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Chair’s review

> Peter Foreman, Link Group Chair.

Despite continuing economic problems
and austerity measures, Link has
continued to weather the ‘perfect storm’
and deliver excellent outcomes, in terms
both of our core business of increasing the
supply of affordable housing and also
service diversification and improvement.
I would even go so far as to say that we are
stronger and fitter than we were in 2007.

The Westminster government continues to
introduce Welfare Reforms ‘to make work pay’, and
while we have an issue with how it’s going about
this, we have borrowed that ‘strapline’ and intend to
make work pay differently – by building more homes
affordable to people on lower incomes (thus
creating more jobs); by paying the Scottish Living
Wage; and by helping to eradicate fuel poverty.

We completed nearly 200 new or improved
homes in the year, mostly for social rent, and
established a highly effective in-house trades team
operated by a new social enterprise subsidiary
company, Link Property.

Our Commercial Services operation now employs
80 people and, in addition to those 50 or so
people who serve on our various boards and
committees, more than 80 volunteers have
contributed to our achievements.
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> Link Chair, Peter Foreman presenting a cheque for £4000
to Kirkshaws Neighbourhood Centre.

Our employability strategy is providing increasing
numbers of work placements, apprenticeships,
training and routes into jobs and to relevant
further education.

Where local community-based organisations
require some help to consolidate their presence,
we contribute staff and financial resources.
In Kirkshaws, Coatbridge, for example, I was
delighted to meet and present a cheque to the
chairman of the neighbourhood centre with which
Link has had a mutually productive relationship for
the last 14 years. This was specifically to support
their efforts in helping to get people into work –
which fits with the aims mentioned above.

During the year we achieved:

• A surplus of £3 million
• Capital expenditure on new or

improved homes for rent or shared
ownership of £30 million

• Gross turnover of £41 million

At 31 March 2014 the group held:

• Revenue reserves of £34 million
• Maintenance reserves of £17 million
• Total reserves of £51 million
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It is especially gratifying when Link’s performance is
recognised by its various stakeholders and
independent accreditation bodies. At a time when
the banks and other lenders have been ‘tightening
their belts’ when it comes to client relationships,
ours have recognised the value of our achievements
and our prudent management by enabling our
medium to long-term ability to develop, especially
new affordable homes. RBS, Bank of Scotland
and Santander negotiated revised terms and
conditions relating to our covenants, ‘gearing’ and
valuation basis and RBS itself helped broker a
private placement of £45 million with M&G
Investments, the first funding of its type to a Scottish
Housing Association.

We continue to demonstrate the social,
environmental, and economic impact of our
services with social return in investment projects
which are increasingly recognised by local authority
commissioners and others.

The Tenant Participation Advisory Service (Scotland)
re-accredited Link for a further three years,
recognising our continuing improvements in tenant
involvement, including the establishment of a Tenant
Scrutiny Panel. I welcome the creation of this panel,
and expect it to bring benefits to the organisation.

We have been engaged by West Highland Housing
Association to provide development services for its
significant project at Dunbeg and this relationship
will be consolidated during the current financial year.

To cap all this, we have been honoured with a range
of awards, including first Scottish, and then UK,
Social Enterprise of the Year; Scottish Housing
Association of the Year; and Employer and
Outstanding Achievement of the Year at the Falkirk
Herald Business Awards. Our RealLiving project
was also named ‘Older Peoples Service of the Year’
at the Herald Society Awards.

As always, none of this would have been possible
without significant support from a range of partners,
including local authorities, funders, lenders, private
developers, and third sector organisations. I thank
them all. I would particularly applaud the Scottish
Government not only for re-instating sufficient
capital subsidy to ensure a future for delivery of
social housing but also defining an ‘affordable’
social rent level – something which we have all failed
to do for a quarter of a century!

Finally, I thank Board members and staff throughout
the group (now totalling more than 500 people).
I also want to thank our tenants, service users and
other customers, without whom we would merely
own bricks and mortar. Link is much, much more
than that – and everyone involved makes that so.
I commend this review to our membership – please
read on to discover much more about our
achievements in 2013/14.

Peter Foreman
Chair, Link Group Ltd
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Vision, values and mission statement

Mission statement

Our philosophy

• Valuing people
• Building communities
• Providing homes
• Working together

Vision

Link’s vision is to be a provider of choice and
excellence in the delivery of a wide range of
socially inclusive regeneration, housing and
support services.

Values

Underpinning all our activities and
working practices

• Equality
• Diversity
• Customer engagement
• Service quality
• Wellbeing
• Sustainability
• Value for money
• Continuous improvement

Objectives

Our aim is to improve the lives of more people.
We will do this by providing homes that people want
to live in and by delivering high quality services that
are affordable – especially to people on low incomes.

Providing homes 

• Build at least 1000 new rented homes over the
next five years that meet people’s needs. 

• Ensure Link homes are well maintained,
efficient to heat and are adaptable as people’s
needs change.

Building communities

• Work with people to improve their communities.
• Support social enterprises through our purchasing

choices and provide help to organisations that
share our social enterprise principles.

Valuing people

• Find out from customers what they want from us
and work with them to achieve these aims.

• Support and encourage our employees,
volunteers and board members to reach 
their potential.

Working together

• Help more people to fulfil their potential through
employment, training or volunteering.

• Take care of our resources and use them to
benefit our customers. 

• Use our networks to learn from and influence
others, and use our knowledge and experience to
help others to maximise our impact.
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Providing homes

> Meiklehill Loan, Kirkintilloch.

Link was founded more than 50 years ago
with the purpose of providing homes for
affordable rent. Now, we offer a variety
of additional housing options to suit
the needs of a wide range of people and
their families. 

Designing for the future 

We want the homes we build to be places where our
tenants want to live – designing homes that are
visually stimulating, durable and adaptable and
which are affordable to construct and to run.

Our Design Guide ensures that these aspects are
brought together (as well as the various strands of
place-making, environmental responsibility,
economic viability and social equality), creating
a platform for Link to be at the forefront of
innovative design. 

Our new developments at Gulliver Street, Edinburgh,
and Carradale Crescent, Cumbernauld, were the first
to be built according to our revised Design Guide,
using simple but high quality materials, in a manner
more associated with contemporary private homes. 

Investing in affordable
housing

Link has maintained its investment in new housing
supply with development spend at £26 million
during 2013/14. 

We remain committed to building social housing
and during the next three years we will deliver not
only 414 new homes affordable to people on limited
or fixed incomes, but also 360 properties for
Intermediate Rent. This supports our aim of
creating mixed tenure developments which provide
housing options for people who can’t afford to buy a
home, access social housing or afford private
rented properties.
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> Gulliver Street, Edinburgh.

Delivering new homes
Our experienced Development Team is responsible for delivering a significant
programme of affordable housing. The team works with our framework of consultants and
contractors to make sure the correct expertise and appropriate experience are being used to deliver
each project. In 2013/14 we built:

Social Rent
Intermediate

Rent
Shared Equity 

City of Edinburgh

Lanark Road West, Edinburgh 32

Gulliver Street, Edinburgh 22 6

East Dunbartonshire

Meiklehill Loan, Kirkintilloch 
34 (18 for East
Dunbartonshire

Council)

North Lanarkshire

Carradale Crescent, Cumbernauld 21 6 6

Renfrewshire

Tannahill Crescent, Johnstone 33

South Lanarkshire

Kirkwood Street Phase 2, Rutherglen 32

Total 174 12 6
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Providing homes

In 2014/15, we will spend over £40 million investing in our current and future development programme and we
will complete 283 new homes:

Social Rent
Intermediate

Rent
Shared Equity 

Argyll & Bute

Dunbeg Phase 1, Oban 50

City of Edinburgh

Forthquarter, Edinburgh 32

Shortbread House, Edinburgh 27

The Moorings, Ratho* 10 9

Glasgow

Buccleuch Street, Glasgow 7 9

East Renfrewshire

Hillfield, Newton Mearns* 24

Falkirk

Auchinloch, Banknock* 30

Bellsdyke Phase 3, Falkirk 21 7

North Lanarkshire

Oakwood Phase 2, Cumbernauld* 18 8

Renfrewshire

Arnotts Building, Paisley 29 2

Total 139 142 2

*development includes wheelchair-accessible property



“Moving to this house has changed my life; the
space allows me to move around freely in my
chair and not have to rely on family or support
staff help. Our fuel bills are low and the heating
system is easy to control using the touch pad
panel. I can now live independently, doing
everyday things for myself – and I’ve got back
my dignity!”

Pauline McKinney, Resident at Tannahill
Crescent, Johnstone

11
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Further developments

We use our existing landbank and secure new funding
to acquire new sites to underpin our development
programme. We aim to build new developments in the
following areas during 2014 to 2016: 

Argyll & Bute
Dunbeg Phase 2, Oban

City of Edinburgh
Balmwell Terrace, Edinburgh
City Park, Edinburgh

East Renfrewshire
Ayr Road and Barcapel, Newton Mearns 

Falkirk
Falkirk Road, Bonnybridge

Inverclyde
Lower Mary Street, Port Glasgow

North Lanarkshire
Moodiesburn Hotel site, Moodiesburn

Renfrewshire
Thrushcraigs, Paisley

Clackmannanshire
Alva Academy site, Alva
Calico Way, Lennoxtown
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Sustainability

We design and build our homes to the highest
standards of energy efficiency and sustainability to
ensure they are affordable and economical to run. 

Our development at Tannahill Crescent, Johnstone,
was the first Link development designed to comply
with the ‘silver’ level sustainable development
requirements of the 2011 Scottish Building
Standards. The houses were designed with heating
and ventilation systems to maximise fuel efficiency,
reduce heat loss and be easier and cheaper to heat. 

We are working in partnership with Tigh Grian to
develop resource-efficient housing in Alva,
Clackmannanshire. Benefitting from the Scottish
Government’s ‘Greener Homes Funding’, the
development on the site of the former Alva
Academy consists of 48 homes constructed to
‘platinum’ level sustainability standards.

We also want to make sure our existing homes meet
the needs of our tenants. In 2013, we redeveloped
tenemental properties in Kirkwood Street,
Rutherglen, with support from South Lanarkshire
Council and part-funded by the Scottish
Government. As the original flats were small and
difficult to heat, the project involved stripping out the
entire building leaving a sandstone shell and
reducing the number of flats from 75 to 56. The
‘new’ flats are now comfortable, energy-efficient and
economical to run.

> Kirkwood Street, Rutherglen before and after redevelopment.
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Providing homes

Providing Housing Choice

Link manages a number of projects (and provides
different housing options) to give tenants and
potential homebuyers an increased choice of
properties in the areas where they want to live.

Open Market Shared Equity (OMSE)

We continue to administer the Scottish
Government’s OMSE scheme in:

Edinburgh, East Lothian, Midlothian, West Lothian,
Scottish Borders, Fife, Angus, Clackmannanshire,
Dundee, Falkirk, Perth & Kinross, Stirling, Glasgow,
East Renfrewshire, Renfrewshire, East and West
Dunbartonshire, Inverclyde, North and South
Lanarkshire, North, South and East Ayrshire, Argyll
& Bute and Dumfries and Galloway.

We welcomed the Scottish Government’s
announcement in July 2013 that a further £62 million
funding would be available over the next two years.
This increases the overall investment in the scheme
to £90 million. We completed 885 OMSE
transactions in 2013/14.

New Supply Shared Equity (NSSE)

We procured and completed 12 NSSE sales within
our new-build development programme.

> Tannahill Crescent, Johnstone.

Help to Buy (Scotland)

Help to Buy (Scotland) was introduced by the
Scottish Government in September 2013 to help
stimulate Scotland’s house-building industry.
The scheme offers potential home buyers the
opportunity to fund their house purchase with only a
5% deposit requirement for a mortgage from
participating lenders.

We were successful in our bid to manage the
scheme until March 2016 in the same areas where
we administer OMSE. 

Since the start of the scheme, Link’s Help to Buy
team has helped 419 families move into a new
home using grants of £27 million.
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Rent to Buy

We developed a new Rent to Buy scheme in
conjunction with West Highland Housing
Association at Dunbeg, Argyll and Bute. This
innovative scheme, the first of its kind in Scotland,
will allow people to rent their home whilst they save
to buy it after five years.

We also manage and maintain the 27-home
development (all for intermediate rent) at the £3.2
million Mactaggart & Mickel Contracts development
in Carrongrove, Denny, as part of the National
Housing Trust (NHT) Initiative. As with the Rent to
Buy scheme, tenants have the opportunity to buy
their properties after a certain amount of time.

Intermediate Rent

We have a dedicated team called Link2Let which
markets and manages all of Link’s intermediate rent
properties. In 2013/14, there were 37 properties
available for intermediate rent and as part of Link’s
development programme.

Link2Let also manages and markets properties
taken on as part of the Edinburgh Empty Homes
Initiative which provides interest-free loans of up to
£15,000 to help owners meet the costs of
refurbishing their empty homes. Once renovations
are complete, the team rents out the properties on
an intermediate rent basis to help provide
affordable, safe and secure homes for people who
cannot afford to buy, or who are not a priority for

Council or housing association tenancies in
Edinburgh. In 2013/14, five properties were brought
into the scheme.

Affordable rent

We advertise our properties for affordable social
rent using common housing registers and choice-
based lettings systems.

In 2013, both Link and Larkfield joined Inverclyde’s
Common Housing Register (ICHR). Link and
Larkfield properties in the Inverclyde area are now
advertised on the register, along with properties
available from partners Cloch and Oak Tree
Housing Associations. Applicants only need to
complete one registration form to apply for a
property from any of the ICHR partners. 

Our choice-based lettings system, HomeHunt,
launched a new online application system in
October 2013. This gives customers more freedom
to choose how they apply for a home. Applicants
are able to register with up to nine landlords –
including Link – giving them a greater choice of
properties. Since ‘going live’, 75% of applications
are now made online. 

> Dunbeg Phase 1, Argyll and Bute.
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Helping to meet housing
needs of older and 
disabled people

New homes

Link and Horizon have set a target that, wherever
possible, 10% of properties in all new developments
should be fully wheelchair accessible. In the last
three years, we have increased our provision of
housing to full wheelchair standard from 3% to 6.5%
as we strive to meet this commitment.

In 2013/14, Horizon worked with its West Lothian
Development Alliance partners (Almond Housing
Association and Weslo Housing Management) to
progress plans for a development in Stoneyburn to
provide 12 properties for disabled and older people
thanks to an increase in grant support from the
Scottish Government. 

Access Ownership

Access Ownership helps disabled people buy
properties on the open market on a shared
ownership basis. This year, Horizon invested over
£250,000 to acquire another three properties in
Glasgow, Lanarkshire and Falkirk.

Further resources have been committed to continue
the programme in 2014/15, with the next purchase
taking the investment to over £1 million. Demand for
the programme is growing and Horizon plans to
secure additional investment to be able to meet the
needs of a greater number of disabled people.

Increasing choice and accessibility

Towards the end of the year (and after extensive
consultation with applicants and tenants) Horizon
changed its allocations policy to a choice-based
system. This will be implemented in 2014/15 and
aims to offer more choice and control to disabled
people seeking housing, and improve access to a
wider range of properties. Disabled households will
be able to use HomeHunt and Homes2Fit, a new
web-based system operated by Glasgow Centre for
Inclusive Living.

Adaptations

We continued our group-wide commitment to
adapting homes so that a greater number of
disabled and older people can remain in their
homes or become independent in their community.

Horizon’s Care and Repair West Lothian service
managed 235 adaptations, 60 for Horizon properties
and 175 for home owners and private tenants. 

Across the group, investment of £280,000
(including Scottish Government grant) in 200
adaptations helped improve the quality of life of
159 households.
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Building communities

We work with individual residents, tenants’
and residents’ groups, the Scottish
Government, local authorities, health
boards, schools and other partners to
create places where people want to live
and where they can enjoy family life,
pursue career aspirations and access
health care and leisure activities readily.

Community Regeneration

We continue to deliver and support community
events, develop community assets and work with
community-based organisations to improve access
to support and services. Our Community
Regeneration Team develops and delivers a range
of projects and initiatives that make a positive
difference to a number of communities.

Throughout 2013/14, the Community
Regeneration Team successfully secured funding
totalling almost £700,000:

• £293,000 from the BIG Lottery (Support and
Connect Fund) to fund Link’s Tenant Transitions
Advice Service. 

• £121,000 from the Scottish Legal Aid Board
(Making Advice Work Programme) to support
additional Welfare Rights Advice provision.

• £29,000 from the Heritage Lottery Fund via 
the Inner Forth Landscape Heritage Initiative,
to support the provision of heritage
landbased skills training and events at the
Scottish Mineworkers Convalescent Trust,
Blair Castle Estate.

• £44,660 from the Scottish Government People
and Communities fund for SmartLiving to
continue to pursue its employability activities
with young people.

• £9,760 from Skills Development Scotland’s
Employability Fund for SmartLiving Fife.

• £192,000 from the People and Communities
Fund working alongside the Kirkshaws
Neighbourhood Centre, for an Employability
Service called Brighter Futures.
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The team also secured access to a range of
initiatives for tenants, including:

• Starter Packs – Our Housing Officers can refer
new tenants across the west of Scotland and
Falkirk for starter packs containing basic
essentials such as bedding, crockery and
cleaning materials from Starter Packs Glasgow
and the Falkirk Homeless Project respectively.

• Home Contents Insurance – We continue to
work with Thistle Tenant Risks to increase
access to affordable home contents insurance
for Link, Larkfield and Horizon tenants, sharing
owners and staff. The cover enables policies to
be paid on a “pay as you go” basis with no
excess and has proved to be popular – with a
total of 375 policies taken out by March 2014 –
a 50% increase in uptake on last year,
making the scheme the best performing of its
kind in Scotland.

Throughout the year, we also supported various
community organisations, projects and initiatives
including:

• Developing partnership working in Fife around
horticulture and heritage skills training with
Greener Kirkcaldy, the Ecology Centre,
Community Growing Solutions, Ore Valley
Housing Association and the Scottish
Mineworkers Convalescent Trust.

• Social Return on Investment analyses of
Horizon’s Care and Repair West Lothian Service
and the RealLiving Older People’s Service. 

• Supporting various community organisations
within Oatlands in their efforts to continue to
progress community ownership of assets and
the delivery of local services. 

• Supporting Petersburn Development Trust’s
continuing youth diversion project and final
phase of the Petersburn Community Park. 

• Working with Larkfield Housing Association and
local groups to progress the case for the
community acquisition and remodelling of the
Larkfield Community Hall.
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Building communities

Employment & training

Our employability strategy covers employment
opportunities for staff, tenants and service users.

In the past year:

• We were awarded 12 six-month work
placements through Community Jobs Fund
Scotland. This supports unemployed 16-24
year olds and older people in areas where
unemployment is high. Of the 12 placements,
two moved on to full-time employment and one
placement secured a further 6-month contract
with Link Group.

• We worked with various local authorities
providing placement opportunities for young
people through the European Social Fund and
Youth Employment Scotland funding. There are
currently three people employed within Link on
a 6-month contract via this funding.

• Horizon partnered South Lanarkshire College to
provide six-week work placements for two
construction students to gain experience in
joinery, plumbing, electrical and general
labouring duties. 

• We established a Mentoring Scheme in order to
support placements and new or younger
employees. We have 14 staff members trained
as mentors with a further 12 undergoing training
to become mentors this year.

• We provided work placements for ten high
school students.

• We provided two placement opportunities for
15-year-olds through the City of Edinburgh
Council’s Job Education and Training (JET)
Scheme.

• LinkLiving’s SmartLiving Project helped 13
people secure employment and five others into
further education. 

• RealLiving’s Mental Health Service helped five
volunteer befrienders secure employment with
three going into further education. In addition,
one volunteer from the RealLiving Older
People’s Service secured employment with one
other volunteer moving on to full-time education.

Employment benefits in procurement

We actively encourage our contractors to provide
employment and training opportunities or other
forms of community benefit through our
procurement process.

To support our Community Benefits in Procurement
we adopted CITB Construction Skills’ Client- Based
Approach into our procurement processes. We now
routinely insert community benefit clauses into all
construction tenders. Our ongoing housing
development and maintenance programmes
ensure that there is a wide range of projects which
include commitments to deliver employment and
skills, as well as bringing added benefits to the
local communities in which we work. In the last year,
five apprenticeships and nine work placements
were provided. 
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“Thanks to taking part in SmartLiving’s
employability programme I have gained a place
at Canal College. My work placement at
Brucefields Golf has been great as I love
working outdoors.”

Scott Menzies
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> Minister for Housing and Welfare, Margaret Burgess (3rd left)
with staff and volunteers from SmartLiving.

Volunteering as a route to
employability

Using £168,000 from the Scottish Government’s
People and Communities Fund, SmartLiving
established a 12-week course which gives young
people practical employability skills through
volunteering in Falkirk and Fife. 

The course is aimed at young people, between the
ages of 16 and 25, and helps with skills such as
preparing a CV, public speaking, understanding job
advertisements and completing application forms.

On completion of the course, each young person
has the opportunity to become a volunteer Peer
Educator with SmartLiving or to take advantage of
other volunteering opportunities.

Young people from SmartLiving in Falkirk helped
create a brand new website called 'Ask Joe' to help
young unemployed people get on to the
employment ladder.

With help from Fixers UK (a national charity which
supports young people aged 16–25), ‘Ask Joe’ –
which stands for Jobs, Opportunities and
Employability – was created as a resource for young
people and contains many hints and tips which the
young people from SmartLiving find useful when
searching for a job, including how to write a CV and
interview etiquette.
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Capacity building
RealLiving’s Older People’s Service (which helps
older people to reduce social isolation in West Fife
villages) celebrated its first birthday in September
2013. The project recruits and supports individuals
to become volunteers who can then be matched with
an older person to help them attend a social group,
provide help with simple practical tasks or to go
shopping or go out for a coffee. The project’s ethos
is that by building connections, the capacity of the
older person and the wider community is expanded.

The project has been very successful with 25
volunteers supporting 30 older people with referrals
from Queen Margaret Hospital’s Occupational
Therapy Units for Older People & Mental Health, Fife
Elderly Forum and other referring agencies that
support older people. 

The project also runs a weekly drop-in café which
provides older people (some who have been
diagnosed with dementia) the opportunity to get out
of their homes and engage with the local community
whilst offering a valuable respite to their carers.

During the year, Link carried out a Social Return on
Investment study on RealLiving’s Older People’s
Service. It was found that for every £1 invested there
was a social return of £4.35 demonstrating the
significant impact the service has on a variety of
stakeholders including isolated older people,
volunteers and carers.

LinkLiving’s Real Connections Project, a
community-led health project based in Kirkcaldy,
is for people who experience mental health
difficulties. It helps them connect with individuals in
their communities and to link into health
improvement opportunities. 

The service has 27 members who participate in a
variety of activities including arts & crafts, IT skills,
photography, board games, a lunch club and a
walking group.

In September 2013, Real Connections was
awarded £3000 from Fife Health & Wellbeing
Alliance Health Inequalities Fund, which has funded
short-term befriending for members who are not
confident enough to attend groups and activities on
their own and who need extra support. Twelve
people have been supported by volunteer
befrienders and over the year 412 volunteering
hours have been delivered. 

RealLiving Mental Health & Older People’s Service
was ‘Highly Commended’ at the Scottish Mentoring
Network Recognition Awards 2013.

> RealLiving Older People’s Service celebrating its first birthday.
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Building communities

Quality of Life
Horizon manages Care and Repair services in West
Lothian and North Lanarkshire which help older and
disabled people live in their homes in comfort and
security and with greater independence.

A Social Return of Investment evaluation of the Care
and Repair West Lothian services revealed that for
every £1 invested there was a social return of £4.53.
The range of outcomes that benefitted users of the
service included reducing falls and accidents in the
home, increased ability to remain living at home and
reduced costs for social care and health services.
Horizon successfully retendered for the service
and was awarded a new three-year contract from
1 September 2013.

Horizon also provides the Care and Repair service
in North Lanarkshire. From a new base in Airdrie,
this service has helped over 5000 older and
disabled people across North Lanarkshire since
Horizon took over the service in April 2012.
The team carries out around 270 repairs and
handyperson tasks each month.

LinkLiving’s Volunteer Services team was engaged
by Horizon to work in partnership with its Care and
Repair team to develop the Volunteer Handyperson
Service. With the benefit of LinkLiving’s expertise,
the numbers of volunteers grew from two to 27.
The volunteers carried out 1526 handyperson tasks
during the year.

Larkfield signed up to the Inverclyde Carers Charter
which sets out the rights and expectations of carers
living in Inverclyde. The Inverclyde Carers Council,
which drew up the charter, represents the interest of
local carers. The Inverclyde Carers Strategy sees
carers as a lynchpin of community care and aims to
provide the help and support they need.
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“At first we were very uncertain about the process of having an
adaptation to our home. From first contact with the Care & Repair
team we were put at ease. The Care and Repair Officer visited us at
home and provided re-assurance. We felt that we were in very good
hands. Our wet floor shower room has made such a difference to our
daily lives and we would not have been able to manage the process
by ourselves. We can’t praise Care and Repair highly enough.” 

Mr and Mrs Gracie
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Building communities

Affordable Warmth

We have carried out a range of energy efficiency
measures to help counter the effects of fuel
poverty in a significant proportion of our older
housing stock.

Many of these measures have been successful in
helping reduce tenants’ running costs and some
also help provide Link with a financial return to offset
significant capital expenditure.

Our use of energy-saving technology comprises:

• Solar photo voltaic panels on three sheltered
developments serving 98 properties. 

• Solar thermal panels on one sheltered
development serving 35 flats and various new
build sites serving 94 flats. 

• Biomass heating system serving 37 student
homes.

• Combined Heat and Power system – three units
serving 97 flats.

During the year Larkfield was awarded funding from
Energy Company Obligation which is designed to
help low income and vulnerable households to
install energy-saving improvements to their homes. 

Larkfield has been using the funding to upgrade
cavity wall insulation in 40 of its properties. The work
included removing the old insulation and replacing it
with new insulation which will help make these
homes more energy efficient.

Larkfield tenants and residents can also access free
energy advice and advocacy services from ‘i.HEAT’.
Funded by the Big Lottery Fund. Developed by
Inverclyde Council and local housing associations
and delivered by the Wise Group, this project aims
to tackle the effects of fuel poverty, targeting the
most disadvantaged households.
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Valuing people

People are at the heart of everything we
do. We serve more than 10,000 families
and individuals in 26 of Scotland’s 32 local
authorities. Our priorities are to reach an
increasing number of people, to continue
to improve our diverse range of services,
to maintain a strong focus on customer
satisfaction and to equip staff with the
skills to enable us to achieve these goals.

Caring for customers

Times are changing, particularly for our tenants, and
we also need to change and adapt. In May 2013,
Link Housing Association launched Link 20/20,
its vision for a more responsive and dynamic
housing service. 

The teams in Link Housing were restructured to
provide a more focused service – Commercial
Services now has one manager, the arrears team
was decentralised to each of the area offices, the
repairs administration team is now part of Link Group
and the Sheltered Housing Manager post was
refocused as the Older People’s Services Manager. 

Link Housing also reviewed its processes and
procedures to ensure everything it does follows its
‘customer first’ mantra.

Supported by Vanguard Scotland Ltd, Link Housing
ran a pilot project to test a ‘systems thinking’
approach to help improve its factoring service. It is
intended that owners and sharing owners will see the
benefits of the change in more accurate invoicing, a
structured arrears process and an ongoing focus on
improving the services we provide.

Early in 2014 Link Housing’s Cumbernauld area
housing team and Horizon’s North Lanarkshire Care
and Repair team moved to new accommodation
adjacent to Link’s Carradale Crescent development.
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Welfare Reform 

We continue to invest time and resources into
assessing the impacts of Welfare Reform, reviewing
and revising policies and procedures as well as
supporting and advising tenants. 

Staff continue to attend training, events and
conferences to keep up-to-date on all the changes
and to make sure Link develops appropriate
partnerships. We contributed statistics, case
studies and responses to consultations on a range
of topics for MPs, the Scottish Parliament, the
Scottish Federation of Housing Associations, the
Scottish Housing Regulator and the Chartered
Institute of Housing.

In 2013/14, we:

• Assisted 104 tenants with financial inclusion
advice on bank accounts, credit unions and
basic budgeting. 

• Assisted 36 tenants to access the internet or
improve their digital skills.

• Helped make 331 claims for Discretionary
Housing Payments (DHP) to help tenants cover
the under-occupancy charge. 

• Offered one-to-one support and advice to
every tenant identified as under-occupying
their properties. 

• Assisted 53 tenants with Personal
Independence Payment claims.

• Provided advice and support to 22 tenants
about the Scottish Welfare Fund.

• Assisted 126 tenants with claims to the Council
Tax Reduction Scheme.

Advice services

We received over £300,000 in total from the Scottish
Legal Aid Board (Making Advice Work) and the Big
Lottery (Support and Connect) Funds which
enabled us to expand our Advice Service. 

The funding received from The Scottish Legal Aid
Board enabled the creation of a Welfare Reform
Skills Development and Exchange project. Two new
members of staff now help tenants deal with
Welfare Reform benefit changes such as claiming
Personal Independence Payments and dealing with
under-occupancy. 

The funding from the Big Lottery allowed us to
employ more members of staff to join our existing
Money Adviser – as part of our new Tenants
Transition Advice Service. 

This team offers advice to tenants who are
struggling to deal with their debts and can help
tenants manage household budgets, set up bank or
credit union accounts and help them gain the skills
and confidence to access and use the internet.

In 2013/14:

• The Welfare Reform Skills Development and
Exchange project and Tenants Transition
Advice Service helped 760 people.

• Our Money Advice Officer assisted 202 clients
helping with debts totalling £637,000.

• Our Core Advice Team dealt with 1890 referrals
and submitted over 600 benefit claims helping
claim £1.53 million in benefits.
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Services for older people

Link provides a number of services including:

• 340 sheltered homes in 12 sheltered housing
complexes

• Major adaptations to housing
• Advice and income maximisation services 
• Care and Repair services in West Lothian and

North Lanarkshire
• Community Capacity Building projects in Fife.

Our Older People’s Strategy provides direction and
a commitment to developing ways in which we can
contribute to helping older people live fulfilling lives
in their own home. 

Residents from our sheltered complexes take part in
a tenants’ panel which helps the recruitment of new
staff and in our Sheltered Housing Forum
which discusses topics that will affect the future of
service delivery. 

Pilot befriending and computer awareness schemes
have proved successful. We will develop these
further in the coming year as we strengthen our links
to community capacity-building projects as well as
working with our colleagues in LinkLiving who have
developed a range of volunteer services. We forged
links with St Maurice’s High School in Cumbernauld
and Cathkin High School in Cambuslang, where
senior pupils have been providing befriending and
computer awareness classes.

Looking to the future, we formed relationships with
South Lanarkshire College and Caledonian
University to provide valuable experience and to
raise awareness of older people’s needs, wishes
and aspirations among students who intend to
become care workers and social workers.

Our sheltered housing service was the subject of a
Care Inspector Audit in March 2014. The inspection
involved tenants from four sheltered housing
complexes completing questionnaires about the
services they received followed by the Inspector
spending time with residents at Morar Court,
Grangemouth and Glen Lyon Court, Cumbernauld.

Following the inspection, Link was awarded three
‘excellent’ grades. These were for ensuring users
and carers participate in assessing and improving
the quality of care, management and leadership.
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Support services

LinkLiving services worked with more than 670
people during 2013/14:

Edinburgh
• Young Persons Service – 154 young people 
• Mental Health Service – 91 people
• Comely Green service – 18 people

Fife 
• Care and Support Service – 26
• Housing Support Service – 206 people at risk

of homelessness
• West Bridge Mill Supported Accommodation –

92 young people

Midlothian
• Dougal Court Registered Care Home – 8 people
• ‘Outreach’ Service – 77 people

In 2013/14, LinkLiving had another successful
year with high levels of service user satisfaction.
164 services users completed the annual
satisfaction survey and rated the following as
good to excellent:

• the support they receive – 97% 
• the choice and control they have over what

happens in their support time – 91% 
• the skills and knowledge of the support

workers – 97% 
• the way LinkLiving and staff listen to their views

and takes them on board – 82% 
• the way LinkLiving responds to a change in

support needs – 95% 
• their support workers’ timekeeping and

reliability – 94%

Overall, 92% consider their support worker
professional and respectful and 100% would
recommend LinkLiving to others.

In Fife, we continued to grow our longer term Care
and Support service based at West Bridge Mill and
this has been complementing the work of the
shorter term Housing Support service. 

We were disappointed with the Care Inspectorate
inspection of our Care and Support Service which
returned Grades of 4 (Good) for Quality of Staffing
but 2 (Poor) for Quality of Care and Support and
Leadership and Management. An action plan has
been developed to work towards improving the
issues identified in the report. We are confident that
by working with staff and stakeholders the grades
will revert to their previously high levels.
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In its annual inspection from the Care Inspectorate,
Dougal Court achieved positive results with a grade
of 4 for each of quality of care and support, staffing,
leadership & management and environment. The
demand for LinkLiving’s services in Midlothian
remains high with around 650 hours of support
being provided each week. The service has had
many compliments from referring agencies and
has provided support to a number of service users
who have exercised their choice to move their
support to LinkLiving.

Various fundraising events occurred over the year to
generate income for LinkLiving’s ‘Mollies Fund’,
which continues to offer financial assistance to
young people in Edinburgh who are in the process
of setting up home.

Supported Self-Help 

LinkLiving’s Supported Self-Help service was given
funding from the St Andrews Community Trust and
the Fife Carers Strategy, to provide sessions
throughout 2013/14 for young people and carers
affected by stress in Fife.

The Heads Up service continued to perform well
and was praised by Health Improvement NHS Fife
for its achievements. It has exceeded its agreed
targets by engaging with 289 people (target 200).
Additionally, 133 people were signposted to other
agencies in Fife. The service worked in partnership
with Feddinch Medical Practice in St Andrews to
deliver supported self-help to young people (aged
16-25) who were experiencing problems in coping
with stress. 

The one-to-one sessions and group courses were
also offered to help unpaid carers affected by stress
caused by the responsibilities and feelings
associated with providing practical or emotional
support to someone close to them. A total of 55
individuals benefitted from one-to-one sessions
while 23 took part in the group courses. 

Self Directed Support and
Personalisation

LinkLiving continued to plan and prepare for the
introduction of Self Directed Support. A working
group was established, various training events
attended and we invited a number of officials to help
guide our thinking and planning as we continued
our preparations.

LinkLiving Counselling Service

We continued to offer our counselling service during
the year to private individuals and to two companies
(as part of their employee assistance schemes). In
total we ran 68 sessions, working with 15 individuals.
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Investing in our properties
We take a strategic approach to managing our
properties and target our investment in tenants’
homes to ensure they remain at a high standard.
Link remains on track to achieve the Scottish
Housing Quality Standard by 2015 in all its
properties. 

Our in-house technical team administers our
planned & cyclical maintenance contracts and
undertakes all standard pre- and post-contract
activities. We also use our own dedicated clerks of
works to ensure that the desired quality standards
are achieved. Specialist works such as lift and
ground maintenance are outsourced to consultants.
We have high levels of satisfaction on improvement
projects carried out in our tenants’ homes which we
believe is a result of this hands-on approach.

This year, over £5.3 million was spent on our cyclical
and planned maintenance programme, it included:

• Replacing 121 kitchens
• Upgrading 325 bathrooms 
• Replacing 252 central heating systems or boilers
• Converting 170 electric heating systems to

gas heating
• Fitting 208 homes with new windows
• Carrying out major adaptations to 63 properties

to meet the needs of older or disabled people
• Carrying out cyclical painter work to 1350

properties
• Servicing 4753 gas appliances
• Providing a grounds maintenance service to

5400 tenants and 2400 owners/sharing owners
in 240 locations

Larkfield Housing Association

As part of Larkfield’s commitment to improving the
quality of its properties, work started in February
2014 on phase two of a £2 million bathroom and
kitchen upgrade to tenants’ homes. This means
that the properties will meet the Scottish Housing
Quality Standard by 2015. Other investments to the
stock included gas boiler replacements and
replacement chimney works. Overall, a total of
£705,300 was spent on major repairs work. In
addition, Scottish Government funding enabled
Larkfield to complete nine adaptations to tenants’
homes at a cost of £11,300.

In November 2013, Larkfield’s existing gas contract
was terminated as a result of unforeseen
circumstances. Saltire Facilities Management Ltd
was appointed as its new gas maintenance and
servicing contractor.

Horizon Housing Association

Horizon invested over £550,000 on its planned
maintenance programme, replacing and upgrading
kitchens, boilers and radiators, doors and windows
and upgrading electrical installations and common
stair floor finishes. These improvements added to
the warmth and amenity of over 150 properties.

The customer satisfaction levels for Horizon’s
reactive maintenance were 99% (based on a 40%
survey return) with 98% of the repairs assessed as
‘right first time’.



“We have lived in this house for 43 years.
We had our kitchen replaced last year and
were really impressed by the work that
was done.”

Eileen and Gordon McKirdy
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Improving Link’s
repairs service

As a commitment to improving our service to
tenants and to increase control on the quality of
repairs, we launched Link Property (our new in-
house repairs and maintenance service) in west an
central Scotland during 2013.

Link Property provides a high quality, customer-
focused service delivering repairs and maintenanc
to Link tenants and other customers. It created 25
new trade employment opportunities with potential
for apprenticeships in plumbing, electrical and
painting and decorating trades this year.

Since Link Property began, a significant shift in tena
satisfaction has been achieved. The increase in
satisfaction is down to the approach of Link’s trade
operatives, when they carry out a repair. Our
feedback suggests they take pride in their work and
go the extra mile to ensure they do a good job.
Another key element in achieving high levels of
satisfaction is the repairs administration team.

d
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Formerly part of a larger customer service team
within Link Housing Association, the team now is
dedicated to repairs. By managing the repair process
from ‘start to finish’, our customer-focused team can
concentrate resources on providing a better service
rather than having to deal with contractor failure. 

Since ‘going live’, Link Property has completed 99%
of jobs on target, achieving 98% tenant satisfaction.
Link Property also undertakes repairs to Link’s void
properties, completing 98% on time.

Our performance 
The following tables show how Link performed in
key areas relating to arrears, voids, lettings and
repairs.

Unless otherwise specified, the benchmarking
information is from the Scottish Housing Best 
Value Network (SHBVN) peer group performance
for 2012/13.



Repairs and Adaptations

KPI Indicator
Link
2013/14

Horizon
2013/14

Larkfield
2013/14

SHBVN
2012/13

% of emergency repairs carried out within
timescale

96.4% NA 97% 97.2%

Average length of time taken to complete
emergency repairs

3.7 hours NA 2.3 hours 3.1 hours

Average number of days to carry out non
emergency repairs

6.2 days 6 days NA 5.5 days

% of repairs appointments kept 94.3% NA NA 91.5%

Customer satisfaction with reactive repairs 92% 99% 96.5% 90.6%

% of tenants satisfied with their home when
moving in

94% 86% 66.6% NA

Completion of gas servicing by anniversary
date. All gas properties to have current
landlord certificate

100% 100% 100% NA

Average time to complete applications
for adaptations

47 days NA 175 days NA

Average customer satisfaction for major
projects (Planned Maintenance)

96.3% 86% NA NA

Housing Management

KPI Indicator
Link
2013/14

Horizon
2013/14

Larkfield
2013/14

SHBVN
2012/13

Lettings (average re-let times) 36.5 days 16 days 21 days 20.9 days

Lettings to homeless households (% of lets) 21% NA NA 25%

Gross rent arrears (all tenants) as a 
% of rent due

2.9% 2.9% 3.2% 2.5%

% Former tenant arrears 0.6% NA 0.3% 0.9%

% Tenancy offers refused 39.8% NA NA NA

% ASB cases reported and resolved within
locally agreed targets

73% NA NA NA
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Customer Satisfaction 

Introduced by the Scottish Housing Regulator this
year, the Annual Return on the Scottish Social
Housing Charter (ARC) places a much stronger
emphasis on customer views and their satisfaction
levels than previous annual returns. Conscious that
we needed a starting point on which to measure
ourselves, we carried out a full scale Customer
Satisfaction Survey in November 2013 to ensure
we had robust up-to-date information to complete
the ARC.

The questionnaire was designed to provide all the
necessary information for those ARC performance
indicators which are measured, wholly or in part, by
customer satisfaction and tenant perception of our
service. We also took the opportunity to ask
additional questions about those services to inform
plans for service improvement and to collect
information about customer demographic
characteristics, economic status, access to financial
and digital services and communication preferences.

We are currently in the process of devising an
action plan to address areas where performance
can be improved.

The survey of 2040 customers (including tenants,
sharing owners and owners) revealed that, in
general, we are performing to a high standard but
that there is still room for improvement.

High and Improving performance

• 87% of tenants said Link was good at keeping
them informed about their services and
decisions. 

• 92% of customers are satisfied with their
neighbourhood as a place to live. 

• 85% of tenants were very/fairly satisfied with the
overall service provided by Link.

• 73% of tenants who contacted us in the past
year said their issue or query was resolved
during first contact. 

• 71% said that the rent for their property
represented good value for money. 

• 81% of tenants stated they were satisfied with
Link’s management of their neighbourhood,
with just 2% stating that they were dissatisfied. 

Room for improvement

• 86% of tenants who had moved into their home
in the last year were satisfied with the standard
of their home.

• 10% of tenants said they were interested in
becoming more involved with Link. 

• 28% of tenants said they found affordability of
heating their home difficult.
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Dealing with customer complaints

As of 1 April 2013, there were fundamental changes
to the way Link handled customer complaints. In line
with other Scottish housing associations, we signed
up to the Scottish Public Sector Ombudsman’s
Model Complaints Handling Procedure. 

This procedure not only simplifies and speeds up
the complaints process for our customers but it also
helps Link to learn from complaints and, where
appropriate, make changes to our services. 

During the year, Link received 618 complaints that
were dealt with at first point of contact with Link. 89%
of these resulted in a satisfactory outcome for the
customer. There were 43 more serious cases and
these were escalated to the appropriate Senior
Manager. 65% of these were found to be justified
and were either upheld or partially upheld. 

As can be seen in the table below, our performance
on meeting timescales fell short of expectation
and we have made changes to our computer
system to create additional alerts when deadlines
are approaching. 

To help us manage complaints more effectively, we
continue to use case studies to help share good
and bad practice. Staff are encouraged to take
ownership of complaints, minimising the number of
occasions when complaints are passed between
different parts of Link and ensuring that actions we
commit to are carried out. 

KPI Indicator
Target
2013/14 (%)

Outcome
2013/14(%)

1st stage 1st stage
% of 1st and 2nd stage complaints responded to in full, 90% 85% 
within the Scottish Public Services Ombudsman Model
Complaint Handling Procedure timescales 2nd stage 2nd stage

95% 77%
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Developing our people

Link continues to support and develop its
employees. 

We are proud to have attained the prestigious
Investors in People and Healthy Working Lives Gold
awards and we continued work towards maintaining
these standards during the year. Horizon and
Larkfield have attained Bronze and Silver Healthy
Working Lives awards respectively.

The Investors in People award recognises the
commitment we have to continuous improvement
through the management and development of
employees. The Healthy Working Lives award
demonstrates our long-term commitment to helping
improve the health and wellbeing of employees. 

We continue to commit to inclusive working by
collaborating once again with the Glasgow Centre
for Inclusive Living and Edinburgh’s Shaw Trust.
As a result of such partnerships, we have
supported a further three work placements. Our
commitment is recognised by being ‘Positive about
Disabled People’. 

A further strand of our inclusiveness work is our aim
to meet the expectations of Stonewall which
champions the needs of lesbian, gay and bisexual
people in Scotland. There is still progress to be
made in our commitment to be inclusive, and we
continued to progress an action plan towards being
an Investor in Diversity (IiD) with assistance from the
National Centre for Diversity. Our IiD Assessor took
into account how we manage and involve staff and

how we deliver services to tenants and service
users. Views were sought from employees and a
range of stakeholders and we look forward to seeing
the benefits of our continued efforts in this area.

Our fifth Leadership Development Programme for
newly-appointed line managers was completed in
2013. We will to continue to offer this so that all
employees with a leadership role will know and
understand what is expected of them.

We continue to encourage our employees to
undertake formal qualifications and significant
amounts of job-related training. Our training
expenditure across the group for 2013/14 was over
£112,000 which highlights our commitment to the
training and development of our employees. 

We further support our people by providing 24/7
access to an employee assistance programme.
Employees can contact Time for Talking if they feel
they would benefit from (or need) confidential
counselling and/or support, including general
guidance and/or emotional support.

We also continue to involve staff through our
recognition of the Unite trades union, working
closely with its officials and Link staff
representatives. Link’s pensions auto-enrolment
launch date was in January 2014. Extensive
preparation for this was carried out internally with
the support of our Staff Pensions Committee. It is
encouraging that many of our employees are
choosing to remain in Link’s pension scheme which
attracts a contribution from Link in excess of the
amount required by law.
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Improving communication

During the past year we began to improve
the way we communicate with tenants and
customers online.

Both Larkfield and Horizon launched new
websites to help them engage more
effectively with tenants. The websites
contain information about their services,
with tenants being able to access news and
policies and to report anti-social behaviour
or repairs online.

Link also launched a new mobile web application –
a simplified version of our website designed to allow
customers who use smartphones and tablet
devices the ability easily to report a repair, report
instances of anti-social behaviour, provide
feedback, find a home, keep up-to-date with the
latest news and contact Link. 

The app also contains links to various websites to
help customers with their energy bills, set up bank
accounts and save money.
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Working together

> Link Group Chair, Peter Foreman and Councillor Ashay Ghai from
East Dunbartonshire Council at Meiklehill Loan, Kirkintilloch.

We sustain existing relationships and seek
to initiate new partnerships in order to help
meet the varied needs of local
communities. We build relationships with
our tenants, service users and customers,
local partners, statutory agencies and other
housing providers to create homes and
deliver meaningful, sustainable projects.

Successful partnership
working

Link’s development success is a result of our
effective partnership working with local
communities, contractors, consultants, local
authorities and the Scottish Government. 

The Development Team not only focuses on our
development programme but also delivers 
agency services to help provide homes and
residential leasing opportunities for a range of local
authorities, housing associations and charities
contributing to building communities for those with
particular needs.

In 2013/14 we:

• Completed 18 homes at Meiklehill Loan,
Kirkintilloch, for East Dunbartonshire Council.

• Started on-site at Dunbeg, Oban, to develop
50 homes which West Highland Housing
Association will manage on our behalf.

We are also working with:

• Paragon Housing Association to deliver 14
homes in Alva, Clackmannanshire.

• West Highland Housing Association to deliver a
further 25 homes in Dunbeg, Oban.
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Link’s west of Scotland office and social enterprise
‘hub’ was opened by Councillor Gail Casey of West
Dunbartonshire Council, in October 2013. Link, Big
Lottery Fund Scotland and Social Investment
Scotland worked together to secure a positive future
for the former Social Enterprise Clydebank building.

The Bruach – the gaelic word for river bank, is the
base for Link’s west of Scotland Housing
Management team which looks after 1,380
properties in Argyll & Bute, East and West
Dunbartonshire, Glasgow, Renfrewshire and East
Renfrewshire, East and South Ayrshire. The Bruach
also has office and warehouse space available to let
to social enterprises and community organisations. 

Link secured £23,600 in funding from the Scottish
Government’s People and Communities Fund to
equip, fit-out and establish an IT training suite for
computer training and to assist local tenants to
access services online.

We partner the Loch Lomond and the Trossachs
National Park Authority to provide the Rural 
Housing Enablers Service within the Argyll & Bute
area of the park.

We are working with land owners and communities
within the park to identify land, develop solutions for
their housing needs, provide advice and support
and act as a guide to the different routes to develop
affordable housing. After a successful first year, the

Park Authority has agreed to extend our
engagement for a further year.

Throughout the year, Horizon continued its work in
partnership with others to improve access to
housing and related services, particularly for
disabled and older people. A long-standing
partnership with Capability Scotland was refreshed,
working together on an options appraisal for a
residential care home leased to Capability Scotland
and proposals for upgrading it.

Horizon’s partnership with Housing Options
Scotland continues to provide benefits, increasing
access to independent housing information, advice
and solutions for disabled people.

Horizon has been one of a number of agencies
sponsoring Glasgow Centre for Inclusive Living’s
production and distribution of posters and offering
design guidance for accessibility in the public realm
as well as in housing.
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Preventing homelessness

We want to make sure our tenants stay in their
homes for as long as possible and have all the
information and advice they need to help them
sustain their tenancies.

We make sure our tenants are aware of their
responsibilities when they take on a tenancy and
provide or source support. Over 85% of tenants to
whom we give pre-tenancy support are still in their
tenancy after 12 months. 

We recognise that some tenants may not have the
funds to help furnish their tenancies, particularly
those on low incomes. Our tenancy sustainment
budget enables housing officers to fund small-scale
interventions that can make a big difference – for
example new cookers or carpets. Last year we
funded 41 ‘starter packs’, which provide goods
essential for a new home.

We also work to help reduce homelessness in
Edinburgh as managing agents of the City of
Edinburgh Council’s Private Sector Leasing (PSL)
scheme. This scheme offers long-term contracts to
private landlords whose properties are then let by
the Council to people who are homeless and in
housing need. Link administers the property
and tenancy management functions to 1700
properties and supports the Council in delivering a
quality service. 

In 2013/14, Link’s PSL team: 

• Processed 749 voids and re-let properties in an
average of 12 days

• Procured 290 new properties to the scheme
• Completed over 12,000 tenancy visits

In addition, PSL works closely with colleagues in
LinkLiving who provide support to tenants with
mental health issues.

Also in Edinburgh, LinkLiving’s Positive Transitions
Project (which was awarded £720,860 as part of the
Investing in Communities funding package from the
Big Lottery) aims to support 275 young people
leaving care over the next five years. The project
helps young people develop support plans which
focus on employability and life skills to sustain
independent living.

In Fife, SmartLiving was awarded £44,665 from the
Young Start Fund to continue its peer mentoring
programme to help prevent homelessness among
young people. SmartLiving will use the funding to
recruit and train 30 young people (aged 16 to 25) to
become volunteer Peer Educators who can deliver
the message of how difficult maintaining a tenancy
can be. 



Link Group Annual Review 2014 47

Gearing up for the Scottish
Social Housing Charter 

We have been working closely with tenants, staff
and Board members to make sure we are ready to
meet the challenge of the Scottish Social Housing
Charter. This sets the 16 standards and outcomes
that tenants and others should expect from
social landlords. Link will be monitored by the
Scottish Housing Regulator every year against
these outcomes to ensure we are providing good
quality services.

To help prepare for the Charter, we have:

• Developed plans for the Tenant Scrutiny
Panel which will play a key role in assessing
performance and recommending
improvements. 

• Addressed gaps in the information that we need
to collect to measure customer satisfaction. 

• Hosted sessions on the Charter at the Link
tenant conference and participated in other
national events/consultations. 

• Established an operational staff group to plan
our Annual Report on the Charter standards.

• Consulted with tenants on how we measure
our performance, with priority given to the
repairs service.

• Participated in the Chartered Institute of
Housing ‘Stepping up to Scrutiny Programme’
in conjunction with Scottish Government.

• Participated in the Scottish Housing Best Value
Network Charter Customer Reporting Project.

Consultations and surveys

Tenants and customers were actively involved in
making changes to the repairs service. The
development of our new in-house repairs team, Link
Property, was a high priority for tenants. We
consulted with tenants on the service standards and
how we defined our ‘right first time’ repairs. We will
continue to work with them to make sure the service
reaches its performance targets. 

We created a new E-panel which comprises 170
tenants from across Scotland. This panel allows
consultation surveys to be sent out via email
allowing tenants to submit their views and provide
feedback by completing online surveys.
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Tenant and customer
involvement 

We have a strong commitment and tradition of
involving tenants in the organisation. Tenant
participation is about sharing knowledge and
decision-making, working with staff, managers
and Board Members to ensure services meet
tenants’ needs.

Our new Tenant Participation Strategy sets out the
outcomes and results we want to achieve:

1 Tenants participate in and influence discussions
and decision-making processes on service
delivery and service development. 

2 Tenants scrutinise performance and governance
to influence service improvement and strategic
decision-making. 

3 We provide a range of opportunities and
methods developed for tenants to help them
participate effectively.

4 Information and communication is accurate,
timely and accessible. 

5 We have informed, supported and knowledgeable
tenants who have the skills and confidence to
influence and challenge decisions.

6 Tenants review and evaluate how we support and
develop tenant participation.

We successfully renewed our Tenant Participation
Advisory Service (TPAS) accreditation in 2013/14.
This award is a renewal of the recognition Link
received in 2010 when it was only the second
Registered Social Landlord in Scotland to receive
formal accreditation from TPAS.

Tenant Scrutiny Panel

In 2013/14, we established a Tenant Scrutiny Panel
which will evaluate our performance against the
Scottish Social Housing Charter. 

The Panel’s role is to work with staff to look at
performance information, identify areas where we
need to improve and make recommendations to
help improve tenants’ experiences of the services
we provide.

During the year the Panel completed the ‘Stepping
up to Scrutiny’ training programme delivered by the
Chartered Institute of Housing and Housemark. 

The Panel conducted a mock scrutiny exercise on
voids and reported its findings to the Link Housing
Association Board. The Panel is working with staff to
produce the first Annual Report on the Charter to
tenants in Summer 2014.

> Link’s Tenant Scrutiny Panel.
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Local residents groups 

Registered Tenants’ Organisations are an important
way to engage with customers and we recognise 16
active groups. 

These groups are independent of Link and
meetings are organised by local residents with
support from staff. The groups work to meet the
needs of their areas, improve communication and
resolve local issues. 

The groups are active in a range of local initiatives
with other partners to make sure Link tenants have
access to services and their neighbourhoods are
attractive and safe places to be. They are involved in
organising activities such as Big Lunch events,
community fun days, estate management
walkabouts, litter picks and other local campaigns.

We worked with Edinburgh Tenants Federation to
encourage Link tenants to join the Registered Social
Landlord group to influence landlords and address
housing issues in the Edinburgh area. 

Tenant events

Link, Larkfield and Horizon helped organise a
number of events for tenants throughout 2013/14.
Highlights included:

• 120 Link tenants, children and staff enjoyed
the Link tenant family trip to Strathclyde
Country Park.

• Larkfield took 13 of its older residents to
Lomond Shores where they enjoyed its
beautiful scenery, lovely shops and an
enjoyable afternoon tea.

• Larkfield ran a Strawberry Tea event in the
summer in aid of Cancer Research. 

• Larkfield, along with its partner agencies,
supported the local annual fun day in July. 

• Larkfield ran another successful Christmas
party for the local parent and toddler group,
“Weans World”. 

• Horizon tenants attended a ‘Big Lunch’ at
Bargarran Community Centre, Erskine. The
afternoon was organised by Horizon tenant Mrs
Bright. Entertainment was provided by singing
duet Harmonise and ‘takings’ at the arts and
crafts stall were given to Erskine Hospital. 

• Horizon sponsored Glasgow Panthers’
Wheelchair Rugby League Team. The team is
run by Horizon tenant and wheelchair user,
Adam Mould.

• More than 80 tenants attended a celebration for
International Older People’s Day in October
where they renewed old friendships, enjoyed
entertainment and a meal organised by the
Sheltered Housing Team.
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Tenant Conference

In October 2013, Link held its tenant conference 
The Lighthouse, Glasgow. Tenants were able to
participate in discussions and workshops about 
broad range of issues including employability,
digital inclusion, equality and diversity, anti-socia
behaviour and tenant scrutiny. 

Horizon was also delighted to welcome around 4
Horizon tenants to its tenant conference at
Strathclyde Hilton Hotel, Bellshill in September
2013. The theme was ‘Horizon – past and presen
as it celebrated 25 years of Horizon history. The 
was an enjoyable and informative event, giving
delegates the opportunity to hear from speakers
about current issues such as welfare reform and
community safety, whilst meeting staff and
discussing issues that affect them.

at
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A number of Link tenants also attended the Tenant
Participation Advice Service Scotland and Tenant
Information Service conferences in 2013. These
gave Link tenants a great opportunity to meet
tenants from across Scotland to discuss the various
issues they face as well as finding out how tenants’
groups can influence what services Link (and other
housing associations) provide. 
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Involving service users

LinkLiving appointed a new Service User
Involvement Co-ordinator whose role is to oversee
LinkLiving’s engagement with service users.
During the year:

• A staff training module was developed on
service user involvement which was rolled out
to new staff and is co-delivered by current
service users.

• Two current service users were appointed to the
LinkLiving board. 

• A service user was involved in renewing the
annual service users satisfaction survey. 

• Service users have spoken at staff team
meetings about their experiences of
receiving support.

• There has been meaningful progress in how to
approach user involvement in LinkLiving’s
registered Care Home for adults with learning
disabilities.
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LinkGiving

The LinkGiving Trust provides a platform for our
philanthropic activities and to facilitate the
distribution of LinkGiving monies for the benefit of
Link communities, tenants and service users. 

During 2013/14, the Trust has awarded over £550 to
help tenants and service users purchase items for
their homes including tumble dryers and cookers as
well as a suit for one tenant to wear for attending
interviews. 

Link’s ‘Ground Force’ team of 60 staff and
contractors spent two days working to improve the
facilities for residents and visitors to Blair Castle
including tidying and clearing the gardens and
woodland and refurbishing a pavilion. Blair Castle is
a Grade A listed mansion set in a 28 – acre estate
near Culross in Fife, with walled garden and
woodland paths. It is a respite holiday home for
former miners and their families and is run by the
Scottish Mineworkers Convalescent Trust.

Link has been working with the Trust to establish
horticulture and heritage employment, training and
volunteering opportunities on the estate and
received £23,000 from the Scottish Government’s
People & Communities Fund to purchase
horticulture equipment.
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The Link group

The Link group of charitable registered social
landlords, voluntary organisations, and social
enterprises offers a wide range of housing,
support and regeneration services to 10,000
families and individuals, primarily in Scotland’s
central belt. 

Link Group Ltd is the parent company. It owns
most of the group’s housing stock and other assets.
It provides Asset Management, Business Support,
Business Development, Communications,
Corporate Services, Development, Finance, Health
& Safety, Human Resources, Information Systems
and Technical services to the whole group. 

Link Housing Association Ltd is one of the largest
organisations of its kind in Scotland. It provides
quality housing management services to more than
6,500 tenants in social rented accommodation –
both general needs and sheltered – with bases in
Glasgow, Cumbernauld, Falkirk and Edinburgh. It
also provides property management / factoring
services to 4,500 owners. Link Housing also first
class advice services that combat poverty by means
of assistance and advocacy.

LinkLiving Ltd provides support to people to be
healthy, happy and fulfilled and to manage the
challenges of everyday life more effectively.
LinkLiving works in partnership with people and
organisations to make a difference in Edinburgh,
Fife, Falkirk and Midlothian. LinkLiving supports
around 672 people with a diverse range of needs
every year including over 100 volunteers developing
their skills and confidence to enable them to take
advantage of opportunities and to be in control of
their own lives.

Linkwide Ltd and Link Homes Ltd responsibilities
were transferred to the Link Group as of 1st April
2011. Linkwide was formerly the development and
regeneration arm of Link. It also provided advice
services, while its subsidiary Link Homes Ltd built
new homes for sale, offered commercial factoring
and delivered the Scottish Government’s LIFT Open
Market Shared Equity scheme. 

Larkfield Housing Association Ltd is a
Greenock-based registered social landlord which
owns and manages a stock of 394 properties and
provides management services to an additional
566 owner occupiers in the Larkfield area. 
Larkfield also provides management services to
more than 230 Link Housing tenants and 900
owners in Port Glasgow. 

Horizon Housing Association Ltd promotes and
provides affordable housing and services that enable
people, irrespective of impairment, to live full
independent lives in the community of their choice.
Horizon owns and manages 861 properties in 11
local authority areas across the central belt,
integrating housing to meet the specific needs of
wheelchair users. Horizon also provides factoring
services and Care and Repair services on behalf of
West Lothian and North Lanarkshire Councils,
providing advice and assistance to over 4,000 older
and disabled home owners annually.

Link Property was until recently a dormant
company having formerly delivered commercial
(non-charitable) property management services.
Link Property is the governing subsidiary for Link’s
In-House Trades Team.
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W przypadku, ze tutejsza informacja bedzie potrzeba w innej wersji n.p.
duzy druk, kaseta audio, lub w innym jezyku, prosze sie sontaktowac z
nami pod numerem 08451 559 559.

Link will produce this information on request

in Braille, Audio Tape, Large Print and Community Languages

To find out more, telephone us on

08451 559 559

08451 559 559

08451 559 559

08451 559 559

08451 559 559
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