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EXECUTIVE SUMMARY: Business Plan 2019/20 – 23/24 
 
Everyone has a home that meets their needs, and communities are designed so that 
everyone can play a part 
 
Horizon’s Business Plan serves as a guiding document for its direction and activities for the 
following five years.  Our vision, values, outcomes and objectives remain the driving force: 
Horizon maintains an unswerving commitment to independent living and equality of housing 
opportunity for disabled people.  Our base for this is in provision of inclusive and integrated 
communities which welcome and enable disabled people, particularly wheelchair users, as 
active neighbours and citizens.  
 
The outcomes we seek and our objectives are: 
 

Outcomes Objectives 

• Tenants and owners have well 
designed and maintained homes and 
environments where they feel safe 
and secure. 

• Tenants maintain their tenancies and 
get the help they need to manage 
challenges and change. 

• Disabled and older people are able 
to live independently in homes 
adapted to enable this.  

• Disabled people have choice and 
control about where and how they 
live. 

• Disabled and older people are active 
participants in inclusive 
communities. 

• Tenants, staff, Board and volunteers 
are supported to fulfil their potential.  

• Provide quality homes and services at the 
right price for our current and future tenants 

• Contribute to delivery of more accessible 
homes across Scotland, and serve as an 
exemplar of good practice.  

• Focus innovation and growth on initiatives 
which keep older and disabled people in the 
community with a good quality of life.  

• Explore with Link approaches across Link 
Group to enhance achievement of Horizon’s 
objectives.  

• Deliver social impact and value for money 
with effective people, processes, structures 
and finances. 
 

 
 
 
 
 
Operating environment  
 
Horizon is an autonomous RSL within the Link Group. Link has recently appointed its new 
Chief Executive and the wider group expects there may be a review of services and 
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structures in the short term. Link’s Business Plan focus for 2019 is on a period of 
consolidation while the new Chief Executive and the Link Board develops its new Group 
strategy. 
 
We continue to collaborative internally in the Link Group, and externally with Scottish 
Government and a whole range of external partners interested in working on independent 
living and accessible housing. 
 
The key external drivers continue as last year – changes in the social security system, 
reduction in public finance, the challenge of health and social care integration, increasing 
population of older people, Scottish Government’s 50,000 homes target including Link’s 
development programme which includes 10% homes to be built to fully accessible standards.  
 
Internally, potential challenges and opportunities include a potential new Group structure and 
different ways of working while ensuring the continued person centred service delivery. The 
2018 Tenant Satisfaction Survey has guided our service improvement plans as outlined in 
our planned business priorities. The closure of West Lothian Care and Repair as a result of 
the Council’s decision has been a major disappointment, but this brings an opportunity of 
offer services to older and disabled residents which are in high demand through a social 
enterprise model. Horizon wishes to maintain its capacity and expertise to influence in the 
inclusion agenda locally and nationally. 

 
Strategic objectives  
 
Our strategic objectives are to: 
 

• Provide quality homes and services at the right price for our current and future 
tenants 

 
• Contribute to delivery of more accessible homes across Scotland and serve as 

an exemplar of good practice  
 

• Explore with Link approaches to enhance capacity to achieve Horizon’s desired 
outcomes  
 

• Focus innovation and growth on initiatives which keep older and disabled 
people in the community with a good quality of life 
 

• Deliver social impact and value for money with effective people, processes, 
structures and finances 
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Key assumptions, resources and budgets 
 
Horizon is able to meets its commitments and requirements in relation to service and asset 
management over the short and long term. Priority has been given to maintaining affordable 
rents, with increases kept to CPI inflation only, recognising that for tenants it is a time of cost 
of living pressure, social security and social care cuts. Loan finance of £1.75 million will be 
required in the next 5 years for committed capital investment.  
 
Performance targets  
 
We are committed to improving our services and adapting them to meet the needs of our 
customers.  Measurement plays an important part in helping the Board and management 
team understand where we need to improve and how much change we have brought 
about.  This year we will further develop our approach to benchmarking our performance with 
our peers and within the Link group. 
 
 
Governance and Risk  
 
During 2018/19 the Horizon Board undertook an independent self-assessment against the 
SHR Governance and Financial Management Standards. There was a high level of 
compliance with a few areas for change and improvement identified which are included in this 
year’s actions. 
 
Horizon’s detailed risk register is a companion document to the Business Plan. 
 
Financial Stability 

Horizon continues to maintain financial strength to ensure our long term stability.  Surpluses 
have been maintained, contributing to a position of healthy reserves.  We continue to plan 
and resource our housing management services to mitigate against the impact of social 
security changes and Universal Credit, and our business plan assumptions and asset 
management strategy enable us to maintain high standards of property maintenance and 
improvement over the next 30 years. 

  

https://aha.adactushousing.co.uk/Information?t=180;d=176


6 

 

 
1. INTRODUCTION 

 
1.1. Horizon Housing Association is a Registered Social Landlord and Scottish Charity.  

It is a self-governing and asset owning subsidiary of Link Group, having joined this in 
November 2009. Link is a group of award-winning housing, support and 
regeneration social enterprise companies serving over 13,000 customers across 32 
Scottish local authorities.   

 
1.2. Horizon promotes and provides affordable housing and services that enable people, 

irrespective of impairment, to live full independent lives in the community of their 
choice. We are driven by commitment to the inclusion of disabled people; this affects 
our choices and priorities, the design and redesign of our housing, property and 
related support services. It also drives our focus on addressing the national shortfall 
of fully accessible homes for wheelchair users such that disabled people have 
choice and control and can live as active citizens. 

 
1.3. We own and manage 866 properties in 12 local authority areas in Scotland, 

integrating housing to meet the specific needs of wheelchair users within 
communities designed for all. Over 50% of our tenants are disabled or live with long 
term health conditions affecting daily living.  Our Care and Repair team in North 
Lanarkshire provides a service to around 2000 older and disabled people annually.   

 
1.4. Horizon’s purpose requires that we think and act beyond our role as a social 

landlord.  We can only do this when the foundation of core services and associated 
resources is solid.  The key assumptions, financial forecasts, sensitivity testing, 
action plans and risk register, which form this Business Plan, have been developed 
with this in mind.  

 
Over the next five years, as the last thirty, Horizon’s continuing success will rely on: 

• Strong leadership, by Board and Management Team. 
• Ensuring organisational capability and capacity to deliver on our 

objectives, maintain focus on the outcomes we seek, and ensure that 
Horizon’s standards of governance, operations and services are 
maintained. 

• Partnerships, relationships and structures that support and are focused 
on, and give real weight to, Horizon’s objectives. 
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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. 

2. VISION, VALUES, OUTCOMES AND OBJECTIVES 
 
2.1 Our vision is of inclusive communities where everyone has a home that meets their 

needs.  Our core purpose is to promote and provide affordable housing and services 
that enable people, irrespective of impairment, to live full independent lives in the 
community of their choice.  This underpins everything we do, and everything we do 
is delivered in accordance with our values. 

 

 
 
 
 
 

  

Our Vision 
Inclusive 

communities 
where everyone 
has a home that 

meets their needs

Tenants 
sustain their 

tenancies and 
get the help 
they need to 

do this
Well designed 

and 
maintained 
homes help 
people stay 

healthy, safe 
and secure

Disabled people 
have choice and 

control over 
where and how 

they live

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

Tenants, 
staff, Board 

and 
volunteers 
fulfill their 
potential

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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2.2 In order to achieve our vision, and working with our values, we have developed key objectives to deliver the outcomes we 
want.  The diagram below shows how our objectives are linked to our desired outcomes.  
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The aim of this business plan is to clarify the strategic direction of Horizon, to put our work in a wider context, and to demonstrate 
how we will deliver our vision.   The priority actions for Years 1-2 of this plan to deliver our outcomes linked to the objectives are 
detailed below. 
 
Objective 1 
Provide quality homes and services at the right price for our current and future tenants 
 
Priorities Years 1-2 

• Review and benchmark our costs and key performance indicators both within Link group and with our peers and develop a 
shared value for money approach with Link  

• Carry out a full review of our rent policy and structure, with implementation in April 2020 
• Implement a reviewed Resident Engagement Strategy including developing and enhancing a local approach to resident 

consultation and engagement, in particular the ‘tea in the car park’ model of engagement 
• Implement programme of annual contact with all tenants 
• Implement recommendations of our estates services review, and develop a local rating tool for individual neighbourhoods 
• Develop an area based approach to service delivery, within three broad geographic areas to ensure continuity of service 

delivery 
• Review our tenancy sustainment service and explore the potential to grow this model and provide the service externally 
• Develop an area based database of external services available to tenants making this available online 
• Engage with local authorities to review and improve the process of allocating wheelchair and adapted properties 

‘Business as Usual’ 
• Support the Residents’ Improvement Group to deliver two scrutiny projects and to increase its membership to 10 
• Review and update our service delivery contract with Link Property for our reactive repairs service  
• Take part in the review of the Homehunt service 
• Deliver our action plan developed with tenants in response to the Tenant Satisfaction Survey, in particular focusing on local 

area based improvements and priorities 
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Objective 2 
Contribute to the delivery of more accessible homes and serve as an exemplar of good practice 
 
Priorities Years 1-2 

• Develop a shared services approach where Link group and Horizon properties are in close proximity or where new 
developments could be managed by Horizon subject to the overall group review 

• Work with Kirknewton Community Development Trust to deliver up to 12 homes in 2020 
• Seek partners to develop a national design standard and award for inclusive and wheelchair homes  
• Further develop the model developed with Sense Scotland to provide housing services where the property is owned by the 

care provider, providing opportunities for disabled people to live independently in their communities 
• Develop a communications and campaign strategy to support and promote research and development work and to raise the 

profile of accessible housing  - enabling Board members to play an active role in working groups, delivering information and 
representing Horizon 

•  
‘Business as Usual’ 

• Work with Link Group to achieve 10% accessible homes as part of the overall development programme 
• Continue to work as part of West Lothian Development Alliance to explore potential for new developments  
• MD to continue to represent Horizon on the Accessible Housing Group 

Continuing joint work with Link Group’s Inclusive Design Team to improve and expedite the delivery of adaptations 
 
Objective 3 
Explore with Link (and others) approaches to enhance Horizon’s capacity to achieve desired outcomes 
 
Priorities Years 1-2 

• Work with Link to review the intra-group arrangements and joint business planning process 
• Develop a shared value for money approach with Link 
 
• Develop a shared services approach where Link group and Horizon properties are in close proximity or where new 

developments could be managed by Horizon subject to the overall group review 
• Explore and develop a shared approach with Link to resource and enhance tenant engagement 
•  

Business as Usual 
• Develop a suite of common management policies in core Link group landlord functions 
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• Continue to work with Link to deliver and develop a fully functioning ‘tenant portal’ which allows tenants to access services 
and information 24/7 

 
 
Objective 4 
Focus innovation and growth on initiatives which keep older and disabled people in the community with a good quality of 
life 
 
Priorities Years 1-2 

• Explore feasibility of providing a small repairs and/or adaptations project management service to older and disabled home 
owners  

• Bid for and secure the North Lanarkshire Care and Repair contract beyond 2020 
• Seek out funding opportunities to continue and develop the access ownership model beyond 2021 
• Develop a free grass cutting service for all disabled tenants 
•  

Business as Usual 
• Work with Link to promote the understanding and embedding of the social model of disability across the group and with 

external stakeholders 
Develop in-house dementia expertise, embedding exemplary practice in our service delivery 

 
 
Objective 5 
Deliver social impact and value for money with effective people, processes, structures and finances 
 
Priorities Years 1-2 

• Develop a succession planning policy for Board and senior staff, including a skills matrix and training plan 
• Work with Link to review the intra-group arrangements 
• Implement recommendations of CST review carried out in Q4 of 2018/19 
• Continue to work with Link to support and deliver the ICT & D change projects, ensuring that these are appropriately 

resourced 
•  

Business as Usual 
• Work as part of Link group to develop and submit the Annual Assurance statement to the SHR 
• Develop and extend our benchmarking of performance, ensuring a robust approach to support continuous improvement  
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• Complete 100% Stock Condition Surveys 
• Monitor our Asset Performance Review, refreshing fully on a three-yearly cycle, and reviewing on an exceptions basis, and 

develop a sustainability matrix for our stock  
Carry out procurement as part of the group wherever possible and appropriate 
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2.3 Link Group’s aims, values and strategic objectives 
 

Horizon has developed its Business Plan in the light of Link Group’s Business Plan. 
 

 

Aims 

 

Objectives for plan period 

 

Providing homes 

Building Communities 

Working Together 

Valuing People 

 

a.  Build 3200 new homes 

Values 

o Responsibility - We all take responsibility for our actions 
o Empathy - We work hard to understand how people feel as individuals and treat 

them with dignity 
o Social Impact - We strive to ensure there is a positive social impact from our 

activities and work with others who share our aims 
o Participate - We are proactive in providing opportunities for people to engage 

with us and help us improve our services 
o Equality - We are all equal and different and we aim to provide inclusive 

environments for work and for living 
o Challenge - We challenge ourselves and others towards excellence and 

innovation in all we do 
o Transparency - We wish to be open and honest about what we do and how we 

do it 
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3. OPERATING ENVIRONMENT 

 
Properties, people, group and organisational structures  

 
3.1 Horizon owns, manages and provides factoring services to 866 properties. These are 

mostly for social rent, with a proportion for shared ownership. Between tenancies, 
factoring and care and repair service contracts we provide services to over 5000 
people every year. This is supported by a staff of 41 people (36.6 full time equivalents), 
including employees on secondment from Link Group and Link Living. In addition, Link 
Group Finance and HR Business Partners, Link Housing, Link Property and the Link 
ICT team provide services under Service Level Agreements.  

 
3.2 A series of appendices provides more information about the internal operating 

environment as follows: 

• Appendix 1 – Horizon’s Outcomes in Relationship to Scottish Government 
National Outcomes and National Health and Wellbeing Outcomes. 

• Appendix 2 – Summary information on our properties, contracts and people; an 
organisations structure chart, and a list of our developments. 

• Appendix 3 – Link group-structure of parent and subsidiary companies. 
• Appendix 4 – Combined SCOT Analyses 

 
3.3 The table below summarises some of the main influences on the business plan for 

2018 – 23. Appendix 4 presents a SCOT analysis for Horizon in relation to Link, in the 
context of Horizon’s desire for strategic influence aimed at increasing the supply of 
homes for wheelchair users, and Link’s substantial development programme.  
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 External influences over the next five years 
 

Legislative / Regulatory  
 

• Potential impact of Brexit 
• Extension of Freedom of Information 

legislation 
• General Data Protection Regulation 

(GDPR)  - now in force 
• Scottish Government’s Fuel Poverty 

Strategy 
• SHR review of regulatory framework 
• Social Security Scotland – rolling 

implementation of social security 
payments 

• Value for money agenda 
• New fire and smoke alarms standard 
• Planning (Scotland) Bill  
• Housing (s) Act 2014 – implementation 

 

Economic 
 

• Social security changes and cuts – 
Universal credit, benefits freeze and 
caps 

• Potential impact of Brexit 
• Weak pound 
• Rising inflation 
• Continuing squeeze on lower incomes 

in real terms 
• Increased cost of living 
• Rising energy costs 
• Cost demands of ageing stock, 

mitigated by comprehensive asset 
management strategy 

• Constraints on or opportunities for 
borrowing for new development and 
acquisitions 

• New funding opportunities and routes 
– for revenue and capital projects e.g. 
crowd funding 

• Public sector budgets under significant 
pressure 

• Care home closures 
• Rent increase constraints 
• Reducing funding for adaptations 

 
Political / Demographic 
 

• Government target, 50k, for new 
homes – no commitments on 
accessibility 

• Homes Fit for the 21st Century strategy 
• Increasing marginalisation and 

exclusion of disabled people with 
complex needs 

• Refresh of Age, Home & Community 
Strategy : The next 5 years 

• Fairer Scotland for Disabled People 
• Ageing population 
• EHRC Inquiry report into accessible 

housing, dovetailing with Horizon’s 
“Still minding the step?” analysis. 

• Health & Social Care Integration – 
increasing needs / decreasing budgets  

• Public sector – more cuts 

 
Technological & Environmental 
 

• Channel shift to digital communication, 
and further development of new 
communication methods 

• Significant ICT&D change 
programmes across Link group, 
including increased digital access for 
tenants and service users 

• Increasing use of Social Media 
• EESSH (energy efficiency) standards 
• Smarter technology for remote and 

agile working 
• Increased use of and demand for 

technology enabled care 
• Increased need and demand for 

adaptations and for support for 
delivery  
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• Increasing numbers, needs and 
aspirations of older and disabled 
people for suitable housing and 
support 

• Emerging markets – older people with 
equity or capital and need for 
accessible homes and adaptations 

• As above for housing related supports, 
extending beyond care and repair 

• Adapting for Change –evaluation of 
demonstration projects, and potential 
adoption of Housing Solutions 
approach 
 

• Recognition of need to improve and 
update design standards to inclusive 
design, and for wheelchair housing 
design. 
  

 
Governance finance and ICT 
 
3.4 In June 2018 Horizon’s former Managing Director left Horizon. In February 2019 Link 

Group’s Chief Executive will retire, with the new Group Chief Executive taking up post 
in January 2019.  In the light of the Group’s desire to undertake a review of services 
and structures, Horizon’s Board has agreed to appoint an Interim Managing Director 
and to agree with the Group on the future senior executive role for Horizon within one 
year. Isla Gray, Horizon’s former Operations Director provides the Association with the 
expertise, continuity and understanding of the ethos of Horizon during this period of 
change.  

 
3.5 Horizon’s Board representatives will continue to work with Link Group on working 

through the range of service and structural options that may be considered over the 
next year. 

 
3.6 The Board membership now stands at 14, and the new members recruited during 

2017/18 are now settled into the Board and making strong contributions. During 2018 
we completed an independent self-assessment against the SHR standards, and full 
Board member appraisals. These both demonstrated high levels of compliance with a 
few key areas for review including some refresher training in financial scrutiny and long 
term financial planning, succession planning and continued joint strategic planning with 
Link Group. 

 
3.7 Horizon is rated ‘low risk’ for the regulator. To date, the information it has received from 

Horizon demonstrates that we are strongly focused on governance and performance 
and there are no areas of concern.   

 
3.8   Chapter 7 sets out the key financial and resourcing assumptions for the plan period.  In 

summary, these show that the Association is financially viable over the long term.  
 
3.9 Link began a major period of change with three ICT&D projects starting in 2018/19.  

These projects will deliver improved access to services and increased efficiency across 
the group, but require to be resourced in the short term so that Horizon can fully 
engage with and invest in the change process.  To date, these change projects have 
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delivered a customer app, allowing tenants to access key services and information 
online, improved technological resources for mobile working for frontline staff and 
updated and improved software for staff group-wide.  

   
Housing Management and tenancy support 
 
3.10 We carried out a full tenant satisfaction survey in 2018, which has helped inform the 

service delivery priorities for our business plan.  An action plan has been agreed with our 
tenants and service improvements will include: 

• A more ‘localised’ approach to service delivery and consultation 
• Review of our customer services to ensure a ‘joined up’ approach to contact and 

service delivery 
• Review of our estates services, in particular services to disabled tenants 
• Review of our rent structure and affordability 

 
 
3.11 69% of Horizon’s tenants are in receipt of social security benefits and preparing for and 

mitigating further cuts continues to influence how we design and provide community 
services.  Ways in which we mitigate these cuts and support our tenants include: 

• Partnership with Link in welfare rights services 
• Responsive and mainstreamed tenancy sustainment service 
• Building links with local services and support mechanisms 

 
3.12 We will continue to work across the Link group to develop responses and shared 

approaches and seek to maximise benefit from our combined staff resources and 
rationalising how these are allocated.   

 
3.13 Our report on effective allocation of adapted housing, Match Me, will inform a review, 

with Link, of the Homehunt system and its operation, and how this is combined with 
Homes2fit in order to provide better services to disabled applicants. We will monitor the 
impact of the lettings plan agreed for allocation of wheelchair user housing and 
similarly use this to inform the review of the Homehunt system. 

 
 
 
Asset Management  
 
3.14 The Asset Management strategy was adopted in 2018 and refreshed in early 2019 

taking into account the results from the 2018 Tenant Satisfaction Survey. This 
continues to be a pivotal tool in our decision-making approach in relation to capital and 
revenue investment. It will combine with work on tenant consultation and scrutiny to 
influence the design and delivery of all our asset management services, improving 
satisfaction levels and value for money and enhance our asset value.   

 
 
3.15 Adaptations funding continues to be a challenge, as statutory funders’ budgets are 

squeezed, and demand inexorably rises, reflecting the rising ageing population and 
current trends in health and disability.  We will continue to work with Scottish 
Government and local authority partners to maximise grant funding to enable our 
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tenants to live safely and independently in their homes. We will also continue to make 
financial provision to enable Horizon to offer a more person-centred, flexible and 
responsive adaptations service that can be delivered without the reliance on external 
grant funding alone.      

 
3.16 Having completed a comprehensive review of all properties subject to leases and 

management agreements in 2017/18, we will build on our renewed partnerships with 
eight support providers and local authorities to ensure that properties remain suitable 
for tenants or occupants, and to assist with alternative housing if necessary. We have 
successfully delivered a bespoke solution for Sense Scotland to support its re-
provisioning of a care home and we continue to seek further such opportunities to 
lease or purchase and adapt homes for supported living.  This model will also be 
considered in the future development in Kirknewton for seven affordable homes for 
older or disabled people by the Kirknewton Community Development Trust. 

 

Tenant consultation and involvement 
 

3.17 Horizon’s Residents’ Improvement Group (RIG) is embedded into our governance 
structure and has now completed three scrutiny projects, resulting in service 
improvements.  The residents’ engagement strategy has been reviewed and a revised 
strategy will be adopted in 2019.  This will inform our approach to resident 
engagement, with a greater focus on small local events, digital participation 
opportunities and community representatives. 
 

 
Development and innovation in services for older and disabled people 

 
3.18 Horizon’s West Lothian Care and Repair contract expired on 30 November 2018, after 

a decision by West Lothian Council to take the Scheme of Assistance service in-house 
due to budgetary constraints. In line with our strategic objective of ensuring that 
disabled and older people can live independently in their own home, adapted and 
supported as they need, we will explore opportunities to provide a service to older 
homeowners in the areas in which we operate to support this aim.  

 
3.19 The North Lanarkshire Care and Repair contract expires on 31 March 2020, following a 

two year extension. Based on our strategic objectives in relation to providing and 
developing new services in support of health and social care, and organisational and 
financial impact assessment, our strategy will be to retain this contract and continue to 
provide a high quality of service.   

 
 

3.20  The Access Ownership Programme continues with the support of Link Group funding. 
Two purchases should complete by the end of 2018-19 with a further four in the next 
two years. This will bring the total number of Access Ownership properties to 17 at the 
end of 2018-19, and 21 by the end of 2021. 

 
3.21 The West Lothian Strategic Housing Investment Plan (SHIP) includes several 

developments for the Alliance, of which two should be in due course allocated to 
Horizon. As timescales are not set, no financial assumptions have been made, but the 
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indicative acquisitions are shown in the table below.  We will continue our support to 
the Kirknewton Community Development Trust to provide homes for older people in 
this community using Rural Housing Grant, with Horizon managing these on 
completion.  

 
Site/ 
Programme 

 Tenure/ 
Client group 

Completion/ 
Acquisition 

Developer/owner/ 
Manager 

Access 
Ownership 

6 Bespoke 
purchases for 
disabled 
people, with 
adaptations as 
required 

2018/19 – 22/23 Horizon/sharing owner 

  
Pipeline – not committed 

Camps 
Junction, 
Kirknewton 

7 Private 
affordable 
rent, older 
and disabled 
people 

2019/20 KCDT,/KCDT/ 
Horizon 

North Street, 
Armadale 

24 Social rent 
General 
needs, 
wheelchair 
users 

2021/22 WLDA/Horizon/ 
Horizon 

TBC, possibly 
Bathgate 

15 Social rent 
General 
needs, 
wheelchair 
users 

2020/21  

 
Sharing expertise, research and influencing 

 
3.22   This area of work is planned from year to year, based on availability of capacity and 

resources.  Nevertheless, Horizon is a respected and “go to” source of advice and 
expertise in relation to approaches to meeting the housing needs of disabled and older 
people. This is largely because it can offer this from a foundation of practice and 
experience of policy applications and outcomes, and across tenures. Our work in Years 
1 - 3 of the plan, carrying forward from previous years, will include: 

 
• Promote the findings of the DRILL/Big Lottery funded partnership project Match 

Me: what works in letting adapted social housing, working in partnership with 
University of Stirling and Housing Options Scotland. 
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• Promote the findings of "Still minding the step?" A new estimation of the housing 
needs of wheelchair users in Scotland to Scottish Government, local authorities 
and housing providers, and participate with the EHRC and Disabled People’s 
Organisations in campaigns, research and initiatives related to the EHRC inquiry 
into the impact of accessible homes on disabled people’s rights to independent 
living.  

 
3.23    We will continue to offer advice, ideas and critiques to partners, providers and policy 

makers to support improvements to policy, practice and supply of homes for disabled 
people.  

 
 
 

Learning and renewing 
 
3.24    Our success as an organisation rests on strength of governance, finance and the skills 

and commitment of staff. In the coming years we will: 

• Support good governance with a learning and development plan and succession 
plan for Board members and senior staff 

• Support more staff to acquire professional qualifications related to their role and 
work with Link Group to develop leadership and management skills for all 
aspiring leaders within Horizon   

• Produce a skills matrix for Board members and senior staff to support succession 
planning and learning and development 

• Target Board recruitment to ensure a breadth of skills 
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4. PERFORMANCE REVIEW 
  
4.1 Horizon monitors its performance against Key Performance Indicators for which annual 

targets are set.  The Board monitors these on a quarterly basis. Performance is 
reported annually to the Scottish Housing Regulator and to tenants in the Annual 
Return on the Charter. Our Residents Improvement Group (RIG) is involved in scrutiny 
of performance through the RIG scrutiny projects and overview of the draft Annual 
Report to Tenants. 

 
4.2 As detailed in section 5 our performance for 2017/18 and for the first three quarters of 

2018/19 shows how we perform against our own KPI targets and sector benchmarks.  
 

Better than the average On a par with, or slightly 
better than average 

Below average 

• Time to relet properties 
• New tenants satisfied with 

their home 
• Length of time to complete 

emergency and non-
emergency repairs 

• Repairs completed ‘right first 
time’ 

• Response times for second 
stage complaints 

• SHQS compliance  

• Level of gross tenant 
arrears 

• Number of new tenancies 
sustained for more than 12 
months 

• Tenant satisfaction with 
repairs 

• Time to respond to first 
stage complaints 

 

• Timescales for 
completing 
adaptations 

• Average rent 
levels 

•   

 
4.3 Performance against contract targets for West Lothian and North Lanarkshire Care and 

Repair services have been exceeded in 2018/19.  
 
4.4 While these KPI results are relevant to tenant, regulator and contract commissioner 

perceptions of value for money, as important are performance proxies which link to 
demonstrable outcomes for the people we served. 

   
4.5 Our performance in areas of repairs delivery and satisfaction has improved markedly in 

the last 18 months.  Embedding this requires continued attention and investment. 
Satisfaction with our neighbourhood or estates management is not a good as we want 
it to be, and this is a critical area for outcomes for tenants’ sense of wellbeing.  

 
4.6 Our outcomes focus, revised strategic objectives, consideration of the operating 

environment and past performance are used in order to identify our key actions and 
initiatives for the 2019-2020 plan period (set out in Section 2, Vision Values, Outcomes 
and Objectives) and Key Performance Indicators (set out in Section 5).  

 

5 KEY PERFORMANCE INDICATORS  

5.1 Key Performance Indicators are reported to the Horizon and Link Group Boards on a 
quarterly basis.  
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5.2 The tables on the following pages present the previous year’s results, current 
performance to Quarter 3 and proposed new targets for the first year of the Business 
Plan period. We include targets relating to Annual Return on the Charter indicators and 
selected targets for the Care and Repair service, reflecting actual performance 
potential.  In addition there are further management KPIs supporting staff teams to 
monitor and improve performance.   

 
5.3 Some targets have been revised down from challenging targets set in 2018/19 based 

on a review of data, performance and contextual information.  These are detailed 
below. 

Former tenant arrears 
We have undertaken a review of our tenant arrears and bad debts, and reviewed and 
implemented robust recovery procedures.   This has increased our former tenant debt, 
and as we do not consider debts for write off until a reasonable period to enable 
recovery has elapsed, this new higher target reflects our aim to limit any increase in 
debt in 2019/20. 
 
Tenant satisfaction with repairs service 
This target has been changed from 2018/19 in recognition of the fact that a full tenant 
satisfaction survey was completed in 2018 and performance will remain constant 
initially.  The repairs and maintenance policy was reviewed at the end of 2018/19 and 
consideration will be given to testing satisfaction through an externally assessed ‘mini’ 
survey in 2020, as was undertaken in 2017/18. Attention will also be given to 
increasing the return on internal satisfaction responses in 2019/20 with a view to this 
being the basis for the ARC return to the Regulator.  
 
% of adaptations completed within 12 weeks (excl. complex works) 
We report to the Regulator on % adaptations completed within a year of reporting as 
part of our ARC return.  This KPI reflects our aim to complete the majority of 
adaptations within 3 months.  However, we recognise that some adaptations are 
complex, and as such will require more than three months to complete. We set a 
challenging target ion 2018/19 and significantly improved our performance, but we 
recognise, on review, that the % of complex adaptations will be more than 5% and 
therefore the target has been reduced to reflect this.   
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HORIZON HOUSING 
ASSOCIATION 

CORE SERVICES 

Achieve
d 
2017/18 

Target 
2018/19 

Target  
2019/20 Performa

nce To 
31/12/18 

(Q3) 

SHN 
(bench 

mark) 
2017/1
8 

Scottish 
RSL 
average 

2017/18 

Gross rent arrears (all current and 
former tenants) as a percentage of 
rent due [Charter indicator 27]  

4.02% 
 

<4.0% 

 

<4.0% 4.51%  
 

5.29% 

Former tenant arrears (including bad 
debts) - % of gross rental income 

0.52% 
 

<0.5% 

 

<1.0% 
1.02% 0.83% 

 

N/A 

Average time to relet (days) (Charter 
indicator 30) 18 15 15 18.3 21.05 36.85 

% tenants satisfied with their home 
when moving in (Charter indicator 9) 

95% 
≥95% ≥95% 

96.6% 90% 
 

86.05% 

% new tenancies sustained for over a 
year (Charter indicator 16) 89% ≥92% ≥95% Annual NA 89% 

% tenants satisfied with planned 
maintenance work 98.82% ≥96% ≥96% 97% NA N/A 

Average length of time to complete 
emergency repairs (hours)(Charter 
Indicator 8) 

2.23 
hours 

≤4 hours ≤4 
hours 2.13 

hours NA 
4.7 hours 

Average number of days to carry out 
non emergency repairs (Charter 
indicator 9) 

4.63 
≤5.4 ≤5 

4.45 5.49 
7.1 

% reactive repairs completed right 
first time (Charter indicator 10) 95.2% ≥95% ≥95% Annual NA 92.4% 

Tenant satisfaction with repairs 
service (externally assessed OR min 
40% return ) 

(Charter indicator 12) 

91% 

 

>95% 

 

>92% 86% N/A 

 

90.6% 

Annemie Breesch
No longer on ARC
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HORIZON HOUSING 
ASSOCIATION 

CORE SERVICES 

Achieve
d 
2017/18 

Target 
2018/19 

Target  
2019/20 Performa

nce To 
31/12/18 

(Q3) 

SHN 
(bench 

mark) 
2017/1
8 

Scottish 
RSL 
average 

2017/18 

Tenant satisfaction with repairs 
service (internally assessed) 

 

94.54
% 

 

96% 

 

>96% 96% N/A 
 

90.6% 

Properties with current gas safety 
certificate 

(Charter indicator 11) 
100% 

 

100% 

 

100% 100% NA 
 

99.9% 

% of adaptations completed within 12 
weeks (excl. complex works) 

[NB Charter indicator 23 is % 
adaptations completed within the 
year which were requested in the 
year) ) 

55.17% 

 

 

 

≥95% 

 

≥85% 

 87% NA 

 

N/A 

% of 1st stage complaints responded 
to in full, within the Scottish Public 
Services Ombudsman (SPSO) Model 
Complaint Handling Procedure 
(CHP) timescales (Charter indicators 
3) 

The percentage of all complaints 
responded to in full at Stage 1 and 
the percentage of all complaints 
responded to in full at Stage 2.  
 
The average time in working days 
for a full response at Stage 1 and 
the average time in working days 
for a full response at Stage 2.  
 

100% 

 

 

≥95% 

 

 

≥95% 

95.2% NA 

 

 

 

98% 

% of 2nd stage complaints responded 
to in full, within the Scottish Public 
Services Ombudsman (SPSO) Model 
Complaint Handling Procedure 

100% 

 

 

95% 

 

 

≥95% 

88% NA 

 

 

94.6% 
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HORIZON HOUSING 
ASSOCIATION 

CORE SERVICES 

Achieve
d 
2017/18 

Target 
2018/19 

Target  
2019/20 Performa

nce To 
31/12/18 

(Q3) 

SHN 
(bench 

mark) 
2017/1
8 

Scottish 
RSL 
average 

2017/18 

(CHP) timescales (Charter indicators 
4) 

 

 

 

CARE AND REPAIR CONTRACT 
PERFORMANCE 

Achieved 
2017/18 

Target 
2018/ 

19 

Target 
2019/20 

To 
31/12/18 

(Q3) 
Benchmark 

North Lan % small repairs complete 
within 20 days 99% 100% 100% 100% NA 

North Lan % handyperson tasks 
complete within 20 days 100% 100% 100% 100% NA 

North Lan % small repairs completed 
against target 

(previously - no of small repairs 
completed against target) 

118% 100% 100% 107% NA 

 North Lan % handyperson jobs 
completed against target 

(previously - no of small repairs 
completed against target) 

120% 100% 100% 104% NA 
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PEOPLE 

Achieved 
2017/18 

Target 
2018/ 

19 

Target 
2019/20 

To 
31/12/18 

(Q3) 
Benchmark 

Staff turnover  9.58% < 10% <10% Annual NA 

Short term absence: % working days 
lost 0.73% < 2% <2% Annual NA 

% Board attendance at meetings 

 
81.5% 80% 80% Annual NA 

RESOURCES/ 

LOAN CONVENANT COMPLIANCE 

Achieved 
2017/18 

Target 
2018/ 

19 

Target 
2019/20 

To 
31/12/18 

(Q3) 

Scottish RSL 
average 
18/19 

Rent and service charge collected as 
% of rent and service charge 
receivable (Charter indicator 26) 

99.54% 99% 99% 
Annual 
calculatio
n 

99.6% 

% Rent and service charge loss due 
to voids (Charter indicator 18) 0.18% <0.3% <0.3% 0.23% 0.9% 

Asset cover as % of aggregated 
loans 144% > 100% >100% 154% NA 

Operating cash flow/Interest cover  312% > 110% >110% 256% NA 
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6. RISK MANAGEMENT STRATEGY 
 

Overview 
 
6.1 Effective risk management is embedded in the Association’s culture and runs through 

our business strategy and operating systems.   
 
6.2 Horizon adopts the principles of the Link group risk management strategy.  This is 

supplemented by a description of Horizon’s attitude to risk below and review of a 
detailed risk register throughout each year.  

 
Attitude to risk 

 
6.3 At an organisational level, Horizon is willing to take calculated risks, as evidenced by its 

decision to develop new services, carry out small new build developments and the 
Access Ownership programme, to bid for and run contracted services and grant funded 
projects, and to establish new partnerships.  It takes a measured approach to 
assessing and managing risk for new projects and major decisions and develops a 
detailed risk appraisal for project or issues where the financial risk exceeds £100,000; 
or where particular legal or other risks are likely to apply: for example a specific risk 
register has been prepared relating to social security changes and cuts.  

 
6.4 Horizon takes a proactive approach to assessing the risks in its external and internal 

operating environment.  It has a systematic approach to assessing the probability of a 
risk arising, measuring the impact should it occur, and calculating an initial score by 
multiplying the probability by the impact. Mitigating measures are then identified and 
the score recalculated to provide a residual risk score. 

 
Probability Consequence 
  
1 – Unlikely/Rare 1 - Minor – short term impacts on reputation, 

environment or minor injury  
  
2 - Possible 2 - Moderate – measurable, though no 

overwhelming or long-term impact on 
reputation of individuals, organisation or 
budget 

  
3 - Likely 3 - Major – risk event may seriously impact on 

organisation as a whole; long term 
environmental impacts; risk event may lead to 
serious injury.  
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4 – Almost Certain 4 - Catastrophic – reputational damage sufficient 
to curtail major activities, resulting in loss of 
funding or service users. Widespread possibly 
permanent environmental impact.  

  
Total Score = (Probability X Impact) 
Total Residual Score = (revised probability x revised impact) 

 
• 1 – 3   Low risk 
• 4 – 6            Moderate risk 
• 8 – 16 High Risk  

 
Risk mapping, monitoring and review process 

 
6.5 The risk register is treated as a dynamic document. Risks are considered by the 

Management Team on a monthly basis, with a rolling programme of detailed review.  
The Audit Sub-Committee receives a quarterly report on changing risks, with particular 
attention to the top risks and it reports in turn to the Board.  The Managing Director is 
Horizon’s designated “Risk Coordinator.” At the start of 2019/20 a fresh mapping 
exercise will supplement detailed review of the full risk register, taking into account this 
new Business Plan.  

 
6.6 Proposals for major projects or where financial, legal or regulatory risks are significant 

are subject to individual detailed risk assessment.  
 
6.7 The Audit Sub- Committee has the responsibility of monitoring the top risks identified in 

the risk map on behalf of the Board, and making any required report or 
recommendations.  

 
 
 
 
 
 
 

 

7. FINANCIAL OBJECTIVES, ASSUMPTIONS, FORECASTS AND BUDGET 
 
7.1 The 2019/20 budget, 5 year forecast and 30 year financial forecast model are provided 

as separate and complementary documents to this Business Plan.  
 
7.2 Our key financial objectives are to: 

• Secure the long-term financial viability of Horizon 
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• Ensure that our key financial covenants – interest cover and gearing – are 
maintained in accordance with our lenders’ requirements 

• Ensure that all individual activities we undertake at least break even, and that 
any short-term deficits are explicit and transparent to both the Executive Team 
and the Board 

• Ensure funding is available to secure the investment required to maintain and 
improve our existing stock 

• Generate an operating surplus throughout the Business Plan period, which is 
sufficient to finance its planned maintenance programme and cover loan 
interest charges.  
 

 
7.3 The key assumptions used in the preparation of the Business Plan and allied financial 

plans are noted below: 
 
7.4 Rent increases and inflation 

i. CPI is based on forecasts from Link Group 
ii. Rent increase for tenanted property based on CPI (2.2%) for Year 1, 2.5% for 

Years 2-5, and 2.0% thereafter.  This is based on forecast CPI and is aimed at 
balancing affordability with maintaining financial viability. 

iii. Rent increase for leased properties based on forecast RPI plus 1%, therefore 
4.2% in Year 1, and 4.0% thereafter. 

iv. Actual rent levels required to ensure viability will be kept under annual review, 
and comparability and affordability levels will continue to be monitored on an 
annual basis 

 
 7.5 VAT 

v. VAT duty of 20% has been provided for when establishing costs associated with 
delivery of this business plan. 

 
7.6 Interest Rates 

vi. Loan interest has been projected based on the fixed rates currently in place and 
assuming Libor at 1.75% plus margin in year 1.  The plan assumes that Libor will 
rise to 3.25% by year 5 and remain at 3.50% from year 6 onwards, in line with 
Link Group projections. 

 
 

 
7.7 Private Finance 
 

Horizon is projected to have 66% of its borrowings on fixed interest rates as at 31 March 
2019, and interest costs on these loans are not affected by short-term fluctuations in 
base and LIBOR rates.  Over the 30 years of the plan, the all-in rate of borrowing, 
including margin is projected to rise from 2.8% in year 1 to 4.1% in year 5. The all-in rate 
rises to 5.0% by year 30, due mainly to the assumption that, although interest rates are 
unlikely to rise above 3.5%, new funding would be subject to a higher margin of 1.5%, 
which is in line with Link Group projections. 
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The plan requires new loan funding of £3.3M over the 30 years on a revolving credit facility 
basis, all of which has been budgeted at an all in rate of 5.00%. The total requirement for 
new funding has decreased by £2.7M from the 2018/19 30 year plan.The loan balance at 
the end of the 30 year plan is £0.0M (2018/19 30 year plan £3.0M). 

 
  
7.8 Development/Acquisition Programme and Service Contract income 

 
A budget of £600k spread over 3 years was set for the purchase of new Access 
Ownership properties in the 2018/19 30 year business plan. It is forecasted that by 31 
March 2019 £300k will be expended. The remaining £300k is budgeted to be used in 
2019/20 and 2020/21. The funding is from the revolving credit facility agreed with Link 
Group which is in place until December 2022. 

 
Opportunities for further acquisitions or development will be considered individually and 
assessed against Horizon’s financial position at the time. 

 
2019/20 is the final year of the Care and Repair Contract North Lanarkshire and the 
budget assumes that the contract will be at the existing rate of £232k per annum. A new 
contract has been budgeted from 2020/21, assuming a 2.5% increase on the contract 
value if North Lanarkshire Council approves a modest increase on the fee payable by 
the client. If this increase is not permitted, then a contract income increase of 4.9% 
would be required. 

 
 
7.9 Asset Management 

In order to meet our objectives, our Asset Management Strategy is not just a framework 
for making investment decisions but a comprehensive document providing a clearer 
understanding of our stock characteristics including:  
 
• Condition  
• Energy Efficiency 
• Neighbourhood satisfaction levels 
• Net present value  
• Return on investment 

 
Planned Maintenance costs in year 1 reflect a detailed programme formulated by the 
Asset Management team (see Appendix 8). Years 2 to 5 is a programme primarily based 
on expected component lives, but also including specific known replacements, that are 
already programmed. 

 
Years 6 to 30 reflect the updated life cycle costs generated from the stock condition 
surveys carried out by the Horizon Asset Management team. A rolling programme of 
surveys has been established and the sample of 55% properties surveyed to date has 
been used to extrapolate the life cycle costs across all the housing stock for 30 years. 
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Years 1 and 2 include a 2-year programme, amounting to £230k in total, to install 
interlinked smoke and CO2 alarms in all properties to meet anticipated new legislation, 
which is additional to the life cycle costs generated by the surveys. 

 
The reactive maintenance budget has been increased by 5.2% or £28k overall, 
compared to the 2018/19 budget.  This is to account for a general inflationary increase, 
as well as reflecting contract prices for cyclical maintenance costs.  In addition, 
increases to specific improvement projects, such as landscaping and refurbishment. 
 

7.10 Resources 
 

Staffing structure and resources have been reviewed in the plan period in line with 
business plan objectives and priorities to ensure the actions and targets are supported 
by the necessary resources. 

 
Salaries before employer NI and pension costs have been budgeted in year 1 to inflate 
overall by 2.5%. Years 2 to 5 assumes an inflationary increase of 2.5% and from year 6 
onwards 2.0% in line with Link Group. 

 
In the 2015 SHAPS triennial valuation, the deficit contributions were calculated to 
eradicate the scheme deficit by February 2022.  However, taking a more pessimistic 
approach, the 30-year plan assumes that pension deficit payments will continue until 
2025/26, year 7, of the plan, increasing by 3% per annum. This is based on the period 
required for pension deficit contributions to pay off the pension provision shown in the 
balance sheet of £1.0M.  

 
 
7.11 Efficiency  

 
Horizon will continue to keep under review its organisational and service delivery 
structures, service level agreements and contracts such that it can operate as efficiently 
and effectively as possible; and deliver value for money for tenants and other 
stakeholders. Part of this is to ensure that we work effectively in the group structure, 
seeking opportunities from joint procurement, cross fertilisation of knowledge and skills, 
and a shared approach wherever possible and appropriate. 
 
In 2019/20 a review of the Estates Caretaking Service was undertaken, and 
recommendations to improve its value for money and service delivery will be 
implemented in 2019/20.  A review of the structure and role of the Customer Services 
Team began in 2018/19 and is due to complete in the first quarter of 2019/20. This is key 
to ensuring that our customer service delivery is effective and delivers value for money. 
 
The 3 year Link Property Service Level Agreement was reviewed in 2018/19 and 
continues to deliver value for money. It is next due for review in 2022/23, but will  be kept 
under review to ensure its performance, charging structures and prices are competitive 
with comparators in the market.   
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The assumptions on costs for Link Group services have been reviewed to take into 
account changes in services received and required. This includes Finance, HR and 
ICT&D (Information, Communication, Technology & Digital) ICT services requires 
additional investment across the group in order to implement three major change 
projects, part of a group-wide ICT strategy to meet the needs of current and future 
operations.   
 
 

7.12 Sensitivity Analysis  

Several key assumptions have been made in this financial plan to estimate the impact of 
social security changes and other economic factors and these are considered at this 
stage to be sufficiently prudent and sensible. The model has nevertheless been “stress 
tested”, varying several key assumptions to identify the factors presenting greatest risk 
and a sensitivity analysis produced at Appendix 9 to accompany the 30-year plan.      

 
The purpose of sensitivity analysis is to carry out a risk assessment and for the  
organisation to be aware of the impact of certain events possibly happening e.g.  
increases in interest rates, and to consider the strategies required to mitigate these risks. 
The principal financial risks are considered to be:  

 
• Increases in interest rates  
• Decrease in inflation  
• No rent increase at all are applied in years two to five 
• Management and maintenance costs rise by more than inflation 
• Real rent decrease of 1% in years two to five,  
• Demand for properties is weak and void levels increase.  
• A very high level of bad debts is experienced  
• Continuing pension scheme deficit payments 

 
The sensitivity analysis generates a series of “what if” scenarios. The scenarios have to 
be a realistic assessment as there is a danger to tend towards undue pessimism by 
combining the impact of more than one sensitivity and some sensitivities are to some 
extent mutually exclusive. For example, if interest rates rise then in most economic 
theories inflation will also rise so it would be inappropriate to combine a scenario of low 
inflation and high interest rates.  
 
Eleven sensitivity analyses have been run. The sensitivities are:  

 
• Loan interest rates increasing by 3% 
• Inflation is reduced to 1%  
• Running costs, including management and maintenance increase by 1% above 

inflation 
• No rent increases are applied in years two to five 
• A real rent decrease of 1% in years two to five 
• Voids increase to 7%  
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• Bad debts increase by 5%  
• Pension scheme deficit contributions continue for 30 years 
• Level of Bad Debt required to breach loan covenant 
• Impact of a 2.0% increase in mainstream rent. 
• Impact of a 2.4% increase in mainstream rent. 

 
The results of the sensitivity analyses are compared against the impact on Horizon’s 
Interest Cover ratio, cash balances and Ordinary Activities Surplus to Turnover ratio. 
 
The sensitivities are calculated with no other adjustments being made to the plan e.g. 
reduction in costs in the event of a rent freeze or decrease or a higher rent increase in 
the event of increased costs. The purpose of this exercise is to identify the factors to 
which the financial plan is particularly sensitive in order to give an indication of the 
impact and the actions that would be required to manage these risks.  
 
Whilst interest cover is of significance in terms of loan covenants, it does not give the 
whole story. Cash balances are arguably the more obvious and easily understood 
indicator of stresses in the business plan model, and these are also highlighted. The 
scenarios have been ranked according to the level of cash shortfall at year 30. 

 
As can be seen, all but three of the scenarios result in a cash shortfall, however the 
impacts vary in scale. 

 
 
7.13 Sensitivity Rankings  
 

1. The most significant result is where Running costs increase by 1% more than 
inflation resulting in a cash shortfall of £22.8m by year 30, but this takes longer to 
take effect, with cash running out after year 10. 
 
Potential mitigating action: review our running costs, potentially cut back on 
management costs, consider procurement of longer term contracts or alternative 
suppliers, and consider an above inflation rent increase. 
 
Timescales: could be built into budget for Year 2. 
 

2. Where there is a real rent decrease in years 2 to 5, the loan interest covenant is 
breached from year 5 onwards. There is also a cash shortfall from year 10, 
amounting to £14.7m by year 30. This is hopefully an unlikely scenario in Scotland, 
but this would require a radical approach to cost management.    
 
Potential mitigating action: review our running costs, could consider service levels 
being reduced (e.g. reducing planned maintenance or not self funding adaptations). 
 
Timescales: could be built into budget for Year 2 onwards. 
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3. No rent increases in years 2 to 5 has the next most significant impact on the 30-
year plan, with a cash shortfall of £9.6m by year 30. This scenario does illustrate a 
real threat to the organisation, where the pressure to keep rents at an affordable 
level for tenants, in the face of social security changes, whilst maintaining services, 
is a very real dilemma.  
 
Potential mitigating actions: This option is likely to be within the control of the 
organisation, therefore if Horizon wanted (or needed) to impose a rent freeze for 4 
years, the necessary cost efficiencies and funding requirements would have to be 
built into the financial plan to support this strategy. 
 
Timescales: could be built into budget for Year 2 onwards. 

 
 
4. If the level of annual Bad Debt increased to 8.8% of rental income this would result 

in a breach of the loan covenant in year 1. This illustrates the importance of keeping 
rents at a sustainable level for tenants. 

 
Potential mitigating actions: review rent levels, rent collection efficiency, 
strategies ot sustain tenancies and increase welfare advice resources. 

 
Timescales: could be built into budget for Year 2 onwards. 

 
5. Voids increasing to 7% from the 2% included in the 2019/20 plan results in a cash 

shortfall of £4.5m by year 30. This scenario also reflects the potential impact of 
properties no longer being suitable or affordable to tenants. 

 
Potential mitigating actions: more likely at a local level rather than globally across 
stock, robust asset management strategy, review processes, consider disposals of 
hard to let properties.  

 
Timescales: could be built into budget for Year 2 onwards based on information 
provided by asset management. 

 
 
6. If the pension deficit contributions were to continue over 30 years instead of 

coming to an end in year 7 this would result in a cash shortfall of £3.2m. This 
scenario reflects the importance of monitoring the funding level of the SHAPS 
defined benefit pension scheme. 

 
Potential mitigating actions: currently the Pensions Trust has a target of full 
funding by 2022.  Should the liabilities substantially increase we would take advice 
form external advisers as to whether Horizon should exit the scheme.   

 
Timescales: dependent on time to achieve advice: a managed exit is likely to take 
up to two years from point of decision. 

 
7. Loan interest rates increased by 3% for 30 years results in a cash shortfall of 

£2.5m by year 30. If interest rates were 3% higher over the long term, it is likely that 
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inflation would also follow a similar trend and therefore higher rent increases would 
be applied to mitigate this scenario. 

 
Potential mitigating action: consider above inflation rent increases and review 
management costs. 

 
Timescales: could be built into budget for Year 2 onwards. 

 
 

8. Bad Debts increasing to 5% from the 0.5% included in the 2019/20 plan results in 
a cash shortfall of £1.0m by year 30. This scenario also reflects the potential threat 
to the organisation of rents no longer being affordable to tenants. 

 
Potential mitigating actions: review rent levels, rent collection efficiency, 
strategies ot sustain tenancies and increase welfare advice resources. 

Timescales: could be built into budget for Year 2 onwards. 

 
9. CPI Inflation decreasing to 1% year on year and being reflected as the annual rent 

increase over 30 years results in a reduction in cash balance of £2.5m by year 30. 
 

Potential mitigating actions: this will be reflected in costs, review and implement 
cost control measures, reducing discretionary costs. 

 
Timescales: could be built into budget for Year 2 onwards. 

 
 

10. A mainstream rent increase of 2.0% results in a reduction in cash of £0.3m 
compared to the 2019/20 plan 30-year balance of £3.8m.  

 
Potential mitigating actions: review costs and decide which services to reduce in 
order to bring surplus % of turnover back to 5%. 

 
. Timescales: build into Year 1 budget. 
 

11. A mainstream rent increase of 2.4% results in an increase in cash of £0.3m 
compared to the 2019/20 plan 30-year balance of £3.8m.  

 
 
It can be seen though that the financial plan is, not surprisingly, most sensitive to above 
inflation increases in costs and reductions in rental income, and to enable sustainable 
rents, these are areas that must be kept under review.  
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 APPENDIX 1: HORIZON’S OUTCOMES IN RELATIONSHIP TO SCOTTISH GOVERMENT NATIONAL OUTCOMES AND 
NATIONAL HEALTH AND WELLBEING OUTCOMES 

 
Horizon’s desired outcomes Scottish Government National outcomes 

(5,6,7,8,9,10,11,13,15) 
National health & wellbeing outcomes 
(nos. 1,2,4,5,6) 

  

Disabled and older people can become or 
remain active players in inclusive communities. 

 Tenants and owners have well designed and 
maintained homes and environments where 
they feel safe and secure. 

Tenants maintain their tenancies and get the 
help they need to manage challenges and 
change. 

Disabled and older people are able to live 
independently in homes adapted to enable this.  

Disabled people have choice and control 
about where and how they live. 

Tenants, staff, Board and volunteers fulfil their 
potential to succeed as contributors to 
organisational, community and personal 
development.   

 
Our children have the best start in life and are 
ready to succeed. 
We live longer, healthier lives. 
 
We have tackled the significant inequalities in 
Scottish society. 
We have improved the life chances 
for children, young people and families at 
risk. 
 
We live our lives safe from crime, disorder 
and danger. 
We live in well-designed, sustainable 
places where we are able to access the 
amenities and services we need. 
 
We have strong, resilient and 
supportive communities where people take 
responsibility for their own actions and how 
they affect others. 
We take pride in a strong, fair and 
inclusive national identity. 

 
People are able to look after and improve 
their own health and wellbeing and live in 
good health for longer 
 
People, including those with disabilities 
or long-term conditions, or who are frail, 
are able to live, as far as reasonably 
practicable, independently and at home or 
in a homely setting in their community 
 
People who use health and social care 
services have positive experiences of 
those services, and have their dignity 
respected 
 
Health and social care services are 
centred on helping to maintain or improve 
the quality of life of people who use those 
services 
 
Health and social care services contribute 
to reducing health inequalities 
 
People who provide unpaid care are 
supported to look after their own health 
and wellbeing, including to reduce any 

http://www.gov.scot/About/Performance/scotPerforms/outcome/children
http://www.gov.scot/About/Performance/scotPerforms/outcome/healthier
http://www.gov.scot/About/Performance/scotPerforms/outcome/inequalities
http://www.gov.scot/About/Performance/scotPerforms/outcome/childfamilies
http://www.gov.scot/About/Performance/scotPerforms/outcome/crime
http://www.gov.scot/About/Performance/scotPerforms/outcome/susplaces
http://www.gov.scot/About/Performance/scotPerforms/outcome/susplaces
http://www.gov.scot/About/Performance/scotPerforms/outcome/communities
http://www.gov.scot/About/Performance/scotPerforms/outcome/natidentity
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Our people are able to maintain 
their independence as they get older and are 
able to access appropriate support when they 
need it.  

negative impact of their caring role on their 
own health and well-being 
 

 
 
  

http://www.gov.scot/About/Performance/scotPerforms/outcome/indLiving
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APPENDIX 2:   

PROPERTIES, SERVICES, PEOPLE AND ORGANISATIONAL STRUCTURE 

1. Properties owned and in management 
Property tenure and 
management 
arrangement 

Numbers Key features 

Social rented homes – 
self contained:  

1 – 5 bedrooms 

 

 

794 12 local authority areas 

25% designed to wheelchair user 
standard 

Inclusive design of homes and 
neighbourhoods 

Comprehensive housing management, 
welfare rights and maintenance services. 

Includes 1 purchased under A/O scheme 

Supported housing: 

Non-self-contained i.e. 

shared 

11 

  

Subject to lease or management 
agreement with care and support 
providers. (44 bedrooms) 

Residential care home 1 Leased to Capability Scotland (20 
bedrooms) 

Shared ownership homes 19 Limited management and maintenance 

Access Ownership 8 owned 

8 managed 

 

Services menu up to comprehensive 
housing management, welfare rights and 
maintenance services; 8 units managed 
on behalf of Link 

Shared equity & other 
factored homes 

34 Estate and communal areas 
maintenance services  

Total homes in 
management  

866 867, excluding Livingston office  
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Offices 3 1 x Livingston office, wholly owned 

2 flats let as offices to support providers 

[Office space rented in Link’s 
Cumbernauld office for Care &Repair] 

 

2. Services provided as commissioned fixed term contracts 
 
Contracted 
services 

People 
served 

Contract 
period 

Key features 

Sense 
Reprovisioning 
Project 

4 Nov 18 – Nov 
21 (then yearly 
thereafter) 

2 properties leased from 
Sense.  Management and 
Maintenance Services. 

North Lanarkshire 
Care & Repair 

2500 per 
annum 

 

1 April 2015 – 
31 March 2018 

Extended to  31 
March 2020 

Small repairs & handyperson 
services 

Volunteer service 

Total customers c 2504   

 

3 People 

Current employees 
or secondees  

Numbers 

 

Service Location/office base 

Employees  33 

(31.8 FTE) 

Landlord 
services 

 

Livingston 

Employees – 
trainees/apprentices 

3 Landlord 
Services 

1 x Livingston, Modern 
Apprentice 

1 x Apprentice Painter 

1 x Trainee Caretaker 

Seconded from Link 
Group 

4 North 
Lanarkshire 

Cumbernauld 
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Care & 
Repair 

Seconded from Link 
Living 

1  

(0.6 FTE) 

North 
Lanarkshire 
Care & 
Repair 

Cumbernauld 

Total staff managed 41 (39.4 
FTE) 

  

Board 14 N/A N/A 

Volunteers 14 North 
Lanarkshire 
Care & 
Repair 

Cumbernauld 

(covers North Lanarkshire) 
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4.  Organisational structure The organisation structure chart proposed for Year 1 of the plan period is shown below:  
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Horizon Housing Association Organisational Structure 

      

    

 

   

Interim Managing Director  
Isla Gray 

Interim Operations Director  
Sharon Brady-Wardrope 

Interim Asset 
Manager  

Emma Wilson 

 

 

Housing Communities 
Manager  

Elaine Whyte 

 

 

Corporate Services 
Manager  

Fiona Hoffie 

Asset Planning 
Officer  

Graeme 
Swanson 

 

Property 
Services  

John Bell 

Kelly McGahan 

 

Finance 
Officer 

Audrey 
McPherson 

Finance 
Officer 

Dawn McInally 

 

 

 

 

 

Business 
Services 

EA to MD 
Michelle Proust 

Corporate 
Services 
Coordinator 
Annemie Breesch 
 

Modern 
Apprentice  
Abigail Scott 

 

 

 

 

Housing 
Officers 

Alexa 
Thomson 

Michelle 
Higgins 

Christina 
Johnston 

Yvonne 
Longwill 
Temp) 

 

 

 

 

 

Tenancy 
Sustainment 
Officer 

Vikki Sayers  
 

Tenancy 
Sustainment 
Assistant 
Fern Marshall 

 

 

Care and Repair 
North 
Lanarkshire 
 
Care & Repair 
Coordinator 
 
David McQuade 
 
Small Repairs 
Officer  
 
Mark Campbell 
Hugh 
McDermott 
George 
Schoneville 
 
Small Repairs 
Assistant  
 
Alan 
Cuthbertson 
 
 
 

Painting Team  

Graeme Laing 

Brian Rooney 

Connor Scott 

 

 

Estates Supervisor 
 

David Peel 
 

Estates Caretaker 
Jamie Kirkland 
Mike Dooley 

Tommy Keane 
Thomas O’Hear 

All posts are shown as Full time 
equivalent. 

  

Customer Services Team 

Alastair Burke, Becky Tennant, Gail 
Harkins, Sharon Snedden, Sonia Silver 

Maintenance 
Team 

Allan McGarva 

Stan Elliot 

 

 

 

Project Officer 

Samantha Buggy 
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APPENDIX 2b:  DEVELOPMENTS 

 

City of Edinburgh GYLE Mid Gogarloch Syke All 5-14 EH12 9JW 

GYLE (Shared Owners) 1/1-1/6, 2/1–2/4, 3, 12, 13, 14 EH12 9JW 

City of Glasgow Council  CARNTYNE 
Myreside Gate All 1-25 

Odd 43-89 
G32 6DN 

MARYHILL Campbell Street 35,47,51 

37 & 49 - 1/1-2/2 
G20 0PB 

MARYHILL Gillhill Street No 2 Only G20 0NQ 

MARYHILL Sandbank Street 204 and 260 G20 0NQ 

POSSILPARK Ashfield Street Odds 77 & 79 G22 5SH 

POSSILPARK Closeburn Street Odds 75-93 G22 5SJ 

POSSILPARK Denmark Street Evens 180 & 182 G22 5SS 

POSSILPARK Ashfield Street Odds 81-89 G22 5SH 

POSSILPARK Denmark Street Evens 184-192 G22 5SS 

POSSILPARK Mansion Street Evens 120-146 G22 5LL 

RUCHILL Hugo Street No 2 only G20 9PS 

RUCHILL Ruchill Place 2, 8, 22 G20 9PR 
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RUCHILL Ruchill Street 98, 100, 108, 118, 120 G20 9PQ 

East Ayrshire Council  KILMARNOCK Waddell Court All 1-27 KA3 2EB 

KILMAURS Ladeside Gardens All  KA3 2TY 

East Renfrewshire Council  GIFFNOCK Maryville Gardens All 1-17 G46 7AY 

Falkirk Council  BONNYBRIDGE 
Barleyhill Main Street No 2 only FK4 1AH 

CARRONSHORE Dock Street 22, 24,26 FK2 8HG 

DENNY McTaggart Avenue 11-31 FK6 6EW 

DENNY (Shared Owners) 32-37 FK6 6EW 

DENNY Malloy Court All 1-10 FK6 6EG 

FALKIRK Castings Avenue Evens 34-44 FK2 7BJ 

FALKIRK Mandela Avenue Evens 4-12 FK2 7BE 

FALKIRK Williamson Place All 1-20 FK2 7PF 

REDDING Meadowbank Street 10,11,12,14 FK2 9XE 

STENHOUSEMUIR Christie Terrace All 1-17 FK5 4NY 

STENHOUSEMUIR Sutton Park Crescent No 1 only FK5 4DB 

 

Fife Council  COWDENBEATH School Street Some 6-35 KY4 8LT 
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DUNFERMLINE Golfdrum Street Evens 8-32 KY12 8EB 

DUNFERMLINE (Shared Owners) Evens 34-42 KY12 8EB 

DUNFERMLINE Inglis Lane All KY12 9DP 

KELTY John Smith Place All 4-21 KY4 0NL 

KELTY John Smith Place Sense 23 KY4 0NL 

KELTY Keltyhill Road No 36 KY4 0AM 

KINCARDINE Donaldson Court All 1-15 FK10 4NJ 

North Ayrshire Council  ARDROSSAN 
School Place All 1-25 KA22 8PU 

KILWINNING Millside Gardens All 1-35 KA13 7HY 

North Lanarkshire AIRDRIE 
Henderson Street Evens 58 &60 

Odds 53-87 
ML6 6AS 

AIRDRIE 
(Shared Owners) 52,54 and 56 ML6 6AS 

COATBRIDGE John Smith Gardens All 1-29 ML5 4QB 

KILSYTH Archway All 1-30 G65 0HD 

WISHAW Graham Street Evens 72-84 ML2 8HR 

WISHAW Shand Street Odds 55-63 ML2 8BX 
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Renfrewshire Council  ERSKINE Mainshill Avenue All 1-12 PA8 7JR 

ERSKINE Mainshill Gardens Evens 2-24 PA8 7JS 

ERSKINE Rashielee Drive Evens 10-52 PA8 6HS 

JOHNSTONE Swallow Drive All 2-22 PA5 0SS 

PAISLEY Lauren Way All 1-15 PA2 9JW 

RENFREW Clark Street Evens 20 – 40 PA4 8JZ 

RENFREW Victoria Drive West Even 4 – 12 PA4 8EN 

WALLACE COURT Wallace Court 191 Main Road PA5 9ES 

South Lanarkshire Council  BLANTYRE Calder Street Evens 142-148 G72 0AZ 

BLANTYRE Glasgow Road Odds 265-283 G72 0YS 

BLANTYRE Stonefield Road Odds 1-7 G72 9PQ 

BLANTYRE Valerio Court Evens 2-20 G72 0AR 

BLANTYRE Tennyson Gardens All G72 0BE 

BLANTYRE Winton Crescent 34 E-H G72 0BH 

BLANTYRE (Shared Owners) 34 A-D G72 0BH 

EAST KILBRIDE Cheviot Crescent 4 G75 9GA 

EAST KILBRIDE Pentland Road 15 G75 9GF 
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West Lothian Council  BOGHALL 
Charles Crescent 100 and 102 EH48 1JH 

BLACKBURN Elm Grove Evens 2-18 EH47 7QF 

BLACKBURN Rowan Drive Odds 245-269 EH47 7QE 

BLACKBURN Rowan Drive 271-293 EH47 7PX 

BLACKBURN Elm Court All 1-4, 65-68 EH47 7PR 

CRAIGSHILL Etive Walk 23, 30, 39 EH54 5AB 

CRAIGSHILL Almondbank Drive 1, 2, 3, 4 EH54 5JU 

FAULDHOUSE Cadell Place All 1-16 

Evens18-38 
EH47 9AR 

LIVINGSTON South Park Place 30 & 32 EH54 6FG 

LIVINGSTON St Enoch Crescent 19, 26, 33 EH54 8FD 

STONEYBURN Foulshiels Road All 2-24 EH47 8BS 

WHITBURN Loch Linnhe Court All 1-30 EH47 0PR 

WHITBURN McMartin Court All 1-41 EH47 0HY 

WINCHBURGH Craigton Court All 1-12 EH52 6SB 

 

PLUS 16 DISPERSED PROPERTIES PURCHASED UNDER ACCESS OWNERSHIP SCHEME IN: 
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Edinburgh, Glasgow, Perthshire, Falkirk area, East Dumbartonshire, North Lanarkshire, South Lanarkshire, Ayrshire, 
Clackmannanshire, West Lothian 

Plus 2 leased properties from Sense in North Lanarkshire and South Lanarkshire. 
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APPENDIX 4:  COMBINED SCOT ANALYSES 
ORGANISATIONAL 
Strengths 

• Small organisation  
• Part of Link and committed to 

maximising benefits 
• Responsive/agile – able to use small 

size to advantage 
• Know tenants – not just ‘a number’ 
• Skilled and confident staff 
• Culture – ‘Family’ atmosphere 
• Very strong values base 
• Leadership across the organisation 
• Performance standards 
• Support to individual tenants – 

sustainability 
• Tenancy and Property Services, Care 

& repair, Access Ownership - 
demonstrable outcomes 

• Cross tenure expertise in homes and 
services for older & disabled people – 
rent and ownership 

• Surpluses 
• Rent collection levels 
• Access to services for tenants from 

Link Group – Money Advice/Welfare 
Rights 

• Asset Management development – 
symbiotic relationship with Link 
Property  

• Good quality well maintained housing 
• Demand for stock is high  
• Specialist expertise acknowledged in 

the sector and by government  
• Track record in person centred 

service delivery 
• Connected to growth areas in relation 

to health & social care 
• Horizon staff are “doers” – culture of 

empowering staff to ‘do the right 
thing’ 

Challenges 
• Small organisation, growth potential 

but opportunities constrained  
• Part of Link – constraints and 

compromises in being part of a larger 
group 

• Dispersed stock  
• Lot of local authorities to deal with 
• Lack of opportunities for promotion 

within Horizon. Need different 
approach to developing tomorrow’s 
leaders 

• Demonstrating value of money  
• Cannot satisfy demand for accessible 

and adapted homes 
• Lack of representation in local 

communities and fora  
• Maximising cross group working to 

benefit tenants and offer local 
services, without reduction in services 
which understand and respond to 
needs of disabled tenants and support 
providers 

• Delivery of more effective/better value 
for money landscaping and estates 
caretaking services  

• Enabling capacity and resources for 
development and influencing work  

• Development needs unmet (people) 
• No strategic growth targets related to 

service growth e.g. via Link’s 
development programme 

• West Lothian Development Alliance – 
capacity to benefit from Mutual 
Development Agreement. 

• GDPR introduction 
• Managing organisational change 

Opportunities Threats 
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• Scottish Government new homes 
commitment 

• EHRC inquiry & accessible housing 
group, linked to 

• Horizon research projects – lobbying 
and influencing  

• West Lothian Development Alliance 
activity 

• Working with Link subsidiaries more 
closely on policy and service 
development  

• Care & Repair – social enterprise 
development 

• Health & Social Care integration – 
delayed discharge, adaptations and 
other priorities 

• Work with others for no cost – other 
RSL funded projects. 

• Offer services at no cost as “pump 
prime” 

• Volunteer development 
• Great staff potential 
• Investment for future growth 
• Link our own strategic growth targets 

to those of the Link Group 
• Technological Developments 
• Increasing outsourcing 
• Growing need – e.g. older people 

 

• Social Security Changes –Universal 
Credit, social security cuts 

• Public service cuts  
• FOI extension 
• Reduced Care & Repair contract 

funding/loss of contracts 
• Lack of sufficient evidence of social 

impact 
• ICT strategy and projects not 

delivered or delayed or not fit for 
Horizon’s purposes –impacts on 
efficiency 

• Brexit – impacts on inflation, rising 
costs, uncertainty, availability of cost 
of loan finance 

• Regulation change leading to higher 
costs 

• Increasing demands without extra 
resources 

• Competition 
• Time/energy of Board members to 

manage and respond to opportunities, 
challenges and threats 

• Delay in recruiting to permanent MD 
post 

• Retirement of Link CEO – culture shift 
to centralised/command & control vs 
decentralised, enabling and 
empowering 

 
 
In relation to working across Link to support and encourage provision of wheelchair 
accessible homes  
Strengths 
HHA Knowledge and needs and demands 
for accessible housing and networks 
Great expertise 
Link’s experience / deliverability 
Funding assurance green light 
More social and affordable houses.  

Challenges 
Persuasion 
Re-framing 
Getting our message across at Board level 
[Horizon’s objectives on wheelchair standard 
housing]  
Increasing understanding of long-term benefits 
of inclusion in design 
Goal congruence 
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Strength of Link Group development 
programme – forward programme at 205 
W/C plus amenity based on current plans 
Programme includes other tenures – MMR 
and shared equity 
Relationships with local authorities 
Relationships with builders / employability 
Economies of scale – costs etc 
A large development programme – large 
volume 
Inclusive design team 
Group wide core services provided at low 
central recharge 
Technology project group-wide: use of 
technology to support more efficient 
working 
Learning across the group to drive best 
practice and improvement in service 
delivery 
Group finance for access ownership 
programme 

Group Treasury Management  
Finding the right channels in which to exert 
influence 
Constraints of governance – is the structure 
right? 
More joint work needed on understanding and 
demonstrating vfm across the group 
Asset value not fully understood across the 
group  - currently by individual RSL 
Integrated housing management and 
maintenance services only at subsidiary level 
Operationally difficult to resource Horizon 
‘presence’ at all working groups 
Shared services approach not developed 

Opportunities 
More stock for Horizon to manage – 
increased income and services for tenants 
Scope for more efficient housing 
management across the group 
Scope to use Link for planned maintenance 
if vfm including tenant satisfaction 
demonstrated 
Increased accessible housing 
Think of new creative ways of influencing 
at different levels 
Getting Horizon’s voice heard at beginning 
of decision making on development 
Better relationships/inclusive governance 
Relationships within tenancy services 
subsidiaries strong and growing 
Ageing population – need and demand is 
HUGE 
Availability of grant for higher space 
standards 
Increase in profile and awareness 

Threats 
HHA credibility at stake  
Stage 3 adaptations - funding plateau 
Link - lack of impact and opportunity planning 
on whole business vis-a-vis scale of growth  
Link is over-exposed/ over-secured / burdened  
Rent affordability / security requirements and 
rent levels – cash flow 
Housing demand in Year 5 isn’t as projected 
now  
Risk of mixed messages/double standards from 
Link in terms of providing and promoting homes 
for wheelchair users 
Volume vs specialism, 
Government policy changes 
Tokenism 
People think ‘It’s too complicated’ 
Protecting Horizon’s agility and responsiveness 
as a small organisation – as part of a larger 
group 
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H&SCI – housing contribution / delayed 
discharge 
Group Treasury Management – conditions 
for pooling some security 
Increasing campaigning 
IDT provides potential in innovation and 
growth in initiatives for older and disabled 
people – scope for alternative social 
enterprise if feasible with joint working 
Scot Govt Fairer Scotland commitments – 
ensuring LAs set realistic targets for 
wheelchair accessible homes 
EHRC Inquiry – influencing Scottish 
Government – national interest / looking for 
response 
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