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Our Performance
The Link group of housing, support and regeneration companies offers a wide range of
services to more than 10,000 families and individuals, mainly in Scotland’s central belt.
We are changing the way we report performance to our customers. This helps us to improve the
quality and value of services we provide and focus our activities on what is most important to you.
We are required to do this by the Scottish Housing Regulator (SHR) which monitors our
performance against the Scottish Social Housing Charter (The Charter).
The Charter has seven sections covering:
•
•
•
•
•
•
•

equalities
the customer/landlord relationship
housing quality and maintenance
neighbourhood and community
access to housing and support
getting good value from rents and service charges
other customers

The Charter includes the 16 outcomes which social landlords should aim to achieve when
performing their housing activities – 14 of which are relevant to Link. The outcomes are measured
by a range of indicators which have been developed by the SHR and it’s these we report on each
year (http://housingcharter.scotland.gov.uk/).
•
•

An outcome is the result we should achieve for tenants
An indicator is the measure we use to test how well we have achieved the outcome

This new way of reporting will mean you have better access to information and you will be able see
where we are doing well and where we need to improve. We want you to use this information to
challenge us and work with us to ensure we meet our responsibilities as your landlord.

What we have reported on
We asked our ePanel (a group of tenants who take part in online surveys to give their feedback on
a range of subjects) to find out what performance information was the most important for us to
report. As a result, this first report focuses on:
•
•
•
•

How well we keep you informed
Housing quality and maintenance
Anti-social behaviour
Rents and service charges

We have also included:
•
•

How we compare to other landlords
The actions we are taking to improve performance

We have included in the report all of the 18 indicators set by the SHR. We haven’t included details
on all the Charter outcomes and indicators as we focused on those as defined by the ePanel. You
can see the full report on the SHR’s website www.scottishhousingregulator.gov.uk/find-andcompare-landlords
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How we measure our performance
Our performance information comes from a range of sources and was gathered between 1 April
2013 and 31 March 2014. We carried out surveys about repairs, welfare advice and other services,
using our own in-house teams and an external company called Research Resource. The results
were independently verified by our auditors to make sure the information is tested, accurate and
can be trusted.
The Tenant Scrutiny Panel also has an important part to play in making an assessment of our
performance. Its role is to act independently and take an objective view of performance against
service standards and Charter outcomes. It will report its findings to all tenants via Housing News, our
tenant newsletter. For further information on tenant scrutiny, email getinvolved@linkhaltd.co.uk or
call 03451 400 100.
We compared ourselves against two averages:
•
•

Scottish Average (provided by the Scottish Housing Regulator which includes all
Registered Social Landlords [RSLs] and councils)
RSL Average (which is provided by the Scottish Housing Best Value Network and
includes RSLs only)

Our ratings throughout are based on the comparison to the Scottish Average as this takes into
account the performance of all landlords.

The ratings

We are doing well

We are doing ok

We could do better

Tenant Satisfaction
INDICATOR: Percentage of
tenants satisfied with the
overall service provided by
their landlord

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

85.0%

87.8%

87.9%

We know from feedback that much of your dissatisfaction had been about our repairs service.
To help increase satisfaction, we launched our own in-house repairs team called Link Property in
July 2013. Link Property now provides our repairs service to tenants in central and west Scotland
and since going ‘live’ we have seen an improvement in satisfaction with repairs in those areas. Link
Property will extend its repairs service to other areas in October 2015.
We also know that how we communicate impacts on satisfaction levels. We are working to improve
communication and the Tenant Scrutiny Panel will be checking out your experience of contacting us
and will report its findings and recommendations by the end of this year.

www.linkhousing.org.uk
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How well we keep tenants informed
CHARTER OUTCOME: Communication
Link manages its business so that tenants and other customers find it easy to communicate
with it and get the information they need about how and why it makes decisions and the
services it provides.
CHARTER OUTCOME: Participation
Link manages its business so that tenants and other customers find it easy to participate in
and influence its decisions at a level they feel comfortable with.

INDICATOR: Percentage of
tenants who feel their
landlord is good at keeping
them informed about
services and outcomes

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

86.8%

88.9%

89.5%

Last year our satisfaction rating was 84%, so we are pleased that it has improved. Nevertheless, our
performance is below the national average, and we aim to continue to improve during the year.
We are working hard to understand the decisions which you don’t feel we communicate well. We
will do this by consulting with tenants and residents groups, the ePanel and focus groups.
We are developing a regular ‘you said, we did’ feature for the tenant newsletter, which will highlight
complaints and feedback and what we’ve done as a result.

INDICATOR: Percentage of
tenants satisfied with the
opportunities given to them
to participate in their
landlord’s decision-making
processes

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

78.4%

78.4%

79.1%

In our 2011 survey, we asked “How good do you think Link is at taking account of your view
over matters which concern you?” and 71% of tenants were satisfied with what we were doing at
that time. Although this question is worded differently to the new Charter indicator on participation,
it demonstrates that we have improved satisfaction with the efforts we make in tenant feedback
and participation.
During 2013, we established a Tenant Scrutiny Panel and were re-accredited by the Tenant
Participation Advisory Service for our tenant involvement practices. This year we continue to encourage
more tenants to join our ePanel and tenant groups. We have set an ambitious target of involving at
least 10% of tenants in a variety of tenant participation activities during the next three years.
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Housing Quality and Maintenance
CHARTER OUTCOME: Quality of housing
Link manages its business so that tenants’ homes, as a minimum, meet the Scottish Housing
Quality Standard (SHQS) by April 2015 and continue to meet it thereafter, and so that when
they are allocated, they are always clean, tidy and in a good state of repair.

INDICATOR: Percentage
of stock meeting the
Scottish Housing Quality
Standard (SHQS)

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

98.6%

85.4%

94.4%

We increased the number of properties meeting the standard from 97.6% last year. We are
delighted with our performance in this area, as it is significantly higher than the Scottish average.
We feel it shows how our investments are improving homes and tenant satisfaction.
During 2014/15, we aim to focus on the small number of remaining properties which do not meet
the standard to make sure we meet the 2015 deadline.

INDICATOR: Percentage of
tenants satisfied with the
standard of their home
when moving in

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

89.4%

83.4%

84.0%

We worked with tenants to agree what standards our properties should meet before a new tenant
moves in. These included being more specific about how clean the house is and what repairs
should be done while the property is empty.

INDICATOR: Percentage of
existing tenants satisfied
with the quality of their
home

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

84.7%

85.3%

85.5%

Each year we replace bathrooms, kitchens, boilers, heating systems, windows and doors in many
of our tenants’ homes. We prioritise investment to meet quality standards and next year we plan to
spend around £5million on this type of work. We are working with our tenants to find out why they
are dissatisfied with their homes to try to resolve issues locally.

www.linkhousing.org.uk
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CHARTER OUTCOME: Repairs, maintenance and improvements
Link manages its business so that tenants’ homes are well maintained, with repairs and
improvements carried out when required, and tenants are given reasonable choices about
when work is done.

INDICATOR: Percentage of
tenants (who have had
repairs or maintenance
carried out in the last 12
months) satisfied with
the repairs and
maintenance service

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

93.1%

87.6%

87.6%

Last year satisfaction with repairs was 74%, which was one of the reasons we decided to bring the
service in-house. This year our target was 90% satisfaction, and we’re pleased that we have
improved. We believe this is largely as a result of Link Property carrying out repairs, focusing on
getting it right first time and providing excellent customer service.

INDICATOR: Average length
of time taken to complete
emergency repairs

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

4.8
hours

6.9
hours

4.3
hours

We have changed how we arrange repairs to make sure emergency repairs receive the fastest
possible response.
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INDICATOR: Average length
of time taken to complete
non-emergency repairs

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

5.7
days

8.2
days

5.6
days

We improved the time taken to carry out normal day-to-day repairs from 8 days in 2012/13 to 5.7
days in the past year.
We aim to improve this further by working closely with the contractors we use for specialised
maintenance works such as gas heating, roofing, door entry systems, etc.

INDICATOR: Percentage of
reactive repairs carried out
in the last year completed
right first time

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

78.1%

87.2%

89.2%

This is the first time this indicator has been used and we are focused on improving this result.
We agreed a list of repairs with tenants which should be done right first time. We will review this to
make sure that we’ve got the right type of repairs on the list so we can measure properly.
We aim to make sure our tradesmen have the training, tools and parts they need to carry out
repairs on their first visit. If this can’t happen, we agree a second visit and book an appointment.
We will continue to ask our tenants who have had a repair carried out what we could do better and
will use that information to help improve our performance.

INDICATOR: Percentage of
repairs appointments kept

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

93.6%

92.9%

94.0%

Our performance has dropped slightly from last year (94.3%) and you have told us that you want to
be able to arrange a repair at a time that suits you. In the last year we have been able to offer
morning and afternoon appointments and have introduced specific arrangements to work around
‘the school run’.
To improve this, we purchased appointment-planning computer software which allows us to track
where our staff are located and plan their jobs better. This allows us to monitor the progress of
work in real-time. This year we will work with our sub-contractors on their appointment systems to
make sure they match our commitment.

www.linkhousing.org.uk
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Anti-social Behaviour
CHARTER OUTCOME:
Estate management, anti-social behaviour, neighbour nuisance and tenancy disputes
Working in partnership with other agencies, Link will help to ensure that tenants and other
customers live in well-maintained neighbourhoods where they feel safe.

INDICATOR: Percentage of
anti-social behaviour cases
reported in the last year
which were resolved within
locally agreed targets

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

82.4%

75.9%

75.4%

For every 100 homes, 13.2 cases of anti-social behaviour were reported to Link in the last year.
We consulted with tenants on what was an acceptable timescale for resolving (reported) anti-social
behaviour cases and a target of 21 working days was agreed. We have a new system in place
which helps us track any cases reported and we are dealing with a high percentage of cases within
this target.
During 2013/14, 814 cases of anti-social behaviour were reported to us. Cases can range from
simple misunderstandings to complicated and serious ongoing issues. For example, noise
transferance because of hard floors, loud televisions, harassment and criminal behaviour.
We work with council anti-social behaviour teams, local police and mediation services to offer as
much support as we can.
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Rents and Service Charges
How every £1 was spent in 2013/14
How do we use your rent? It’s needed to ensure we have money to provide services, repair,
maintain and upgrade your home, manage neighbourhoods, provide housing management and
advice and repay loans.
Loan finance 17p

Management and
maintenance administration 25p

POUN

D
Depreciation 23p

E

ON

Bad debts 2p

Planned/cyclical
major repairs 16p

Reactive maintenance
costs 17p

CHARTER OUTCOME: Value for money
Link manages all aspects of its business so that tenants, owners and other customers receive
services that provide continually improving value for the rent and other charges they pay.

INDICATOR: Total number of each property size and average weekly rent for each

Size

No. of
Properties

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

Studio
1 Bedroom
2 Bedroom
3 Bedroom
4 bedroom+

271
2586
2193
983
124

£60.69
£69.16
£78.24
£85.50
£93.17

£59.56
£65.18
£67.19
£73.07
£81.68

£61.27
£66.39
£72.69
£80.36
£91.21

The average rent is calculated for all properties of the same size across all of our areas – some
properties have services (such as stair and window cleaning, common grounds maintenance and
electricity for lighting in car parks and common stairs) and some don’t. The average includes all
costs for all house types.

www.linkhousing.org.uk
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INDICATOR: Rent collected
as percentage of total
rent due

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

96.2%

99.0%

98.7%

This figure is based on the rent we charge and how much of it is collected (former tenant and
current tenant arrears reduce the amount of money that is paid to us).
We work with a debt collection agency to trace tenants who leave owing money or that we have
evicted for not paying their rent.
We introduced text reminders to notify tenants when their rent is due to be paid. This will become
more important as more people receiving housing benefit will have the benefit paid directly to them
under Universal Credit. We are working to help tenants understand that all tenants, including those
on benefit, have to pay rent and that it is their responsibility to make sure it’s paid.

INDICATOR: Percentage
average weekly rent
increase to be applied

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

3.0%

3.4%

3.24%

Although our rents are above average, the increase we applied this year was below the average for
registered social landlords. It is hard to compare landlords’ rents as the homes are of different
ages and types. Some landlords invest more in maintenance and services than others and this is
also reflected in what rent is charged.
We will consult with tenants on the increase each year and describe how any increase in rent would
be used.
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INDICATOR: Total rent
arrears as a percentage
of rent due for the
reporting year

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

4.4%

4.5%

4.6%

It is important to keep rent arrears as low as possible – they are currently lower than average.
We do this by working with our tenants to help them deal with arrears and keep their tenancy,
providing advice and support to deal with the impact of welfare reform and particularly the underoccupancy charge (“bedroom tax”). We also offer benefit health checks and budget advice.

INDICATOR: Average
length of time taken to
re-let properties

INDICATOR: Amount of rent
lost due to homes being
empty as percentage of
total rent due

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

36.5
days

35.7
days

26.6
days

Link
Tenants
2013/14

Scottish
Average
2013/14

RSL
Average
2013/14

1.0%

1.2%

1.0%

We have changed the way we deal with empty properties to help reduce the time between tenancies.
We now advertise our properties every two weeks. This gives people more time to apply.
We ask outgoing tenants to allow our surveyors to carry out energy checks in the property before
they move.
We assess the amount of work needed on an empty property to allow us to plan how we deal with
it better and more quickly. We are keeping a close eye on how long it’s taking to do the work and
are working to reduce the time it takes without reducing the quality of the work.

www.linkhousing.org.uk
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What do you think?
We want to know what you think of this report, to help improve the information we provide on our
performance in the future. If there is anything you would like to ask or discuss in more detail then
please get in touch – we would be delighted to hear from you.
Call Leah Webb, Tenant Liaison Officer on 03451 400 100
Email getinvolved@linkhaltd.co.uk
Write to Leah Webb, Watling House, Callendar Business Park, Falkirk, FK1 1XR

Link will produce this information on request in Braille,
Audio Tape, Large Print and Community Languages.
To find out more, telephone us on 0330 3030 124.

Link Group Limited is a Charity registered in Scotland, number SC001026. Link Group Limited is a registered society under the Co-operative
and Community Benefit Societies Act 2014, number 1481 R(S), and with the Scottish Housing Regulator, number HAL 148.
Registered Office: Link House, 2C New Mart Road, Edinburgh EH14 1RL. Part of the Link group. © Link Group Ltd 2014.
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