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Welcome to our winter
newsletter and 2019/20
annual report to tenants
As I write this, we remain in the middle of strange and challenging times. Over the last few months
housing has become increasingly important for most of us. A good home is associated with good
neighbours, a safe environment and better quality of life. At Horizon, 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.
In this newsletter, we want to give you an overview of our performance in 2019/20, comparing
ourselves to the Scottish average, and we’ll also give you an update on what’s happening across
Horizon.

Lorna Cameron, CEO Horizon Housing
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Online - the easy way to
get in touch
You might have noticed we are moving to more digital services
and support. This has been, in part, driven by Covid-19 as we had
to quickly adapt our services to continue to support our tenants and
customers.
We still strive to offer excellent services and you can contact us over the
phone if you would prefer to speak to someone.

One of the changes we’ve made is to our repairs satisfaction survey. We used to post a survey after
a repairs job was completed to see how satisfied you were with the repair. To make this process
simpler, we’ve introduced a text survey, meaning you can share your views at the touch of a button!
We’ve already seen a large increase in survey responses, which is great as it helps us make
improvements faster than before. It also means we’re reducing the amount of paper we use for
printing and posting the survey – supporting our zero-carbon agenda.
Our MyHorizon app has now been downloaded by over 120 tenants, who can use it to check their
rent balance, report repairs and anti-social behaviour, request permissions and update personal
data. We are encouraging all tenants to download the app and are happy to help you do this if you
need support – just give us a call.
Tell us what you think. It’s important we explain what we are doing digitally/online and why we are
doing it, which is why we’ll be reviewing the way we communicate with you in 2021.
If you are communicating with us digitally, we want to know what you like, what you don’t like and
any suggestions you may have. If you aren’t getting with touch with us digitally, could you tell us why
and what you would like to see?
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Getting through Covid-19
Since March, we’ve been continuing to deliver key
services to you in line with government guidelines.
It’s not always been plain sailing, but we’ve made
sure staff who are out and about have sufficient
personal protective equipment, such as gloves
and masks. It also meant a different way of
working for our estates, in-house maintenance
and painter teams. Initially, they were only able to
work outside but, gradually, have been able to
attend jobs inside your home, all while following
strict health and safety measures.
Most of our staff have been working from home
and we’ve made sure they have access to the
right systems and equipment, including setting up
phone line diversions to mobiles and laptops, so
they can continue to provide excellent services and
provide support to customers who need it most.
We’re still adapting to these changes - going from
full lockdown to easing of restrictions, to partial
lockdown - and understand the uncertainty of
everything is difficult. At the time of writing, it looks

as if vaccines will be available in the near future,
which brings a much-needed glimmer of hope to
all of us.
We are proud our staff have adapted so quickly
and efficiently, have kept ‘the show on the road’,
and ensured you continue to be at the heart of
everything we do.

If you’re struggling to pay your rent,
we’re here to help.
We know this is a challenging time for everyone and money may be
tight, however, paying your rent needs to be a priority. If you are facing
financial difficulties, please let us know – the sooner you speak to us the
quicker we can help.
There are lots of ways we can provide support, including helping you to
make claims for Universal Credit or other benefits, making charity
applications, referring you to foodbanks or, if you are facing problems
with debt, finding the right help.
If you already have an arrear, we will also be happy to discuss an affordable repayment
arrangement. Contact us on 0330 303 0089 or e-mail@horizonhousing.org.
If you don’t pay your rent, we may have no option but to take court action against you. This could
lead to you losing your home. We won’t take action against tenants who cannot pay their rent as a
result of Covid-19, but you have to tell us about this and work with us to find solutions. We’d urge
you to get in touch – if we don’t know, we can’t help.

Horizon Housing – 0330 303 0089
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Make your house
your home for as
long as you want it
to be
Most of us have made our houses our homes – the way we
like it – and want to stay in it as long as possible. However,
sometimes things change, and you may feel it’s more difficult to
manage everyday tasks. Simple changes could mean a big difference to
your lifestyle, such as:
• Adding internal or external grabrails
• Replacing existing taps with lever taps to set water and temperature with just one hand
• Changing your window or door handles to make them easier for you to open and close
We can help! If you need small changes around your home, you can fill out a self-assessment form and
we will look at the support we can provide. You can find the leaflet here:
www.horizonhousing.org/media/1723/horizon-adaptation-leaflet-july-2019.pdf or contact us if you
like a copy.
For more substantial changes, you may need to speak to your local social work services and they will
arrange for an occupational therapist to visit your home to assess your needs and discuss what
adaptations are required. If you’re not sure about how to do this, please get in touch with us.

Did you know,
we completed

73
adaptations in 2019/20,
compared to

49
in 2018/19?
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Support through the
winter months
Did you know you could be entitled to
additional assistance during the winter
months? If you have any questions or need
help making an application, please contact
Fern or Vikki in our tenancy sustainment team
on 0330 303 0089.

Foodbanks

Winter fuel payments

WHAT? Up to three days’
emergency food supplies.

WHAT? An automatic payment
made to you by 13 January 2021.

WHO? If you are struggling to buy food for
yourself and/or your family
For more information in your local area, visit
www.horizonhousing.org/resourcelibrary/useful-links/

WHO? For those born on, or before, 5 October
1954, who have lived in the UK for at least one
day during the week of 21 to 27 September
2020 and receive state pension or another
social security benefit. For more information,
call 0800 731 0160.

Cold weather
payments

Warm Home
Discount code

WHAT? Get £25 automatically paid to
you when the temperature drops to zero
degrees Celsius or below for seven days
in a row.

WHAT? £140 off your electricity bill
between September and March.

WHO? If you’re getting Pension Credit, Income
Support, income-based Jobseeker’s
Allowance, income-related Employment and
Support Allowance or Universal Credit.

WHO? If you get the guarantee credit element
of Pension Credit or you are on low income
and meet the energy supplier’s criteria.
For more information, call the Warm Home
discount helpline on 0800 731 0214.

For more information, visit
https://coldweatherpayments.dwp.gov.uk/

Horizon Housing – 0330 303 0089
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Warmer Homes Scotland
Warmer Homes Scotland is the Scottish
Government’s flagship fuel poverty
improvement scheme designed to help
to make your home warmer and more
comfortable by installing a range of
energy saving measures.
It’s only accessible through Home Energy
Scotland, which is funded by the Scottish
Government and managed by Energy Saving
Trust. The scheme provides free and impartial
advice to help you reduce your energy bills and
make your home cheaper to heat.
The advice network is open 8am – 8pm Monday –
Friday and 9am – 5pm on Saturdays, and offers a
person-centred energy advice service tailored to
individual circumstances and needs.

Who is the
scheme for?
The Scottish
Government is
offering assistance
to homeowners and
private sector
tenants struggling to
heat their home, who
have lived in their
property for at least 12 months, and who meet the
qualifying criteria.
For more information about the scheme, and to
check if you, or someone you know, qualify, please
contact Home Energy Scotland on 0808 808 2282
and an energy advisor will be happy to assist you.

Keeping warm and safe in winter
If cold weather is forecasted, or during a cold snap, keep your heating on a constant low temperature to
help prevent pipes from freezing. If you can’t afford to keep the heating on in all rooms, make sure you
heat your living room throughout the day and heat your bedroom before you go to sleep.

If you find frozen pipes:
Find the main water valve, close it and switch
off gas and electric water heaters. Gently heat
the frozen section of the pipe using a fan
heater or hairdryer or, alternatively, you can
wrap a hot water bottle or heated cloth around
the pipe. Start from the tap side and work
towards frozen section of the pipe.
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What to do if your pipes
burst:
• turn off the supply at the valve and switch off
electrical supply at mains;
• contact us on 0330 303 0089 at any time;
• open all taps to drain the system and switch
off central heating systems or water heaters;
and help others
• warn neighbours if they are likely to be
affected.

www.horizonhousing.org
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Annual report card 2019/20 - How did
we perform?
Introduction from the Residents’ Improvement Group
Hello and welcome! We are delighted to report the Residents’
Improvement Group (RIG) is going from strength to strength.
We have continued to work – mostly via Zoom - during the
pandemic and have completed our latest scrutiny project on
repairs satisfaction. Take a look on our page of Horizon’s
website: www.horizonhousing.org/RIG.
We have also been involved in preparing this report for you, the
tenants. We hope it gives you a clear picture of how well Horizon is performing in
delivering services to you. We also hope you find it useful and enjoyable to read – so
please give us feedback! You’ll find details of how to do this at the end of this report.
Interested in joining us? Visit www.horizonhousing.org/getinvolved or contact 0330
303 0089 or getinvolved@horizonhousing.org.

Introduction from Craig Russell,
Head of Housing
I am pleased to present Horizon’s annual performance report which
provides information on how well we delivered our services during 2019/20,
measured against the standards set out in the Scottish Social Housing
Charter (the Charter).
The Scottish Housing Regulator (SHR) expects all Scottish social landlords
to publish a report for their tenants, giving details of how they have
performed – both in their own right and in comparison to others - as well as
setting out plans to improve areas of service where we performed less well.
This year, we decided to produce the report in a slightly different format - as a feature in our
newsletter, rather than as a separate publication. We made this decision for two reasons. Firstly, like
other landlords, we are always looking for ways to make sure your rent represents value for money
and that we spend this sensibly. Secondly, alongside our colleagues in Link, we are aiming to reduce
our carbon footprint. So, we felt it was more appropriate to include this information as part of an
existing publication.
We would welcome any feedback you may have, so please get in touch:
• via the MyHorizon tenant app;
• by emailing on e-mail@horizonhousing.org; or
• phoning us on 0330 303 0089.

Horizon Housing – 0330 303 0089
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Interested in finding out more?
More detailed information on our performance can be found on our website.
You can find out about the Charter at www.gov.scot/publications/scottish-social-housing-charterapril-2017/ and visit the SHR’s website to find out more about us and how we compare with other
landlords www.housingregulator.gov.scot/landlord-performance.

The ratings
compared to our
performance 2018/19

Performance has
gone down

Performance has
improved

Performance stayed
the same

About Horizon Housing as a landlord
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 main activity relates to our 794 social rented homes.

Neighbourhood
and community

Customer/landlord
relationship

We own 385 houses and 409 flats, 25% of which are wheelchair accessible, across 12 different local
authorities.
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2018/19

2019/20
performance

Peer group

Scottish
average

% of tenants satisfied
with overall service

88.9%

94.53%

92.10%

89.19%

% of tenants feel that
Horizon is good at
keeping them informed

92.4%

92.4%

96.19%

91.98%

% of tenants satisfied
with the opportunities
to participate

85.71%

85.71%

94.21%

87.21%

% of anti-social
behaviour cases were
resolved with locally
agreed targets

85.71%

98.15%

97.94%

94.11%

% of tenants satisfied
with the management
of their neighbourhood

91.84%

91.02%

90.28%

87%

www.horizonhousing.org

How are
we doing?
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Access to
housing
Housing and maintenance

2018/19

2019/20
performance

Peer group

Scottish
average

0

0

18.69%

17.89%

% of lettable
properties became
vacant in the last year

5.92%

6.68%

6.78%

8.42%

The average time
taken to complete
emergency repairs

2.15
hours

1.81
hours

2.18
hours

3.64
hours

% of reactive repairs
were completed right
first time

96.81%

89.14%

93.92%

92.36%

Gas safety regulations
that were not met

0

0

9

496

% of tenants satisfied
with the repairs and
maintenance service

85.67%

91.95%

93.27%

91.33%

% of tenants satisfied
with the quality of
their home

92.02%

92.02%

89.85%

87.15%

4.41
days

5.42
days

3.5
days

6.4
days

% of rent due was lost
through properties
being empty

0.33%

0.25%

0.26%

0.92%

The average time to
relet properties

17.55

13.9

12.23

31.8

% of tenants feel the
rent they pay is good
value for money

82.93%

81.25%

87.79%

83.56%

% of the rent due to
Horizon collected

100.06% 102.56%

99.22%

99.30%

% factored owners
satisfied with factoring
service

57.14%

26.67%

76.17%

66.84%

Total number of stage
1 complaints received

173

178

N/A

N/A

% of court action
initiated resulted in
eviction

Complaints

Getting good value from
rents and service charges

The average time
taken to complete
non-emergency
repairs
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Complaints

2018/19

2019/20
performance

Peer group

Scottish
average

Total number of stage
2 complaints received

9

23

N/A

N/A

% responded to in full
stage 1

100%

100%

99.74%

97.74%

% responded to in full
stage 2

100%

100%

97.60%

92.14%

Average working days
for a full response at
Stage 1

N/A

2.27

2.4

4.81

Average working days
for a full response at
Stage 2

N/A

14.78

14.34

17.91

How are
we doing?

We are aware our performance in completing
repairs right first time has reduced. This was partly
because of the performance of one of our
suppliers. After careful review, we decided to move
to another supplier and are pleased the new
contract is working well. We expect this
performance to increase again next year.

reviewed our charges for the first time in many
years and now recharge what it costs to deliver the
service. This may have contributed to poor
satisfaction levels but we are also aware our
communications and our maintenance service for
factored owners could be improved and will work
on this in 2020/21.

In 2015, 57% of tenants thought our rents
represented good value for money. This has
increased to 81% in 2020. This is a great
improvement, but we recognise we still have a way
to go if we want to maintain and enhance our level
of service and our investment in your homes. Our
rents include the cost of maintaining our open
spaces and cleaning our closes. Many landlords
add service charges for this work.

In 2019/20 our in-house tenancy sustainment team
supported 164 tenants (more than one in five of
our tenants) with a wide range of issues and
achieved a financial gain for them totalling
£280,486. This was made up of benefit awards,
backdates, funding from the Scottish Welfare Fund
and charity applications.

We were disappointed satisfaction with our
factoring service dropped so significantly. We

During the first six months of 2020/21, 105 tenants
have been supported by our team to deal with the
challenges Covid-19 has brought – the financial
gain for these tenants has been £131,139.

Energy Efficiency Standard for Social Housing
The Energy Efficiency Standard for Social Housing (EESSH) aims to improve the energy efficiency of
social housing in Scotland. It will help reduce energy consumption, fuel poverty and the emission of
greenhouse gases.

Our performance in meeting EESSH – 2019/20
98.9% of properties met the EESSH. Since 2017/18, we have fitted 15 highly efficient boilers and have
another 23 boilers programmed to be completed. All our properties have the minimum 300mm loft
insulation following a programme to top up loft insulation in 2013. This report, and a more detailed
report, which include relevant comparisons is available online at:
www.horizonhousing.org/resource-library/publications/performance
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Do you have a child under six?
Scottish Child Payment is a new fund for families on certain benefits or
tax credits to help towards the costs of looking after a child. It’s £40
paid every four weeks for each child under six. Although payments
won’t begin until 15 February, you can apply any time from now until
14 February.
You can apply over the phone by calling 0800 182 2222 or fill in an
application form, available to download from www.mygov.scot (alongside information on other
payments currently available from Social Security Scotland). You can also ask for a form to be posted to
you by calling 0800 182 2222.

Are you looking to paint your home
and need support with this?
For the past two years, we’ve run a pilot scheme offering a
discounted painting service to tenants during the winter period
when our painters can’t carry out external works. This has been
an enormous success and we are now able to offer this service
again.
All tenants are eligible to apply but, as we have a very small
team, we may have to prioritise if the service is over subscribed.
Priority will then be given to those who are older or disabled.
Provisional costs are set out below. If you are interested our
painters will visit your home and assess how long the job will
take and the quantity of paint required. They will then provide
you with a quote for the work.
We use Armstead paint which is a trade brand. If you would
prefer to use Dulux, we are happy to provide this, however
the cost is significantly higher.

Half day
Full day

5 litres paint
2.5 litres paint gloss

One painter

Two painters

£50
£75

£100
£150

Ceiling (white)

Walls (colour)

£12

£15
£10

All prices are inclusive of VAT. To find out more, please get in touch.
Horizon Housing – 0330 303 0089
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KEEPING YOU
SAFE
What to do if you smell gas
Do:
• Open doors and windows to allow fresh air in.
• Turn off the gas at the mains tap, which is usually
near the meter. Move the handle a quarter turn until it's at 90 degrees from the pipe to shut off the
gas supply.
• Leave the property.
• Phone the National Gas Emergencies number on 0800 111 999. Only use a mobile phone from
outside the property. The number is free and available 24 hours a day.
• Follow the advice given by the emergency adviser.
• Wait outside for a gas engineer to arrive.
• If you are feeling unwell, visit your GP or hospital immediately. Tell them you may have been
exposed to a gas leak or carbon monoxide poisoning.
Don’t:
• Smoke, light a match or use any other naked flame.
• Turn any electrical switches on or off.
• Use doorbells, mobile phones or any other electrical switches which could cause a spark.

Smoke and heat detectors and
electric checks
To help keep you and your family safe, and in line with Scottish
Government guidelines, we’ve been upgrading the smoke and
heat detectors in your home.
While the initial deadline was set for February 2021, this deadline
has now been extended to 2022. Your safety is important to us, so
we’ll continue to work with our contractors to complete this by the
original deadline of February 2021.
We have also started a programme of electrical checks. This
involves an in-depth inspection of your property's electrical
systems and installation to make sure there are no defects and
the whole installation is safe – we will do this every five years or
sooner.
Any broken sockets and switches will be replaced during the
inspection and we will advise you if there any further works
required to upgrade your electrical system.
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Great gardens
Many of you have been making the most of lockdown
by using it as an opportunity to get your gardens in tiptop condition.
We have received lots of pictures of beautifully presented gardens and sent out over 40 certificates and
vouchers to tenants as a token of our appreciation that you keep your garden tidy, clean and welcoming.
Here’s a glimpse of what these gardens looked like in summer 2020.

Horizon Housing – 0330 303 0089
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What’s in a name?
In 2021, we will launch our new lettings website
where people looking for a home with Horizon
can view and bid on the properties we have
available for social rent.
The new system, which will replace HomeHunt,
has improved features and will give more
information to help people find their ideal home.

In return, we will give a £50 gift card to the person
who makes the winning suggestion! The winner
will be chosen by our project team.
If you would like to take part, email your
suggestions to e-mail@horizonhousing.org. The
winning entry will be picked in January 2021.

We would like tenants to come up with a catchy
and unique name for the new website. Any
tenants with an eye for design are encouraged to
supply a logo to complement their suggested
name.

Get involved!
Tenant participation is your right. We believe, that as a
tenant, sharing your knowledge and experience of the services
we provide is the best way for us to learn and improve. When you
participate you can share information, hear different views and perspectives,
solve problems and work together with other tenants and residents.
If you get involved, you can:
• have a say in the service standards that are set and the targets for assessing
how well we are operating
• play a part in monitoring our performance and suggesting where standards
need to change to deliver better value for money
• influence how we deliver services by suggesting changes or improvements
• develop new skills and gain experience
• help to build relationships with other tenants in your community and with Horizon
• become a tenant editor for our newsletter and agree the content, look and feel
of your newsletter for us
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Would you like to receive Horizon
updates by email?
Communicating with you by email means we can get
information to you quicker while reducing the impact on the
environment by cutting the amount of paper we use.
We can send the following information digitally:
•
•
•
•
•

newsletters
annual report to tenants
consultations, such as rent charge consultations
invitations to tenant events
promotions or special offers

How do I sign up? Please visit www.horizonhousing.org/digital
and complete our short online form.
Alternatively, contact our tenant engagement team on
0330 303 0089 or getinvolved@horizonhousing.org

Festive opening hours
We will be closed over the festive period from Wednesday 23
December at 5pm until Tuesday 5 January 2021 at 9am. We
wish everyone a merry Christmas and a safe new year.

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

Opening hours:
Monday – Tuesday 9am – 5pm, Wednesday 10am – 5pm,
Thursday 9am – 5pm, Friday 9am – 4pm. Our office remains
closed to the public until further notice.
Out of hours emergency contacts:
Gas boiler and heating repairs: 01334 650 452
Other emergency repairs: 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 2020.
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