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Welcome

Welcome to Horizon’s Annual Report to
tenants. This report tells you about
Horizon’s performance in 2016/17 against
the Scottish Social Housing Charter
outcomes. We compare our performance
with other social landlords as well as our
performance in previous years. The report
also gives information about some of our
other achievements over the past year.

We always aim to improve our performance
and to provide the quality of service which
tenants want and need. I’m delighted that our
new Residents’ Improvement Group (RIG) has
been involved with the production of our Annual
Report this year. You can read how their first
tenant-led inspection is already helping to
improve our repairs communications and we
are looking forward to working together over
the next year as they scrutinise other service

areas. If you would like to hear more about the
work of the RIG, or find out how you can get
involved, please contact your Housing Officer. 

I hope that you find the report useful and
informative. We’d be pleased to hear your
feedback on the report and its contents, so
please contact us if you would like to give this.
You can do this via our website
www.horizonhousing.org or by phone 
or email.

Best wishes,

Julia Fitzpatrick
Managing Director

We are the Residents’ improvement Group (RIG for short), and were formed in 2016. We are an
independent tenants’ group that gets together to review the services that Horizon provides, and
makes recommendations for changes and improvements. This year, we started our first tenant-
led inspection on how Horizon communicates with its tenants about repairs, and we’ll be looking
at a new area of the service in the autumn of 2017. We have also been
involved this year in reviewing this Annual Report, and have worked with
staff to give our views on how this report is presented, and what information
is in it. We hope you enjoy reading it and find it useful.
The Residents’ Improvement Group

Julia Fitzpatrick, Managing Director

Horizon Housing – 0330 303 0089
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Our purpose
We promote and provide
affordable housing and services
that enable people, irrespective
of impairment, to live full,
independent lives in the
community of their choice.

We own or manage 866 properties
across 12 local authority areas in
Scotland:

• 783 properties for social rent
• 37 shared ownership including

8 managed on behalf of Link
• 11 homes for people in

shared housing
• 2 offices for support providers
• Factoring services for 33 owners

We also provide Care and Repair
services for around 4000 older and
disabled people in West Lothian
and North Lanarkshire.

Ratings

We compared ourselves against two averages:

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

• RSL average (which includes RSLs only)

Our ratings throughout are compared with the
Scottish average performance of all landlords.

The ratings
Compared with the
Scottish average...

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

www.horizonhousing.org
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Home

Charter outcome:
Quality of housing

Horizon manages its business so that:

• Tenants’ homes, as a minimum, meet th
Scottish Housing Quality Standard
(SHQS) when they are allocated; are
always clean, tidy and in a good state of
repair; and also meet the Energy
Efficiency Standard for Social Housing
(EESSH) by December 2020.

• Tenants’ homes are well maintained,
with repairs and improvements carried
out when required, and tenants are 
given reasonable choices about when
work is done.

e

Since our last tenant
satisfaction survey in
2015, we have
worked with our
tenants to find
out what
changes they
would like to see
in our maintenance
service and how we
can improve. This year,
we wanted to find out if the
changes have made a difference, so we asked
an independent company to carry out another
survey of our tenants to ask about satisfaction
levels with repairs. The results showed a
significant increase in satisfaction from the last
survey in 2015, with 91% of tenants reporting
that they were fairly or very satisfied with the
repairs service.

We have
invested 

£752,956 
in planned

works

This year we have completed:

• 40 new kitchens
• 57 new bathrooms
• 85 sets of new windows
• 21 new front doors
• 52 new gas boilers/central heating systems
• 7 developments painted

98% of tenants were satisfied with planned
maintenance carried out in their home. 

This year we worked with our contractor to
reduce the time it takes to install a new kitchen
from 3 days to 2 days to minimise the
disruption to our tenants. 

We are now carrying out our own in-house
stock condition surveys, and have completed
almost 30% this year. During the surveys we are
asking tenants ‘housing health check’
questions to allow us to map tenants’ future
needs and help plan for the future.

Maintenance Expenditure 2016/17

Adaptations
£154,313 

Reactive repairs
Planned £319,913
maintenance
£752,956

Cyclical
maintenance
£76,977
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Emergency repairs
completed in 

2.6 hours
on average

PERFORMANCE
INDICATORS

Horizon 
2015/16

Horizon
2016/17

Scottish
Average
2016/17

RSL
Average
2016/17

How
are we
doing?

Percentage of properties
meeting the Scottish Housing
Quality Standard

100% 100% 93.6% 93.6%

Percentage of tenants
satisfied with the standard of
their home (surveyed when
moving in)

96% 100% 90% 90.9%

Percentage of tenants
satisfied with the quality of
their home

85.1% 85.1% 86.9% 88%

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

73% 90.7% 90.6% 91.3%

Average length of time to
complete emergency repairs

2.8 hours 2.6 hours 4.7 hours 3.3 hours

Average length of time to
complete non-emergency
repairs

6.5 days 4.9 days 7.1 days 5.5 days

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

98.8% 85.8% 92.4% 92.7%

www.horizonhousing.org
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Neighbourhood and
community

Charter outcome:
Estate management,
anti-social behaviour,
neighbour nuisance and
tenancy disputes

Horizon manages its business so that:

• Tenants and other customers live in
well-maintained neighbourhoods where
they feel safe.

As well as making
sure that our
tenants’ homes
are well
maintained and
looked after, we
also maintain the
open spaces in our
neighbourhoods and
clean communal areas in
closes. We employ an estates team in-house to
do this work, and the team visits every
neighbourhood regularly.

We carry out estate inspections at least once a
year in locations where we have communal
spaces or gardens that are maintained by our
staff or our contractors, and we invite our
tenants to join us or give us their views if they
are unable to attend. Our housing and property
services officers also monitor the condition of
our estates and communal areas when they
visit our tenants in their homes.

As part of our estate inspections, this year we
held 3 ‘Tea in the Car Park’ events in Carntyne,
Blackburn and Kilwinning. These events were
well attended, and tenants had the opportunity
to chat to Horizon staff and their neighbours
over a cup of tea and cake.

PERFORMANCE
INDICATORS

Percentage of anti-social
behaviour cases resolved

Horizon 
2014/15

95.1%

Horizon 
2015/16

96%

Horizon
2016/17

85%

Scottish
Average
2016/17

87%

How
are we
doing?

within agreed targets

Horizon Housing – 0330 303 0089
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Access to housing
and support

Charter outcome:
Access to social housing,
tenancy sustainment

Horizon manages its business so that:

• Tenants get the information they need on
how to obtain support to remain in their
home; and ensure suitable support is
available, including services provided
directly by the landlord and by other
organisations. 

We have reduced the
average time it takes
to re-let an empty
property to 15 days
from an average of
21 days, which means
we reduced the amount
of rent lost while properties
were empty this year by £1,154.

Our tenancy
sustainment
service helps
tenants who
need extra
support to claim
benefits or support
with things like
managing a budget or settling in to a new
home. As we’re part of the Link group, we can
also offer our tenants access to Link’s specialist
Money Advice and Welfare Rights advisors too.

This year we supported tenants to access an
extra £200,000 income in grants and benefits.

We are working on improving our average
times to complete adaptations and reduce
waiting times.

80
tenants benefited

from tenancy
sustainment

services

On average,
we re-let empty
homes within 

15 days

PERFORMANCE
INDICATORS

Horizon 
2015/16

Horizon
2016/17

Scottish
Average
2016/17

RSL
Average
2016/17

How
are we
doing?

Average length of time taken
to re-let properties

21 days 15 days 32 days 27 days

Percentage of new tenancies
sustained for more than
one year

92% 89% 89% 89%

Average time to complete
adaptations

41 days 100 days 52 days 60 days

www.horizonhousing.org
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Communication
and participation

Charter outcome:
Communication

Horizon manages its business so that:

• Tenants and other customers find it eas
to communicate with their landlord and
get the information they need about
their landlord, how and why it makes
decisions and the services it provides.

y

The Residents’ Improvement
Group (RIG) was formed in
2016. RIG members are
all Horizon tenants and
they give up their time to
meet regularly over the

year to look at how Horizon
provides its services by

shadowing and interviewing staff,
speaking to other tenants, and reviewing
information. The RIG then reports directly to the
Board and makes recommendations for
improvements to our service.

Our Customer Services Team (back row: Fiona
Hoffie, Alastair Burke, Becky Tennant. Front row:
Gail Harkins, Sharon Snedden, Yvonne Walker)

This year, the RIG has focused
on how we communicate with our
tenants about repairs. They
detailed what they thought worked
well and made some recommendations
for improvements. Their report is available on
our website, along with Horizon’s action plan for
responding to the RIG’s recommendations. 

In 2017 we will be planning more ‘Tea in the Car
Park’ events in individual developments where
tenants can meet with staff informally for advice
and assistance, and talk to us about the service
we provide. 

• A group of tenants met to consider the
design of the new tenants handbook which
will be published in 2017

• Tenants have been involved in consultation
on proposed rent increases

• Tenants in Erskine enjoyed their annual ‘big
lunch’ organised by one of Horizon’s
tenants, and supported by Horizon’s staff

PERFORMANCE
INDICATORS

Horizon 
2015/16

Horizon
2016/17

Scottish
Average
2016/17

RSL
Average
2016/17

How
are we
doing?

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

94.8% 94.8% 91.1% 92.9%

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

80.8% 80.8% 83.8% 85.8%

These figures were taken from our full tenant satisfaction survey in 2015, which is why they haven’t
changed. We usually carry out a full survey every three years so our next full survey is planned for 2018.

Horizon Housing – 0330 303 0089
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Value for money often means different things to
different people. Horizon’s tenants have
identified service quality, getting the best deal
for the lowest cost, and the condition of their
property as important factors in deciding if our
service provides value for money.

We commissioned an independent survey this
year to ask our tenants what they thought, and
88% of the tenants surveyed felt that we
provided value for money, an increase from
56% in 2015.

88%
of tenants feel that

their home
represents value

for money

We are continually working hard to ensure that
we are providing value for money for our
tenants. This year we have:

• Consulted with tenants about a rent
increase of 2.5%, then revised our budgets
and applied a lower increase of 2% after
listening to their views about affordability

• Reduced our average time to re-let an
empty property, making sure that rent loss
is minimised

• Worked with our partners Link Property to
keep our reactive maintenance costs down
and invested more in planned maintenance

• Reduced rent arrears by £17,636
• Started fitting programmable thermostatic

controls with new boilers which helps our
tenants reduce their energy bills

• Joined the Scottish Procurement Alliance
which enables us to procure materials at
competitive prices

www.horizonhousing.org
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PERFORMANCE
INDICATORS

Horizon 
2015/16

Horizon
2016/17

Scottish
Average
2016/17

RSL
Average
2016/17

How
are we
doing?

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

5% 4.4% 5.3% 4.2%

Amount of rent lost due to
homes being empty, as
percentage of rent due

0.4% 0.3% 0.9% 0.8%

Rent increase 1.5% 2.0% 2.3% 2.2%

Weekly rent

Size
No. of

properties
Horizon

2016/2017
Scottish
Average

Blackwood
Housing

Association

Link Housing
Association

1 bedroom 5 £76.44 £71.67 £86.89 £73.28

2 bedrooms 223 £84.61 £73.13 £95.37 £83.61

3 bedrooms 141 £90.78 £79.42 £104.42 £91.73

4 (or more)
bedrooms

16 £97.98 £88.02 £117.18 £100.03

How we use each £1 of rental income

Rent is the main source of
income for Horizon to provide
services to tenants. This is the
income we use to repair, maintain
and upgrade your home,
manage your neighbourhoods
and provide housing
management and advice
services. Rental income is also
spent on capital repayments and
interest on the loans needed to
build or buy your homes. 

Management and 
maintenance Reactive repairs and
administration 35p
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improvements 15p
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ON Planned maintenance, 
Bad debts 1p cyclical & major repairs 24p

Loan interest 9p

Depreciation 16p

Horizon Housing – 0330 303 0089



Registered Office

Leving House, Fairbairn Place, Livingston EH54 6TN
Tel 0330 303 0089   Email e-mail@horizonhousing.org

Twitter @Horizon_Housing   Facebook @HorizonHA   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 and with the Scottish Housing Regulator, registration number HEP128.
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