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Introduction

I’m pleased to introduce our annual 
review for 2018/19, and to reflect on what
has been another busy and productive
year for Horizon. 

This year, we carried out a full tenant
satisfaction survey and were pleased that our
service was rated highly by our tenants, though
we are not complacent and know there is
always room to improve. The survey gave us
valuable feedback on which areas our tenants
would like us to prioritise and we have
implemented an action plan which includes
reviewing our estates service and increasing
local participation events. We continue to
benefit from the work of our Residents’
Improvement Group (RIG) which is working in
partnership with us to respond to what our
customers have told us, and drive further
service improvements. I would like to extend my
thanks to RIG. If you are interested in getting
involved, please get in touch!

Horizon was established to increase the supply
of suitable housing for disabled people and to
create inclusive communities where everyone is
valued and can play a part. More than 30 years
later, our vision remains one of inclusive
communities where everyone has a home
meeting their needs and are enabled to live
independently. A cornerstone of how we try to
achieve this is the work we do to inform and
influence national policy. This year, we have
been pleased to promote and participate in
national research into housing for disabled
people, and collaborated with the University of
Stirling on vital research into the effectiveness
of allocations and lettings practice for disabled
people – Match Me. Access to housing
continues to present barriers for disabled

people in many cases, and this research
contributes to the national discussion on how
we can work together to improve this.

I have decided to step down as Chair of the
management board after our AGM in
September. I have very much enjoyed my five
years as Chair of Horizon and in particular, to
have met so many of our residents and see the
real difference our work makes to people’s
lives. We are a financially strong and high
performing organisation which is well-prepared
to face the future with all the challenges it
brings. In doing so, we continue to benefit from
and contribute to the work of our parent
company, Link Group. 

As we progress to recruiting a new Chief
Executive, particular thanks go to Isla Gray who
has been Interim Managing Director for the
past year. I wish her well as she moves on to a
new challenge. I would also like to express my
thanks and gratitude to my fellow board
members and all of our staff team for their hard
work, enthusiasm and support. I look forward to
continuing my long association with Horizon as
an ordinary board member, and to supporting
my successor.

Frances R Wood
Chairperson
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Vision and purpose

Well-designed
and maintained

homes help people
stay healthy, safe

and secure

Tenants
sustain their
tenancies

and get the
help they need

to do this

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 

Disabled
people have

choice and control
over where and
how they live

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 affordable high-quality
homes and services 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 our desired
outcomes.

Deliver and support the growth of
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.

Our voluntary Board of Management works
with our management team and staff to
ensure we operate effectively. The Board is
responsible for setting strategies and
policies, managing finances and risks, and
monitoring the performance and quality of
our services.

Properties managed: 

We own 794 homes. 

This includes: 385 houses and 
409 flats for social rent.

25% of which are wheelchair
accessible.

We also manage: 

11 access ownership homes,
including nine managed on behalf
of Link.

11 homes for 44 people in shared
supported housing, with two
offices for support providers.

Factoring services for 34 owners
and 28 sharing owners.

Care and Repair services for more
than 1,900 older and disabled
people in North Lanarkshire.
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Housing management

Taking on board feedback from tenants, we
launched our new estate rating system and
restructured our estates service.

The new service will reduce travel times and
increase efficiency and visibility of the team in
our developments.

We are also piloting a free grass cutting service
for eligible tenants living in a wheelchair
standard property.

As part of the Link group, we have been
involved in projects which harness
technology to increase our effectiveness,
efficiency and broaden communication with
our customers.

A key project delivered was our new customer
app, MyHorizon, which enables tenants to log
repairs, check rent accounts and register
service requests 24 hours a day. 

So our housing officers can spend more time 
in our communities, we invested in software
and hardware which enables them to work
more flexibly.
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INDICATORS 2017/18 Our target 2018/19

Scottish
RSL

Average
2017-18

Current or gross rent arrears as % of total
rent due

4.02% <4% 2.9% 4%

Average days to relet a home 18 15 17.55 days 27.2 days

Rent lost due to homes being empty 0.18% <0.3% 0.33% 0.6%

% tenants satisfied with the standard of their
home when moving in

95% ≥95% 96.67% 91.2%

% new tenancies sustained for more than
one year

89% ≥92% 96% 88.5%

Our performance

Use of our tenancy sustainment service grew
by 50%. Compared with 100 in 2017/18, this
year we supported more than 150 tenants with
welfare benefits checks, budgeting and
assistance to claim grants.

Universal Credit was rolled out across our
areas of operation during 2018/19.
Approximately 10% of our tenants were
impacted, resulting in challenges for both our
tenants and the organisation. We increased 
the staff resources within our tenancy
sustainment team in 2018 and demand has
continued to soar.

Following consultation with customers, we
launched our new tenants’ handbook 
which provides information in a clear and
accessible format.

As part of our partnership working with other
social landlords within the Link group, we are
reviewing our housing management policies
and practices. This year, we collaborated with
Link to revise the group lettings policy. Our
experience in letting accessible homes helped
shape the group-wide approach.

Advice and
support by tenancy
sustainment team
resulted in a total
financial gain of

£210,975.
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Valuing people

92%
of tenants are

satisfied with the 
quality of their

home.

The survey gave us important information
about what improvements our tenants would
like to see prioritised in our planned
maintenance programme, and this has been
fed into our Asset Management Strategy and
will inform our plans. 

We also worked with RIG to create an action
plan to address areas tenants identified where
we can make improvements. This included
reviewing how we provide services, increasing
our use of face-to-face surveys and consulting
with tenants on individual estate improvement
plans tailored for each development.

In August 2018, we carried out a full tenant
satisfaction survey and achieved a 71%
response rate. The survey is an important
part of our overall tenants’ feedback
framework, as it provides an opportunity for
tenants to have their say on all aspects of
the services we provide.

Overall satisfaction with our services
increased to 89%, from 84% in
2015. Satisfaction with our repairs
service remains high at 89%. 
83% of our tenants feel our service
provides value for money, and 
92% are satisfied with the quality
of their home.
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We held our Big Blether tenant conference
in Glasgow in December 2018. This gave
tenants the opportunity to share their views
on how we set our rents, and repair and
maintain their homes.

Customers also heard from RIG members
about their scrutiny projects and fed into the
review of our tenant engagement strategy.

RIG continues to scrutinise our services, and
provides essential feedback on how we can
improve.

During the year RIG independently carried out
two scrutiny projects. They looked at our
lettings standard and their recommendations
resulted in a revised and improved standard,
and reviewed our approach to tenant
participation. Their report will directly influence
our participation strategy for 2019/22. 

RIG was also shortlisted as tenant scrutiny
finalists in the Chartered Institute of Housing’s
Excellence Awards in November, reflecting the
quality of the work it has carried out since 2016.

Tenants have told us they value
local community events, and so we
continued to develop Tea in the Car
Park, holding six events in 2018,
and we are planning 11 for
summer 2019.
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Asset management

We are committed to investing in and
maintaining our properties to ensure tenants
can remain safe and secure.

Our planned maintenance programme is
based on robust stock condition information
and tenants’ priorities and needs. 

Adaptations to our properties can be crucial in
enabling tenants to remain independent in their
home. Our proactive planned maintenance
programme takes into account tenants’ needs
to ensure any work meets these.

INDICATORS 2017/18 Our target 2018/19

Scottish
RSL

Average
2017-18

Homes meeting the Scottish Housing
Quality Standard

100% 100% 100% 94.6%

Average time to carry out an 
emergency repair

2.23 hours ≤4 hours 2.15 hours 3 hours

Average time to complete a non-
emergency repair

4.6 days ≤5.4 days 4.4 days 5.3 days

% tenants satisfied with reactive repairs
(in-house survey)

95% >92% 97% 92%

Our performance

Works included 44 boiler
replacements, 34 kitchen
installations and 97 bathrooms. 

99% of tenants who had planned
maintenance work carried out in
their homes are satisfied.

We also completed cyclical
paintwork across six
developments.

We reviewed our repairs and
maintenance policy, ensuring our
target response times met
tenants’ expectations, and we
continue to perform well on
response times. 

We also expanded our in-house
trades team by taking on an
apprentice painter.

We invested
over

£635,000
to improve

175
properties.
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More than a landlord 

We are committed to the inclusion of
disabled people. This includes a focus on
addressing the national shortfall of fully
accessible homes for wheelchair users. 
Key to this work is our role in contributing to
national policy debates as well as informing
and supporting research. 

This year, we contributed to the Equality and
Human Rights Commission (EHRC) inquiry into
housing for disabled people. This looked at
whether the accessible and adaptable housing
available in the UK is fulfilling disabled people’s
rights to live independently.

The report revealed there is a significant
shortage of accessible homes. Full details of
the report can be found on the EHRC website:
www.equalityhumanrights.com/en/housing-
and-disabled-people-britain%E2%80%99s-
hidden-crisis

We collaborated with the University of Stirling
and Housing Options Scotland on Match Me.
The research investigated the effectiveness of
allocations and lettings practice for accessible
and adapted housing across Scotland. A co-
production approach ensured disabled people

were closely involved throughout the study. 
Match Me was supported by a research 
grant from the Disability Research into
Independent Living and Learning (DRILL)
programme, funded by the National Lottery
Community Fund.

The final report offers recommendations linked
to housing allocations, adaptations, design 
and new supply to RSLs, local authorities, 
the Scottish Government and the Scottish
Housing Regulator.
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Care and Repair

Satisfaction survey results in
2018/19 were consistently high,
with 98% of clients rating the
quality small repairs service as
good or excellent and 99%
rating handyperson service as
good or excellent. 

We deliver a Care and Repair service
funded by North Lanarkshire Council and
NHS Lanarkshire.

The service assists local older and
disabled people to live independently in
their own homes.

Our ongoing partnership with hospital
discharge staff from the Voice of Experience
Forum meant we assisted in expediting or
facilitating 45 hospital discharges.

We also worked with the Scottish Fire and
Rescue service, which supplied smoke alarms
for Care and Repair to install in clients’ homes.

This year, we
completed

1,839 small repairs 

and 1,474
handyperson tasks for

1,955
clients.
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We delivered a Care and Repair service on
behalf of West Lothian Council from 2001,
when the service was established, until
November 2018 after the council decided to
take delivery in-house.

The main objective was to deliver a home-
based service providing independent advice
and assistance to older and disabled people,
enabling them to continue to live
independently in their home for as long as
practical and safe.

The team dedicated 139,048 hours,
delivering a highly-valued service to improve
or adapt homes. It reduced the risk of people
being admitted to hospital or long-term
institutional care and allowed them to remain
at home in safety. 

We are proud of what the service achieved over
17 years:

The service
helped over

20,000
clients.

The Care and
Repair team,

including volunteers,
carried out almost

20,000
jobs.
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Financial performance

Our financial performance in 2018/19 was strong and provides a solid base for us to continue our
service improvement and growth.

2018/2019 results

Gross turnover: £5.28m (£5.16m in 2018) 

Operating costs: £4.32m (£4.32m in 2018)

Surplus: £578,137 (£817,466 in 2018)

Reserves: £4.9m (£4.31m in 2018)



Horizon Housing Association is a Registered
Social Landlord and Scottish Charity based in
Livingston. It is a subsidiary of the Link Group
Ltd (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 McDougall (Vice Chairperson) 
Beverley Graham
Bob Hartness
Chris Baird
Douglas Taylor
Grant Carson
Janice Flanigan
Jean Hamilton
Jill Pritchard
Jim Watt
Stan Rae (resigned July 2019)
Stuart Dow
Susie Fitton

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

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.

About us
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Registered Office

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

Website www.horizonhousing.org


