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Our Performance

The Link group of housing, support and regeneration companies offers a wide range of
services to more than 10,000 families and individuals, mainly in Scotland’s central belt. 

Last year we changed the way we report performance to our customers. This helped us to improve
the quality and value of services we provide and focus our activities on what is most important to
you. We are required to do this by the Scottish Housing Regulator (SHR), which monitors our
performance against the Scottish Social Housing Charter (the Charter).

The Charter has seven sections covering:

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

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

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

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

What we have reported on
In 2014 we asked our ePanel (a group of tenants who take part in online surveys to give their feedback
on a range of subjects) what performance information was the most important for us to report. We
also asked for feedback on our 2014 Charter Report Card. As a result, this report focuses on:

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

We have also included:

• How we compare to other landlords
• The previous year’s performance 
• The actions we are taking to improve performance 

We have included in the report all of the 18 indicators set by the SHR. We haven’t included details
on all the Charter outcomes and indicators as we focused on those as recommended by the
ePanel. You can see the full report on the SHR’s website
www.scottishhousingregulator.gov.uk/find-and-compare-landlords
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How we measure our performance
Our performance information comes from a range of sources and in the main was gathered
between 1 April 2014 and 31 March 2015. In the last year we also carried out surveys about
repairs, welfare advice and other services, using our own in-house teams. To double-check the
accuracy of the results we report, we had the Scottish Housing Best Value Network complete a
desktop review.

In both 2013/14 and 2014/15 our performance on most customer satisfaction indicators is based
on the satisfaction survey carried out by Research Resource in 2013 and has not therefore
changed. Nevertheless, customer satisfaction with repairs and with the standard of the home when
moving in is measured using in-house surveys so we have been able to update our performance
on these indicators.

The Tenant Scrutiny Panel also has an important part to play in making an assessment of our
performance. Its role is to act independently and take an objective view of performance against
service standards and Charter outcomes.

Tenant Scrutiny Panel Statement 
“In the past twelve months the Tenant Scrutiny Panel (the Panel) has been very productive in
helping Link to focus its performance on customer priorities. Our first major scrutiny exercise was to
look at communication as the tenant satisfaction survey highlighted this as an area for
improvement. The recommendations we put forward are now part of an action plan for Link moving
forward, aimed at improving contact for all tenants. 

“The Panel also looked at the information submitted to the SHR in April 2015, with a particular
focus on repairs satisfaction as we know this is an area that is a high priority for tenants. We
worked with senior and frontline staff in repairs and witnessed how satisfaction surveys are carried
out. We followed this up with some observations to the Link Charter Working Group and these have
also been taken on board which will result in a more consistent approach to the surveys. 

“All of the Panel, myself included, have acquired new skills. It’s been challenging to remain
objective and focused at times, but there has been great reward in coming together as a team,
getting to know each other and taking pride in what is being achieved. We have also faced
challenges such as the diversity and geographic spread of Link stock and sustaining our
membership. We continue to remain positive and will be running a recruitment drive to encourage
wider representation and diversity in the Panel.

“It’s been a very encouraging and eventful year. The Panel won a TPAS National Best Practice
award in November 2014 for tenant scrutiny of the Charter, an acknowledgment of its hard work
and dedication. Panel members took part in a workshop at the national Chartered Institute of
Housing conference in March 2015 to share their experiences and also organised a study trip to
River Clyde Homes to meet with tenants involved in scrutiny. We managed all of that and
completed the ‘Stepping up to Scrutiny’ national learning programme. 

“We hope you are reassured by the work the Panel is doing and that Link is keen to see positive
change for all of its tenants. If you would like to get involved please contact us by email at
getinvolved@linkhaltd.co.uk or by telephone on 03451 400 100.”

Elsie Boyce
Chairperson, Tenant Scrutiny Panel



4 call 03451 400 100 or email csc@linkhaltd.co.uk

The ratings

We are doing well We could do better We are doing ok

We compared ourselves against two averages:

• Scottish average (provided by the Scottish Housing Regulator which includes all
Registered Social Landlords [RSLs] and councils) 

• RSL average (which is provided by the Scottish Housing Best Value Network and
includes RSLs only) 

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

Tenant Satisfaction

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

Link 
Tenants
2013/14

85%

Link 
Tenants
2014/15

85%

Scottish
Average
2014/15

88%

RSL
Average
2014/15

89%

This figure remains unchanged as it’s based on the survey results from 2013. We know from
feedback that at the time much of the dissatisfaction was about repairs. We have made substantial
changes to our repairs service with the introduction of Link Property (our in-house repairs team)
and we are sure that the roll-out of the service this year will continue to improve satisfaction levels.

In 2015 the Scottish Housing Regulator published research linking the following additional areas to
overall customer satisfaction:

• Good neighbourhood management
• The quality of tenants’ homes
• Having opportunities to participate
• Landlords keeping tenants informed about their services and decisions

We are focused on improving and maintaining good performance in these areas. In 2015 we
launched the new Neighbourhood Commitments which we developed with tenants. Significantly
more of our properties achieve the Scottish Housing Quality Standard than the Scottish average.
We continue to provide increased opportunities to participate through the Tenant Scrutiny Panel,
our ePanel and tenant groups.
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How well we keep tenants informed

CHARTER OUTCOME: Communication
Link manages its business so that tenants and other customers find it easy to communicate
with it and get the information they need about how and why it makes decisions and the
services it provides.

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

Link 
Tenants
2013/14

86.8%

Link 
Tenants
2014/15

86.8%

Scottish
Average
2014/15

89.3%

RSL
Average
2014/15

90.8%

This figure remains unchanged as it’s based on the survey results from 2013. We know that how we
communicate impacts on satisfaction levels. In 2015 the Tenant Scrutiny Panel took an in-depth
look at tenants’ experiences of contacting Link. The Panel gathered its own evidence using a range
of methods such as mystery shopping, telephone surveys, staff shadowing and staff focus groups.
The resulting recommendations have become part of our business planning as we move forward
into 2016. We have already implemented a number of the recommendations including a
programme of shadowing training with housing officers for the Customer Support Team. This will
help the Customer Support Team to improve its knowledge and confidence in dealing with the
majority of housing-related matters. We are also trialling an on-call duty officer for any issues the
support team can’t deal with, as well as reviewing customer service standards and reinforcing our
commitments to our customers.

CHARTER OUTCOME: Participation
Link manages its business so that tenants and other customers find it easy to participate in –
and influence – its decisions at a level they feel comfortable with.

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

Link 
Tenants
2013/14

78.4%

Link 
Tenants
2014/15

78.4%

Scottish
Average
2014/15

79.6%

RSL
Average
2014/15

81.3%

This figure remains unchanged as it’s based on the survey results from 2013. We recognise that
because of the geographic spread of Link tenants across Scotland it may be difficult for some
tenants to travel to consultation meetings and events. We are committed to barrier-free tenant
participation and offer a range of ways for people to influence decisions. For example, we always
offer support if requested to arrange tenants’ meetings in local areas. We held 44 local meetings
this year. We are also developing ways for tenants to get involved through online surveys and using
Facebook and other social media to advertise consultations.
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At the Neighbourhood Commitments consultation we involved over 50 tenants in setting new
standards for neighbourhoods. Tenant evaluation of the briefing information Link provided and
workshop discussions resulted in 100% of respondents rating this consultation as either excellent
or very good (87.5% excellent and 12.5% very good). 

We always want to keep improving tenant satisfaction with the opportunities to participate. This
year we hosted a tenant conference in Edinburgh and supported the establishment of a new group
representing RSL tenants’ issues in the city. We will be reviewing our “Get Involved” strategy this
year to ensure we remain focused on tenant priorities. 

Housing Quality and Maintenance

CHARTER OUTCOME: Quality of housing
Link manages its business so that tenants’ homes, as a minimum, meet the Scottish Housing
Quality Standard (SHQS) by April 2015 and continue to meet it thereafter, and so that when
they are allocated, they are always clean, tidy and in a good state of repair.

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

Link 
Tenants
2013/14

98.6%

Link 
Tenants
2014/15

98.6%

Scottish
Average
2014/15

91.0%

RSL
Average
2014/15

92.8%

We are pleased that almost all our properties have met the SHQS and our performance is
significantly higher than the Scottish average. The majority of incidences of non-compliance occur
because of planning restrictions. There is also a small number of properties which have SHQS
works planned for 2015/16.

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

Link 
Tenants
2013/14

89.4%

Link 
Tenants
2014/15

92.5%

Scottish
Average
2014/15

86.05%

RSL
Average
2014/15

86.9%

We worked with tenants to agree what standards our properties should meet before a new tenant
moves in. These include being more specific about how clean the house is and what repairs should
be done while the property is empty. Tenants’ satisfaction with the standard of their homes when
moving in has increased this year from a percentage which was already above the Scottish average.
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INDICATOR: Percentage
of existing tenants
satisfied with the
quality of their home

Link 
Tenants
2013/14

84.7%

Link 
Tenants
2014/15

84.7%

Scottish
Average
2014/15

85.8%

RSL
Average
2014/15

86.3%

Each year we replace bathrooms, kitchens, boilers, heating systems, windows and doors in many
of our tenants’ homes. We prioritise investment to meet quality standards and spend around
£5million each year on this type of work. Follow-up work from the 2013 survey suggested that
estate management issues could generate dissatisfaction with the quality of the home. We
therefore developed Neighbourhood Commitments with tenants during 2015.

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

Link 
Tenants
2013/14

93.1%

Link 
Tenants
2014/15

95.7%

Scottish
Average
2014/15

89.3%

RSL
Average
2014/15

89.7%

Satisfaction with repairs has continued to increase from 74% satisfaction prior to the launch of Link
Property in 2013 and remains above the Scottish average. With Link Property’s service extended to
all Link tenants in the central belt we will continue to focus on getting it right first time and providing
excellent customer service.

INDICATOR: Average
length of time taken to
complete emergency
repairs

Link 
Tenants
2013/14

4.8
hours

Link 
Tenants
2014/15

3.2
hours

Scottish
Average
2014/15

5.9
hours

RSL
Average
2014/15

4.5
hours

We changed how we arrange repairs to make sure emergency repairs receive the fastest possible
response. In 2014/15 the average length of time taken to complete emergency repairs decreased
and remains shorter than the Scottish average.
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INDICATOR: Average
length of time taken to
complete non-
emergency repairs

Link 
Tenants
2013/14

5.7
days

Link 
Tenants
2014/15

5.2
days

Scottish
Average
2014/15

7.9
days

RSL
Average
2014/15

5.7
days

We have worked closely with Link Property and contractors we use for specialised maintenance
work (such as gas heating, roofing and door entry systems) to reduce the length of time it takes us
to complete normal day to day repairs.

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

Link 
Tenants
2013/14

78.1%

Link 
Tenants
2014/15

88.4%

Scottish
Average
2014/15

90.2%

RSL
Average
2014/15

90.6%

In 2014/15 we focused on this indicator. We are pleased to have significantly improved our
performance and aim to continue to do so in 2015/16. In addition to checking our own records to
see if a repair is completed right first time, we now ask tenants if they have previously reported a
repair so we can base our performance analysis on their experience.

INDICATOR: Percentage
of repairs appointments
kept

Link 
Tenants
2013/14

93.6%

Link 
Tenants
2014/15

96.8%

Scottish
Average
2014/15

92.4%

RSL
Average
2014/15

93.26%

Our performance has improved from last year. We offer morning and afternoon appointments and
have specific arrangements to work around “the school run”. We use appointment planning
software which allows us to track where our operatives are located and plan their jobs better. We
aim to develop the use of this software during 2015/16 to monitor customer appointments.
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Anti-social Behaviour

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

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

Link 
Tenants
2013/14

82.4%

ONNNNE
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Tenants
2014/15

82.6%

Scottish
Average
2014/15

83.2%

RSL
Average
2014/15

83.8%

For every 100 homes, 12.6 cases of anti-social behaviour were reported to Link. This is below the
13.2 cases for every 100 homes last year.

We are pleased to see a slight improvement in this area. We have a robust and detailed procedure
for handling reports of anti-social behaviour which includes keeping the complainant up to date
with any investigations we complete and working closely with partner agencies to resolve any
disputes that arise.

Rents and Service Charges

How we use your rent
It’s needed to ensure we have
money to repair, maintain and
upgrade your home; manage
neighbourhoods; and provide
housing management and advice
services. Your rent also pays the
interest on loans and covers the
cost of building your homes. The
cost is spread over the lifetime of
the properties (“depreciation”).

HOW EVERY £1 WAS SPENT IN 2014/15

Loan finance 19p Management and
maintenance
administration 20p

Planned/cyclical
major repairs 22p

Reactive maintenance
costs 18p

Bad debts 1p

Depreciation 20p
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CHARTER OUTCOME: Value for money
Link manages all aspects of its business so that tenants, owners and other customers receive
services that provide continually improving value for the rent and other charges they pay.

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

Size No. of Link Link Scottish RSL
Properties Tenants Tenants Average Average

2013/14 2014/15 2014/15 2014/15

Studio 287 £60.69 £65.80 £64.03 £67.26
1 Bedroom 2,595 £69.16 £71.54 £68.54 £69.39
2 Bedroom 2,216 £78.24 £80.74 £69.60 £75.71
3 Bedroom 1,006 £85.50 £88.11 £75.69 £83.18

4 bedroom+ 125 £93.17 £96.75 £84.04 £92.61

We are pleased the difference between the average Link rents for one, two and three bedroom
properties and the Scottish average has decreased from last year. The average Link rent is
calculated for all properties of the same size across all of our areas – some properties have
services (such as stair and window cleaning, common grounds maintenance and electricity for
lighting in car parks and common stairs) and some don’t. The average includes all costs for all
house types.

INDICATOR: Rent
collected as
percentage of total
rent due

Link 
Tenants
2013/14

96.2%

Link 
Tenants
2014/15

98.6%

Scottish
Average
2014/15

99.5%

RSL
Average
2014/15

99.8%

This figure is based on the rent we charge and how much of it is collected (former tenant and
current tenant arrears reduce the amount of money that is paid to us). Our performance has
improved from last year. We expect to face challenges with the roll-out of Universal Credit and are
working towards changing how we collect rent to focus on more direct contact with tenants.
We want to make sure that our tenants are getting all the help and support they need to pay their
rent on time.

INDICATOR: Percentage
average weekly rent
increase to be applied

Link 
Tenants
2013/14

3.0%

Link 
Tenants
2014/15

2.0%

Scottish
Average
2014/15

2.7%

RSL
Average
2014/15

2.5%

Although our rents are above average, the increases we applied this year and last year were below
the Scottish average. We are consulting on our rent increase and have engaged the services of
Research Resource to carry out an independent survey.
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INDICATOR: Total rent
arrears as a
percentage 
of rent due for the 
reporting year

Link 
Tenants
2013/14

4.4%

Link 
Tenants
2014/15

4.5%

Scottish
Average
2014/15

5.3%

RSL
Average
2014/15

4.7%

Our rent arrears are below the Scottish average. We continue to help our tenants to pay their rent
on time by offering budgeting advice and benefit checks. We are making sure that those tenants
who may be affected by Welfare Reform are notified. We also offer several methods of payment to
make it as easy as possible for tenants to pay their rent, including a mobile phone app through
Callpay for those who want to pay via text.

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

Link 
Tenants
2013/14

36.5
days

Link 
Tenants
2014/15

31.3
days

Scottish
Average
2014/15

36.8
days

RSL
Average
2014/15

34.5
days

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

Link 
Tenants
2013/14

1.0%

Link 
Tenants
2014/15

0.8%

Scottish
Average
2014/15

1.1%

RSL
Average
2014/15

1.25%

We are pleased that the time taken for us to let properties has reduced this year and our performance
is better than the Scottish average. Properties are now advertised weekly online, with the close of bids
taking place on a Monday rather than a Friday, allowing more people time and access over the
weekend to apply for our available properties.
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We want to know what you think of this report, to help improve the information we provide on our
performance in the future. If there is anything you would like to ask or discuss in more detail then
please get in touch – we would be delighted to hear from you.

We want to work with you to improve services for tenants. Getting involved doesn’t always mean
attending meetings and can include fun days, estate walkabouts and online surveys. It is up to you
how much or how little you want to participate.

If you are interested:

Call Leah Webb, Tenant Liaison Officer on 03451 400 100
Email getinvolved@linkhaltd.co.uk 
Write to Leah Webb, Watling House, Callendar Business Park, Falkirk, FK1 1XR

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

Link Group Limited is a registered society under the Co-operative and Community Benefit Societies Act 2015, Registered Number: 1481 R(S),
Registered Office: Link House, 2c New Mart Road, Edinburgh, EH14 1RL. It is a Charity registered in Scotland, Charity Number: SC001026 and

a Registered Social Landlord with the Scottish Housing Regulator, Registration Number: HAL 148. © Link Group 2015.
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