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Welcome to the latest issue of The Informed. 
We have lots of interesting events and activities 
happening across the Association over the coming 
weeks. There is our annual Residents’ Conference 
on Wednesday 15th November at Conway Hall, 
where we will be hosting the final of our Sapphire’s 
Got Talent competition. Thank you to everyone who 
took part in our auditions and congratulations to 
all the contestants who made it through to the 
final stage. We’re looking forward to seeing all the 
performances on the 15th November.
 
We hope you enjoy this issue and like our new 
look. If you have any comments and ideas about 
what you’d like to see in future issues we would 
love to hear from you.

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



RESIDENTS’
CORNER

Diary
2O17 Residents‘ ConferenceWednesday 15th November Conway Hall, 25 Red Lion Square, London WC1R 4RL

Annual Customer Service Excellence assessment (CSE)Assessors visiting Hertfordshire schemes this year. 
Thursday 23rd November
Kilburn Grange outdoor gymsessions - with Camden Active Living  Every Wednesday 1.15pm – 2.15pm. Open to all Conway House residents. Meet at reception at 1pm

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

THANK YOU 
MARIA

The Bethany House team would 
like to say a big thanks to Maria for 
brightening up the hostels’ reception 
area with some beautifully made 
seat and cushion covers for the 
communal area.

It took Maria, who currently runs 
the hostel’s knitting club, about 
two days to make the cushion 
covers in her spare time and in 
true creative spirit is now working 
on her “next project”.

Maria is always on hand at the 
sessions to provide advice and 
guidance and actively encourages 
the group with her wonderful 
ideas and designs. 

Bethany House knitting group

When: Every Wednesday
Time: 2pm – 4pm
Where: Bethany House 
 communal hall

CONGRATUALTIONS TO OUR 
NEW RESIDENT FIRE MARSHALLS

Well done and Congratulations to our new Conway 
House resident fire marshals – Archie Colquhon, 
Hamza Elidrissi, Steve Herman, Andrew Dunne,  
Amiele Stanley and William Dignam.

Jo Banks from the Association’s Health and Safety 
Consultants, Arinite, conducted the fire marshall 
training. The objective of the day was to equip our 
residents with basic knowledge of fire safety and 
fire evacuation procedures.
 
All participants received a Fire Marshall certificate 
on completion of their training. Well done for your 
participation and helping to raise awareness of the 
importance of fire safety with your fellow residents.
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Conway House 
Fire Wardens

www.sih.org
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Congratulations to 
Jessie for winning our 
poster competition 
to promote Sapphire’s 
Residents’ Day on 
15th November.

 Wear it Pink Day 
 Friday 20th October
 Sapphire has pledged 
to wear it pink to raise money in 
support of Breast Cancer. 
Find out more at www.sih.org.

 BETHANY    
 HOUSE 
 SINGING 
 GROUP
 
 Are you a Bethany House  
resident and have you ever fancied 
joining a singing group?
Well now is your chance, as Bethany House’s 
very own Olu Babalola is now running a 
singing group on the second and third 
Friday of every month.

The group is open to everyone and is a group 
session, so you don’t need to worry about 
having a great singing voice. It’s just another 
way to get everyone together and have some 
fun, whilst learning some new songs and a 
little about music in general.

The next session is at 3pm on Friday 20th 
October in the communal hall.
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INITIATIVE 
RECOVERY    
PROGRAMME
at Conway House

Initiative Thinking Skills are 
returning to Conway House this 
December to deliver their highly 
successful initiative recovery 
educational programme.

The programme is available to all Sapphire 
residents and promotes abstinence as an 
achievable and maintainable goal. The 
programme provides skills and tools to 
recognise and control addictive desires 
and help participants to take responsibility 
for choices and behaviours.

Their next programme is being hosted at 
Sapphire’s Training Resource Centre (TRC), 
based at our Conway House hostel in Kilburn, 
and will run for four consecutive days: from 
Monday 4th – Thursday 7th December. All 
attendees are expected to attend every 
session once they have signed up for the 
course.

If you think this programme could be useful to 
you and you would like to book a place please 
speak to your Key Worker/Housing Officer or 
email: TRCinfo@sih.org 

Find out more about Initiative Thinking Skills 
and the recovery programme:
http://www.intuitivethinkingskills.co.uk/
intuitive-recovery

Initiative Thinking Skills provided 
a similar programme at the TRC 
earlier this year. Robert from Conway 
House says he found the course:  

Well thought out and easy to understand 
with the proposed skills simple and useful. 
I found the proposed approach of retraining 
an individual by implementing various skills 
to assist in recognition and controlling the 
urge to drink interesting, engaging and 
very useful.
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HOW ARE WE DOING?

SAPPHIRE’S RESIDENT SATISFACTION LEVELS 
for 1st April – 30th June 2017

SATISFACTION 

Overall satisfaction
with Sapphire’s 

services
Target 89%
Actual 89%

ARREARS

Arrears Current
rent arrears

Target 2%
Actual 0.5%

REPAIRS

Responsive repairs
completed on time

Target 97%
Actual 99.65%

REPAIRS

Satisfaction with
the way the repairs
service is delivered

Target 87%
Actual 89%

ensure you will receive consultation documents 
either by post or by email. Don’t forget to keep 
an eye out for notifications of upcoming focus 
groups, on your communal noticeboards and 
via the news and events page, of our website.

Thank you to all our, self-contained, general 
needs residents who took the time to return our 
consultation survey asking how best they wish 
to be consulted around any potential changes. 
If we have not heard from you then we will not 
directly contact you again about any future 
consultations, however, all ongoing consultation 
information can be found in the Residents’  
Consultation area at www.sih.org. If you do 
change your mind please contact info@sih.org 
to be added to the consultation mailing list.

The first policy issued to residents for feedback 
was a newly created vexatious policy. See the 
following page for feedback on this consultation.

Sapphire is currently reviewing all our 
operational policies and procedures. This 
will involve updating a number of policies 
and creating new policies where required.

We are always looking at ways we can 
improve how Sapphire delivers our services, 
to all residents across the Association. We 
believe that your feedback and views are 
essential when proposing changes to any 
areas of our service. With this in mind, over 
the coming months there will be a number 
of policies and procedures available, in the  
Residents’ Consultation area, of our website, 
for residents to comment on. 

If you are particularly keen to be involved in 
our policy consultations on a more regular 
basis please speak to your Housing Officer or 
Key Worker who will add your name and con-
tact details to our consultation mailing list, to 

POLICY AND PROCEDURE 
Consultation update

www.sih.org

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. 
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VEXATIOUS POLICY 
CONSULTATION

The first policy issued to residents, as part of 
our ongoing operational policy review, for 
feedback was a newly created vexatious policy. 

This policy aims to ensure Sapphire has the 
capacity to respond to complaints made by 
residents by ensuring that complaints and 
other feedback received is managed fairly 
and consistently. 

The feedback from this consultation was 
positive with 100% of respondents saying  
they understood the policy and 80% stating 
they felt the policy would or possibly would 
improve the way in which Sapphire deals  
with complaints.

The vexatious policy is now being reviewed  
by our staff, via our Staff Forum, and will then 
be presented to our Management Board for 
approval. 

Once the policy has been approved it will be 
added to the Key Policies and Strategies page  
of our website: www.sih.org. 

WATER 
EFFICIENCY 
AT SAPPHIRE 
Thames Water engineers have now 
completed the programme of energy 
efficiency assessments at our London 
based, shared accommodation properties.

The assessments started in early August, 
with visits to our head office and Bethany 
House hostel. Both buildings were assessed
and have been verified as water efficient. 
The assessments of the remainder of our 
London based shared accommodation 
properties were very recently completed. 
Conway House, Hackett House and St Louise, 
have all been verified as water efficient.

If you live in one of our self-contained general 
needs properties, don’t worry you haven’t  
been forgotten. We have arranged an energy 
efficiency strategy that ensures a water energy 
assessment (and the fitting of any required 
water saving devices) is combined with a 
standard maintenance or repair visit to  
your property, by one of our maintenance 
operatives. If you would like to speed up this 
process and arrange a specific appointment 
to have the assessment and water saving 
device fitted please contact head office on 
020 7485 8889 or at: info@sih.org. This is a free 
service that could help you lower your water 
usuage and therefore help to reduce your bill.

You can find out more water saving tips and how 
to be water smart at: www.thameswater.co.uk 

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

Congratulations

www.sih.org
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Sapphire’s 2017 
Residents’ Conference
 
When:   Wednesday 15th November 2017
Time:     11am – 3pm
Venue:  Conway Hall, 25 Red Lion Square, London WC1R 4RL

• market stalls   • arts and crafts areas  • alternative therapies   • lots of opportunities to 
win prizes and the final of our Sapphire’s Got Talent competition, where contestants 
will have the chance to win one of the following prizes:

1st prize –   16GB ipad
2nd prize – Beats headphones
3rd prize –  DAB radio

HOT LUNCH AND GOODY BAG AVAILABLE FOR EVERYONE WHO ATTENDS

KITCHEN AND BATHROOM TENDER UPDATE
value for money for our residents. This process 
is almost complete and we will be appointing 
a contractor very soon.

We will be commencing our planned upgrade 
programme at St Eugene Court. We will be in 
contact with all residents at St Eugene Court 
as soon as we have appointed the chosen 
contractor, with proposed start dates for this 
programme of works.

If in the mean time, you have any queries 
about any of the forthcoming planned 
upgrade works please contact head office 
on 020 7485 8889 or via info@sih.org.

If you would like to find out more about 
getting involved in future focus groups  
please contact residentinvolement@sih.org.  

You can also find out more about other ways  
to get involved via the Residents’ Section of  
our website: www.sih.org.

Our planned programme of kitchen and 
bathroom upgrades is progressing well, 
with the focus now moving on to our  
self-contained general needs stock.

All self-contained general needs properties,  
that require a kitchen or bathroom 
refurbishment, will be undergoing a 
planned programme of works to improve/
upgrade their kitchens and/or bathrooms 
over the next three years.

We have invited various contractors to submit  
a tender for these planned works, to ensure  
we are providing the best quality service and  

Thanks to all residents who attended our 
recent customer journey mapping focus 
group in September. 

The session was really useful and is helping 
us to review and improve the way we receive 
complaints and residents’ experiences when 
they first join Sapphire.

FOCUS GROUP – THANK YOU! 

www.sih.org



Fire doors are a crucial part of the passive 
fire protection of every commercial, public 
and multiple occupancy building. They save 
lives and property.

At Sapphire Independent Housing, 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.

We therefore pledged to support #FireDoor-
SafetyWeek and help spread the word about 
the crucial importance of fire doors in saving 
lives and protecting property by raising aware-
ness of some of the common fire door faults. 

For example did you know that over 61% of fire 
doors have fire or smoke seals either missing or 
damaged and more than 34% of fire doors had 
excessive gaps between the door and its frame.

If you have any queries about any doors within 
our properties or you do see any damage to our 
existing fire doors please contact head office on 
020 8485 8889 or speak directly to the Health 
and Safety Rep for your location.

The Health and Safety Reps for each 
location are:
Townsend House and Hepburn Court 
Denise Huether (based at Townsend House)
Conway House – Judy McCollin
Bethany House – Bobi Nenadic
St Louise –  Carol Briscoe
General Needs – George Tranda and  
Tracey O’Donnell-Dee (based at head office).
You can find out more about Fire Safety Week  
at www.firedoorsafetyweek.co.uk. 
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COMPUTER SKILLS
SKILLS WORKSHOP
Camden Adult Community Learning are 
offering free computer skills workshops to 
all Sapphire Independent Housing residents.
Would you like to get the most out of your 
tablet or smartphone, learn more about 
downloading video and audio files, read 
e-books, use social media more effectively 
and even search for jobs and/or register with 
universal jobmatch? If the answer is yes to any  
of these this free computer skills workshop 
is for you.

The workshops are held at our Conway 
House Training Resource Centre (TRC) 
every Friday from 2.30pm – 4.30pm. 

To book your place please speak to your 
Key Worker or Housing Officer or you can 
contact Camden Adult Community Learning 
direct on 020 7974 2148 or adultlearning@
camden.gov.uk. Find out more about 
Camden Adult Community Learning at  
www.camden.gov.uk/adultlearning.

SAFETY NOTICE – 
HOTPOINT FRIDGE FREEZER
A Hotpoint fridge freezer has been identified 
as the initial source of the Grenfell Tower fire. 
At this time, a product recall has not been 
issued by the manufacturer, Whirlpool.
 
To find out more about the particular make  
and model you can contact Whirlpool’s  
Freephone hotline 0800 316 3826.
 
What you can do to stay safe
Please visit the London Fire Brigade Total 
Recalls campaign website to find out what  
you can do to stay safe:  
http://www.london-fire.gov.uk/total-recalls/
what-you-can-do-to-stay-safe.asp Find out 
more in our news section at www.sih.org.

FIRE DOOR 
SAFETY WEEK

www.sih.org



CONTACT US

The Informed is a quarterly publication. 

Our next issue will be out in December 
2017. 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 
and Twitter too:

  www.facebook.com/sih15.org

 @sih_uk

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 
Our Residents’ Conference on 
Wednesday 15th November 
from 11am – 3pm 
at Conway Hall. 

Go to our website to find out more details: 
www.sih.org or speak to your Key Worker, 
reception staff or Housing Officer.


