
 

 

 

 

 

 

 

 

 
 
 
 
 
 
 

Horizon Housing Association 

Everything you need to 
know about our factoring 

service. 
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Contact us 
For more information on our services 
E-mail:  e-mail@horizonhousing.org 
Telephone:  0330 303 0089 
Website:  www.horizonhousing.org 
 
Visit or write to us 
Leving House, Fairbairn Place, Livingston, EH54 6TN 
 
Opening hours 
Monday, Tuesday, Thursday: 9.00am to 5.00pm 
Wednesday: 10.00am to 5.00pm 
Friday: 09.00am to 4.00pm 
 
 
 
 

mailto:e-mail@horizonhousing.org
http://www.horizonhousing.org/
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Horizon Housing Association is a registered social landlord with 
795 properties for rent over 11 local authority areas in the central 
belt.  We also provide a factoring service for owners and sharing 
owners in some of our developments.    

Our aim is to make sure that the developments, that you and our 
tenants live in, look as good as possible. 

 

Factoring is the provision of a management service to the owners 
of properties.  This usually relates to services that need to be 
carried out for the general maintenance, upkeep and 
improvements of common areas within developments.  We work 
to ensure that these properties and these estates are maintained 
to a high standard by providing a flexible high quality and cost 
efficient service. 

 

Our services include: 

• Coordinating and carrying out work on owners’ behalf. 

• Administration of common repairs/maintenance, grounds 
maintenance and buildings insurance (where applicable). 

• Ensuring that the property is properly maintained and 
insured (where applicable). 
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Where we provide factoring? 

 
Archway, Kilsyth Campbell Street & 

Sandbank Street, 
Glasgow  

Golfdrum Street, 
Dunfermline 

McTaggart Avenue,  
Denny 

Mid Gogarloch, 
Syke, Edinburgh 

Myreside Gate 
Glasgow 

Winton Crescent, 
Blantyre  

  

 

We have a number of staff responsible for providing factoring 
service: 

• Our customer services team will take your initial call and 
if they cannot help you pass you on to an appropriate 
colleague.  

• Our asset team are responsible for regular inspections 
and organising reactive and cyclical repairs as well as 
major improvements.  

• Our housing management team can help you with 
queries about your factoring agreement, and with 
payments.  

• Our estates caretaker is responsible for grounds 
maintenance and, where applicable cleaning and 
maintenance of communal 
areas.  
 

The staff responsible for your estate 
can be found in the separate 
information leaflet.    
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Legislation & regulation  
The Property Factors (Scotland) Act 2011 was introduced to 
protect homeowners by providing minimum standards for all 
factors. Factors are required to register on the Scottish Property 
Factor Register, held by the Scottish Government –our 
registration is PF000385. 

The Act also introduced a Code of Conduct for Factors.  As part of 
this landlords must issue owners with full Statement of Services.  
We have issued this however if you need another copy please 
contact us by email e-mail@horizonhousing.org or on 0330 303 
0089.   

This leaflet aims to summarise the written statement and provide 
you with the key information about our role as factor and about 
your responsibilities as an owner. We have also attached a 
separate information sheet about the responsibilities of owners in 
your particular development.   

The Scottish Government, through the Scottish Social  Housing 
Charter, sets out the standards and outcome that social landlords 
should aim to achieve when performing their activities and 
requires that we manage all aspects of their business so that 
tenants owners and other customers  receive services that provide 
continually improving value.  The Charter sets out standards on 
equalities, communication and participation that apply equally to 
tenants and owners.   

  

mailto:e-mail@horizonhousing.org
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The Scottish Housing Regulator monitors two aspects of 
performance in relation to factoring in its Annual Return on the 
Charter: 

• Average annual management fee. 
• Percentage of owners satisfied with the service. 

 

You can find out more on the Regulators website 
https://www.housingregulator.gov.scot/. 

 

 

 
 

  

https://www.housingregulator.gov.scot/
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Our authority to act as your factor 
 
You will find everything you need to know about your rights and 
responsibilities as factored homeowner in a legal document called 
a Deed of Conditions.  Your solicitor should have discussed this 
with you when you bought the property.  

 

The basis of our authority to act as factor for the development is 
based on the Deeds of Conditions, or otherwise by established 
custom and practice.  
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Extent of common area  

The deeds of condition confirm the common areas that you, along 
with other owners, are jointly responsible.  We have given you 
information about your particular responsibilities in the information 
sheet issued with this leaflet.   

If you want a copy of your deeds you can obtain them from 
Registers of Scotland, on payment of a fee.  

Email: customer.services@ros.gov.uk   
Tel: 0845 607 0164. 

 

 

  

mailto:customer.services@ros.gov.uk
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Delegated authority and permissions 

Horizon has authority to carry out routine repairs to common parts 
without obtaining consent.  This limit is set out in the Deeds of 
Conditions and is based on the anticipated cost to each owner.   

 
If the cost of the work is greater than the level of Horizon’s 
delegated authority, we will seek a majority agreement of the 
owners in the block or estate before going ahead.  In the case of 
major works, we will do this by holding a meeting of owners.  
Owners will be expected to pay their share of costs in line with 
their Deeds of Conditions.  

 
In emergency situations, we can go ahead with necessary work 
without first seeking permission.  An emergency situation would 
be where immediate remedial work is required to prevent damage, 
or where there is a health and safety risk to residents.  However, 
we will seek owner’s permission to go ahead before carrying out 
further works above the limit of our delegated authority.   
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Our core services 
Horizon provides core services which are included in our 
management fee  

These services include: 

• A responsive communal repair reporting service, including 
a 24 hour emergency service. 

• Monthly inspections of the development.   
• Handling enquiries and complaints. 
• Arranging the provision of grounds maintenance service, 

and where applicable, a block maintenance and cleaning 
service. 

• Appointing, managing and paying contractors for repairs, 
cyclical maintenance work within our delegated authority. 

• Consulting owners on work above our delegated authority 
limits and arranging any necessary works.   

• Apportioning charges amongst owners and provision of 
payment facilities.  

• Where applicable, administering cyclical funds.  
• Consulting with owners on matters of common interest.  
• Debt recovery where necessary.  
• Liaison with solicitors regarding sales and changes to 

ownership. 
• Communication with owners and arranging local meetings 

as necessary.  
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Communal repairs  
As your factor, Horizon will carry out repairs to common 
areas but is unable to provide a repairs service for your 
private property.   
Whilst Horizon staff will identify and process communal 
repairs, owners also have a responsibility to report any 
necessary repairs and to us.   
 
We will deal with maintenance works within the following 
timescales: 
 
Emergency repairs will be attended within 4 hours of the 
repair being reported and made safe.  
 
Emergency repairs are works that are required to remove 
a safety hazard to residents, staff or members of the public 
or to prevent structural damage to the building. 
 
Non-Emergency maintenance works will be completed 
within 10 working days of being reported.  
 
Non-Emergency repairs are defects which may cause 
some inconvenience but do not pose any health, safety or 
security risks and it is not essential to carry out an 
immediate repair. 
 
Cyclical Repairs are works which are planned to be 
carried out, for example, painting works or gutter cleaning. 
 
 
 
You can report a shared repair by any of the following 
methods: 
Email          e-mail@horizonhousing.org  
Telephone  0330 303 0089  
Website      www.horizonhousing.org    
 

mailto:e-mail@horizonhousing.org
http://www.horizonhousing.org/
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Please ensure that you report any acts of vandalism to the 
Police.  We can only process insurance claims for work 
relating to vandalism if you provide us with a crime 
reference number. 
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Letting your property out  
If your you decide to let your property to someone else, you 

must let us know your current correspondence address for billing, 
communication and emergencies.  Even where you have a letting 
agent, you, as owner are still liable for factoring costs.   

Change of ownership  
If you are selling your home you should let us 

know, where possible, at least 4 weeks in 
advance, and give us the new owner’s details.  
This will allow us time to apportion any charges 
and costs due by you up and to the date of sale and allow us to 
update details of ownership.  We will charge and administarion fee 
of £50 for this.   
 

Cyclical funds  
In blocks of flats, the deeds of conditions may allow for a 

cyclical fund to pay for repair or replacement of common elements 
(for instance roofs, walls, guttering).  Where a cyclical fund exists, 
owners must make a payment as part of their monthly charges.  
We will review this payment each year and where required will 
increase it in line with inflation.  We will let you know what is in 
your cyclical fund - as well as how it has been used to fund 
communal repairs and maintenance – when you receive six 
monthly invoices.  Payments to the cyclical fund are non-
returnable and if you sell your home the fund is transferred as an 
asset to the incoming owner.  
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Buildings insurance  
Horizon is part of the Link Group, which tenders for buildings 

insurance every 3 years; this covers a block building insurance 
to cover the communal elements of the properties and 
development.  Neither Link nor Horizon get any commission from 
the insurers for building insurance.   

We will write to all owners annually giving details of the 
insurance premium and reinstatement value as well as a summary 
of cover.   

This buildings insurance does not cover your contents, 
such as personal items, furniture, floor coverings etc.  You 
should ensure that you also have adequate contents 
insurance.   
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In line with the deeds of conditions, owners in flats cannot opt 
out of the common buildings’ insurance.  Owners of houses may 
opt out of the common buildings insurance if they can show that 
they have obtained their own buildings insurance policy to the 
satisfaction of the Association.  A copy of this certificate must be 
sent to Horizon annually or on renewal of the Policy.  

Shared equity owners will have insurance premiums charged 
unless they can produce evidence that they have adequate 
buildings insurance since this is a condition of shared equity grant.   

Sharing owners of must have common buildings insurance 
through Horizon as this forms part of their Occupancy Agreement.   

 

Owners wishing to opt out of our buildings insurance should 
contact us at least 4 weeks before the premium renewal rate 
which is currently 28 April.   

If you wish to make a claim under this policy please contact us by 
email e-mail@horizonhousing.org or phone on 0330 303 0089. 

 

 

  

mailto:e-mail@horizonhousing.org
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Financial and charging arrangements  
  
How costs are shared  
 
The separate property specific schedule details your share of 
any works - this is also detailed in the deeds of conditions.   
 
For example, if there is a repair to a roof required to a block of 
flats that costs £120, and the deeds say that each owner is 
due to pay 1/6th then each owner is due to pay £20 each.  
 
And in an area, where each owner is responsible for 1/32nd of 
communal repairs within the development, and fence needs 
replaced at the cost of £640 then each owner is due to pay 
£20. 
 
 
Our management fee  
 
We charge a management fee (sometimes known as a 
factoring fee or an administration fee) for carrying out core 
functions and managing the development of which your 
property forms part.  To set fees, Horizon assesses the costs 
associated with providing the service including staff costs and 
overheads.  We will review this charge annually as part of our 
budget process and provide owners with at least 28 days 
written notice on any changes.   
 
 
 
Monthly charges  
 

The management fee is due on a monthly basis, as are 
charges for maintenance of communal landscaping and where 
applicable block maintenance (to include stair and window 
cleaning, cleaning of bin stores and grass cutting in back 
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courts). This work is carried out by our in-house Estates Team.  
These costs are reviewed annually and the amount you pay is 
based on your share as set out in the deeds of conditions. 
 
Where applicable, we also collect these charges on a 
monthly basis:   
 your share of the cost of electricity to common areas 

(i.e. for stair lighting and controlled entry).  
 your payment for block common insurance monthly.   
 your payment towards the cyclical fund for your 

property. 
 
We expect monthly charges to be paid by the 29th of each 
month. 
 

We will review monthly charges on an annual basis 
and give you full details on any changes or increases at 
least 4 weeks before these changes come into force on 1 
April. 
 
Bi–annual invoices   
 

We will issue invoices twice a year, in September and 
March/April detailing the owner’s share of the cost of any 
communal repairs carried out in the previous 6-month period. 
If there is a cyclical fund attached to the property, this may be 
used to fund the repair, and this will be clearly itemised on the 
invoice.  This invoice will also detail any other costs due by the 
owner.  
 
Invoices should be paid within 4 weeks of issue.  
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Ways to pay your charges 
 

We provide a variety of ways for you to make payments.  We will 
provide you with clear information on these when we send you 
details of your annual charges each March, and also on all the 
invoices we send you.  The easiest way is by Direct Debit, but we 
can arrange for you to have an Allpay card which allows you to 
you to make internet or telephone payments or pay at local 
outlets.  Contact us on 0330 303 0089 and we will arrange one for 
you.    

 

 

P  

Telephone 

You can use your Allpay card to 
make payments using credit or 
debit card. 

Please phone Allpay 24 hour 
service on 0330 041 6497. 
 

Direct Debit 

If you wish to pay your charges 
by Direct Debit please contact a 
member of the housing 
management team, who can set 
this up over the telephone in 
person with you. All you need is 
your bank account and sort 
code. Cash or Cheque  

You can pay the charges in 
cash at the office or by cheque 
addressed to Horizon Housing 
Association 
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Debt recovery management 

We will take a firm, but sensitive approach to arrears recovery and 
we will take action as early as possible to prevent non-payment 
from developing into a problem. 

We will only consider taking court action after we have exhausted 
all other options. We will inform you at this point that it is our 
intention to take court action if the debt is not cleared. 

Our full debt recovery procedure is available online at 
www.horizonhousing.org or on request from our office. 

You are obliged to pay your bill within 4 weeks or receipt of the 
invoice. 

 

Having difficulty paying? 

We are aware that you may occasionally have difficulty paying 
your bill. We are here to help and will discuss re-payment options 
with anyone experiencing financial difficulties, and we will, where 
necessary signpost to local sources of money advice.  

 

 

 

 

 

 

  

Money Matters 
0141 445 5221 (www.moneymattersweb.co.uk)  

Citizens Advice Scotland 
0844 848 9600 (www.cas.org.uk/bureaux)  

Money advice Scotland  
0141 572 0237 (info@moneyadvicescotland.org.uk) 

National Debtline 
0808 808 4000 (www.nationaldebtline.co.uk) 

Credit Unions 
Find your credit union on www.creditunion.co.uk  

http://www.horizonhousing.org/
http://www.moneymattersweb.co.uk/
http://www.cas.org.uk/bureaux
http://www.nationaldebtline.co.uk/
http://www.creditunion.co.uk/
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Customer Service standards 
Our aim is to deliver high quality and cost-efficient services which 
are tailored to meet your need. 

Our promise 

• deliver a high quality, effective and efficient service. 
• ensure all staff are trained and professional in the service 

that they deliver. 
• treat you with courtesy, respect and consideration at all 

times. 
• ensure the services we provide are fair and free from 

discrimination. 
• treat all information confidentially. 
• listen to your views and needs. 
• store your personal information securely and in line with 

data protection laws. 

Your responsibilities 

• we believe that our staff should be treated with the same 
courtesy and respect as you receive.  

• we ask that you respect the privacy of others. 
• if you have you a complaint, we ask you to follow our 

complaints procedures. 
• we do not tolerate abusive language, threatening or 

aggressive behaviour. We will take appropriate action 
against those who use such unacceptable behaviour. 
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Feedback & Complaints 

We want to make sure that you are happy with the service we 
provide.  We want to hear from you if something goes wrong or 
you are dissatisfied, please tell us so that we can put things right- 
this will help us improve and develop our service  

We record and monitor all complaints and will let you know of 
any 'lessons learned' and improvement actions in our newsletter to 
demonstrate what we are doing to improve the services we 
provide.  

It is easier for us to resolve complaints if you make them 
quickly and directly to the service concerned. So please talk to a 
member of our staff working in the service you are complaining 
about.  They will do their best to resolve any problems on the spot. 

We will issue you with our complaints handling procedure 
separately.  If you require another copy it is available on line at 
online at www.horizonhousing.org and on request from our office. 

If you are still dissatisfied having gone through our complaints 
procedure, and believe that we have failed to carry out our 
factoring duties or have failed to comply with the Code of Conduct 
, then you can you can  refer the matter to the First-tier Tribunal 
for Scotland (Housing and Property Chamber) by calling 0141 
302 5900 or visiting www.housingandpropertychamber.scot  

  

http://www.horizonhousing.org/
http://www.housingandpropertychamber.scot/
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Keeping you informed 
We will write to you every year, and more often as required, to 

tell you about any changes to our services and our charges.  We 
will hold annual meetings with owners in developments with flatted 
properties but will be happy to meet with owners in our other 
developments where requested.   

We will issue you with statements of your account every six 
months but statements are available at any time on request  by 
calling the office on 0330 303 0089 or by emailing e-
mail@horizonhousing.org  

We will keep you up-to-date with what’s happening in Horizon 
and about our service and our performance via newsletters, our 
website (www.horizonhousing.org)  and social media (Facebook 
https://www.facebook.com/HorizonHA, or twitter 
https://twitter.com/Horizon_Housing. 

 

Have your say 
We are committed to involving you to help us develop and 
improve the services we provide to owners and sharing owners. 
We believe your knowledge and experience of the services we 
provide is the best way for us to learn and improve. It involves 
sharing information, respecting different views and perspectives, 
problem solving and working together. 

  

mailto:e-mail@horizonhousing.org
mailto:e-mail@horizonhousing.org
http://www.horizonhousing.org/
https://www.facebook.com/HorizonHA
https://twitter.com/Horizon_Housing
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Why get involved? 
We want to create a culture of mutual trust, respect and 

partnership so your involvement produces clear benefits for you 
and Horizon. You find out more about our approach to Resident 
Participation here https://www.horizonhousing.org/tenants/get-
involved/. 

If you get involved, you can: 
 Influence the decisions we make about the services we 

provide 
 Have a say in the service standards we set and the targets for 

assessing how well we are doing 
 Play a part in monitoring our performance and suggesting 

where standards need to change to give better value for 
money 

 
How can you get involved?   
 We will invite owners to our annual estate inspections and 

to our ‘Tea in the car park’ events and any other local 
event we organise. 

 Owners are welcome to join with interested tenants in our 
Residents Improvement Group ( RIG) – find out more and 
how to get involved at  
https://www.horizonhousing.org/tenants/get-
involved/residents-improvement-group/. 

 We are keen to establish an owner e-forum – to get you 
views on our service and to comments on estates service 
and policies that affect you.  If you are interested please -
contact us by email on e-mail@horizonhousing.org or on 
0330 303 0089. 

 Take part in our annual survey of factored owners. 
 Sign up for our electronic communications and you’ll 

receive all communication in your email inbox. 

 

https://www.horizonhousing.org/tenants/get-involved/
https://www.horizonhousing.org/tenants/get-involved/
https://www.horizonhousing.org/tenants/get-involved/residents-improvement-group/
https://www.horizonhousing.org/tenants/get-involved/residents-improvement-group/
mailto:e-mail@horizonhousing.org
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Contact us 
For more information on our services 
E-mail:  e-mail@horizonhousing.org 
Telephone:  0330 303 0089 
Website:  www.horizonhousing.org 
 
Visit or write to us 
Leving House, Fairbairn Place, Livingston, EH54 6TN 
 
Opening hours 
Monday, Tuesday, Thursday: 9.00am to 5.00pm 
Wednesday: 10.00am to 5.00pm 
Friday: 09.00am to 4.00pm 

 

mailto:e-mail@horizonhousing.org
http://www.horizonhousing.org/
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