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Introduction

Our annual review for 2015/16 reflects on our
activities and achievements and seeks to
answer the question “What difference did we
make?” We aim to make a positive difference to
the lives of Horizon tenants and sharing
owners, and to the significant numbers of older
and disabled homeowners who use our Care
and Repair services. We have supported
extensive work over the last year to involve
tenants in shaping changes to our repairs
service and, in partnership with Link, we have
continued to invest in welfare rights advice and
tenancy support which help people to live
successfully in their homes. 

But this is not enough: there is a growing
number of disabled and older people whose
home is not designed in a way which helps
them stay independent in their home.
We support the Scottish Government’s
objectives to improve the health and wellbeing
of Scotland’s people, and we know that we
need more accessible and adaptable homes to
make this happen. Horizon uses its wealth of
experience and expertise to play our part in
working with Link and others to promote and
influence the increased supply of accessible
homes. In 2015/16 we applied this in a number
of ways, including providing practical support
for Help to Adapt (which helps people over the
age of 60 remain living independently at home)
and commissioning research on allocation of
adapted housing to try to make better use of it. 

The financial context remains difficult for our
work and for our tenants, sharing owners,
clients and partners. We have to make our
resources go further and this means working
more effectively and smarter. I am delighted
therefore to report that financial results for the
year are good and this has allowed us to limit
rent increases for 2016/17. We remain focused
on making Horizon a financially strong
organisation which can meet its long term
commitments, while working to keep rents at
affordable levels for the many different
circumstances of Horizon tenants.

Thanks to Horizon’s committed Board
members and staff, Link, and to the many
tenants and partners who this year have helped
Horizon to continue to improve and further
develop its services.

Frances Wood
Chairperson

Frances Wood, Chairperson



Horizon Annual Review 2016 3

In 2015/16 our main focus was on improving
services. The Tenant Satisfaction Survey in
February 2015 told us that tenants were happy
with many aspects of our customer services but
had lower satisfaction levels with repairs
services. With the participation of tenants, we
have comprehensively reviewed our
maintenance services and programmes.
This will support development of a new asset
management strategy in 2016. Our income
maximisation strategy, adopted in 2014, is now
delivering results with an encouraging
downward trend in arrears and help for tenants
to increase their income through our tenancy
sustainment service. In October 2016 we will
provide an annual report to tenants on our
performance against the Scottish Social
Housing Charter outcomes. 

We continued to work with tenants, Link and
partners in 2015/16 to develop our thinking
about value for money and social impact. An
independent evaluation of the Link/Horizon
Access Ownership programme provides a
basis for its further development. We expect our
exploratory research on allocation of adapted
housing to contribute to wider development of
policy and practice.

As well as providing information on our
activities and services for tenants, the review
gives examples of our achievements in
providing, developing and innovating in
services for older and disabled home owners.
We also worked with partners to influence the
increased supply of accessible and affordable
homes, ever more important for achieving
national health and wellbeing outcomes.
We have a clear vision and strategic plan, a
strong foundation for continuing this work in the
coming years. 

Julia Fitzpatrick
Managing Director

Julia Fitzpatrick, Managing Director
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Vision and purpose

Our vision

Inclusive
communities where

everyone has a
home that meets

their needs

Well designed and maintained
homes help people stay healthy, safe
and secure

Tenants sustain their tenancies and get
the help they need to do this

Tenants and others are active
participants in their communities

Disabled and older people can live
independently in their own home,
adapted and supported as they need 

Disabled people have choice and
control over where and how they live

Tenants, staff, Board and volunteers
fulfil their potential

Our purpose
We promote and provide
affordable housing and services
that enable people, irrespective
of impairment, to live full
independent lives in the
community of their choice

Our values
• We are all different, equal and valuable.
• Access to housing and services in the

community of your choice should not
be determined by impairment.

• Disabled people have a right to
participate fully in society – to be in 
the mainstream.

• Disabled people should have the right
to housing, services and facilities to
enable independent living.
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Improving homes

We own or manage 861 properties, including
202 homes designed for wheelchair users and
14 properties for supported living.

Improving homes 

We invested £567,000 in the planned
maintenance and improvement of our
properties, including replacing and upgrading
kitchens, bathrooms, doors, windows and
consumer units. 

31 new bathrooms
24 new kitchens
87 new windows for whole house 
44 tenants’ homes adapted
9 developments painted

What we did

• Improved design of new components
to take into account individual tenant
needs and improve accessibility
where possible. 

• Increased choice and improved
specifications using feedback from tenants
about previous bathroom replacements. 

• Appointed a new gas servicing contractor,
GasSure, after a procurement process. 

• Spent a further £113,000 adapting
44 homes to support independence and
make life easier.

• Carried out environmental improvements
at Mid Gogarloch Skye, South Gyle,
Edinburgh and Ladeside Gardens,
Kilmaurs.

Invested

£567,000
in planned

maintenance

Our performance

INDICATORS Our target 2014-15 2015-16
RSL

Average
2014-15

Homes meeting Scottish Housing
Quality Standard

100% 100% 100% 92.8%

Average time to carry out emergency repair < 6 hrs 2.7 hours 2.9 hours 4.5 hours

Average time to complete non-
emergency repairs

6 days 6.5 days 6.5 days 5.7 days

Tenants satisfied with reactive repair
(2015/16 in-house survey)

90% 97% 93% 90%

% adaptations complete with 12 weeks 90% 86% 95% N/A

Average days to carry out adaptations N/A 49 days 41 days 71 days
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Improving services

Our services directly affect the lives of around
5,500 people each year, including those who
use our Care and Repair services. Almost 60%
of people who use our services are disabled or
have a long term health condition.

Improving housing and
property services 

Our priorities in 2015/16 were to improve
satisfaction with our repairs service, help
tenants maximise their income, reduce rent
arrears, increase tenant involvement and
improve the efficiency,
capacity and
delivery of our
care and repair
services.

What we did 

• Comprehensively reviewed repairs and
maintenance policies in consultation with
tenants and set more demanding targets. 

• Introduced a full repairs appointment
system.

• Followed up a successful pilot with Link
Property with a three-year Service Level
Agreement. Link Property is now our main
external contractor for reactive repairs.

• Relet 46 homes, in an average of 21 days, of
which 24% were homes for wheelchair users. 

• Reviewed the effectiveness of the new
allocations system: this uses Link’s
Homehunt system, supplemented by
Glasgow Centre for Inclusive Living’s
Home2Fit register for accessible housing.
We identified areas for improvement which
will be addressed in 2016. 

• Reviewed and improved rent arrears
recovery procedures: current tenant rent
arrears dropped below 4% for the first
time since 2012/13, reducing money
owed by £34,545.

• Consulted with tenants about rent
increases and service levels, resulting in a
lower than planned rent increase, 1.5%
instead of 2%, from April 2016.

Provided a
new home to

46
households

Our performance

INDICATORS Our target 2014-15 2015-16
RSL

Average
2014-15

Current tenant arrears as % of total
rent receivable

<4% 4.5% 3.5% 3.3%

Average days to re-let a house 14 21.3 20.7 34.5

Rent lost due to homes being empty <0.3% 0.4% 0.3% 0.8%

Tenants satisfied with standard of home
when moving in

95% 91% 91% 87%

% new tenancies sustained for more
than 1 year

90% 94% 92% 87%



Tenant involvement and
value for money

In 2015/16, we added new ways to involve
tenants and to benchmark with others to
improve value for money.

What we did

• Held a Tenants’ Conference in June 2015,
with the theme “Working Together”.
Tenants heard the results of our 2015
Tenant Satisfaction Survey and shared their
views about what they value, what Horizon
does well and ideas for improvements. 

• Used questionnaires, focus groups and
estate walkabouts to gain insight into
tenants’ priorities.

• Asked the Tenants’ Information Service to
facilitate tenants’ discussions about what
Value for Money means to them. 

• Started holding informal “cafe
conversations” with tenants, using a local
tearoom in Blantyre to pilot this.

• Took a trip to Lomond Shores for lunch with
15 tenants from Erskine, who enjoyed
lunch and some retail therapy. 

• Participated, with eight other RSLs, in
Housemark’s pilot of its Value for Money
toolkit for RSLs with fewer than 1,000
properties. 

Next year, we will develop our approach to
supporting independent tenant scrutiny of
our services.

Enhancing and improving
Care & Repair services

Our Care and Repair services help disabled
and older people in North Lanarkshire and
West Lothian to live safely and independently in
their own homes.

Our bid to keep delivering North Lanarkshire’s
Care and Repair service was successful, with
the new contract starting in April 2015. The third
and final year of our contract with West Lothian
started in August 2015, and there is an option
for the Council to extend this from August 2016.

What we did

• Restructured the service in North
Lanarkshire to improve speed and quality.

• Reshaped the West Lothian service,
adding a new post of Care & Repair
Assistant, in response to increased
demand for adaptations. 

• Developed a new induction programme for
volunteers, continuing our partnership with
LinkLiving to recruit and develop volunteers.

• Sponsored an afternoon radio show with
“trade tips” from our Small Repairs
Assistant and encouraging listeners to
volunteer with Care and Repair. 

• Introduced a new minor adaptations
service in West Lothian, fitting equipment
and carrying out minor adaptations for
437 people. 

• Managed 125 major
adaptations to a
value of £556,000 in
West Lothian,
meeting the
needs of disabled
people ranging
from 11 years to
96 years old.

Improved
quality of life for

3,736 older people in
West Lothian

and North
Lanarkshire

Horizon Annual Review 2016 7
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Improving lives

North Lanarkshire
Care & Repair

2,890 small repairs and
handyperson jobs

1,921 people helped on
12 months 

15,000 clients since April 2012

99% rate the service
“excellent”, 1%”good”

West Lothian
Care & Repair

125 major adaptations 
437 minor adaptations

667 small repairs
586 key safe installations

100%
satisfaction

Care & Repair makes a
difference

“The service you provide is valued and
appreciated beyond measure and I am so
very thankful to know help is only a
phone call away.” North Lanarkshire
Service User

When one of our volunteers went to visit Mr and
Mrs C to hang some pictures and put up a
shelf, he noticed that the couple had been
sleeping on the floor. He found out that they
had been unable to build their new bed.
The volunteer suggested that assembling the
bed was more urgent, so he put it together
immediately and came back at a later date to
hang the pictures and put up the shelf.
Mr and Mrs C had their first good night’s sleep
in weeks.

We carried out almost 4,000 jobs and minor
adaptations in 2015/16, making a big
difference to the health and wellbeing of
older people. 

We ask people who use our services to rate the
impact of adaptations and small repairs:

100% service users feel safer in
their home than they did before.

100% feel able to live more
independently than before.

100% felt they were more able to
remain living at home.

100% said their quality of life
had improved.
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Sustaining tenancies

Our partnership with Link involved successful
funding bids to the Big Lottery and the Scottish
Legal Aid Board for welfare rights advice and
tenancy transitions support. In March 2016
grant funding was renewed until 2018. These
services were complemented by Horizon’s own
tenancy support service.

Over 30 months, Horizon’s tenancy support
service has helped tenants improve their
quality of life, providing support to manage
money, challenge benefits sanctions, apply for
grants and more. Evaluation in 2015 showed
high satisfaction levels and positive outcomes:
more income for tenants, at risk tenancies
sustained, other supports arranged and
tenants gaining employment and training.

Our tenancy support service 

“From start to finish, everyone acted very
quick on problems and helped with stress
that I was under. Derek, Natalia and
Vikki – everyone came in and made me
feel at ease.”

Tenancy support can range from some
straightforward advice and assistance to more
involved help over several months. 

We helped one person to get a payment from a
charity towards essentials and to apply for a
personal independence payment (PIP). He was
nervous, so our tenancy support officer went
with him to the medical assessment. The same
tenant had ongoing issues with Scottish Power
and GasSure and was on the verge of having
his gas supply capped; we contacted the
power companies and applied to the British
Gas Energy Trust in order to ensure that the
power supplies were maintained.

As a result of this help, the tenant has more
money, heating, and a more secure tenancy.

92%
tenancies

sustained for more
than 12 months

171
tenants have

benefited from
tenancy support

services

£350,000
extra income for

tenants since
October 2013

94% said they got
help to address

difficulties;
88% felt more confident;

76% felt better able
to manage their

money
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Developing homes,
services and people

More accessible homes

As part of the West Lothian Development
Alliance, we have plans to complete two new
developments. Our new development in
Stoneyburn will provide much needed homes,
designed to be suitable for older and
disabled people and adaptable for a range of
needs. It will start on site during 2016. In the
longer term, we also hope to provide new
homes in Armadale.

During the year, we entered into early
discussions with Kirknewton Development
Trust about a partnership to build and manage
energy efficient homes aimed at enabling older
people to remain living in this rural community. 

Link Group, Horizon’s parent, has an ambitious
development programme of 1,366 homes in
three years and, within this, plans to build 94

homes to wheelchair user space and design
standards. We continue to encourage and
support Link’s strong commitment to providing
homes to wheelchair user standard and to
increasing the supply of accessible housing for
disabled and older people.

Access Ownership

Anna Evans Housing Consultancy carried out
an independent evaluation of our pilot Access
Ownership programme. This concluded that
the programme had achieved housing
solutions for disabled people under a social
enterprise model that was financially robust and
delivered real social impact. The study noted
the impact and relevance of the programme for
health and social care integration objectives.
The feasibility of developing the programme to
a scale of 17 – 20 acquisitions per annum will
be considered in 2016.

12
new homes for
rent will start on

site in 2016

West Lothian sites Housing mix Completion 

On site:
Foulshiels Road, 12 one and two bedroom flats, 2 for October/November 2016
Stoneyburn wheelchair users; all for social rent. Completion:

August/September 2017

North Street, 24 houses and flats, 4 for wheelchair Estimated site start in 19/20,
Armadale users; all for social rent. completion 20/21



Connections and partnerships 

Over the year, Horizon developed partnerships
and community connections to benefit local
community groups, tenants, Care and Repair
clients, volunteers and staff. 

• Horizon tenants joined Link and Dunedin
Canmore Housing Association’s tenant
gathering in Edinburgh for a variety of
workshops including how to use
computers, decorating, employability,
health and wellbeing, customer scrutiny
and community gardening.

• We partnered with the Scottish Fire and
Rescue Service to train staff and
volunteers to install smoke alarms for
Care & Repair clients, helping keep 
people safe in their homes.

• We held exchange information sessions
with Carers of West Lothian, Homestart and
the Food Train, while staff fundraisers
contribute practically to the work of these
community agencies.

“The help I received has been amazing
and has given me confidence and made
me feel in the loop and not on the
outside. The huddle (mini laptop) is
amazing – and Kerry [Link Digital
Inclusion Officer] from Link is setting up
things for me and is going to get in touch
after the year. Derek [Horizon’s Tenancy
Support Worker] is a star and he couldn't
have done more – the right approach, the
right care, always checked with me that
everything was okay.” Horizon tenant

Confident, committed and
able people 

We are committed to helping people to reach
their potential.

What we did

• Offered Horizon tenants the benefits of
Link’s partnership with Happus Ltd and
TalkTalk, a low cost broadband option for
tenants who would like to have a simple,
low cost internet contract which includes
line rental and free installation and router.

• Employed three young trainees in our
workforce, under the Scottish
Government’s Community Jobs Fund.

• Supported two Modern Apprenticeships.
• Worked with New College Lanarkshire so

that college students gain work experience
with Care & Repair and the college helps
train volunteers in basic DIY skills at its
janitors’ programme.

• Negotiated new terms and conditions of
service with employees, better to harmonise
with Link and benefit from group services.

• Added to our annual Board governance
appraisal process by developing individual
Board member appraisal.

Horizon Annual Review 2016 11



Innovating for future health
and wellbeing

“…the right support is the key to
enabling people to live safely at home
for longer.”

Alex Neil, MSP, Cabinet Secretary for Social
Justice, Communities and Pensioners’
Rights at our Help to Adapt shared learning
event, February 2016

Horizon carried out Social Return on
Investment evaluations of Care and Repair
West Lothian in 2013 and North Lanarkshire in
2014. These evidenced the value of these
much-needed services: they also identified
the gap in awareness within the local NHS
services of the contribution these could make
to safe hospital discharges and prevention of
re-admissions. 

Increased
referrals from

16 to 160 
in 6 months

The HomeHub Pilot project

Horizon ran the HomeHub pilot project with
St John’s Hospital, Livingston during 2015/16.
The aims of the programme were to increase the
rate and volume of safe discharges from acute
hospital beds, reduce the rate of readmission
and reduce hospital admissions in favour of
community based assessment and treatment.

We spent time talking to occupational
therapists, consultants and physiotherapists
and attending patient-focused meetings within
the hospital. Within six months we completed
around 160 jobs for patients, compared to 16
jobs in the same period preceding the project.
The majority of work involved installing grabrails,
key safes and banisters, lowering door
thresholds and a variety of small joinery jobs.

Informal feedback from hospital staff told us
that the project helped get people out of
hospital faster and was quicker than using the
hospital’s internal processes to request work.
As a result of our pilot, the hospital and
community occupational therapists are
reviewing some of their processes. We are now
assessing the impact on delayed discharge,
readmission and feelings of safety at home.

12
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Help to Adapt

Help to Adapt is a Scottish Government
initiative designed to help homeowners over 60
years old to live independently at home for
longer. Over the year, Horizon advised and
directly supported Link in running the pilot
scheme in 12 local authority areas. 

The unique approach helps homeowners to
fund adaptations using a Scottish Government
loan based on equity in home, combined with
expert help to plan and organise works to
meet homeowners’ specific needs and wishes.
There are no interest charges and no
repayments as long as the home-owner
continues to live in the property. Holistic
assessment by an Occupational Therapist is
central to a person-centred and preventative
approach to adaptations, as is advice and
information to support people to make choices
and be in control. 

Help to Adapt outcomes

• access to funding
• peace of mind
• improved design and suitability
• feeling more safe
• being in control
• choice of type and timing of

adaptations
• remaining independent

289
older homeowners
advised on options,
loan applications

and works 

70
applications in

progress



Influencing others

Independent Living means all disabled
people having the same freedom, choice,
dignity and control as other citizens at
home, at work and in the community. It
does not necessarily mean living by
yourself or fending for yourself. It means
rights to practical assistance and support
to participate in society and live an
ordinary life.

We continue to work with partners to promote a
three-pronged approach to increasing the
supply of accessible homes.

Three-way approach to tackling unmet need
for wheelchair user housing

Developing
new homes

Adaptation
of existing

homes

Effective
allocation
systems

14
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What we did

• Collaborated with Stirling University in the
development and funding of a scoping
study for research into the effective
allocation of adapted social housing. This
involves a co-production with disabled
people for the research design and
questions. The results of this will be
reported in 2016/17 and funding then
sought for a longer term study. 

• Commissioned an evaluation of the pilot
Access Ownership programme to include
assessment of its impact on improving
access to suitable housing.

• Promoted the case for accessible housing
and improving design and building
standards as part of the DPO led (Disabled
Persons Organisations) Accessible
Housing Ambition Group, contributing our
specialist knowledge and experience.

• Shared our experience and learning with
others: at the Help to Adapt shared learning
event in February; Scottish Government
and local authority advisory and strategy
groups; hosting study visits; and
contributing to Scottish Government and
academic research on housing issues for
disabled and older people.

• Started to develops plans and partnerships
for updating our 2012 research, Mind the
Step – an estimation of the housing needs
of wheelchair users in Scotland.

17,200
wheelchair users
in Scotland with
unmet housing

needs 



Finance

We had a strong financial performance in 2015/16, performing within Horizon’s budget and business
plan for 2015/16 and beyond. This gives a solid financial base for Horizon to continue its service
improvement and growth. 

New accounting rules (FRS102 and SORP 2014) were applied and the 2015 results are restated as a
result of applying these. Horizon’s surplus for the year and reserves position reflect the fact that, in
2016, a provision for liabilities was partially released, resulting in a credit in the year of £359,000.

2015/16 Results

Gross turnover: £4.83m (£4.75m in 2015) 

Operating costs: £3.67m (£3.92m in 2015)

Surplus: £787,697 (£412,142 in 2015)

Reserves: £2.21m (£1.42m in 2015)

16



About us

Horizon Housing Association is a Registered
Social Landlord and Scottish Charity based in
Livingston. It is a subsidiary of the Link Group
Limited (also a Registered Social Landlord).
Ultimate responsibility for the control of
Link and its subsidiaries rests with the Link
Group Board. An Independence and
Responsibilities Agreement sets out the
conditions for the autonomous operation of
Horizon within the Group.

Board of Management
Frances Wood (Chairperson)
Bob Hartness (Vice Chairperson) 
Chris Baird 
Grant Carson 
Stuart Dow
Bob McDougall 
Drew McPhail
Jill Pritchard 
Stan Rae 
Douglas Taylor 
Dianne Theakstone
(resigned, September 2015)

Managing Director/Secretary 
Julia Fitzpatrick M.A. (Hons), FCIH 

Operations Director
Isla Gray, M.A. (Hons), MCIH

Principal Banker
Clydesdale Bank

Funder
Nationwide Building Society

Auditor
KPMG LLP

Solicitor
T C Young Solicitors

Registered Office
Leving House
Fairbairn Place
Livingston
EH54 6TN

Tel 0330 303 0089

Email e-mail@horizonhousing.org
Website www.horizonhousing.org

Registered under the Co-operative and
Community Benefits Societies Act 2014 and
with the Financial Conduct Authority, registered
number 1827 (R)s. Registered in Scotland as a
Charity, number SC011534 and with the
Scottish Housing Regulator, registration
number HEP128.
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