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1. Introduction  

 
This Strategy builds on the achievements on Horizon’s previous Tenant Participation 
Strategy.  It has been developed and reviewed in line with the findings of our 
Resident Improvement Group (RIG) which carried out a scrutiny project in 2018/19 
on Horizon’s approach to  tenant participation.  RIG’s scrutiny report, as well as 
highlighting current good practice, made useful recommendations for further 
development.  The report can be found on our website 
http://www.horizonhousing.org/media/1704/horizon-rig-report-rps-jan-19-d1.pdf.   
 
Following RIG’s suggestion, we now refer to this as our resident - rather than just 
tenant - participation strategy because not all the not all of the people we provide 
services to are tenants - we have owners and sharing owners in our estates.  Whilst 
we have a legal obligation to enable tenant participation, at the heart of this strategy 
is a belief that all people who receive services from us should have opportunity to 
influence the management and delivery of those services. 
 

2. What is resident participation?   
 
Resident Participation is about tenants and other customers of Horizon taking part in 
decision making and influencing decisions about: 

- our policies  
- housing conditions 
- the services we provide 
- issues that affect your community. 

It is a two-way process that involves us sharing information, ideas and decision 
making with you, with the aim of improving housing standards, conditions and 
services. 

3. Benefits of participation 

Getting involved can bring positive benefits to  tenants & residents, as well as our 
staff and the Association.  The Scottish Government’s Guide to successful 
participation lists these benefits as follows:  

- Better service delivery and improved outcomes for tenants which brings 
value for money  

- Working together with respect for common understanding 
- Informed and knowledgeable tenants who have skills and confidence to 

influence decision making  
- Increased satisfaction with services and neigbourhoods  
- Identifying actions for service and performance improvements and 

working together to implement recommended improvements. 

 
4. About Horizon 

 

http://www.horizonhousing.org/media/1704/horizon-rig-report-rps-jan-19-d1.pdf
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Horizon provides affordable housing and services in twelve local authority areas 
across Central Scotland.  We have almost 800 properties for rent and a quarter of 
these are designed to suit the needs of people who use wheelchairs or have other 
particular accessibility needs.  Of our tenants, 65% identify themselves as disabled 
and 37% are over the age of 65 years.  We are part of the Link Group and work 
closely with the other landlords in the group :  Link Housing and  Larkfield and West 
Highland. Housing Associations  

Our aim is to enable people, irrespective of impairment, to live full independent lives 
in the community of their choice.  Our vision is to have inclusive communities where 
everyone has a home that meets their needs and residents can be active in their 
communities. 
 
In Horizon, what we do and how we do it is driven by 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 
• Everyone have a right to participate fully in society – to be in the mainstream- 

whatever their impairment 
• Disabled people should have the right to housing, services and facilities to 

enable independent living. 
 

At Horizon we believe that people are disabled by the barriers they face in and 
around their environment, and by attitudes and assumptions, rather than by their 
impairments.  
 

5. Horizon’s approach to participation so far  

In its scrutiny report, RIG highlighted a great deal that was positive about our current 
practice and approach.  In particular RIG said: 
 

• Horizon aims to ensure participation activities are central to its work and 
training on participation is available to all staff  

• Residents are kept up to date on participation activities and opportunities 
through the newsletter and website 

• Horizon provides a good level of information to residents.  There is a wide 
range of information and RIG is involved in agreeing the content of some 
publications, and information is provided in a range of formats 

• Board members are kept up to date on participation activities and 
opportunities through reports 

• RIG is an open group, which welcomes new members and provides an 
opportunity for residents to be involved in the scrutiny of Horizon performance 
and self-assessment 

• There are opportunities for Horizon to consult with individual tenants as well 
as RIG 



 

Resident Participation Strategy 2019-22 3 

• Residents are given enough time and support to give their views in policy 
consultations and Residents can participate with Horizon through “armchair” 
activities e.g. surveys 

• Horizon promotes equal opportunities and embraces diversity and aims to 
eliminate discrimination. 

 
The results of our 2018 Tenant Satisfaction Survey indicated fairly good levels of 
satisfaction in relation to participation.  86% of tenants were satisfied with the 
opportunities to participate (up from 81% in 2015) and 92% of tenants were satisfied 
with how well we keep them informed about our activities and decisions.  However, 
these figures equate only to average results for social landlords (ARC 2018) and we 
will seek to improve on these during the life of this strategy.  
 
At Horizon we face some challenges in delivering our strategy.  Firstly, our houses 
are generally in small developments spread out throughout the central belt 
geographical spread of our properties, and that we tend to have smaller 
developments.  This added to the profile of our residents (37% are over 65yrs old 
and 65% of them – or someone they live with – identify as disabled) means that it is 
not straightforward to deliver a participation strategy and traditional methods are not 
enough.  Equally we recognise that many residents do not want to get involved and 
are happy as long as the service they receive remains good.  In fact, in the 2018 
survey 30% said that they did not want consulted at all.  We recognise that times are 
changing, and our residents choose to interact – or not - with us and other service 
providers in different ways.  With this in mind, over the period of the Strategy, we 
intend to  maintain and build on existing good practice.  We will introduce new 
participation opportunities as well as  continuing traditional ways of engaging with our 
residents.  In particular we will introduce a more locality-based approach, speaking to 
residents in their own communities about things that matter to them.  
 

6. How was the 2019/22 Strategy developed? 
 
The Strategy was reviewed in the Autumn/Winter of 2018 by the Residents 
Improvement Group (RIG) assisted by independent advice and support from the 
Tenants Information Service (TIS).  RIG members took part in a robust process 
which included: 
 

• A review of the existing Strategy 
• Taking part in a discussion workshop with staff to evaluate past resident 

participation and consider priorities for the future 
• Desk top analysis of Tenant and Resident Participation Strategies from other 

Housing Associations 
• Staff and Board survey to gather views and opinion 
• Consultation with Horizon residents at the “Big Blether” Tenants’ Conference 

in December 2018 
• Production of a Scrutiny report in January 2019 which was presented to Board 

members by the RIG in  February 2019.   
 



 

Resident Participation Strategy 2019-22 4 

Following the production of RIG’s report, the strategy was reviewed taking on board 
its recommendations.  We also took on board the legal requirements of the Scottish 
Government in relation to participation as well as good practice guidance.  
 
The Strategy links with other Horizon Housing Association policies including: 
 

• Resident Scrutiny Framework 
• Equality, Diversity and Inclusion Policy 

 
7. Equality, Diversity and Inclusion  

 
We will seek to ensure that in all resident participation activities we are fair, equitable, 
non-discriminatory and  reflect and respect the diversity of all Horizon residents.    
We will promote different ways to be involved to ensure all residents have equal 
access to participation and address any barriers which prevent residents from being 
involved.  
We will consult and involve residents from all areas regardless of age, disability, 
marriage and civil partnership, pregnancy and maternity, race, religion and belief, 
sex, sexual orientation and gender reassignment.   
We will ensure all residents are able to participate in all aspects of engagement such 
as meetings, conferences, discussions, surveys etc.  We will: 

• provide information that is clear, easily understood and jargon-free 
• provide information in a range of formats, such as large print, Braille, CDs, 

different languages, on request 
• hold activities in locations and venues which are accessible  
• provide access to digital hearing systems at meetings and conferences  
• arrange meetings on days and times which take account of needs and 

preferences 
• provide transport or pay reasonable expenses to travel to activities, where 

required  
• meet reasonable carer and/or childcare costs.  

8. What we are trying to achieve?  
 
We have developed six outcomes which we aim to achieve from good resident 
participation. These are: 

1. We will provide information and communication for residents which is 
accurate, timely and accessible. 

2. We will provide a range of opportunities and methods developed for 
residents to participate effectively, at a level they want to and in issues 
they are interested in 

3. Our residents have the opportunity to influence decision making, 
customer service and strategic priorities   

4. We provide participation opportunities at a local level to achieve our 
Business Plan outcome ‘tenants and others are active in their 
communities’  
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5. We will support resident to scrutinise our performance independently  
6. We will provide residents with support and training to enable them to 

participate in an effective way.   

These outcomes will be supported by an action plan which will be monitored regularly 
and fully reviewed annually.  To reflect the outcomes, we want to achieve the action 
plan will be divided into the following themes  
 
1. Information and 
communication  

2. Options for getting 
involved  

3. Influence  

4. Local 
neighbourhood 
engagement  

5. Scrutiny 6.Training and support 

 
 
Outcome 1: Information & Communication  
 
We provide regular and relevant information to our residents and aim to make it 
accessible and informative.  We currently communicate with tenants in the following 
ways:  
 
• Newsletters issued 3 times a year  
• Annual Report to Tenants– issued in October 
• Website - reviewed 2017 and updated regularly 
• Social media – Facebook and Twitter  
• Tenants Information pack - reviewed and reissued February 2019  
• Tenants App - launched July 2019   
 
Our most important means of engaging with our residents is face to face.  Our 
housing officers, property service officers, estates team and in-house maintenance 
team are out and about on our estates regularly and have a key role talking to 
tenants and collecting feedback.  At Horizon we have committed in our Business 
Plan to strengthening our area-based approach to service delivery and this will 
continue.  However, we will also explore different ways of communicating including 
the use of text messaging and developing the Horizon app.   
 
Our newsletter is popular with tenants, the 2018 survey indicating 91% read it (up 
from 82% in 2015) and 99% find it easy to read.   We will continue to put time and 
effort into the production of our newsletter but will seek to develop a communications 
group, made up of staff and residents looking at how we improve our 
communications.  
 
Although opportunities to participate are regularly highlighted in our newsletters and 
on our website RIG, noted in its scrutiny report, that we could improve the information 
we provide on our participation strategy and on opportunities available to influence 
and participate. At RIG’s suggestion we will include in our action plan: 
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• The publication of this strategy as an accessible format, similar to our 
newsletters and distribute to all tenants  

• Publish an annual participation ‘diary of events’ so tenants are aware of what 
is happening when.  

 
• Outcome 2: Options for Getting Involved: 

 
We want to encourage as many residents as possible to have their say on how our 
services are managed and delivered. This is why, over the years, we have developed 
a range of flexible options for residents to get involved and to shape decisions that 
affect them at a level and a time and place that suits them best.  We recognise that 
whilst some residents are happy not to participate as long as the service, they get is 
good, there are others who want to play an active part in participation and 
consultation.  We aim to provide opportunities to suit all.   
 
The 2018 Tenant Satisfaction Survey provided a good indication of how and when 
people want to be involved and to give their views and we will use this information to 
shape our action plan.   
 
When asked about consultation 58% said they were interested in being consulted 
about day to day repairs, 56% of planned maintenance, 37% on housing policies (i.e. 
lettings, rent etc) 22% on customer services and 29% did not want to be consulted.   
 
When asked how they would like to be consulted, the vast majority wanted to give 
their views by taking part in surveys (57% face to face, 50% by telephone, 39% by 
post and 15% online).  Fewer than 8% wanted to attend local meetings,  less than 
5% wanted to attend a tenant conference or our Annual General Meeting and only 
4% wanted to be part of RIG.   
 
Tenants were also asked in the survey if there was anything that we could do to 
support them to become more involved.  The vast majority said that there was 
nothing that Horizon could do, or they did not know what Horizon could do. Moreover, 
a number noted that they felt restricted due to their mobility and felt they could not 
participate.  However, suggestions made include:  
 

• More advanced notice  
• More local meetings / tea in the car park events 
• Meetings outside normal working hours  
• More information about how tenants can get involved. 

 
In developing this Strategy, the RIG, staff and residents reviewed existing 
approaches and generated new ideas to encourage participation based on the 
outcomes of the survey.   
 
We will continue to offer a full range of opportunities for residents to get involved in 
issues that affect and interest them however we will focus resources on what were 
highlighted as tenants’ preferred methods of participation which were surveys and 
locally based meetings and activities.   
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Options for Getting involved  
 

• Surveys 
 

Every three years we ask an independent consultant to carry out a face to face 
tenant satisfaction survey, aiming to speak to at least 40% of our tenants the 
questions asked are based on what the Scottish Housing Regulator expects all 
landlords to ask their tenants as well as other questions about our service.  
 
We also carry out regular surveys on a particular aspects of service delivery or on 
a policy change.  These surveys could be carried out by post, email, telephone, 
face to face and on our website.  
 
We will report findings and any actions to be taken on the basis of feedback in 
Horizon News and information will be provided on the website.   
 

• Consultation register  
 

Residents  can join our Consultation Register and tell us about the issues they are  
interested in being consulted on and giving  feedback.  This allows us to involve 
individual   residents about  issues that are important to them, either by completing 
a survey or attending a focus group.  
 
Details on  how to join the  Register  are available in our website or by contacting 
the office.  We will regularly publicise information on the Register in Horizon News. 
 

• Focus groups/working groups 
 

We may set up focus/working groups if, for example, we want to discuss an issue 
in more detail, or where there is a matter of local concern. 
 

• Conferences  
 

From time to time we hold a conference for Horizon tenants and residents to allow 
them to come together to discuss topics of interest or concern to them, to inform 
them  about new developments or to consult them  about proposed changes to 
service delivery or a policy.  Sometimes we may hold joint conferences with other 
landlords in the Link Group.  Residents will be provided with full details and are 
supported to attend if they  wish.  We will always provide a report about the 
Conference in our newsletter and our website.    
 

• Tenant or resident groups  
 

Horizon does not have any formal or informal groups at the moment.  However,  
we will help any residents who are interested in setting up a group in their  area.  
We will also support a group to become a Registered Tenants' Organisation 
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(RTO).  This means, for example, the group having - a formal written constitution, 
a committee with elected members that meets regularly, office bearers and 
published accounts.  We will provide support and resources to groups such as 
grant funding, training and support from staff time.  Further information on RTOs is 
available from our office.   
 
We recognise that most of our developments are too small to sustain a standalone 
residents group and during the life of the strategy we will explore the possibility of  
joint working with other landlords in neighbourhoods where we have stock, and 
look at the possibility of our residents, if they wish, accessing the Tenants and 
Residents Federations which operate where we have properties. 
 

• Local meetings or events 
 

We may hold meetings  locally to provide  residents  with information and, for 
example, to give them  an opportunity to meet with staff and for us to get  their 
views on issues that affect  their  local area. Our Tea and the Car Park events 
during the summer months have been popular and we will seek to continue these, 
and where appropriate hold these out with working hours i.e. at teatime or on a 
Saturday.  We will make sure that any meetings and issues to be discussed are 
well publicised in advance and that  residents have the opportunity to suggest 
areas for discussion.  
 

•  Neighbourhood annual reviews   
 

Our staff visit our developments throughout the year but once a year they carry out 
a formal review ‘on site’ and invite tenants to join them.  Residents are encouraged 
to give feedback about their estate and the service we provide and make 
suggestions for improvement.  We will let residents know when these are planned  
and offer the opportunity for people who cannot attend to give their views.   
 

•  Getting involved in scrutiny  
 

Our Residents Improvement Group (RIG) was set up in 2017. It is made up of 
Horizon tenants – but owners are welcome - to scrutinise Horizon’s performance.  
They independently inspect services and make recommendations for improvement 
directly to our Board.   They receive support and training to take part, as well as 
assistance with transport.  To date they have carried out three  scrutiny projects.  
Their reports are formally received by  Horizon’s Board and their recommendations 
considered and used to improve service delivery.   More information on RIG  can 
be  found on our website http://www.horizonhousing.org/tenants/get-
involved/residents-improvement-group/ 

 
• Becoming a member of the Association 

  
All  residents have the opportunity to become members of the Association.  
Members can attend our AGM,  elect members of the Board and stand for election 

http://www.horizonhousing.org/tenants/get-involved/residents-improvement-group/
http://www.horizonhousing.org/tenants/get-involved/residents-improvement-group/
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themselves.  Full details about  membership and how to apply is on our website or 
can be obtained from the office.  
 

 
We will continue to look for new opportunities to allow residents to give their 
feedback and get involved in decision making particularly at a local level – since this 
has been highlighted in our satisfaction survey as what most people want.  For 
example, during the life of this strategy we will pilot a ‘neighbourhood representative’ 
scheme where a tenant or resident acts as a key link for our estates team and 
promotes improvements in the estates that people living there want.   
 

•  Outcome 3 Influence  
 

Tenants and residents influence decision making, customer service and 
strategic priorities  
 
The 2018 survey highlighted that  the areas of the service which tenants most 
wanted to be consulted on where:  

• day to repairs  
• planned improvements   
• housing policies (i.e. lettings, anti-social behaviour, rents)  
• customer service 

 
RIG provides a good opportunity for  residents who want to play a very detailed part 
in influencing how we deliver our services and since they started out members have 
carried out in depth scrutiny on repairs communication, our lettings standard and 
finally our TP strategy.  In addition, RIG members have influenced the design and 
content of our annual report to tenants as well as our Tenant Information Pack.  We 
will continue to offer the opportunity to get involved to this level through RIG, and we 
will seek to expand its membership.  
 
However, we recognise that not all tenants want this level of involvement but still 
want to have their say on issues that affect them and that interests them, and at a 
level that suits them.  
 
In 2018/19 we consulted tenants on the rent increase and  our rent policy  and during 
the life of the strategy we will  provide opportunities to input  in a range of policy and 
service level initiatives.  These consultations will be advertised in advance in our 
annual participation ‘diary of events’ 
 
Since 2018 we have been working jointly with the other landlord subsidiaries within 
the Link Group  to develop a range of common management policies.  To date we 
have worked jointly – and tenants have had the opportunity to get involved – in 
common policies on  

• Prevention of arrears and management of debt  
•  lettings  
• Dealing with anti-social behaviour.   
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During the lifetime of this strategy we will continue  to seek other opportunities to 
work together with Link colleagues  and assist our tenants to influence policy and 
service delivery.   
 

•  Outcome 4 Local neighbourhood engagement  
 

One of the key outcomes that we want to achieve through our Business plan is 
‘Tenants and others are active in their communities’ 
We want to provide more than houses and we want to encourage communities 
where people feel healthy, safe and secure.   
 
Tenants fed back to us in the 2018 survey that they wanted more opportunities to 
get involved at a local level.  RIG also told us that  they felt this would allow more 
residents with disabilities to get involved.   
 
We currently offer a range of opportunities at a local level such as Tea in the car 
park and participation in annual neighbourhood reviews.  We will expand and 
enhance these opportunities and also seek to work with other landlords or 
community groups to offer our residents opportunities to get involved in ways that 
they are interested in.   
 
 In 2019 we changed the way our estates team work and there is a renewed focus 
on engaging and working with residents to influence how their estates look. 
.During the lifetime of this strategy we will seek to deepen resident involvement at 
a local level such as promotion of neighbourhood representatives and we will also 
explore the possibility of estate-based improvement budgets.    

 
•  Outcome 5 Scrutiny  

 
Our Residents’ Improvement Group is supported to scrutinise Horizon’s performance 
and make recommendations to our Board for improvements.  It has its own frame of 
reference and code of conduct.  We will continue to  
 

• Provide independent support and training to RIG to allow them to carry out 2 
scrutiny projects every 18 months  

• Promote membership of RIG to all residents and seek to increase its numbers  
• Provide funding to allow RIG members to attend by providing transport and to 

allow them to attend conferences and events  
 

•  Outcome 6 Training & support: 
 
 We are committed to supporting residents to develop their communities and shape 
the improvement of the services we provide.  We recognise the importance of 
providing support and training to allow residents to gain the necessary skills and 
resources to allow them to get involved with confidence. 
 
This commitment also stretches to staff and Board members to enhance their support 
role to residents and communities and governance of resident involvement. 
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Training needs will be assessed on an ongoing basis and we will access relevant 
training sources which may be provided internally or from other training providers. 
 
Horizon is committed to independent support for our residents who are involved in 
scrutiny.   
 
We have a designated budget to allow residents to participate and support is 
provided with transport, translation, flexibility etc. 
 
Achieving Results for our Residents 
 
By 2022, this Strategy will ensure that our residents will be able to see our progress 
in achieving a range of results.  We aim to increase tenants’ satisfaction levels with 
opportunities to participate and in our performance in keeping tenants informed (86% 
and 95% respectively in 2018).   In working in partnership with Horizon, ongoing 
resident involvement will: 
 

• Have a positive impact on Horizon to improve the quality and performance of 
the services we provide to all residents 
 

• Ensure residents find it easy and will feel confident to have their say in issues 
that matter to them meeting their expectations and priorities 
 

• Ensure Horizon provides a range of relevant information through a range of 
ways which allows individuals to understand and find out more about the 
issues which affect them 

 
• Provide a wide range of participation opportunities both formal and informal to 

allow residents to shape and shape the service they receive 
 

• Allow individuals to be involved in local and organisational scrutiny which 
challenges Horizon to improve performance and increase customer 
satisfaction 
 

• Give residents the opportunity to shape high level strategic decision making 
within Horizon and at a national level where relevant 

 
Monitoring 
This Strategy will be complemented by an action plan (available on our website) 
developed in partnership with residents and staff and approved by our Board.  The 
action plan is the key document which will allow us to monitor and plot progress in 
resident participation.    It will detail the area of work we wish to address, residents 
priorities, the specific tasks associated, and the resources required 
 
 RIG will review the action plan  every 6  months to monitor the progress of the action 
plan.  An annual update report will be provided to the Board and to residents via our 
newsletter and website.  
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          Appendix 1  
Legal requirements and good practice  
 
The introduction of the Housing (Scotland) Act 2001 created a legal requirement for 
social landlords to actively develop and support tenant participation. This is often 
known now as resident participation. All Registered Social Landlords (RSLs) and 
local authorities (Councils) in Scotland must have a Tenant Participation Strategy 
which ultimately will enable "continuous improvement in landlords' performance in 
supporting and enabling residents to participate". 

 
The Housing (Scotland) Act 2010 introduced the Scottish Social Housing Charter 
(Charter) which was effective from 1 April 2012 and later reviewed in 2017. The 
purpose of the Charter is to help improve the quality and value of the services that 
social landlords should aim to achieve when performing their housing activities. The 
Charter sets out standards and objectives in the form of 16 outcomes which social 
landlords should aim to achieve when performing housing activities.  
 
Self - assessment by landlords is a key Charter expectation as is submitting an 
Annual Return on the Charter to the Scottish Housing Regulator (SHR). Social 
landlords need to report their progress in meeting the outcomes in the Charter to 
their tenants and residents. Good practice on self-assessment requires residents to 
be involved in assessing the performance of their landlord in the context of the 
Charter. Horizon is committed to working with tenants  and residents to implement 
and report on the outcomes within the Charter.  

 
The following  Charter outcomes are particularly relevant to our resident participation 
activities:  
 

• Communication  
Social landlords manage their businesses so that: Tenants and other 
customers (i.e. residents) find it easy to communicate with their landlord and 
get the information they need about their landlord, how and why it makes 
decisions and the services the landlord provides.  
 

• Participation  
Social landlords manage their businesses so that: Tenants and other 
customers find it easy to participate in and shape their landlords’ decisions at 
a level they feel comfortable with.  

 
• Equalities 

Every tenant and other customers have their individual needs recognised, are 
treated fairly and with respect, and receives fair access to housing and 
housing services 

 
The Scottish Government want to help communities to do more for themselves and 
have more say in decisions that affect them. The Community Empowerment 
(Scotland) Act 2015 will help people do that. The Scottish Government will also help 

http://www.legislation.gov.uk/asp/2001/10/contents
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by giving community groups money to make them stronger and asking public bodies 
to make sure they listen to what communities want. 
 
This Strategy has been written taken into account these legal requirements and  in 
line with: 
 

• The Scottish Government National Strategy, Partners in Participation 
www2.gov.scot/Publications/2002/09/15487/11222 

• The National Standards for Community Engagement 
http://www.scdc.org.uk/what/national-standards 

  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

If you need this information in Braille, Audio Tape, Large 
Print or Community Languages please call 0330 303 0089 
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