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Introduction

Every year, we take the opportunity to reflect on
all our activities, challenges and achievements
during the past 12 months. As always, the
Annual Review highlights the impact we have
on the lives of our tenants and customers.

This year is particularly special as we celebrate
our 30th birthday. Since 1988, our vision 
has been to provide integrated housing for
disabled people where they can participate as
valued citizens within communities which
support independent living. Thirty years on, our
main vision remains the same and grows
stronger every year: to build inclusive
communities where everyone has a home that
meets their needs.

Our tenants and customers are at the heart of
everything we do. We believe listening to and
involving tenants and customers is an essential
part of delivering excellent services. We are
proud of the work carried out by our Residents’
Improvement Group (RIG), which has helped
us further improve our services.

We continue to invest and influence at a range
of levels. This year, major research we carried
out with North Star Consulting identified that
more than 17,200 wheelchair users in Scotland
do not have a suitable home. This unmet need
is set to increase by 80% by 2024. We hope our
publication of Still Minding the Step will lead to
increased attention and action on this
important issue and we will work hard with our
partners to make this happen. We are proud of
our wider influencing role, promoting services
that enable people, irrespective of impairment,
to live full independent lives. We continue to
challenge the Scottish Government and local
authorities to better assess and respond to the
housing needs of disabled people.

Frances Wood, Chairperson

In June 2018, our Managing Director Julia
Fitzpatrick stood down from her role. She
steered Horizon’s ship for eight years and we
thank her for her service and leadership. We
wish her all the best in her new ventures.

Our Annual Review details a year of
achievements, which is the result of many
people working together. I thank Horizon Board
members and staff, Link colleagues and the
many partner agencies and groups who
support our work. I look forward to what we can
achieve together in the coming year.

Frances Wood
Chairperson
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Isla Gray, Interim Managing Director

Our vision is of inclusive communities where
everyone has a home that meets their needs.
This is at the heart of everything we do. The
provision of 12 new homes at our development
in Stoneyburn, West Lothian, was part of our
commitment to this in our 30th year.

This year we have further developed our
approach to tenant engagement, working with
the Residents’ Improvement Group (RIG) to
find out what we are doing well and what we
can improve on for our tenants and customers,
and we look forward to continuing that work.

We are aware of the continued pressures of
austerity on our tenants and the
disproportionate effect this has on people with
disabilities. Our tenancy sustainment service
continues to provide additional support,
including welfare benefits, employability and
social inclusion, to those who need it and 
we have successfully supported 192 tenants
this year.

As we approach our 30th anniversary, we
remain focused on the quality of the services
we provide, our commitment to inclusion and
our belief that investment in suitable housing
and related services and in equal housing
opportunities for people with disabilities, makes
economic and social sense.

Isla Gray
Interim Managing Director 
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Vision and purpose

Tenants
sustain their
tenancies

and get the
help they need

to do this
Well designed

and maintained
homes help people
stay healthy, safe

and secure

Disabled
people have

choice and control
over where and
how they live

Tenants
and others are

active participants
in their

communities

Disabled and
older people can

live independently
in their own home,

adapted and
supported as

they need 

Tenants,
staff, board

and volunteers
fulfil their
potential

Our vision

Inclusive
communities where

everyone has a
home that meets

their needs

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
• 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.
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Strategic objectives

Provide quality homes and services at the right price for our tenants.

Contribute to the delivery of more accessible homes across Scotland and
serve as an exemplar of good practice.

Explore approaches to enhance capacity to achieve Horizon’s 
desired outcomes.

Focus innovation and growth on initiatives which keep older and disabled
people in the community with a good quality of life. 

Deliver social impact and value for money with effective people, processes,
structures and finances.

Properties managed
Our main activities relate to our 795 homes.
For social rent, we own:
• 385 houses and 410 flats.
• 25% of which are wheelchair

accessible.
We also manage:
• 36 shared ownership homes, including

8 managed on behalf of Link.
• 11 homes for 44 people in shared

supported housing, with 2 offices for
support providers.

• factoring services for 34 owners.

More than a landlord
We also provide:

• Care and Repair services for more than
4,000 older and disabled people in
West Lothian and North Lanarkshire.

• Research on the housing needs of
disabled people and influence Scottish
and local government, and wider
partners to take action or anticipate
future needs.
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Developing and 
improving homes

We completed a small development of 12
cottage flats in Stoneyburn, West Lothian, in
November 2017. It was built in response to high
levels of need, and the desire from older people
in the village to remain in their community. The
development is ideal for older and disabled
people and is well situated for easy access to
local amenities and services.

Stoneyburn: key facts

• Housing designed to accessible
standards, as a minimum. 

• Two properties have been built to full
wheelchair user standard.

• The entire development was designed
around inclusive design principles.

• ‘Future-proofed’ design so properties can
be easily adapted later as needs change.

• The flats have been designed with
additional light circuits and lighting, 
making a difference to people with visual
impairments or dementia. 

• All upper floor flats have a controlled 
entry system.
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Letting the homes –
a proactive approach

We wanted to make sure the lettings reflected
local demand and that people were identified
for the housing as early as possible to
maximise funding for extra adaptations people
might need. We worked with the community to
promote the development, and to get the best
match of people to properties as early as
possible. The Housing Officer visited the lunch
club, dementia cafe and worked with the local
community council to raise awareness. 
All those who expressed an interest were
visited by our Housing Officer who assisted
residents to complete applications.

We developed a local lettings plan in
conjunction with West Lothian Council and in
consultation with the community council. Our
aim was to prioritise new housing for older
people from the Stoneyburn area who needed
to move because of long-term health
conditions, such as dementia, or for those who
wanted to downsize and maintain their
independence in their own community.

Building a community 

All new tenants were invited to afternoon tea in
a local hotel two months before the anticipated
completion of the properties. Most of the
tenants are elderly and had lived in their homes
for more than 30 years and this meeting gave
them an opportunity to meet their new
neighbours, Horizon staff and find out more
about the services we offer. Our Tenancy
Sustainment team also made appointments to
help new tenants with advice on moving home,
housing and other benefits.

The tenants moved into their new homes in
November 2017 and quickly established a
sense of community.
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Developing and
improving homes

Core to our purpose is providing well designed
and maintained homes to help people stay
healthy, safe and secure. We completed a
comprehensive Asset Performance Review
during 2017 which has given us a sound basis
for developing our Asset Management Strategy
and five-year investment plan. 

We invested almost £610,000 in upgrading and
improving 144 tenants’ homes with new
kitchens, bathrooms, boilers, windows, doors
and door entry systems. 

We invested

£610,000 
to improve 

more than 140
houses 

We tendered for our four yearly boiler
replacement programme in October 2017. So
far, we have replaced 88 boilers at Loch Linnhe
Court and McMartin Court, Whitburn,
Possilpark and Inglis Lane, Dunfermline.

An independent tenants’ satisfaction survey in
2017 showed we have made significant
improvements on repairs and value for money
since the 2015 survey. Repairs satisfaction
increased to 95% in 2017 from 73% in 2015,
and 88% of tenants in 2017 felt their home
represented good value for money compared
to 85% in 2015.

Our performance

INDICATORS 2016-17 Our target 2017-18

Scottish
RSL

Average
2016-17

Homes meeting Scottish Housing
Quality Standard

100% 100% 100% 93.6%

Average time to carry out emergency repair 2.6 hours 4 hours 2.23 hours 4.7 hours

Average time to complete non-
emergency repairs

4.9 days 5.4 days 4.6 days 7.1 days

Tenants satisfied with reactive repair
(in-house survey)

97% 95% 95% 90.6%
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Improving lives

Tenancy Sustainment Service

The addition of an extra member of staff
allowed us to raise awareness of our
Tenancy Sustainment team and provide
support and assistance to more tenants
during 2017/18. The team worked with
almost a quarter of our tenants – up from
10% in 2016/17 – and generated an
additional income of £163,020 for the
tenants. This service is an integral part of
our housing team and complements the
work done by our housing officers in
helping tenants establish and sustain
their tenancies.

We made progress on the harmonisation
of key housing policy and procedures
across the Link group. A joint Welfare
Reform Strategy was agreed, as well as a
policy for the Prevention of Arrears and
Debt Management. Work is underway 
on developing joint policies on
allocations and managing anti-social
behaviour policies.

56
adaptations were 
carried out which 

enabled our tenants to 
live independently 
in their community. 
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Improving lives

We rolled up our sleeves to help create an
outdoor sensory area for 20 adult residents
who live in Capability Scotland’s Wallace Court
service in Elderslie, as part of LinkGiving 2017.
LinkGiving gives staff the opportunity to go 
the extra mile to help make a difference to the
local communities in which Link has a
presence. It involves staff giving up some time
from work to take part in voluntary activities to
benefit local communities.

Over three days, more than 25 staff and
volunteers prepared the ground, created a
wheelchair accessible paving area, powered
the sensory shed with lighting, heating and
sockets, insulated and installed plywood
internally, and painted the shed inside and out.

This new sensory garden allows residents to
experience the sights, sounds, smells and
tactile elements of the local wildlife which often
visit the grounds.

John Sheridan, Service Manager at Wallace
Court, said: 

“The contribution from Horizon has had a
truly transformational impact on our
original humble plans for an outdoor
sensory area at Wallace Court. They have
taken it to a level we could never have
achieved on our own. As well as making
the area accessible, they provided
additional features and created a
welcoming, heated indoor viewing area.
It was uplifting to see the staff and their
partner companies give so generously of
their time and resources. Everyone
involved was working enthusiastically
despite the cold, wet weather. Everyone 
at Wallace Court is excited to have this
new resource and rest assured we are
going to have many years of pleasure in
the new facility.”

Craig Sanderson, Chief Executive Link Group
Ltd, said: 

“The enthusiasm and hard work shown
by the LinkGiving team was fantastic 
and I am proud to hear that this project
was a success.”
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Improving lives

Our performance

INDICATORS 2016-17 Our target 2017-18

Scottish
RSL

Average
2016-17

Current rent arrears as % of total rent due 4.4% 3.3% 2.23% 5.3%

Average days to re-let a house 15 days 14 days 18 days 31.5 days

Rent lost due to homes being empty 0.32% 0.3% 0.18% 0.9%

Tenants satisfied with standard of home
when moving in

100% 95% 95% 89.9%

% new tenancies sustained for more
than one year

89% 92% 92% 93%

Care and Repair 

We assist home owners to remain independent
in their own homes and communities through
two Care and Repair services.

In West Lothian, Care and Repair provides a
small repairs and handyperson service as well
as arranging adaptations to enable people 
to live independently in their own homes. In
2017-18, the service completed 207
adaptations, including wet floor showers,
ramps and stairlifts.

In addition, the service works closely with other
organisations including West Lothian Council’s
Falls Prevention team. This enables staff to
provide valuable advice on falls prevention to
clients which can help them stay safe at home.

We were delighted that North Lanarkshire
Council extended our Small Repairs Care and
Repair contract for a further year, to March
2019.

Last year the two Care and Repair services
delivered:

West Lothian

207 adaptations

401 small repairs

432 minor adaptations

478 keysafes

North Lanarkshire

15 volunteers

275 jobs completed by volunteers 

2,050 small repairs

1,765 handyperson jobs
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Innovative approaches
to housing solutions

Lettings plans for 
wheelchair properties

We want to ensure disabled people can live
independently in their own homes and be part
of inclusive communities. A quarter of our
properties are built to wheelchair standards
and we want to ensure that, when they become
available to let, they are let to people who need
them most.

We believe in giving people choice and control
over where they live so we operate a choice-
based allocation system via Homehunt.
Although we let our wheelchair accessible
properties to the applicants who need them the
most, we are aware that the system may not
recognise the complex housing needs
disabled people may have. We are currently
working with Link to develop a group wide
lettings policy which will address the issues we
have identified. This is due to be implemented
from May 2019. In the meantime, a lettings plan
for wheelchair accessible properties was
approved by our Board in December 2017 as a
workable interim solution.

How does it work? 

Wheelchair accessible properties continue to
be advertised to ensure the choice-based
element of our policy is offered to all applicants,
regardless of disability.

The system creates a shortlist to ensure a
match between needs and property type. In line
with our lettings plan, the Housing Officer visits
or calls shortlisted applicants to further assess
their housing needs using a points system. The
property is then offered to the applicant with the
greatest housing need.

This approach reduces the weight of the
current system and puts more emphasis on
recognising multiple needs. It is also an
opportunity for the Housing Officer to provide
additional housing options advice.

Transparency 

To comply with legislation, we advise
applicants we are operating a lettings plan for
wheelchair accessible standard properties,
explain how it will work and why we are doing it.
Our plan is available on our website with a 
clear explanation of what it means for
applicants. The adverts for wheelchair
properties clearly state that the property is
subject to a lettings plan.
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Link Collaboration 

Significant progress has been made on the
cross-group Service First project. The Service
First project’s vision is to use technology to
improve access to services for tenants by
giving them the facility to access them 24/7 
via a secure app, which will act as a virtual
office. Whilst working in the community,
housing staff can access many features,
including arrears, signups, pre-terminations
and advice services.

Tenants can also access services more
conveniently via the secure app. 

Our tenants will be able to:

• View their rent account balances and 
make payments online.

• View and update their personal, 
household and contact details.

• Request tenancy changes.
• Report repairs, anti-social behaviour 

and estate management issues.
• Access customer consultations 

and surveys.
• Request support for welfare benefits 

and money advice.

Loan funding was
secured from Link
Group to allow
the re-launch of
the Access

Ownership
programme. This is

a Horizon led shared
ownership product where

disabled people and their families
purchase a home on the open market
using their own resources combined with
Link/Horizon equity finance. There is no
public subsidy involved.
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Influencing others

We were awarded a £92,500 research
grant by the Disability Research into
Independent Living and Learning 
(DRILL) programme. This funding is
being used for Match Me, an 18-month
research project into the allocation of
adapted social housing. The results from
the scoping study informed the Equality
and Human Rights Commission 
(EHRC) inquiry into the impact of
accessible homes on independent living
of disabled people.

We contributed to the EHRC’s UK inquiry into
the impact of accessible housing on disabled
people’s right to independent living and
contributed our expertise to a number of related
pieces of work.

We continued to work with partners, 
including the Scottish Government, and
disability movement monitoring, advisory 
and working groups.

We updated and extended our Mind the Step
2012 research and published a major new
research report – Still minding the step? This
provided an estimation of housing need
amongst wheelchair users in Scotland. It also

launched a campaign,
Fair Housing for All

and supports
Horizon’s work to
influence the
supply of
accessible homes

and services for
disabled people.

Evaluation of Help 
to Adapt

The Help to Adapt pilot was evaluated.
This was a Scottish Government funded
pilot delivered by Link and Horizon to test
a different approach to encourage
homeowners aged 60 to “future proof”
their homes. It provided expert advice on
how to plan and organise adaptations
using the equity in their own homes. The
Scottish Government will be considering
lessons learned from the pilot evaluation
later this year.
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Valuing people

Tea in the Car Park

Following a successful launch in 2017, we
expanded our Tea in the Car Park initiative by
holding events in Falkirk, Fife, Renfrewshire,
South Lanarkshire and West Lothian during the
summer. These were well attended and
provided tenants with a great opportunity to
meet with staff and neighbours in an informal
way and to talk about their estate and the
services we provide. The feedback received
from tenants is Tea in the Car Park is a great
idea and we plan to expand our tour in 2019.

Horizon Board

We recruited three new board members this
year, adding to the diversity, skills and
experience available to support our
governance and development, putting us in a
strong position to manage changes and
challenges from 2018-23. 

Two members of staff have successfully
completed a best practice in dementia
care programme. This enabled our staff to
develop their existing and improve their
care of people with dementia. The course
is City and Guilds and Royal College of
Nursing accredited.

Tenant participation

Tenant participation has been
strengthened through the tenant scrutiny
programme. The Residents’ Improvement
Group (RIG) completed two projects and
presented them to the Board: Repairs
Communication and Letting Standards.
RIG looked at our lettings standard, 
which sets out the standard new tenants
can expect when they receive the keys to
their home.

We developed action plans on how we’d
respond to the recommendations and
report progress to RIG and to tenants via
the newsletter and website.

A new Corporate Services Manager post
was created and filled, followed by a
restructuring of the Corporate Services
Team to improve availability and quality of
corporate support.
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Finance

We had a strong financial performance in 2017/18, which gives a solid base for us to continue our
service improvement and growth.

2017/2018 results

Gross turnover: £5.16m (£5.14m in 2017) 

Operating costs: £4.32m (£4.0m in 2017)

Surplus: £817,466 (£1,297,803 in 2017)

Reserves £4.31m (£3.51m in 2017)



About us

Horizon Housing Association is a Registered
Social Landlord and Scottish Charity based in
Livingston. It is a subsidiary of the Link Group
Limited (also a Registered Social Landlord).
Ultimate responsibility for the control of 
Link and its subsidiaries rests with the Link
Group Board. An Independence and
Responsibilities Agreement sets out the
conditions for the autonomous operation of
Horizon within the group.

Board of Management
Frances Wood (Chairperson) 
Bob Hartness (Vice Chairperson) 
Chris Baird 
Grant Carson 
Stuart Dow 
Susie Fitton
Janice Flanigan
Beverley Graham
Bob McDougall 
Jill Pritchard
Stan Rae 
Douglas Taylor
Jim Watt

Managing Director/Secretary 
Julia Fitzpatrick (left Horizon June 2018)
Isla Gray, Interim Managing Director

Anna Evans, Interim Managing Director
Strategy

Principal Banker
Clydesdale Bank

Funder
Nationwide Building Society

Auditor
KPMG LLP

Solicitor
T C Young Solicitors

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 and with the
Scottish Housing Regulator, registration
number HEP128.
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