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Introduction 
 

This strategy was developed following a review of the current strategy. It has been 
informed by your views expressed at tenants' meetings held in different locations and 
facilitated by TPAS; your feedback from the postal and online surveys consultation 
and the last tenant satisfaction survey.    

About Horizon 
 

Horizon was established in 1988, with a vision of providing integrated housing for 
disabled people that supported their independent living in communities where people 
could participate as ordinary and valued citizens.   
 
We have designed and built more than 800 homes, in over 40 developments, in 11 
local authority areas from Ayrshire to Fife.  Approximately 25% of our properties are 
designed to meet the specific needs of wheelchair users; all of our properties are 
barrier-free. 
 
In November 2009, we became part of the Link group of housing, support and 
regeneration companies.    

Our vision, purpose and values   

 
Our vision 
To enable people, regardless of age or impairment, to live full independent lives in 
the community of their choice.  
 
Our purpose 
To work to address the inequality and challenges that many disabled people and 
their families face trying to access housing and housing choice. 
 
Values 
What we do, and how we do it, 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. 
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We believe people are disabled by the barriers they face in and around their 
environment, and by attitudes and assumptions, rather than by their impairments,  
often called the social model of disability. 

What is tenant participation? 
 

Tenant Participation is about tenants taking part in decision making and influencing 
decisions about: 
- our policies  
- housing conditions 
- the services we provide 
- issues that affect your community. 

It is a two way process that involves us sharing information, ideas and decision 

making  with you, with the aim of improving housing standards, conditions and 

services. 

Benefits  

Tenant participation can bring positive benefits to you, our staff and the Association. 

These include 

- Improved service delivery and better value for money  

- Better communication between our staff and you 

- Staff and tenants being more aware of each others’ perspectives and 

organisational and financial linitations 

- Chances for you to develop new knowledge and skills that allow you to 

become informed and knowledgeable with the skills and confidence to 

influence decisions 

- Involvement in actively monitoring our services 

- Minimising misunderstandings, helping to build trust, understanding 

and mutual respect between you and Horizon as your landlord 

- Having increased satisfaction with your homes and communities  

- Increased job satisfaction for staff. 

- Improved community relationships and neighbourhoods 

 

Outcomes of Tenant Participation 
 

Legal Requirements 
 
The Housing (Scotland) Act 2001 places duties on social landlords regarding tenant 
participation including  
- to have in place a tenant participation strategy  
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- to provide information on the resources required to make the strategy 
effective  

- to have a registration scheme for tenant organisations to register with us and 
to have the register  publicly available  

- to consult with you and any registered tenant organisations on a range of 
housing and related services and the standards of service we provide  

- to provide you with certain information such as our complaints procedure  
 

The Scottish Social Housing Charter 

The Charter came into force in April 2012 and it sets out the outcomes and 

standards that all social landlords are expected to meet when carrying out its 

housing activities and the level of service tenants should expect from their landlord. 

There are 16 outcomes and standards which cover our housing activities.  The Act 

saw also the creation of the Scottish Housing Regulator.  

 The Regulator is responsible for monitoring, assessing and reporting on how well 

social landlords are meeting the Charter’s 16 outcomes and standards and thus 

each year our performance in meeting these outcomes will be monitored by the 

Scottish Housing Regulator and there will now be greater tenant scrutiny of our 

performance.   We will agree with you how to assess our performance against the 

Charter outcomes, and on how you would want this reported to you.    

Horizon’s Outcomes 

Horizon has developed five outcomes that it aims to achieve from good tenant 

participation. These are: 

1. Tenants participate in and influence decisions and decision making processes 

on service delivery and service planning. 

2. There will be a range of opportunities and methods developed for tenants to 

participate effectively and to meet their needs. 

3. Information and communication material will be accurate, timely and 

accessible. 

4. Tenants will be supported and offered training to enable them to participate in 

an effective way.  We will have informed, supported and knowledgeable 

tenants who have the skills and confidence to influence decisions. 

5. Tenants will review and evaluate how we support and develop tenant 

participation. 
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These outcomes will be backed up by an annual Action Plan that is divided into four 

areas: 

1. Tenant Consultation and Participation 

2. Tenant Information 

3. Tenant Satisfaction 

4. Equality and Diversity Measures 

 

Equality and diversity  

We will seek to ensure that in all tenant participation activities we are fair, equitable, 

non-discriminatory and which reflects and respects the diversity of all Horizon 

tenants.   

We will promote different ways to be involved to ensure all tenants have equal 

access to participation and address any barriers which prevent tenants from being 

involved.  

We will consult and involve tenants from all areas regardless of age, disability, 

marriage and civil partnership, pregnancy and maternity, race, religion and belief, 

sex, sexual orientation and gender reassignment.   

We will ensure all tenants are able to participate in meetings, conferences, 

discussions, surveys etc.  We will 

- provide  information that is clear, easily understood and jargon-free 

- provide information in a range of formats, such as large print, Braille, 

CDs, different languages, on request 

- hold activities in locations and venues which are accessible  

- provide access to digital hearing systems at meetings and conferences  

- arrange meetings on days and times which take account of needs and 

preferences 

- provide transport  or pay reasonable expenses to travel to activities, 

where required  

- meet reasonable carer and/or child care  costs.  

 

Our aim   

To ensure that tenant participation is open and accessible and that there is a range 

of opportunities for tenants to be actively involved in Horizon's decision making 

process, in influencing and improving services at whatever level which suits them 

best. 
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We will 

- encourage and develop the involvement of tenant in Horizon's decision 

making process including in the reviewing and development of policies, of 

services and service delivery.  

- provide a range of opportunities and ways for tenants to be involved and that 

tenants are aware of these opportunities.  

- ensure that all tenants have the information needed to consider issues fully 

and which is accessible, accurate, and timely.   

- provide sufficient resources, support and training so tenants have the 

confidence and skills to influence decisions 

- listen to, act and feedback on what you tell us 

- review with you this strategy and our performance  

 
Keeping you informed  

We will provide you with a range of accurate, up to date, easy to understand 

information of good quality, available in a variety of formats.    This could be by post, 

email and/or through our website including the 'Get involved' and 'News' sections.  

The information includes   

- your tenancy agreement  

- a tenants' handbook which will be reviewed regularly  to ensure it is up to date 

- Horizon News, our newsletter -  published four times a year   

- our Annual Review/Report on Charter 

- our Complaints Procedure  

- up to date leaflets 

- on our decision-making processes 

- on membership of Horizon 

Our information will be regularity reviewed.   

We will ensure that our website is kept up to date. 
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Communicating with you 

We will use different ways to communicate with you, taking account of your needs 

and preferences, and provide feedback.  This could include  

- letters with reply slips, emails for those of you who choose to be contacted in 
this way and texts e.g. to notify you of up and coming events  

- Horizon conferences and joint conferences with Link HA 

- local events / tenant meetings 

- focus/working groups 

- surveys  

- our Annual Report on Charter Outcomes  

- our Annual General Meeting. 

Website  

We will publish information about our performance and the outcome of any 

consultations any feedback from you on our website.  We will ensure that the 

website alerts you to any forthcoming consultations. 

The 'Get Involved' section of the website will include regular information from the 

results of consultation exercises and any other issues of particular interest.  The 

feedback section allows you to, for example, provide us directly with good or not so 

good feedback and you can make suggestions on improvements we could make to 

our services. 

We will consult you on using social media such as Facebook and Twitter as one way 

of keeping you up to date with events and providing other information. 

 
What will we consult on? 

We will consult you on a range of issues, for example 

- policies regarding housing management and related services such as rent 

and service charges, allocations, repairs service, estate management, anti-

social behaviour  

- housing management, repairs and maintenance service standards 

- the Tenant Participation Strategy and action plan 

- any capital work, for example, new kitchens and bathrooms 

- any new  housing developments  

- if we were to sell any of our housing stock which would result in a change of 

your landlord 
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- customer service issues 

- any other issues which might affect you or your community. 

Making decisions 

We will make sure that 

- you have the necessary information including how any proposals will affect 

you 

- you have enough time and  ways to feedback your views,  

- we listen to your views,  

- inform you how and when the final decision will be taken 

- take into account your views before decisions are made  

 

 

We will give you feedback  

- on the decisions taken 

- on the reasons why  decisions were reached ,  

- on where your involvement has led to a change to the housing service or 

policy.   

 

We will provide feedback through Horizon News and on our website.   

 

Involving you 

We want to make sure that there are different ways you can choose to get involved 

and in ways which best suits you.   

Examples of these different ways are: 

Register of interested tenants 

You can join the Register and we will ask about your areas of interest.  This allows 

us to consult you on these issues.   The Register is reviewed each year. 

You can obtain details on how to become a Panel member or how to join the 

Register from our website or by contacting the office.  We will regularly publicise 

information on the Panel and Register in Horizon News. 

Focus groups/working groups 

We may set up focus/working groups if, for example, we want to discuss an issue in 

more detail, or where there is a matter of local concern. 
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Surveys 

Every two to three years an independent tenant satisfaction survey of all our tenants 

is carried out for Horizon.  The Scottish Housing Regulator's has now produced 

guidance on what questions to include.    

We may carry out other surveys about a particular aspect of service delivery and this 

could be by post, email, telephone, face to face and on our website.      

We will report findings and any actions to be taken in Horizon News and information 

will be provided on the website.   

Conferences 

From time to time we will organise a tenants conference for all Horizon tenants to 

discuss topics of interest or concern to you and to inform you about new 

developments .  We will ensure that you have an opportunity to suggest topics for 

discussion at the Conference and reports on the Conference are provided for those 

unable to attend through Horizon News and the website.    

Tenant Groups 

Discussions with a tenant group.  However, at the moment there are no formal or 

informal Horizon tenant groups.  If you are interested in setting up a group in your 

area we can help.  We will provide support to and consult with any tenants' groups 

which are set up.   We will also support a group to become a Registered Tenants' 

Organisation (RTO).  This means, for example, the group having - a formal written 

constitution, a Committee with elected members that meets regularly, office bearers, 

published accounts.   We will provide support and resources to groups such as grant 

funding, training and support from staff.  Further information on RTOs is available 

from our office 

Local tenant meetings or events 

We may hold tenant meetings in your area to provide you with information and, for 

example, to give you an opportunity to meet with staff and for us to get your views on 

issues that affect your local area.   We will make sure that any meetings and issues 

to be discussed are well publicised in advance and also that you have the 

opportunity to suggest areas for discussion.  

We will continue to support any local events, such as a Big Lunch event, which 

encourage tenants to come together.   

Estate walkabouts  

Each year our housing and maintenance teams visit our developments and tenants 

are given the opportunity to join the teams in inspecting the estates.     
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Scrutinising our performance 

This could be, for example, through  

Mystery shopping - this allows you to check how well our services are working 

and to record your experience and impressions and report back to us and, for 

example, the Tenants' Reference Panel and other tenants.  

Tenant Inspectors - This is a way for tenants to monitor and evaluate our 

performance and to highlight areas for improvement by identifying strengths 

and weaknesses of a service and make recommendations. 

We will provide training and support to those who wish to be involved in these 

activities.   

Become a member of the Association  

We will ensure that tenants are aware of how to become a member of Horizon and 

regularly include information in Horizon News.    If you are interested in being 

involved in our work, you can apply for membership.  There is a one off membership 

fee is £1.00.  Members elect the Board of Management at the AGM and you can 

stand for election to the Board.   We have at least three reserved places for tenants 

and we will actively encourage those who are eligible to stand for election. 

Details of our membership policy and how to apply is on our website or can be 

obtained from the office.  

 

Support and resources 

 

We will ensure that there is sufficient support and resources available for tenant 

participation to work effectively.   All staff are responsible for encouraging and 

supporting tenants to become involved.  We will also identify a tenant participation 

'champion' from our staff team, whose role will be to maximise participation, to keep 

you and other staff up to date and to ensure that tenant participation is a high 

priority. 

We will set a dedicated tenant participation budget, reviewed annually.  The budget 

will cover costs such as  

- meeting/venue costs, refreshment costs 

- travel and subsistence expenses 

- tenant satisfaction and other surveys 

- incentives for participation e.g. prizes for completing a survey 

- Horizon tenant conferences/events 

- stationery, pre paid envelopes when consulting by post, photocopying, etc 

- staff and tenant training and costs for conference places 
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- care costs 

- publications/publicity  

- support for any tenant groups including any group wishing to become an RTO 

- independent advice/consultancy costs 

- staff time made available to support and facilitate participation.  

 
Monitoring and reviewing 

This Strategy is a working document and its implementation will be monitored on an 
ongoing basis.  It will be fully reviewed, with you, every three years.   
 
An annual Action Plan will be developed. The Action Plan will be reviewed each 
year. 
 
Progress on the activities in the Action Plan will be reported in Horizon News, in the 
'Get Involved' section of the website and to Horizon's Board.   
 
We will also monitor the ways we communicate with you and the methods of 
participation to make sure they are the most effective for those who wish to be 
involved and to encourage others to consider becoming involved. 
 
 


