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1. Executive summary  
 
During 2021/22 Horizon will continue to promote and provide affordable housing and 

services to enable people to live full independent lives in the community and we will work to 
address the national shortfall of fully accessible homes. 

 
Who are we? 

o We own or manage 891 properties 
o 25% of Horizon housing is wheelchair accessible 
o We have 792 tenants, 55 factored properties, 20 access owners and 20 shared 

ownership properties and manage/lease properties to 25 care providers and we 
currently lease 4 properties to local authorities for temporary accommodation 

o 42% of tenants aged 45-64 years; 32% are aged 65+; 13% aged < 35 years 
o 71% tenants indicated they/someone in the household were disabled or had long term 

illness affecting daily living 
 
Our main income is tenant rents (£4.093m) and with service charges and grants we have a total 
budgeted income of £5.051m for 2021/22.  Our projected budget surplus for 2021/22 is 
£422,856, 8.4% of turnover and our financial plan aims for a positive net annual operating 
cashflow met through including efficiencies identified from year 1 and running throughout the 
plan. This approach improves the net operating cashflow over the next 5 years, and a positive 
cashflow is maintained over the rest of the 30-year plan. 
 
Our key financial objectives are to: 

• Support Horizon’s six strategic objectives 
• Secure the long-term financial viability of Horizon 
• 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 needed to maintain and improve 

existing stock 
• Generate an operating surplus throughout the Business Plan period, which is sufficient to 

finance the planned maintenance programme and cover loan interest charges.  
 
The key assumptions underlying the Business Plan are summarised in terms of rent increases, 
inflation, VAT, and private finance. 
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Horizon has 6 strategic objectives 
 

1. Provide quality homes & services at the right price for tenants 
2. Help deliver more accessible homes across Scotland  
3. Work with Link Group Partners to achieve Horizon’s desired outcomes 
4. Develop and support initiatives which keep older and disabled people in the community 
5. Deliver social impact and value for money 
6. Work to address climate change 

 
And aspirations for:  

• Inclusive, accessible homes and communities 
• Warmer, affordable, efficient homes, promoting a zero-carbon agenda and sustainable 

tenancies, properties, services 
• Knowing our costs and demonstrating value for money 
• Responsive, flexible services offering self-serve and easy access to services and support 
• Systems that support our business: quick easy access to information  

 
External factors and risks that impact on our business include: 

• Covid19, Brexit, changes in Government policy, fuel poverty and climate challenge 
• Developments in social security system and implications of Social Renewal Board’s 

report and National Review of Social Care 
• Affordable homes programme and housing need; need for accessible homes targets and 

implications of review of housing for varying needs. 
 

Housing with Heart Strategy is a key strategy for us - working across Link and other partners, 
and developing actions within each of the strategy’s 4 themes:  

• customer voice/engagement and participation 
• sustainability  
• value for money 
• accountability/culture  

 

Performance – continuously improving. 

We will build on our excellent performance and continue to meet our targets - tenant 
satisfaction (94%), complaints’ handing, applications for adaptations, void turnaround, rent 
collection, tenancy sustainment - and improve where we need to, including tenants feeling 
their rent offers value for money, repairs performance and services for factored owners. We 
are developing a quality assurance framework and want to include tenants in this. 
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Key actions for the year include: 

1. Provide quality homes & services at the right price for tenants 
o Develop a value for money strategy with housing services.  
o Continue to implement our Resident Engagement Strategy, promoting digital and 

on-line services and support. 
 

2. Help deliver more accessible homes across Scotland  

o Build on the outcomes of the Accessible Housing Summit 
o Develop work on adaptations with key partners and explore options to develop a 

national design standard and award for inclusive and wheelchair homes. 
 

3. Work with Link Group Partners to achieve Horizon’s desired outcomes 

o Continue to implement the intra-group arrangements and revised joint business 
planning process 

o Implement key elements of the housing strategy 
 

4. Develop and support initiatives which keep older and disabled people in the community 
o Work with Health & Social Care partnerships and 3rd sector to support people in 

their own homes 
o Implement our social inclusion/digital inclusion project to support a range of 

tenants and customers 
 

5. Deliver social impact and value for money 
o Continue to work with Link to support and deliver the ICT change projects 
o Continue to deliver key projects to improve front line services and back office 

support 
 

6. Work to address climate change 
o Develop a strategy addressing decarbonization agenda, promoting positive change 

within our properties and tenancies, ways of working and office accommodation 
o Implement board, staff and tenant learning programme 
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1. INTRODUCTION – who are we and what we do 
 
Horizon Housing Association is a Registered Social Landlord and Scottish Charity.  It 
is a self-governing partner in Link Group, a group of housing, support and 

regeneration social enterprise companies serving over 19,357 tenants and other customers 
across 22 Scottish local authorities.  
 
In 2021/22 Horizon will continue 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. We are committed to the inclusion of disabled people, their choices and priorities 
and importantly, the design and redesign of housing, property and related support services. We 
will also continue to address the national shortfall of fully accessible homes for wheelchair 
users so that disabled people can live as active citizens. 
 
Properties 
We own or manage 891 properties in 16 local authority areas in Scotland and are developing 
our tenant and customer profiles, analysing their needs and hearing from them about the 
services and support they need or may need in the future. 50.5% tenants/other customers live 
in flats; 30.5% live in a terraced/semi-detached/detached house; and 19% live in bungalows.  
25% of Horizon housing is wheelchair accessible. 
 
Tenants and other customers 
We have 792 tenants, 55 factored properties, 20 access owners and 20 shared ownership 
properties. We also manage or lease properties to 25 care providers. Information on these 
types of properties can be found on our website.1 
 
Looking only at tenants and their age groups, the largest group (42%) are middle aged (45-64 
years); 32% are over 65yrs and 13% of tenants are aged under 35 years.  
In our 2018 Tenant Satisfaction Survey, 65% of those interviewed (71% tenants) said that they 
that they or someone living in the household were disabled or had long term illness affecting 
daily living.  This had increased from 51% in 2015. 
 
Budget 
Our main income is tenant rents (£4.093m) and with service charges and grants we have a total 
budgeted income of £5.051m for 2021/22. Our main costs are staffing (£1.080), and reactive 

 
1 Housing options (horizonhousing.org) 

https://www.horizonhousing.org/find-a-home/housing-options/
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and planned maintenance costs of £554k and £789k respectively. Our projected budget surplus 
for 2021/22 is £422,856, 8.4% of turnover. Our financial plan aims for a positive net annual 
operating cashflow met through including efficiencies identified from year 1 and running 
throughout the plan. This approach improves the net operating cashflow over the next 5 years, 
and a positive cashflow is maintained over the rest of the 30-year plan. Financial reports are 
available as supporting documents to this plan. 
 
Following extensive consultation with tenants and a response rate of 33%, the Horizon Board 
approved a tenant rent rise of 2.5% for 2021/22, after 58% of those responding voted in favour 
of this. We are aware of the impact of increased rents on many tenants and throughout the 
past year have been analysing rent affordability, and monitoring tenants financially affected by 
Covid19 as well as changes to social security. This will continue during 2021/22.  
 
This business plan outlines the strategic direction of Horizon and shows how we plan to 
deliver our vision and deliver our 6 strategic objectives which are outlined below. Where 
possible we have included budgetary spend across the 6 objectives. 
 
Our aspirations: 

• Inclusive, accessible homes and communities 
• Warmer, affordable, efficient homes, promoting a zero-carbon agenda and sustainable 

tenancies, properties, services 
• Knowing our costs and demonstrating value for money 
• Working with others – tenants, customers, many others 
• Responsive, flexible services offering self-serve and easy access to services and support 
• Systems that support our business: quick easy access to information  
• Motivated and skilled staff 

 

2. OPERATING ENVIRONMENT – how we work and our key risks 
 
We work in partnership across the Link Group, and externally with Scottish Government and 
local government colleagues, as well as the Scottish Federation of Housing Associations (SFHA), 
the Chartered Institute of Housing (CIH), and a wide range of partners interested in promoting 
independent living and accessible housing. In the coming year we will expand our partnership 
working to help deliver our key outcomes of sustainability and addressing climate change.  
 
Our key external risks/context include the current and longer-term impact of Covid-19, which 
has resulted in fundamental changes to the way we have been delivering services. Many of 
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these will continue as we explore new and improved ways of supporting tenants and other 
customers. Other external factors include Brexit, changes in Government policy (EESH2, fire and 
electrical safety), fuel poverty and climate challenge.  
 
Ongoing developments within the social security system, the reduction in public finance and 
the value for money agenda will also have an impact, along with the challenges of health and 
social care, the national review of social care2, and the increasing population of older people, 
including people with dementia.  
 
The Scottish Government’s affordable homes programme remains critical to meet housing 
need, and we remain committed to seeing targets set for new homes built to fully accessible 
standards. The forthcoming review of housing with varying needs is an important and overdue 
piece of work to support this agenda, as are the recommendations of the Social Renewal 
Board’s3  ‘Call to Action 12’ – which noted ‘a concrete plan of action is needed to provide 
further support for disabled people’ (including social security policies, and social care taking 
disabled people’s needs fully into account). 
  
We await the Government’s revised Housing 20404 and its key themes of affordability, new 
homes built to higher standards, local communities responding to housing need in their area, 
enhanced biodiversity, and efficiency.  
 
The Scottish Government’s Programme for Government, published in the autumn of 20205, 
referred to green economic recovery, driving digital innovation and tackling digital exclusion 
through the Connecting Scotland funding and promoting lifelong health and wellbeing. This 
alongside tackling COVID-19, remobilising and reforming the NHS & social care and tackling 
health inequalities. Their priority of promoting equality and helping our young people fulfil their 
potential was also highlighted.  
 
The above priorities are reflected in those of Horizon: delivering and managing affordable, 
accessible, and sustainable housing and promoting the implementation of key documents, 
including ‘Still Minding the Step’. 

 
2 Adult social care: independent review - gov.scot (www.gov.scot) 
3 If not now, when? - Social Renewal Advisory Board report: January 2021 - gov.scot (www.gov.scot) 
4 https://consult.gov.scot/housing-services-policy-unit/housing-to-2040/ 
5 Protecting Scotland, Renewing Scotland: The Government's Programme for Scotland 2020-2021 - 
gov.scot (www.gov.scot) (www.gov.scot) 

https://www.gov.scot/publications/independent-review-adult-social-care-scotland/
https://www.gov.scot/publications/not-now-social-renewal-advisory-board-report-january-2021/
https://consult.gov.scot/housing-services-policy-unit/housing-to-2040/
https://www.gov.scot/publications/protecting-scotland-renewing-scotland-governments-programme-scotland-2020-2021/
https://www.gov.scot/publications/protecting-scotland-renewing-scotland-governments-programme-scotland-2020-2021/
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The Scottish Government’s Social Security Agency continues to manage devolved powers 
introduced in the Scotland Act 2016 (Part 3), with following benefits planned for introduction in 
the coming months: 

• Disability assistance for Children and Young People - 2021 
• Disability Assistance for Working-age People - 2021 
• Disability Assistance for Older People from 2022 
• Scottish Child Payment – commences February 2021 

Implementation dates have been significantly affected by delays due to COVID-19 restrictions. 
 
Later this year we will submit our third Annual Assurance Statement6 to the Scottish Housing 
Regulator, assessing ourselves against Standards of Governance, Regulatory Requirements, 
Charter Outcomes, and Legislative Duties. Promoting and ensuring good governance remains a 
key priority of Horizon. 
 
Internally, we will continue to manage our key risks, including staff health and well-being, 
ensuring effective working practices, efficient procurement and supporting and developing 
effective IT systems. We will continue to promote good governance across the organisation 
with effective processes, systems and training. Our work continues with the Group-wide 
Housing Services Strategy, which has been focusing on consolidating localities and managing 
our assets.  Its broad themes of customer/tenant voice, value for money, sustainability and 
accountability are summarised below. 
 

Customer voice: engagement and participation 
 
We want to make sure the voices of our tenants and other customers are reflected in our 
services and plans, developing innovative and effective ways of involving and engaging tenants 
and other customers. This year we will carry out our 3-year tenant satisfaction survey to hear 
from tenants about a range of issues and ways in which we can improve services and support. 
During periods of lockdown, we contacted our most vulnerable tenants to offer support, and 
have been continuing with this and we want to find new and easy ways for tenants and 
customers to share their views and influence services. Our digital strategy is a key part of this. 

 
6 https://www.housingregulator.gov.scot/for-landlords/statutory-guidance/annual-assurance-
statement# 

 

https://www.housingregulator.gov.scot/for-landlords/statutory-guidance/annual-assurance-statement
https://www.housingregulator.gov.scot/for-landlords/statutory-guidance/annual-assurance-statement
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We want to build on the successful rent setting consultation which last year had 33% of 
tenants responding sharing their views on options for rent increases. Using postal and online 
surveys, we also sent a series of text messages to encourage tenants to submit their views, and 
we will continue to use this facility for a range of activities. 
 
To encourage easier access to services and support, we recently set up a new system for 
tenants to be able to feedback after receiving repairs and have introduced a new ‘app’ (remote 
video assistance) which allows tenants to video record the relevant area (s) and help identify 
the nature of a repair. This should help deal with repairs more accurately and speedily. 
In the coming year we will develop our digital inclusion work, using our Connecting Scotland 
funding to deliver support to families with children under 16 years with 53 new iPads and a 
one-year’s MiFi. We are also waiting to hear about our bid for funding for older people aged 
over 60 years with 120 iPads and MiFi.   
 
We will continue with these initiatives and hear from tenants through our Residents’ 
Improvement Group (RIG) as they continue their work to scrutinise services. Last year they also 
reviewed the draft Annual Report to Tenants and informed our rent setting process and hope to 
continue this important work. Our plan through the year is to increase the number of tenants 
who want to engage with us through the tenant app, increasing from the current number from 
123, and we also want to increase the number of tenant email addresses on the system 
(currently 480, target 600). These will make it easier to keep in touch with tenants and hear 
from them. We will also continue to use text messaging to relay and receive information and 
have 772 tenant mobile numbers on the system. 
 
Sustainability 
 
Our services and plans need to be sustainable and we need to think about how we can meet 
zero carbon targets. We have some key actions in our strategic objectives to support this. 
Through the year we will work on ways to support sustainable tenancies, properties and 
services, working in partnership with tenants and customers, as well as a range of organisations 
who support this work. 

There are a number of areas to be further developed or explored to support sustainable 
services, including evaluating the most effective way of supporting and assisting tenants who 
are most in need; working with other RSLs and local authorities to agree effective allocation of 
wheelchair accessible properties; campaigning with RSLs to effect change in the delays to 
benefits, including Personal Independence Payments; and analysing the condition and location 
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of our stock in relation to other parts of the Link Group. We will also continue to work with Link 
colleagues to develop the Group’s sustainability strategy and with Keep Scotland Beautiful to 
develop ‘carbon literacy’ across the organisation. The information below on value for money, 
including tenant rents, will also affect the sustainability of our services. 
 
Value for Money 

A focus on value for money will enable us to demonstrate that we are an effective and efficient 
organisation, aware of our operating costs and setting our budget to deliver our priorities.  In 
summary it means: 
 
• Doing the right things 
• Doing things economically  
• Maximising the return from our staff  
• Maximising the return from our assets  
• Achieving the right outcomes 
 
If we can demonstrate these, we can achieve our objectives, demonstrating the value activities 
bring, or redirecting these to create the capacity to deliver other key priorities. We will 
continue to focus on the affordability of our rents and the costs of delivering services, including 
our management costs, to ensure value for money. As with so many elements of this business 
plan, the Covid 19 pandemic will significantly influence this agenda. 
 
As mentioned above, we are committed to regularly analysing the affordability of rents to make 
sure tenants can afford to live in our properties, and this work will continue to inform rent 
setting and the development of the annual budget. 
 
Accountability 

Across Horizon we care about people and aim to put them at the heart of what we do. 
Committed to delivering excellent services, we support inclusion, diversity, and accessibility. 
To make sure we remain accountable for all our services, we plan to: 

• Provide a clear and coherent plan through the launch of the Housing Service Strategy 
2021-2026 

• Better understand our tenants’ and other customers’ needs, expectations and 
aspirations 

• Update staff training plans and upskill staff 
• Review working methods to provide consistency across all housing services 



11 

 

• Promote a positive and creative culture of innovation and problem solving, developing 
our Innovation Group 

• Deliver personalised solutions for tenants and customers with a “can do” attitude 
 
3. STRATEGIC OBJECTIVES 
 
We have 6 strategic objectives: 

1. Provide quality homes & services at the right price for tenants 
2. Help deliver more accessible homes across Scotland  
3. Work with Link Group Partners to achieve Horizon’s desired outcomes 
4. Develop and support initiatives which keep older and disabled people in the 

community 
5. Deliver social impact and value for money 
6. Work to address climate change 

 
These are set out below with summary actions, many of which were started in 2020/21 and will 
continue throughout this year. We have added some budget headings in each of the objectives 
and this will be further developed to link financial and service planning. 
 

Objective 1 Provide quality homes and services at the right price for tenants.  
Budget: Reactive maintenance £9.6K; Improvement & environ work £48.2k; 5-year planned 
maintenance budget (yr1) £789k.    Priorities include: 
• Develop a value for money strategy with housing services across Link.  
• Continue to implement our Resident Engagement Strategy, promoting digital and on-line 

services and support. 
• Continue work to develop area/locality-based options though the Link Group Housing 

Services’ Strategy.  
• Work on our quality assurance framework with tenants. 

 
Objective 2 Contribute to the delivery of more accessible homes.  Budget: Planned 
maintenance budget; adaptations budget (£150k:  £120k grant funded and allowance of 
£30k); research & development budget (£28k). Priorities include: 
• Implement a communications strategy to raise the profile of Horizon & accessible housing. 
• Explore the option of seeking partners to develop a national design standard and award 

for inclusive and wheelchair homes. 
• Continue to work at a national level to progress accessible housing, including through the 

Housing Access Group and follow up work from the Accessible Housing Summit. 
• Engage with local authorities and RSLs to collate information nationally on wheelchair and 

accessible housing, including adaptations. 
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Objective 3 Work in partnership with all Link Group partners to achieve Horizon’s desired 
outcomes   Budget: staff budget/costs/management fees.  Priorities include: 
• Continue with work across Link to implement the intra-group arrangements and revised 

joint business planning process 
• Implement the housing strategy across Link Group Housing which focuses on Tenant voice/ 

engagement and participation; sustainability; value for money; and accountability/culture 
 

Objective 4 Develop and support initiatives which keep older and disabled people in the 
community. Budget: Planned maintenance; adaptations (£150k:  £120k grant funded and 
allowance of £30k); research & devt budget (£28k). Priorities include: 
• Review opportunities to develop the access ownership model beyond 2021 
• Work with key Health and Social Care partnerships and the 3rd sector to support people in 

their own homes 
• Implement our social inclusion/digital inclusion project to support a range of tenants and 

customers 
 

Objective 5 Deliver social impact and value for money. Budgets: staffing costs; IT /HR costs. 
Priorities include: 
• Develop a learning and management development plan for staff and managers in 

partnership with Link Group colleagues 
• Continue to work with Link to support and deliver the ICT change projects, ensuring that 

these are appropriately resourced 
• Continue to deliver key projects to improve front line services and back office support 

 
Objective 6 Work to address climate change, including decarbonisation strategies.  
Budget: £48.2k for improvements and environmental works. Includes funding for airflow 
units.  Priorities include: 
• Work on key projects to address climate change 
• Develop a strategy which captures the wide decarbonization agenda, promoting positive 

change within our properties and tenancies, ways of working and office accommodation 
• Implement board, staff and tenant learning programme 

 
 
4. PERFORMANCE REVIEW – how are we doing? 
  
Internally we monitor performance monthly through Key Performance Indicators and annual 
targets and the Board monitors these on a quarterly basis. The Link Group monitors the 
performance of all areas of the Group and reports to the Group Board.  Performance is also 
reported annually to the Scottish Housing Regulator and to tenants in the Annual Return on the 
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Charter. Our Residents Improvement Group (RIG) scrutinises selected areas of performance and 
has an overview of the Annual Report to Tenants and consultation exercises. During 2021/22 
we will develop our Quality Assurance indicators and a balanced scorecard of performance and 
look at different ways of easily sharing performance information with tenants and other 
customers. 
 
Our performance for 2019/20 was detailed in the Annual Report card 2019/20 “How did we 
perform?”.  Key points are summarised below.   
 
Better than the average On a par with, or slightly 

better than average 
Below average 

 Overall satisfaction with service 
 Satisfaction with repairs and 

maintenance service 
 Anti-social behaviour cases resolved 

within locally agreed targets 
 No evictions and very low turnover of 

properties 
 Length of time to complete 

emergency repairs 
 New tenancies sustained 
 Satisfaction with new home 
 Gas Safety regulation met 
 Rent lost due to properties being 

empty 
 % of rent due to Horizon collected 
 Average time to relet properties 
 Response times for first and second 

stage complaints 
 Time taken to complete approved 

applications for adaptations 
 Percentage of properties meeting 

Scottish Quality Housing Standard 

 Good at keeping 
tenants informed 

 Opportunities for 
tenants to 
participate  

 Satisfaction with 
management of 
neighbourhood 
 

• % of reactive repairs 
completed right first 
time 

• Average time taken to 
complete non-
emergency repairs 

• % of tenants who feel 
the rent they pay is 
good value for money 

• % of factored owners 
satisfied with factoring 
service 
 

 

 
Our performance in completing repairs right-first time reduced from 96.81% in 2018/19, to 
89.14% in 2019/20 and this was partly due to the poor performance of one of our suppliers 
which we have now changed. During 2020/21 repairs’ performance was affected by Covid-19 

https://www.horizonhousing.org/media/2328/art-2020.pdf
https://www.horizonhousing.org/media/2328/art-2020.pdf
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restrictions but improved in periods where restrictions were lifted. This area is kept under 
constant review. 
   
In 2020, 81% of tenants thought our rents represented good value for money, improved from 
57% in 2015, but down slightly from 2019 (83%). While this increase is welcome, we recognise 
we still have improvements to maintain and enhance our level of service and our investment in 
homes. 
 
We are looking at ways of improving the satisfaction with our factoring service.  In 2019/20 we 
reviewed our charges for the first time in many years, and now charge the actual cost of the 
delivery of the service which affected satisfaction levels.  We are, though, working on improving 
our communication and our maintenance service for factored owners. 
 
Housing Management and tenancy support 
 
This year we will be carrying out an updated tenant satisfaction survey to inform our service 
priorities. As a result of the last full tenant survey, we reviewed customer services to better link 
contact and service delivery; reviewed our estates’ services, in particular, services to disabled 
tenants; and implemented a new rent structure. 
 
In our mini survey in May 2020 tenants told us that they wanted us to continue to support 
vulnerable tenants, and we have been doing this through housing officers, and the Tenancy 
Sustainment Team, as well as through the estates and the asset teams working with tenants in 
their homes and estates. We’ll continue use feedback from tenants during the year to inform 
service developments and improvements and engage them in change projects where possible. 
 

72% of Horizon’s tenants receive social security benefits and we monitor changes to make sure 
tenants are supported and rents and services affordable. Some actions include: 

• Partnership with Link in welfare rights services 
• Providing a responsive tenancy sustainment service 
• Building links with local services and support 
 
We will continue to work across the Link group to develop shared approaches and maximise the 
benefits of our combined staff resources, rationalising how these are allocated as appropriate, 
all particularly important in the current time. 
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Our report on effective allocation of adapted housing, ‘Match Me’, helped inform the 
development of our new choice-based lettings’ system and we will monitor the impact of the 
lettings plan agreed for allocation of wheelchair user housing as the system is implemented. 
 
Asset Management 
  
The Asset Management strategy was revised in early 2019 to take account of the results from 
the 2018 Tenant Satisfaction Survey. This continues to be an important source of information to 
inform our capital and revenue investment. It, along with tenant consultation and scrutiny 
influences the design and delivery of our asset management services, improving satisfaction 
levels and value for money and enhancing our asset value. 
 
Our Asset Management Strategy is a comprehensive document providing a clearer 
understanding of our stock characteristics including:  

• Condition  
• Energy Efficiency 
• Neighbourhood satisfaction levels 
• Net present value  
• Return on investment 

 
We need to comply with Element 45 of the Scottish Housing Quality Standards (SHQS) – Safe 
Electrical Systems - which means organising electrical safety inspections and have identified 570 
properties requiring safety inspections by March 2022. We carry out Electrical Inspection 
Condition Reports (EICR) as part of the planned maintenance programme for kitchen and 
bathroom replacements and have a dedicated 2-year programme of work for the remainder 
which is well under way. We anticipate having to complete around 50% of the programme 
during this year. 

 

 

Sharing expertise, research and influencing 
 
This continues to be a priority for Horizon and future work will include: 
 
• Next steps and actions from the Accessible Housing Summit in March  
• Working with Stirling university and housing providers to develop work on adaptations 
• Working with the EHRC and Disabled People’s Organisations in campaigns, research and 

initiatives into the impact of accessible homes on disabled people’s rights to independent 
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living and promoting the recommendations from the Social Renewal Board and national 
review of social care.  

 
These will be included in our communications/campaign strategy. 

5. GOVERNANCE, RISK, AND INFORMATION TECHNOLOGY 
 
We manage risk as part of our business strategy and operating systems and report key risks 
from our general and Covid-19 risk registers at each Audit Sub-Committee and routinely to the 
Board. Our most recent risk register is attached as an appendix. 
 
The Board currently has 13 members and two vacancies. Following board member self-
assessment and appraisals at the end of 2020, a programme of development is being 
implemented, including financial and treasury management, health and safety, climate literacy 
to address climate change and strategic planning. 
 
Horizon is rated ‘low risk’ for the Housing 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.  
 
IT developments are continuing to improve services and increase efficiencies. To date, they 
have 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. Arrangements for staff to work from home during 
Covid19 have supported the flexibility of staff working identifying new opportunities for mobile 
working which will reduce costs. Current work includes implementation of a new finance 
system, Oracle, and a new telephony system, as well as Sharepoint to support the business. 
 
   
 
6. FINANCIAL OBJECTIVES, ASSUMPTIONS, FORECASTS AND BUDGET  
 
The 2021/22 budget, 5-year forecast, and 30-year financial forecast model are provided as 
separate and complementary documents to this Business Plan.  
Our key financial objectives are to: 

• Support Horizon’s six strategic objectives 
• 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.  

 
The key assumptions used in the preparation of the Business Plan and allied financial plans are 
noted below: 
 
Rent increases and inflation 

i. CPI is based on forecasts from Link Group 
ii. Rent increase for tenanted property based on CPI plus 0.5% (2.5%) for Year 1, 2% for 

Year 2, and 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 1.9% in 
Year 1, and 3.7% 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 

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

of this business plan. 
 
Interest Rates 

vi. Loan interest has been projected based on the fixed rates currently in place and 
assuming Libor at 1.5% plus margin in year 1.  The plan assumes that Libor/SONIA will 
remain at 1.5% until year 5 and rise to 2.5% from year 6 onwards, in line with Link Group 
projections. As with the rest of this section, the economic impact of Covid19 will be 
significant and will impact the business plan. 

 
vii.  Private Finance 

 
Horizon is projected to have 61% of its borrowings on fixed interest rates as at 31 March 2021, 
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 
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to rise from 2.2% in year 1 to 2.5% in year 5. The all-in rate rises to around 3.25% by year 30, 
due mainly to the assumption that, although interest rates are unlikely to rise above 2.5%, new 
funding would be subject to a higher margin of 0.75%, which is in line with Link Group projections. 
 
The plan requires no new loan funding over the 30 years, reflecting the target to make better use 
of cash reserves and eliminate the use of loans for operating working capital.  The plan is based on 
the principle that additional loan funding shall only be required for new development or 
property acquisitions and there has been no such activity included in the plan at this time. The 
existing loans are forecast to be repaid in full by the end of year 21, 2041/42. 
               
Development/Acquisition Programme and Service Contract income 
 
No new access ownership properties are reflected in the plan. Link Group has a capital 
allocation for access ownership purchases. Horizon will continue to manage existing and any 
new access ownership properties. The 30-year plan assumes that Horizon’s access ownership 
properties will become available to be sold from year 10 through to year 14, although this is not 
certain and will vary dependant on circumstances of each individual resident.  Opportunities for 
further acquisitions or development will be considered individually and assessed against 
Horizon’s financial position at the time. 
 
Resources 
 
Staffing structure and resources will continue to be reviewed in line with business plan 
objectives and priorities. 
 
In the 2018 SHAPS triennial valuation, the deficit contributions were calculated to eradicate the 
scheme deficit by September 2022.  However, taking a more pessimistic approach, the 30-year 
plan assumes that pension deficit payments will continue until 2022/23, year 2 of the plan, 
increasing by 3% per annum. This is based on the TPT update that if required for pension deficit 
contributions to extend to March 2023 by which time the outcome of the September 2021 
valuation will be agreed.  
 
 
7. EQUALITIES 
 
Horizon aims to provide integrated housing for older people and disabled people in 
communities where they can participate as valued citizens. Around a quarter of our properties 
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are designed to meet the specific needs of wheelchair users and all our properties are barrier-
free. 
 
We want to enable people, regardless of age or impairment, to live full, independent lives in 
the community of their choice.  We work to address the inequality and challenges many 
disabled people and their families face trying to access housing and housing choices.  
 
What we do is driven by our values. We believe that: 
• we are all different, equal, and valuable 
• access to housing and services should not be determined by impairment  
• everyone has a right to be included 
• disabled people have the right to housing, services and support to enable independent 

living 
 

We will do more in terms of monitoring those in protected characteristics as part of our tenant 
and customer engagement during 2001/22. 
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Appendix 2: Business Plan 2019-20 - Action Plan Monitoring Year End  

Appendix 3: Key Performance Indicators and Targets 2021-22   

Appendix 4: Landlord Report to Tenants – “How did we perform?” 

Appendix 5: Risk Profile  

Appendix 6: Tenant Profile  

(Links above are for documents on the Board Extranet) 

 

 

https://drive.google.com/file/d/17kwPeSGV5YtRtwdJDbWMTS3KOiSr15VU/view
https://www.horizonhousing.org/media/2328/art-2020.pdf
https://drive.google.com/file/d/1HzG12V9sxOKfeKKCvWtg_KMYhK-9sfoJ/view
https://drive.google.com/file/d/11Emm-fklvYojnfQ6aACHi7EK-0tffIAk/view


12b  Appendix 2: 

Horizon Business Plan 2020/21 

Action Plan – update at February 2021 

Objective 1: Provide quality homes and services at the right price for our current and future tenants 

Ref Priorities Actions Lead Performance Measures Target Date Status @ 8 Feb 2021 RAG 
1.1 Review and benchmark our 

costs and develop a value for 
money (VfM) strategy with 
housing services across link 

Analyse and report our benchmarking data to 
board quarterly through our KPI monitoring 
reports and agree improvement actions as 
necessary. 

CR Benchmarking report to be 
prepared and reported to board 
quarterly 
 

Q3 2020 Discussions ongoing across the Group on a outcomes and 
performance framework which will reflect housing with heart 
strategy. 
 
 

G 

Report progress on VfM through the Link 
Housing Strategy, including development of 
VfM indicators 

LC Specific Indicators to be agreed 
across group. 
Costs Benchmarked 
Improved tenant satisfaction 
results around value for money. 

Q3 2020 Work ongoing to agree a joint approach and specific indicators 
to ensure consistency across partners. 
 
Current VFM results for Horizon are 81% (May 2020) down from 
83% 

A 

Reduce operating costs to ensure no loan 
financing used for working capital 
 
ACHIEVED 

LC Progress against efficiency targets Y1 target to be 
achieved by 
March 2021 

Range of actions to reduce costs: Leving House new energy 
efficient activity activated lighting and more efficient office 
heating installed. 
Savings achieved on office and mileage. The cost of borrowing 
remains low resulting in savings on our variable interest rate 
loans. 
The management team will continue to identify and realise the 
savings required over the next 3 years. 

G 

Maintain target of £500k cash in the bank LC Balance to be maintained >500k 
 

Ongoing Kept under review as part of our routine monitoring with our 
Finance Business Partner – ACHIEVED 

G 

1.2 Implement a reviewed 
Resident Engagement 
Strategy, including promoting 
digital and on-line agenda 

Review action plan quarterly and report to 
Board annually 

EW Progress against action plan to be 
reported to board. 
 
Programme of annual tenant visits 
to be implemented (targeting 
vulnerable tenants and those we 
have not engaged with recently as 
a priority) 
 
Review progress against plan 
objectives with RIG 

Ongoing Staff estate visits done this year instead of tenant 
walkabouts and promoted through leaflets and social 
media. Feedback was very low, only 5 respondents, so in 
future will use texting to prompt tenants. Factoring e- 
forum was held in Oct to focus on improvement but nil 
turnout, so we will try other engagement methods in 
future.  
‘First Touch’ technology now live and used by staff to record 
regular estate inspections and tenant involvement and feedback.  
This will support mobile working for housing management staff 
in line with the housing management app on first touch. 
Engaged with tenants through mini survey in April/May 2020 
and reported results and areas for improvement to the Board. 
 
Resident Improvement Group (RIG) continued their scrutiny of 
Reactive Repairs Service and 4 members took part in their first 
ever virtual meeting to feedback to staff and the Board and to 
discuss the management response. Majority of 
recommendations accepted. 

 
 

A 
 
 

Contribute to the development of the Link 
Group Digital Strategy 

CR Project plan and key milestones to 
be agreed for Horizon. 
 

Ongoing Group Strategy approved in August 20 and Horizon 
implementing our digital inclusion strategy and tenant/staff 
technology as part of this (see above).Plan to support tenants 

A 



Ref Priorities Actions Lead Performance Measures Target Date Status @ 8 Feb 2021 RAG 
Increased use of digital services by 
Horizon tenants (includes 
MyHorizon App and other digital 
services) 

through digital inclusion work and our Connecting Scotland 
funding to support families with children under 15 (53 ipads) and 
older people (awaiting outcome of funding bid for 120 ipads). 
Working group organizing intergenerational project with Link 
Living will be part of this. 

1.3 Develop area/locality-based 
options through the Link 
Group Housing Services 
Strategy (Housing with Heart) 

Develop our tenant profile and contribute to 
the locality-based option for the new Link 
Housing Strategy 

LC/CR Agreed criteria for assessing stock 
and localities. 
 
Completed analysis of the Asset 
Plan’s of the 4 RSLs) against 
programme, spend, health and 
Safety Issues. 
Clarify sustainability 
/decarbonization actions. 

End Nov for 
initial 
discussions 

Services Leadership Team (SLT) have asked 4 senior managers 
from partners to lead and develop this area of the Housing with 
Heart Strategy looking specifically at options around 
consolidation of stock and at information on assets. Large 
exercise completed on localities’ stock for discussion. Horizon 
will have a particular focus on accessibility/inclusivity issues for 
older and/or disabled tenants. This work will continue in 
2021/22. 
Climate literacy project planned across Link leadership groups to 
tackle climate change.  

A 

 

Objective 2: Contribute to the delivery of more accessible homes and serve as an exemplar of good practice 

Ref Priorities Actions Lead Performance Measures Target Date Status @ 8 Feb 2021 RAG 
2.1 Develop a communications and 

campaign strategy to support 
and promote research and 
development and raise the 
profile of accessible housing 

Share examples of good practice which 
increases access to accessible homes 

LC Communications and Campaigns 
Strategy agreed by board 
 
 
Increased profile of Horizon HA 
in the sector 

Year-End Social media strategy being finalized. Recorded some tenant 
videos to share stories. Board communications working group 
arranged accessible housing summit on 4th March which will help 
lobby politicians and policy makers prior to the Scottish Govt 
elections and lead to further work throughout the year. 
Good publicity for Horizon on National Housing Day and DRILL 
webinar on disability research into independent living with Stirling 
University on 29th Sept. 
Member of Cross-Party Parliamentary Group on Housing 
Networking through local health and social care partnerships, 
including Renfrewshire working group on Health and Housing. 
Project planned with Public Health to promote local initiatives. 
Draft outline of plan with Stirling University for national work on 
adaptations. 
Promoted and signed up to SFHA’s Accessible Housing Toolkit and 
shared with wider partners. 
On working group of TECH project to develop options.  

A 

2.2 Explore the option of seeking 
partners to develop a national 
design standard and award for 
inclusive and wheelchair homes 

Pursue national priorities including the 
review of the Housing for Varying Needs 
(HVN) standards and a national approach to 
allocation of wheelchair and adapted 
properties. 

Management 
Team 

Progress made towards 
implementing recommendations 
of “match-me” report in relation 
to allocation of wheelchair 
homes. 

Ongoing Progress was delayed due to COVID-19 but discussions now 
underway with Link Group Inclusive Design Team to agree plan 
with interested partners to progress this. 
Further discussions needed with Habenteg to progress this 
agenda. 

A 

Consider the option of seeking partners to 
develop a national design standard and 
award for inclusive and wheelchair homes 

Management 
Team 

Partner(s) identified to develop 
design standard and to explore 
accessible design award 
 

Ongoing As above A 

2.3 Continue to work at a national 
level to progress accessible 
housing (including through the 
Housing Access Group) 

Explore options with Scottish Federation of 
Housing Associations (SFHA), Association of 
Local Authority Chief Housing Officers 
(ALACHO) and Stirling University to collate 

LC Identify options for database of 
wheelchair adapted stock. 
 
Accessible Housing ‘summit’ to 
be hosted by Horizon to include 

Ongoing Draft plan outlined with Stirling University and ALACHO colleague 
(local authority rep) to develop this work.  
Work delayed until after the accessible housing summit. 

A 



Ref Priorities Actions Lead Performance Measures Target Date Status @ 8 Feb 2021 RAG 
information across Scotland for wheelchair 
and adapted properties 

a variety of speakers in the field 
to raise profile 
 

2.4 Work with Kirknewton 
Community Development Trust 
(KCDT) as the 12-home 
development completes in 
2020 

Look at options to manage/lease these 
properties to enable older/disabled people 
from the community to access suitable 
housing. 
Support KCDT with advice on allocation 
policies and procedures. 

Managers Delivery of the 12 units in 
partnership with KCDT 
 
Lease/Management agreements 
in place. 

TBC Draft policies and agreements have been shared with KCDT. 
 
Work has been delayed by COVID-19 so the properties will be 
completed in 20/21.  We will continue to liaise with KCDT to 
provide support where we can 

R 

 

Objective 3: Work in partnership with all the Link Group Partners to achieve Horizon’s desired outcomes, ensuring the new governance arrangements are effective 

Ref Priorities Actions Lead Performance Measures Target Date Status@ 8 Feb 2021 RAG 
3.1 Work with Link to implement 

the intra-group arrangements 
(IGA) and revised joint business 
planning process 

Agreed process for Group Policy development and 
review (with clear responsibilities and remits and 
ensuring Horizon’s views are represented). 
 
Joint business planning process/strategic approach 
in place. 

Managers Group policy schedule 
developed 
 
 

Ongoing Discussions are continuing across Group review policy review 
schedules for partners and to identify policies that are 
appropriate to become group wide.  A number of these have 
already progressed and have been brought to the respective 
boards for approval. 
Work still to be developed on new planning approach. 

A 

3.2 Implement a housing strategy 
across Link Group Housing 
which focuses on Tenant 
Engagement and Participation; 
Sustainability; Value for Money; 
Accountability/Culture 

Review our IGA Services schedule and develop 
actions 

Managers Monthly updates on the 
implementation of the 
strategy and project plan 

Sept ‘21 As above at 1.3 
Current focus is on locality profiles/options for consolidating 
areas and on asset management. 
Work is progressing on Group-wide sustainability strategy which 
gave initial feedback to Sept SMG and includes results of staff 
survey on sustainability.   

A 

 

Objective 4: Develop and support initiatives which keep older and disabled people in the community with a good quality of life 

Ref Priorities Actions Lead Performance Measures Target Date Status @ 8 Feb 2021 RAG 
4.1 Review opportunities to 

develop the access ownership 
(AO) model beyond 2021 

Review our AO model to develop procedures and 
consistencies across the agreements in place for 
April 2021 

SBW Policy Reviewed and 
approved by board 
 
Procedures to be developed 
to compliment policy. 

Feb ‘21 
 
April ‘21 

Policy has been reviewed and to be presented to Feb Board for 
approval.  Corresponding procedures being developed as a 
workstream with target of April ‘21 
 

G 

4.2 Work with key Health and Social 
Care partnerships and the 3rd 
Sector to support people in 
their own homes. 

Continue to participate in housing provider 
forums and liaise with Government officials and 
Stirling University to link with partnerships across 
the country. 
 
Explore options within each locality/local 
authority area to support the development of 
inclusive communities (access to local service, 
shared resources etc.) 
 

LC 
 
 
 
 
CR 

Horizon involvement in 
research/publications in this 
area 
 
New key relationships 
developed 
 
Local Service Directory for 
each of Horizon Housing’s 
areas. 

Ongoing See 2.1 planned work with Stirling Univ on adaptations. 
Member of Renfrewshire Strategic Planning sub-group on 
housing and health to identify and promote key priorities and 
access funding to develop initiatives. 
Discussions with Public Health colleagues to look at our localities 
to identify 3 areas pilot areas for ‘Inclusive Communities’: access 
to public transport, family/peer supports, access to amenities 
such as shops etc.  This will be in line with the SFHA Inclusive 
Living Toolkit 

A 

4.3 Develop opportunities for 
tenants’ social inclusion/digital 
inclusion/befriending with older 
people and people who are 
isolated 

Work with colleagues across Link to develop this 
strategy 

Management 
Team 

Explore opportunities and 
funding where available. 
Increase in tenant feelings 
from baseline (e.g. how 
confident with digital skills, 

 See 1.2: Project planned with colleagues in ICT&D, Horizon 
Housing and Link Living to explore intergenerational work to 
support link tenants in developing digital skills. 
Successful in bid to Connecting Scotland Funding, receiving 53 
ipads to support families with children under 16 yrs. Awaiting 

G 



Ref Priorities Actions Lead Performance Measures Target Date Status @ 8 Feb 2021 RAG 
feeling of social 
isolation/loneliness etc.) 

results of bid for 120 ipads for older people. Three staff are 
training as ‘digital champions’ to support this work. 

 

Objective 5: Deliver social impact and value for money through effective people, processes, structures and finances 

Ref Priorities Actions Lead Performance Measures Target Date Status@ 8 Feb 2021 RAG 
5.1 Develop a succession 

planning policy for Board and 
senior staff, including a skills 
matrix and training plan 

Work with the Board to agree a skills matrix and 
training plan for the coming year. 
 
Recruit additional board members 

LC/MP/FH 
 
 
LC/MP 

100% board members complete 
annual appraisal and skills matrix. 
 
Up to 5 new members recruited 
during 2020/21. 

Sept 2020 
 
 
Mar 2021 

Completed. 
Training plan being developed. 
Successful round of recruitment in September has resulted in 
3 additional board members being recruited.  We advertised 
board member recruitment in Summer Newsletter and will 
repeat in Autumn newsletter. 
 

G 

5.2 Continue to work with Link to 
support and deliver the ICT 
change projects, ensuring 
that these are appropriately 
resourced 

Identify specific change projects within Horizon 
and agree staff representation on Link-wide 
projects 

Management 
Team 

Successful 
implementation/delivery of 
specific projects. 
 

Mar 2021 All ICT&D projects supported by Horizon staff. Full project 
plan monitored monthly. Successes in Lone working project 
and completion of Phase 1 of Service First. Sharepoint project 
going well and new finance system (Oracle) ready for launch. 

G 

5.3 Deliver key projects to 
improve front line services 
and back office support 

Identify key improvement projects and develop 
project plan for delivery  

Management 
Team 

Link to Projects Spreadsheet 
(with individual progress sheets). 

Project Specific A number of projects are progressing with lead 
officers/support identified for each with our Project Officer 
providing Project Management Support.  Projects include: - 

• SharePoint Implementation 
• Tenant and Property Profiling 
• Resident Engagement 
• Rent Affordability 
• Digital Inclusion 

 
2nd review of the affordability of our rents informed decision 
about rent increase for 2021/22. 

A 

 

Objective 6: Work to address climate change, including decarbonization strategies 

Ref Priorities Actions Lead Performance Measures Target Date Status@ 8 Feb 2021 RAG 
6.1 Develop a strategy for 

decarbonization, promoting 
positive change within our 
properties, tenancies, ways 
of working and our office 

Work with Link Group to develop a de-
carbonisation strategy for our services; agree 
terms of the strategy and establish project team 
to implement key actions 

LC/CR Strategy agreed and action plan 
developed. 

October ‘20 See 3.2: CR/LC are members of the sustainability working 
group.  Sustainability strategy being drafted. Reps attended 
Board information session in December and follow up work 
planned. 

G 

 
 
 

 Prepare plan for houses to meet EPC ratings B 
and above to meet 100% target by 2032 

 

SBW % homes that meet EPC C or D 
% homes that meet B or above 
2020/21; % homes that meet B or 
above by 2025 

TBC Specific actions being addressed in the Asset Management 
plan and alternative heating options are being implemented 
for properties in Winchburgh and Mid-Gogarloch. 
We continue to look for funding opportunities for ‘green’ 
improvements. 

G 

  Show annual reductions in total offices costs Managers % Reduction in energy usage 
% Reduction in waste 

TBC Realized a number of savings this year and will continue to 
look at ways of reducing our office and travel costs. 

G 

  Prepare program for key staff initially to 
undertake Carbon Literacy training by April 2021 

LC % of board & staff successfully 
completed this training 

April 2021 
Sept 21 

Planning sessions with Keep Scotland Beautiful and board 
members initially – across Link. 

A 

file://FILESTREAM-FS/filestore2/Horizon%20Housing%20Assoc%20Ltd/General%20Area/Board%20and%20Committee%20Meetings/Board%20-%20Papers%20(1002)/2020/Projects/Monitoring%20Documents/Horizon%20Projects%202020-21.xlsx


Ref Priorities Actions Lead Performance Measures Target Date Status@ 8 Feb 2021 RAG 
  Prepare program to reduce no. properties with 

gas boilers 
SBW Specification in place for non-fossil 

fuel alternatives. 
April 2021 Working across the group to look at alternatives to gas boiler 

replacements. 
A 

  Undertake options’ appraisal of 21 homes with 
electric heating systems and agree new 
alternative heating system for installation. 

SBW Programme for implementation of 
agreed option. 

April 2021 
 
 

Work being implemented. A 

  Review Horizon’s fleet provision with specific 
consideration to reduction on the carbon 
footprint of our vehicles. Explore viability of fully 
electric/hybrid vehicles. 

Reduce the numbers of miles travelled by our 
fleet and through staff mileage 

Management 
Team 

Review of fleet complete. Costs of  
Provision of electric charging points 
(to support electric fleet) 
Agree reduction of mileage 
travelled from 19/20 baseline to 
20/21 and 2021/22. 

 Staff mileage significantly lower due to COVID-19. Will analyse 
journeys to look at ways in becoming more efficient (this will 
include discussions with other partners in the Group. 
Option of replacement using electric/hybrid vehicles too 
costly at this stage. Will look at partnership options to reduce 
costs. 

A 

 



 
Key Performance Indicators and Targets 2021-22 

HORIZON HOUSING ASSOCIATION 

CORE SERVICES 

Achieved 
2019/20 

Target 
2020/21 

Actual 
2020/21 
to end 
Q3 

Target 
2021/22 

Link 
Group 
Target 
21/22 

Scottish 
RSL 
average 

2019/20 

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

4.08% <4.0% 2.86% <4.0% 5.6% 4.4% 

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

0.54% <1.0% Annual  <0.6% N/A N/A 

Average time to relet (days) (Charter indicator 
30) 

13.90 15 26 15 25 25.7 

% tenants satisfied with their home when moving 
in (Charter indicator 7) 

92.02% ≥95% 79% ≥95% N/A % 

% new tenancies sustained for over a year 
(Charter indicator 16) 

96% ≥95% 94% ≥95% 90% 89.1% 

% tenants satisfied with planned maintenance 
work 

99% ≥96% N/A >96% N/A N/A 

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

1.81hou
rs 

≤4 
hours 

2.09 
hours 

≤4 hours 4 hours 2.7hours 

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

5.42 ≤5 10.36 ≤5 6 5.7 

% reactive repairs completed right first time 
(Charter indicator 10) 

89.14% ≥95% 87% ≥95% N/A 
92.8
% 

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

(Charter indicator 12) 

91.95% >92% 83% >92% 96% 
91.7

% 

Tenant satisfaction with repairs service (internally 
assessed) 

 

94.54% 96% 94% >96% N/A N/A 

How many times in the reporting year did you 
not meet your statutory obligation to complete a 
gas safety check within 12 months of a gas 
appliance being fitted or last checked [11] (New). 

0 0 0 0 0 208 



 
Key Performance Indicators and Targets 2021-22 

HORIZON HOUSING ASSOCIATION 

CORE SERVICES 

Achieved 
2019/20 

Target 
2020/21 

Actual 
2020/21 
to end 
Q3 

Target 
2021/22 

Link 
Group 
Target 
21/22 

Scottish 
RSL 
average 

2019/20 

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

[NB Charter indicator 21 is average time to 
complete adaptations 

100% 
 

26.19 days 

 

≥85% 60% ≥85% N/A 
46.2 
days 

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

100% ≥95% 100% ≥95%  98.6% 

% of 1st stage complaints upheld 

58% 

≤ to 
national 

ARC 
average 

44% 

≤ to 
national 

ARC 
average 

≤ to 
national 

ARC 
average 

54.7% 

Average time working days for full response 
(ARC) 

2.27 days 4 2.23 4 4 days 3.3 days 

% of 2nd stage complaints responded to in full, 
within the Scottish Public Services Ombudsman 
(SPSO) Model Complaint Handling Procedure 
(CHP) timescales (Charter indicators 4) 

100% 95% 100% ≥95% 95% 94.2% 

% of stage 2 complaints upheld 

48% 

≤ to 
national 

ARC 
average 

57% 

≤ to 
national 

ARC 
average 

≤ to 
national 

ARC 
average 

 

Average time working days for full response 
(ARC) 

14.78 days 17 days 17.00 17 days 17 days 16 days 

% of reactive repairs appointments kept 97% 95% 98% 95% 99% 95.6% 

% of tenants who feel the rent for their property 
represents good value for money. [25] 

81.25% 80% 81% 84% 84% 83.5% 

Number of water management checks completed 
by scheduled date (%) 

100% 100% 75% 100% 100% N/A 



 
Key Performance Indicators and Targets 2021-22 

 

 

HORIZON HOUSING ASSOCIATION 

CORE SERVICES 

Achieved 
2019/20 

Target 
2020/21 

Actual 
2020/21 
to end 
Q3 

Target 
2021/22 

Link 
Group 
Target 
21/22 

Scottish 
RSL 
average 

2019/20 

% of stock meeting the Scottish Housing Quality 
Standard (SHQS) [6] 

100% 100% 100% 100% 99.6% 93% 

% of properties meeting EESSH [C10] 98.9% 98% 99% 99% 95% 90.9% 

Homelessness - of properties available (and 
where there was a demand from homeless 
people) to let what % went to homeless 
applicants  * not the Charter indicator 

70% 25% 72.7% >55% >70% N/A 

Number of evictions (target less than) 0 3 0 3 32 N/A 

Number of abandonments (target less than) 3 3 2 3 45 N/A 



 
Annual report card 

2019/20 
 

How did we perform?  
 

 

  



 
 
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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Consequence Rankings  
1 Minor  
 

Short term, or contributory, impact on the reputation of some individuals/organisations. Minor injury (likely to be restricted to 
an individual) short term impact to the local environment.  

2 Moderate  Measurable, though no overwhelming impact on the reputation of individuals, organisations or a budget centre. Impact, if any, 
is likely to be short term. Injury of more than a minor nature to a few individuals, likely to result in some absence from work. 
Measurable local environmental impact is not considered long term. 

3 Major  Risk event may seriously impact upon the organisation as a whole. Risk event may lead to serious injury and incapacitation. 
Local environmental impact would be very long term. A wider environmental impact may be pronounced. 

4 Catastrophic  Reputation impact is sufficient to result in a curtailment of major activities. Loss of reputation, accreditation leading to loss of 
funding and service users. Risk event may lead to a death or total and permanent disablement to one or more individuals. 
Environmental impact may be wide spread and possibly permanent. 

 
Probability  
1 Unlikely/ Rare  Probability less than 10% 
2 Possible Probability of 10% to 50% 
3 Likely Probability of 50% to 80% 

4 Almost Certain Probability > 80% 

 
To calculate the Risk Rating, the scores for impact and probability have been multiplied, to give a figure between 1 & 16 as shown below: 
 
    1 2 3 4      

1 1 2 3 4    Key  

2 2 4 6 8     Low Risk 

3 3 6 9 12     Moderate Risk 

4 4 8 12 16     High risk 
 
HB: Horizon Board H CEO: Horizon Chief Executive Officer AM:  Asset Manager 
LG FBP: Link Group Finance Business Partner HOH: Horizon Head of Housing  
LG IS BP: Link Group IS Business Partner  HSM:  Housing Services Manager 



 

 

 

Ref 
 

Priority Risk and type Cause Initial 
Rating 
(IxP) 

Controls Risk 
Owner 

Residual 
Risk 
(IxP) 

Business 
plan 
objective 

Strategic/ 
Operational 

1 
 

2 Substantial increase 
in pension liability or 
deficit payments. 
 
 
Finance/economic 

SHAPS defined benefit scheme operates 
on last man standing basis. Horizon is 
potentially liable for other employers’ 
obligations if they are unable to meet 
their share of the scheme deficit. 

Per the September 2018 Valuation of the 
SHAPS defined benefit scheme there was 
a total deficit of £121M. The TPT recovery 
plan is to clear this by 30 September 2022 
or 31 March 2023. The result of the 2021 
Valuation is due next year with either 
confirmation of scheme being fully funded 
or a revised deficit and recovery period.  If 
a revised deficit plan is required, this will 
have an impact on cashflow.  

FRS102 requires Horizon’s share of SHAPS 
pension liability to be fully recognised in 
Horizon’s financial statements. 

This will be kept under review in response 
to the potential adverse Brexit impacts 
and the continuing impact of the Covid-19 
pandemic on the economy and economic 
recovery. 

3x2=6 Annual financial assessment by The 
Pensions Trust (TPT) of all employers 
in scheme. Any employer deemed high 
risk is moved to defined contribution 
scheme. The TPT financial assessment 
of Horizon from 2020 is that Horizon is 
low risk. 
 
The 2020/21 budget and 30year plan 
includes the pension deficit 
contribution as notified by TPT based 
on the results of the September 2018 
valuation with an annual increase of 
3% as per the TPT recovery plan until 
the liability in the balance sheet 
extinguished.  
 
TPT provided the liability calculation 
regarding Horizon’s share of the 
SHAPS pension liability which is 
included in the 2019/20 financial 
statements. 

H CEO/ 
LG FBP 

2x2=4 5 S 
LG Risk ref 
1.6 

2 
 

1 Rent cuts or freezes 
become inevitable 
threatening viability 
 
Finance/economic 
(Also in COVID risk 
register) 

Economic recession as a result of Covid19  

 

Housing benefit eligibility related to rent 
levels. 

3x3=9 Sensitivity analysis shows this to be 
area of high exposure.  
High awareness of cost centres and of 
areas of budget which would or could 
be cut if required. 

HOH 3x2=6 1 O  
LG Risk Ref 
1.3 



 

 

Ref 
 

Priority Risk and type Cause Initial 
Rating 
(IxP) 

Controls Risk 
Owner 

Residual 
Risk 
(IxP) 

Business 
plan 
objective 

Strategic/ 
Operational 

 New social security and other devolved 
powers in Scotland bring about rent caps. 

Impact of LHA cap 

 

New rent policy in place from April 
2020 developed taking affordability 
considerations into account.  
Twice yearly review of rent 
affordability (targeted approach) 
Linked with risk 3 

3 
 
 

1 Rents are not 
affordable for 
tenants 
 
Finance/economic 
 
(Also in COVID risk 
register) 
 

Economic recession as a result of Covid19  

Brexit contributes to increased cost of 
living and increased costs for materials 
and services, supplier costs. 

Benefit freezes 

Benefit caps 

Low wages 

Insecure wages 

LHA cap 

Pension rates/availability  

 

3x3=9 Monthly monitoring at management 
team and at Audit and Board 
meetings. 
Sensitivity analysis 
Early analysis of rent affordability 
 
Approach to budget preparation seeks 
to minimise rent increases. 
Rent consultation with tenants on 
options. 
Carry out affordability tests. 
Monitor rent arrears levels and trends. 
Weekly monitoring of payment status 
/ direct debits by HOs/Finance  
Linked with risk 2. 
 

HOH 3x2=6 1 S 
LG Risk Ref 
1.3 

4 1 Loss of income 
 
Finance/economic 
 
(Also in COVID risk 
register) 
 

Financial loss due to the impact of Covid 
19 pandemic 

Financial loss due to benefit 
changes/consequences of Social Security 
Changes 

Universal Credit leads to impoverishment 
of tenants leads to: 

Tenant impacts – food banks, ill health, 
eviction etc. 

4x3=12 Monthly monitoring at management 
team and at Audit and Board 
meetings. 
Sensitivity analysis 
 
Maintain and keep under review voids 
management procedures.  
 
Prevention of arrear and management 
of debt policy and procedures. 
Internal Audit of rent arrears 

HOH  
3x3=9 

1,5 O  
LG risk ref 
1.3 



 

 

Ref 
 

Priority Risk and type Cause Initial 
Rating 
(IxP) 

Controls Risk 
Owner 

Residual 
Risk 
(IxP) 

Business 
plan 
objective 

Strategic/ 
Operational 

Organisational impacts - increased 
housing management and maintenance 
costs; increased rent collection and 
arrears recovery costs, demand for 
housing support. 

Employee impacts - stress 

Arrears start rising again 

Void loss increases 

management confirmed that robust 
controls were in place and risks were 
well managed. 
Repair procedure 
Close and regular management and 
monitoring for rent accounts and 
tenants support needs. 
Targeted property investment to 
maximise energy efficiency. 
Development of decarbonisation 
Strategy 
Continued investment in tenancy 
sustainment services and welfare 
benefit advice/ in house team  
Robust and responsive rent policy. 

5 
 

 

1 Increased costs 
 
Finance/economic 
 
(Also in COVID risk 
register) 
 

Economic recession as a result of Covid19 

Contractors /Suppliers – withdrawal of 
services/significant cost increases, e.g. 
due to Brexit 

 

3x3=9 Review planned maintenance 
programme. 
Procurement partnerships with Link 
Group and others 
 
Key contracts delivered in house (Link 
group) 
 
Risk appraisal and plan for alternative 
delivery arrangements 
 
Efficiency Savings programme 
identified and reported regularly to 
Board. 
Continual review of costs  and 
availability of products/services. 

AM 3 x 3 = 9 1,5 O 
LG Risk Ref 
1.1 (related 
but not the 
same) 

6 
 

3 Failure to comply 
with the Data 

IT/electronic data systems are 
insufficiently secure; staff do not follow 

3x4=12 Link IT Electronic security systems 
Encryption of laptops and USBs 

CSM 3x2 = 6 
 

5 S 



 

 

Ref 
 

Priority Risk and type Cause Initial 
Rating 
(IxP) 

Controls Risk 
Owner 

Residual 
Risk 
(IxP) 

Business 
plan 
objective 

Strategic/ 
Operational 

 Protection legislation 
leading to financial 
penalties from 
Information 
Commissioner’s 
Office and loss of 
reputation. 
 
Finance/economic  
 
(Also in COVID risk 
register) 
 

procedures; staff are not aware of their 
responsibilities under the legislation 
including GDPR and Freedom of 
Information; paper and electronic material 
is not managed or disposed of as required  
and data is processed with proper 
consent. 

Staff mandatory training on GDPR, 
Freedom of Information, being aware 
of phishing attacks etc.  
Staff and office supervision. 
Internal audit reviewed level of Link 
Group GDPR compliance and found it 
to be acceptable. 
 
Procedures in place for responding to 
FoI requests.  GDPR data loss  “near 
misses” are monitored and lessons 
learnt. 
 

LG risk ref 
4.4 

7 
 
 

2 Financial fraud/ theft 
including cyber 
attack 
 
Finance/economic 
 
(Also in COVID risk 
register) 

Insufficient controls and procedures; Lax 
staff recruitment processes 

 

3x2 =6 Financial procedures and controls 
reviewed regularly; Budget monitoring 
and reporting; internal and external 
audit reviews. Recruitment 
procedures involve rigorous integrity 
checking. 
Mandatory training for staff on data 
security (covering what to look out 
for)  
 

HOH 
 

2x2=4 5 O 
LG Risk Ref 
5.1 

8 
 

 

2 
 

Failure to adequately 
address climate 
change 
 
Finance/economic 

 

Lack of understanding of social, economic, 
environmental and reputational impact of 
climate change. 

2x4=8 Implementation of detailed actions in 
business plan to address impact on 
services, tenants and monitored 
routinely at management and Board 
meetings. 
Horizon represented on Link 
Sustainability Working Group 
Additional actions within Business 
plan being progressed. 
Board training on climate literacy 

CEO 2x3=6 6 S 



 

 

Ref 
 

Priority Risk and type Cause Initial 
Rating 
(IxP) 

Controls Risk 
Owner 

Residual 
Risk 
(IxP) 

Business 
plan 
objective 

Strategic/ 
Operational 

9 
 

 

1 Housing inequalities 
particularly in 
relation to disabled 
people are harder to 
address, are 
perpetuated or 
worsen. 
 
Strategic/political/ 
Reputational. 

Increasing evidence that impact of social 
security changes disproportionately 
effects disabled people. 
 
Internal resource demands constrain time 
and investment in external influencing 
activity. 
 
 
 
 
 
 

2x4= 8 Work in partnership with Scottish 
Federation of Housing Associations 
(SFHA), Chartered Institute Housing 
(CIH) and disability organisations to 
maintain public profile of issues and to 
make specific proposals for mitigation. 
 
Revised Welfare Rights Strategy 2020  
reflects additional pressures from roll 
out of universal credit. 
 
Organisation of national accessible 
housing summit and subsequent 
commitments, continued work in 
national groups 

HOH 
CEO 

2 x 4 = 8 3,4,5 S 

10 
 

 

2 Lettings policy, 
procedures and 
systems do not 
improve access to 
suitable housing - or 
deliver fewer good 
outcomes for 
disabled applicants 
than for non-
disabled households 
 
Tech/operational/ 
infrastructure 

Homehunt system has not been 
developed with disability equality at the 
forefront. 

 

System is slow to change or react to 
identified issues. 

 

Difficulties operating across two or more 
lettings systems – Homehunt, Common 
Housing Registers, Home2Fit 

 
3x3 = 9 

 
Allocations outcomes monitoring 
 
Group wide Letting Policy now in place 
which provides greater focus on 
disability and multiple housing needs 
and assisting better outcomes for 
disabled applicants   
 
New Choice Based Letting (CBL)  
system being  developed in 
conjunction with Link – due to go live 
2021 which will make it easier for 
disabled applicants to navigate and 
have their needs assessed. 
 
Effective allocations research 
participation 

 HOH 3 x 2 = 6 1 O 



 

 

Ref 
 

Priority Risk and type Cause Initial 
Rating 
(IxP) 

Controls Risk 
Owner 

Residual 
Risk 
(IxP) 

Business 
plan 
objective 

Strategic/ 
Operational 

 
Support for applicants to access 
current Homehunt system.  
 
Make progress on the 
recommendations of the Match Me 
report in developing a national 
register of accessible housing. 
 
Further options to be explored to 
reflect the issues from Covid19 and 
the lockdown. 
 
 

11 
 
 

2 Failure to deliver 
good quality 
Reactive and Voids 
Repairs Service to 
meet Charter 
outcomes 
 
Tech/operational/ 
infrastructure 

Poor communication systems; In house 
team and Link Property fail to deliver 
speed or quality of service needed.  

Planned programmes not integrated with 
reactive or cyclical services 

3x 3= 9 SLA Review Meetings; daily, weekly & 
monthly performance monitoring;  
Formal reporting and Key 
Performance Indicators (KPIs)  
Tenant satisfaction surveys. 
More proactive approach to pre-
inspections with current tenants  
Asset Team restructure to increase 
officers to 3 to allow increased focus 
on service delivery.   
 

AM 2x2=4 1 S, O 
 
LG Risk ref 
6.1 & 6.5 

12 
 

 

3 We do not have the 
staff, resources and 
skills to deliver 
required services.  
 
Organisational 
capacity/governance 

Lack of adequate training; mismatch 
between resources and demands; inability 
to recruit/poor recruitment 

3x3=9 Review of skills and capacities; 
learning and development plans; 
access to Link Group skills, resources 
and training; annual organisational 
structure and staff resources review. 
Competency based Performance 
Management, Pay and reward process 
in place since 2017. 

HOH 
 

3x2=6 5 S 
LG Risk Ref 
4.3, 4.13 & 
6.5 



 

 

Ref 
 

Priority Risk and type Cause Initial 
Rating 
(IxP) 

Controls Risk 
Owner 

Residual 
Risk 
(IxP) 

Business 
plan 
objective 

Strategic/ 
Operational 

These will be further developed as 
part of the Housing with Heart 
Strategy 

13 
 

 

3 Board numbers, skills 
& succession 
planning for 
potential office 
bearers are 
inadequate for good 
governance. 
 
Organisational 
capacity/governance 

Skilled members leave and are not 
replaced. 

 

Board renewal does not include review of 
skills required related to objectives 

3x3=9 Governance appraisal 
Personal development plans for Board 
members 
Robust recruitment process resulting 
in 2 new members joining 
Management Board. 
 
Review of governance frameworks 
including adoption of Model Rules and 
update to Standing Orders to reflect 
legislation changes and best practice 

H CEO/ 
Chair 

3 x 1=3 5 S 
LG Risk Ref 
4.3 

14 
 
 

1 Services are 
reduced/halted due 
to further lockdown. 
 
Organisational 
capacity/governance 
 
(Also in COVID risk 
register) 
 

Continuation global pandemic: increase in 
numbers affected; further Govt lockdown 
measures in place. 

3x3=9 Apply business continuity measures 
and learning from first lockdown  - 
office closure, emergency repairs and 
gas services only; financial risk testing 
and sensitivity analysis etc. 
 
Improved telephony system being 
tested which will better support 
remote working and offer more 
functionality and improved customer 
service. 

CEO 3x3=9 All S 

15 
 

 

3 Inadequate new 
working 
arrangements as a 
result of Covid19 
 
(Also in COVID Risk 
register) 
 

New emergency arrangements needed for 
staff to work from home as a result of 
lockdown 
 
Some staff are unable to work from home 
due to the nature of their role (In-House 
Maintenance Team and Estates Staff) 

2x2=4 Safe working environments assessed 
through H+S templates completed by 
all staff; support put in place as 
required; personal wellbeing (mental 
health/isolation) supported on regular 
basis through individual support and 
information shared through staff 
weekly/fortnightly bulletin; learning 

CEO 2x2=4 ALL O 



 

 

Ref 
 

Priority Risk and type Cause Initial 
Rating 
(IxP) 

Controls Risk 
Owner 

Residual 
Risk 
(IxP) 

Business 
plan 
objective 

Strategic/ 
Operational 

 
Organisational 
capacity/governance 
 
 

and devt sessions organised for staff; 
new layout /arrangements in place in 
the office; weekly monitoring of staff 
absences due to individual/family 
covid infections etc. 
 
Safe Systems of Work and Risk 
Assessments have been kept under 
continual review as guidance changes 
with support from H&S team. 
 
Making best use of skills across teams 
and using staff flexibly to support 
tenants, staff and business. 
 

16 
 

 

2 Gas safety 
requirements are not 
satisfied leading to 
injury/fatality or 
non-compliance with 
evidence 
requirements  
 
Legal/ regulatory 
 
(Also in COVID risk 
register) 
 

Lack of adequate monitoring, 
complacency, 

Administration and reporting procedures 
inadequate 

Monitoring procedures inadequate  

 

 
4x3= 12 

Regular meetings with contractor. 
Quality assurance on gas safety 
checks. 
Weekly and monthly monitoring of 
service completions. 
Improved handover procedures 
Separate reports on domestic and 
non-domestic property 
Up to date written procedures and 
audit of compliance 
KPI monitoring 
Audit in 2017 and revised procedures 
give substantial assurance which was 
confirmed by positive assessment of 
gas safety arrangements in 2020 
internal audit. 
 

AM 3 x 1 = 3 5 O 
LG Risk Ref 
3.3 



 

 

Ref 
 

Priority Risk and type Cause Initial 
Rating 
(IxP) 

Controls Risk 
Owner 

Residual 
Risk 
(IxP) 

Business 
plan 
objective 

Strategic/ 
Operational 

17 
 
 

3 Compliance with the 
requirement to 
notify the regulator 
of a notifiable event 
triggers a loan 
covenant breach. 
Legal/ regulatory 

Requirement to notify Scottish Housing 
Regulator (SHR) before implications of 
notifiable event are clear. 

3x3= 9 Minimise situations requiring 
notification to SHR. 
Good governance 
Maintain awareness of SHR interests. 

H CEO 2 x2= 4 5 S 
LG Risk Ref 
1.4, 4.6 & 
4.9 

18 
 
 

3 Failure to meet SHR 
regulatory 
requirements  
 
Legal/ regulatory 
 
(Also in COVID risk 
register) 
 
 

Inexperienced/ unskilled staff and Board; 
Inadequate processes and procedures 

 

3x2=6 Appropriately skilled staff employed, 
Expert resources available/ Sufficient 
reporting protocols in place; External 
and internal audits take place. 
Governance reviews undertaken.  
Unqualified assurance of Board as part 
of annual assurance process 2020 that 
all regulatory, legal and legislative 
requirements met as well as standards 
of governance and financial 
management. 
 

H CEO 2x2=4 5 S, O 
LG risk ref 
4.6 & 4.9 

19 
 

 

2 Breach of Health and 
Safety Regulations 
 
Legal/ regulatory 
 
(Also in COVID risk 
register) 
 

Health and safety regulations/legislation is 
breached 

Non-compliance with Legionella/ Asbestos 
Management/ Water Management (R&M) 
resulting in injury/death 

 

 

4x3=12 Health and safety audit commissioned 
2020, outstanding actions being 
monitored. 
Implementation of action plan to 
support statement of intent. 
Wider review of H&S across Link 
Group 
Monitoring mandatory H&S training 
and reads 
Additional H+S staff in place. 
Robust Procedures; Health & Safety 
Group; Training; Safe hub lone 
working and Crystal Ball van tracking 
systems. 

HOH 3x2=6 5 O 
LG Risk ref 
3.1, 3.2, 3.3, 
& 3.4 



 

 

Ref 
 

Priority Risk and type Cause Initial 
Rating 
(IxP) 

Controls Risk 
Owner 

Residual 
Risk 
(IxP) 

Business 
plan 
objective 

Strategic/ 
Operational 

Monitoring; and Reporting 
requirements in place. 
Regular staff training provided. 
Adherence to existing programmes 
and procedures; reporting of 
performance and annual service by 
anniversary date. 
H&S update to staff monthly in 
bulletin and to tenants in quarterly 
newsletter and 6-monthly to Board 

 
Summary 
 

No. Risk Strategic 
Objective 

Type risk Score Sorted by 
Priority (1,2,3) 

2 Rent cuts or freezes become inevitable threatening viability 2, 3, 5 Fin/economic 6 1 

3 Rents are not affordable for tenants 1, 2, 3, 4 Fin/economic 6 1 

4 Loss of income 1, 2, 3, 4, 5 Fin/economic 9 1 

5 Increased costs  1, 3, 5, 6 Fin/economic 9 1 
9 Housing inequalities particularly in relation to disabled people are harder 

to address, are perpetuated, or worsen. 
1, 2, 3, 4, 5 Strat/polit/reput 

 
8 1 

14 Services are reduced/halted due to further lockdown 1,2,3,4,5,6 Org 
capacity/govern 

9 1 

1 Substantial increase in pension liability or deficit payments 3, 5 Fin/economic 4 2 
7 Financial fraud/ theft including cyber attack 3, 5 Fin/economic 4 2 

8 Failure to adequately address climate change 1,2,4,5,6 Fin/economic 3 2 



 

 

No. Risk Strategic 
Objective 

Type risk Score Sorted by 
Priority (1,2,3) 

10 Allocations policy, procedures and systems do not improve access to 
suitable housing - or deliver fewer good outcomes for disabled applicants 
than for non-disabled households 

1, 2, 3, 4, 5 Tech/operational/ 
infrastructure  

6 2 

11 Failure to deliver good quality Reactive and Voids Repairs Service to meet 
Charter outcomes 

1, 3, 5 Tech/operational/ 
infrastructure 

4 2 

16 Gas safety requirements are not satisfied leading to injury/fatality or non-
compliance with evidence requirements 

1, 2, 3, 5 Legal/regulat. 3 2 

19 Breach of Health and Safety Regulations 1, 2, 3, 4 Legal/regulat. 6 2 

6 Failure to comply with Data Protection legislation leading to financial 
penalties and loss of reputation 

3, 5 Fin/economic 6 3 

12 We do not have the staff, resources, and skills to deliver required services  3, 5 Org 
capacity/govern 

6 3 

13 Board numbers, skills & succession planning for potential office bearers are 
inadequate for good governance. 

3, 5 Org 
capacity/govern 

3 3 

15 We have inadequate new working arrangements because of Covid19 3,5,6 Org 
capacity/govern 

4 3 

17 Compliance with the requirement to notify the Regulator of a notifiable 
event triggers a loan covenant breach 

3, 5 Legal/regulat. 4 3 

18 Failure to meet Scottish Housing Regulator regulatory requirements  3, 5, 6 Legal/regulat. 4 3 
 



Data as 2 February 2021 Horizon Tenant Profiles 

Age Group Length of Tenancy

Age group No. % No. years No. %
26-34 63 8.0 11-15Years 143 18.1
35-44 107 13.5 1-5 years 162 20.5
45-54 146 18.4 16-20Years 110 13.9
55-64 180 22.7 20+ Years 97 12.2
65+ 257 32.4 6-10years 176 22.2
Under 25 39 4.9 Less than 12 months 104 13.1
Total 792 100 Total 792 100
All areas All areas

Property Types

Property type No. %
Bungalow-detached 43 5.4
Bungalow-end terrace 21 2.7
Bungalow-semi detached 73 9.2
Bunglaow-mid terrace 18 2.3
Flat 399 50.4
Flat-cottage flat 12 1.5
House-Detached 9 1.1
House-End terrace 36 4.5
House-Mid Terrace 111 14.0
House-Semi Detached 70 8.8
Total 792 100
All areas
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