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Judges’ comments
AmicusHorizon clearly demonstrated a 
comprehensive strategy to systematically 
engage with their key stakeholders. They 
have improved and developed their 
accommodation and services and delivered 
tangible and positive benefits for their 
residents. Their schemes have changed 
people’s lives and provide a promising vision 
for an ageing population.

Extra Care is a relatively new specialism for AmicusHorizon. ‘The Orangery’ is their second such scheme and is a great example of how their 
‘One Team’ philosophy is achieving exceptionally happy customers. Their challenge is to develop a specification that provides a flexible and 
adaptable housing solution across a large sector of housing requirements. Flats and facilities need to cater for low, medium and high care 
needs as well as being able to deal with dementia residents too. AmicusHorizon took learning from their first scheme at Regis Gate, and 
undertook a high degree of consultation with internal and external stakeholders to scrutinise everything about the development of The 
Orangery to find a blended approach to suit their customers.

With residents at the centre of why they do what they do, AmicusHorizon has a clear structure of project meetings and forums to capture ideas 
and changes. These encompass all key stakeholders so that good suggestions can be implemented to improve current and future schemes. 
Residents are given a voice through a number of official and anonymous vehicles to say exactly what they’d like to see continue or change,  
not only in their own homes but in consultation with new schemes too. For more information contact: 2017winner@ce-awards.co.uk

Outstanding Customer Satisfaction – Winner 2017
Optivo – formerly AmicusHorizon

Actions:
•   Welcome visits/new home questionnaires/

customer care line and good communications 
plan.

•   Residents Forum is an active part of identifying 
what is important to maintain customer 
satisfaction.

•   Older Persons Reference Group draws out 
exactly what residents would love in a scheme.

•   Post Project Review meeting – six months 
after handover includes developer, consultant, 
internal customers, residents and customer 
care team to discuss the build, design, finances.

•   Resident Designs Quality Forum (RDQF) – 
panel of Residents, Development Director and 
Customer Care Managers – meet six monthly 
and include a site visit to a scheme.

•   Repairs and Maintenance Panel – involves 
all residents to shape what contractors and 
providers are used on schemes. 

Results:
•   Good relationships with customer care team.
•   Snagging and design issues addressed 

promptly and areas for improvement identified 
and planned for action.

•   Regular consultation with residents has built 
up a database of what is really important and 
what they would be happy to cut out. This has 
proved invaluable in managing the 1% rent 
reduction without compromising on quality.

•   RDQF tours of schemes identify priorities / 
areas for improvement eg design of units to 
better accommodate wheelchair access.

•   Employers Requirements are adjusted to reflect 
resident’s needs and passed onto the next 
Extra Care Team.

•   Resident satisfaction has gone from 96.2% at 
Regis Gate to 97.3% at The Orangery.

•   AmicusHorizon achieved No 1 Landlord within 
the G15 last year. 

Lessons learned/recommendations:
•   On a mission for continuous improvement, 

AmicusHorizon use their customers to inspire 
and challenge. 

•   Their first Extra Care Scheme, Regis Gate 
was really good but there is always room for 
improvement.

•   The Orangery has been a labour of love. They 
have all worked together as an organisation 
and a community to get the very best for 
vulnerable people who live in and around 
the area. They have delivered just what their 
customers want – a lovely family environment 
where people can come to have lunch in their 
restaurant or sit outside in gardens designed to 
be a calm and tranquil. Overall a secure, happy 
and safe environment.

•   The next schemes are being modelled on these 
and AmicusHorizon will continue to work with 
their customers to create amazing places to live.

‘The Orangery’      Contract value:  £10 million      Approx m2:  3,781

Sponsored by

On 22nd May 2017, Amicus Horizon and Viridian launched their merged 44,000-home housing association and named it Optivo. 
Optivo is to be among the largest housing associations in the UK.


