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Welcome from RIG! 

Hello and welcome, we are delighted to report the Residents’ Improvement Group (RIG) is now
well established. We completed our second scrutiny project this year. We looked at the Lettings
Standard – the standard which Horizon re-lets its houses in, and we are pleased the
recommendations for changes and improvements we made are being taken on board and will
benefit all tenants. We have also been involved in reviewing this report for you, the tenants, and
are pleased to see that it reflects our ideas about how it should look and what it should contain.
We hope you find it useful. 

Interested in joining us? 
Have a look at the website www.horizonhousing.org/tenants/get-involved/
or contact the office on 0330 303 0089 or email us on
getinvolved@horizonhousing.org or more information.
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Welcome

Welcome to our annual report to tenants.
In this report we tell you about how we
performed against the standards set out in
the Scottish Social Housing Charter (the
Charter) for the period 2017/18. We
compare our performance with other
social landlords as well as our
performance in previous years. 

We’re currently celebrating our 30th
anniversary, and we’re proud that we
completed our latest development of 12 new
homes in Stoneyburn, West Lothian at the end
of 2017. The new development is designed in
line with our vision – they are accessible
homes, and enable tenants to live
independently in the community of their choice. 

Our Residents’ Improvement Group (RIG) has
continued its excellent work to scrutinise our
services and make recommendations for
improvements. The RIG is a group of Horizon
tenants who work together to look at the
services we provide. The group makes
recommendations for changes or
improvements directly to our Board. They
suggested a number of changes to the format
of this annual report to make it more relevant for
tenants, and I would like to thank them for their
continued commitment and hard work. 

Isla Gray, Interim Managing Director

In June 2018, we said farewell to our Managing
Director Julia Fitzpatrick, who left Horizon after
eight years of inspirational leadership. Julia was
a huge asset to Horizon, and we would like to
thank her for her guidance.

I hope that you find the report useful and
informative and we welcome any feedback you
may have. You can get in touch via our website
www.horizonhousing.org, by calling 
0330 303 0089 or emailing 
e-mail@horizonhousing.org.

Best wishes,

Isla Gray
Interim Managing Director 

Horizon Housing – 0330 303 0089
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Horizon at a glance

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 properties
Our main activities relate to our 795
homes. We own 385 houses and 410
flats for social rent – 25% of which are
wheelchair accessible.

We manage:

• 36 shared ownership homes, including
eight managed on behalf of our parent,
Link Group

• 11 homes for 44 people in shared
supported housing, with two offices for
support providers

• factoring services for 34 owners

We also:

• provide Care and Repair services to
more than 4,000 older and disabled
people in West Lothian and North
Lanarkshire

• carry out research on the housing
needs of disabled people and influence
Scottish and local government, and
wider partners to take action or
anticipate future needs

The ratings
Compared with the
Scottish average...

Our trend: how
our performance
has changed
compared to
previous year

We are doing well We are doing ok We could do better 

We are improving We are doing OK We could do better

If you would like to know more about how we perform against other social landlords, please visit
the Scottish Housing Regulator’s website at 
www.scottishhousingregulator.gov.uk/find-and-compare-landlords 

www.horizonhousing.org
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About our homes

Charter outcome:
Quality of housing

We manage our organisation so tenants’
homes:

• Meet the Scottish Housing Quality
Standard when they are allocated; are
always clean, tidy and in good condition;
and also meet the Energy Efficiency
Standard for Social Housing

• Are well maintained, with repairs and
improvements carried out when required
and tenants are given reasonable
choices about when work is done

This year, in partnership with the West Lothian
Development Alliance, we completed the
construction of 12 cottage flats in Stoneyburn,
West Lothian. Two of the properties were built 
to full wheelchair standards and the others 
can be easily adapted as needs change. 
They were also fitted with environmental
features such as solar panels, which should
result in long term savings on energy bills for
the tenants.

“Just to say how
happy I am with my

bathroom and the squad
who installed it. They were

great and left my house
spotless. You could not have

got better anywhere else. 
I am over the moon!”

Mrs H

Our aim is to ensure your home is well
maintained and we continue to invest in all our
properties to minimise repairs and provide
value for money. This year we invested
£610,000 to complete: 

• 62 new kitchens 
• 15 new bathrooms 
• 88 gas boilers 
• 20 windows/doors

“The level of
service was of 

a high standard 
on the work 
carried out.” 

Mr M

Maintenance expenditure 2017/18

Adaptations
£170,817 

Cyclical
maintenance
£80,648

Reactive repairs
£327,307

Planned
maintenance &
major repairs
£610,526

We are making plans to continue to invest in our
properties in 2018/19. These plans include:

• 33 new kitchens
• 57 new bathrooms 
• 70 new gas boilers

Horizon Housing – 0330 303 0089
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Our performance at a glance

INDICATORS
Our

performance
2016-17

Our
performance

2017-18
Our trend Scottish

average

How
are we
doing?

Percentage of properties
meeting the Scottish Housing
Quality Standard

100% 100% 94.2%

Percentage of tenants
satisfied with the standard of
their home (surveyed when
moving in)

100% 92.3% 90.2%

Percentage of tenants
satisfied with the quality of
their home*

85.1% 85.1% 88.4%

Percentage of tenants, who
have had a repair carried
out in the last 12 months,
satisfied with the standard of
the service*

90.7% 90.7% 92.1%

Average time to complete
emergency repairs

2.6 hours 2.2 hours 4 hours

Average time to complete 
non-emergency repairs

4.9 days 4.6 days 6.4 days

Percentage of repairs carried
out in the last year that were
completed right first time

85.8% 95.2% 92.2%

* These figures were taken from our full satisfaction survey in 2015, which is why they have not
changed. We carried out a new full survey in August 2018, the details of which will be shared with 
you shortly.

www.horizonhousing.org
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Our communities

Charter outcome:
Neighbourhood and
community 

• Horizon, working in partnership with
others, helps to ensure as far as
reasonably possible that tenants live in
well maintained neigbourhoods where
they feel safe.

We want our estates to be real communities
and we recognise good neighbours can make
a big difference.

• We ran our ‘Good Neighbour’ award for the
second year running. The 2017 winner was
described by her neighbour as “a wee star,
and an angel sent from heaven.”

• We held ‘Tea in the Car Park’ events in six
locations – the weather was great and
tenants enjoyed the opportunity to meet
Horizon staff and their neighbours.

• We carried out improvements in estates in
response to tenants’ wishes – like the new
seating area in Blantyre.

Our in-house estates team work hard to make
sure our neigbourhoods are clean and tidy.
Satisfaction levels are high, but we are aware
there is still room for improvement. Throughout
2018/19 we will consult with tenants to ensure
we provide the type of services they want. 

We have relatively few cases of serious anti-
social behaviour (ASB). When a case is raised
we work with local authorities and police to
resolve this. In 2018/19 we’ll be working to
develop new ways of dealing with ASB 
and neighbourhood nuisance to reflect our
tenants’ priorities.

“The work and
effort from Horizon and its
partners has been great – a

true testament to how successful
partnership working can be. We’ve
experienced anti-social behaviour
in our estate in the past, but since

Horizon got involved we’ve
enjoyed an ASB free summer.

Long may it continue!” 
Mr C

Our performance at a glance

INDICATORS
Our

performance
2016-17

Our
performance

2017-18
Our trend Scottish

average

How
are we
doing?

Percentage of anti-social
behaviour cases resolved 85.4% 100% 87.9%
within agreed targets

Horizon Housing – 0330 303 0089
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Supporting our tenants

Charter outcome:
Access to social housing,
tenancy sustainment 

We manage our organisation so: 

• Tenants get the information they need on
how to obtain support and to ensure
suitable support is available, including
services provided directly by the
landlords and by other organisations.

Limited public resources and changes to social
services can create challenges for some of our
tenants to establish and sustain their tenancy.
In early 2017, we decided to add an additional
staff member to our tenancy sustainment team
which allowed us to: 

• Provide support to 192 tenants – up from
80 the previous year

• Generate additional income of £156,890 
for tenants

• Generate £6,130 from charity applications
for essential items, such as white goods,
bedding items, clothing, footwear and 
riser recliners

Our tenancy
sustainment team helps
tenants in a variety of ways, including: 

• Maximising income and managing budgets
– we assist tenants with benefit and PIP
claims, finding other sources of income
and with debt repayment

• Reducing household costs – we provide
information on how you can make small
changes to reduce household costs

• Setting up bank accounts – we can help
tenants set up a bank account and sort out
utility bills

• Wider practical support – we support
tenants to settle into their new home – for
example, making links to local community
groups. We’ve even helped a tenant with
their passport application!

• Money advice – as we are part of the wider
Link Group, we have access to the
specialist money advice team

• Digital support – we can help you access
digital courses and services. Three tenants
took advantage of the free City & Guilds
computer course last year

“They have
been a life saver and I

don’t know how I would
have got through the past
few weeks without them. 

It’s nice to know I have
someone I can lean on 

for support.” 
Ms R

“They helped
me to apply for

attendance allowance
and I have just been 
told I am awarded

higher rate. You were
a massive help.” 

Mr F

www.horizonhousing.org
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Adaptations

We completed 56 adaptations for tenants in
2017/18 and have secured £171,000 of
government grant funding for 2018/19.
Adaptations play an important role in ensuring
people can continue to live independently in
their own home.

Mr M could not use his bath and had been
using the sink to wash himself since his 
release from hospital in December 2017. He
recently had a level access shower adaptation
carried out.

“The shower is
brilliant and has made a

significant difference to my
independence. All my

neighbours have been in to view
it and love it, they all want one
too. I have been giving them

advice on the necessary
steps to take.” 

Mr. M

Our performance at a glance

INDICATORS
Our

performance
2016-17

Our
performance

2017-18
Our trend Scottish

average

How
are we
doing?

Percentage of new tenancies
sustained for a year 

89% 89% 88%

Average time to complete
adaptations

100 days 98 days 51 days

Horizon Housing – 0330 303 0089



8

Horizon and you 

Charter
outcome:
Communication &
Participation 

We manage our organisation so:

• Tenants and other customers find it easy
to communicate with us and get
information they need and know why we
make decisions and about the services
we provide 

• Tenants and other customers find it 
easy to participate in and influence 
our decisions at a level they feel
comfortable with.

The RIG has gone from strength to strength,
with eight members from across central
Scotland. They have completed two scrutiny
projects and presented their recommendations
to the Board. As a result, we have made
changes to how we deliver our services.

This year the RIG carried out a tenant-led
inspection of our lettings standard. The group
members visited empty properties, met with
new tenants and our property officers and
reviewed our processes. As a result, we:

• Published our lettings standard on 
our website

• Provided more comprehensive information
at sign up

• Changed our processes and now contact
new tenants two weeks after sign up

Our performance at a glance

INDICATORS
Our

performance
2016-17

Our
performance

2017-18
Our trend Scottish

average

How
are we
doing?

Percentage of tenants who
feel Horizon is good at
keeping them informed about
services and outcomes*

95% 95% 91.7%

Percentage of tenants
satisfied with the opportunities
to participate in Horizon’s
decision making processes*

81% 81% 85.9%

*These figures were taken from our full satisfaction survey in 2015, which is why they have not
changed. We carried out a new full survey in August 2018, and details of the survey will be shared
with you shortly.

www.horizonhousing.org
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Following a successful launch in 2017, we
expanded our ‘Tea in the Car Park’ initiative by
organising events in Falkirk, Fife, Renfrewshire,
South Lanarkshire and West Lothian during the
summer months. These were well attended and
provided a great opportunity for tenants to
meet with staff and neighbours in an informal
way to talk about their estate and the services
we provide. The feedback we received from the
tenants is that ‘Tea in the Car Park’ is a great
idea and we will expand our tour in 2019.

We always welcome your views as this helps us
to improve and ensure we provide high-quality
services. Complaints are dealt with in line with
the Scottish Public Services Ombudsman’s
(SPSO) guidelines, which sets our target
timescales for responding to complaints.

There are two stages within the complaints
process: a stage 1 complaint which we try to
resolve within five working days; and a stage 2
complaint, which is usually more serious, and
as such, may require more investigation. Stage
2 complaints are expected to be resolved within
20 working days.

We are committed to providing
a range of ways for tenants to
get involved and share their views.
Opportunities for involvement include:

• Becoming a member of RIG 
• Taking part in surveys and focus groups 
• Joining our tenant consultation register 
• Attending local ‘Tea in the Car Park’ event

2018/19 will see:

• A review of our tenant participation and
engagement strategy 

• A tenant conference early December:
‘Horizon’s Big Blether’

• ‘Tea in the Car Park’ ev
more locations over the
summer and held at
times to suit more
people

ents spread acros

s

s

INDICATORS
SPSO

deadlines

Our
performance

2017-18

Scottish
average

How
are we
doing?

Stage 1 complaints 5 days 100% 86%

Stage 2 complaints 20 days 89% 89%

Horizon Housing – 0330 303 0089
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Horizon and you 

Communication is important to us and we want
to make it easy for you to get in touch, access
our services and give us feedback.

In 2017/18 we relaunched our website with a
new design and made more use of our social
media accounts.

In collaboration with Link, we’re launching an
app in the autumn of 2018 to enable tenants to
access our services 24/7.

We know tenants appreciate face-to-face
contact and in 2018 we will be reviewing our
customer service standards to make sure we
continue to provide the services tenants want.

Interested in getting involved with Horizon?
Visit www.horizonhousing.org/
tenants/get-involved/ to find out more.

www.horizonhousing.org
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Value for money

Value for money means different things to
different people. Our tenants have told us it's
not just about costs, but the quality of the
services and homes we provide. We are
continually working hard to ensure we are
providing value money for our tenants.

88% of our
tenants said that
they felt their rent
represents good

value for
money.

As part of this balance we need to ensure we
stay on top of rent arrears and minimise rent
loss. We do this by ensuring our homes are let
as quickly as possible, and by supporting our
tenants to pay their rent at the right time
reducing any debts owed to us.

In order to further improve our value for money
performance, in 2018/19 we plan to review:

• How we deliver our estates service
• Our rents and charges policy to ensure the

way we set our rent levels is fair and
transparent 

• Review our customer services standard

Our performance at a glance

INDICATORS
Our

performance
2016-17

Our
performance

2017-18
Our trend Scottish

average

How
are we
doing?

Total rent arrears as a
percentage of rent due for
the year

4.4% 4.6 % 5.2%

Amount of rent lost due to
homes being empty, as
percentage of rent due

0.3% 0.2% 0.7%

Average time to re-let
properties

15 days 18 days 30.7 days

Percentage of tenants who
feel rent represents value for
money 

88% 88% 83% 

Horizon Housing – 0330 303 0089
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Weekly rent

Size
No. of

properties
Horizon
2017-18

Scottish
Average

Blackwood
Housing

Association

Link Housing
Association

1 bedroom 260 £77.86 £73.33 £89.57 £75.08

2 bedrooms 362 £86.35 £74.94 £98.55 £85.97

3 bedrooms 157 £92.59 £81.37 £108.36 £94.22

4 (or more)
bedrooms

16 £99.04 £90.39 £120.85 £102.62

Rent is our main source of income
and we need it to deliver our
services.

We know many tenants are under
financial pressure and we want to
keep our rent as low as possible
while continuing to provide high-
quality services.

We increased our rent by 2.7% this
year – this is lower than the
Scottish average of 3.2%.

Our average weekly rent is £85.06 – and from
this we spend approximately:

Staff and running 
costs £33.71

Planned repairs and 
improvements £17.68

Day-to-day repairs £13.47

Capital costs for 
properties £20.20

If you would like more information on our accounts please visit www.horizonhousing.org, or
please contact us on 0330 303 0089 and we’ll send you a copy our annual accounts.

www.horizonhousing.org



Horizon will produce this information on request in Braille,
Audio Tape, Large Print and Community Languages.
To find out more, telephone us on 0330 303 0089.



Registered Office

Leving House, Fairbairn Place, Livingston EH54 6TN
Tel 0330 303 0089   Email e-mail@horizonhousing.org

Twitter @Horizon_Housing         Facebook @HorizonHA   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.

www.horizonhousing.org




