well affecting our residents and 

stakeholders. The current economic outlook in the UK is seen as positive by leading 

commentators with lower-than-forecast inflation, low interest rates, moderate growth and 

falling levels of unemployment – a trend that looks likely to continue for at least the next 

three years. However, further cuts in public funding are planned which will affect our core 

services and the lives of our residents.  As a result, the sector will face increased 

competition to access funding, with many boroughs seeking further cost savings through 

robust tendering processes and hard-nosed negotiations.   

Welfare Reform and the introduction of Universal Credit is now a reality, with further benefit 

changes to come.  We cannot at this stage foresee the precise impact these changes will 

have on Sapphire Independent Housing so, in anticipation, we have included a number of 

assumptions in the Business Plan. The need for social housing is now greater than ever, 

particularly in London, and is crucial to the success of London as a diverse and cohesive 

city.  Demographic surveys predict that private housing costs will continue to be beyond the 

reach of many Londoners, especially young people and those moving to the Capital.  The 

Joseph Rowntree Foundation estimates that the number of young people who are owner-

occupiers will drop by a half by 2020 and the Resolution Foundation has found that 550,000 

additional young people are likely to be living at home within the same period. 80% of people 

under 30 now believe they will never own their own home. The reality is that demand far out-

strips supply, a factor which will undoubtedly be a key issue in the Mayoral elections in May 

2016. 

We want to play our part in meeting housing needs in London and building and acquiring 

additional properties is a priority for the Association. We are working in a difficult funding 

environment, however with development funding focused on affordable rents (i.e. up to 80% 

of market rates), at a time when the benefit cap is being further reduced. In addition, some of 

the local authorities with whom we work are opposed to social rents in principle and do not 

support such developments. 
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With reduced grants available, Associations are relying on private finance to deliver their 

development programmes.  As a consequence of the ’banking crisis’ and the changing risk 

profile of the sector, the Association  will continue to explore alternative sources of finance in 

addition to conventional funding. 

As a small specialist provider, Sapphire Independent Housing will continue to demonstrate 

during the life of this Business Plan its ability to deliver a customer-focused service, whilst 

responding to the significant challenges facing it as an organisation and the sector as whole.  

 

GOVERNANCE AND LEADERSHIP 

                 

The Board of Sapphire Independent Housing is operating in a new regulatory environment, 

with its emphasis on self-regulation, resident scrutiny and, more recently, value for money. 

This means increasing expectations on the Board’s governance and leadership skills and a 

stronger focus on cost-effective management.  

Over the last two years, SIH has undertaken a strategic review of its governance 

arrangements and we fully comply with the NHF’s 2015 Code of Governance.  We have 

also:  

 rebranded the Association to reflect who we are today    

 strengthened the skills, expertise and capacity of the Board, recruiting 2 new members 

 undertaken a strategic organisational review to increase our operational effectiveness 

and deliver our ambitions   

 initiated a strategic review of our projects and services  

.  

 
MANAGING RISK  
 

Effective risk management is one of the highest priorities for the Association, more so now 

than ever. The external political and economic environment means that our risk profile is 

constantly shifting.  

We have a Strategic Risk Map which identifies risks at both a strategic and operational level 

and take all necessary actions to mitigate the risks we face. The new regulatory 

requirements place a strong emphasis on the Board appraising our risk profile on a regular 

basis and the Association will update the Risk Map on a bi-annual basis.    

The Association will continue to ensure that operational staff are able to appreciate and 
identify risks.  Centrally, we document the key risks we face and ensure that adequate 
controls and guidance are in place so that staff are able to effectively manage risk in their 
area of the business.  
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VALUE FOR MONEY 

 

Value for money and operational efficiency is now the key issue for the sector. The recently-

announced rent reductions have turned the spotlight onto operational efficiency, with 

sustained political pressure to justify salaries and cut costs.  There is even some questioning 

the existence of smaller associations, with many predicting increased merger activity within 

the sector. The Association will respond by ensuring that we operate as efficiently as we can 

and by maximising our return on assets by using our existing asset base to grow and 

develop new homes.  

 

     ______________________________________________ 
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STRATEGIC BUSINESS OBJECTIVES 
 

 

Our four key business objectives are: 

1. To remain a strong and viable provider of high quality housing and services 
 
We will create the capacity to invest in new development and services whilst preserving 
our financial strength and viability. We will continue to be proactive in managing our 
assets and resources, protecting our income streams and driving efficiencies across all 
business areas. Our Treasury Management Strategy will ensure we maintain appropriate 
liquidity and that the risks associated with existing and future funding are well-managed.    

To ensure the Business Plan remains robust and supports SIH’s independent status and 

growth ambitions we will: 

 achieve excellence in governance, ensuring we continue to comply with the NHF 

Code of Governance   

 continue to focus on long term strategic planning 

 manage risk effectively   

 deliver excellent performance across the business, with a strong focus on income 

maximisation in the context of welfare reform   

 ensure that our Treasury Management Strategy supports our current and future 

ambitions  

 ensure SIH’s overall systems and structures are flexible and can meet and adapt to 

future challenges and opportunities 

 

2. To grow the business and develop the Association 
 

We aim to grow our business and deliver services to more residents. We will do this by 

ensuring we are maximising the use and value of our existing portfolio. Following our 

strategic organisational review last year, new and existing services will be focused 

towards meeting the needs of our target client group.        

To ensure we are able to deliver our growth plans we will: 

 maximise the viability of our existing property portfolio, ensuring it reflects our 

strategy for development and growth 

 continue to identify and prioritise any specialist opportunities which will meet the 

needs of future residents 

 address the specific issues and challenges facing single people seeking 

accommodation in London  

 continue to implement an annual investment programme which protects and 

enhances our asset base, based on detailed, accurate stock condition data 
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3. Invest in our Residents 
 
Resident involvement is central to how we operate. We have a diverse resident base and 

aim to find ways to meaningfully engage with residents across our services so that they 

have more say in how we operate and provide services.  

To ensure we achieve this we will: 

 ensure that we understand the issues facing and aspirations of our diverse client 

group base 

 find ways to involve residents in imaginative and creative ways 

 continue to seek feedback from residents on the quality of the service we provide and 

use that feedback to improve  

 ensure the ethos of resident engagement and involvement is embedded right across 

the Association and that we use it as a service improvement tool  

  

4. Be an Employer of Choice 
 
We recognise that our staff are our most valuable resource and a motivated, highly 

skilled staff team is the key to delivering a first class service. We want to have a lean and 

highly skilled staff team able to respond to business challenges and opportunities.  

To ensure we achieve this we will: 

 attract and retain a quality-driven staff team, ensuring resources are used efficiently 

and effectively to deliver a value for money service 

 continue to foster a culture where staff feel valued and empowered and effectively 

utilise communication channels at both corporate and scheme level to ensure we 

listen to our staff 

 continue to develop and invest in our people to equip them to face business 

challenges and opportunities skilfully and with confidence 

 

 

     ______________________________________________ 
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5 YEAR FINANCIAL FORECAST 2016-2021 

 

Budget Budget Budget Budget Budget 

 

2016/17 2017/18 2018/19 2019/20 2020/21 

 

£000 £000 £000 £000 £000 

Income 

     Rents - Gross 3,843 3,845 3,918 3,992 4,101 

Bad Debts 109 109 112 114 117 

Voids 156 120 123 125 129 

Net Rents 3,578 3,616 3,683 3,753 3,855 

      Supporting People 1,038 928 928 928 928 

      Bank Interest 25 25 25 25 25 

Sundry Income 

     

      Total Income 4,641 4,569 4,636 4,706 4,808 

      Expenditure 

     Housing Management 2,060 2,044 2,092 2,138 2,186 

      Housing Services 442 398 409 419 433 

      Maintenance 500 473 442 432 423 

      Support 912 860 879 899 918 

      Personal Charge 188 192 201 211 220 

      Total Expenditure 4,102 3,967 4,023 4,099 4,180 

      Surplus (Deficit) 539 602 613 607 628 
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5 YEAR BALANCE SHEET 2016-2021 

  

Budget Budget Budget Budget Budget 

  

2016/17 2017/18 2018/19 2019/20 2020/21 

  

£000 £000 £000 £000 £000 

TANGIBLE FIXED ASSETS 

     Housing and Investments at Cost 20,426 20,572 20,723 20,879 21,039 

Depreciation (2,850) (3,054) (3,263) (3,474) (3,689) 

TOTAL FIXED ASSETS 17,576 17,518 17,460 17,405 17,350 

   

            

Cash at Bank 5,713 6,217 6,717 7,207 7,713 

Short Term Debtors & Prepayments 419 418 421 423 427 

Housing Loans due Within One year - -             -             -             - 

Other Short Term Creditors and Accruals (1,080) (1,091) (1,093) (1,097) (1,101) 

NET CURRENT ASSETS 5,052 5,544 6,045 6,533 7,039 

  

               

TOTAL ASSETS LESS CURRENT 

LIABILITIES 22,628 23,062 23,505 23,938 24,389 

       LONG TERM CREDITORS                

Loans 

 

2,150 2,069 1,985 1,898 1,808 

SHG & Other Grants 10,473 10,386 10,300 10,213 10,126 

  

12,623 12,455 12,285 12,111 11,934 

Provisions for Liabilities & Charges 

                 

-  

                 

-  

                 

-  

                 

-  

                 

-  

CAPITAL AND RESERVES 

     Revenue Reserves 10,005 10,607 11,220 11,827 12,455 

Designated Reserves 

                 

-  

                 

-  

                 

-  

                 

-  

                 

-  

  

10,005 10,607 11,220 11,827 12,455 

  

22,628 23,062 23,505 23,938 24,389 
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THE BOARD 

 
Sally Harvey – Chair 
 
Irene Bannon 

Graham Coupar 

Alan Johnson (Co-optee) 

David Mitchell 

Janine Stiles 

Terry Sullivan 

Maggie Van Reenen 

 

EXECUTIVE MANAGEMENT TEAM 

 

Tricia Durkan 

Chief Executive 

 

Harry Draycott 

Finance Director 

 

Beverly Finn 

HR & Governance Manager 

 

Bukky McGlynn 

Operations Director 

 

 
Sapphire Independent Housing 
Head Office 
1 Holmes Road 
London 
NW5 3AA 
 
Phone  020 7485 8889 
Email  info@sih.org 
Website www.sih.org 
 
 
 
 
Sapphire Independent Housing Ltd is a chartable registered society and a registered provider of social 
housing. 
Registered Society registration no: 19068R    Homes and Communities Agency registration no: H1313   

http://www.sih.org/


 

 

Apppendix 1 

 

Key Performance Indicator Targets 2016-2021 

 
 

Measure 2016/17  
Target 

2017/18  
Target 

2018/19  
Target 

2019/20 
 Target 

2020/21  
Target 
 

% Resident satisfaction 
 

88% 89% 90% 92% 93% 

% Complaints responded on time 
 

97% 97% 98% 98% 98% 

% Repairs satisfaction 
 

85% 87% 90% 92% 95% 

Average relet times  
(GN and Supported) 
 

12 12.5 12.0 11.5 11.0 

% Void loss 
(GN and Supported) 
 

4.5% 4.0% 3.5% 3.3% 3.2% 

% Current rent arrears 
 

2.5% 2.00% 1.5% 1.5% 1.5% 

% Former rent arrears 
 

1% 1% 1% 1% 1% 

% Repairs completed within target 
 

97% 97% 97% 97% 97% 

% Gas certificates  
 

100% 100% 100% 100% 100% 

% Staff satisfaction 
 

86% 86% 87% 88% 90% 

Training days per staff  
 

3.5 3.5 3.5 3.5 3.5 

 


