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Introduction from Craig Russell, Head of Housing 
 

I’m pleased to introduce Horizon’s annual performance report which has information on 
how well we delivered our services during 2019/20 against the standards set out in the 
Scottish Social Housing Charter (the Charter).   

The Scottish Housing Regulator (SHR) expects all Scottish social landlords to publish a 
report for their tenants giving details of how they have performed – both in their own 
right and in comparison, to others - as well as setting out plans to improve areas of 
service where we performed less well. 

Interested in finding out more?   

You can find out about the Charter  at  https://www.gov.scot/publications/scottish-
social-housing-charter-april-2017/  and  visit the SHR website to find out more  about 
Horizon and how we compare with other landlords 
https://www.housingregulator.gov.scot/landlord-performance 

 

The ratings 
(compared to our 
performance 
2018/19) 

We’ve included our peer group performance as well as the 2019/20 Scottish average, 
which is the average performance of all Registered Social Landlords (RSLs) and local 
authorities (total of 186).  The peer group we have chosen is medium-sized housing 
associations who, like us, have stock in towns and cities.  

 

  

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

https://www.gov.scot/publications/scottish-social-housing-charter-april-2017/
https://www.gov.scot/publications/scottish-social-housing-charter-april-2017/
https://www.housingregulator.gov.scot/landlord-performance


 
Access to housing 
 

We re-let 50 (6%) properties in 2019/20, compared with 47 the previous year.  A 
quarter of these lets were made to homeless applicants. We also facilitated 9 mutual 
exchanges which is where you can swap or exchange your home with another tenant, 
either within Horizon or with another social landlord. 
Overall satisfaction with our services has improved compared to the previous year. 

We have a very low turnover of properties and only 6.68% of our properties became 
vacant last year, compared to the Scottish average of 8.42%. We had no evictions, which 
indicates our positive approach to tenancy sustainment and support. 

Our Tenancy Sustainment team supported 164 tenants during 2019/2020 with a wide 
range of issues, such as claiming Pension Credit, Attendance Allowance and Personal 
Independence Allowance as well as charity applications. This resulted in a total of 
£280,486 additional money for tenants. 

Indicators Horizon 
2018/19 

Horizon 
2019/20 

Peer 
Group 

Scottish 
Average 
 

How 
are we 
doing? 

Percentage tenants satisfied with 
overall service provided by 
landlord 

88.87% 94.53% 92.10% 89.19% 
 

Percentage tenants who feel 
landlord is good at keeping them 
informed about services and 
decisions 

92.39% 92.39% 96.19% 91.98% 
 

Number of Stage 1 complaints 173 178 N/A N/A  
Stage 1 complaints average time 
to respond (days) 

N/A 2.27 2.40 4.81 
 

Number of Stage 2 complaints 9 23 N/A N/A  
Stage 2 complaints average time 
to respond (days) 

N/A 14.78 14.34 17.91 
 

New tenancies sustained for one 
year or more 

96.08% 97.87% 92.36% 89.14% 
 

Percentage of properties that 
became vacant in year 

5.92% 6.68% 6.78% 8.42% 
 



 
Indicators Horizon 

2018/19 
Horizon 
2019/20 

Peer 
Group 

Scottish 
Average 
 

How 
are we 
doing? 

Average days to complete 
approved applications for 
adaptations 

49.56 26.19 37.39 41.50 
 

 

Complaints 
All complaints are dealt with in line with the Scottish Public Sector Ombudsman (SPSO) 
complaints procedure.  Stage 1 complaints should be dealt with within 5 working days 
and a Stage 2 complaint, where the issue is complex and requires investigation, should 
be dealt with within 20 working days. In 2019/20 we exceeded our response targets 
with an average response time for Stage 1 complaints of 2.27 days, and 14.78 days for 
Stage 2 complaints. 

178 Stage 1 complaints were received in 2019/20 compared to 173 in 2018/19.  The 
majority of Stage 1 complaints related to reactive repairs service (70%).  In particular, 
recurring issues relating to repairs and tenants being less than happy with the length of 
time to complete work and/or work not being done right first time.  Planned 
maintenance complaints also accounted for 12% of complaints. 

We’ve taken a number of actions as a result of the complaints we received, to prevent 
them happening in the future and these included: 

• Moving from poor performing contractors which has increased satisfaction and 
performance and we now have more regular discussions with contractors to 
raise any issues of concern 

• Refreshing staff training on voids and reactive repairs procedures 
• Encouraging staff to take ownership of complaints and follow-up on actions 
• Improving communication with tenants through better use of diary reminders 

and more use of shared inboxes so that colleagues can cover for each other 
during absences 

• And our repair satisfaction surveys are now being sent by text which provides 
better response rates and more immediate feedback on picking up issues as 
soon as possible. 
 



 
23 Stage 2 complaints were received in 2019/20, considerably more than the 9 received 
the previous year.  Several issues were due to delays in contractors getting specialist 
parts and the rent restructure and review of factoring charges also resulted in several 
escalated complaints. 

58% of Stage 1 and 48% of Stage 2 complaints were upheld in 2019/20 and this 
compares to 53% and 56% in the previous year.   

In 2020/21 improvements were made to our complaints’ handling procedures and 
reporting to meet the SPSO best practice and guidance. The emphasis continues to be 
resolving complaints at the front line and learning lessons to help us improve services. 

 
Feedback from tenants, communication and participation 
 

You told us you valued local community events, so we continued to host Tea in the Car 
Park and organized 11 events in the summer of 2019. Unfortunately, these events 
couldn’t take place in the summer of 2020 due to Covid-19. 

As part of the Link Group, we rolled out our new, free customer app, myHorizon. The 
app gives you the opportunity to manage information about your tenancy at any time. 
You can log repairs, check your rent account, register service requests and much more! 
120 tenants are already using the app for getting in touch with us and we hope to 
increase this in the year ahead. 

 

Indicators Horizon 
2018/19 

Horizon 
2019/20 

Peer 
Group 

Scottish 
Average 
 

How are 
we doing? 

Percentage tenants satisfied 
with opportunities given to 
them to participate in 
landlords’ decision making 

85.71% 85.71% 94.21% 87.21% 
 

 

 



 
About your home 
 

We invested over £649,000 to improve 562 (73%) properties. This year, our planned 
maintenance programme included 50 boiler replacements, 46 bathroom replacements, 
23 kitchen installations, and 22 new windows. We also upgraded 418 smoke alarms to 
new hybrid alarms. 

We carried out 3,529 repairs. We want to make sure everyone who has had a repair is 
able to share their views about this and this helps us identify areas we need to improve. 
To do this, we send tenants a survey through text, if we have a mobile phone number 
for you. Otherwise, we send the survey by post. We achieved 91.95% customer 
satisfaction with the repairs carried out.  

 

Indicators Horizon 
2018/19 

Horizon 
2019/20 

Peer 
Group 

Scottish 
Average 
2019/20 

How are 
we doing? 

Percentage properties 
meeting SHQS (Scottish 
Housing Quality Standard) 
year end 

100% 100% 98.13% 94.36% 
 

Percentage tenants satisfied 
with quality of home 

92.02% 92.02% 89.85% 87.15% 
 

Percentage tenancy offers 
refused 

16.07% 9.09% 26.05% 34.2% 
 

Average hours to complete 
emergency repairs 

2.15 1.81 2.18 3.64 
 

Average working days to 
complete non-emergency 
repairs 

4.41 5.42 3.50 6.43 
 

Percentage reactive repairs 
completed right first time 

96.81% 89.14% 93.92% 92.36% 
 

Gas safety regulations not met 0 0 9 496 
 

Percentage tenants satisfied 
with repairs service 
(tenant satisfaction survey) 

85.67% 91.95% 93.27% 91.33% 
 



 
Indicators Horizon 

2018/19 
Horizon 
2019/20 

Peer 
Group 

Scottish 
Average 
2019/20 

How are 
we doing? 

Percentage tenancy offers 
refused 

16.07% 9.09% 26.05% 34.20% 
 

 

We are aware our performance in completing repairs right first time has reduced.  This 
was partly because of the performance of one of our suppliers, so we decided to move 
to another supplier and are pleased that the new contract is working well. We expect 
this performance to improve again next year. 

 

Value for money 
 

In 2015, 57% of tenants thought our rents represented good value for money. This had 
increased significantly to 81% in 2020.  This is a great improvement but we recognise 
that we still have a way to go if we want to maintain and enhance our level of service 
and our investment in your homes. Our rents include the cost of maintaining our open 
spaces and cleaning our closes. Many other landlords add a service charges for this 
work.  

Indicators Horizon 
2018/19 

Horizon 
2019/20 

Peer 
Group 

Scottish 
Average 

How are 
we doing? 

Percentage tenants 
who feel rent for 
their property 
represents good 
value for money 

82.93% 81.25% 87.79% 83.56% 
 

 

Rents  

Rent is our main source of income. Our costs rise every year with inflation, and we don’t 
receive any subsidies from central or local government, so we need to make sure the 
rents we set enable us to keep delivering our services. 



 
Indicators Horizon 

2018/19 
Horizon 
2019/20 

Peer 
Group 

Scottish 
Average 
2019/20 

How are 
we 
doing? 

Percentage collected of 
rent due 

100.06% 102.56% 99.22% 99.30% 
 

Percentage gross rent 
arrears of rent due 

2.90% 4.08% 4.40% 5.81% 
 

Average management fee 
per factored property 

£79.68 £81.47 £92.47 £101.64 
 

Percentage factored 
owners satisfied with 
factoring service 

57.14% 26.67% 76.17% 66.84% 
 

Percentage of rent due 
lost through properties 
being empty 

0.33% 0.25% 0.26% 0.92% 
 

Average calendar days to 
re- let properties 

17.55 13.9 12.23 31.8 
 

 

Our gross rent arrears have increased from 2.09% in 2018/19 to 4.08% in 2019/20.  This 
was in part due to a change in our interpretation of how these should be calculated.  We 
closely manage our arrears performance and direct tenants for support where required 
from our Tenancy Sustainment Team. 

In addition, performance decreased primarily because of the increase in former tenant 
arrears (current tenant arrears increased only slightly from 3.37% to 3.51%).  

 

We were disappointed that satisfaction with our factoring service dropped so 
significantly.  This followed a review of our charges for the first time in many years and 
so we now recharge the actual cost to deliver the service, which was quite a bit higher 
than we had been charging.  This may have contributed to the poor satisfaction results, 
but we are also aware that our communication and our maintenance service for 
factored owners could be improved and we are working on this in 2020/21.  

 



 
We know many tenants face financial pressures, and we want to keep our rent as low as 
possible while still providing good quality services. 

It is positive that the gap between our rents and those of other social landlords across 
Scotland has reduced. This is mainly because in recent years our rent increases have 
been lower than average. It is also worth noting we don’t charge any service charges on 
top of our rents for things like communal cleaning, grounds maintenance and 
maintenance of adaptations while many other landlords do apply additional service 
charges. 

Size Our rent Scottish 
average 

Blackwood 
Housing 

Association 

Link Housing Larkfield 
Housing 

1 bedroom £81.72 £78.02 £95.38 £79.23 £60.79 

2 bedrooms £90.29 £80.10 £104.91 £90.79 £84.74 

3 bedrooms £96.62 £87.08 £117.20 £99.17 £98.17 

4 (or more) 
bedrooms 

£104.90 £98.18 £128.76 £108.22 £110.63 

 

We use the income we received from tenant rents to repair, maintain and upgrade your 
home, manage your neighbourhoods and provide housing management and advice 
services. The income from your rents is also spent on bank capital repayments and 
interests on loans needed to build or buy your homes. 
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