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Our Resident Improvement Group
finishes its first review project
We, the Residents Improvement Group (RIG), completed our first scrutiny project.
This looked at how Horizon communicates with tenants about day-to-day repairs.

putting these into practice. You
can get a copy of the report and
the action plan from Horizon’s
website. We will update you in
the next newsletter about the
progress Horizon is making in
responding to our
recommendations.

RIG presentation to Board.

We interviewed Customer
Services and Property Services
staff and reviewed Horizon’s
policies, procedures and
information. We also spent time
in the office, observing staff
responding to tenant calls about
repairs and looking at the
systems they use to order
repairs. We then drafted a report
for the Horizon Board which
detailed our findings. Our report
looks at what Horizon does well
and what could be better, as well
as some recommending some
improvements.

Two of our members, Gina
Healey from Coatbridge and
Mary Dickson from Whitburn,
presented the RIG report to
Horizon’s Board on 15 June. The
Board was very interested to
hear about our work and
impressed with our ideas.
We found that Horizon is
generally good at
communicating about repairs –
but it isn’t perfect! Horizon has
agreed with all of our
recommendations and will now
start work on an action plan for
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Over the next few months we will
get involved in producing
Horizon’s Annual Report to
tenants. If you would like to get
involved, or to find out more,
please speak to any member of
Horizon’s staff.
“By being involved in the
review of repairs
communications we’ve
learned so much, and
from working with staff
and gathering
information. We’re
delighted our views and
feedback will make a
difference for all tenants”.
Resident Improvement
Group Members
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ESTATE
MANAGEMENT
VISITS
Summer is here and our
annual visits to our
developments will take place
in July and August. Staff
will be on hand to provide
advice and assistance on
welfare rights, planned
improvements, community
involvement, gardening tips
and more. We also want to
hear your suggestions and
feedback. Please come
along and join us! For all who
participate there will be the
chance to win our prize draw.

STOCK CONDITION
SURVEY
By early April, our Asset
Management staff – Emma
Wilson and Kelly McGahan –
had completed Stock
Condition Surveys on 40% of
Horizon’s properties. The
surveys gather information to
help with the planning of
future maintenance and
improvements to your home.
During the surveys, we also
identified the need for some
day-to-day repairs within
people’s homes and these
should now be completed.
We thank all residents who
have been involved for their
co-operation. We plan to
survey every Horizon property
by 2019.

Repairs
satisfaction
at its highest
level in
10 years

Tenants have responded positively to our revised repairs
and maintenance policy, with satisfaction levels rising to
91% from 73% in 2015.
In the spring, we commissioned Research Resource, an
independent survey company, to ask tenants what they thought
about our repairs service. They surveyed 286 people whose home
had been repaired during the previous year.
After disappointing results in 2015, we asked tenants what
improvements they wanted to see. You gave us a clear message
that you wanted shorter timescales and a simpler approach to
repairs priorities. As a result, there are now only two categories
for repairs: emergency and non-emergency and target timescales
have reduced to four hours for emergencies and 10 working days
for non-emergencies.
Horizon’s own in-house maintenance team and Link Property,
partners in our service delivery, immediately put the new policy into
practice.
We are delighted so many tenants are satisfied with the service
change and want to continue our service improvements. As reported
on the front page, our Residents’ Improvement Group has been
looking closely at how we communicate with tenants about repairs
and we will be acting on their recommendations.
We thank everyone who took part in the survey
and appreciate you taking the time to give us your views.
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Universal Credit is coming –
will it affect you?
Between October 2017 and September 2018, The Department of Work and Pensions
will roll out Universal Credit as the single benefit for all people of working age. This will
firstly apply to new benefit claims, or changes to claims for existing claimants.
What is Universal Credit?
Universal credit is a new way of paying benefits to
people of working age. It brings together several
different social security benefits and combines
them into one monthly payment which goes
straight into your bank account.
Universal credit replaces:
● housing benefit
● income-based jobseeker's allowance
● income-related employment and support
allowance
● income support
● child tax credits
● working tax credits
Help – I’m worried!

What’s different about Universal
Credit (UC)?
● If you get help with your rent, this will be
included in your monthly payment – you’ll
then pay your rent to Horizon directly.
● UC is paid monthly in arrears so it can take
up to six weeks after you make your claim to
get your first payment.
● Your payment will be made into a bank
account.
● You have to make your claim online.
This means you will need
● a bank account
● access to the internet
● to be able to budget to manage on monthly
payments

The reality is that many people move over to
Universal Credit and can manage the changes
without help – but if you need help don’t worry.
Please contact your Housing Officer or Tenancy
Sustainment Officer on 0330 303 0089 if you have
any concerns. They will be able to provide you with
information, advice or assistance before making a
claim. You can get further information on Universal
Credit from the Department of Work and Pensions
website www.gov.uk/universal-credit
Get “digitally equipped”
We can help you to apply for jobs or benefits
online. As a Horizon tenant you can get advice and
support from Link’s Digital Inclusion Officer, Kerry
Roberts, to get online. She can also provide oneto-one training. Link’s laptop loan scheme means
you can “try before you buy” with the free loan of a
laptop or tablet for a period of up to 6 months.
Interested? Contact Fern Marshall at
e-mail@horizonhousing.org or 0330 303 0089.
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“Match Me” – a research project into
allocation of adapted social housing
Horizon has been awarded a £92,500 research
grant by the Disability Research into Independent
Living and Learning (DRILL) programme, as part of
a £5m project announced in 2015, supported by
the Big Lottery Fund.
The funding is for ‘Match me’ an 18 month
research project into the allocation of adapted and
accessibly designed social housing. The research
will be carried out in a partnership of Horizon,

Housing Options Scotland and the University of
Stirling. The project will be guided by an advisory
group led by disabled people. They will train and
employ disabled researchers. The project partners
will be recruiting people soon.
If you would like more information or to get
involved, contact your Housing Officer on
0330 303 0089.

Repairs Satisfactions Surveys
Have you reported a repair recently?
Received a satisfaction survey in the post?
Please take a few moments after your
repair is complete to fill out the
survey and return it to us. Any
feedback, good or bad, helps to
improve our services.
As a reward for your help, we
enter all survey participants
in a monthly prize draw to
win £25 worth of gift vouchers.
Mr and Mrs Pilch from Dunfermline
returned their survey in May after a repair to a
sliding door. Mrs Pilch was delighted when
she heard she had won the draw.

4

www.horizonhousing.org

Household
Update Form
We have enclosed a
Household Update Form.
It is essential that you
provide up to date contact
details including telephone
and email. We ask that you
keep us informed of any
changes to your household
including family members
who leave or any new
additions. We use your data
to ensure we can contact
you to advise of any changes
to our services.

Planned Improvements
Horizon invested over £710,000 from April
2016 – March 2017, replacing kitchens,
bathrooms, boilers, windows and doors.
Feedback from tenants was very positive,
with 98% satisfaction.
We are pleased to announce the winners of the
Planned Maintenance tenant satisfaction prize
draw, who each win a £25 voucher each.
Prize Winners
● Bathroom replacement:
Mr Mitchell in Kincardine.
● Kitchen replacement: Mr Hutton in Maryhill.
● Boiler replacement: Mr McGill in Airdrie.
● Window replacement: Ms Lynn in Denny.

Planned external painting work is complete or
in progress at:
Dock Street, Carronshore;
Henderson Street, Airdrie; and
Cadell Place, Fauldhouse.
Work should be carried out over the coming
months at:
Campbell Street, Maryhill;
School Street, Cowdenbeath; and
Maryville Gardens, Giffnock.
We will be using a new type of paint, expected to
last seven years, and the programme will also
include fence painting where appropriate.

We will advise tenants affected by our 2017/18
planned maintenance programme in good time
before works are due to start.

Digging with Davie
Gardening tips
JULY AND AUGUST
● Keep mowing your lawn once a week, except
during a drought.
● In hot weather cut higher than normal to prevent
the lawn drying out.
● Add your grass clippings to compost heap in
thin layers.Too much grass at once can result in
wet, poor aerated grass turning to slime instead
of compost.
● Autumn bulbs like Amaryllis and Stenbergia can
be planted now.
● You can mulch your borders to retain moisture
and keep down weeds.

● Clip any fast growing hedges like Leylandii as
necessary.
● Keep tying in climbers and ramblers as the
grow.
● Remove rose and tree
suckers by pruning.
● Remember to water
your houseplants as
they grow and enjoy
their holiday
outside.
● Protect your
Delphiniums, Hostas
and Lillies from slugs and snails.
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Good Neighbour Award 2017
A good neighbour can make all the difference to a community. Our staff see
and hear examples every day of the neighbourly and community spirit
shown by so many of our tenants, and we want to reward this.
Last year, Ms Kennedy from
Kilwinning and Mr Chalet from
Whitburn were nominated by
their neighbours for Horizon’s
first Good Neighbour Award,
and selected as winners. Now
in its second year, our Good
Neighbour Award is open for
entries.
This is the perfect opportunity to
show your neighbour you notice
and you care. Any Horizon
tenant or resident can nominate
another Horizon tenant or

resident for this award. Your
good neighbour will have a
chance of winning an Afternoon
Tea for two. The person who
submits the successful
nomination will receive a
£25 gift voucher.
A feature and photograph of the
winner and the person who
nominated them, along with their
story will be included in a future
newsletter, so please remember
to tell your neighbour that you
are nominating them!

All we need are a few details:
YOUR NAME: ..........................................................................................................................................
YOUR ADDRESS: ....................................................................................................................................
YOUR TELEPHONE NUMBER: ..............................................................................................................
Who would you like to nominate?
NAME: ....................................................................................................................................................
ADDRESS: ..............................................................................................................................................
TELEPHONE NUMBER: ..........................................................................................................................
Why would you like to nominate them?
................................................................................................................................................................
................................................................................................................................................................
................................................................................................................................................................
................................................................................................................................................................
................................................................................................................................................................
(Please give us as much information as possible and continue on a separate sheet if necessary).
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New faces at Horizon
We have welcomed two new members to the
Horizon team over the past few months.

Customer Service
Standards

Fiona Hoffie, Corporate
Services Manager, is responsible
for our customer services and
corporate services teams.

Sharon Snedden, Customer
Services Assistant, is first point of
contact for information, advice
and guidance to tenants on
general housing, maintenance.

As part of Link, we are
reviewing our Customer
Service Standards.
Look out for more
information in the next
newsletter.

COMPETITION TIME
Horizon uses Dulux paint for external paint
works and painting within the common stairs.
We also supply Dulux decoration vouchers
where vouchers are offered to tenants.
Our Dulux dog would like a home, so suggest
a name for this gorgeous dog and you could
win this toy.
Please submit your answers via
facebook HorizonHA,
e-mail@horizonhousing.org,
or postal entry.
The competition closes on
Friday 29 September.
The winner will be announced
in our Winter newsletter.
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Save the Date

Rent
Matters
Your rent is due in advance
on 1st of the month. Even if
you receive Housing
Benefit or Universal Credit,
rent payment is your
responsibility as the tenant.
Assistance and support is
available from Horizon staff
if required. Please call
0330 303 0089 if you wish
to discuss any aspect of
your rent with us.

For Gas Central
Heating maintenance
and repair call

01294 468113

This year’s Annual General
Meeting will be held on

THURSDAY, 14
SEPTEMBER 2017.
All tenants are welcome.

No Bystanders
Horizon has joined
Stonewall’s “No
Bystanders” anti-bullying
campaign to tackle
homophobia, biphobia and
transphobia in schools and
workplaces. Please join the
movement to beat bullying
and stand up for fairness
and kindness. You can sign
the pledge at
www.stonewall.org.uk/ourwork/campaigns/nobystan
ders

Would you like to attend?
Would you like to become
a member of the
Association?
E-mail or telephone us for
further information, contact
details below.

Mobile Phone Text
Message Reminder
Horizon will be trialling
text reminders for repairs
booked in with Link
Property. Watch this
space for further updates.

Horizon Housing Association Leving House, Fairbairn Place,
Livingston, West Lothian, EH54 6TN.
t: 0330 303 0089 e: e-mail@horizonhousing.org
HorizonHA
@Horizon_Housing
www.horizonhousing.org

Office Opening Hours:
Monday – Tuesday 9am – 5pm, Wednesday 10am – 5pm,
Thursday 9am – 5pm, Friday 9am – 4pm
Outwith these hours, our emergency contacts are:
For Gas Heating/Hot Water contact GasSure on
01294 468113. All other emergencies please contact
Bield Response 24 on 0800 783 7937.
This newsletter is available in larger print, other languages,
audio or other electronic forms. Should you require a copy of
this newsletter in any of these formats please contact
0330 303 0089.
Horizon Housing Association Limited is a Charity registered in Scotland, number SC011534. Horizon Housing Association Limited is a registered society under
the Co-operative and Community Benefit Societies Act 2014, number 1827 R(S), and with the Scottish Housing Regulator, number HAL 128. Registered as a
Property Factor PF000385. Registered office: Leving House, Fairbairn Place, Livingston, EH54 6TN. Part of the Link group © Link group Ltd 2017.
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