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Investing in your homes 
RENT CHOICES FOR APRIL 2021 
 
We want to keep rents affordable, and still deliver good quality services and 
improvements to your homes and neighbourhoods.  We’re living in difficult 
times at the moment, and we know that because of the Covid-19 pandemic 
many of you will be concerned about your job security and your family’s 
health and well-being. Also, the economic impact of Covid-19 (and Brexit), are likely to 
mean rising costs of goods and services which will affect us all.  We’d like to assure you 
that we’ll take all of these into account when we set next year’s rent.  

This leaflet tells you about some options for the rents for next year and how you can 
share your views on these.   

Once we have your feedback, we’ll share the results with our Board who will consider 
these and other factors before making a final decision in February 2021 about any rent 
increase.  

 

 

 

 

How to have your say: 
Our survey is open until Friday 4 December 2020 and to take part you can: 

• complete the survey through SurveyMonkey, by visiting this link: 
www.surveymonkey.co.uk/r/HHARent2021-22 or scanning this 
code, or ask a friend or family to help you complete it online  

• complete the survey online at www.horizonhousing.org  
• complete the questionnaire enclosed with this leaflet and 

return it to us in the enclosed freepost envelope 
• speak to your Housing Officer by calling 0330 303 0089 

 

This year we are considering an increase of 2.5% or 2.25%. 

WIN A £50 
SHOPPING 
VOUCHER! 

 

Rent is our main source of income. Our costs rise every year with inflation, and 
we don’t receive any subsidies from central or local government, so we need to 
make sure the rents we set allow us to keep delivering our services. 

http://www.surveymonkey.co.uk/r/HHARent2021-22
http://www.horizonhousing.org/


 

2 
 

What we delivered in 2019/20 
 

In 2019/20, we received £3,688,338 from tenants’ rent.  We use this to provide our 
services and repair, maintain and upgrade your home. 

 

We carried out 3,529 reactive 
repairs and achieved 91.95% of 

customer satisfaction with the repairs 
carried out. 

 
Emergency repairs were completed 
in 1.81 hours compared to the 
Scottish average 3.6 hours.  

 

We completed 73 adaptations, 
including accessible wet floor 
shower areas, fully adjustable 

accessible kitchens, alterations to create 
accessible outdoor spaces, as well as 
internal and external handrails and fully 
automatic doors. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

How do we spend each £ of income? 

 

Reactive and 
Improvements

£0.14

Planned Maintenance, 
Cyclical & Major Repairs

£0.21

Management and 
maintenance admin

£0.42

Capital costs
£0.23

46 bathrooms at 
£126,461 

New windows in 
22 properties at 

£73,138 

23 kitchen 
replacements at 

£126,461 

50 boilers 
upgraded at 

£120,000 

We invested £649,000 
to upgrade 562 

properties 

 

 

418 hybrid smoke  
and heat alarms 
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What are our plans for 2021/22? 
To sustain this level of service and investment in our properties we plan to invest a 
further £647,000 in your homes.  This would include: 

• Installing 84 bathrooms and 51 new boilers 
• Upgrading landscaping in all of our estates over the next 3 
years starting from 2021 
• Replacing some of our older expensive electric heating with 
more efficient affordable systems 
• Continuing a wide-range of safety programmes, including 
electrical installation inspections, to continue to keep you safe 
and meet Scottish Government requirements. 

 
We are proposing 2 options for your rent from April next year 
These options are based on keeping rents affordable, as well the increasing costs of 
delivering things you’ve said are a priority for you.  
 
Option 1 – Increase rent by 2.5%  
If we were to increase your rent by 2.5%, this would allow us to continue to deliver the 
things you’ve said are important to you: excellent services and our planned 
maintenance programme for 2021/22 which we’ve included in our Business Plan. 
 
Option 2 – Increase rent by 2.25%  
A smaller 2.25% increase would reduce the investment we could make in our properties. 
Over 30 years, this would mean £369,000 less for us to be able to spend.  This would 
translate to 100 kitchens or 87 bathrooms that we would not be able to install.  Along 
with other investments (windows, doors etc.) you told us that are important to you. 
 
What would this mean for your rent? 
The below table shows how much extra you would have to pay each week with each 
rent proposal. This is the average for all property types. If you would like to know 
exactly what each increase would mean for you, please contact your housing officer or 
call 0330 303 0089. 
 
Options for rent increase 2 apt 3 apt 4 apt 5 apt 
2.5% means an extra each week of £2.05 £2.28 £2.48 £2.78 
2.25% means an extra each week of  £1.85 £2.06 £2.24 £2.5 
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Frequently asked questions  
 

1. I am really struggling to pay my rent, what do I do? 

We understand some tenants will struggle to pay their rent at times and we have our 
own in-house tenancy sustainment team to help people access the benefits and support 
that they need.  
Contact us through email at e-mail@horizonhousing.org or call 0330 303 0089 if you 
want to speak to one of the team in confidence.  We’ve created a dedicated section on 
our website which includes a list of frequently asked questions: 
www.horizonhousing.org/coronavirus 
 
 
2. Why are you increasing rents during a pandemic? 
 
We’ve continued to deliver services during the current pandemic and have adapted 
some of our services to do this safely, including: 

• keeping our estates team working safely and in line with government guidelines, 
cleaning closes and maintaining our estates throughout the pandemic 

• moving our Customer Services team to work from home 
• providing a socially-distanced repairs service  
• continuing telephone contacts and advice services which has proven to be 

invaluable in recent months 
• continuing with our gas servicing 
• installing over 400 hybrid smoke and heat alarms to ensure the safety of our 

tenants and are on track to have completed all our stock before February 2021 
 
The economic impact of Covid-19 (and Brexit) are likely to include rising costs of goods 
and services which will affect us all. We are already seeing an increase due to delay in 
supplies. 
 
 
3. Do you think the rent charged is value for money? 
 
In 2015, 57% of tenants thought that our rents represented value for money. This had 
increased significantly to 81% in 2020.   This is a great improvement, but we want to 
improve this further. 

mailto:e-mail@horizonhousing.org
http://www.horizonhousing.org/coronavirus
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4. What is your customer satisfaction level?  
 
We are committed to delivering excellent services. Since 2015, our tenants’ overall 
satisfaction levels have increased from 84% to 95% are we are delighted with this, but 
we know that we can always do better. 
 
 
5. How do you decide what needs to be improved in our homes? 
 
You told us in our last big satisfaction survey in 2018 that your view on value for money 
was influenced by the quality of service and by the level of investment in our homes.  
We look at the condition of your home but also what is important to you. We asked 
what your main priority was for improvements: 

• 27% of tenants said a new bathroom 
• 26% of tenants said new windows 
• 19% of tenants said a new kitchen 
• 13% of tenants said new internal doors 
• 12% of tenants said new boilers 

 
6. Do you think your rent is affordable? 
 
72% of our tenants receive Housing Benefit or Universal Credit to cover all or part of 
their rent but we want to make sure that our rents are affordable for all of our tenants. 
We do this by keeping rents as low as possible and still deliver excellent services. 

In April 2020 we introduced a new rent policy to make our rents fairer and affordable. 
To do this we used a nationally recognised rent-setting model which indicates that rents 
are affordable if they represent under 30% of modest incomes. Before we introduced 
our new policy in  April 2020, 14% of our rents were unaffordable (over 30% of modest 
incomes) but since then all our rents are below 25% for all household types, except in 
some cases for single people (although these are still below the 30% threshold).  
 
To look into this further, we identified 47 single tenants who could potentially be 
affected and contacted them to discuss the affordability of their rent. Of these only 8 
said that they had issues with the affordability of their rent and our Tenancy 
Sustainment team have been working with them to help them maximise their 
incomes.  We will continue to offer this support should any tenant struggle with their 
rent. 
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7. How do Horizon’s rents  compare with other social landlords? 
 
In 2019/20 our average rent was £89.03 per week, compared with the average for 
Scottish housing associations of £86.65. 
 
Although our rent was higher than average: 
• We work hard to keep our increases to a minimum and recently have had increases 

significantly lower than the Scottish average which has been gradually lowering the 
gap between our rent and the average rents across the sector.  

• Our rents include services such as grounds maintenance and stair cleaning. Many 
other landlords make an extra charge for these services of their rents, in 2018/19 this 
was average £4.50 a week. 

• We don’t have any service charges for maintaining specialist equipment such as 
stair lifts.  This means that if you need additional support to live independently you 
will not be asked to pay more. 

• The table below shows how our average rents compare with other Scottish landlords.  
We have chosen a range of landlords  who have stock in our areas but you can find 
about rents for all social landlords in Scotland on the Scottish Housing Regulator’s 
website www.scottishhousingregulator.gov.uk/findand-compare-landlords – but 
remember these don’t include service charges. 
 
 2 apt 3apt 4apt 5apt Average 

rent 
Horizon  £81.72 £90.29 £96.62 £104.50 £89.03 
Almond  £73.21 £82.08 £92.46 £105.19 £86.30 
Blackwood  £95.38 £104.91 £117.20 £128.76 £104.20 
Cunninghame £78.96 £92.66 £98.90 £106.10 £90.90 
Glasgow West   £83.67 £93.70 £102.92 £115.39 £88.07 
Kingdom  £74.53 £82.28 £94.41 £97.99 £83.64 
Link  £79.23 £90.79 £99.17 £108.22 £86.97 
Trust  £119.70 £93.11 £94.34 £92.14 £113.34 
Scottish housing 
associations average  

£84.25 £84.57 £92.35 £102.01 £86.65 

 
 
 
 
 

http://www.scottishhousingregulator.gov.uk/findand-compare-landlords
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8. What is Horizon doing to cut its costs?  
 
We are committed to reducing our costs and are looking at ‘smarter’ ways of working to 
make sure our rent review will deliver the maximum investment for your home. We’ve 
been learning lessons from the current restrictions on how many services can be 
delivered remotely which has reduced the amount of time staff spend travelling and 
also helping the environment.  We’ve also made improvements to our office to help 
reduce our heating and lighting costs.  
 
9. How can the Tenancy Sustainment Team help me?    
 
In 2019/20  our in house Tenancy Sustainment team supported 164 tenants (more than 
1 in 5 of Horizon’s tenants) with a wide range of issues and achieved a financial gain for 
them totalling £280, 486. This was made up of benefit awards and backdates and 
funding from the Scottish Welfare Fund and charity applications. 
 
During the first 6 months of 2020/21, 105 tenants have been supported by our team to 
deal with the challenges that the covid pandemic has brought – the financial gain for 
these tenants has been £131,139.  
 
10. How can I take part in the survey? 
 
Our survey is open until Friday 4 December 2020 and to take part you can: 
 

• complete the survey through SurveyMonkey, by visiting this link: 
www.surveymonkey.co.uk/r/HHARent2021-22   

• open the camera on your smart phone and scan the code on 
this page. You will get a message to open survey monkey in a 
web browser (safari, chrome). It will take you straight to the 
survey. 

• complete the survey online at www.horizonhousing.org 
• complete the questionnaire enclosed with this leaflet and return it to us in the 

enclosed freepost envelope 
• speak to your Housing Officer by calling 0330 303 0089 

 

http://www.surveymonkey.co.uk/r/HHARent2021-22
http://www.horizonhousing.org/
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Consultation on our rents for 2021/22 
Please read the leaflet and complete this questionnaire to let us know what you think. 
You can complete the survey online https://www.surveymonkey.co.uk/r/HHARent2021-
22, or by scanning the below QR code. 

We feel it is necessary to increase rents from April.  What level of review do you 
support (tick one box)?  

Option 1 – Increase rent by 2.5%     ☐  

Option 2 – Increase rent by 2.25%   ☐ 

Please use the space below (or any additional pages) to make any comments you want 
us to respond to: 
 
 
 

 
I would like to discuss my individual circumstances in more detail with a member of 
Horizon. Please contact me.   ☐  
 
To help us understand more about how different tenants think about the rent increase 
please tell us about your personal circumstances: 
I am retired   ☐  I work part-time   ☐   I work full-time   ☐  

I am a job seeker   ☐ I am unable to work   ☐  Other   ☐ 

Please tell us about your family: 

I have children under 16 years living at home with me   ☐ 
I do not have children under 16 living with me   ☐ 
 
Contact details:  
You only need to give these if you wish to be included in the prize draw 
or want us to respond to your comments:

Name: _________________________________________________ 

Address: _______________________________________________ 

Postcode: ______________________________ 

Telephone:_________________________Email: 

WIN A £50 
SHOPPING 
VOUCHER! 

https://www.surveymonkey.co.uk/r/HHARent2021-22
https://www.surveymonkey.co.uk/r/HHARent2021-22

