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Welcome

Frances Wood, Chair

Welcome to our 2015 Annual Report to
tenants and Annual Review. I was
privileged in February 2015 to be
appointed as Horizon’s Chair, after
serving on its Board since 2013. As a
Horizon member since 1993, I have seen
it grow to offer a wide range of services to
more than 4000 individuals and families,
including tenants, sharing owners and
older and disabled homeowners. 

In January 2015 we carried out a
comprehensive Tenant Satisfaction Survey to
find out our tenants’ views. We were pleased to
see high satisfaction levels with our customer
services and with many aspects of tenants’
homes. On the other hand, lower satisfaction
levels showed that we need to improve our
repairs and maintenance services. We expect
our asset management team and our
partnership with Link Property to help deliver
this improvement over the next year.

We continue to see the adverse impact of
welfare reforms and cuts or reductions in
public services on many Horizon tenants and
other service users. We are responding to
this by investing in services which enable
tenants and other customers to enjoy and
sustain their home. During the last year, these
have included housing support, welfare rights
and money advice, adaptations, skills for
gaining employment, and technology advice
and support.

Our work with older and disabled homeowners
continued to grow in 2014/15: we made a
successful bid to continue providing North
Lanarkshire’s Care and Repair service;
reshaped and improved our West Lothian Care
and Repair service; and contributed to Link
Group’s successful bid to deliver the Scottish
Government’s Help to Adapt pilot scheme.

I am grateful for the support of fellow Board
members, in particular, Drew McPhail, who
served as Horizon’s Chair for almost five years,
and Philip Croft, who stood down after 19 years
of significant contribution. In the last year we
have recruited new Board members, including
another Horizon tenant, adding skills, expertise
and a fresh perspective to our governance.

Our sound financial position at the end of
2014/15 and business plan for the next five years
gives Horizon a strong foundation to continue to
improve and develop its homes and services.

Warm regards

Frances Wood
Chair



Julia Fitzpatrick, Managing Director

Purpose of this report

This report aims to tell Horizon tenants, other
customers and members about our activities,
achievements and performance.

It captures information on the quality and value
of our services and reports on our performance
against the Scottish Housing Charter
outcomes, as required by the Scottish 
Housing Regulator.
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We have also included information about the
actions we are taking to improve performance.
This way of reporting aims to provide a
springboard for tenants and others to work with
us to continue improving and developing
services of value to tenants, sharing owners
and older and disabled people in the wider
community.

Last year we changed the way that we report
and asked for feedback on this. You told us you
liked the Annual Report and made some
suggestions for improvement which we have
tried to reflect. Please help us to keep doing
this by completing the feedback form that you
will find enclosed with this report.

Best wishes

Julia Fitzpatrick
Managing Director
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Vision and values

Our vision: 
Inclusive

communities where
everyone has a home

that meets their needs,
designed so that
everyone can play

a part.

Our purpose

We promote and provide affordable housing
and services that enable people, irrespective of
impairment, to live full independent lives in the
community of their choice.

Our values 

What we do, and how we do it, is driven by our
underpinning values and beliefs. 

• We are all different, equal and valuable.
• Access to housing and services in the

community of your choice should not be
determined by impairment.

• Disabled people have a right to participate
fully in society – to be in the mainstream.

• Disabled people should have the right to
housing, services and facilities to enable
independent living.

Independent Living means having the
same freedom, choice, dignity and control
as other citizens – at home, at work and in
the community. It does not necessarily
mean living by yourself or fending for
yourself. It means the right to practical
assistance and support to participate in
society and live an ordinary life.
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VISION AND VALUES

Our objectives

• Encourage inclusive design of housing
and communities, so that 10% of Link’s
new housing is to wheelchair standard.

• Increase the numbers of disabled people
able to get the right home for their needs.

• Make the most of our property assets:
provide attractive, well-maintained places
where people want to live. 

• Provide person-focused housing services
which meet people’s needs at different
stages of their lives.

• Provide and grow our Care and Repair,
small repairs and other services to
support older and disabled people to live
safely and well in their own homes and
communities.

• Recognise that everyone has something
to contribute and support tenants, other
customers, volunteers, staff and Board
members.

• Work in alliance with others to influence
policy and practice on provision and
adaptation of housing.

Our performance

You will see performance indicators and ratings
throughout the report. We compared ourselves
against two averages:

• Scottish average (provided by the
Scottish Housing Regulator and which
includes all Registered Social Landlords
[RSLs] and councils.)

• RSL average (provided by the Scottish
Housing Best Value Network and which
includes RSLs only.)

Our performance information was gathered
between April 2014 and March 2015 and
reported to the Scottish Housing Regulator at
the end of May 2015. We asked an
independent organisation – the Scottish
Housing Best Value Network – to double-check
our results. Customer satisfaction information is
based on the face-to-face survey carried out by
Research Resource in January 2015, which
achieved a 71% response rate.

The ratings
Compared to the
Scottish average...

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

This section tells you about:

• how we maintained and improved the
quality of our homes

• our repairs performance
• our development plans

Housing quality and
maintenance 

Horizon manages its business so that tenants’
homes meet and, where possible, exceed the
Scottish Housing Quality Standard. We are
pleased that all our homes met this standard by
March 2015. This performance is significantly
higher than the Scottish average and we
continue to invest in upgrading homes to
ensure they will continue to meet this standard. 

In 2014/15, we invested £564,241 in:

• Upgrading 66 kitchens
• Upgrading 35 bathrooms
• Replacing windows and doors in 

75 properties
• Upgrading 24 electricity consumer units
• Carrying out cyclical painting affecting

60 properties 
• Servicing 826 gas boilers

We also invested around £360,000 in
upgrading the residential care home, Wallace
Court, that Horizon leases to Capability
Scotland. 

In addition:

• We spent £70,650 adapting 56 homes to
support greater independence and to
make life easier for individuals and
families.

• We obtained £118,000 grant funding
so that sharing owners in Edinburgh
could benefit from our window
replacement contract and meet their
share of common costs.

We manage the allocation of homes in a way
that ensures they are clean, tidy and in a good
state of repair when new tenants take up their
tenancy. New tenants rated our performance in
this area more highly in 2014/15 than the
previous year, with 91% stating they were
satisfied with the condition of their home. Our
result is better than the Scottish average of 86%.

We know that the repairs service is one of the
most important services to tenants. We aim to
provide a high quality service that is value for
money. In 2013/14, we reduced the average
time to complete a repair from 13 days to 6.3
days, and maintained this reduction in 2014/15,
with a result of 6.5 days. 

Spent over

£1 million
on maintaining,
improving and

adapting homes
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HOMES

In January 2015, 73% of tenants reported they
were satisfied with the repairs or maintenance
carried out in their homes in the previous 12
months. But almost 10% were not satisfied. In
2014/15 we took action to improve this and will
continue to do so in 2015/16.

• We recruited an Asset Manager and an
Asset Planning Officer to improve the
planning and delivery of future
programmes of work.

• Since April 2014, Link Property has
provided a repairs service to Horizon
properties in West and Central Scotland.
Feedback from tenants has been positive. 

• A new Repairs and Maintenance policy
will be adopted during 2015, reducing the
target repairs response time from 15 days
to 10 days. 

• The appointment system for repairs
will be extended to cover most internal
repair jobs. 

• We will provide better information about
repairs categories and improve our
communication with tenants about
arrangements for carrying out repairs.

Managed

864
homes 

in 12 local
authorities
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HOMES

Housing quality and maintenance – our report card 

PERFORMANCE
INDICATORS

Horizon 
2013/14

Horizon
2014/15

Scottish
Average
2014/15

RSL
Average
2014/15

How are
we doing?

Percentage of properties
meeting the Scottish Housing
Quality Standard

97.8% 100% 91% 92.8%

Percentage of tenants
satisfied with standard of
home when moving in

86.5% 91% 86% 87%

Percentage of tenants
satisfied with the quality of
their home

93.6%* 85.1% 85.8% 86.3%

Percentage of tenants, who
have had a repair carried out
in the past 12 months,
satisfied with the repairs
service

80.9%* 73.4% 89.3% 89.7%

Average length of time to
complete emergency repairs

2.9 hours 2.7 hours 5.9 hours 4.5 hours

Average length of time to
complete non-emergency
repairs

6.3 days 6.5 days 7.9 days 5.7 days

Percentage of repairs carried
out in the last year that were
completed right first time

97.9% 98.8% 90.2% 90.6%

Percentage of repairs
appointments kept

N/A 95.7% 92.4% 93.3%

* These figures are taken from the 2012 Customer Satisfaction Survey.

Adapted the
homes of 

56
tenants and 

205
homeowners
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HOMES

Increasing the supply of
adapted and adaptable
homes

Horizon is part of the West Lothian
Development Alliance, which is progressing
plans to complete two new developments for
Horizon: at Foulshiels Road, Stoneyburn, which
will provide much needed homes for older
people, and North Street, Armadale. 

Link Group has a projected development
programme of 1200 homes over the next three
years, of which 90 homes will be to wheelchair-
user standards. Horizon continues to
encourage and support Link’s strong
commitment to increasing the supply of
wheelchair-user homes in Scotland. 

Planned to
build

36
new homes

Wallace Court:
improving lives for 16 residents

After many years of exploring improved
housing options for residents, Horizon and
Capability Scotland invested a combined
£513,000 in significant upgrading of the
residential care home at Wallace Court,
Elderslie, leased to Capability Scotland. The
16 residents, their families and care staff were
closely involved in planning the project and in
selecting fittings and finishes.

Wallace Court was built in 1991 as supported
living for 28 disabled people. The home now
accommodates 16 people and most residents
have lived here since 1991. 

Residents’ needs have changed and specialist
equipment and adaptations were required,
tailored to meet individual care and support
needs. Parts of the building required repairs
and maintenance, while others required
refurbishment to more modern standards
and styles.

Work was completed in February 2015 and
residents report that the improved environment,
facilities and equipment mean they can be
more independent. Some also comment that it
has increased their confidence and ambition to
do more. Although Wallace Court now has a
future as a good quality residential care home,
Horizon and partners (Capability Scotland and
Renfrewshire Council) are committed to
providing more independent supported living
options for disabled adults in Renfrewshire. 
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Neighbourhood
and community

This section tells you about:

• our work to maintain your
neighbourhood

• how we have managed anti-social
behaviour, neighbour nuisance and
tenancy disputes

Neighbourhood quality

Horizon’s estates caretaking team visited every
neighbourhood at least fortnightly to maintain
the landscaped areas, clean close stairs and
windows, collect litter and check the condition
of bin stores and other public areas. 

Neighbourhood improvements were carried out
in response to feedback from tenants. Several
untidy or neglected areas
were improved with new
planting or garden
designs, which
tenants have
welcomed as a great
improvement.

• We provided new landscaped areas in
Stenhousemuir and Carntyne.

• Tree surgery was carried out in
Stenhousemuir and Giffnock. 

• New shrub beds were created in
Dunfermline.

• New shrubbery, stone chips and fencing
changed the landscape of waste ground
in Cowdenbeath.

• An untidy sloping site, at our development
in Bathgate, was cleared and planted.

Anti-social behaviour,
neighbour nuisance and
tenancy disputes

In 2014/15, 41 cases of anti-social behaviour
were reported to Horizon. This is a decrease on
the previous year. We have detailed procedures
and target timescales for responding to
allegations of unacceptable behaviour. In all
cases we try to work closely with tenants to find
the best possible solution and keep them up to
date with any investigations. We also work with
partner agencies to try to resolve any disputes
that arise. 

Neighbourhood and community – our report card 

PERFORMANCE
INDICATORS

Horizon 
2013/14

Horizon
2014/15

Scottish
Average
2014/15

RSL
Average
2014/15

How are
we doing?

Percentage of anti-social
behaviour cases resolved 96.3% 95.1% 83.2% 83.8%
within agreed targets



Access to housing
and support

This section tells you about how we have
helped people:

• to get a suitable home
• to keep their tenancies
• to remain safe and well in their own

home

Improving access to
suitable homes

We implemented a choice-based allocations
system during 2014/15 called Homehunt. This
is a partnership with Link Housing, which
manages the administration of applications
and property advertising. 

This means that applicants can choose
properties they want to live in, although
properties are still allocated according to priority
and best use of the property. This new system
gives applicants access to a wider range of
properties, is more efficient and helps us to
minimise the time our properties are empty.

In 2014/15 we relet 54 homes:

• 21 homes were allocated to Homehunt
applicants.

• 25 homes were allocated to nominees
from local authorities.

• 4 Horizon tenants transferred to another
Horizon home.

• 4 tenants exchanged their homes with
tenants of other landlords.

Our average time to relet a property was
16 days, significantly better than the Scottish
average of 37 days. We believe we can still
do better and are reviewing processes to
achieve a further reduction in the time
properties are vacant.

At the end of the year Horizon was the first
landlord to use Home2Fit to allocate purpose-
built housing for wheelchair users. Home2Fit is
Scotland’s accessible housing register,
operated by Glasgow Centre for Inclusive
Living (GCIL). Its purpose is to match
applicants with a home that meets their needs.
We are working in partnership with GCIL to test
and pilot this approach in 2015/16. 

Our Access Ownership programme helps
disabled people and families which include a
disabled person to buy properties on a shared
ownership basis. This year, Horizon invested
£67,500 to acquire a property in Lanarkshire,
enabling a young disabled man to achieve
supported independent living. Horizon and Link
have invested a combined £1.2 million to
support 15 families to find the right home.
The social value of this investment and scope
for expanding the programme will be evaluated
next year.

Horizon Annual Report 2015 11

Provided a
new tenancy to

54
families and
individuals 
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ACCESS TO HOUSING AND SUPPORT

Support for people to sustain
and enjoy their home

Our housing and asset management staff work
alongside Link Welfare Rights and Money
Advice staff to assist tenants with all aspects of
their tenancy. This includes budgeting,
applying for grants and getting adaptations to
their home. Our tenancy support services also
help tenants to access employment, health and
social care services. 

This year:

• 71 tenants used our housing support
service and were assisted to claim over
£65,000 of additional income in benefits
and grants.

• We spent over £70,000 adapting homes to
meet the individual needs of 56 tenants.

• Horizon tenants benefited from Link’s
partnership with Happus Ltd and TalkTalk.
This provides a low-cost broadband
option for tenants who would like to have a
simple, low-cost internet contract.

• Vikki Sayers, Housing Support Officer,
was one of three nominees to reach the
final of the Chartered Institute of
Housing’s ‘Young Achiever of the Year’
award. 

Housing quality and maintenance – our report card 

PERFORMANCE
INDICATORS

Horizon 
2013/14

Horizon
2014/15

Scottish
Average
2014/15

RSL
Average
2014/15

How are
we doing?

Average time to relet a home 16.1 days 21.3 days 36.9 days 34.5 days

Percentage of tenancies
sustained for more than
one year

100% 94% 88% 89%

Average time to complete
adaptations

38 days 49 days 54.8 days 71.3 days



ACCESS TO HOUSING AND SUPPORT
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Our Care and
Repair services

supported independence
and quality of life for

3500
older and disabled

people

Mark’s story:
home, money, job, life 

Mark was 18 years old and homeless. Referred
by his local authority, he moved into his
unfurnished Horizon flat – his first home – last
year. It was exciting but daunting. As a matter of
course, Horizon offers housing support and
welfare rights advice to all new tenants. Mark
thought the support would be useful and
Horizon’s Housing Support Worker, Vikki,
helped him to set up utility accounts, apply for
benefits and open a bank account. With our
help, Mark was able to get a grant towards
furnishing and floor coverings and worked out a
weekly budget to make sure he paid his rent
and other priority bills. Mark’s dyslexia means
that understanding letters can be difficult, so
we have supported him with this too.

Mark was keen to gain some qualifications and
work experience and he soon enrolled in a
course to help him develop skills for employment.
We helped him to access support to complete
some of his course work, build a CV and practise
interview skills. With increased confidence, Mark
got a permanent job which he loves. 

Mark doesn’t need much housing support now:
he is confident and independent and able to
recognise when he does need help. From time
to time he contacts us and we are there to help,
for example with amending his budget if his
income or expenditure changes, or
understanding more complex paperwork.
Mark’s next challenge is to pass his driving test.
We helped him to complete the application
form, and wish him good luck in the test!
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Communication
and participation

This section tells you about:

• how well we communicate with
tenants and other customers

• how we have gathered tenants’ views 
• how we have helped tenants to

participate

Communication

In January 2015, an independent Tenant
Satisfaction Survey showed that 98% of tenants
were satisfied with communication from
Horizon staff, and satisfaction with other forms
of communication ranged from 92-99%. We
know that how we communicate impacts on
satisfaction levels. Although these results are

good, we recognise that there are still areas for
improvement. When tenants or other
customers complain, we investigate their
complaint and aim to put things right. We use
any lessons we have learned to improve our
services. During the year we responded fully to
97% of first stage complaints within five days.
We responded to 74% of more complex,
second stage, complaints within 20 days.

Communication and participation – our report card

PERFORMANCE
INDICATORS

Horizon 
2013/14

Horizon
2014/15

Scottish
Average
2014/15

RSL
Average
2014/15

How are
we doing?

Percentage of tenants who
feel Horizon is good at
keeping them informed about
services and outcomes

97.1% 94.8% 89.3% 90.8%

Percentage of tenants
satisfied with the opportunities
to participate in Horizon’s
decision making processes

95.2%* 80.8% 79.6% 81.3%

* This figure is taken from the 2012 Customer Satisfaction Survey.
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COMMUNICATION AND PARTICIPATION

In 2014/15 we established a comprehensive
Customer Services Team training programme.
This aims to increase staff knowledge and
confidence so we can respond even more
quickly and accurately to tenants’ enquiries.
This team is also reviewing Customer Service
Standards and will consult with tenants on
these in the next year.

Participation

We are committed to involving tenants and all
service users in helping us to develop and
improve our services. We offer a range of ways
for people to participate in and influence
decisions. In 2015, 81% of tenants said they
were satisfied with these opportunities to have
their say or get involved. 95% felt that we are
good at keeping tenants informed about
services, decisions and what is happening.

Working together:
Sharing experiences, views and ideas

In 2014/15 we carried out face-to-face surveys,
invited tenants to local discussion groups and
used our newsletter, postal questionnaires and
online surveys to invite views about our
services, policies and strategies. We also
offered opportunities for tenants and staff to get
together to share experiences, views and ideas
for improvements.

• We developed a new Tenant and
Customer Participation Strategy by
working with the Tenant Participation
Advisory Service (TPAS) to consult tenants
using surveys, telephone conversations
and focus groups. Tenants told us about
how they like to be involved and which
tenant participation approaches work best
for tenants in different locations and
circumstances. The new strategy was
approved by the Board in November 2014. 

• We commissioned the Tenants’
Information Service (TIS) to facilitate an
information and consultation process
about our repairs and maintenance
services and policies, involving five local
focus groups and a survey questionnaire
returned by 24% of tenants.

• Housing Officers supported tenants from
Erskine to arrange a day trip to Lomond
Shores in July 2014. All involved – tenants
and staff – are keen for similar days out to
be repeated in the future.
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More than a landlord

This section tells you about:

• our work to promote and support
accessibility

• how we support volunteering and
employability

• our Care and Repair services

As a charity and social enterprise, Horizon
provides services to communities in addition to
the provision and management of homes. We
help and encourage people to contribute to
their communities through volunteering and
employment. We support older and disabled
people to remain in their communities by
providing Care and Repair services. 

Promoting accessible homes
and inclusive design

Horizon supported Link Group with its bid to
provide the Scottish Government’s Help to
Adapt Pilot Scheme, awarded to Link in
January 2015 for a project start in April 2015.
This new scheme is designed to help people
over 60 years old to live independently at home
for longer. Its unique approach helps
homeowners to fund adaptations or alterations
and provides expert help to plan and organise
works to meet their specific needs and wishes.

We remain committed to increasing the supply
of housing for wheelchair users through our
work with Link and others. Over the next year
we will commission an update of our Mind the
Step research, which in 2012 first quantified the
unmet need for housing for wheelchair users in
Scotland. We will also collaborate with Stirling

University to examine the experience of
disabled people seeking social rented housing.

We carried out a complete refit of our Livingston
office in February 2015. The aim was to provide
a bright and welcoming space, accessible
kitchen and eating areas and private meeting
rooms. We also took the opportunity to design
a fully accessible wet room for use by staff and
for demonstration to tenants and owners
considering adaptations to their home. 

Volunteering and
Employability

Horizon supports and promotes volunteering
through Care and Repair North Lanarkshire and
in 2015 will investigate opportunities for
developing volunteering in our West Lothian
Care and Repair service. In 2014/15 we were
able to offer new employment and training
opportunities as a result of expanding our
services and activities.

• Five Horizon tenants took part in a City
and Guilds basic computer skills course,
improving their skills, confidence and
employability.

• We employed three young trainees in our
workforce, under the Scottish
Government’s Community Jobs Fund.

• We supported one young person to
complete a Modern Apprenticeship in
Business Administration and another to
start a Modern Apprenticeship in Estates
Caretaking.

• We created four new permanent jobs to
help improve and develop our services.

• We supported 28 people to volunteer with
North Lanarkshire Care and Repair.



MORE THAN A LANDLORD

Care and Repair

We provide Care and Repair services on behalf
of West Lothian and North Lanarkshire
Councils, assisting more than 3500 older and
disabled people in 2014/15 to live in their
homes in comfort and security and with greater
independence. Small repairs, adaptations,
removing trip hazards and installing security
measures not only increases clients’ ability to
remain living at home or to return home after a
hospital stay but also reduces costs for health
and social care services.

Each month in 2014/15, on average, our
Care and Repair Services completed:

• 17 major adaptations 
• 313 small repairs
• 119 handyperson tasks
• 42 key safe installations

North Lanarkshire Council re-tendered its
service this year and, on behalf of Link Group,
we were delighted to succeed in our bid to
continue delivering this Care and Repair service
until at least 2018.

In October 2014, Alex Neil, MSP and Cabinet
Secretary for Health, praised the Care and
Repair services at a celebration event in his
Airdrie constituency. The event was held to
mark Horizon receiving Care and Repair
Scotland’s Quality Mark, only the fifth service in
Scotland to have done so. With the help of the
Scottish Community Film Unit, a social
enterprise working with young filmmakers, we
created a short film to highlight how Care and
Repair has helped people to keep living well at
home. You can view the film on our website at
www.northlan.care-and-repair.org

Supporting independence
and quality of life:
measuring our impact

In July 2014, we researched the Social Return
on Investment (SROI) of the North Lanarkshire
Care and Repair Service to gain a greater
understanding of the impact of the service on a
range of stakeholders. The evaluation showed
that for every £1 invested in the service, there
was a social return of £3.79. 

Mrs B has used the service many times and
feels that it has made a substantial
difference to her life.

“I do not know what I would do without it.
Being able to call on the service means I can
keep my home in good order and have
assistance with keeping my home tidy and
free from trip hazards. Something as minor
as having a light bulb replaced makes a huge
difference to my sense of safety. I would miss
the service if it were not available; it would
put a strain on my finances and would cause
me worry. My family is unable to support me
on a daily basis and it gives them great peace
of mind knowing that I
can remain
independent whilst
not having to put
myself at risk of
unscrupulous
others.”

Horizon Annual Review 2015 17
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Value for money

This section tells you about:

• how we use rental income
• our performance in letting properties

and managing rent arrears
• our focus on increasing value for

money

Horizon manages all aspects of its business so
that tenants, owners and other customers
receive services that represent value for the
rent and other charges they pay.

How we use rental income

The rent tenants pay is needed to ensure we have
money to repair, maintain and upgrade tenants’
homes, manage neighbourhoods and provide
neighbourhood services, and provide housing
management and advice services. Rental income
also pays for the interest on loans needed to build
the properties and the cost of building the
housing, spread over its lifetime (depreciation). 

How is each
£1 of your
rent spent?

Reactive maintenance costs 15p

Planned and cyclical

maintenance/Major repairs
28p

Depreciation 17p

Loan finance 10p

Bad debts 1p

Management and maintenance,

including estate management
29p

Total £1.00

Total numbers of properties for rent and average weekly rents

Size
No. of

properties
Horizon

2014/2015
Scottish
Average

RSL
Average

Blackwood
Housing

Association

Link
Housing

Association

1 bedroom 251 £73.81 £68.54 £69.39 £82.01 £71.54

2 bedrooms 360 £81.81 £69.60 £75.71 £90.31 £80.74

3 bedrooms 156 £87.64 £75.69 £83.18 £99.06 £88.11

4 (or more)
bedrooms

16 £97.79 £84.04 £92.61 £111.28 £96.75

Average weekly rent
increase applied

2.0% 2.7% 2.5% 3.0% 2.0%
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VALUE FOR MONEY

The average Horizon rent is calculated for all
properties of the same size across all the areas.
Some properties have services (such as stair
and window cleaning, common grounds
maintenance, charges for specialist equipment
and adaptations) and some don’t. Some
properties with the same number of bedrooms
are larger houses with gardens, car ports and
additional bathrooms. The average includes all
costs for all house types. 

The rent increases we applied in the last two
years were below the Scottish average. As a
result, we are pleased that the difference
between the average Horizon rents and the
Scottish and RSL averages has decreased. 

Helped 

71
tenants with housing
support, money and

benefits advice, increasing
their income by

£65,000

Improving value for money

Value for money means more than keeping
costs down – although this is something we try
hard to do. It’s about spending money wisely to
provide services that people want, at the right
standard and the right time. 

We have focused in 2014/15 on improving
value for money in several ways:

• Contracting with Link Property to provide a
better, more comprehensive repairs service,
and saving 20% VAT on labour costs.

• Introducing more efficient housing
application and allocations processes (for
applicants and Horizon), minimising rent
loss to 0.4% of annual rent due. 

• Working with Link Housing to access
grant funding from Big Lottery to offer
Horizon tenants dedicated welfare
benefits and money advice.

• Helping tenants and other service
users to gain £65,000 in additional income
through housing support and welfare
benefits advice.

• Consulting widely with tenants about the
services and policies that matter most
to them.

• Improving our communications and
complaints processes, achieving our target
timescales for response to complaints within
five days in 97% of first-stage complaints. 

We will be undertaking a number of projects in
2015/16 to analyse our costs and to find out
more about what value for money means to
tenants. We will use this information to refine
and review our services.
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VALUE FOR MONEY

Helping tenants to pay
rent due

Our rent arrears are below the Scottish
average. In cash terms, however, Horizon
tenants owed a total £176,000 at the end of
March 2015. This amount of money would pay
for 70 new bathrooms, 55 new kitchens or 53
window replacements.

We continue to assist our tenants to pay their rent
on time by offering several methods of payment
to make it as easy as possible to pay. We
introduced Callpay, a mobile phone app for those
who want to pay by text. We offer budgeting
advice and benefit checks and are making sure
that those tenants who may be affected by
Welfare Reform know about the changes and
have access to advice and advocacy.

Unfortunately, we do sometimes have to take
court action as a last resort in order to recover
rent debt. In 2014/2015 we raised 17 court
actions and evicted one tenant for non-
payment of rent.

Rent lost while properties
are empty

Horizon relets empty homes more quickly than
the Scottish average and we lose less rent than
average due to homes being empty. 

Summary of financial position
at 31 March 2014

We had a strong financial performance in
2014/15 with results in line with the budget and
business plan for 2014/15 and beyond. This
gives a solid financial base for Horizon to
maintain its properties and continue our service
improvements in future years. 

2014-15 Results 

Gross Turnover £4.0 m (£3.9m in 2014)
Surplus £0.4m (£0.1m in 2014)
Reserves £2.5m (2.1m in 2014)

Letting properties and managing arrears – our report card

PERFORMANCE
INDICATORS

Horizon 
2013/14

Horizon
2014/15

Scottish
Average
2014/15

RSL
Average
2014/15

How are
we doing?

Total rent arrears as a
percentage of rent due for
the year

4.8 4.5 5.3 4.7

Amount of rent lost due to
homes being empty, as 0.4% 0.4% 1.1% 1.25%
percentage of rent due



About us

Horizon is a subsidiary of the Link Group
Limited (a Registered Social Landlord).
Ultimate responsibility for the conduct and
control of Link and its subsidiaries rests with the
Link Group Board. An Independence and
Responsibilities Agreement sets out conditions
for the autonomous operation of Horizon within
the Group.

As part of Link group, Horizon contributes to
the group’s overall investment in employees,
volunteers, diversity, and young people. This
year we were proud that the Link group of
companies was accredited with Investors in
People Gold, Investors in Diversity and
Investors in Young People. 

Board of Management
D A McPhail (Chair, until Feb 2015)
F Wood (Chair, elected Feb 2015)
C Baird
G Carson
R B Hartness (Vice-Chair)
J Pritchard 
S Rae
D Theakstone
W. Taylor (appointed July 2014)
S. Dow (appointed March 2015)
R. McDougall (appointed March 2014)

Managing Director/Secretary 
J Fitzpatrick M.A (Hons), FCIH 
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Operations Director
I Gray, M.A. (Hons), MCIH

Auditors
KPMG LLP 

Bankers
Clydesdale Bank

Solicitors
T C Young

Funders
Nationwide Building Society

Registered Office
Leving House
Fairbairn Place
Livingston
EH54 6TN

Tel 0330 303 0089

Email e-mail@horizonhousing.org
Website www.horizonhousing.org

Registered under the Co-operative and
Community Benefits Societies Act 2014 and
with the Financial Conduct Authority, registered
number 1827(R)s. Registered in Scotland as a
Charity, number SC011534. Scottish Housing
Regulator registration number HEP 128.
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Leving House, Fairbairn Place, Livingston EH54 6TN
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