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Chair’s review

> Peter Foreman, Link Group Chair.

When I became chair of Link Group in 2011
there was unprecedented uncertainty
surrounding the future of registered social
landlords (RSLs) as a result of the recession
(already three years old by then) and the
emerging austerity measures which included
significant reductions in subsidies for housing
development and cuts in local authority
services budgets. These combined seriously to
curtail the potential for RSLs to continue to
provide the level and range of high quality
homes and support services which an
increasing number of people had come to
expect and to need.

Yet when I reflect on this latest Annual Review of our
activities and achievements, I can’t help but be
immensely proud of Link having weathered the
storm by turning such threats into opportunities and
having positioned itself to remain a vibrant, diverse
and effective service provider whilst retaining its
core values and objectives. I would like to focus on
some of the key outcomes.

Link completed more new homes this year (299)
than in any other previous 12-month period in its 50-
year history. This is an excellent outcome in view of
the economic environment and it is particularly
pleasing to recognise that 248 of these were for
social rent, i.e., affordable for people in low-paid
employment or on limited fixed incomes. Reduced
capital subsidy and tighter lending constraints
combine to encourage a move to more ‘up-market’
development – and Link itself will have to do so to a
greater extent in future – but meantime we will
continue to deliver for those who need us most for
as long as we can.

We have always recognised the need not only to
provide top quality homes and environments but
also to offer support, advice and local facilities in a
holistic approach to community and individual
sustainment. We have a long and proud tradition of
such activity to which has been added a new
strategic objective – to improve employability for all,



especially younger and
disabled tenants and
other members of our
various communities.
Our initial activity has
borne fruit – but we
intend to do much
more through further
partnerships and
developing ‘in-house’
services, including
the (re)establishment

of Link Property which will
progressively offer improved responsive repairs and
maintenance services to tenants. This confirms our
commitment to the social enterprise business ethic
which underpins everything we do. We recognise
that we are a business and that we need to make
surpluses. But what distinguishes us from private
companies is that we re-invest all such funds into
the business itself or into the various communities
we serve. We also aim to support other social
enterprises. Our new west region office in Dalmuir
(‘The Bruach’) will be a hub for a range of local
social enterprise activity.
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Link won the accolade ‘Housing Association of the
Year’ in the Scottish Home Awards 2013.
Nevertheless, we cannot rest on our laurels. Two
rather large clouds loom on the horizon. One of
them, welfare reform, has been discussed at length
in other places and I do not need to dwell on it here.
Suffice to say that, behind the politics, there are real
issues for real people, and Link will continue to
provide advice and support for our tenants and
service users, while also pressing Government to
seek to alleviate the situations where most harm is
being caused.

Minister for Housing & Welfare,
Margaret Burgess. 

“Over the last 50 years Link has consistently
demonstrated an outstanding commitment
to affordable housing. It is a respected,
nationwide housing association that has grown
beyond its Edinburgh roots to offer a range of
housing services to communities in the
Highlands, the central belt and the Borders.
Link are to be commended for 50 successful
years that have been punctuated by a
commitment to the welfare of tenants, social
justice and social inclusion, all also priorities for
the Scottish Government.”

> Craig Sanderson, Margaret Burgess and Peter Foreman at
Link’s 50th birthday celebrations.
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The other potentially adverse effect on our business
is the increased use of competitive tendering by
local authorities, often in inappropriate situations,
and the apparent preference to consider price at the
expense of quality. We will take a keen interest in the
potential for procurement reform as relevant
changes in law progress through both Holyrood and
Brussels later this year.

Meanwhile, I commend the enthusiasm,
professionalism and dedication of all Link Group
staff members, and the various Boards. To them
and to our various partners, funders, tenants,
service users, and other stakeholders, I say ‘Thank
you all!’

Peter Foreman
Chair
Link Group

During the year we achieved:

• A surplus of £4m
• Capital expenditure on new or

improved homes for rent or shared
ownership of £32m

• Gross turnover of £39m

At 31 March 2013 the group held:

• Revenue reserves of £31m
• Maintenance reserves of £17m
• Total reserves of £48m



Happy 50th Birthday Link

Link Housing Association was formally
established on 13 September 1962, shortly after
the Housing (Scotland) Act was created. The
name “Link” was chosen because the houses
built would help fill the gap between the private
and the public sectors. The aim was “to carry on
the industry, business and trade of providing
housing for letting and any associated amenities
in Scotland.”

On 13 September 2012, Link celebrated its 50th
birthday with a reception at The Sheraton
Grand, Edinburgh.

More than 200 guests attended, including staff (past
and present), members, supporters, and others
who have helped Link grow and evolve into one of
the leading and most respected social enterprises
in Scotland.
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Happy 50th Birthday Link
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The following day, staff from throughout the group
got together for the bi-annual staff conference, not
only to celebrate Link’s first 50 years but also to look
forward to the next 50.

Staff were heavily involved in the organisation of the
day and a number of them – otherwise known as the
‘Link Players’ – presented
their take on Link’s history.
Throughout the day, staff
had the opportunity to meet
colleagues from other parts
of the organisation as well
as participating in a number
of activities.

In a video message (recorded as a surprise for staff)
two former Link tenants wished Link ‘Happy Birthday’.

Craig and Charlie Reid revealed that getting into one
of Link’s cluster flats in Lyne Street, Edinburgh,
when they were 19 was “one of the greatest bits of
fortune they ever had.” They stayed there for 18
months after which they transferred to another Link
property in the Dean Village. It was in this flat that
Craig and Charlie started a band called The
Proclaimers – you may have heard of them...

Craig remembered, “...we could rehearse there (in
the Dean Village flat), we wrote songs there ... and it
kind of went on from there”. And as Charlie
confirmed: “the entire first album (This is the Story)
would have been written in that flat.”

Craig and Charlie passed on their best wishes and
described how they had “nothing but good
memories of Link... they treated us really well... they
treated tenants with respect and (we) were
extremely grateful that we got those flats.”

> Craig Sanderson with Craig and Charlie Reid.
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Our vision, values and objectives

Mission statement

Our philosophy

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

Vision

What we want to achieve overall

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

Link’s strategic objectives are structured
around our mission statement. They are: 

Valuing people
• Develop and provide excellent service and

support to customers to ensure health, wellbeing
and tenancy sustainment

• Continue to develop and support our employees
and Board members

Providing homes 
• Enhance excellence in design
• Invest in appropriate technologies to improve

customer service and quality of accommodation
• Maintain an annual development programme

delivering new or improved ‘social rented’ homes
including housing for disabled people

• Explore, develop or re-introduce alternative
tenures to increase access to affordable homes

Building communities
• Encourage community regeneration and reduce

homelessness
• Seek and take opportunities for growth

according to social enterprise principles

Working together
• Increase Link’s contribution to improving

individuals’ employability prospects
• Explore new or changing markets to increase

profitability for reinvestment
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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
authority areas by providing affordable homes,
offering personal support and care and
working with communities to regenerate local
neighbourhoods. 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 our employees with
the skills to enable us to achieve these goals.

Caring for customers
We continue to listen to and engage with our
customers and service users and are responsive to
their needs.

We work to fulfil our commitment to recognising
diversity and providing equal opportunities to our
customers using our services. To demonstrate this,
Link continues to be a member of Happy to
Translate, a scheme which assists in ensuring that
our customers have access to support if they
require translation or interpretation services.

Welfare Reform 

The Welfare Reform Bill became law in March 2012
and since then Link has invested considerable time
and resources into assessing the impacts,
reviewing and revising policies and procedures and
training staff as well as supporting and advising
tenants on how the changes will affect them. 

We prepared comprehensive guidance both for staff
and tenants and contacted all those known to be at
risk of reduced income. This is not a static picture as
people’s circumstances can change but following a
questionnaire issued to all our tenants on welfare
reform, we found that 85% of 750 people who
completed the survey would be affected. We
responded positively to offer transfers and mutual
exchanges to tenants who were affected by under-
occupancy charges.

We have increased the staff complement in our
advice team to advise and help those tenants who
will be worst affected by the changes now and in the
coming years.
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Services for older people

There will be a dramatic increase in the number of
older people living in Scotland. It is projected that by
2033 the number of people aged between 64 and
75 will have risen by nearly 50% and the number of
people over 75 by over 80%. Link already works
extensively with older people and almost one third of
our tenants are over 60.

We provide a number of services specifically for
older people 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
• Capacity building projects in Midlothian and Fife

To help us do more, Link adopted a group-wide
Older People’s Strategy to provide clear direction for
its work with older people.

We are also in the process of developing an
Adaptations Policy and a pilot programme for tenant
self-assessment of minor adaptations. We reviewed
the specifications for planned maintenance so that
we can take the opportunity to improve accessibility
of mainstream stock and (where technically and
financially feasible) make adaptations.

Our sheltered housing service received a “five”
rating (very good) for its quality of care and support,
staffing and leadership and management. The
rating was achieved following a short-notice
inspection by the Social Care and Social Work

Improvement Service (SCSWIS – formerly the Care
Commission Scotland). The inspection report
confirmed that Link’s high quality housing support
service is appreciated by tenants in its complexes.
Tenants gave positive feedback about the quality of
staff and advised SCSWIS that they benefit from the
reassurance and peace of mind their living
arrangements afford them.

To reduce the effects of rising fuel costs, photo-
voltaic (PV) panels were installed at Ben Lui Place
and Glen Lyon Court, Cumbernauld, and GlenPark
Road, Lochwinnoch, Renfrewshire. Link also
replaced expensive electric white meter heating
systems with gas central heating in St Andrews
Gardens, Airdrie, and Glen Lyon Court,
Cumbernauld. Individual meters were installed in
Kilsyth Road, Kirkintilloch, and Ben Lui Place,
Cumbernauld, to enable tenants to control their own
gas consumption.

Pilot befriending and computer awareness schemes
have proved successful. These will be developed
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
in some of our complexes.
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Advice services

Link’s Advice Service has transformed the lives of
hundreds of Link tenants, sharing owners and
service users by helping them claim £1.4 million in
benefits during 2012/13. The team dealt with 1300
referrals and submitted more than 400 benefit
claims. Link’s Money Advice Officer also assisted
184 clients and helped them with debts totalling
£763,000.

Link’s award-winning Older Person’s Advice Service
(OPAS) sadly came to an end in March 2013 because
of a lack of funding for services for older people.

Since the project was originally launched in 2005 it: 

• received three phases of funding from partners
including Castle Rock Edinvar, Dunedin Canmore,
Paragon, Weslo and Wishaw and District HAs and
Falkirk Council’s Fairer Scotland Fund 

• became the Older Person’s Advice Service
(OPAS) in 2009 and secured Scottish Government
funding of over £1 million to expand into North
Lanarkshire, West Lothian and Clackmannanshire

• also received funding from Glasgow Housing
Association and Falkirk Council

• won the Chartered Institute of Housing Award 2009
for ‘Outstanding Achievement in Housing in
Scotland’ and the Herald Society Award 2010 for
Service Provider of the Year (working with over-65s)

• achieved accreditation to Scottish National
Standards for Information and Advice Providers 

• operated as an ‘Alternative Office’ – accredited
by Department of Work and Pensions to work
on its behalf generating claims and verifying
clients’ evidence 

Since 2005 OPAS: 

• Secured £13,680,000 of additional benefit income
for tenants 

• Took 9270 referrals 
• Made 11,480 visits 
• Made 7440 benefit applications

OPAS will be greatly missed both by clients and the
organisations that supported it.

Mr A suffered a severe stroke and spent a year in
hospital and was then moved to a nursing home.
Over time he recovered enough and was offered a
place in a sheltered complex. His family were
advised by the local Social Work department that
OPAS would be able to help them sort out the
appropriate benefits. Having received all the
information needed from the family, an OPAS
advisor was able to secure Attendance
Allowance, Housing Benefit, Council Tax Benefit
and Pension Credit. It took three months of
working with three different agencies and co-
ordinating the dates before the benefits could be
paid. Thanks to OPAS, Mr A was entitled to an
additional £363.83 per week and had a backdated
benefit of £3758. The family was delighted and
Mr A has now settled into his new home.



Support services
Following a management
restructure, LinkLiving
welcomed Tom Byrom as
Assistant Director in April 2012
to oversee all of its care and
support services. 

LinkLiving also completed a
rebranding exercise to promote
its reputation amongst

customers and partners. A new strapline
"improving lives” was developed to highlight the
individual approach it takes to helping people live
life to the full. A range of
communications was
launched including a new
website which showcases
the positive outcomes
LinkLiving achieves as
well as providing
information for those who
want to buy services. 
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In 2012/13, LinkLiving had another successful
year with high levels of service user satisfaction.

125 services users completed LinkLiving’s annual
satisfaction survey and rated the following as
good or excellent:

• the support they receive – 85% 
• the choice and control they have over what

happens in their support time – 88% 
• the skills and knowledge of the support

workers – 90% 
• the way LinkLiving and staff listen to their views

and take them on board – 85% 
• the way LinkLiving responds to a change in

support needs – 81% 
• their support workers’ timekeeping and

reliability – 86%

Overall, 89% consider their support worker
professional and respectful and 95% would
recommend LinkLiving to others.

The Edinburgh Young Persons Service was
highlighted as a high-performing service by City of
Edinburgh Council’s commissioners and an
exemplar to other service providers.

In Fife, the Council commissions short-term
Housing Support which is limited, in most cases, to
five hours of support per individual a week.
LinkLiving therefore developed a Care and Support
service to enable it to work with those individuals
requiring longer-term support with funding from the
Social Work department. The Housing Support
service has been selected to take part in the ‘Smile
for Life’ initiative, which promotes good dental
hygiene to people affected by homelessness in Fife.
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In 2012/13, LinkLiving’s registered Care Home in
Midlothian, Dougal Court, had a change of manager
after many years. Investment is planned to upgrade
the building and will involve colleagues and
residents to ensure it is fit for purpose.

In its annual inspection from the Care Inspectorate,
Dougal Court achieved positive results with grades
of very good for quality of care and support, staffing
and leadership and managers. 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
referrers and has provided support to a number of
service users who have exercised their choice to
move their support to LinkLiving.

Despite running a successful service for 11 years,
LinkLiving lost a significant contract for providing
Housing Support in Falkirk following a competitive
tendering process. We were extremely disappointed
to lose such a dedicated staff team when it
transferred to the new provider in January 2013. 

LinkLiving services worked with more than
650 people during 2012/13:

• Edinburgh Young Persons Service –
172 young people 

• Fife Housing Support Service –
222 people at risk of homelessness 

• Dougal Court Registered Care Home – five people
• Edinburgh Mental Health Service – 77 people
• Comely Green Service –16 people
• Midlothian Service – 78 people
• West Bridge Mill Supported Accommodation –

86 young people
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Accommodation with support

Following a social return on investment (SROI)
evaluation of LinkLiving’s accommodation with
support service at West Bridge Mill, Kirkcaldy, in
2011, it was found that for every £1 invested there
was a social return of £3.69.

The report was fully assured in 2012 by SROI UK
Network, the national body for promoting and
verifying SROI activity in the UK. 

The report also gave LinkLiving a greater
understanding of its relationships with local service
providers and how it can improve how they work
together to maximise the positive impact the service
has on the lives of people staying at West Bridge Mill.

The service’s range of impacts was found to
include:

• Increased independent living skills, employability
and financial capability

• Increased ability to secure and sustain
own tenancy

• Reduced costs of providing alternative temporary
accommodation to priority-need individuals

• Reduced number of individuals presenting as
homeless due to tenancy failure resulting in
reduced costs to the Council

• Reduced time and cost of staff engaging with
their service users

The accommodation team also received £2000 to
help set up a bike club at West Bridge Mill. The
funding from Bike Club was used to buy bikes and
helmets for residents to encourage them to use
local cycling routes and offer them opportunities to
mountain bike.

> West Bridge Mill Supported Accommodation team receives their
£2000 cheque from Bike Club and the ASDA foundation.
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Valuing people

Supported Self Help

LinkLiving’s Supported Self Help Service (set up with
funding from Glenrothes and North East Fife Mental
Health Partnership) came to an end in September
2012 following its establishment in January 2011. 

The service helped clients use self-help materials to
develop coping strategies for their anxiety or mild to
moderate depression. The service worked in
conjunction with GP practices in St Andrews 
and Glenrothes and 569 people were referred over
18 months. 

The success of this service helped LinkLiving
secure funding to pilot Supported Self Help within
NHS Fife’s Keep Well programme. As the target
population was widespread, a number of clinics
were set up in NHS and community venues
including Carnegie Clinic, Queen Margaret Hospital
and Lochgelly, Methil and Kirkcaldy Fire Stations.

Using local venues meant that the self-help coaches
could break down the barriers with which poor
mental health is associated. 56 people were
referred to the self-help service over six months, with
45 people receiving at least one self-help session. 

“The service offered by the Self Help Coach was
an outstanding success and has highlighted how
easily services for our patients can fit into Primary
Care while making a great difference to patients’
lives. It has also highlighted how badly off we are
without the service.”

> Self help coach Rachel Riddle and Dr. Karen Graham from
Feddinch Medical Practice.

Self Directed Support and
Personalisation

In January 2013, the Social Care (Self Directed
Support) (Scotland) Act became law. This has a
major impact on the way that social care services
are provided and paid for in future and LinkLiving
continues to plan for this change, working with other
organisations as part of the Providers and
Personalisation Programme which is being run by
the Coalition of Care and Support Providers (CCPS).
In Edinburgh, 36% of LinkLiving’s service users pay
for their support using Direct Payments enabling
them to purchase and manage for themselves
some or all of the care they have been assessed as
needing. It gives them more flexibility, choice and
control over the care they receive allowing them to
live more independently in their communities. 
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Developing our people

Link continues to support and develop its
employees. 

We are proud to have retained the prestigious
Investors in People and Healthy Working Lives Gold
Awards and we continued to develop and work
towards maintaining these standards during the
year. Our subsidiaries, Horizon and Larkfield, have
attained their Bronze and Silver Healthy Working
Lives Awards respectively.

Link is ‘Positive about Disabled People’ and we
continue to commit to inclusive working by
collaborating with the Glasgow Centre for Inclusive
Living and Edinburgh’s Shaw Trust. As a result, we
have supported a further three work placements.

A further strand of our inclusiveness work is our aim
to meet the expectations of Stonewall (as part of
their equality index and as a Diversity Champion)
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 are continuing on our journey towards being an
Investor in Diversity.

Our new Human Resource and payroll system was
successfully implemented and we are seeing the
benefits – allowing employees to update their
personal details and submitting expense claims and
annual leave requests electronically. The final
modules will be rolled out during 2013 with the
establishment of our Performance Management
and Learning and Development systems. The
Learning and Development module allows Link to

be more effective when co-ordinating training –
including savings through the establishment of an
in-house training programme.

Our fourth Leadership Development Programme
[LDP] for newly-appointed line managers was
completed in 2013. We aim to continue to run this so
all employees with a leadership role will know and
understand what is expected of them.

With our sights on the future – and as part of our
succession planning – we developed our own
Aspiring Leaders Programme. This personal
development course is for employees who have the
potential to become managers. 

We continue to encourage our employees to
undertake formal qualifications and significant
amounts of job-related training. Our training
expenditure across the group for 2012/13 was over
£100,000 which highlights our commitment to the
training and development of our employees. 
Link further supports its 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 and working
closely with the union’s staff representatives.



18 Link Group Annual Review 2013

Valuing people

Repairs and maintenance

The delivery of reactive repairs throughout 2012/13
was not without its challenges. 

Whilst we continued to work hard throughout the
year to improve the level of service we deliver to our
tenants, one of our principal contractors withdrew its
service to Link which stretched our resources.

We want to make sure that our tenants receive the
best service possible. That’s why in 2012 a decision
was made to take the delivery of the repairs service
in-house. By taking control of the whole repair
process, we intend to be in a better position to
deliver the level of service our tenants expect.

In June 2012, the Link Group Board approved the
business model for the creation of an In-House
Trades Team (IHTT) to deliver reactive and void
repairs. The pre-mobilisation process started in
January 2013 with the new team delivering the
repairs service to the west area from July 2013, the
central area from October 2013 and the east area
from October 2015. The new service will be
delivered under the banner “Link Property”.

In preparation for the roll-out (and to have a more
joined-up approach in administering the service) the
repairs handling team was relocated to Link Group’s
Development and Asset Management directorate to
be the core administrative hub for the new team.

We continue to allocate resources to ensure we
remain on track to achieve the Scottish Housing
Quality Standard (SHQS) for all of our properties by
2015. In 2012/13, we invested £5.5 million in
planned and cyclical maintenance and our
procurement strategy has helped to increase value
for money and assist contractor selection for the
programme of works. We advertise our contracts
publicly as well as using framework agreements to
identify suppliers and ensure “community benefits”
are derived from our procurement activity.

The overall programme of works during 2012/13
included:

• Renewing 329 kitchens
• Upgrading 315 bathrooms
• Replacing central heating systems or boilers in

326 properties 
• Electric to gas heating in 39 properties 
• Fitting new windows or doors in 79 homes
• Major adaptations in 80 properties to meet the

needs of older or disabled tenants
• Cyclical painter work to 1010 properties 
• Photo voltaic panels in three sheltered

housing developments
• Servicing and repairing 4753 gas appliances 

The customer satisfaction levels for planned and
major cyclical projects were high in 2012/13 with an
average of 93% satisfaction in kitchen, bathroom,
windows and doors replacement as well as gas
central heating/boilers servicing, major medical
adaptations and cyclical painter work.

In January 2013, a friend and valued colleague, Vic
Young, passed away. Vic was the Project
Management Officer overseeing gas appliance
maintenance compliance and was immensely
popular and greatly respected for his
professionalism, warmth, energy and spirit.
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Larkfield Housing Association

As part of Larkfield’s commitment to improving the
quality of its properties, work started in January
2013 on phase one of a £2 million bathroom and
kitchen upgrade to tenants’ homes. This work
means that the properties will meet the SHQS by
2015. Other investments to the stock included
external decoration works to its “Stuart” and “Atholl”
cottages and a number of gas boiler replacements.
Overall, a total of £705,300 was spent on major
repairs work. In addition, Larkfield received a grant
of £38,500 from the Scottish Government to carry
out 20 medical adaptations to tenants’ homes.

Larkfield appointed new contractors in May 2012 to
provide repairs and maintenance services in 396 of
its properties for the next two years. Quality Gas wa
appointed to provide gas servicing and gas
maintenance services whilst Carillion Energy
Services will provide reactive maintenance services

The customer satisfaction levels for Larkfield’s
repairs increased by 2% to 98% this year.

s

. 

Horizon Housing Association

Horizon invested £395,000 in its planned
maintenance programme, replacing and upgrading
kitchens, boilers, doors and windows and installing
cavity wall insulation. In addition, Horizon carried out
75 major and minor adaptations to tenants’ homes
and 197 adaptations to the homes of older home
owners allowing them to remain living independently. 

Horizon conducts satisfaction surveys after every
reactive repair, and this year also carried out a full
survey seeking tenants’ views on the whole
maintenance service, including gas servicing and
planned maintenance. Customer satisfaction
levels for Horizon’s maintenance were 99% for the
reactive maintenance service (based on a 50%
survey response rate) and 75% for the overall
maintenance service. 
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Our performance
The following tables show how Link, Larkfield and
Horizon performed in key areas relating to arrears,
voids, lettings and repairs.

Unless otherwise specified, the benchmarking
information is from the Scottish Housing Regulator
peer group performance report for 2011/12. 

Link Housing Association and Link Group Ltd

Measure 2012/13 2011/12
2011/12
Benchmark

Current tenant arrears
(net of Housing Benefit arrears)

3.13% 3.08% 3.1%

Former tenant arrears 0.78% 0.69% 1.0%

Average void days for all re-lets 30 29 26

% of re-lets let within two weeks 23.9% 30.3% 44.7%*

% of re-lets let within four weeks 56.3% 60.0% 73.07%*

Void rent loss 0.62% 1.12% 0.8%

Total number of lets during year 806 681
Not
available

Lets to ethnic minority applicants 5.6% 6.5% 7.5%*

Lets to disabled applicants 14% 10.5%
Not
available

Repairs response times achieved 94.15% 95.2% 94.9%*

Spend on planned & cyclical maintenance
and major repairs 

£5.25m £5.7m

*SH

Not
available

BVN 2011/12



Larkfield Housing Association

Measure 2012/13 2011/12
2011/12
Benchmark 

Rent loss on empty houses 0.3% 0.2% 0.6%

Rent arrears as a percentage
of total rent receivable

3.5% 3.5% 3.5%

Average days taken to
re-let empty properties

15 12 Not available

Average days taken to re-let empty
properties excluding major repairs 

14 12 23

Percentage of repairs completed
within time 

96% 95% 94.9%*

*SHBVN 2011/12

Link Group Annual Review 2013 21



22 Link Group Annual Review 2013

Valuing people

Horizon Housing Association

Measure 2012/13 2011/12
2011/12
Benchmark

Rent collected as % of rent collectable 97.10% 98% Not available

Rent arrears (excluding housing
benefit) as % of rent collectable

2.40% 1.60% 2.7%

Rent loss on empty houses 0.27% 0.18% 0.49%

Average days to re-let a property 14 18

Average days to re-let a property
excluding Major Repairs

10 10 16

Average days to let a new property 1 1 Not available

Repairs completed on time 100% 99% 94.9%*

Care & Repair West Lothian

Horizon adaptations completed
within 12 weeks 

81% 73%

Owners’ grant aided adaptations
completed within 16 weeks

57% 65%

Small repairs completed
within 10 days

91% 88%

Care & Repair North Lanarkshire

Small repairs completed within 20 days 83% N/A

Handyperson tasks completed
within 20 days

90% N/A

*SHBVN 2011/12
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Providing homes

Link was founded 50 years ago with the
purpose of providing homes for affordable
rent. Today, we have evolved to offer a range
of additional housing options including
shared ownership, shared equity and
intermediate rent.

Designing for the future
Last year, Link developed a Design Guide which
sets out our vision to create sustainable
communities, using innovative design and
construction appropriate for the 21st century. 

This year our current developments (either under
construction or in the planning process) begin to
illustrate this vision. Not only are we intent on
creating places where people want to live, but we
are designing our homes in a manner more
associated with private contemporary homes, using
simple but high quality material.

Affordable Housing
Investment

With a programme expenditure of more than £28
million and a pipeline programme of more than
1000 homes to deliver in future, it has been a
challenging year for the team.

Link remains committed to delivering social housing
within its affordable house building programme.
Nevertheless, the pressure of reduced grant funding
and increased long term borrowing costs has
resulted in a new template for growth in future years.
Intermediate Rent (IR) growth will achieve 227
new properties from the current three-year
programme which (compared with the 16 IR
properties delivered this year) clearly demonstrates
a shift in development focus. 
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As a precursor to constitutional discussions with
West Highland Housing Association, Link is also
developing 50 new homes for intermediate rent as
part of a phased development of the Dunbeg
corridor in Oban.

Last year, Link established a new framework
agreement to support the delivery of its affordable
housing programme over the next four years. The
contractors appointed to the framework were:
Cruden Building and Renewals Ltd, Dawn Group
Ltd, Hadden Construction Ltd, J Smart & Co
(Contractors) Plc, John Graham (Dromore) Ltd,
Keepmoat Ltd, Lovell Partnerships Ltd, MacTaggart
& Mickel Homes Ltd, McTaggart Construction Ltd,
Morris & Spottiswood Ltd, Ogilvie Group Ltd and
ISG Construction Ltd.

The formulation of a framework agreement for
contractors allows a more responsive and less
resource-intensive approach to procurement. It als
ensures the correct expertise and experience are
being utilised to deliver each project. Link
established a number of goals which contractors
are expected to meet throughout the lifespan of
each project. These include improving design
quality, reducing risk, delivering excellent customer
service, focusing on quality, using sustainable
construction, promoting continuous improvement,
exemplary standards of Health & Safety and
delivering added value from community benefits
which produce employment and training
opportunities.

o

Land investment 
We continue to maximise opportunities from our
£6 million Landbank Fund to acquire sites to
facilitate our development programme.

A range of pre-acquisition activities was
undertaken in readiness for project delivery in
2013 including:

Argyll & Bute
Dunbeg Phase 2, Oban

City of Edinburgh 
The Mooring, Ratho
Plot 29 Forthquarter, Granton
Balmwell Terrace, Edinburgh

East Renfrewshire
Ayr Road, Hillfield and Barcapel, Newton Mearn

Falkirk
Falkirk Road, Bonnybridge
Bellsdyke Phase 3, Larbert

Inverclyde
Lower Mary Street, Port Glasgow

North Lanarkshire
Oakwood Phase 2, Cumbernauld
Moodiesburn Hotel Site, Moodiesburn

Renfrewshire
Co-op site and Arnotts Building, Paisley

Clackmannanshire
Alva Academy

s
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Delivery of affordable homes

In 2012/13 we completed 299 properties, 256 for social rent, and 43 for other tenures including intermediate
rent and shared equity. This included housing for people with particular needs with 18 amenity flats and eight
wheelchair properties completed across five developments. This comprised:

Social Rent
Shared Equity
and Shared 
Ownership

Intermediate
Rent

City of Edinburgh

King’s Place – Edinburgh 31 27

East Dunbartonshire

Colston Road, Bishopbriggs 18

Taig Road, Kirkintilloch 16

Auchinairn Road, Bishopbriggs
46 (8 for East
Dunbartonshire
Council)

East Renfrewshire

Kirktonfield Road, Neilston 16

Falkirk

Park Terrace, Brightons 10 6

Bellsdyke Phase 2, Larbert 15 6

North Lanarkshire

St Mungo's Gate, Cumbernauld 10 4

Gibb Street, Chapelhall 32

South Lanarkshire

Kirkwood Street Phases 1&2, Rutherglen 24

West Dunbartonshire

Dumbarton Road Phase 2, Dalmuir 38
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The following projects will result in the completion
of 217 new or improved affordable homes in
2013/14:

Argyll & Bute
Dunbeg Phase 1, Oban 25

City of Edinburgh 
Lanark Road West, Edinburgh 32
Greendykes School Site, Edinburgh 28

East Dunbartonshire
Meiklehill, Kirkintilloch 34

North Lanarkshire
Broadwood, Cumbernauld 33

Renfrewshire
Tannahill Crescent, Johnstone 33

South Lanarkshire
Kirkwood Street Phase 2, Rutherglen 32

“Being offered this property was like a dream
come true. I am delighted with the standard
and quality and I especially like the big living
room with bay window and garden”

> Link tenant Jacqueline Main with Link Chair Peter Foreman.
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Providing homes

Helping aspiring
homeowners

Open Market Shared Equity (OMSE)

Link was successful in its bid to administer the
Scottish Government’s Open Market Shared Equity
Scheme (OMSE) in central and southern Scotland
for a further two years (with a two year potential
extension) in the following areas:

Edinburgh, East and West Lothian, Midlothian,
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.

The OMSE scheme is open to priority group
applicants who currently rent from a social landlord
or a local authority, to serving members of the
armed forces and to veterans who have left the
armed forces within the past year. Buyers purchase
an equity stake of between 60% and 90% of the
value of the property and the Scottish Government
funds the remaining stake.

Link has a dedicated team to help applicants
become home owners. The team not only
generates interest for the scheme by targeting
agreed priority groups but also advises potential
buyers, assesses eligibility for the scheme and
processes applications.

Link successfully completed 413 OMSE
transactions in 2012/13.

New Supply Shared Equity (NSSE)

As with the OMSE scheme, buyers take an equity
stake in the property, generally between 60% and
80% of the value of the property.

Link successfully procured and completed
12 NSSE sales within its own new build
development programme. 

New Supply Shared Equity
Developers scheme
(NSSE for Developers)

The NSSE scheme for developers launched by the
Scottish Government in 2011/12 helps those on a
low income onto the housing ladder and also
supports Scotland’s house-building industry to
sustain construction jobs.

Link was selected by 10 developers to provide
administration services throughout Glasgow,
Ayrshire, Kilmarnock, Edinburgh and the Lothians
and the Scottish Borders. The scheme operates on
the same principles as the NSSE scheme.

In 2012/13, Link successfully completed and
processed 58 NSSE for Developers sales.
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Intermediate Rent 

Link2Let was formed in 2012 and has been
successful in marketing and managing all of Link’s
intermediate rent properties.

To meet the changing and increased demand for
affordable rented housing, Link continues to grow
its programme of new homes at ‘intermediate rent’
levels set between a social and market rent. These
homes support Link’s principles of mixed tenure
developments whilst also providing housing options
for people unable to access home ownership
because of the lack of mortgage availability or
because they cannot afford full market rents.

In 2012/13, there were 16 properties available for
intermediate rent in Cumbernauld and Falkirk as
part of Link’s development programme. During this
year there are a further 37 properties scheduled for
development and in 2014/15 this will increase to
190 homes. 

This year Link2Let will also manage properties taken
on as part of the City of Edinburgh Council’s Empty
Homes Initiative which received £750,000 in funding
from the Scottish Government’s Empty Homes Loan
Fund to provide interest-free loans of up to £15,000
to help owners meet the costs of refurbishing their
unused homes.

Once renovations are complete, Link2Let will rent
out the property for between five and seven years 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.

> Link tenant Danielle O’Connell (and Mason).



30 Link Group Annual Review 2013

Providing homes

Helping to meet housing
need of disabled people

With support from Link and the Chartered
Institute of Housing in Scotland, Horizon
commissioned research into housing need
amongst wheelchair-users. 

The report – “Mind The Step: An Estimation Of
Housing Need Among Wheelchair Users In
Scotland” – estimated that there are 119,800
wheelchair-users in Scotland (5.1% of all
households). Of these, one in four says his/her
home is not suitable. It also presents a national
estimate of 17,042 households in significant
housing need (14.2% of all households).

The report highlights the diversity of circumstances
and makes recommendations for more effective and
efficient allocation, adaptation and design of
housing. It suggests how local authorities can better
assess the scale of housing need among wheelchair-
users, that the Scottish Government’s Affordable
Housing Supply Programme must produce a greater
number of new homes suitable for wheelchair-users
and that a greater focus on adapting existing homes
must also be part of the solution. 

Link and Horizon aim to increase their provision of
homes suitable for wheelchair users. In support of
this, a target has been set that, wherever possible,
10% of all new developments should be fully
wheelchair accessible.

In 2012/13, Horizon acquired two fully wheelchair-
accessible properties in Boghall, Bathgate, as part
of its partnership with Almond Housing Association

Chris and Julie Fisher, who bought and adapted a
suitable home with the help of the LIFT scheme
and Housing Options Scotland, described the
impact: “It’s a life-changing experience... with
access to other rooms on a ground floor I can
participate in most aspects of family life and enjoy
being outdoors, for the first time in 12 years.”

and Weslo Housing Management (the West Lothian
Development Alliance) to increase the supply of
affordable housing for rent in West Lothian –
including new housing designed to meet the needs
of wheelchair users.

Access Ownership

Horizon now manages seven Access Ownership
properties on behalf of Link and has assumed
responsibility for the further development of the
Access Ownership scheme. Originally set up
by Link and Housing Options Scotland (using
£1 million of Link’s own funds) the programme helps
disabled people across the country secure
properties on the open market on a shared
ownership basis, thereby helping many people who
would not be able to afford to buy a home outright.
Horizon has now purchased four properties to meet
individual needs in Edinburgh, West Lothian and
South Lanarkshire.

Over the forthcoming year, Horizon will continue
to develop the Access Ownership programme,
with a £300,000 commitment from its own resources
to enable the shared ownership purchase of
further properties.



Bu
ild

in
g 

co
m

m
un

iti
es



32 Link Group Annual Review 2013

Building communities

In addition to providing new and improved
homes, we are committed to activities which
promote mixed, safe communities and help
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. We achieve this by working
closely with individual residents, tenants’ and
residents’ groups, the Scottish Government,
local authorities, health boards, emergency
services, schools and other partners in a broad
range of innovative projects. We strive to
ensure that local communities are at the heart
of the process. 

Community Regeneration

We continue to establish Link as a “community
anchor” by delivering and supporting community
events, developing community assets and working
with community-based organisations to improve
access to support and services. 

Link’s community regeneration team exists to
ensure that Link works with its tenants, their
respective communities and a range of partners
from the statutory and voluntary sectors to develop
and deliver a range of projects and initiatives that
make a positive difference to people’s lives.

Throughout 2012/13, the team successfully secured
funding for a variety of projects and recipients
(totalling £436,000):

• £168,000 funding from the Scottish Government
People and Communities Fund for SmartLiving to
continue to pursue its employability activities with
young people in Falkirk and Fife

• £66,494 funding from Falkirk Council for the Older
Peoples Advice Service (OPAS)

• The final instalment of £150,000 from a total
£1.15m grant from Scottish Government for OPAS

• £81,800 from various RSL and local authority
partners to support OPAS

• £16,653 in capital funding from Scottish
Government People and Communities Fund for
Link’s horticulture project at Blair Castle and
Law’s Close, Kirkcaldy

• £23,637 to establish an IT training suite at The
Bruach which will complement Link’s aim of
increasing digital inclusion for its tenants as
well as providing an IT resource for local groups
and organisations who wish to increase their
digital capabilities
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The team also secured access to a range of
initiatives for tenants including:

• Partnering with Scottish & Southern Energy to
distribute energy-efficient appliances to our most
vulnerable tenants through the Free Appliance
Scheme – 24 successful applicants receiving
goods worth £12,620 

• Starter Packs Glasgow (SPG) – Link has a referral
relationship established so that housing officers
can apply for starter packs for new tenants who
need assistance in establishing their tenancies in
Glasgow, Renfrewshire, East and West
Dunbartonshire, Falkirk, North & South Ayrshire
and North & South Lanarkshire 

• THIS Home Contents Insurance providing access
to affordable home insurance for Link, Larkfield
and Horizon tenants and sharing owners as well
as staff. The cover has been designed to help
tenants insure their belongings as easily as
possible and from as little as £1.33 a fortnight
(under 60s) and £1.02 a fortnight (over 60s) and
82p a fortnight for tenants and residents of
sheltered housing. The take-up of new policies
over the first three months of 2013 was double the
number applied for during the entire previous year.
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Building communities

Throughout the year Link 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, Scottish Mineworkers
Convalescent Trust and local councillors 

• Supporting the Oatlands Development Trust’s
core costs to enable it to continue to examine the
potential for St Margaret’s Church to act as a local
resource centre and to secure Lottery funds for
the development of a substantial play and
recreational facility

• Working with the Kirkshaws Neighbourhood
Centre to develop and submit funding applications
in support of its local employability goals 

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

• Helping Larkfield to purchase a memorial plaque
in honour of 20 Port Glasgow residents who
died as a result of a boating tragedy on the
River Clyde in 1947

• Signing, along with Larkfield and other local
partners, the Armed Forces Covenant which
encourages support for the local armed forces
community working and living in Inverclyde and
recognises and remembers the sacrifices made
by members of the community

• Providing the funds to purchase 200 Green Dog
Walker armbands for pupils at Carmuirs Primary
School. The armbands signify that the children will
always clean up after their pets and it acts a
friendly reminder to other dog walkers to do the
same. Link and Carmuirs Primary School Eco
Group won the ‘Green Dog Walkers Thinking Cap’
award for reducing the amount of dog fouling in
the Camelon area at the Annual Litter Strategy
awards organised by Falkirk Council’s Litter
Strategy team

• Sponsoring and providing new strips for
Stenhousemuir Boys Football Club

• Supporting the Larkfield Children’s Centre Sports
Day and a ‘Kings & Queens’ lunch for the local
parent and toddlers group. Larkfield also held a
Christmas party for the local parents and toddlers
group “Weans World” and a number of tea
dances (in partnership with “Your Voice”
Community Forum) for older local residents 
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Employment & training

The Westminster Government has chosen Welfare
Reform as its route to ‘make work pay’ – but there
are other ways. For example, Link is committed to
paying the Scottish Living Wage to all employees,
not only of Link Group itself but also its subsidiaries.
We were pleased to note the Scottish Government’s
and COSLA’s support for this principle.

As part of our new employability strategy we look at
employment opportunities for staff, tenants and
service users.

A 4-stage employability pathway has been created:
Pre-employment Support, Transitional Employment,
Getting People into Jobs and Workforce
Development. The pathway echoes the Scottish
Government’s Employability Pipeline which
provides interventions that engage with individuals
at all stages of their journey into employment, but in
particular focuses on those that are unemployed.

In the past year:

• We were awarded 19 places from the Community
Jobs Scotland Fund which supports 16-24 year
olds who have been unemployed for six months or
more as well as providing opportunities for
relatively older people in areas where
unemployment is high. We filled all the placements
with the successful applicants joining Link,
Horizon and Larkfield on six-month contracts.

• 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. 17 members of staff have been
trained to become mentors and the first matching
of mentors with mentees is in place.

• We provided work placements for eight high
school students as well as five HNC students
studying Health and Social Care.

• LinkLiving’s Employability Through Volunteering
Projects helped 12 people secure employment
and seven others into further education. In
addition, six volunteer befrienders secured
employment after their involvement with the Fife
RealLiving project.
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Employment benefits in procurement

We actively encourage our contractors to provide
employment and training opportunities through our
procurement process. 

To support our Community Benefits in Procurement
(CBiP) we adopted CITB-ConstructionSkills’ Client-
Based Approach (CBA) into our procurement
processes. This ensures future construction tenders
include commitments to deliver employment and
skills relevant to the project being procured, as well
as bringing added benefits to the local communities
in which we develop.

By adopting CBA, Link became the first Scottish
RSL to qualify as a National Skills Academy for
Construction (NSAfC).

Link’s development at Tannahill Crescent,
Johnstone, Renfrewshire, is currently piloting the
CBA framework with four work placements (16 +
years), an apprentice and a graduate all being taken
on by the contractor, McTaggart Construction, as
part of the benchmarks agreed during the
procurement of the project.

Link is in a strong position to maximise CBiP going
forward given the scale of its development and
investment contracts. We anticipate that during
2013/14 we will significantly increase the levels of
community benefit achievable on our sites, with
targets of 18 apprenticeships and 12 work
placements.

> Colin Culross (Link Group asset management director),
Conor Kirkum (apprentice), Phil Ford (CITB skills strategy
manager), Jordan Devlin (apprentice), Craig Sanderson.
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Volunteering as a route to
employability

At the beginning of 2012/13 LinkLiving’s
SmartLiving project was without continuation
funding. The Scottish Government’s Wider Role
fund was being replaced by a new regeneration
fund called the People and Communities Fund
(PCF). A new application was made to PCF while
Link agreed to “bridge” the funding gap. In
November 2012, SmartLiving was awarded
£168,000 from PCF and match funding was
provided by Falkirk Council and Young Start. This
has provided SmartLiving with a stable funding
position until March 2015.

Meanwhile, SmartLiving had begun to change
direction in order to focus more on employability
outcomes whilst still using the peer education
model as a vehicle to engage young people with the
service. A new course was developed which gives

young people practical employability skills through
volunteering in Falkirk and Fife. Aimed at young
people between the ages of 16 and 25, the 12-week
course helped with skills such as preparing a CV,
public speaking, understanding job advertisements
and completing application forms. 

Despite funding uncertainties, SmartLiving was
nevertheless able to engage with 83 young people
who volunteered a total of 1677 hours and gave
information to 2965 young people throughout
2012/13. SmartLiving also continued to be
recognised, winning CVS Youth organisation of
the year in Falkirk – and one of the Fife volunteers
was awarded Young Volunteer of the Year in the Fife
CVS awards.

> SmartLiving Falkirk team at its new base at
Castings House, Falkirk.
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Building communities

Quality of Life

Horizon delivers Care and Repair Services on behalf
of West Lothian and North Lanarkshire Councils. 

The West Lothian service manages adaptations for
home owners as well as providing small repairs
services, and fitting key safes on behalf of the
Social Work department. This year the service
managed adaptations for 198 people, a 25%
increase in demand. 

Following the successful outcome of a competitive
tendering exercise, Horizon took on the delivery of
the Care and Repair service in North Lanarkshire in
April 2012. From a new base in Airdrie, this service
has helped over 3000 older and disabled people
across North Lanarkshire during the year, with small
repairs and handyperson tasks, allowing them to
live in their homes in comfort and security and with
greater independence. 

The feedback from those who have used these
services has been extremely positive. One happ
client said: “My husband is disabled and cannot
manage to do basic tasks anymore. Having the
Care and Repair services gives us a great deal
of confidence.”

y

The Care and Repair team held a ‘fun day’ in
July 2012 to raise awareness of the services, and
at the same time raised £300 for a Muscular
Dystrophy charity.

This year, working with LinkLiving, the service plans
to develop further volunteering opportunities for the
handyperson service.

Larkfield continued to support two projects in
Inverclyde which provide support and information to
vulnerable tenants.

“Advice 4 All” is a benefits and financial advice
project, delivered by Financial Fitness Services,
which is targeted at individuals who require benefit
and income maximisation advice. Inverclyde’s
“Tenancy Support Project”, delivered by The Mungo
Foundation, provides support and care packages to
vulnerable tenants at risk from losing their homes.

Environment
Link is involved in a number of energy-related
projects to help make our tenants’ properties more
energy efficient and to tackle the issue of fuel poverty.

These include:
• Upgrading 127 inefficient gas central heating

boilers to ‘A’ rated efficient condensing boilers
• Converting 278 electric storage heating systems

to gas central heating with condensing boilers
• Replacing electric storage heating in an off-gas

development of 27 properties with a more efficient
heating system 

• Making a grant application to the Home Energy
Efficiency Programme Scotland to carry out a
range of measures on two mixed tenure
developments. The proposed measures include
external wall insulation, heating upgrades, loft
insulation and window renewal.
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We also completed our first Solar PV installation
focusing our affordable warmth efforts on elderly
tenants in sheltered housing. The tenants of Ben Lui
Place and Glen Lyon Court, Cumbernauld, and Glen
Park Road, Lochwinnoch, will now benefit from
sustainable energy to power their properties. The
solar panels were completed in March 2013 in a
highly successful project, delivered on time and
within budget by Keepmoat working in conjunction
with its sub-contractor, Absolute Solar and
Wind Ltd. 

Working in partnership with Changeworks, Link is
using a combination of sustainable energy
measures and individual advice to reduce
significantly residents’ monthly utility bills. Key to the
success of the project will be the ongoing
monitoring of the tenants’ experiences of the
installations and gathering data, using remote meter
monitoring technology which Changeworks will
provide for the first six months. 

Capacity building
Building the capacity of older people to engage
more actively in their communities is a key element
of Reshaping Care for Older People and LinkLiving
has successfully developed two RealLiving projects
– in Fife and Midlothian – for older people, with
£76,000 funding from the Change Fund. 

In Fife, RealLiving works within the West Fife villages
to recruit volunteers to befriend and run groups for
people over 65 who are socially isolated. Since it
started, the project has brought together 20
volunteers and 25 vulnerable older people, helping
the volunteers increase their skills and confidence
and the older people to become less isolated.

RealLiving Fife also worked in partnership with
Alzheimer’s Scotland to run a Dementia Social Café
in West Fife attended by eight older people. 

The idea for the Midlothian project came from
LinkLiving’s experience in delivering housing
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support to older people in the area. Many older
service users become socially isolated due to poor
transport links, retirement, ill health or family and
friendships dwindling. The project provides one-to-
one and telephone befriending – a cost-effective
and accessible solution both for volunteers and
older people who have limited mobility.

Since the project started 16 volunteers have
provided one-to-one befriending to 11 older people
and provided telephone befriending for another four.

Feedback from volunteers and older people who
use both services has shown that confidence, self
esteem, health and wellbeing have all improved.

It was LinkLiving’s experience of providing
befriending and developing social networks for
people with mental health issues that helped it to
develop these projects. The Fife mental health
project worked with 32 volunteers who provided
one-to-one befriending to 22 people. The volunteers
also ran a breakfast club in Glenrothes for 12 people
and a lunch club in Kirkcaldy for 10 people. Six of
the volunteers have since moved into employment –
five within the Care and Support Sector in Fife.

In January 2013, LinkLiving was awarded £25,000
funding from the Fife Health & Wellbeing Alliance
Health Inequalities Fund to establish a community-
led health project based in Kirkcaldy. The project is
for people who are experiencing mental health
difficulties and the aim is to help them connect with
other individuals within their communities and to link
into health opportunities available within the
Kirkcaldy area.
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Working together

We continuously 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.

Partnerships
Larkfield celebrated its 15th anniversary in 2012.
The organisation and its tenants have benefitted
from its subsidiary status in the group for the past
five years.

Larkfield and Link have worked together to improve
the former Port Glasgow HA housing stock. Since it
was transferred to Link in 2008, around £1.4 million
has been invested to carry out improvement works
including replacement kitchens and bathrooms,
central heating systems, external decoration works
and the installation of door entry systems.

After almost three years as a member of the Link
group, Horizon has developed a new image that
demonstrates the partnership. The new logo
highlights Horizon’s energy and optimism in
tackling the challenges of the coming years.

Both Larkfield and Horizon have been able to make
use of partnership arrangements across a range of
operations including IT, finance and human
resources. 

Link is currently working with developers to deliver
management and maintenance services for National
Housing Trust initiative (NHT) developments in
Falkirk, and the Lothian. The NHT aims to increase
the supply of affordable homes available for
‘intermediate rent’ for people on relatively higher
incomes – and to kick-start “stalled” sites and
thereby create new jobs.
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Link Group Ltd, Big Lottery Fund Scotland and
Social Investment Scotland worked together to
secure a positive future for the former Social
Enterprise Clydebank building in Beardmore Way.

The building, now named The Bruach, is the base
for Link’s west of Scotland team. In future it will also
provide a social enterprise hub offering business
accommodation for local organisations which will
deliver a variety of employability and training
opportunities. In addition, funding from the Scottish
Government’s People and Communities Fund was
secured to equip, fit-out and establish an IT training
suite for computer training and to assist local
tenants to access services on line. Both the letting of
units and the establishment of the IT suite will be
rolled out in 2013/14.

Preventing homelessness
Tenancy sustainment is fully integrated into all our
services and is a part of everything we do. 

We spend a substantial amount of time on pre-
tenancy counselling, ensuring tenants are aware of
the responsibilities of taking on a tenancy and if
appropriate we source support before the tenancy
starts. Whilst this adds time onto our voids, it pays
dividends for our tenants. Over 84% of our tenants
to whom we gave pre-tenancy support are still in
their tenancy after 12 months and we are delighted
that evictions are at an all-time low. 

We recognise the difficulties for some people
moving into a tenancy or where some limited
improvements to common areas can make a big
difference. The housing teams have access to a
tenancy sustainment budget for small scale
interventions that can make a big difference such as
carpets, a cooker and common area improvements. 
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Private Sector Leasing

Link has been managing the City of Edinburgh
Council Private Sector Leasing (PSL) scheme for
two years and has successfully re-negotiated the
terms of the contract to continue the service until
September 2014.

The PSL 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 addition, PSL works closely with colleagues in
LinkLiving who provide support to people with mental
health issues who are housed within the scheme.

In 2012/13 the PSL team:

• Processed 745 voids and re-let properties in an
average of 12 days

• Procured 290 new properties to the scheme

• Completed over 12,000 tenancy visits
• Managed and provided tenancy sustainment with

only one eviction for anti-social behaviour 
• Only handed back 3.5% of the stock compared to

17.02% at the peak of last year

Since Link took over the scheme, 172 new
properties have been added which has generated
an additional annual income to Link of £286,000.

The team has focused on minimising handing back
properties which prove expensive in terms of
resources in moving often settled tenants into new
accommodation and maintaining the property to a
suitable standard in terms of the lease.

The PSL in-house maintenance team deals with
maintenance in all PSL properties, including those
between leases. The dedicated team of 15
manages an average 55 voids a month turning
round each property in three working days. There
has been a substantial increase in tenant
satisfaction with the works that have been
completed by the team. 
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Tenant and customer
involvement – working to
improve our services
We strongly believe that our customers have a
crucial role to play in evaluating what we do to make
sure it meets their needs and expectations. This
involves engaging them in a range of consultation
and service development activities. The number of
tenants getting involved has grown this year with
people from a broader age range and from across a
wide range of different areas showing they are
committed to working with staff to improve services
in their community. We continue to develop our
methods of engagement to make sure tenants find it
easy to make their views heard. This includes
working with the Tenant Participation Advice Service
for independent advice, support and accreditation.

Tenant-led inspection is a way for tenants to
evaluate our services and make recommendations
for change. The tenant-led inspection group
completed a review of our estate management
services in 2012 and influenced and made changes
to how the landscaping contracts are monitored
and delivered. It found a number of service
successes and challenges and it will be inspecting
another service this year. We were overwhelmed by
the level of skills and experience amongst our tenant
inspectors who volunteer their time to work to
improve the organisation. 

Tenants and other customers have also been actively
involved in making changes to the repairs service.
The development of a new in-house repairs team is a
high priority for tenants and we are looking forward to
continuing to working with them to make sure the
new service reaches its performance targets.

Horizon commissioned Research Resource to carry
out a full tenant satisfaction survey and census in
October 2012 comprising face-to-face interviews
with 69% of tenants (560 households). The results
showed that satisfaction levels were higher than in
the 2009 survey for almost every aspect of Horizon’s
services:

• 92% of tenants are satisfied with Horizon’s overall
service – an increase from 83%

• 95% of tenants are satisfied with the quality of its
services – an increase from 82%

• 79% of tenants are satisfied with the repairs
service – an increase from 66%

• 86% were satisfied with the in-house
maintenance team

During the year, Link worked with Horizon to carry
out a Social Return on Investment study on the West
Lothian Care and Repair service. This study is
currently with SROI UK for verification. When
assured this will be the third such piece of work
conducted by Link to be accredited
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Working together

Gearing up for the Scottish
Social Housing Charter 

The Scottish Social Housing Charter 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.

The outcomes are divided into seven sections
that cover:

• Equalities
• Customer / landlord relationship
• Housing quality and maintenance
• Neighbourhood and community
• Access to housing and support
• Getting good value from rents and

service charges
• Gypsies and Travellers and other customers

We have been working closely with tenants, staff
and Board members to make sure we are ready to
meet the challenge of the Charter, including:

• Developing plans for the tenant scrutiny panel
which will play a key role in assessing
performance and recommending improvements
where necessary 

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

• Holding sessions on the Charter at the tenant
conference and participation in other national
events/consultations 

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

• Consultation with tenants on how we measure
our performance, with a priority on the repairs
service measures 

• Board, staff and tenant development sessions on
the scrutiny panel 

• Participating in the Scottish Best Value Network
Charter Customer Reporting Project 
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Local residents groups
and family fun

Registered Tenants Organisations are important to
our engagement with customers and we were
pleased that three new groups were established
last year.

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

In July 2012, 100 tenants joined Link staff on the
annual family trip to Edinburgh Zoo. This was a
great opportunity for staff and tenants to meet and
we were lucky enough to meet the pandas Sweetie
and Sunshine.

Larkfield also organised a trip to Largs for tenants
and residents from Port Glasgow. In September
2012, it held its 3rd annual open day for tenants and
residents of Larkfield. The day was a great success
with over 100 tenants and residents taking the
opportunity to come along and meet Larkfield staff.
Over 30 local agencies were on hand to provide
information and advice on a range of matters
including health checks, finance, dental health,
energy and homeless advice.



Involving service users

A new central Service User Involvement group
called ‘Interlinked’ was established by LinkLiving in
August 2012. The eight LinkLiving service users
involved in the group helped to:

• Create an action plan for the group
• Develop personal objectives for each

group member 
• Provide feedback on LinkLiving’s new

newsletter and website
• Design a leaflet for other service users
• Develop ideas for a service user conference
• Organise a sponsored walk
• Train other service users to participate in

recruitment of staff

Before the loss of the Falkirk LinkLiving service, the
local service user group was very active and went
on outings to the Edinburgh Tattoo, the local
Salvation Army and Forth Valley College. It also got
involved in the redesign of LinkLiving’s new website
as well as recruitment and ‘Health in the
Community’ training.
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> Award ceremony for LinkLiving volunteers and befrienders.
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LinkGiving

In recent years, staff throughout Link have
contributed to local communities by helping to
improve facilities or raise funds through
sponsorship as part of our LinkGiving initiative.

This year, to mark our 50th birthday, we launched
the LinkGiving Trust, a charitable trust with its own
Board of Trustees, to provide a platform for our
philanthropic activities and to facilitate the
distribution of LinkGiving monies for the benefit of
Link communities, tenants and service users. Link
staff have the opportunity to make an application
for an award (of up to £500) on behalf of individuals
or groups. 

The aims of the LinkGiving Trust are to help:

• prevent or alleviate poverty and enhance the 
wellbeing of Link’s tenants, service users and
other stakeholders

• those in need by reason of age, ill-health,
disability, financial hardship or other disadvantage
(including relief given by the provision of
accommodation or care)

• the regeneration of communities in areas where
Link operates, by the maintenance or
improvement of the physical, social and
economic infrastructure and by assisting people
who are at a disadvantage because of their social
and economic circumstance

Since LinkGiving Trust was launched it has helped:

• provide funding for an older couple to buy a living
room carpet for their new tenancy as they were
unable to afford floor coverings. The new flooring
has improved living conditions and insulation in
the home, reducing their spend on heating bills.

• an individual who was proactively trying to return
to work while dealing with mental health
problems. He was going further into crisis as a
temporary work opportunity ended. The Trust
gave a contribution to meet basic travel, clothing
and heating needs to help him stabilise and
continue to seek employment.
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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. In
2013/14 Link plans to invest more than
£34 million in new high quality, affordable
homes for rent and low cost ownership in
areas where they are most needed. 

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,
Community Regeneration, 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 east, central and west
Scotland and the Highlands. It also provides
property management / factoring services to 4,500
owners. Link Housing also provides 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 works with
around 1000 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 1 April
2011. Linkwide was formerly the development and
regeneration arm of Link. It also provided advice
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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 (OMSE) scheme. 

Larkfield Housing Association Ltd is a
Greenock-based registered social landlord which
owns and manages a stock of 396 properties and
provides management services to an additional
550 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 is a national
registered social landlord which 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 819 properties for rent or
shared ownership, integrating homes for wheelchair
users which comprise 25% of its properties. It also
provides factoring services for 31 owners and advice
and assistance to 1500 older and disabled people in
West Lothian through its Care and Repair service
(which expanded to serve older and disabled people
in North Lanarkshire from April 2012).

Lister Square is a company acquired by Linkwide
within which ownership of Link’s new west area
office building is vested.

Link Property was until recently a dormant
company having formerly delivered commercial
(non-charitable) property management services.
Link Property will now be the governing subsidiary
for the newly-formed In-House Trades Team (IHTT).
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