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1.0 INTRODUCTION   
 
The Link group of housing, support and regeneration social enterprises offers a wide 
range of services to more than 15,000 families and individuals, primarily in Scotland's 
central belt and now extending throughout all 32 local authority areas. 

 
Link comprises a parent company Link Group Ltd – and seven principal operating 
subsidiaries: Link Property Ltd, Link Housing Association Ltd, LinkLiving Ltd, 
Larkfield Housing Association Ltd, Horizon Housing Association Ltd, West Highland 
Housing Association Ltd and Lintel Trust. 

 
This Business Plan sets the vision, strategic framework, expected outcomes, 
performance standards and resource allocations to support our corporate objectives. 
We have produced this Plan to draw on and develop our strength as a group. 

 
The structure of this Business Plan is based on the grouping of strategic objectives 
under our Mission Statement ‘themes’ which act as the guiding principles for all 
activities across the group.  We ensure that our boards focus on their priority areas 
and have included higher-level objectives within this plan – progress against these 
will be reviewed through the year.  Within subsidiaries and directorates, more 
comprehensive Internal Action Plans (IAPs) are used to monitor and track progress 
against strategic and operational outcomes.    

 
Link Group Structure 2018  
 
 
 
 
 
 
 
 
Key:  

RSL  Registered Social Landlord 
RS  Registered Society under the Co-operative and Community Benefit 

Societies Act 2014 
CLS  Company Limited by Shares 
CLG   Company Limited by Guarantee 
SCIO   Scottish Charitable Incorporated Organisation 
 
Dormant Companies 

 

 Linkwide Ltd 

 Link Homes (2001) Ltd  trading as Link Homes Ltd 

 Link Energy Ltd 
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Non Charitable
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Non-Charitable

LinkLiving
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Charitable

Larkfield Housing Association

RS

Charitable
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RS
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RSL
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Charitable
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Charitable
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. 
 Link Group 

Owns the group’s housing stock 
and other assets. It provides 
Asset Management, Business 
Development and Support, 
Communications, Corporate, 
Development, Finance, Health 
and Safety, Human Resources, 
Information Systems and 
Technical services to the whole 
group. The Commercial Services 
division manages the Scottish 
Government’s Help to Buy and 
Open Market Shared Equity 
Schemes and provides factoring 
and property management 
services to Link-owned homes as 
well as delivering contracts in the 
private sector. 

Link Housing Association  
Is one of the largest organisations 
of its kind in Scotland. It is multi-
faceted, providing quality services 
to tenants and owners living in 
various tenures including the 
Private Sector Leasing (PSL) 
scheme for the City of Edinburgh 
Council. Link Housing Association 
has 11 sheltered developments 
and 6514 rented homes in 
management.  A specialist area 
of work is its accredited advice 
service which helps customers 
with benefit, welfare and money 
issues. 

Lintel Trust 
Lintel works with voluntary 
organisations and local 
communities throughout Scotland 
to help provide solutions for 
people in housing need. It awards 
grants to community and 
voluntary organisations for 
housing–related projects. Its aim 
is to encourage and enable 
individuals to live as independent 
a life as possible and to play an 
active part in their communities. 

LinkLiving  
Provides person-centred care and 
support services to people who 
have a wide range of reasons for 
needing support, including mental 
health issues, homelessness, 
learning difficulties, physical 
disabilities, and vulnerabilities 
associated with older age. 
LinkLiving also supports people 
who are experiencing significant 
transitions in their lives such as 
young people leaving care or 
people who are at risk of 
homelessness. 
Service provision includes care at 
home and housing support 
services comprising 
accommodation based and 
outreach support ranging from a 
few hours per week to 24/7 
intensive support arrangements. 
LinkLiving’s service portfolio 
includes award- winning volunteer 
and employability services in 
Falkirk, Fife and Edinburgh which 
have a proven track record in 
supporting people to 
develop their skills and 
confidence. 

Link Property 
Is the governing subsidiary for 
Link’s In-House Trades team. 
Link Property is non-charitable 
and provides property 
maintenance services to Link 
Group Ltd, Horizon Housing 
Association and Larkfield Housing 
Association. Link Property 
provides support to our 
environmental engagement 
project Linkscape. 

Horizon Housing Association 
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 or manages 866 
properties in 12 local authority 
areas across the central belt, 
integrating housing to meet the 
specific needs of wheelchair 
users. Horizon also delivers 
factoring services and Care and 
Repair services on behalf of West 
Lothian and North Lanarkshire 
Councils, providing advice and 
assistance to over 4,000 older 
and disabled home owners 
annually. 

West Highland Housing 
Association  
Based in Oban, its operating area 
covers Lorn and the Inner 
Hebridean Islands where it owns 
or manages 745 houses. West 
Highland Housing Association is 
committed to providing high 
quality, affordable housing that 
meets local needs and which 
supports and helps fragile 
communities in the Argyll and 
Bute area. Working in partnership 
with Argyll and Bute Council, the 
Scottish Government, Link Group 
and others, there are plans to 
continue its significant 
development programme of new 
housing to contribute to broader 
aims of developing sustainable 
rural communities. 
 

Larkfield  
Housing Association 
Is a community-based Registered 
Social Landlord operating in the 
Larkfield area of Greenock. 
Larkfield was formed in 1997 and 
owns or manages almost 1,000 
properties including Link Group’s 
tenancies in Port Glasgow. 
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2.0 VISION, VALUES, MISSION STATEMENT AND OBJECTIVES 

 

Link’s vision, mission and strategic objectives were reaffirmed following the Link 
Group Board’s strategic planning day in October 2017.  
 
Our 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. 
 
Our aim is to help alleviate inequality and improve the lives of more people.  
We will do this by providing homes that people want to live in and by delivering high 
quality services that provide value for money and are affordable – especially to 
people on low incomes. 
 
This vision is underpinned by our mission statement, which provides the guiding 
principles for all of the activities contained in this business plan. 

 
Mission statement   

 

 Providing Homes 

 Building Communities 

 Valuing People 

 Working Together 
 
Our values underpin all our activities, working practices and strategies: 
 
Responsibility – we all take responsibility for our actions  
Empathy – we work hard to understand how people feel as individuals and treat 
them with dignity  
Social impact – we strive to ensure that there is a positive social impact from our 
activities and work with others who share these aims  
Participation – we are proactive in providing opportunities for people to engage with 
us and help us to improve our services  
Equality – we are all equal and different, and we aim to provide inclusive 
environments for work and for living 
Challenge – we challenge ourselves and others towards excellence and innovation 
in all we do 
Transparency – we wish to be open and honest about what we do and how we do it 
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Our Strategic Objectives 
 

Providing Homes 
 

 Build at least 3,200 new homes over the next five years that meet people’s needs 
including expansion into the private rented sector  

 

 Seek opportunities to build low cost, good quality homes for sale 

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

 

Building Communities 
 

 Work with people to improve their communities and contribute to alleviating 
inequality 

 

 Support community development and social enterprises  
 

Valuing People 
 

 Find out from customers what they want from us and use these insights to drive 
service improvement  

 

 Support and encourage more people to reach their potential 
 

Working Together 
 

 Make best use of our resources and use them to benefit our customers by 
benchmarking, reviewing value for money and conducting social impact analyses 

 

 Use our networks to learn from and influence others, and use our knowledge and 
experience to help others to maximise our impact  
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3.0 BACKGROUND AND OPERATING ENVIRONMENT 
 
From its founding in 1962, Link has become a leader in developing and delivering 
innovative homes and services for those in need.    
 
Working with our partners in the Scottish Government, local authorities and 
community groups, Link continues to be at the centre of providing quality driven, 
sector-leading initiatives to improve people’s lives.  This includes providing: 
 

 Housing services 

 Advice services 

 Support and care services 

 Asset management and maintenance services 

 Homes and adaptations for older people and people with disabilities 

 Development of new homes 

 Private Sector Leasing 

 Renting options  

 Factoring 

 Access to home ownership 

 Community investment projects  

 Employment and training opportunities 

 Employability support 

 Managing agency services for the Scottish Government 
 
Link is built upon a consolidated and robust structure with its assets managed and 
developed within Link Group (the group parent) itself, while customer-facing service 
provision is delivered via Link Housing Association, Link Property and LinkLiving.   
Our group structure has added depth, having incorporated Larkfield Housing 
Association (which underpins Link’s community involvement ethos), Horizon Housing 
Association (providing a broader spectrum for people with disabilities), West 
Highland Housing Association (with its rural housing expertise) and most recently the 
Lintel Trust (a charity which supports housing and community-related projects). As a 
key principle, surpluses are reinvested within the group. 
 
We intend over the course of this plan to review our group structure to test fitness for 
purpose going forward. It is also important to note the decision of the Group Chief 
Executive to retire in the near future.  This requires an options appraisal to be 
completed, which will encompass a full review across the group.  The appraisal will 
be carried out by the Link Group Board and discussed with subsidiaries, the Scottish 
Housing Regulator and other stakeholders. 
 
3.1 Economic Climate  
 
Following the EU referendum there has been considerable uncertainty about the 
outlook for the UK and Scottish economies.  In February 2018, HM Treasury1 issued 
new forecasts for 2018 as follows: 

                                            
1
 Forecasts for the UK Economy, HM Treasury, February 2018, Page 3 
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 GDP  1.6% 

 CPI  2.4% 

 RPI  3.3% 
 
The Scottish Government stated that: 
  
“Independent forecasts for the Scottish economy present a mixed picture and 
suggest that GDP will grow by between 0.7% and 1.3% in 2017, with slightly higher 
growth in 2018 of between 0.7% and 1.4%. The range of independent forecasts for 
the Scottish economy is notably wider than in recent years, however the forecasts for 
growth remain below Scotland’s long run trend rate of 2%.”2 
 
The value of Sterling has fallen since the EU referendum.  While this is expected to 
boost export growth over time, it is also increasing the cost of imports to the UK, 
resulting in higher inflation and increased pressure on household budgets. 
  
Against this unsettled economic background, Link continues to operate in a climate 
where welfare reform and economic austerity measures, particularly in the field of 
support and care services, will present challenges in operational and financial 
terms.  Increases in Scottish Government grant levels (in 2013 and 2016) and Link’s 
higher borrowing capacity enable us to continue to produce much needed affordable 
housing.  Link is committed to resourcing its housing service to work with tenants to 
manage the impact of welfare reform as well as maximising opportunities to provide 
more housing for new tenants. 
  
3.2    Brexit 
 
“There has been a growing number of reports suggesting that the process of the UK 
leaving the EU, and the manner and time frame over which the negotiations are 
concluded, could increase economic uncertainty.”3 
 
The UK is scheduled to leave the EU on Friday 29 March 2019.  Three “divorce” 
matters have been discussed extensively – how much the UK owes the EU; what 
happens to the Northern Ireland border; and what happens to UK citizens living 
elsewhere in the EU and EU citizens living in the UK.  Talks are now progressing to 
future relations, including trade, and a plan for a two year “transition” period.  Critical 
issues to be agreed include the single market, the customs union and free movement 
of people.   
 
It is impossible to predict post-Brexit impacts but it is clear that the following are 
areas of potential concern: 
 

 Capacity to continue with the development of social housing 

 Workforce availability, particularly in the construction and health and social 
care sectors 

                                            
2
 State of the Economy, Scottish Government, January 2018, Page 14 

3
 State of the Economy, Scottish Government, January 2018, Page 8 
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 Public and private funding 

 Trade arrangements and availability of materials 

 Potential legal regulation and tax  charges 
 
We will continue to monitor the above and consider appropriate actions as and when 
post-Brexit arrangements are clarified. 
 
3.3 Legislation  
 
The Scotland Act 2016 (section 24) and Social Security (Scotland) Bill 
 
The Scotland Act 2016 received Royal Assent in March 2016 and amends the 
Scotland Act 1998. This Act gives provision for devolved control over certain aspects 
of welfare and housing-related benefit, disability and, carers’ benefits to Scottish 
Government.  These new powers transferred on 5 September 2016.  A number of 
flexibilities to Universal Credit were introduced on 4 October 2017 with claimants 
having a choice to: 
 

 Have the Housing Element paid directly to their landlord. 

 Receive their Universal Credit payment fortnightly. 
 
The Social Security (Scotland) Bill makes provision about social security and was 
introduced on 20 June 2017.  The Bill is currently at stage 1 with evidence gathering 
almost complete.  It is not expected to receive Royal Assent until summer 2018.   
 
The Scottish Government has committed to setting up a new Social Security Agency 
by 2021 to administer the new benefits, employing 1900 staff across two sites in 
Glasgow and Dundee.  Initial commitment is to deliver existing benefits on a new, 
secure and robust IT system before considering any changes. The Scottish 
Government has committed to the following: 
 

 Legislating for the abolition of bedroom tax  

 No civil penalty regime within the benefit system 

 Fixing the redetermination period for reconsideration requests with claimants 
able to instigate an appeal if exceeded 

 In certain circumstances, continuing to pay benefits during the appeal process. 

 No restriction to Housing Benefit for 18-21 year olds 

 Increasing Carer’s Allowance in summer 2018 

 Introducing Best Start Grant and Funeral Expense Assistance in 2019 
 
Housing (Scotland) Act 2014 
 
The Housing (Scotland) Act 2014 received Royal Assent on 1 August 2014 
following a series of amendments during the parliamentary process. Various 
provisions within the Act required secondary legislation or the publication of further 
guidance which has now been developed by the Scottish Government in partnership 
with key stakeholders. 
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Although implementation of the Act was planned for 2017, this has not taken place. 
The Scottish Government has now committed to laying regulations in Parliament to 
bring the provisions of the Act into force during 2018. Its aim is to have training 
presentations and the revised model of the Scottish Secure Tenancy (SST) available 
for housing providers to allow time for a review of policies and consultation with 
tenants. 
 
Once the provisions have been laid, Registered Social Landlords and local 
authorities will have twelve months to consult with tenants, applicants and other 
stakeholders. The other subsidiaries within Link, i.e. Horizon, Larkfield and West 
Highland have agreed to collaborate to produce a standard Link-wide policy to reflect 
the changes within the act. 
 
Letting Agent Code of Practice (Scotland) Regulations 2016 
 
Regulations under the Housing (Scotland) Act 2014 took effect on 31 January 2018.  
These require compulsory registration and adherence to a Code of Practice.  
Provision for this has been made in Link’s Commercial Services Team budget and 
management plan. 
 
Planning Bill 
 
The Planning (Scotland) Bill was introduced on 4 December 2017, and proposes a 
number of changes: 
 

 The definition of the National Planning Framework [NPF] would be amended 
to include the content of the Scottish Planning Policy (SPP) 

 The NPF would become a part of the development plan for every area, 
alongside the local development plan 

 Ministers would have power to direct local authorities to provide information to 
them on matters relevant to the preparation of the NPF 

 The current requirement to review the NPF every 5 years would be increased 
to 10 years and the period for parliamentary consideration from 60 to 90 days 

 
The Bill will now be debated by the Scottish Parliament before being subject to 
detailed scrutiny at Committee.  The expectation is the Bill will receive Royal Assent 
in the 2018-2019 Parliamentary year.  The outcome of this may have implications for 
planning timescales in future developments. 
 
Private Housing Tenancies (Scotland) Act 2016 
 
The Act established a new tenancy framework for the private rented sector which 
includes the mid/market rented homes managed by Link2Let, part of Link’s 
Commercial Services Team. The new private residential tenancy was introduced by 
the Act and commenced on 1 December 2017. 
 
 
 
 

http://www.gov.scot/Resource/0045/00453827.pdf
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Public Bodies (Joint Working) (Scotland) Act 2014 
   
The Act established the legal framework for integrating health and social care 
services in Scotland into 31 local partnerships.  Implementation arrangements, 
including Integrated Joint Boards and strategic plans, have been in place from 1 April 
2016.  These were followed by development of locality plans, required under the 
legislation. Almost two years on, while some impact on the ground is being realised 
in some of the partnership areas, others are finding it much more challenging, 
particularly the shift of resources from hospitals to communities, in a context of rising 
demands from an ageing population.  Particular points relevant to the housing, 
support and care services are: 
 

 Some housing-related functions form part of the integration arrangements.  
Those functions that must be delegated include equipment and adaptations while 
functions that may be delegated include homelessness strategies and advice on 
homelessness. 

 Delivering national health and wellbeing outcomes set out in the Act requires 
people to be supported so that they can live in their own homes for longer, but 
social care and support contracts prices are being badly squeezed by public 
sector cuts, constraining the capacity on contribute. Nevertheless, housing 
providers can make a significant contribution through related housing, community 
and asset management services development. 

The strategic planning process is expected to take account of the information 
contained within local housing strategies; and is required to include a Housing 
Contribution Statement.  Link contributes to discussions with partners in a number of 
key local authority areas to ensure that the importance of appropriate housing and 
related services, as a major contributor to wellbeing, is fully recognised.  This may in 
time bring opportunities for Link to contribute to more practical developments in 
meeting the integration agenda. 
 
Community Empowerment (Scotland) Act 2015  
 
The Act aims to empower community bodies through the ownership or control of land 
and buildings, and by strengthening their voices in decisions about public services.  
The measures include making it easier for community groups to take ownership of 
public sector land and buildings where public benefits can be demonstrated. 
 
Community engagement and involvement remains a central tenet of Link’s approach 
and we will continue to work collaboratively with our community partners to ensure 
that our efforts take full and proper account of local needs and aspirations. 
 
Land Reform (Scotland) Act 2016 
 
The Act aims to address barriers to sustainable development in relation to land as 
well as to improve transparency and accountability of land ownership.  The Act 
includes the following: 
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 A Scottish Land Commission to be set up to review and recommend changes to 
law and policy. 

 Provisions which allow Scottish Ministers to pass regulations requiring information 
on persons with controlling interests who own or lease land in Scotland. 

 Further engagement of communities in decisions relating to land. 

 Right to buy land for community bodies to further sustainable development. 
 
During 2017 provisions of the Land Reform (Scotland) Act 2016 were implemented.  
The Scottish Land Commission was established in April 2017 followed by the 
Scottish Land Rights and Responsibilities Statement of September 2017. 
 
Procurement  
 
The Procurement Reform (Scotland) Act 2014 has made provisions for procurement 
below European Union (EU) thresholds but above certain values for works and 
services. 
 
In summary, the main provisions which are relevant to Link relate to: 

 

 Supporting small and medium enterprises 

 Complying with specific tender requirements 

 Producing annual reports and a procurement strategy 

 Removing health or social care contracts from the requirement to seek offers 

The Public Contracts (Scotland) Regulations 2015 transposed the EU Procurement 
Directive into Scottish Law and governs procurements over EU thresholds and 
includes: 
 

 How to calculate the estimated value for regulated contracts 

 What constitutes a health or social care service for procurement under the 
Regulations 

 The requirement for a contracting authority to exclude an economic operator from 
a regulated procurement on certain grounds of criminal activity 

 
We reviewed these requirements social and economic and published a Procurement 
Strategy for 2017-18.  We will also work to add as much social and economic value 
as possible to our contracts through community benefits in procurement (CBiP) to 
provide training, education and work experience for people. 
 
Link has developed procurement frameworks for consultants and contractors 
specifically to deliver new housing development. The new frameworks are in place 
with a range of RSL partners and local authorities who have subscribed to Link’s 
arrangements. 
 
For other procurement transactions, Link utilises existing procurement hubs and 
frameworks e.g. Procurement for Housing and Scottish Procurement Alliance as well 
as traditional individual tender exercises utilising Public Contracts Scotland.  
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General Data Protection Regulation (GDPR) 
 
The GDPR will apply in the UK from 25 May 2018, updating the existing legal 
framework provided by the UK Data Protection Act 1998. We have prepared an 
action plan to ensure compliance with the Regulation.  Actions we are progressing 
include staff training, awareness-raising with Board, data sharing agreements with 
third parties, data protection audits and review and distribution of more 
comprehensive privacy notices.  
 
Lobbying (Scotland) Act 2016 
 
The Act aims to increase public transparency in relation to face-to-face contact 
between organisations/some individuals and either the Scottish Parliament or the 
Scottish Government.  The Act commenced on 12 March 2018.  Link will keep its 
communications under review to assess if elements are within the scope of 
“regulated lobbying” as defined by the Act, and if so, register these appropriately. 
 
3.4 Classification of Registered Social Landlords by the Office for National 

Statistics 
 
On 29 September 2016, the Office of National Statistics (ONS) announced its 
decision to reclassify housing associations as Public Non-Financial Corporations.  
The potential impacts of this decision included adding all assets and liabilities to the 
public sector accounts, increased influence by government and some degree of 
control over new borrowing.  The Scottish Government responded by proposing to 
legislate to adjust the powers of the Scottish Housing Regulator, to enable the ONS 
to revisit its decision and reclassify RSLs back to the private sector.  The Housing 
Scotland (Amendment) Bill was introduced to the Scottish Parliament on 4 
September 2017.  It includes proposals to: 

 narrow the powers of the Regulator to appoint a manager to an RSL, and to 
remove, suspend and appoint officers of an RSL; 

 remove the need for the Regulator's consent to: the disposal of land and 
housing assets by an RSL; any changes to the constitution of an RSL; and the 
voluntary winding-up, dissolution and restructuring of an RSL, while protecting 
tenants’ rights to be consulted about certain changes; and 

 provide Scottish Ministers with regulation making powers to limit the influence 
that a local authority has over an RSL. 

 
3.5 Freedom of Information Extension 
 
The Scottish Government consultation on a draft order extending coverage of the 
Freedom of Information (Scotland) Act 2002 to registered social landlords closed in 
March 2018.  We responded to an earlier consultation and highlighted the importance 
of an adequate lead-in time to comply with the order.   
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3.6 Scottish Government Budget 2018-19 
 
The Scottish Government budget was passed on 21 February 2018 and builds on the 
September 2017 Programme for Government which outlines the Scottish 
Government’s plan to transform public services and grow the economy.  
 
The headline change in the budget is the restructuring of the Scottish Income tax 
rates and bands.  Instead of the three current bands five will be effective as of 01 
April 2018 at rates of 19%, 20%, 21%, 41% and 46%.  These changes are forecast to 
generate an additional £164m in 2018-19, within the context of the continued 
reduction in the block grant from the UK Government. 

 
Affordable housing also features strongly with £756 million towards investment of 
more than £3 billion by 2021 to deliver 50,000 “affordable” homes.  Given the breadth 
of Link’s activities, the draft budget has an impact not only on housing development 
but also more importantly on our customers – their wellbeing, safety and the 
individual and collective economic vitality of their communities.  Examples of these 
Scottish Government measures include: 
 

 Improving infrastructure, including supporting the procurement of the R100 
programme to deliver superfast broadband 

 Increasing the focus on educational attainment with £120 million over and above 
core education funding 

 Investing £243milion towards the expansion of free early learning and childcare 

 Lifting the one percent public sector pay cap and providing for a three percent 
pay rise for those earning up to £30,000 

 Implementing a public sector pay policy with a requirement to pay the Scottish 
Living Wage 

 Maintaining free personal care and preparing for expansion to include those 
under 65s who require it 

 Transferring £355 million from the NHS to Integration Authorities to ensure 
improved outcomes on health and social care 

 Establishing a £50 million Tackling Child Poverty Fund to trial innovative 
programmes  

 Doubling investment in City Region Deals 

 Delivery of a Baby Box for every child in the first few weeks of life 

 Maintaining spending on welfare reform mitigation 

 Piloting concessionary bus travel to include young modern apprentices and 
young recipients of the proposed new Job Grant 

 Protecting the Small Business Bonus Scheme which delivers business rates 
reductions 

 Skills Development Scotland’s £193 million budget will deliver interventions 
including Modern Apprenticeships, pre-employment training and careers 
services, and will play a central role in the implementation of Developing the 
Young Workforce  

 Investment in the transition to a low-carbon economy 
 



 
 

 
 14 www.linkhousing.org.uk 

 
3.7 Joint Housing Delivery Plan for Scotland 
 
The Joint Housing Delivery Plan for Scotland was published in May 2015 and sets 
out 34 actions designed to refresh and enhance the delivery of  the existing 
Government strategies, “Homes Fit for the 21st Century” and  “Achieving a 
Sustainable Future” (December 2011).  The actions are linked into the Scottish 
Government’s Housing and Regeneration Directorate outcomes and are grouped 
around six topics: 
 

 Supply, Investment and Planning 

 Sustainability 

 Placemaking 

 Independent Living 

 Housing Options 

 Private Rented Sector 
 
Actions in the Link Group Business Plan support delivery plan across the six topics. 
 
3.8 Housing Supply  
 
The Scottish Government is now committed to delivering at least 50,000 “affordable” 
homes by March 2021 with 35,000 being for social rent.  This target represents a 
67% increase in affordable housing supply and is backed by over £3 billion of 
investment.   
 
Link continues to deliver a strong multiple-tenure development programme.  In 2017-
18 we completed 252 new homes of which 199 were social rent, 15 were mid market 
and 38 for shared equity. In response to the Scottish Government’s call for additional 
homes, Link has almost doubled its proposed development programme.  We aim to 
complete 3,200 homes over the next five years. Total expenditure will be £410 
million, including £200 million of Scottish Government grant. 
 
There will be 2,052 houses for social rent and 756 for mid market houses rent as we 
expand our private rented sector offering.  We will also develop 235 for shared 
equity, providing a balanced response to the call for more homes and creating 
sustainable communities through tenure diversification. A further 140 homes will be 
developed for Link’s strategic partners, including local authorities and partner RSLs. 
Our programme recognises the growing need and demand for suitable homes for 
older and disabled people, with a target of 10% of our new homes being built to 
wheelchair accessible standards. 
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A significant on-site construction programme is underway in 2018 comprising: 
PROJECT SR MMR NSSE TOTAL 

Cadzow Avenue, Bo'ness 30 0 0 30 

Granton Harbour 0 132 0 132 

Gilmerton Dykes 30 0 0 30 

Capelrig Road, Newton Mearns 8 0 0 8 

Wauchope Richmond 30 8 0 38 

Albany Street, Oban 8 0 0 8 

Dalmarnock 218 88 50 356 

Salamander Street 0 199 0 199 

Olympia Street, Glasgow 68 0 0 68 

Hillhouse Road, Hamilton 30 0 0 30 

          

TOTAL 422 427 50 899 

 
Large-scale regeneration projects now make up the bulk of Link’s programme 
incorporating Dalmarnock (556 homes), Dunbeg (300 homes), Ravenscraig Hospital 
(150 homes) and Upper Auchintore (in excess of 400 homes). Significant large scale 
MMR projects at Salamander Street, Granton Harbour and Butterbiggins Road will 
contribute to Link’s expanding Private Rented Sector portfolio by delivering 756 new 
homes. 
 
Link takes a robust approach to managing the risks associated with such a significant 
development programme using tested procedures, skilled staff and, ultimately the 
highly effective stewardship of Link Group Board’s Development Sub-Committee. 
 
Link recognises that housing need applies to a variety of tenures and has formulated 
its development programme to reflect the local authority Housing Need and Demand 
Analysis (HNDA) and market analysis outputs in our areas of proposed development 
activity. In its approach Link recognises the critical shortage of suitable properties to 
meet the needs of people with disabilities and has formulated its programme to 
deliver 255 new homes to exemplar space standards which are future-proofed to 
house a range of needs including wheelchair accessibility.  
 
3.9 Subsidy and Tenure  
 
To encourage the development of more social rented housing, the traditional Housing 
Association Grant allowance was increased to a benchmark figure of £70,000 in 
January 2016 (£72,000 for greener homes). For mid market rent, it increased to 
£44,000 (£46,000 for greener homes). Increases in subsidy for rural housing 
development also apply to certain Link developments in Argyll & Bute and Highland. 
 
Link envisages a split of 65% social rent and the remainder servicing other affordable 
housing tenures including MMR and New Supply Shared Equity (NSSE) in its 
proposed development programme during the next five years.  
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Link continues to make best use of subsidy funding from the Scottish Government 
and will receive £200 million during the next five years (which will need to be 
supplemented by £200 million borrowing). 
 
3.10  Reform of the Private Rented Sector (PRS) Tenancy System  
 
The Private Housing (Tenancies) Scotland Act 2016 makes provision for a new form 
of tenancy in Scotland, the Private Residential Tenancy (PRT) and replaces the  
previous Short Assured Tenancy (SAT). 
 
The three main areas of variation to the new tenancy are: 
 

 Removal of the “no fault” grounds for eviction 

 The introduction of rent controls 

 Rent disputes referred to the Rent Officer at Rent Service Scotland, with the 
appeals process now referred through the First-tier Tribunal 

 
Regulations under the Housing (Scotland) Act 2014, (requiring compulsory 
registration and adherence to a Code of Practice), took effect on 31 January 2018.  
Link’s Commercial Services Link2Let Team is now fully compliant with these 
requirements. 
 
Link recognises the intrinsic role that the private rented sector plays in housing 
supply and is also mindful that the proposed increase in regulation could create 
challenges for landlords in the private rented sector. As a regulated body, Link is well 
placed to work with the Scottish Government and local authorities to build a 
significant private rented portfolio, largely delivered from an increase in its mid 
market rent option and also through opportunities as managing agents.    
 
3.11 Energy Efficiency Standard for Social Housing (EESSH) 

 
The EESSH is based on minimum Energy Performance Certificate (EPC) Energy 
Efficiency (EE) ratings, which vary depending on the type of property and the fuel 
used to heat it.  All social landlords are expected to achieve the standard by 
December 2020 and report progress as part of their ARC returns.  The SHR 
recently revised its Technical Guidance on the EESSH indicators. 
 
Link’s efforts in improving the energy performance of our properties and in 
preventing fuel poverty for our tenants are a solid foundation on which to meet 
these standards.   
 
3.12 Health, Social Care and Housing 
 
The population of over 65s will increase by 53% by 2039 and over 85s will increase 
by 100% in that same period.   
 
On current health trends, the population of wheelchair users is set to increase by 
80% by 2024/25, as evidenced in Horizon’s 2018 research “Still Minding the Step?” 
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which estimated and projecting the unmet housing needs of wheelchair users in 
Scotland.   
 
Almost every local housing strategy mentions the impact of an ageing population 
during the next 20 years but there is little connection from this to strategic plans to 
address the impacts in terms of design standards and adaptations. There is, in 
general, far less attention to or understanding of the diverse needs of disabled 
people and their families; of the emerging demographic impact of ageing parent 
carers of disabled adults; of people with multiple and complex needs; or of emerging 
and projected needs in relation to children and young people with disabilities. Only 
16% of local housing strategies identify a target for new homes to wheelchair 
standard.  
 
As strategic plans have emerged from the new health and social care Integrated 
Joint Boards (IJBs), we have seen the expected emphasis on programmes relating to 
delayed discharge from hospital, responding to frailty and dementia in older people, 
supporting prevention of hospital admission and technology enabled care. The IJBs’ 
statements to the Scottish Government on the housing contribution to these plans 
largely focused on describing the current environment and these do not yet reflect 
integrated thinking in relation to shaping the housing contribution to meet protected 
needs.   
 
Link and its subsidiaries have a voice in national and selected local strategy 
discussions relating to disabled and older people and are called upon for their 
experience and expertise.  Horizon is represented on the Scottish Government’s 
Monitoring and Advisory Group for Age, Home and Community: A Strategy for 
Housing Scotland’s Older People 2012-2021 and on the Accessible Housing 
Ambition Group, working with Scottish Government on its commitments under the UN 
Convention on the Rights of Persons with Disabilities and a Fairer Scotland for 
Disabled People.  Horizon represents the Link group on The Good Life Group, a 
group of RSLs and voluntary agencies working to research and propose solutions to 
the Scottish Government for people with complex needs who are accommodated in 
long stay hospitals but with no medical need to be there.  
 
Horizon and Link will continue to support the Scottish Government and local 
authorities in their development of responses to the increasing need and demand for 
purpose-built accessible homes and adaptations to property.  
 
The Scottish Government in December 2017 produced a refresh of its Age, Home & 
Community Strategy for the next five years.  Horizon will continue to contribute to the 
development of national policy and practice, as this develops following completion of 
the Adapting for Change Demonstration Projects and the Help to Adapt pilot.  It is 
particularly well placed to do so, as a result of its Care and Repair services and 
delivery of the Scottish Government’s two year Help to Adapt pilot, which finished in 
March 2017.  
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3.13  Homes for older and disabled people  
 
Horizon provides Care and Repair services to support more than 4,000 older and 
disabled people annually in West Lothian and North Lanarkshire to remain safe and 
well at home. Both services will be re-tendered during 2018/19.   
 
Following conclusion of the Help to Adapt pilot, Link chose to retain and build on the 
skills and experience of its Inclusive Design Team, to optimise inclusivity in its new 
developments and design solutions in its retrofit programme of kitchens, bathrooms 
and adaptations throughout the group. In 2018-19, Link intends to develop a full 
adaptations installation service for tenants, to be carried out by Link Property.   
 
Link is also active in creating new housing tailored for older people.  It has been 
developing proposals for three sites for contemporary housing for older people at 
Ferrymuir in Edinburgh, Hillhouse Road in Hamilton and at Ganavan in Argyll and 
Bute.  Horizon has recently completed homes in Stoneyburn, West Lothian, with 
enhanced design features making the properties particularly suitable for older and 
disabled people. The technical specifications for Link’s Design Guide are being 
further enhanced to respond to the changing needs of older and disabled people. 
 
The Scottish Government published “A Fairer Scotland for Disabled People” in 
December 2016, which set out actions and commitments on which it has yet to start 
delivering. These included increased availability of affordable and accessible 
housing, responding to the needs of disabled people in rural areas, and ensuring 
local authorities set realistic targets for homes to wheelchair accessible standards. 
Only 16% of local authorities currently set any targets.   
 
Horizon’s 2018 refresh of its previous research (“Still Minding the Step?”) 
demonstrated that 17,226 wheelchair-user households had an unmet housing need 
(19.1% of all wheelchair users), and that 25.6% of indoor wheelchair users 
considered their home was unsuitable for their needs.  The research also projected 
needs to 2024-25 based on current and improving health trends, showing an 80% 
increase in the number of wheelchair users, and a rise in unmet need to 31,000 if 
current housing strategies do not address this. Nine recommendations are made, 
including that Scottish Government sets and monitors a national guideline target of 
10% of homes to wheelchair accessible standards; and recognises the social and 
financial return from investing in this.  
 
Link’s impressive development programme for the next five years, aims for 7.5% of 
our tenure types to be built to wheelchair accessibility standards.  In social housing, 
our aim of 10% of the programme to be to wheelchair accessibility standards will be 
exceeded.  Link will continue to maximise its delivery of housing for people with 
disabilities, with a particular emphasis on developing exemplar housing capable of 
meeting both current and future needs. 
 
In 2016, Horizon conducted an evaluation of its Access Ownership programme which 
allows disabled people to part-own a home which meets their needs. This 
demonstrated that the financial model is robust and scalable.  Some initial funding 
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has been secured through intra-group lending to enable Horizon to expand the 
programme. 
 
Austerity measures disproportionately affect disabled people: national statistics, 
Department of Work and Pension (DWP) figures, and research from the Centre for 
Welfare Reform describe the extent of this.  Link’s additional resources for welfare 
rights and money advice, employability and digital inclusion support are a vital 
corollary to its capital investment in supporting equality, diversity and inclusion of 
disabled people. 
 
3.14 Low Cost Home Ownership  
 
Low-cost Initiative for First Time Buyers (LIFT) shared equity schemes help first-time 
buyers on low to moderate incomes to buy a home. There are two main shared 
equity schemes: 
 
 Open Market Shared Equity (OMSE) – helps first-time buyers to buy a home on 

the open market 

 New Supply Shared Equity (NSSE) – helps first-time buyers to buy a new-build 
home from Link built as part of a multi tenure approach to development. 

 
Open Market Shared Equity Scheme (OMSE) 

 
Link has administered this scheme on behalf of the Scottish Government since 2007.  
During 2017, following competitive tender, our role was expanded.  We now 
administer this scheme throughout the whole of Scotland rather than in selected local 
authority areas.   

 
Help to Buy 
 
The Help to Buy Scotland schemes are shared equity schemes designed to help first 
time buyers, and existing home owners, to buy a new build home from a builder who 
is registered with the scheme. There are two schemes: 
 
 Help to Buy Scotland – helps first time buyers and existing homeowners to buy 

new build homes in Scotland from a participating home builder 

 Help to Buy Small Developers – helps people buy a new build home from small 
and medium sized house builders 

Link successfully tendered for Help to Buy in March 2018, extending its reach by 
adding Western Isles and Orkney to its existing provision. The contract runs to March 
2019 with a possible two-year extension and the following areas will now be 
administered by Link: 
 

 Edinburgh, East Lothian, Mid Lothian, West Lothian, Scottish Borders and Fife 

 Glasgow, East Renfrewshire, Renfrewshire, East & West Dunbartonshire and 
Inverclyde 

 Angus, Clackmannanshire, Dundee, Falkirk, Perth & Kinross and Stirling 

https://beta.gov.scot/policies/homebuying/help-to-buy/
https://beta.gov.scot/policies/homebuying/low-cost-initiative-for-first-time-buyers/
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 North and South Lanarkshire, North, South and East Ayrshire, Argyll & Bute 
and Dumfries & Galloway 

 Western Isles and Orkney 
 
3.15 Community Investment 
 
Link’s approach to community is focused on increasing and improving opportunity 
and tackling inequality. As such it has an excellent fit with the Scottish Government’s 
Fairer Scotland Strategy and the associated Fairer Scotland Action Plan (FSAP 
2016) which lists 50 actions to be achieved in the next 14 years.  The FSAP is 
constructed around the key themes of: 

 A fairer Scotland for all 

 An end to child poverty 

 A strong start for all young people 

 Fairer working lives 

 A thriving third age 

Through its business practices and commitment to community investment, Link 
contributes to achieving successful outcomes across all five themes. 

In March 2017, Link launched its Community Investment Statement.  This sets out 
five themes and actions Link will take to meet identified outcomes:   

 Employability and workplace skills development 

 Digital participation 

 Maximising investment 

 Social enterprise support and development 

 Capacity building and increasing social capital 
 
As a leading social enterprise, our experience serves us well in continuing to 
contribute towards the aims and outcomes of the Scottish Government’s 10-year 
Social Enterprise Strategy which it launched in 2016. 
 
3.16 Homelessness   
 
Link Housing Association’s contribution to alleviating homelessness is well 
documented.  Since 2010, the Private Sector Leasing contract managed by Link 
Housing on behalf of the City of Edinburgh Council (CEC) has accounted for 3% of 
the private housing market in Edinburgh, accommodating 1470 families and 
individuals who are in priority housing need.  In light of our strong partnership with 
CEC, we were pleased to accept the recent offer of an extension to deliver the PSL 
contract until 2020. 
 
Changes to the social security system and increased income tax implications for 
landlords, however, are having an adverse effect on sustaining the PSL model in its 
current form.  Last year, Link Housing worked closely with colleagues in CEC, 
analysing and reviewing alternative models to formulate an effective response to 
homelessness in Edinburgh. 
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In mainstream housing in 2016-2017, 22% of the applicants housed by Link Housing 
were assessed as statutory homeless.  While this is lower than the Scotland’s 
Housing Network (SHN) average of 25%, it is an improvement on previous years.    
 
Link’s contribution to alleviating homelessness is likely to grow through the changes 
to the allocations policy which will be introduced as part of the Housing (Scotland) 
Act 2014. The number of “reasonable preference” categories will be cut from five to 
three which will raise the priority for this vulnerable group in comparison to the other 
categories of “unsatisfactory living conditions” and “under-occupation”.   
 
3.17 Tenancy Sustainment  
 
The percentage of Link Housing tenancies sustained for more than a year (87.8%) 
was slightly below the Scotland’s Housing Network (SNH) average for Registered 
Social Landlords (RSLs) (88.6%).  Evictions and abandonments (expressed as a 
percentage of stock) are higher than the SHN average.  Over the next year Link 
Housing will reintroduce annual tenancy visits and increase the time spent on pre-
allocation work and ongoing tenancy sustainment.   
 
Anti-social behaviour cases reported in 2016-17 continue to be in the region of 10%-
11% of total stock (or around 600 cases), and, whilst there are in-house trained 
mediators dealing with cases, the number of complaints received remains higher 
than we would wish.  Link Housing will be reviewing the Anti-Social Behaviour Policy 
and approach during 2018-19. 
 
3.18 Welfare Reform  
 
Working with our customers to mitigate the adverse impacts of Welfare Reform 
continues to be a priority for Link.  The detail surrounding the welfare reform agenda 
is extensive and frequently changing and it is challenging to keep up-to-date.  In 
summary, the changes that impact most on Link and our customers are:  
 

 Full Digital Universal Credit (UC) is continuing but on a revised and delayed 
timetable.  Full Digital UC requires almost exclusive use of online facilities by 
claimants.  All new claims will be to Full Digital UC once this goes live.  Planned 
migration of the existing legacy benefits claims to Full Digital UC is expected to 
commence in 2019 and take at least three years to complete.  When required to 
do so, existing claimants will have to make a new claim to UC. Link will support 
vulnerable tenants affected by the roll out of Full Digital UC. 

 The following changes to UC were announced in the autumn budget: 

1. Abolition of the 7 waiting days from February 2018 

2. Claimants can claim 100% advance before their first payment of UC 
with this repaid over a 12 month period. This was introduced in January 
2018 
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3. A two week run on of Housing Benefit for claimants in receipt of HB 
immediately prior to a new claim to UC with this coming into effect in 
April 2018  

 The Scottish Government continues to provide financial assistance to tenants 
affected by under-occupancy regulations. Most local authorities are continuing 
the Discretionary Housing Payment support automatically. It is understood that 
Scottish Government has agreed a process to mitigate under-occupancy through 
a legislative amendment. The timescale for this is not yet known.  

 Migration of existing Disability Living Allowance awards to Personal 
Independence Payments (which has a stricter assessment) is ongoing with many 
tenants experiencing either a reduction or a complete withdrawal of their awards. 
Tenants often require assistance to make the required claim for Personal 
Independence Payments and increasingly require further assistance to challenge 
decisions that reduce or remove awards.  There are further issues with the DWP 
misunderstanding of the classification of sheltered housing with some tenants 
having PIP payments withdrawn incorrectly. Link is offering support to affected 
tenants to have this reinstated. 

 The planned extension of restrictions to Local Housing Allowance (LHA) rates to 
local authorities and registered social landlords has been abandoned by the UK 
Government.  

 Although the LHA restrictions planned for sheltered and supported housing are 
now scheduled for sometime in 2019-20, there is very little detail currently 
available. 

 The Benefit freeze is planned to continue until at least 2020. This sees working 
age weekly benefit entitlements frozen at 2015, rates resulting in a year-on-year 
fall in affected tenants’ incomes in real terms. Increases in inflation further 
compound the adverse financial implications of this measure.    

Recent developments in Welfare Reform:  
 
1. The Scottish Government introduced the first of its new powers in October 2017.  

These include increasing the frequency of UC payments and giving claimants the 
choice to have their rent paid direct to their landlord.  This raises practical 
administrative issues such as collection of more frequent payments, the impact 
on existing payment arrangements and the increased additional Allpay charges 
to Link.  This will result in increased workloads and associated costs. The 
flexibilities are only available to claimants in Full Digital service UC areas and 
can only be requested after the first benefit assessment period.   

2. The Scottish Government published its Social Security Bill in June 2017.  The Bill 
is currently at Stage 1 and not expected to become law until summer 2018.  The 
Bill legislates for the formation of a Social Security Agency in Scotland employing 
1500 staff across sites in Dundee and Glasgow with an additional 400 staff 
based locally to assist claimants face to face.  
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The actions Link has taken include:  

 A restructure of service provision with the aim of enhancing advice and 
assistance to mitigate the impacts of welfare reform on tenants. 
 

 A review of the Rent Arrears and Debt Collection Policy. 
 

 A review of the arrears process to maximise rent collection. 
 

 The completion of a Welfare Reform Strategy which sets out how we will 
minimise the negative impact of Welfare Reform on our tenants and manage our 
rental income. 
 

 A survey of Link tenants and ongoing individual advice to tenants affected by 
Welfare Reform. 

 

 Extensive communication with tenants via tenant newsletters, information on 
Link’s website and participation by advice staff at tenant events. 

 

 The provision of a Welfare Reform consultancy service to the Scottish Federation 
of Housing Associations and Partners for Inclusion. 

 

 The provision of information on Welfare Reform to the Link Group Board. 
 

 The continuation of its Welfare Reform Strategy Group, which meets to discuss 
Welfare Reform issues. 

 

 The establishment of a Welfare Reform Communications Sub Group to ensure 
effective information and advice is provided to tenants. 

 

 A review of internal systems better to record and report on Universal Credit and 
rent payments to affected tenants. 

 
The approach taken by Link to Welfare Reform has minimised adverse impacts on 
customers and the organisation.   
 
Significant aspects of the Welfare Reform programme are yet to be implemented and 
further reforms have already been proposed by the UK Government.  
 
It is likely to be 2020 before the Scottish Government takes on full devolved 
responsibilities in relation to social security matters.  The Scottish Government aims 
to progress the Social Security Bill through Scottish Parliament by summer 2018. 
This may be beneficial to both Link and its tenants, although this may also create 
challenges in relation to our resources and costs.  
 
Link needs to maintain and improve on the progress made to mitigate adverse 
impacts to ensure that tenants are able to access support and advice easily.  Welfare 
Reform will continue to be a key focus during the period of this Business Plan. 
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3.19 Regulation and Scrutiny  
 
3.19.1 Housing Services 
 
The Scottish Housing Regulator (SHR), which is directly accountable to the Scottish 
Parliament, was established in April 2011.  The RSLs within the group each have 
separate responsibilities to meet SHR expectations and establish their own scrutiny 
arrangements.  Link itself is deemed to be of “systemic” importance. 
 
The original Scottish Social Housing Charter was introduced in April 2012 and a 
revised Charter came into effect from April 2017.   The SHR’s current Regulatory 
Framework was also introduced in 2012 and in January 2018 it started a review with 
the publication of a discussion paper.  Proposals in the paper include the introduction 
of Annual Assurance Statements for all landlords, with a programme of visits. 
 
Link’s Tenant Scrutiny Panel was set up in April 2013 to review the service provided 
to Link Housing tenants. It acts independently and in the interests of tenants.  Its 
purpose is to scrutinise service delivery and performance and to work to drive 
forward improvements.   The Panel’s work to date has included reviews of Link 
Housing’s process and standards for re-letting properties, tenants’ experiences of 
communicating with Link, planned maintenance and gas servicing.  It also witnessed 
how Link completes repairs satisfaction surveys and reported its recommendations to 
Link Group.  In November 2016, the Tenant Scrutiny Panel won the Chartered 
Institute of Housing Scotland’s “Excellence in Scrutiny” award.  This is the second 
award that recognises the achievements of the Tenant Scrutiny Panel, having also 
won the “Best Practice in Developing Tenant Scrutiny of the Charter” award from the 
Tenant Participation Advisory Service Scotland in 2014.  

 
Link Group submitted its fourth Annual Return on the Charter (ARC) in April 2017 
and in October 2017 we published “Our Charter Report Card” for all Link tenants.  
Link has integrated the ARC and Scottish Social Housing Charter outcomes into its 
performance reporting framework.  In addition to working closely with the Tenant 
Scrutiny Panel, we have: 

 

 Established a staff ARC Group which reports to Link’s Senior Management 
Group.  The Group considers each indicator Link must report on, focusing on the 
data available and how the data can be verified. 

 Appointed the SHN (Scotland’s Housing Network) to complete an onsite 
validation of specific ARC indicators. 

 Included ARC indicators in Link’s quarterly performance reports to the Board. 

 Participated in Charter working groups and Value for Money benchmarking 
through the SHN. 

 Completed independent customer satisfaction surveys to inform the ARC. 

 Carried out ongoing customer surveys on satisfaction with reactive repairs and 
the standard of the home when moving in. 

 
We are also mindful that the Housing (Amendment) (Scotland) Bill, developed in 
response to the Office for National Statistics reclassification of housing associations 
as Public Non Financial Corporations, will have implications for regulation. 



 
 

 
 25 www.linkhousing.org.uk 

 
3.19.2 Care and Support Services 
 
LinkLiving’s care and housing support services and Link Housing’s sheltered housing 
services are inspected by the Care Inspectorate, a scrutiny body which supports 
improvement and works to ensure people receive high quality care that meets their 
needs, rights and choices. 
 
New Health and Social Care Standards, which set out what people should expect 
when using health, social care or social work services in Scotland, were published in 
June 2017.  The standards seek to provide better outcomes, ensure people are 
treated with respect and uphold basic human rights. 
 
The objectives of the 146 standards (not all of which apply to us) are to drive 
improvement, promote flexibility and encourage innovation in how people are cared 
for and supported. 
 
From 1 April 2018, the standards will be taken into account by the Care Inspectorate, 
Healthcare Improvement Scotland and other scrutiny bodies in relation to inspection 
and registration of health and care services. 
 
The Scottish Social Services Council (SSSC) is the regulator for the social service 
workforce in Scotland.  All support workers in care at home services and housing 
support services are now required to register with the SSSC by 2020, while staff who 
took up these roles after 2 October 2017 must register within six months of their start 
date.  Registration is compulsory and employers may be committing an offence if 
they employ a support worker who has not registered within the relevant timescales. 
 
3.20 Employability at Link  
 
Link’s Employability Strategy is integral to its ambition to alleviate inequality and 
through its implementation, has made significant advances in contributing to 
Scotland’s employability agenda. Responsibility for implementation of the strategy 
and its associated action plan lies with the Employability Working Group, a corporate 
group led by LinkLiving whose membership comprises representatives from across 
the Link group.   
 
We aim to improve the employability of tenants, service users and local communities 
through our role as a direct provider, indirectly through our procurement process and 
through our long standing commitment to working in partnership with national and 
local organisations.  Our role as a large employer places us well to extend our 
workplaces to people on placement, trainees and apprentices as well as enhancing 
the career and employability prospects of our own staff team and volunteers.   
 
We have embarked on an ambitious programme to increase the range and volume of 
support we provide to people who need assistance and support to get into 
sustainable employment. As a measure of our ambition in this field, we recently 
launched the Link Academy; which demonstrates our approach to employability 
support and improves the facilities used to deliver services. Managed and staffed by 
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LinkLiving’s Employability Services, the Academy building in Falkirk will provide a 
base for the development of our future employability activities throughout the country.   
 
Current and future employability initiatives include: 
 

 Participating as a host employer for the Community Jobs Fund Scotland and 
the City of Edinburgh Council JET (Job Education and Training) Programme 

 The creation of internships, graduate trainee positions and graduate work 
placement opportunities within the organisation  

 The provision of Modern Apprenticeship opportunities including in business      
administration, housing, social care, landscaping and trade skills 

 The growth of Trade Apprenticeships delivery through Link Property 

 The continued commitment to Link’s mentoring scheme which gives those      
completing work placements and Modern Apprentices the opportunity to 
increase their personal development 

 Digital employability workshops for tenants including the award of City and 
Guilds qualifications for participants 

 Delivery of a number of successful Employability Support initiatives including 
LinkLiving’s  Step On, Step Up, Link to Work and Workable  

 Link Group’s accreditation as a SQA Centre and the ongoing development 
and delivery of a suite of SQA qualifications to link in to employment 
opportunities in the local job market. A recent addition to our portfolio was the 
development of the Tenancy and Citizenship Award where modules focus on 
tenancy sustainment and development of personal and practical employability 
skills.   

 A growth in community benefits in procurement and community enhancement 
initiatives to provide employment, skills and training opportunities as part of 
Link’s expanding housing development programme  

 Volunteering opportunities provided through LinkLiving’s Employability 
Services and RealLiving projects and Horizon’s Care and Repair services. 

 Development and provision of programmes designed to provide support to 
those “hard to reach” groups experiencing specific barriers to gaining and 
sustaining employment. Examples include: support to Syrian refugees through 
the Integration Hub in Edinburgh; support to those experiencing multiple 
barriers through the delivery of Steps to Resilience, a specialised personal 
development, health awareness and wellbeing programme.   

 
3.21 Finance and Lending  

The impact of the development programme is that a total of £200million of subsidy 
funding will be required over the next five years.  
 
The existing revolving credit facility (RCF) loans of £45million will be fully drawn 
down over the next year. Long term funding of £180million will be required in years 
two to four.   This significant increase in funding can be comfortably accommodated 
in terms of Link’s loan covenants. 
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3.22 Uncertainties  
 
Our review of the context in which we operate has highlighted a number of areas 
which may have an impact to a greater or lesser extent.  These include: 

 

 Post-Brexit arrangements 

 Predicted long term low economic growth 

 Continued austerity measures 

 Potential impacts of the Scotland Act 2016, particularly with regard to social 
security and tax raising 

 Rising tender costs and (linked to) availability of skilled construction labour  

 Inability to recruit/retain sufficient numbers of development staff  

 Impact of welfare reform and the continued roll out of Universal Credit 
 

We will continue to maintain an overview of developments in these and other relevant 
areas. 
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4.0 PREVIOUS PERFORMANCE 
 
In preparing this Business Plan, we carried out a review of how well we performed 
against the objectives and targets during 2017-18.  A full performance review is 
covered in the Annual Review and the Annual Accounts but a summary of 
achievements is listed below. 
 

Providing Homes: 

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

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

What we achieved in 2017-18: 

 Completed 252 new homes  

 Progressed a programme of works to achieve the EESSH by 2020, with 90% 
of stock achieving the standard in 2017 

 Independent value for money review of Link Property which concluded 
positively 

 Successful tender to administer OMSE and HTB schemes on behalf of the 
Scottish Government throughout Scotland 

 Expansion of Link Property’s role to include kitchen and bathroom replacement 

 Asset review of Link’s 12 sheltered housing developments 

What we did not achieve in 2017-18: 

 Expansion of land bank 

Building Communities:   

 Work with people to improve their communities 

 Support social enterprises through our purchasing choices and provide help to 
organisations that share our social enterprise principles 

What we achieved in 2017-18: 

 Establishment of Link’s Inclusive Design Team 

 Increased provision of new jobs through community benefits in procurement 

What we did not achieve in 2017-18: 

 Expansion of our range of apprenticeships to include foundation and graduate 
apprenticeships 

Valuing People:  

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

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

What we achieved in 2017-18: 

 Launch of Service First project with focus on the creation of a customer self-
service portal and remote functionality on mobile devices for staff 

 Formation of a new Learning and Development Team 

 Achievement of the Gold Standard in tenant participation from TPAS (Tenant 
Participation Advisory Service) 

 Investors in People and Investors in Young People Gold awards; Investors in 
People Health and Wellbeing award at High Performing level and Healthy 
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Working Lives gold award 

What we did not achieve in 2017-18: 

 Launch of new Learning & Development Strategy 

 Development of online customer portal    

Working Together: 

 Help more people to fulfill their potential through employment, training or 
volunteering 

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

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

What we achieved in 2017-18: 

 Initiated Link Housing staff restructure which seeks to resource front line and 
locally-based services in response to the roll out of Universal Credit 

 Launch of the Link Academy which provides a person-centred approach to 
employability 

 Development of impact measurement of Link’s services including the social 
impact of Link’s employability programme 

 Agreed a definition of value for money for consultation 

 Launch of three ICT&D projects – Information Management, Technology and 
Service First 

What we did not achieve in 2017-18: 

 Review of proprietary value for money tools to assess fit with Link’s activities 
2017-18    
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5.0 KEY ASSUMPTIONS 

 
Various key assumptions have been used in the preparation of this plan. These are 
based on a sensitivity analysis of a range of variable financial considerations which 
have the potential to impact on Link’s operations, activities and operating surpluses. 
These same assumptions are based on a broad range of strategies which outline 
specifically Link’s intention to meet its business and strategic objectives.  
 
5.1 Inflation 
 
Link anticipates inflation to average 2.5% throughout the five-year business plan 
period. From year 6 on, inflation has been assumed at 2%. 
 
5.2 VAT 
 
VAT duty at 20% has been used when establishing costs associated with delivery of 
this business plan. 
 
5.3 Interest Rates  
 
Economic forecasters expect a gradual rise in base interest rates over the next few 
years. In year one of the Business Plan, Link has projected that one month LIBOR 
(London Interbank Offered Rate) (the rate for Link’s variable rate loans) will be as 
follows: 

 1.0% in 2018-19 

 1.5% in 2019-20  

 2.25% in 2020-21  

 2.85% in 2021-22 

 3.25% in 2022-23 

 3.5% from 2023-24 onwards 
 
Based on these rates and forecast long-term borrowing costs, Link has assumed a 
total average borrowing rate of 4.12% to apply to Link’s borrowings from year 6 
onwards.  
  
Link aims to maintain between 50% and 80% of its borrowings in fixed interest rates. 
Interest costs on these loans are not affected by short-term reductions/increases in 
Base and LIBOR rates. 
 
5.3 Key Financial Covenants 
 
Under the terms of its borrowing facilities, Link is required to maintain two key 
financial covenants, Interest Cover and Gearing. The former measures the extent to 
which Link’s net income can cover interest costs and the latter the proportion of debt 
against net assets and reserves.  
 
With Interest Cover, Link has to ensure that its net income is at least 110% of annual 
interest payments. Link comfortably exceeds this figure, demonstrating the capacity 
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Link has to invest and fund projects, either in revenue cost terms or through 
additional borrowings. This position is further strengthened by Link’s low gearing 
ratio. Link has to ensure that its borrowings do not represent more than 50% of the 
historic cost of completed housing properties. As Link has a low gearing, this means 
that there is a significant capacity to borrow further to invest in capital projects. 
 
5.4 Development Programme 2018-23 
 
The development programme comprises projects approved by the Scottish 
Government, the City of Edinburgh Council and Glasgow City Council under Transfer 
of Management of Development Funding (TMDF). 
 
Link manages its programme expenditure profile accounting for grant and other 
income (including sales) using the CAPEX schedule.  
 
CAPEX identifies Link’s overall financial commitment for Development funding, 
accounting for subsidy, sales (NSSE) income and development of 140 housing units 
for other partners. 
 
The programme is defined by two classifications of projects – completions and 
approvals.  The detail of the programme is attached in Appendix 5. 

  
The Programme Profile tables outline the development projects and their relative 
approval status in terms of local authority approved Strategic Housing Investment 
Programmes (SHIPs) and Scottish Government programme agreements. 
 
Link monitors the impact of developing new schemes carefully, particularly as the 
volume of new schemes increases as a proportion of Link’s total portfolio. The 
current programme has been tested with all known cost information, revised grant 
allocation and private finance requirements.  In addition, each project is fully 
appraised by a robust risk management process at pre-acquisition and pre-tender 
stage – both of which are subject to Development Sub Committee approval. 
 
Link completed 252 properties in 2017-18. The current programme (2018-23) 
identifies a significant commitment to the provision of affordable housing and has 
again secured Link a sizeable share of Scottish Government funding throughout 
Scotland. 
 
Link’s completions over the period of this plan are: 
 

Year of completion Number of homes 

2018-19 177 

2019-20 496 

2020-21 2107 

2021-22 298 

2022-23 105 

 
This demonstrates Link’s commitment to affordable housing provision and producing 
one of the largest development programmes in Scotland, thereby making a 
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significant contribution to the Scottish Government’s ‘More Homes’ target of 
delivering  50,000 affordable homes by 2021. 
 
Expenditure during the five years to 2023 will be £410million including £200 million of 
Scottish Government grant. 
 
Link’s land has been used successfully to pump-prime the current programme, which 
has exhausted all available developable land. It is intended to increase acquisition 
levels in the period of this plan to maximise the land bank and government funding 
for the programme beyond 2021. 
 
5.5 Rents  
 
Link does not utilise a fixed point in time to determine rent increases but, in preparing 
the budgets, refers to forecasts of what the average rate of inflation will be in the 
forthcoming financial year and what income is required to fund our planned activities. 
Our aim is to balance affordability of rents for our tenants with the need for continued 
investment in properties and services. No minimum rent increases are employed and 
no real rent increases are assumed. A full consultation on the 2017-18 rent increase, 
including a feature article in the tenant newsletter and a face-to-face survey of 455 
tenants, took place and the outcome was a decision to increase rents by 2.8% from 
April 2018. 
 
Rent setting for Link’s Market Rent and Mid Market Rent tenancies will be carried out 
in accordance with Link's Mid Market Rent Policy and applicable legislation, taking 
account of market conditions and any applicable Rent Pressure Zones that may be 
introduced in future. 
 
5.6 Housing Support and Care  
 
Significantly reduced public spending continues to impact on the housing and support 
sector with fewer resources to cope with demand, and downward pressures on cost 
continuing to play out in the commissioning, procurement and tendering of support 
and care services.  
 
The integration of health and social care has been a long standing policy goal for 
successive administrations in Scotland. The Public Bodies (Joint Working) (Scotland) 
Act 2014 supports the Scottish Government’s intention to integrate parts of the health 
and social care system in order to improve the experience and outcomes of the 
people that use these services.  We expect our engagement with partners in the 
health and social care arena to continue to ensure that we can contribute to this 
agenda and engage with any emerging opportunities arise from the integration 
process. 
 
5.7 Operating Surplus  
 
Link expects to generate an operating surplus throughout the Business Plan period, 
which is sufficient to finance a substantial planned maintenance programme and 
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cover loan interest charges.  The projected level of operating surplus will ensure that 
Link comfortably meets its loan covenants.  
 
5.8 Asset Management  
 
The overall purpose of the Asset Management Strategy is to provide a robust 
framework within which informed decisions can be made that ensure the long-term 
future of Link’s stock while contributing to sustaining the communities in which they 
are located. 
 
Link’s new Asset Management Strategy was approved by the Board and reviewed 
and commended by the Scottish Housing Regulator (SHR) in January 2018. The 
strategy identified a range of properties requiring some specific interventions; from 
improving lettability/energy efficiency to disinvestment and disposal for properties 
that were uneconomic to maintain within Link’s portfolio.   
 
The strategy comprises: 
 

 a detailed asset performance review dovetailed with environmental and socio-
economic factors to establish a baseline score for each scheme 

 a methodology of weighting and scoring the assets reflecting these indicators 

 a defined ranking of Link stock  

 an activity plan to ensure an appropriate solution is developed for lower ranked 
schemes 

 
5.9 Scottish Housing Quality Standard 
 
Link delivered on its commitment to achieve the Scottish Housing Quality Standard 
(SHQS) by March 2015. There were however a list of exemptions and abeyances 
which required notification to the (SHR). In our 2015-16 ARC, we identified 63 
properties for exemption and 20 properties for abeyance which leaves a total of 83 
which do not meet the standard (just over 1% of Link’s stock). 
 
During the course of 2017-18, progress was made on abeyances – disposing of one 
property and carrying out works on 12 others. The remainder are at a stage where all 
reasonable and viable measures have been taken and we expect these to be 
reclassified as exemptions. 
      
The exemption list contains properties included in our ‘Dispersed Stock Disposal 
Strategy’ which has been approved by the SHR. Of the 26 ‘dispersed properties’, 11 
have been reassigned to mid market rent and 3 have been sold. The remaining 12 
social rent properties are all located within the City of Edinburgh and the strategy for 
disposal has been discussed and agreed with the council and Scottish Government’s 
Housing Investment Division. 
 
Link’s Asset Management Strategy provides detail of housing stock which has been 
fully assessed for viability and determined for disposal.  
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While maintaining the SHQS, the challenge ahead is to meet the Scottish 
Government‘s Energy Efficiency Standard in Social Housing (EESSH) which will 
require energy efficiency in certain dwellings to meet higher standards than the 
SHQS. Link has assessed that the higher energy efficiency benchmark means that 
433 properties require some form of intervention to improve the energy efficiency.  
These are classified below in SAP banding ranges: 
 
 

Current Rd 
SAP Range 

No of 
Properties 

% of 
failure 

 10 - 19 0 0 

20 – 29 1 0.2 

30 – 39  5 1.1 

40 – 49 12 2.8 

50 – 59 119 27.5 

60 - 70 296 68.4 

Totals 433 100.0 

 
 

No. Failing Properties by RdSAP Range 
 
The following table details the current breakdown of EESSH failures and the ongoing 
investigation works and proposals that are being considered to achieve compliance. 
 
 

Current EESSH Planning Status No. Properties 

Biomass being installed 6 

Double glazing to be fitted 3 

Edinburgh dispersed stock 12 

Flat roof – Consideration for insulation 9 

Further on-site assessment required 97 

Gas infill planned 2017-18 5 

Gas infill recommended, incorporated in 
programme up to 2020 

12 

Limited options, possible exemptions 31 

Proposed quantum storage heater solution 4 

Resurvey requested from Lochalsh & Skye HA 1 

Desktop study of future options being 
undertaken 

174 

Investigation for HEEPS:ABS funded project, 
Port Glasgow 

72 

Suitable for potential upgrade 7 
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5.10 Greener Homes 
 
To develop further Link’s ambition for increased sustainability in its new building 
programme, all new build development is constructed to the ‘silver standard’ (‘Active’ 
1 and 2) of sustainability standards for all current and future new-build development 
projects.  
 
5.11 Investment Review of Planned and Cyclical Maintenance 
 
As part of the asset and investment planning review, the five-year and 30-year 
investment programmes have also been assessed. The review has established that 
investment and maintenance requirements can be achieved with current income and 
that further procurement efficiencies could reduce expenditure in the medium to 
longer term. Minimising contractor profit on materials and eliminating VAT from 
labour costs will be advanced as Link Property (Link’s in house maintenance 
contractor) expands to undertake kitchen and bathroom renewals as well as 
adaptations. 
 
A fundamental review of existing sheltered housing stock was carried out to 
determine whether current retirement housing provision is fit for contemporary living 
and if any particular investment is required.  The exercise included an in-depth 
consultation with residents. A detailed review of each development identified some 
basic upgrading requirements which are underway or planned, through to a full 
disposal of one site. Kilsyth Road was formally approved by the Board for disposal in 
March 2018, following a successful re-housing of remaining residents, making way 
for a redevelopment of the site to provide general needs affordable housing. 
 
5.12 Resources  
 
Link recognises that staff resources are key to our successful performance and that 
this requires significant on-going investment in employment and employee 
development costs.  For that reason we intend to keep our use of staffing resources 
under review in relation to service needs. Link will continue to invest in supporting 
and developing our staff team and board members to meet the needs and aspirations 
of the organisation.  Our commitment to being a responsible, progressive and 
supportive employer is reaffirmed in this business planning period and we will 
continue to maintain our reputation in this field by retaining our gold awards for 
Investors in People, Investor in Young People and Healthy Working Lives, and our 
recognition as an Investor in Diversity and Investor in Volunteers. 
 
5.13 Stakeholder Plan  
 
Key to achieving Link’s business objectives are successful interactions with its 
stakeholders. In recognition of this, a detailed stakeholder plan has been produced 
as an addendum to this document which allows the mapping and monitoring of our 
partners and relationships. 
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6.0 BENCHMARKING 
 
The aim of benchmarking is to improve performance by comparing agreed indicators 
and, more importantly, discussing the practice behind the statistics.  We use a range 
of benchmarking groups and information sources – the Annual Return on the Charter 
(ARC), Scotland’s Housing Network (SHN) and the Rowan Group (a consortium of 
Edinburgh-based RSLs).   
 
The SHN and ARC results are widely used as an indicator for national performance.  
The ARC has also given us the opportunity to compare our performance with local 
authorities as well as RSLs.  We report benchmarking information to our Boards and 
use it to inform actions to improve services.   
 
In November 2016, we completed a new customer satisfaction survey, which 
informed the May 2017 ARC.  We also used in-house surveys to report on 
satisfaction with the repairs service and the standard of our home when residents 
move in. 
 
During 2017, we consulted with the Tenant Scrutiny Panel about how it would like 
performance reported to tenants.  Following this consultation a streamlined Charter 
report card, which also highlighted the work of the TSP was published in October 
2017.   
 

 = reduction in performance = performance static   = improved performance 

6.1 Customer Satisfaction 
 

Customer satisfaction with 
Link’s overall service 

Link results Scottish Average 
 89.45% 95.03% 

 

Customer satisfaction with 
Link’s repair service 

Link results Scottish Average 
 97.84% 90.57% 

 
6.2 Average Rents 
 

Average weekly rent 
 

Link results Scottish Average 
 £80.28 £74.44 

 
Link’s 2017/18 rent increase of 2.7% was above the Scottish average (2.29%). 
 
6.3 Rent Arrears 
 

Gross rent arrears 
 

Link results Scottish Average 
 3.14% 5.3% 

 
The percentage of rent Link collected as a percentage of the rent due () was above 
the Scottish average (%). 
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6.4 Tenancy Sustainment 
 

Tenancies sustained for 
more than a year 
 

Link results Scottish Average 

 87.82% 89.04% 

 
6.5 Lettings 
 

Average re-let time (days) 
 

Link results Scottish Average 
 42.9 days 31.54 days 

 
6.6 Homelessness 
 

Link lets to homeless 
applicants 

Link results Scottish Average 
 20.4% 29% 

 
6.7 Factoring 
 

Customer satisfaction with 
Link’s factoring service 
 

Link results Scottish Average 

 63.91% 67.38% 

 
Link’s average management fee (£) was below the Scottish average (£) 
 
6.8 Repairs 
 

Average time (hours) to 
complete an emergency 
repair 
 

Link results Scottish Average 

 
2.55 4.66 

 

Average time (days) to 
complete a reactive repair 
 

Link results Scottish Average 

 7.31 7.09 

 
Link also kept more appointments (98.66%) than the Scottish average (94.4%).  
These results indicate the effectiveness of Link Property. 
 
6.9 Adaptations 
 

Average time (days) to 
complete adaptations 
 

Link results Scottish Average 

  49.71 days 51.8 days 

 
Since the introduction of the Inclusive Design Team managing Stage III Adaptations 
(Q2 2017) and Link Property delivering the improvements (Q1 2018), a targeted 
reduction in time to complete the works is planned. 
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6.10 Complaints Handling 
 

% of first stage complaints 
that Link responded to 
within SPSO timescales 
 

Link results Scottish Average 

 
95.8% 87.26% 

 

% of second stage 
complaints that Link 
responded to within SPSO 
timescales 
 

Link results Scottish Average 

 

100% 81.8% 
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7. 0 VALUE FOR MONEY 
 
Definition 
 
Value for Money (VFM) is integral to all our activities.  Our approach is an inclusive 
one which takes account of communities and future tenants as well as existing 
tenants and service users. This view of VFM was explored in the 2015 Chartered 
Institute of Housing (CIH), Wheatley Group and HouseMark Scotland report “How do 
you know if you are providing Value for Money: Defining, managing and 
demonstrating Value for Money in Scotland”.    
 
We will use this inclusive approach as a basis for developing a VFM statement.  
During 2018-19, we will consult with the Tenant Scrutiny Panel on our proposed 
definition: 

 
“Delivering high quality services while adding social value and making the most of 
our assets.” 

  
What we have done 
 
We are committed to adding social value and achieving community benefits for a 
range of stakeholders.  We use impact measurement tools to help us understand the 
difference we make.  During 2017 we completed an impact measurement of Link’s 
employability programme.  This used the Social Value Bank, which provides 
monetary values for outcomes, and the web-based tool Value Insight.  We will 
develop the use of impact assessment during the period of the Business Plan. 
 
Our tenants’ views on VFM are critical to developing an inclusive approach.  While 
our September 2017 customer satisfaction survey reported a number of areas where 
satisfaction is significantly above the Scottish average, the percentage of tenants 
who felt that their rent represented VFM (65%) had fallen from our previous survey 
(78%) and is below the Scottish average (82%).  Therefore our December 2017 rent 
increase consultation included questions on VFM to help us understand our tenants’ 
views.  Respondents stated that the most important priority for them concerning VFM 
was how easy they found it to afford their rent payments; this was followed by how 
good our repairs service is. 
 
The insights we have gained from the 2017 surveys will support our discussions with 
the TSP.  In addition to our own surveys we will continue to review data provided by 
the VFM benchmarking model developed by the SHN (Scotland's Housing Network) 
and the analysis published by the SHR on the ARC. 
 
Our satisfaction surveys have confirmed the importance of affordable rent payments 
and a quality repairs service for tenant views on VFM.   Last year we developed our 
understanding of these issues by completing an affordability analysis of Link Group 
rents using the SFHA affordability tool and commissioning an independent VFM 
assessment of our in-house trades team Link Property. 
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The VFM assessment reviewed Link Property’s economy, efficiency and 
effectiveness using peer performance comparisons.  It reported Link’s performance 
as “good”, “very good” and “excellent” against each performance measure.   
 
Our rent affordability analysis of 21 local authority areas used the SFHA affordability 
tool which is based on a moderate incomes approach and reports on a RAG (red, 
amber, green) classification.  We found that 43 (78%) property types were green 
rated (with average rents less than 25% of net moderate income), a further 11 (20%) 
were amber rated (with average rents between 25% and 30% of net income) and one 
property type was red rated at 30.3% of moderate income.  We will repeat this 
assessment during 2018, following an SFHA update of the income information. 
 
Actions 
 
We have performed well in a number of VFM areas.  We maximised our income by 
reducing rent arrears to 3.14%, which is below the Scottish average of 5.3%, and 
have maintained high standards with our repairs service.  We achieved 97.8% 
satisfaction with repairs and built on the success of Link Property by expanding its 
role to include the replacement of kitchens and bathrooms.  We have identified areas 
where we can potentially improve VFM: 
 

 Voids 

 Lettings 

 Recruitment 

 Factoring 
 
We will consider these and other areas during 2018-2020 and carry out reviews 
based on areas we expect to yield the greatest improvements. 
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8.0 STRATEGIC FRAMEWORK 
 
Link has agreed a set of strategic aims which have been used throughout the group 
to develop detailed action plans which incorporate higher level objectives and more 
operational objectives pertinent to the relevant subsidiaries and directorates. This 
approach allows for the inclusion of high level, reportable items as well as at a 
subsidiary and directorate level, allowing for the requisite level of detail without 
having to operate parallel plans. 
 
The plan is based on the outputs from our Strategy Day, (involving Link Group Board 
members, subsidiary convenors and senior staff) in October 2017.  The Board 
supported using the guiding principles of our Mission Statement as an appropriate 
test of the relevance of the proposed objectives against the aims, values and vision 
of Link.   
 
The objectives were then tested by the Senior Management Group and Managers.  
We aimed to ensure that our objectives were written in a way that was meaningful to 
our customers, employees and other stakeholders.  Our operational plans ensure 
that we are able to translate strategic objectives into actions that demonstrate our 
ability to deliver services and support to people at a local level which help achieve 
our aim of alleviating inequality.  
 
This refinement process resulted in the objectives (set out on the next page) which 
allow all areas of the group to consolidate their strategic priorities for year 2018-19 
and beyond. 
 
  

 
Vision 

Business Plan Objectives 

Subsidiary / Team 
Objectives 

Individual Objectives (Job 
plan) 
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STRATEGIC OBJECTIVES 2018-2023 

Providing Homes 
 

 Build at least 3,200 new  homes over the next five years that meet people’s 
needs including expansion into the private rented sector  

 

 Seek opportunities to build low cost, good quality homes for sale 
 

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

 

Building Communities 
 

 Work with people to improve their communities and contribute to alleviating 
inequality 

 

 Support community development and social enterprises  
 

Valuing People 
 

 Find out from customers what they want from us and use these insights to drive 
service improvement  

 

 Support and encourage more people to fulfill their potential 
 

Working Together 
 

 Make best use of our resources and use them to benefit our customers by 
benchmarking, reviewing value for money and conducting social impact analyses 

 

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

 

 

Providing Homes 
 

 
Link’s approach to providing homes goes far beyond bricks and mortar - people and 
placemaking are central to our new build agenda but equally within our existing 
neighbourhoods.  We believe that it is our responsibility to provide housing that 
allows individuals and families to feel safe, where their wellbeing and good health are 
encouraged by their physical surroundings. It can stimulate a positive sense of place-
making and provide opportunities in both training and employment – a key 
consideration of our development plans.  
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Our new Asset Management Strategy sets out our priorities to ensure Link’s 
residential portfolio remains fit for purpose and has the appropriate level of 
investment to ensure its long term contribution to stable communities. Link’s 
completed sheltered housing assets review set out particular improvements, one 
significant disposal and subsequent site re-provisioning. 
 
The implementation of our Design Guide aims to ensure that developments are 
future-proofed and support sustainable and inclusive communities.   The input of our 
new Inclusive Design Team has already contributed to improvements in inclusive and 
accessible design and will continue to enhance our ability to achieve our aspirations 
in terms of delivering a proportion of new homes to wheelchair accessible standards 
and improving the accessibility of existing housing stock.  
 
A restructure within the Asset Management Team has prepared Link for a greater 
focus on asset compliance e.g. ensuring safety of gas and electrical systems 
(mitigating fire risk) and management of Asbestos and Legionella) by dedicating 
resources to this. The planning of investment has also been enhanced and a specific 
resource has been identified to ensure energy and sustainability is considered in the 
homes we provide – both new and existing assets - but also in the way Link conducts 
its business corporately.  
 
Build at least 3,200 new homes over the next five years that meet people’s 
needs including expansion into the private rented sector. 
 
Link remains committed to maintaining its track record of developing accessible, high 
quality, affordable housing for those most in need.  We continue to be very 
successful in securing grant funding for new projects and, with the benefit of  a 
significant  funding focus, social housing development continues to be the mainstay 
of the programme. Effective private finance is also an essential element of Link’s 
development programme and Link’s recent Standard & Poor’s Credit “A+” rating will 
ensure the most cost-effective long term funding to support its increase in housing 
provision. 
 
Our broader commercial activities - combined with our principle of reinvesting 
surpluses - further support our aims of developing affordable housing and providing 
quality, affordable support services.  We will continue to explore new commercial 
ventures which would increase our capacity to develop more homes and services. 
 
Building on our success of 252 new build completions in 2017-18, we remain 
determined in our efforts to continue developing affordable homes to help meet the 
increasing levels of need.  In 2018-19 we have the potential to deliver 177 new 
homes continuing our contribution to tackling the country’s affordable housing need. 
Our development programme continues to increase significantly: 
 

 2019-2020 - completion of  496 new homes  

 2020-2021 – completion of 2107 new homes  

 2021-2022 – completion of 298 new homes 

 2022-2023 – completion of 105 new homes. 
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A significant push to meet the March 2021 ‘More Homes’ target means that a focus 
on mobilisation of larger projects in earlier years impacts on the completions in years 
2018-20. Conversely, year 2021 has a massive programme of completed unit 
numbers to maximize outputs and programme expenditure. 
 
Our programme includes the advancement of four major development and 
regeneration projects, Link’s development at Dalmarnock Riverside in Glasgow has 
now broken ground with an advanced infrastructure works package, which will 
provide 556 homes over a seven-year period. As lead developer, Link will work in 
partnership with McTaggart Construction to deliver 356 affordable homes and 200 
private homes.  
 
In Dunbeg, Oban we will build on the successful delivery of 75 new affordable 
homes, and the first successful drawdown of Scottish Government Housing 
Infrastructure Funding to support Phase 3 of delivering 300 affordable homes which 
commences later in 2018. Link maintains its control of a mixed use commercial area 
via land options transferred from WHHA which forms an integral part of the Dunbeg 
delivery strategy. Development partners have been engaged which includes securing 
suitable commercial interest. In order to deliver a tangible and attractive solution, 
further infrastructure funding needs to be secured to allow for the formation of a 
roundabout and distributor road.  These will give access to the remainder of the 
planned homes and to the commercial zone within the development.  
 
Link’s acquisition of the former Ravenscraig Hospital in Inverclyde plays an important 
part in the delivery of a sizeable development programme in the area. It is significant 
not only in scale but also because it is the result of  a strategic arrangement between 
the Scottish Government ‘More Homes’ division and the NHS, supported by Link to 
achieve the land transfer at a nominal transfer value. The development of family 
housing for social rent will be delivered by Link in partnership with Oak Tree Housing 
HA as part recipient of the new homes, with the remainder to be managed by 
Larkfield HA. 
 
Link has also successfully entered into an arrangement with Lochaber HA to acquire 
development land and to access associated subsidy to support the delivery of around 
400 new homes at Upper Auchintore, Fort William. Link’s track record in 
development and ability to manage complex sites in partnership with a local housing 
association proved invaluable in securing this opportunity. A reciprocal arrangement 
for housing management and maintenance services will be agreed with Lochaber HA 
to add to Link’s existing assets in Fort William. 
 
Link maintains its strategy to increase delivery of its market-facing housing product. 
Building on the success of an established Mid Market Rent (MMR) portfolio, Link will 
develop its MMR offering in specific high pressure market rent areas with acquired 
sites at Salamander Place (214 units) and Granton Waterfront (137 units) in 
Edinburgh and Butterbiggins Road, Glasgow (186 units). 
 
Link’s success in promoting existing development land and achieving project 
approvals has resulted in the landbank being expended.  To pump-prime future 
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development activity, a £10million land bank fund and associated feasibility funding 
will be required. 
 
As part of our ongoing commitment to contribute to equality and inclusion, Link will 
continue to maximise the supply of new social housing which is accessible to people 
with disabilities. This goal is challenging and we envisage that securing the 
investment for this level of provision of housing for disabled people will require more 
evidenced-based campaigning.  Horizon will continue to work with local authorities to 
achieve our aims. The current five year development programme allows for 255 (or 
12%) exemplar/wheelchair affordable rent properties which exceeds our overall 10% 
programme target and contributes significantly to increasing the supply of fully 
accessible homes.   
 
We aim to investigate and bring forward new models of housing for older people. 
Having successfully delivered a new initiative to develop a mix of retirement housing 
comprising amenity social housing and affordable housing for sale in 2017, new 
offerings are being developed in South Queensferry, Falkirk and Hamilton.  Ganavan 
in Oban is planned to deliver a new form of community retirement housing, featuring 
homes for alternative tenures and potentially a collaboration with West Highland HA 
and the local authority in delivering an integrated extra care housing development. 
 
Together with five other housing associations, Link continues to meet its pledge with 
the City of Edinburgh Council to provide 8,000 new affordable homes in the city 
during the next ten years.  A significant increase in confirmed supply and a continued 
dialogue with developers is intended to enable a sizeable contribution to the pledge 
in future years. 
   
Ensure Link homes are well maintained, efficient to heat and are adaptable as 
people’s needs change 
 
Link will continue working to secure opportunities which will allow its design principles 
to be realised - that is ensuring placemaking is central to design enhanced with high 
quality standards.  To help achieve Link’s design aspirations, we will continue to seek 
input from tenants and work in close partnership with design professionals, local 
authority partners and our newly-established adaptations consultancy. Link’s Design 
Guide will be refreshed in 2018-19 and will be informed by all its relevant 
stakeholders.  
 
Ensuring an efficient and cost effective repairs service delivery continues to be 
central to our business and strategic aims as well as achieving high levels of 
satisfaction with our customers. Following the successful rollout of Link Property to 
deliver reactive and void repairs (supported by ISO 9001:2015 quality assurance 
accreditation), it successfully delivered 260 kitchen and 250 bathroom renewals.  
With similar undertakings in 2018-19, it will now also deliver Stage III Adaptations. 
This service will be part of a one-stop-shop incorporating the design and 
administration by the Inclusive Design Team combined with delivery by Link Property 
operatives. The aim is to achieve further value for money savings as well as a 
significant improvement in waiting time for adaptations. 
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Linkscape is our environmental improvement team, and was established to work with 
Link customers on specific schemes that required a targeted partnership approach. 
Its scope and impact were further enhanced with additional resources employed in 
2016.  We will continue to expand the reach and impact of Linkscape by engaging 
with tenants to work together to improve their neighbourhoods. 
 
Fuel poverty continues to be an area of concern across the group, and we know that 
many of our tenants and customers face difficult decisions when prioritising 
expenditure on housing, food or heating. Link will continue develop its new homes to 
‘silver’ sustainability standards in an effort to mitigate the effects of future volatility in 
the utility supply market. In addition, Link’s revised Rent Setting Policy will account 
for energy efficiency standards within the rent pointing system to reduce rents in 
poorer performing properties. The appointment of a dedicated Energy & 
Sustainability Officer will enhance Link’s response to tackling fuel poverty, increasing 
energy efficiency and improving Link’s corporate sustainability.    
 
A review of the new EESSH has identified further investment in some of Link’s stock 
– which is more than previously needed to achieve SHQS. Current investigatory work 
has established that 433 of Link’s housing assets would fail the new EESSH without 
any form of intervention. Of that figure 90% will be improved planned maintenance 
improvements whilst the remainder may only achieve EESSH with a combination of 
more stringent measures to achieve the 2020 target. As part of the Asset 
Management Review, decisions will be taken on whether a disposal strategy is 
appropriate, as these properties will invariably be high value but poor in energy 
standards. 
 
As a general principle, Link will continue to seek renewable heating solutions to 
minimise the impact of fuel costs and support environmental impact considerations. 
 
Across the Link group, we continue to explore routes to develop, remodel and 
reintroduce alternative tenures which would provide a viable option for people who 
are unlikely to access homes for outright purchase or social renting. To broaden our 
tenure portfolio, we will introduce significant volumes of MMR homes to our existing 
stock by developing 756 new properties bringing the PRS portfolio to over 1200 
properties. We will continue to ensure that any proposals can be robustly tested in 
relation to financial viability both from Link’s perspective and from that of potential 
customers.   
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Where we are 
now 

Activity Measure of 
Success 

Objective this 
will help us 
meet 

Risk(s) 

1. Major 
regeneration 
projects have been 
identified in  
Glasgow 
(Dalmarnock)  
Argyll & Bute 
(Dunbeg)  
Inverclyde 
(Ravenscraig) and  
Highland (Upper 
Auchintore, Fort 
William)  
 

Develop large scale 
regeneration  
project with a design 
led focus for each 
area identified 
 
 
 
Secure community 
benefits from 
procurement 
 
 
 
 
 
 
 
 
 

Achieve site start 
and post contract 
delivery 
programme 
 
 
 
 
Finalise and share 
with partners 
project CAP 
detailing CBiP and 
Community 
Enhancement 
projects 
associated with the 
project to 
maximise local 
gain 
 

Build at least 
3200 new homes 
over the next five 
years that meet 
people’s needs 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Projects fail 
to deliver on 
their primary 
aims 

2. Current 
Strategic 
Development 
Framework (SDF) 
in place to deliver 
more than 2855 
properties in the 
next 5 years 

Build housing in 
accordance with 
Link’s SDF with a 
focus on design, 
welfare reform and 
delivering 
wheelchair (10%) 
/exemplar housing 
standards 
 
CBiP carried out in 
each substantive 
development 
project. 

 Have in place 
Scottish 
Government 
approved 
funding. 

 Target for each 
development 
project met or 
exceeded. 

 Programme 
completions 
and KPIs  
achieved 

 
Added value and 
creation of jobs 
and training 
opportunities 
(Employability 
Strategy objective) 
 
 
 

Build at least 
3200 new rented 
homes over the 
next five years 
that meet 
people’s needs 
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Where we are 
now 

Activity Measure of 
Success 

Objective this 
will help us 
meet 

Risk(s) 

3. Access 
Ownership 
programme being 
revived.  
 
New funding 
identified.  
Financial and 
service model and 
associated policy 
reviewed in 2017  
 

Secure funding and 
develop Access 
Ownership as 
permanent 
programme 

2 – 5 purchases 
per annum 
minimum;  

  
Access Ownership 
expanded to 15 
new projects per 
annum by end of 
plan period  

Work with people 
to improve their 
communities and 
contribute to 
alleviating 
inequality 

Limited 
capacity for 
business 
development 
restricts 
potential of  
programme 
 
Programme 
not taken up 
in the 
numbers we 
envisage 

4. Planned 
development 
programme 
significantly 
increased 

Develop detailed 
plans for 
implementation  

3200 homes 
delivered in the 
course of this 5 
year plan 

Build at least 
3200 new homes 
over the next five 
years that meet 
people’s needs 
 

Plan not 
funded as 
required 

5. Link’s MMR 
offering to date 
has been  
successful  

Develop MMR 
offering in specific 
high pressure 
market rent areas 

Delivery of major 
developments at 
Salamander Place, 
Granton 
Waterfront in 
Edinburgh, 
Butterbiggins Road 
Glasgow and 
supplementary 
MMR via mixed 
tenure projects  
 
Identification of 
other appropriate 
opportunities 

Build at least 
3200 new homes 
over the next five 
years that meet 
people’s needs 

Failure to 
secure 
development 
opportunities. 
 
Market 
changes 
markedly  

6. Land bank for 
future site 
acquisitions 
remains largely 
unspent due to 
significant site 
acquisition 
funding. Strategic 
acquisitions to 
prime future 
programme is 
required   

Securing future 
development 
potential for 
affordable housing. 
 
 

Acquire sites to 
provide a suitable 
strategic pipeline 
for years – five 
onwards 
 
 

Build at least 
3200 new  homes 
over the next five 
years that meet 
people’s needs 
 

Failure to 
secure 
development 
programme 
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Where we are 
now 

Activity Measure of 
Success 

Objective this 
will help us 
meet 

Risk(s) 

7. No private sales 
currently in 
portfolio due to 
change in market 
conditions and 
regulatory 
limitations 
 

Develop building for 
market sale 
opportunities where 
this does not 
compromise the 
delivery of Link’s 
main affordable 
housing programme  

Opportunities 
identified  
 
Link “for sale” 
marketable 
product defined 
 
Site(s) acquired for 
sale 
 

Seek 
opportunities to 
build for sale, low 
cost, good quality 
homes 

Market 
conditions 
change 
negatively 
 
Competition 
in acquiring 
suitable sites 

8. Market 
assessment for 
retirement housing 
is complete.  
Currently in 
discussions with 
local authority  
 

Develop mixed 
tenure Retirement 
Housing  

Completion of 
developments 
South 
Queensferry, 
Hamilton, Falkirk 
and Ganavan 
 
New local authority 
partners “buy in” to 
retirement living 
development 
model/strategy 

Build at least 
3200 new homes 
over the next five 
years that meet 
people’s needs 
 
 
 
 

Funding 
unavailable to 
meet 
affordable 
housing 
element  
Lack of local 
demand 
Development 
costs 
 

9. Mid market rent 
is now the 
mainstay of Link’s 
PRS offering 

Advance project 
proposals for MMR 
developments 
  
Robust market 
analysis 
  
Market letting 
agency model and 
implement system 
support 

 Deliver an 
additional 756 
units in five years 
 

Expand in the 
private rented 
sector, providing 
good quality 
homes and 
services to meet 
this increasing 
area of housing 
need 

Development/ 
construction 
costs 
  
Scale 
  
Demand 
  
 
 

10. Link2Let 
established to 
manage PRS 
stock (market and 
mid market rent 
including National 
Housing Trust 
stock) 

Compliance with 
Private Rented 
Tenancies 
(Scotland) Act 2016 
Dec 2017 and the 
Regulation of 
Letting Agents 
under the Housing 
Scotland Act 2014  
 
 
 
 

Policy and training 
and practice under 
continual review  

Build at least 
3200 new rented 
homes over the 
next five years 
that meet 
people’s needs  

Non 
Compliance, 
reputational 
damage, 
legal action, 
financial loss 
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Where we are 
now 

Activity Measure of 
Success 

Objective this 
will help us 
meet 

Risk(s) 

11. Dunbeg Phase 
One Rent to Buy 
Portfolio options 
for tenants to 
purchase in 2018 
following survey 
/feedback 

Develop transition 
strategy with WHHA 

Strategy in place 
to account for any 
first sales/end of 
tenancies 

Seek 
opportunities to 
build for sale, low 
cost, good quality 
homes 

Unforeseen 
conveyancing 
costs 

12. Sales and 
Marketing 
Approach to MMR 
and NSSE needs 
to support growth 

Review costs and 
further develop 
strategy 
 
Evaluate approach 
 

Affordable, value 
for money and 
consistent 
marketing process 
 
Minimal void costs 

Seek 
opportunities to 
build for sale, low 
cost, good quality 
homes 
 
 

Delays in 
receiving 
information 

13. Link Property 
currently provides 
services to all Link 
tenants 

Undertake a 
programme of 
growth via selective 
in-house planned 
maintenance 
programme 
contracting 
  

Business case 
approved for 
expanding Link 
Property to cover 
Stage III 
Adaptations  

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

High and 
rising 
overheads 
and cost of 
external 
contractors 
 
Risks will be 
assessed as 
part of review  
 

14. ISO9001 
achieved and 
revalidation visit 
successful  

Ensure delivery of 
repairs is supported 
by effective/efficient 
processes - 
independently 
verified  

Accreditation 
revalidated   

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

Loss of group 
tendering 
opportunities 
without 
accreditation  

15. SHQS 
achieved but 
introduction of 
EESSH will require 
further investment 
in energy 
efficiency 
measures in 
certain property/ 
construction types  

Undertake suitable 
upgrades to achieve 
the required level of 
EESSH relative to 
the energy source 
 

All  stock 
compliant with 
EESSH 
Disposal strategy 
for hard to treat 
properties as per 
Asset 
Management 
Strategy  
 

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

Some 
properties 
may not be 
capable  of 
achieving 
required 
EESSH 
because of 
planning or 
construction 
limitations  
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Where we are 
now 

Activity Measure of 
Success 

Objective this 
will help us 
meet 

Risk(s) 

16. LIFT Open 
Market Shared 
Equity contract 
tender successful 
– now delivering 
throughout 
Scotland; and Help 
to Buy  

Deliver services in 
accordance with 
Scottish 
Government KPI 

Contracts 
successfully 
delivery and 
profitability 
ensured 

Providing Homes: 
facilitating access 
to affordable 
options 

Loss of 
contracts 
 
Reduced 
profit to 
reinvest in 
new housing 
supply 
 
Staff 
retention and 
wellbeing 
 

17. Link2Let 
management 
agreement for 
NHT portfolio will 
expire from 2018- 
2013 

Develop transition 
strategy 

Determine end 
dates for tenancies  
Determine 
developer   
agreement 
parameters  
Review operating 
cost and profit 

Providing Homes: 
facilitating access 
to affordable 
options 

Reputational 
risk for 
ending 
tenancies  
Loss of fee 
income 

18. Sheltered 
Housing Assets 
review complete 
and 
recommendations 
for investment and 
disposal approved 

Ensure the viability 
and sustainability of 
current sheltered 
housing 
developments 
 

Reduced Void 
numbers and 
future viability 
secured 
 
 
 
 

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

Reputational 
risk 

19. The current 
approach to estate 
management 
requires an 
increased resource 
investment and 
buy in from 
residents 
 
 
 
 
 
 
 
 
 

Develop further 
Linkscape 
interventions  

Neighbourhood 
commitment 
delivered 

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

Lack of buy in 
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Where we are 
now 

Activity Measure of 
Success 

Objective this 
will help us 
meet 

Risk(s) 

20. SHQS 
standard achieved 
Asset 
Management 
Strategy/Plan to 
inform future 
investment 
decisions 
 
 
 
 
  

Complete 
consultation and 
submit to Board and 
SHR on Asset 
Management  
 
Projects assembled 
and tendered in 
accordance with 
strategic 
procurement plan  
 
Assess and report 
on value for money 
in Planned and 
Cyclical 
Maintenance 
delivery/contracting 
arrangements 
 
Undertake a 
systematic review of 
all non domestic 
assets and report on 
findings and 
recommendations  

 Offices 

 Support  

 Commercial  

 University 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Asset 
Management Plan 
complete and 
approved by Board  
 
 
 
 
 
 
 
100% programme 
delivery 
100% expenditure 
100% Gas 
compliance  
 
Value for Money 
achieved 
 
Improved Asset 
Planning 
interaction and 
understanding of 
office and 
commercial 
building 
requirements 

Ensure Link 
homes are well 
maintained, 
efficient to heat 
and are 
adaptable as 
people’s needs 
change  
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Where we are 
now 

Activity Measure of 
Success 

Objective this 
will help us 
meet 

Risk(s) 

21. Inclusive 
Design team 
established, ethos 
of team promoted 
& potential joint 
working identified 
 

Review service 
model, approach, 
processes and 
procedures to 
support new Stage 
III contract  
 
 
Identify potential 
and produce a 
business case for 
extending services 
to Link subsidiaries 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Identify potential 
and produce a 
business case for 
extending services 
to  
a) external 

agencies / other 
RSLs 

b) Self funding 
homeowners 

Self funders in 
social tenancies 

Implement 
changes required 
to achieve 
improved service 
delivery and 
customer 
satisfaction 
 
Identified demand 
for service 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Identified demand 
for service 
 
 
 
 
 
 
 

Ensure Link 
homes are well 
maintained, 
efficient to heat 
and are 
adaptable as 
people’s needs 
change  
 
 
 
Explore potential 
to: 
a) develop a 

Social 
Enterprise 

b) extend Stage 
III 
management / 
provision to 
subsidiaries 

c) Provide 
advice to 
Access 
Ownership 
and assist this 
being 
developed to 
scale by 
providing 
casework and 
administrative 
support 
 

Secure 
agreement from 
subsidiaries to 
consider services 
being extended 
 
Explore potential 
to develop a 
Social Enterprise 
 
Research 
demand 

KPIs missed 
 
 
 
 
 
 
 
Reputational 
 
Cost 
prohibitive 
 
Lack of 
support from 
subsidiaries 
to consider 
extending 
Stage III and 
data not 
provided to 
enable 
potential to 
be explored  
 
 
 
 
 
 
 
 
 
 
 
 
 
Reputational 
 
Cost 
prohibitive   
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Where we are 
now 

Activity Measure of 
Success 

Objective this 
will help us 
meet 

Risk(s) 

22. Scottish 
Government 
objective to deliver 
50K more homes.  
No specific 
commitments on 
accessibility 
 
Insufficient choice 
for older and 
disabled people. 

A nationally 
recognised design 
standard and award 
for inclusive design 
and wheelchair 
accessible design 

Data gathered and 
analysed on design 
standards 
costs/benefits and 
outcomes 
 
Seek partners to 
work with and 
champion principle 
with architects 
and/or developers 
 

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

 

 
 

Building Communities 
 

 
Link has a long history of successfully demonstrating that it goes beyond simply 
providing accommodation.  It is difficult to overstate the importance of the sense of 
place, well-being and satisfaction from living in a community that is pleasant to be in, 
where there is a feeling of being safe, supported, and where people in the 
neighbourhood are able to realise their potential.  Numerous social commentators 
have highlighted the negative impacts of poor housing quality, poor levels of health 
and reduced access to health professionals, lower levels of educational attainment 
and significantly lower levels of employment in comparison to more prosperous 
areas.  Link is well aware of these and will continue to work across a broad range of 
activities seeking to improve the well-being of our tenants and improve our 
neighbourhoods. 
 
Work with people to improve their communities and contribute to alleviating 
inequality 
 
Throughout the period of this business plan, we will continue to maintain Link’s 
credentials as a community-orientated provider in its own right, and an organisation 
which also supports the establishment of community organisations.  We will continue 
to achieve this by developing community assets – including local capacity-building 
and working with community partners to improve access to support and services. 
One challenge is undoubtedly Link’s geographic spread but by increasing our 
community profiling using a combination of our partners’ insights, our own 
intelligence and national statistical data we can better understand the needs of our 
communities and our customers. Utilising the innovative HACTi ‘Community Insight’ 
neighbourhood profiling tool, we are now better placed to understand more fully the 
areas where our intervention can be focused. 
 
Through our work, we see the impact of inequality of opportunity, access to services 
and financial capacity which, individually and cumulatively, have a serious and 
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adverse impact on people, families and communities we serve.  To achieve our aim 
of contributing towards alleviating inequality, Link will continue to develop and deliver 
a range of projects and initiatives that make a positive difference to people’s lives.   
 
The positive impact of regular, well-paid employment on well-being and the ability to 
pay for living costs is widely recognised.  Link contributes in a number of practical 
ways to support people to find and sustain employment.  We are delighted to have 
launched our new Employability Academy which enables us to provide dedicated 
facilities for our award-winning Employability Service to deliver more employability 
support to people who are seeking employment, training and work experience.  Plans 
to increase the depth and range of our employability activities include: 
 

 Implementing our refreshed Employability Strategy 

 Increasing the range and availability of employability support activities for Link 
tenants, service users and other individuals seeking our assistance 

 Expanding our networks and partnerships  

 Improving the range of formal employability qualifications offered by Link’s 
employability team 

 Increasing the range of SQA qualifications Link can offer through its employability 
programmes 

 Develop interventions that make best use of our group resources to support 
tenants and other customers 

 
Financial inclusion remains a key aim for Link and our Financial Inclusion Action Plan 
is now subsumed within our overarching Welfare Reform Strategy.  To further 
support our efforts to tackle this particular aspect of inequality, Link has bolstered the 
range and capability of our Advice Service function by successfully attracting new 
and additional grants.  We have re-structured the Advice Team to deploy a Money 
Advice Officer within every substantive Housing Service Team and specifically 
developed our Tenant Transition Advice Service project to respond to the needs of 
tenants most acutely affected by Welfare Reform measures.  
 
We continue to recognise the increasing expectation that people will (or will have a 
requirement to) engage with services using online platforms. We also understand 
how being digitally-included opens up an individual’s ability to access the 
employment market, advice, information, support and services and crucially, deal 
with Universal Credit applications.  Link’s Digital Inclusion Strategy has made 
significant progress.  We intend to increase the extent and range of the activities that 
we are undertaking in this area over the course of 2018-19 and beyond – learning 
from what works and understanding through analysis and feedback what has been 
less successful. Going forward, our activities in this field of work will see us continue 
to develop and promote our Laptop Loan Scheme making hardware available free of 
charge with access to freely available digital training. At the other end of the digital 
spectrum, we will work with communities and other partners to bring forward the 
installation of community wifi initiatives with the aim of making broadband internet 
access available for free or at a very low comparative cost.   
 
A significant aim for Link is to embrace a culture of ‘channel shift’ which will optimise 
digital solutions to maximise business efficiency and customer access to our 
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services. We will ensure nonetheless, that as we embark on this process of further 
business change, that we take our customers with us and continue to support those 
who desire or need more traditional routes to our services.    
 
Our innovative Eldernet project provides internet access to all of Link’s sheltered 
housing complexes, and Phase 2 will create a virtual ‘seniors community’ across the 
complexes supporting shared interests, hobbies and activities.  We will continue to 
promote this as a means of digital and social engagement.     
 
LinkLiving will continue to grow its service provision in order to promote positive 
change to more people’s lives through providing a range of services including 
support and care services and employability and volunteering opportunities.    
 
While focusing on delivery is highly important, we also recognise that measuring 
impact through outcomes provides meaningful information on how Link and its 
partners and stakeholders invest in our activities. Link will use appropriate social and 
economic impact measurement tools to produce evidence to support our decision-
making.  
 
Supporting community development and social enterprises  
 
Link Group itself and its subsidiaries are social enterprises which seek to generate a 
surplus for reinvestment in areas where there is an established social need. The 
areas for consideration to support this principle are wide and extremely varied and 
include acquisition and development of businesses; collaboration with partners; 
tendering for contracts and extending successful models of operation.  All of these 
are underpinned by a need to deliver social benefit within a viable business model.  
Central to Link’s social enterprise principles is measuring the impact of our 
undertakings and Link will continue to identify and develop areas for assessment. 
Link is a significant purchaser of services and goods and we will continue regularly to 
review our procurement strategy and plan to ensure that our decisions have a 
positive social impact wherever possible e.g. through community benefits in 
procurement [CBiP].  
 
Employment and training initiatives supported by CBiP will continue to be maximised 
together with our plans to increase the number of modern apprenticeships we create 
and fund. Link Property will establish further trade apprenticeship positions to add to 
its portfolio of employability measures providing a direct link to Link’s communities 
through targeted recruitment. We will monitor outputs from new Development 
Consultants and Contractors frameworks where CBiP will be explicitly required to be 
delivered. 
 
Our experience and commitment to the principles of social enterprise will be used to 
develop and support our own and others’ contribution towards the aims and 
outcomes of the Scottish Government’s 10-year social enterprise strategy.  
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Where we are  
now 

Activity Measure of 
Success 

Objective this 
will help us 
meet 

Risk(s) 

1. Working with 
communities and 
partners within the 
parameters of the 
Community 
Empowerment 
(Scotland) Act 
2015  

Launched the 
Link Community 
Investment 
Statement  
 
Improve our use 
and application of 
neighbourhood 
profiling 
(Community 
Insight) to inform 
the development 
and delivery of 
Link services 
 
 
 
 
 
 
 
 
 

Link communities are 
empowered to: 
 Access funding 

 Make use of 
appropriate 
support 

 Manage and 
sustain the 
changes that they 
make 

 
The Link Community 
Investment (CI) 
Statement; 

 Is understood and 
supported by 
stakeholders. 

 Provides a 
framework for 
development and 
delivery of CI 
activity across 
Link 

 
Neighbourhood 
Profiling; 

 Informs the 
prioritisation and 
targeting of 
services. 

 Improves our 
understanding of 
the difference we 
aim to make 

 
 
 
 
 
 
 
 
 
 
 
 

Work with 
people to 
improve their 
communities 
and contribute to 
alleviating 
inequality 

Link 
communities 
are not 
empowered to 
respond to 
local issues 
 
 
Link fails to 
secure 
community 
and 
stakeholder 
support and 
resources                                                     
 
 
Resources are 
targeted 
inappropriately 
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Where we are  
now 

Activity Measure of 
Success 

Objective this 
will help us 
meet 

Risk(s) 

2. Our range of 
employability 
support is capable 
of expansion 

Launch the 
Employability 
Academy 
 
 
 
 
 
Expand the range 
of support 
available 
 
 
 
 
 
 
 
 
 
 
Keep abreast of 
the opportunities 
available via 
apprentice levy 
and Skills 
Development 
Scotland changes 
 
  

Further development 
of the range and 
scale of employability 
support 
 
 
 
 
Increased range of 
qualifications to meet 
varied needs of target 
groups including Link 
employees 
 
 
 
 
 
 
 
 
Opportunities 
assessed for Link to 
deliver employability 
support activities via 
these funds 
 
Opportunities for Link 
to access funds as an 
employer 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Work with 
people to 
improve their 
communities 
and contribute 
to alleviating 
inequality 

Plans fail to be 
delivered  
 
Volume of 
activity lower 
than 
anticipated 
 
Accreditation 
not achieved  
 
Skills, 
experience 
and knowledge 
to deliver 
broader range 
of 
qualifications 
difficult to 
secure 
 
Failure to keep 
up to date with 
uncertain and 
changing 
national 
funding 
framework 
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Where we are  
now 

Activity Measure of Success Objective this 
will help us 
meet 

Risk(s) 

3. Implementing 
the Digital 
Inclusion Strategy 

Developing 
solutions for the 
provision and 
signposting of 
low-cost 
broadband – both 
contract and non-
contract 
 
Procure products 
(hardware and 
software) and 
services 
(website) to 
deliver and 
embed Eldernet 
project. Form 
project working 
group 
 
 
 
 
 
 
 
 
 
 
Develop 
Community WiFi 
initiative 
(Petersburn) to 
showcase and to 
use as exemplar 
for replication 
 
Increase sources 
of access to 
affordable 
hardware for Link 
group tenants 
and assess all 
risks 
(e.g. laptop loan 
scheme) 

Partnerships and 
suppliers identified 
 
 
 
 
 
 
 

 Tenants able to 
access low-cost 
broadband  

 Training for Link 
tenants and 
service users 
delivered and 
outcomes 
measured 

 Website 
developed, 12 
sheltered housing 
complexes 
included. Tenants 
engaging in 
project through 
use 

 Improved services 
to older tenants. 
Provision of 
‘foundation’ for 
other uses of e-
communication in 
sheltered housing 
complexes 

 Increased digital 
inclusion. 
Reduced costs to 
Link tenants. 

 
 
Measured by take-up 
of products and 
positive feedback 
from beneficiaries 

Work with 
people to 
improve their 
communities 
and contribute 
towards 
alleviating 
inequality 

Ensuring 
adequate buy-
in, given the 
resources 
expended 
 
 
 
 
Reputational 
risks if don’t 
deliver 
Ongoing 
revenue 
requirements 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Poor local buy-
in 
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Where we are  
now 

Activity Measure of Success Objective this 
will help us 
meet 

Risk(s) 

4. Link Giving 
trust: 
Limited distribution 
of funds  

Closer working 
with local 
communities, 
tenant liaison and 
sheltered housing 
to encourage 
uptake of group 
grants 
Maximise 
engagement and 
support for under-
represented 
groups 
 

Link Giving funding is 
distributed 
appropriately   

Work with 
people to 
improve their 
communities 
and contribute 
to alleviating 
inequality  
 

Monies not 
distributed as 
planned 

5. Channel shift 
identified as a 
means of 
improving access 
to services, and of 
allowing a much 
needed 
reallocation of 
resources to front-
line support 

Develop detailed 
project plan 
prioritising areas 
of service change 
and associated 
communication 
and support plans 
to help staff and 
customers to 
manage these 

Sound business case 
to make changes 
 
Detailed project plan 
developed with 
impact 
measurements 
identified 
 
Successful staff and 
customer 
engagement   

Work with 
people to 
improve their 
communities 
and contribute 
towards 
alleviating 
inequality 

Objectives 
unclear  
 
Project plan 
not properly 
developed and 
implemented 
 
Poor 
perception of 
change by 
staff and 
customers 
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Where we are  
now 

Activity Measure of Success Objective this 
will help us 
meet 

Risk(s) 

6. Existing 
Community 
Benefits in 
Procurement 
delivering 
significant outputs 
but greater 
potential exists 
with traditional 
procurement in 
maintenance and 
development 
activity 

Manage the CBiP 
process using 
Skills Plan of the 
National Skills 
Academy 
(SPONSA) and 
by negotiation 
with suppliers 
 
 
 
 
Identify potential 
for suppliers and 
contractors 
Corporate Social 
Responsibility to 
fund/support 
community 
projects 
 
Development of a 
performance 
management 
framework and 
improvement 
programme to 
support the 
employability 
function across 
the group 
 
 
 
Develop and 
deliver 
employability 
projects 

 SPONSA 
generated targets 
are met 

 Tendering and 
monitoring 
processes 
embedded and 
process monitored  

 Identify projects 
and Corporate 
Social 
Responsibility 
partners 

 
 
 
 
 
 
 
 

 Link measurably 
contributes to 
tackling 
unemployment 
and job creation 

 Framework is 
used to track 
progress against 
the strategy and 
action plans 

 
Projects provide 
evidence of improving 
employability 
prospects and 
moving people to 
employment 
 
 
 
 
 
 
 
 

Work with 
people to 
improve their 
communities 
and contribute 
towards 
alleviating 
inequality 
 
 
 
 
. 
 
 

Failure to meet 
desired 
objective. 
Failure to 
comply with 
procurement 
regulation 
 
 
 
 
 
 
 
Failure to 
maximise 
benefits 
through CSR 
 
Not able to 
measure 
difference 
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Where we are  
now 

Activity Measure of Success Objective this 
will help us 
meet 

Risk(s) 

7. As a leading 
Social Enterprise, 
Link has the 
capacity and 
expertise to 
develop and 
support new 
enterprises which 
are 
complementary to 
our aims. 

Identify 
opportunities for 
Business Growth 
 
 
Successful Social 
Enterprise(s) 
developed 
 
 
 

Develop business 
cases to support the 
development of new 
social enterprise(s) in 
The Bruach  
 
Potential growth 
opportunities are 
identified and 
presented. New 
contracted 
opportunities are 
secured   

Support 
community 
development 
and social 
enterprises  
 
 

Risk of failure 
if Link support 
is withdrawn 

8. Legislation 
requires a fuller 
review of 
procurement 
practices 

Update portfolio 
of procurement 
documentation 

Revised documents 
that are legally 
compliant and which 
reflect best practice 
 
Increased CBiP 
 
 

Support 
community 
development 
and social 
enterprises 

Non-
compliance 

9. Development of 
SmartLiving’s Step 
Up Employability 
programme in 
Falkirk and Fife 

Secure funding to 
further develop 
and evaluate the 
project during 
2017- 2018 

Funding secured and 
project successfully 
meets its targets and 
outcomes 

Work with 
people to 
improve their 
communities 
and contribute 
to alleviating 
inequality 

Funding not 
secure 
resulting in a 
negative 
impact on 
meeting the 
ambitions of 
Link’s 
Employability 
Strategy  

10. Development 
of SmartLiving’s 
Step On project in 
Falkirk, Fife and 
Edinburgh 

Secure funding to 
continue to 
develop and 
evaluate the 
project during 
2017-2018 
 
 
 
 
 
 
 
 
 

Funding secured and 
project successfully 
meets its targets and 
outcomes 

Work with 
people to 
improve their 
communities 
and contribute 
to alleviating 
inequality 

Funding not 
secured.  
Project closes 



 
 

 
 63 www.linkhousing.org.uk 

Where we are  
now 

Activity Measure of Success Objective this 
will help us 
meet 

Risk(s) 

11. Impact 
Measurement:  
ad hoc measuring 
using different 
approaches/ 
software in 
different services.  
Limited reporting 
of impact beyond 
press releases.  
Limited strategic 
approach 

Increase strategic 
value of impact 
measurement 
with relatively 
widespread use 
of Value Insight 
and narrower and 
specific 
application of 
measurement 
tools where 
substantive 
projects are 
identified 

Impact Measurement 
outputs/findings are 
used as significant 
evidence of success 
and campaign tool 

Work with 
people to 
improve their 
communities 
and contribute 
to alleviating 
inequality 

Credibility of 
outputs and 
results – 
verification 

 

Valuing People 
 

 
All of Link’s areas of activity are guided by the principle of valuing people. This 
includes all the people we work with and for - tenants, service users, volunteers, 
board members, staff, and our partners. Our full range of stakeholders is outlined in 
Appendix 3. 
 
Working with our customers  
 
Link’s customers deserve excellent service and support to help them protect their 
health and wellbeing.  Our priorities are to deliver services that are responsive to 
customers’ needs, whilst ensuring that they are treated with respect, encouraged to 
be independent and are fundamentally involved in the future development of homes, 
services and support.  
 
We are very aware of the experience of our customers and recognise that each 
person and each family has particular circumstances which may mean they need 
different support from us.  Link is guided by our values which lead us to recognise 
that we are all individuals and have the right to be treated with respect and 
understanding.  We will continue to use the insights of our broad range of customers 
and partner organisations to tailor our approach to provide meaningful support to 
those who need it. 
 
As part of our Communications Strategy, Link will be building upon the developments 
in our new website to support our aim of continuing to improve the range of options 
our customers have to engage with us.  We have increased our in-house team 
focusing on communications and we aim to introduce customer portals for tenants to 
allow them to access our services.  Our service access will be reviewed and 
improved to make it easier for our customers to engage with us.  Across the group, 
our use of social media will also be expanded in response to customers’ expectations 
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– which can differ considerably between people seeking to engage with befriending 
opportunities to owners for whom we provide factoring services.   
 
Our pursuit of external accreditation is firmly rooted in having a framework for 
continuous improvement, as well as allowing Link to engage with identified good 
practice within other organisations.  We will meet and aim to exceed the expectations 
of regulatory and accreditation bodies including: 
 

 The Scottish Housing Regulator 

 The Care Inspectorate 

 The National Centre for Diversity which governs the Investors in Diversity 
award 

 Investors in Volunteers  

 IiP Scotland which awards Investors in Young People, Investors in People 
and the IIP Health and Wellbeing accreditations  

 ISO9001 accreditation within Link Group, via Link Property 
 

Across all of these accreditations, we are being constructively challenged to deliver 
the best possible experience for our customers, staff and other stakeholders.  This 
learning will be used over the period of this plan to help inform our approach 
throughout the group. 
 
Tenant involvement remains a key aspect of Link Group’s activities through Link’s 
award winning Tenant Scrutiny Panel (TSP).  We are extremely fortunate to have the 
commitment of our TSP members to review and challenge us to make improvements 
where they identify that this is possible.  We look forward to their continued 
contribution.    Link also benefits from an e-panel of tenants who have agreed to be a 
point of contact to comment on plans, policies and service development areas.  
Engagement of people who receive our services is an area of shared learning across 
the group and all constituent members of the group share a commitment to tenant 
and customer involvement - specific actions to support this are embedded in their 
individual business plans.   
 
Reducing homelessness remains a key priority for Link and we will continue to work 
in partnership with local authorities to address this issue. Link has recognised 
expertise in a range of rental options and develops and delivers a wide range of 
tenure options.  These tenures include Private Sector Leasing for people who are in 
priority housing need, mid market rent for those people who cannot afford to buy but 
are not dependent on benefits, and shared equity schemes for those who are first 
time buyers or within a range or targeted groups by the Scottish Government.  To 
help applicants choose the tenure that is right for them, staff are trained to explain 
the different housing options available.  In addition, we can signpost people to other 
organisations who provide help and support.  
 
Tenancy sustainment is another key strand of this theme.  It requires a determined, 
coordinated and proactive approach to ensure timely and successful interventions.  
Link believes that this work begins at the point of allocating homes by ensuring a 
close match between the homes offered and individuals’ aspirations, and that advice, 
information and support is given to help tenants meet their obligations.  Link has the 
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benefit of having expertise in welfare advice, care and support and tenancy 
sustainment as well as support and advice for particular groups (such as Horizon 
Housing Association’s work with disabled people). This expertise is shared across 
the group and we will focus on additional customer groups to ensure that specific 
needs are provided for.  Examples include young people – particularly relevant in this 
Year of the Young Person, people with disabilities, older people and under-
represented groups. 
 
Working more closely with our communities, we aim to further bolster our approach 
to equality, diversity and inclusion. As part of this measure we will continue to 
maximise our engagement with and support to groups, and in particular under-
represented groups by encouraging uptake of LinkGiving grants.  
 
Older people make up a significant proportion of our tenant population.  With 
demographic trends indicating that the number of older people will continue to rise, 
we intend to focus on offering services to older people that are in line with their 
varying needs and aspirations.   
 
One specific area where we can have direct input is in helping people to remain in 
their homes by facilitating adaptations. Link’s traditional Stage III Medical Adaptations 
programme remains a significant contributor to the wider Housing and Social Care 
agenda. In addition, Link will develop its own adaptations consultancy (the Inclusive 
Design Team) to provide expert guidance when planning new development and 
carrying out improvements in existing homes. 
 
The importance of excellent advice (especially in the face of Welfare Reform) has 
been recognised and frontline advice resources have been increased with support 
from Big Lottery Fund (Scotland) and match funding from Link Group. We intend to 
review promotion of our advice services to extend the reach of our valued assistance 
to people who need help in accessing benefits to which they are entitled.   
 
We acknowledge that the data we require from customers to enable us to provide 
more relevant and targeted support often relies on them providing personal and 
sensitive information.  As part of our on-going commitment and in accordance with 
our legislative obligations under GDPR, we are reviewing the process of gathering 
and using this data with full knowledge and permission of the individuals to whom it 
relates.  
 
Support and encourage more people reach their potential 
 
Link firmly believes that its employees and board members are integral to our 
success.  We are extremely fortunate to have a dedicated, committed, enthusiastic 
and skilled group of people - some 650 staff and 67 board and committee members -
working to ensure that Link continues successfully to meet the requirements of our 
customers.   
 
Evidence of Link’s commitment to ensuring that we live by our guiding principle of 
valuing people are our various accreditations: 
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Investors in People – Gold 
Investors in Young People – Gold 
Investors in People Health and Wellbeing Award – High Performing 
Healthy Working Lives – Gold 
Investor in Volunteers 
Investor in Diversity – top 50 in the UK  
Scottish Living Wage Employer  
 
Following our successful reaccreditation in December 2017, we will work with our 
advisers to agree areas for continued improvement.  This level of independent 
scrutiny of our approach to engaging colleagues, board members and volunteers 
always provides constructive challenge to help us improve further. 
 
Link has a longstanding commitment to investing in the development of our 
employees, board members and volunteers to ensure that they are supported within 
their roles and ultimately reach their potential through career and personal 
development. We note the change in national priority being afforded to 
apprenticeship development and we will work with national umbrella organisations to 
make best use of funding and support to develop the volume and quality of 
apprenticeships we can offer.  
 
We will build upon the developments in our learning and development practice and 
intend to ensure that we exploit more fully the opportunities to be flexible in delivery 
of learning opportunities.  We plan to implement further improvements in the delivery 
of training to ensure that we are achieving best value for our investment and will 
introduce an extensive range of online training during the course of this plan.  We will 
focus on the importance of strong and effective leadership at all levels to ensure 
everyone employed or actively supporting Link through board involvement or 
volunteering understands the positive impact they can have by representing Link in 
accordance with its values and ethos. 
 
Understanding the role that individuals can have in contributing to Link’s aims begins 
at the earliest stage in the relationship people have with Link.  We intend to review 
our approach to recruitment, selection and induction to ensure we engage with 
people who not only have the required skills, experience and knowledge but also 
share our commitment to providing services that make people feel valued. 
 
The wellbeing of our employees is vitally important and our retention of the Healthy 
Working Lives Gold award for Link Group, Link Housing and LinkLiving illustrates our 
determination to ensure our employees are well supported.   Our focus on health 
promotion activities and access to specialist health advice will be sustained through 
this Business Plan. 
 
We value the diversity of our staff team and acknowledge that each person has 
individual needs and aspirations that will influence their outlook to work.  The benefits 
we derive from having colleagues who share fundamental principles where people 
are valued means that we can deliver services and support that takes account of 
individuals as people.  Our support mechanisms, policies and practices aim to ensure 
that these principles are embedded in how we do things at Link. 
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In aiming to ensure we have the best people to deliver the level of service our 
customers deserve, we seek to be an attractive employer in all of our employment 
practices.  For this reason, we will continue to review our employment policies, 
working with staff, UNITE – our recognised trade union partner - to ensure that these 
take account of best practice.  We also intend that a review of remuneration and 
benefits will take place within the period of the plan. 
 
Succession planning for employees and board members continues to be a priority 
and we intend to ensure that we have clear development routes for staff and board 
members in Link.  Through the course of this business plan we will review 
succession plans across the group for board members, the Senior Management 
Group and other business critical posts. 
 
Internally, communication plays a significant part in ensuring that our colleagues and 
stakeholders have the information they need and facilities that are effective to allow 
them to take part in discussions and decisions that may affect them.  Achieving this 
for over 650 staff in various locations is challenging.  To help promote the levels of 
engagement required for a healthy and vibrant organisation, we will continue to focus 
on internal communications.  This will be launched under the banner of an internal 
communications strategy which will clearly articulate the expectations all of our 
employees should have in relation to information being provided, their ability to 
contribute to discussions and clear routes in times of significant organisational 
change.  We will continue to develop our new intranet and keep our internal 
communications strategy under review – particularly to ensure that we are engaging 
appropriately with colleagues who are not office based. 
 
A number of significant business transformation projects are being undertaken in this 
business plan and are progressing well.  Intended outcomes will result in more 
efficient and effective working – making best use of colleagues’ and customers’ time 
and expertise, as well as improved information management and compliance with 
GDPR legislation. 
 
Our board members volunteer significant amounts of their time to govern and guide 
Link Group and the subsidiary companies to achieve our vision and aims.  We 
recognise that their investment needs to be matched with an organisational 
commitment to their individual and collective development.  This will see continued 
assessment against regulatory requirements, best practice and individual aspirations. 
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Where we are  now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

1. Customer 
consultation and 
involvement would 
benefit from being 
better coordinated  

Internal plan for 
customer 
consultation and 
involvement to be 
developed across 
the group better 
to inform decision 
making  

Improved 
participation of 
Link tenants and 
customers in 
consultations 
 
Strategies and 
policies have 
benefitted from 
customer input – 
specifically Link’s 
approach to rent 
setting and 
assessing value 
for money 

Find out from 
customers what 
they want from us 
and use these 
insights to drive 
service 
improvement 

Failure to 
coordinate 
appropriately 
 
Inability to 
engage 
enough 
customers to 
contribute 

2. Our revamped 
website was 
launched and 
continues to be 
developed  
 
 
 
 
 
 
 
 
 

Improved 
websites 
developed for 
West Highland 
HA, Horizon HA, 
Larkfield HA and 
LinkLiving  
 
Introduce a 
customer portal 
which allows 
expanded access 
to services and 
information  

Improved website 
that meets users’ 
needs  
 
 
 
 
 
 
 
 
 
 

Find out from 
customers what 
they want from us 
and use these 
insights to drive 
service 
improvement 

The customer 
portal is not 
developed in 
line with 
customer and 
business 
needs 
 
 
Inadequate 
resources are 
allocated 

3. Link’s use of 
social media is 
being expanded and 
will be further 
developed 

Continue to  
review and 
develop our use 
of social media 

Our use of social 
media is better 
planned and seen 
as a key 
communication 
tool 

Find out from 
customers what 
they want from us 
and use these 
insights to drive 
service 
improvement 

Failure to use 
social media 
to Link’s and 
customers’ 
advantage 

4. Tenant and 
customer 
involvement is at 
different stages of 
development across 
the group 

 Continue to 
support and 
encourage the 
Link Tenant 
Scrutiny Panel 
and use its 
experience to 
inform best 
practice across 
the group 
 

Evidence of tenant 
and customer 
involvement and 
feedback across 
all group 
companies 

Find out from 
customers what 
they want from us 
and use these 
insights to drive 
service 
improvement 

Inadequate 
resources 
allocated 
 
 



 
 

 
 69 www.linkhousing.org.uk 

Where we are now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

5. External 
accreditations in 
place in some areas 
of the group 

Seek to 
implement 
appropriate 
external 
accreditations as 
a demonstration 
of good quality 
services 

Appropriate 
accreditation 
frameworks 
identified 
 
Good practice 
evidenced through 
assessment 
programmes 

Find out from 
customers what 
they want from us 
and use these 
insights to drive 
service 
improvement 

Poor timing of 
assessment 
which detract 
from 
business 
critical tasks 
 
Inadequate 
resources 
allocated to 
progress 
accreditation 
 

6. Customer 
information will need 
to be updated more 
regularly to enable 
us to help inform 
individual support 
and business 
decisions 

Profile all areas 
of customer data 
collection, how 
this is collated, 
used and 
refreshed in line 
with GDPR 
legislation 

Clear plans as to 
data use and 
purpose 
 
Frequency of 
updates clear and 
understood by 
staff and 
customers 
 
Format for data 
collection clearly 
understood 
 
Better information 
available 

Find out from 
customers what 
they want from us 
and use these 
insights to drive 
service 
improvement 

Lack of 
resources to 
conduct 
review  
 
Poor 
communicatio
ns to staff 
and 
customers 
 
Inappropriate 
data 
collection and 
storage 
facilities 
 
Failure to use 
information to 
good effect 

7. Homelessness 
preventions and 
tenancy 
sustainment  are 
key areas of activity 

Ensure that these 
key aspects of 
housing service 
delivery are a 
priority to provide 
individual 
assistance and 
make best use of 
our resources. 

Evictions managed 
at an acceptable 
level 
 
Tenancy 
sustainment 
measures within 
targets 
 
Homeless lettings 
within target 
 
 
 

Find out from 
customers what 
they want from us 
and use these 
insights to drive 
service 
improvement 

Impacts of 
welfare 
reform push 
arrears levels 
towards 
having to 
evict 
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Where we are  now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

8. Health and social 
care remain key 
areas of interest for 
Link whilst the 
landscape and 
opportunities for us 
to contribute to this 
national priority 
remain unclear 

Seek to secure 
opportunities to 
meaningfully 
contribute to 
activities that will 
better use health, 
social care and 
housing 
resources 

Awareness of 
progress of 
Integrated Joint 
Boards [IJBs] 
 
Evidence of our 
input to 
discussions at a 
point in time where 
the aims and 
objectives of the 
IJBs are clearly 
defined 

Find out from 
customers what 
they want from us 
and use these 
insights to drive 
service 
improvement 
 
Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 

JIBs fail to 
develop their 
thinking to 
enable 
practical 
implementati
on of their 
aims 

9. Learning and 
development 
approach has 
improved and 
provides a stronger 
foundation for 
further improvement 

Launch our new 
Learning and 
Development 
Strategy 

Training activity 
increases 
significantly 
 
Improved formal 
qualification profile 
 
Increased range 
and volume of 
internal training 
delivery 
 
Visible focus on 
leadership 
development 
linked to business 
needs 

Support and 
encourage more 
people to reach 
their potential 

Lack of 
resources to 
deliver the 
L&D plan 
 
Lack of buy in 
from 
managers 
and 
employees 

10. Link’s 
Leadership 
Development 
Programme is being 
rolled out 
 

Review our 
leadership 
support focusing 
on hard skills 
development 
 

Revised 
leadership 
development 
programme 
established and 
delivery 
commenced 
 
 
 
 
 
 

Support and 
encourage more 
people to reach 
their potential 

Lack of 
resources to 
deliver the 
L&D plan 
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Where we are  now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

11. Opportunity to 
enhance our 
leadership 
development 
activities 

Supplement our 
behavioural skills 
development to 
reinforce our 
Leadership 
Charter and 
Link’s Values 

Relaunch of the 
Leadership 
Charter backed by 
internal 
communications to 
support this 
 
Feedback from 
staff surveys and 
independent 
reviews that 
leadership across 
the group is 
effective and well 
regarded 

Support and 
encourage more 
people to reach 
their potential 

Lack of  
resources, 
and/or buy in 
from 
managers 
and 
employees 

12. Full group 
review for IIPS, IIYP 
and IIPS Health and 
Wellbeing award 

Implement 
improvement 
actions to further 
our performance 
as an employer of 
choice 

Retention of 
accreditations at 
current or 
improved 
standards 
 
Improvement in 
external feedback  

Support and 
encourage more 
people to reach 
their potential 

Link’s aims 
and 
objectives not 
implemented 
as intended 

13. Review of 
recruitment,  
selection, induction 
planned  

Internal review of 
resources to 
support 
recruitment, 
selection and 
induction almost 
complete 
 
Review of our 
approach to 
recruitment, 
selection and 
induction 
supported by 
other colleagues  

Revised 
recruitment 
standards to 
include more 
relevant testing of 
skills and attitude 

Support and 
encourage more 
people to reach 
their potential 

Resources 
not in place 
to support the 
planned 
change 

14. Review planned 
of compensation 
and benefits across 
the group 

Benchmark and 
assess 
alternatives to 
test fit with Link 
values and value 
for money 

Review carried out 
transparently with 
improved practices 
implemented as 
agreed 

Support and 
encourage more 
people to reach 
their potential  
 
 
 
 
 

Resources 
not in place 
to support the 
planned 
change 
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Where we are  now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

15. Workforce 
planning and 
succession planning 
focus required 

Profile the future 
needs of the 
organisation and 
build these into 
resourcing/ 
development 
plans annually 
and in the longer 
term 
 
 
 
 
 
 
 
 
Make best use of 
developments in 
national funding 
to increase 
apprenticeship 
available across 
the organisation 

Plans available 
which detail future 
needs 
 
Succession plans 
that detail ‘holding 
positions’ and 
development 
needs for potential 
successors 
 
Apprenticeship 
programme 
developed in 
partnership with 
relevant 
organisations  

Support and 
encourage more 
people to reach 
their potential 

Resources 
not in place 
to support the 
planned 
change 

16. Internal 
communication 
platforms need to be 
developed further 
now that we have 
introduced our new 
intranet 

Further develop 
our intranet  
 
 
 
 
 
 
 
 
Launch our 
internal 
communications 
strategy. 

New intranet 
continues to 
develop and use 
increased 
 
Frequency and 
currency of 
information and 
news is improved 
 
Levels of 
engagement and 
interaction are 
evident 
 
Strategy launched 
and feedback is 
positive 
 
 
 
 
 

Support and 
encourage more 
people to reach 
their potential  
 
 
 
 
 
 
 
 

Inadequate 
resources are 
allocated 
 
The intranet 
is not 
properly 
targeted. 
 
Lack of buy in 
from 
colleagues 
 
 
Strategy is 
not tested 
prior to 
launch 
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Where we are  now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

17. Business 
transformation 
projects underway 

Ensure resources 
and skills match 
the ambition of 
the improvement 
projects 

Development 
programme for 
staff involved in 
project delivery 
 
Organisational 
oversight of key 
projects to ensure 
they are delivered 
as expected 

Support and 
encourage more 
people to reach 
their potential 

Resources 
not in place 
to support the 
planned 
change 

18. Board self-
assessment and 
effective review 
planned 

Conduct self-
assessment 
against the SHR 
regulatory 
standards 
 
Conduct 
individual board 
member 
assessments 
 
Review options 
for independent 
effectiveness 
review 

Self-assessment 
report prepared 
and improvements 
auctioned. 
 
 
Board member 
learning and 
development plans 
are in place 
 
Board 
Effectiveness 
Review Report 
provided for the 
Board’s 
consideration 
 
Development 
plans and other 
associated actions 
are implemented 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Support and 
encourage more 
people to reach 
their potential 

Plans are not 
developed 
with the 
support of 
board 
members 
 
 
 
 
Lack of 
attention paid 
to ensure the 
plans are 
implemented 
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Working Together 

 
Link cannot meet its aspirations without the contribution and support of a wide range 
of partners, customers and staff.  Working Together is a firm expectation of all 
component parts of the group.   
 
Use our networks to learn from others and use our knowledge and experience 
to help others and to maximise our impact. 
 
Working with others is a key component of all of our activities. The reasons for 
working in partnership with others are varied - strength in numbers; receiving or 
imparting the benefits of knowledge, skills and experience and garnering financial 
capacity for optimum impact. Whatever the reason for joint working, we will always 
seek to understand the aims of other partners, treat all partners with respect, be open 
and transparent and seek to reach positive outcomes for all people with whom we 
work.   
 
A specific area of joint work across the group will be the continued management of 
welfare reform and the implementation of Universal Credit.  This will require 
significant time and resources to manage the implementation of the system changes 
across our various local authority areas, the anticipated adverse financial impact of 
increased arrears, together with the vitally important requirement to assist our 
tenants and customers to navigate these changes.  
 
Make best use of our assets and resources and use them to benefit our 
customers 
 
Link has a wide range of assets and resources which have a considerable (and often 
under-estimated) value to the organisation, our staff, board members, customers and 
stakeholders.  We are responsible for a huge wealth of property, knowledge, skills 
and resources which we must ensure are protected and used to best effect.  Within 
the group, we acknowledge that we all have different areas of expertise and we use 
these to support, encourage and challenge each other to continue to improve for the 
benefit of our customers and the wider community. 
 
This Business Plan differs from any in Link’s recent past in that our Chief Executive, 
Craig Sanderson has announced his intention to retire within the course of 2018-19.  
Aside from the important fact that this will be a significant event for Link given his 
length of service in the CEO role, it triggers the need for an options appraisal to be 
carried out.  In considering the range of options available, it is impossible to do this 
without some consideration of the group structure - with a view to ensuring it is both 
fit for purpose and a firm platform to take us forward.   
In relation to service delivery, we will be reviewing our housing activities across all of 
the Link companies with a view to identifying customer service improvements in 
housing management services.   
 
Our use of resources requires expenditure in the course of our day-to-day activities 
as would be expected by any large business. It also requires us to invest in order to 
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ensure we are protecting the intellectual assets of the organisation as well as 
ensuring we are as effective and efficient as we can reasonably be in all of our areas 
of activity.  Specific objectives over the course of this plan will be the implementation 
of our Information, Communication, Technology and Digital Strategy and action plan.    
Specific cross group projects/work streams for 2017-18 are: 
 

 Information management 

 Use of technology 

 Service delivery 
 
Providing value for money is without question a reasonable expectation of our 
various stakeholders – this is a given in our discussions when considering how our 
income will be put to best use.  Defining value for money and agreeing specific 
measures is a more challenging pursuit.  We acknowledge that the view of what 
represents value for money may well differ depending on who answers the question.  
Tenants and people receiving services are rightly interested in what they get for the 
money they pay - grant providers are interested in outcomes and outputs - policy 
makers and those looking at issues from a broader perspective may well be more 
interested in the wider social impact of our activities.   We have developed a VFM 
proposition and some areas for possible VFM assessments and intend to test these 
with interested stakeholders.   
 
In our pursuit of continuous improvement, we will continue to benchmark 
appropriately and use such information to drive better service for our customers. 
 

Where we are now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

1.Options appraisal 
needed following 
CEO retirement 
plans 

Produce options 
appraisal 

Options appraisal 
is viewed as 
comprehensive 
and Link Group 
Board 
recommendations 
agreed by SHR 

Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 

Options 
appraisal not 
considered 
sufficient by 
SHR 
 
Plans to 
address CEO 
retirement 
delayed  

2. Need for 
additional long term 
funding is 
acknowledged 

Appoint treasury 
management 
specialist advisers 
to support Link 
Group Board 
 
Seek best deal for 
long term funding 

Funding 
arrangement in 
place 

Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 
 
 
 

Funding not 
obtained at 
required level 
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Where we are now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

3. Welfare reform 
and the roll out of 
Universal Credit is 
proving to be 
extremely 
challenging for 
RSLs, local 
authorities and 
individuals 

Concerted efforts 
to manage the 
impact on  
systems, finances, 
resources as well 
as supporting 
current and 
prospective 
tenants and 
customers 

Recording of 
impacts on 
system 
development; 
staffing 
resources, 
arrears and 
importantly, the 
impact on 
customers as 
evidence of the 
effect of UC 

Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 

The key risk 
is that the 
policy 
changes are 
outwith our 
control 
 
Financial 
risks are 
significant 
and 
opportunity 
for mitigation 
is limited 
 
 
 
 
 
 
 

4. Our group 
structure has been 
in place for a 
number of years 
and a review of how 
it’s working together 
with alternative 
options is felt 
appropriate 

Review the range 
of options relating 
to the group 
structure from 
remaining as we 
currently are to 
making changes to 
varying degrees  

Report on options 
and feedback 
from subsidiary 
boards and other 
key stakeholders 

Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 

Options are 
not explored 
to all parties 
satisfaction 
 
Disagreement 
on actions 
following the 
review 

5. A comprehensive 
ICT&D Strategy and 
action plan has 
been developed and 
resources allocated 
for implementation 

Implement Year 
One actions from 
the plan  

 Information 
manageme
nt 

 Technology 

 Service 
delivery 

 
 
 
 
 
 
 
 

Detailed project 
plans developed 
and tested for 
business impact 
prior to go live 
 
Projects 
successfully 
implemented 

Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 

Failure to fully 
consider 
impact of 
change 
and/or to 
prioritise and 
phase actions 
appropriately 
 
Inadequately 
resourced 
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Where we are now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

6.Geographical 
overlap of housing 
and other service 
delivery 
acknowledged 

Joint initiative by 

Link landlords to 

harmonise policies 

in core Link 

landlord functions, 

developing a 

model for co-

operation and 

collaboration for 

improved overall 

services 

 

Actions identified, 
plans drawn up 
with input from 
staff and 
customers and 
policy and 
practice changes 
developed and 
implemented 
 
 

Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 

Failure to 
prioritise this 
action 
 
Failure to 
involve key 
stakeholders 
to assess and 
manage 
impact 

7. Measure the 
social impact of Link 
products and 
services 
 

Work across Link 
to identify specific 
projects or areas 
of work where 
impact 
measurement will 
variously; 

 Make a 
case for 
new funding 

 Consolidate 
existing 
funding 

 Identify 
improveme
nts in 
service 
delivery 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Impact 
measurement 
methodology 
successfully 
applied and 
report ‘assured’. 
Funding secured 
or business 
improvement 
identified and 
implemented 
 

Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 

Failure to 
prioritise this 
action 
 
Inadequate 
resourcing 
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Where we are  now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

8. Value for money 
is a key 
consideration in 
decision making on 
resource allocation 

Explore ways of 
formalising this 
approach and 
making it more 
obvious in our 
allocation of 
resources  
 
Review proprietary 
value for money 
tools to assess fit 
with Link’s 
activities 
Review our 
existing 
benchmarking 
arrangements to 
assess usefulness 
across Link 
 
Use Value Insights 
as a means of 
demonstrating 
wider impact of 
Link activities 
 
Select appropriate  
projects and 
activities for social 
impact 
measurement 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Allocation and 
use of resources 
are clearly being 
taken with value 
for money in mind 
 
Consultation on 
VFM proposition 
and review areas 
agreed 

Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 

Other 
operational 
areas take 
priority 
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Where we are  now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

9. Need to indentify 
new commercial 
business 
opportunities 

Assess options for 
Shared Equity 
Aftersales service 
to builders similar 
to Help to Buy and 
NSSE 
 
Pro actively 
assess other 
opportunities 
across the sector 
 
 
 
Develop bid for 
Housing Services 
for New Build 
Delivery 
Partnership in 
Edinburgh  

Additional 
commercial 
income to 
reinvest in 
affordable 
housing 
development 
 
Potential 
opportunities 
identified for BP 
consideration 
2018- 2019 
 
Contract secured 

Use our networks 
to learn from 
others and use our 
knowledge and 
experience to help 
others to maximise 
our impact 
 
 
 
 
Utlising existing 
Link2 Let 
skills/experience 
combined with 
PSL performance. 

Unforeseen 
legal or 
financial 
expenses or 
CCA licence 
costs 
 
Time 
constraints 
 
 
 
 
Loss of 
opportunity 
for growth 
and potential 
new income 
stream  

10. Continue to 
influence decision 
makers by 
participating in key 
working groups and 
partnerships 

Play active role in 
improving national 
policy and practice 
on housing related 
issues for disabled 
and older people 
 
Publish and 
promote  research 
findings and 
recommendations 
on effective  
allocation of 
adapted social 
housing 
 
Commission 
update of Mind the 
Step in support of 
EHRC inquiry into 
the impact of 
accessible housing 
on independent 
living for disabled 
people 
 

More adapted 
properties are 
allocated to those 
who need this 
type of housing 
 
Fewer people 
record that their 
home is not 
suitable for their 
needs 
 
 
 
Grant system 
includes specific 
allowance to 
encourage 
building to 
wheelchair 
accessible 
standards/more 
homes are built to 
inclusive design 
and wheelchair 
accessibility 
standards 

Use our networks 
to learn from 
others and use our 
knowledge and 
experience to help 
others to maximise 
our impact  

Lack of 
funding and 
capacity for 
research 
 
Lack of skills, 
capacity and 
time for 
meaningful 
involvement 
in locality 
planning and 
national 
groups  
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Where we are  now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

11. Continue to 
influence decision 
makers by 
participating in key 
working groups and 
partnerships 

Support Glasgow 
Centre of Inclusive 
Living with 
introduction of 
Homes2Fit 
 
 
Play active role in 
improving national 
policy and practice 
on housing related 
issues for disabled 
and older people 
 
Research and 
publish good 
practice in 
allocation of 
housing for 
wheelchair users  

More adapted 
properties are 
allocated to those 
who need this 
type of housing 
 
Fewer people 
record that their 
home is not 
suitable for their 
needs. 
 
 
Grant system 
includes specific 
allowance to 
encourage 
building for 
wheelchair users. 
Research 
published on 
under utilisation 
of wheelchair 
users’ housing, 
and good practice 
promoted 

Use our networks 
to learn from 
others and use our 
knowledge and 
experience to help 
others to maximise 
our impact  

Homes2Fit is 
marginalised 
and not well 
used by 
applicants or 
housing 
providers. 
 
Scottish Govt. 
lack of real 
interest 
wheelchair 
users’ 
housing  
 
Lack of 
partners for 
partnership 
research 
project. 
 
Lack of 
funding for 
research 

12. Inclusive Design 
team established, 
ethos of team 
promoted & 
potential for further 
joint working with 
Link Housing and 
Link Living 
colleagues identified 
 

Establish strategic 
relationship with 
Health & Social 
Care Partnerships 
 
Research options 
for new 
opportunities to 
assist / influence 
Link Living and 
inform strategic 
approach 

Strategic 
relationships 
established & 
potential for new 
opportunities 
confirmed 

Explore potential 
to develop new 
opportunities such 
as transitional 
options, hospital 
discharge 
planning, 
rehabilitation, step 
up/step down 
facilities 
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Where we are  now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

13. Factoring 
Service to make a 
profit  in commercial 
schemes and break 
even mixed tenure 
schemes  
 
Lower than average 
satisfaction rates 
with higher than 
average fees 
 

Review services/ 
overheads and 
scheme viability 
Increased Income/ 
reduced 
overheads/ 
increased 
satisfaction Ensure 
value for money 
and improve 
communication 
with owners 
 

Factoring Code of 
Conduct is clear 
to our customers 

Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 

Losses would 
require 
support from 
other 
profitable 
commercial 
activities    
 

14. Efficiencies and 
economies of scale 
are maximised where 
appropriate through 
service level 
agreements and 
procurement 
frameworks over 
range of services 
 
Phase 1 of joint work 
with other Link 
subsidiaries compete; 
action plan for Phase 
2 established  

Capacity generated 
for reinvestment in 
better tenancy 
services, home and 
neighbourhood 
improvements 
 
Harmonised housing 
management 
policies in core 
landlord functions 
support co-operation 
and collaboration on 
improved overall 
services. (End Year 
1) 
 
ICT enables flexible 
and efficient remote 
working and inter-
group working 
 
Improved staff 
development 
opportunities 

Joint initiative to 

develop suite of 

common 

management 

policies in core 

Link landlord 

functions, 

developing a 

model for co-

operation and 

collaboration on 

improved overall 

services 

 

Develop common 

allocations policy 

for Link, which 

recognises 

differing 

geographical and 

client group needs  

Development of 

shared services 

approach where 

Horizon and Link 

Group properties 

are in close 

proximity; or where 

new developments 

can be managed 

by Horizon 

 

Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 
  

Lack of 
commitment 
and 
resources 
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Where we are  now Activity Measure of 
Success 

Objective this will 
help us meet 

Risk(s) 

15. Link tenancy 
managing subsidiaries 
working together to 
optimise response to 
Link’s growth plans, 
ICT and other plans 
 

Share resources and 
expertise to provide 
modern, person 
centred housing 
services for tenants 
of Link’s current and 
new homes 
 
Optimised approach 
to managing new 
properties based on 
location not owner 

Future focused, 
customer 
needs/insight 
scoping exercise 
involving tenants, 
prospective tenants 
and other agencies 
in 6 areas 
 
Joint development 
of housing trainees 
policy and funding 
of graduate trainee 
 
Distribution of 
properties for 
management 
based on utilising 
capacity across 
subsidiaries and 
driver of enabling 
customer service 
excellence 
 

Make best use of 
our resources and 
use them to benefit 
our customers by 
benchmarking, 
reviewing value for 
money and 
conducting social 
impact analyses 

Lack of 
commitment 
and 
resources 
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9.0 CORPORATE GOVERNANCE 
 
The Link Group Board meets bi-monthly throughout the year.  Each subsidiary (whilst 
ultimately controlled by Link Group Ltd) has its own board which is responsible for 
ensuring it satisfies regulatory and other standards of good governance.  The 
composition of each board reflects the skills and experience required to discharge its 
responsibilities and typically includes the expertise of tenants and/or service users.  
Senior management representatives are also in attendance at board meetings. 
Members/directors of the boards are appointed by the Link Group Board (with the 
exception of the RSL subsidiaries which appoint their own Board Members). An 
important responsibility of the boards is to ensure member, tenant and service user 
involvement and participation in policy, proposals and decisions which may affect 
them. 
 
In line with the Scottish Housing Regulator’s expectations in respect of its Regulatory 
Standards, the Link Group Board has undertaken individual performance reviews of 
Board Members as well as conducting a review of the effectiveness of the board’s 
performance. Members of boards are required to follow a code of conduct issued to 
them at induction covering matters such as statutory disclosure requirements, 
conflicts of interest and (now) potential “lobbying”.  
 
Link Group annually sets objectives for subsidiaries. These high level objectives are 
incorporated in this business plan, with detailed action plans being in place for each 
subsidiary/directorate. The subsidiaries provide regular reports on their activities and 
performance to the Link Group Board. The reports detail specific outcomes, measure 
results against targets and highlight examples of best practice. 
 
The relationships between Link Group and its subsidiaries are set out in the 
Independence and Responsibilities Agreements (IRAs) and Service Level 
Agreements (SLAs) for each company.  These will be reviewed in 2018-19. 
 
9.1 Management Structure 
 
Link Group, for which the Board has overall responsibility, is governed by a set of 
Standing Orders which reserves specific powers to the Board and specifies where 
functions and powers are delegated. Link operates with three standing Sub 
Committees, the Audit and Risk Committee, the Development Sub Committee and 
the Remuneration Committee. 
 
As part of its commitment to improving effectiveness, Link Group Board is 
considering a number of options including the introduction of new sub committees in 
addition to a review of standing orders and the scheme of delegation. 
 
9.2 Audit and Risk Committee 
 
The Audit and Risk Committee has up to seven members and monitors the controls 
which are in force and any perceived gaps in the control environment. This is 
achieved through reports to the Committee from our internal and external auditors. 
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The Audit and Risk Committee also considers and determines relevant action in 
respect of any control issues raised by the internal or external auditors. 
 
9.3  Development Sub Committee 
 
The Development Sub Committee has up to eight members and in addition to 
approving Link’s Strategy and Development Funding Plan it assesses and approves 
individual development projects and monitors development project progress and 
budgets, including all expenditure and grants. 
 
9.4  Remuneration Committee 
 
The Remuneration committee has up to five members and it monitors the 
performance of the Chief Executive and Directors, reviews and considers the salaries 
of the Chief Executive and Directors and makes recommendations on all these 
matters to the Group Board. 
 
9.5 Health and Safety 
 
The Board is committed to the provision of a healthy and safe working environment. 
Link endeavors to eliminate potential hazards, including the risk of fire, damage to 
plant, property and the environment, thus significantly reducing the risk of personal 
injury or occupational ill-health for all colleagues and those potentially affected by our 
activities. The Health and Safety Committee (a staff group) oversees Link’s risk 
assessment programme and regularly reviews policies and practices. Link’s full time 
Health and Safety Officer provides specialist input to the Health and Safety 
Committee which is chaired by a member of the Senior Management Group. 
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10.0 LINK GROUP BUDGETS 
 
10.1 Basis of Preparation 
 
The budgets have been prepared using the assumptions reproduced at Appendix 1.  
The long-term core assumptions have not changed from last year, except to 
incorporate a slightly lower long-term average borrowing rate. 
 
The results for the five years are different to what was projected last year and there 
are two main reasons for this. Firstly, Link’s retained surplus is improved because we 
retained the Open Market Shared Equity and Help to Buy contracts (retention was 
not assumed last year). Secondly, although the development programme is broadly 
the same in total, the timing of completions has moved out.  
 
10.2 Development 
 
The development programme has 2,808 rented property completions now forecast 
compared to 2,814 projected last year. In years 1 and 2 the completions forecast last 
year were 559 and 1,003 respectively. These have reduced to 114 and 444 
completions for years 1 and 2 in this plan. 
 
The re-profiling of the development programme timing has had the impact of delaying 
borrowing and results in a significant decrease in rental income in the very early 
years. The rent receivable for year 2 (2019-20) is £2.5M less than forecast last year 
and for year 3 the forecast is now more than £1M less than projected last year. 
 
The programme of rented properties has a slightly higher proportion of social rented 
properties, increasing from 62% of the programme to 73% 
 
The following points are relevant in relation to the development programme: 
 

 The programme is taken directly from the projects covered in various local 
authority programme agreements. 

 There is no grant funding separately available to cover Link’s staffing and 
overhead costs in developing the properties as the grant is a single figure per 
unit.  

 A large proportion of development staff salary costs are capitalised but that 
does not cover all the development team costs, with the net balance being a 
revenue expense. 

 All projects in the programme are subject to approval by the Board, through 
the Development sub-committee.  

 As the budget only includes the known/foreseeable development programme it 
is assumed (purely for matching purposes) that the development team would 
be reduced in year 6 and no development services would be required from 
year 7 onwards. 

 The gross development expenditure in the budget is £420M (2017 £401M). 
Net of grants and shared equity sales proceeds the figure is £220M (2017 
£226M) reflecting the slight move from mid-market rent to social rent in the 
programme. 
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10.3 Funding 
 
The increased development programme requires total loan funding of £200M, most 
of which arises in years 2 and 3 of the budget. Link has £45M of revolving credit 
facilities (RCF) from RBS, Santander and Bank of Scotland which will cover the 
2018-19 funding requirements. The total borrowing requirement in years 2 and 3 
(2019-20 and 2020-21) amounts to the borrowing forecast for these two years 
(£86.7M and £57.5M) plus the repayment of the RCFs so that they can be re-used. In 
total this comes to a very similar figure to that expected last year, i.e. £175M to 
£180M. 
 
By mid to late 2018 Link will require to have in place its chosen strategy for raising 
this finance and that matter is the subject of ongoing consideration by the Board 
 
10.4 Other Income 
 
The budget includes an estimated profit through the administration of the Open 
Market Shared Equity and Help to Buy schemes.  Although Link would hope to retain 
the Scottish Government shared equity contracts, no significant gift aid income is 
anticipated from year 3 onwards as the continuation of these grant streams is not 
guaranteed and neither is Link's appointment as managing agent. 
 
The North Lanarkshire Care and Repair contract (operated through Horizon but a 
Link Group contract) is reflected on a breakeven basis. 
 
10.5 Staffing 
 
Additional staffing resources have been allowed for in the budget and have been 
agreed by the Senior Management Group in accordance with Link Group’s Standing 
Orders. 
 
10.6 Loan Facility Covenants 
 
Link has assessed the impact on the loan covenants. The two covenants are historic 
cost gearing and the interest covenant calculation based on the retained surplus, 
excluding the accounting for building components capitalised, depreciation and 
deducting amortised HAG. 
 
With regard to the five year budget Link maintains a gearing ratio of under 35% which 
is significantly below the 50% limit allowed in Link’s various loan facility agreements. 
Link also comfortably achieves the Interest Cover covenant with a level averaging 
around 178%, which is an increase on last year from 169% (Link has to achieve 
110% as a minimum).   
 
To translate this into financial headroom this equates to around £6.2M per annum on 
average, meaning Link’s income could fall and/or costs rise up to £6.2M in total 
before Link would be at risk of breaking the interest cover covenant. Although this 
level of headroom is significant the position is less favourable in the early years of the 
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plan. For example in years 1 to 3 the average financial headroom is £4.4M per 
annum. 
 
These calculations show that the significant increase in funding required is 
commensurate with the position last year and can still be comfortably accommodated 
in terms of Link’s ability to meet these covenants. However the stress point in 
accessing new funding remains in terms of the security required for new borrowing. 
Link has adequate security to finance the programme (through a mix of existing 
unencumbered assets plus security available from early year property completions) 
but this is likely to be a problem area for Link in having sufficient free security  to fund 
further growth at a similar level in later years. 
 
10.7 Sensitivity Analysis/Stress Testing 
 
The purpose of sensitivity analysis (often called stress testing) is to carry out a risk 
assessment and for the organisation to be aware of the impact of certain events 
possibly happening e.g. increases in interest rates.  The principal financial risks are 
considered to be: 
 

 Increases in interest rates  

 Decrease in inflation  

 Management and Maintenance costs rising by more than inflation 

 No rent increase at all applied in years 1 to 5 

 Rents increase by 1% less than inflation over the 30 years 

 Demand for properties is weak and void levels increase  

 A very high level of bad debts is experienced  
 
Seven sensitivity analyses have therefore been run. The sensitivities are: 
 

 Loan interest rates increasing by 3% 

 Higher cost of new borrowing than currently forecast (up from 3.75% to 4.5%) 

 Inflation is reduced to 1% 

 Running costs including management and maintenance cost increase by 1% 
above inflation. 

 No rent increases applied in years 1 to 5. 

 Voids increase to 7% 

 Rent increases running 1% below inflation over 30 years 

 Bad debts increase by 5% 
 
As Link’s gearing covenant is dominated by the relationship of debt to capital costs, 
the results of the sensitivity analyses are compared against the impact on Link’s 
Interest Cover ratio. Link’s underlying financial position remains as strong as it was 
last year (with the same sensitivities used) in that there are no potential failure years. 

The sensitivity analysis generates a series of “what if” scenarios. It can be 
appropriate to combine the scenarios and sometimes they are run over short time 
periods rather than over an entire 30 year period.  
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Link will continue to review stress testing techniques and explore their relevance to 
Link. The intention is to include Board involvement in setting the stress options and 
discussing remedial actions and mitigating solutions. 
 
10.8 Conclusions 
 
Link has the financial capacity to significantly increase its development programme 
and Link continues to successfully attract grant funding and enjoy the support of 
many local authority partners. This is reflected in a substantial development 
programme which will see Link invest more than £420M in building new homes for 
2,808 families and people housed in properties which will remain available for rent in 
the long term. 
 
Link’s will use its RCF loans to finance the development programme in the short term 
(2018-19), relying on planned long term injections of funding of £175 to £180M during 
years 2 and 3 of the business plan period. Link has a strong credit position (A+, long 
–term stable outlook) and is well regarded. As such we are confident we will raise 
these funds at competitive rates. Work will take place with Link’s Treasury advisers to 
identify the most advantageous funding solutions. 
 
Despite an environment of currently rising inflation Link is in a strong position 
financially and well placed to meet lender covenants. The plan does not rely on long 
term high inflation estimates or any real rent increases.  Link can withstand 
significant periods of adverse economic conditions as demonstrated by the sensitivity 
analyses. 
 
Welfare reform changes continue to be the main challenge to be met and managed 
in the immediate future. Although Link will require a large amount of long-term 
finance over the next few years, Link expects to continue to represent an attractive 
proposition not only for investors and funders but also for local and national 
governments and a wide range of customers and other stakeholders.  
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LINK GROUP LIMITED

Appendix 2

REVENUE BUDGET FOR THE FIVE YEARS TO 31 MARCH 2023

Full Year

Estimate Year 1 Year 2 Year 3 Year 4 Year 5

2018 2019 2020 2021 2022 2023

£   £   £   £   £   £   

INCOME

Gross Rental Income 31,780,553 33,748,120 35,948,320 42,371,891 48,666,380 50,755,727 

Less : Voids and Bad Debts (1,086,404) (1,153,115) (1,229,830) (1,454,335) (1,674,257) (1,747,033)

 30,694,149 32,595,005 34,718,490 40,917,556 46,992,123 49,008,694 

 

Horizon C&R 231,953 231,953 231,953 239,450 239,450 239,450 

Grant amortisation 5,505,692 5,349,112 5,894,228 8,203,541 8,524,813 8,636,181 

Stage 3 Adaptations 200,000 200,000 200,000 200,000 200,000 200,000 

Other Income 40,000 40,000 41,000 42,025 43,076 44,153 

Management Fees from Subsidiaries 467,182 454,460 461,447 468,608 475,948 483,472 

Gain/(loss) on property sales 45,500 45,500 43,212 48,042 34,074 68,397 

TOTAL INCOME 37,184,475 38,916,030 41,590,330 50,119,222 56,509,484 58,680,347 

 

 

EXPENDITURE

 

Gross Group Management & Administration 5,929,336 6,566,546 6,515,402 6,706,998 6,842,503 7,042,015 

Planned/Cyclical Maintenance & Major Repairs - Direct Costs 5,849,400 5,899,724 6,184,711 6,483,946 6,798,143 7,128,051 

Less Capitalised (3,459,994) (2,683,147) (3,107,193) (3,164,180) (3,417,452) (3,564,025)

Planned/Cyclical Maintenance & Major Repairs - Management 778,736 629,709 661,194 694,254 728,967 765,415 

Reactive Repairs - Direct Costs 3,466,669 2,765,755 2,881,213 2,987,941 3,217,455 3,885,283 

Reactive Repairs - Management 660,587 800,909 855,005 875,493 896,474 917,963 

Management Fees - Rented Properties 4,195,527 4,305,588 4,557,667 4,831,750 5,252,752 5,534,174 

Management & Maint. Fees - Organisation Leased Properties 28,000 45,000 47,250 49,613 52,094 54,699 

Management fees - Intermediate Rent Properties 177,845 218,000 223,450 229,036 234,762 240,631 

Horizon C&R 369,953 231,953 231,953 231,953 231,953 231,953 

Development Services & Core Asset Management Team 1,495,303 1,767,756 1,748,411 1,791,727 1,836,124 1,881,631 

Development costs capitalised (939,800) (993,278) (1,014,078) (1,039,261) (1,065,074) (1,091,532)

Property Depreciation 11,725,368 12,165,582 14,287,254 19,041,317 19,913,986 20,545,791 

Property Insurance 246,000 408,000 428,400 449,820 472,311 495,927 

Regeneration & Other initiatives 311,267 285,094 292,221 299,527 307,015 314,690 

TOTAL EXPENDITURE 30,834,198 32,413,191 34,792,860 40,469,933 42,302,014 44,382,665 

OPERATING SURPLUS 6,350,277 6,502,839 6,797,470 9,649,288 14,207,470 14,297,682 

 

 

Interest Receivable 14,487 20,079 10,062 11,887 15,060 14,855 

Interest Payable (5,484,236) (5,566,965) (8,236,897) (10,596,618) (11,683,618) (12,945,118)

Gift Aid 703,566 1,196,952 847,509 637,242 150,000 150,000 

 

NET SURPLUS 1,584,095 2,152,905 (581,856) (298,201) 2,688,912 1,517,419 

 

Transfers to/from Reserves 0 0 0 0 0 

RETAINED SURPLUS / (DEFICIT) FOR THE YEAR 1,584,095 2,152,905 (581,856) (298,201) 2,688,912 1,517,419 

RETAINED SURPLUS ADJUSTED FOR LOAN COVENANT 10,636,162£ 12,083,302£ 17,322,884£ 22,179,190£ 22,643,266£ 

INTEREST COVER % 191% 147% 163% 190% 175%

FINANCIAL HEADROOM (ABOVE 110% INTEREST COVER COVENANT) 4,512,500£    3,022,716£    5,666,605£    9,327,210£    8,403,636£    



LINK GROUP LIMITED

Appendix 3

REVENUE BUDGET FOR THE TEN YEARS TO 31 MARCH 2028

Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Year 7 Year 8 Year 9 Year 10

2019 2020 2021 2022 2023 2024 2025 2026 2027 2028

£   £   £   £   £   £   £   £   £   £   

INCOME

Gross Rental Income 33,748,120 35,948,320 42,371,891 48,666,380 50,755,727 51,972,457 52,996,812 54,041,712 55,106,919 56,192,413 

Less : Voids and Bad Debts (1,153,115) (1,229,830) (1,454,335) (1,674,257) (1,747,033) (1,789,482) (1,825,170) (1,861,577) (1,898,701) (1,936,542)

32,595,005 34,718,490 40,917,556 46,992,123 49,008,694 50,182,975 51,171,642 52,180,135 53,208,218 54,255,871 

Horizon C&R 231,953 231,953 239,450 239,450 239,450 0 0 0 0 0 

Grant amortisation 5,349,112 5,894,228 8,203,541 8,524,813 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 

Stage 3 Adaptations 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 

Other Income 40,000 41,000 42,025 43,076 44,153 45,036 45,937 46,856 47,793 48,749 

Management Fees from Subsidiaries 454,460 461,447 468,608 475,948 483,472 495,558 507,947 520,646 533,662 547,004 

Gain / (Loss) on Property Sales 45,500 43,212 48,042 34,074 68,397 63,275 68,606 74,072 79,674 85,417 

TOTAL INCOME 38,916,030 41,590,330 50,119,222 56,509,484 58,680,347 59,623,025 60,630,313 61,657,890 62,705,528 63,773,222 

EXPENDITURE

Gross Group Management & Administration 6,566,546 6,515,402 6,706,998 6,842,503 7,042,015 7,182,855 7,326,512 7,473,042 7,622,503 7,774,953 

Planned/Cyclical Maintenance & Major Repairs - Direct Costs 5,899,724 6,184,711 6,483,946 6,798,143 7,128,051 8,365,698 8,655,474 9,082,564 8,997,075 9,441,420 

Less Capitalised (2,683,147) (3,107,193) (3,164,180) (3,417,452) (3,564,025) (5,019,419) (5,193,284) (5,449,538) (5,398,245) (5,664,852)

Planned/Cyclical Maintenance & Major Repairs - Management 629,709 661,194 694,254 728,967 765,415 780,723 796,337 812,264 828,509 845,079 

Reactive Repairs - Direct Costs 2,765,755 2,881,213 2,987,941 3,217,455 3,885,283 4,380,596 4,468,208 4,557,572 4,648,724 4,741,699 

Reactive Repairs - Management 800,909 855,005 875,493 896,474 917,963 936,322 955,048 974,149 993,632 1,013,505 

Management Fees - Rented Properties 4,305,588 4,557,667 4,831,750 5,252,752 5,534,174 5,647,405 5,760,353 5,875,560 5,993,071 6,112,933 

Management & Maint. Fees - Organisation Leased Properties 45,000 47,250 49,613 52,094 54,699 55,793 56,909 58,047 59,208 60,392 

Management fees - Intermediate Rent Properties 218,000 223,450 229,036 234,762 240,631 245,444 250,353 255,360 260,467 265,676 

Horizon C&R 231,953 231,953 231,953 231,953 231,953 0 0 0 0 0 

Development Services & Core Asset Management Team 1,767,756 1,748,411 1,791,727 1,836,124 1,881,631 1,038,129 464,892 474,190 483,673 493,347 

Development costs capitalised (993,278) (1,014,078) (1,039,261) (1,065,074) (1,091,532) (358,500) 0 0 0 0 

Property Depreciation 12,165,582 14,287,254 19,041,317 19,913,986 20,545,791 20,751,883 20,758,186 20,764,799 20,771,350 20,778,225 

Property Insurance 408,000 428,400 449,820 472,311 495,927 505,846 515,963 526,282 536,808 547,544 

Regeneration & Other initiatives 285,094 292,221 299,527 307,015 314,690 322,558 330,622 338,888 347,360 356,044 

TOTAL EXPENDITURE 32,413,191 34,792,860 40,469,933 42,302,014 44,382,665 44,835,334 45,145,572 45,743,178 46,144,136 46,765,965 

OPERATING SURPLUS 6,502,839 6,797,470 9,649,288 14,207,470 14,297,682 14,787,692 15,484,742 15,914,712 16,561,393 17,007,258 

Interest Receivable 20,079 10,062 11,887 15,060 14,855 16,720 49,616 61,489 28,317 43,904 

Interest Payable (5,566,965) (8,236,897) (10,596,618) (11,683,618) (12,945,118) (13,281,850) (12,895,600) (12,602,050) (11,819,250) (11,330,000)

Gift Aid 1,196,952 847,509 637,242 150,000 150,000 150,000 150,000 150,000 150,000 150,000 

Retained Surplus 2,152,905 (581,856) (298,201) 2,688,912 1,517,419 1,672,562 2,788,758 3,524,151 4,920,460 5,871,162 

INTEREST COVER

Operating surplus (£) 6,502,839 6,797,470 9,649,288 14,207,470 14,297,682 14,787,692 15,484,742 15,914,712 16,561,393 17,007,258 

Add back property depreciation 12,165,582 14,287,254 19,041,317 19,913,986 20,545,791 20,751,883 20,758,186 20,764,799 20,771,350 20,778,225 

Less capitalised component costs (2,683,147) (3,107,193) (3,164,180) (3,417,452) (3,564,025) (5,019,419) (5,193,284) (5,449,538) (5,398,245) (5,664,852)

Less amortised grant (5,349,112) (5,894,228) (8,203,541) (8,524,813) (8,636,181) (8,636,181) (8,636,181) (8,636,181) (8,636,181) (8,636,181)

Restated operating surplus (£) 10,636,162 12,083,302 17,322,884 22,179,190 22,643,266 21,883,974 22,413,461 22,593,791 23,298,317 23,484,449 

Interest payable (£) 5,566,965 8,236,897 10,596,618 11,683,618 12,945,118 13,281,850 12,895,600 12,602,050 11,819,250 11,330,000 

Interest cover % (Restated op surplus / interest payable) 191% 147% 163% 190% 175% 165% 174% 179% 197% 207%

Financial Headroom (£) 4,512,500 3,022,716 5,666,605 9,327,210 8,403,636 7,273,939 8,228,301 8,731,536 10,297,142 11,021,449 

GEARING RATIO

Total debt (£) 150,300,000 233,300,000 284,500,000 294,500,000 308,000,000 313,000,000 313,000,000 294,000,000 275,000,000 275,000,000 

Historic cost of completed housing properties (£) 597,791,458 758,910,761 841,395,909 877,505,661 914,570,356 939,602,563 944,795,848 950,245,386 955,643,632 961,308,484 

Gearing % 25.1% 30.7% 33.8% 33.6% 33.7% 33.3% 33.1% 30.9% 28.8% 28.6%



LINK GROUP LIMITED

Appendix 4

CAPITAL BUDGET FOR THE FIVE YEARS TO 31 MARCH 2023

Year 1 Year 2 Year 3 Year 4 Year 5 Total

2019 2020 2021 2022 2023 2019-2023

£   £   £   £   £   £   

Housing, Land & Buildings

Development Programme 117,175,693 168,944,532 90,619,897 32,216,224 34,169,138 443,125,484

Less :  S/O tranches & Shared Equity proceeds (1,077,229) (11,946,500) (12,338,189) (589,000) (1,760,000) (27,710,918)

Access Ownership 0 0 0 0 0 0

Planned/Cyclical Maintenance Capitalised 2,683,147 3,107,193 3,164,180 3,417,452 3,564,025 15,935,998 421,986,263

Development Costs capitalised 993,278 1,014,078 1,039,261 1,065,074 1,091,532 5,203,223

Gross Expenditure Housing, Land & Buildings 119,774,889 161,119,303 82,485,150 36,109,750 37,064,695 436,553,787

Less Grants (85,754,888) (70,305,486) (21,824,917) (12,757,213) (9,652,050) (200,294,554)

Net Expenditure Housing, Land & Buildings 34,020,001 90,813,817 60,660,233 23,352,537 27,412,645 236,259,233

Other Fixed Assets

Office - employability centre 0 0 0 0 0 0

Furniture, Fittings & Equipment 60,000 61,500 63,038 64,613 66,229 315,380

Sub-total Offices, furniture, fittings etc. 60,000 61,500 63,038 64,613 66,229 315,380

Computer Equipment & Software

Hardware

Replacement PCs/Laptops 258,848 170,438 174,699 179,067 183,543 966,596

Photocopiers 30,000 30,750 31,519 32,307 33,114 157,690

Replacement Servers 25,000 25,625 26,266 26,922 27,595 131,408

HMRC VAT compliance software 15,000 0 0 0 0 15,000

New Finance IT System 150,000 0 0 0 0 150,000

Total Computer Equipment & Software 478,848 226,813 232,484 238,296 244,253 1,420,694

Total Other Fixed Assets 538,848 288,313 295,521 302,909 310,482 1,736,073

Total Capital Expenditure 34,558,849 91,102,130 60,955,754 23,655,446 27,723,127 237,995,306

Units Units Units Units Units Total

Projected Completions

Social Rent 144 307 1355 161 85 2052

Shared Ownership 0 0 0 0 0 0

Intermediate Rent 0 137 512 107 0 756

144 444 1867 268 85 2808



LINK GROUP LTD Appendix 5

LOAN FACILITY COVENANTS 

Forecast Budget Budget Budget Budget Budget Budget Budget Budget Budget Budget

Out-turn Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Year 7 Year 8 Year 9 Year 10

31/03/2018 31/03/2019 30/03/2020 31/03/2021 31/03/2022 31/03/2023 30/03/2024 31/03/2025 31/03/2026 31/03/2027 30/03/2028

Data £'000 £'000 £'000 £'000 £'000 £'000 £'000 £'000 £'000 £'000 £'000

1. Financial Indebtedness 128,000 150,300 233,300 284,500 294,500 308,000 313,000 313,000 294,000 275,000 275,000

2. Finance Costs 5,484 5,567 8,237 10,597 11,684 12,945 13,282 12,896 12,602 11,819 11,330

3. Operating Surplus

Operating Surplus per accounts 6,305 6,503 6,797 9,649 14,207 14,298 14,788 15,485 15,915 16,561 17,007

Add Back Housing Depreciation 11,725 12,166 14,287 19,041 19,914 20,546 20,752 20,758 20,765 20,771 20,778

Add capitalised components (3,460) (2,683) (3,107) (3,164) (3,417) (3,564) (5,019) (5,193) (5,450) (5,398) (5,665)

Add amortisation of grant (5,506) (5,349) (5,894) (8,204) (8,525) (8,636) (8,636) (8,636) (8,636) (8,636) (8,636)

9,064 10,636 12,084 17,323 22,179 22,643 21,885 22,414 22,594 23,299 23,484

5. Gross Historic Cost - completed units 478,017 597,791 758,911 841,396 877,506 914,570 939,603 944,796 950,245 955,644 961,308

Financial Covenants

<50% 27% 25% 31% 34% 34% 34% 33% 33% 31% 29% 29%

>110% 165% 191% 147% 163% 190% 175% 165% 174% 179% 197% 207%

Financial 

indebtedness to gross 

historic cost of 

completed units

Interest cover ratio



LINK GROUP LIMITED BUSINESS PLAN 2017/18 to 2021/22 Appendix 6

SENSITIVITY ANALYSES

Year

1 5 10 15 20 25 30

Assumption

Standard Assumptions 191% 175% 207% 243% 308% 340% 799%

Loan Interest Rates up by 3% for 30 years 181% 170% 208% 244% 309% 341% 801%

Interest rate on Private Placement increases to 4.5% from 3.75% 192% 159% 181% 213% 270% 297% 699%

Inflation reduces to 1% 192% 154% 172% 193% 234% 246% 551%

192% 171% 192% 215% 259% 268% 587%

No Rent Increases Yrs 1-5 INCLUDING YEAR 1 175% 140% 162% 193% 246% 272% 640%

Voids Increase to 7% 172% 162% 191% 225% 286% 314% 739%

Real Rent Decrease of 1% yrs 1-30 INCLUDING YEAR 1 169% 161% 167% 175% 195% 185% 369%

Bad Debts increase by 5% 163% 156% 184% 217% 275% 303% 713%

Loan Covenant Target 110% 110% 110% 110% 110% 110% 110%

PRINCIPAL ASSUMPTIONS

Year 6

Year 1 Year 2 Year 3 Year 4 Year 5 Onwards

Inflation 2.50% 2.50% 2.50% 2.50% 2.50% 2.00%

Loan Interest Rates 3.70% 3.53% 3.72% 3.97% 4.20% 4.12%

Voids & Bad Debts Rented 3.50% 3.50% 3.50% 3.50% 3.50% 3.50%

Voids & Bad Debts Shared Ownership 1.00% 1.00% 1.00% 1.00% 1.00% 1.00%

Rent Increase 2.50% 2.50% 2.50% 2.50% 2.50% 2.00%

Development Programme Years 1 to 5 2,801 units

Development Spend (Net) Years 1 to 5 £436.6 m

Grant Receivable Years 1 to 5 £200.3 m

Additional Loan Finance Years 1 to 5 £180.0 m

Interest Cover Ratio

Management, maintenance and running costs rise by 1% real



LINK GROUP LIMITED BUSINESS PLAN 2018/19- 30 YEAR PLAN INCOME AND EXPENDITURE ACCOUNT

Appendix 7

Forecast YEAR

2018 2019 2020 2021 2022 2023 2024 2025 2026 2027 2028 2029 2030 2031 2032 2033 2034

INCOME 0 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16

Gross Rental Income 31,780,553 33,748,120 35,948,320 42,371,891 48,666,380 50,755,727 51,972,457 52,996,812 54,041,712 55,106,919 56,192,413 57,307,346 58,452,454 59,623,678 60,815,880 62,034,406 63,273,909

Less : Voids (1,086,404) (1,153,115) (1,229,830) (1,454,335) (1,674,257) (1,747,033) (1,789,482) (1,825,170) (1,861,577) (1,898,701) (1,936,542) (1,975,191) (2,014,657) (2,055,025) (2,096,118) (2,138,117) (2,180,839)

30,694,149 32,595,005 34,718,490 40,917,556 46,992,123 49,008,694 50,182,975 51,171,642 52,180,135 53,208,218 54,255,871 55,332,155 56,437,797 57,568,653 58,719,762 59,896,289 61,093,070

Grant amortisation 5,505,692 5,349,112 5,894,228 8,203,541 8,524,813 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181

Stage 3 Grant Income 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000

Horizon C&R 231,953 231,953 231,953 239,450 239,450 239,450

Other Income 40,000 40,000 41,000 42,025 43,076 44,153 45,036 45,937 46,856 47,793 48,749 49,724 50,718 51,732 52,767 53,822 54,898

Gain on Property Sales 45,500 45,500 43,212 48,042 34,074 68,397 63,275 68,606 74,072 79,674 85,417 0 0 0 0 0 0

Interest Received 14,487 20,079 10,062 11,887 15,060 14,855 16,720 49,616 61,489 28,317 43,904 108,411 175,613 244,894 320,429 387,066 442,302

Gift Aid from Link Housing 703,566 1,196,952 847,509 637,242 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000

Management Fees from Subsidiaries 467,182 454,460 461,447 468,608 475,948 483,472 495,558 507,947 520,646 533,662 547,004 560,679 574,696 589,063 603,790 618,885 618,885

37,902,528 40,133,061 42,447,901 50,768,350 56,674,544 58,845,202 59,789,745 60,829,929 61,869,379 62,883,845 63,967,126 65,037,150 66,225,005 67,440,523 68,682,929 69,942,243 71,195,336

EXPENDITURE

LG Gross Management & Administration 5,929,336 6,566,546 6,515,402 6,706,998 6,842,503 7,042,015 7,182,855 7,326,512 7,473,042 7,622,503 7,774,953 7,930,452 8,089,061 8,250,842 8,415,859 8,584,176 8,755,860

Planned/Cyclical & Major Repairs - Direct Costs 5,849,400 5,899,724 6,184,711 6,483,946 6,798,143 7,128,051 8,365,698 8,655,474 9,082,564 8,997,075 9,441,420 10,858,220 11,560,066 11,573,644 10,639,003 10,773,698 11,060,738

Less: Capitalised (3,459,994) (2,683,147) (3,107,193) (3,164,180) (3,417,452) (3,564,025) (5,019,419) (5,193,284) (5,449,538) (5,398,245) (5,664,852) (6,514,932) (6,936,040) (6,944,186) (6,383,402) (6,464,219) (6,636,443)

Planned/Cyclical & Major Repairs - Management Costs 778,736 629,709 661,194 694,254 728,967 765,415 780,723 796,337 812,264 828,509 845,079 861,981 879,221 896,805 914,741 933,036 951,697

Reactive Repairs - Direct Costs 3,466,669 2,765,755 2,881,213 2,987,941 3,217,455 3,885,283 4,380,596 4,468,208 4,557,572 4,648,724 4,741,699 3,438,034 3,506,795 3,576,931 3,648,470 3,721,439 3,795,868

Reactive Repairs - Management Costs 660,587 800,909 855,005 875,493 896,474 917,963 936,322 955,048 974,149 993,632 1,013,505 1,033,775 1,054,451 1,075,540 1,097,051 1,118,992 1,141,372

Management Fees - Rented 4,195,527 4,228,588 4,476,817 4,746,857 5,163,614 5,440,579 5,551,938 5,662,977 5,776,236 5,891,761 6,009,597 5,815,755 5,932,070 6,050,712 6,171,726 6,295,160 6,421,063

Management and Maintenance Fees - Leased 28,000 45,000 47,250 49,613 52,094 54,699 55,793 56,909 58,047 59,208 60,392 61,600 62,832 64,089 65,371 66,678 68,012

Management and Maintenance Fees - Shared Ownership 0 77,000 80,850 84,893 89,138 93,595 95,467 97,376 99,324 101,310 103,336 105,403 107,511 109,661 111,854 114,091 116,373

Management fees - Intermediate Rent Properties 177,845 218,000 223,450 229,036 234,762 240,631 245,444 250,353 255,360 260,467 265,676 270,990 276,410 281,938 287,577 293,329 299,196

Horizon C&R 369,953 231,953 231,953 231,953 231,953 231,953 0 0 0 0 0 0 0 0 0 0 0

Development Services & Core 1,495,303 1,767,756 1,748,411 1,791,727 1,836,124 1,881,631 1,038,129 464,892 474,190 483,673 493,347 503,214 513,278 523,544 534,015 544,695 555,589

Property Depreciation 11,725,368 12,165,582 14,287,254 19,041,317 19,913,986 20,545,791 20,751,883 20,758,186 20,764,799 20,771,350 20,778,225 20,786,132 20,794,549 20,802,977 20,810,723 20,818,568 20,826,622

Development costs capitalised -939,800 (993,278) (1,014,078) (1,039,261) (1,065,074) (1,091,532) (358,500)

Loan Interest 5,484,236 5,566,965 8,236,897 10,596,618 11,683,618 12,945,118 13,281,850 12,895,600 12,602,050 11,819,250 11,330,000 11,330,000 11,330,000 11,330,000 11,330,000 11,236,142 10,985,851

Property Insurance 246,000 408,000 428,400 449,820 472,311 495,927 505,846 515,963 526,282 536,808 547,544 558,495 569,665 581,058 592,679 604,533 616,624

Regeneration Costs & Other Initiatives 311,267 285,094 292,221 299,527 307,015 314,690 322,558 330,622 338,888 347,360 356,044 364,945 374,069 383,421 393,007 402,832 412,903

Overdraft Interest 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

36,318,434 37,980,156 43,029,757 51,066,551 53,985,632 57,327,783 58,117,184 58,041,172 58,345,228 57,963,386 58,095,965 57,404,063 58,113,939 58,556,975 58,628,674 59,043,150 59,371,325

SURPLUS/(DEFICIT) FOR YEAR 1,584,095 2,152,905 -581,856 -298,201 2,688,912 1,517,419 1,672,562 2,788,758 3,524,151 4,920,460 5,871,162 7,633,087 8,111,067 8,883,549 10,054,255 10,899,093 11,824,011

TOTAL RESERVES BROUGHT FORWARD 59,719,000 61,303,095 63,456,000 62,874,144 62,575,943 65,264,855 66,782,273 68,454,835 71,243,593 74,767,744 79,688,204 85,559,365 93,192,452 101,303,519 110,187,068 120,241,323 131,140,416

TOTAL RESERVES CARRIED FORWARD 61,303,095 63,456,000 62,874,144 62,575,943 65,264,855 66,782,273 68,454,835 71,243,593 74,767,744 79,688,204 85,559,365 93,192,452 101,303,519 110,187,068 120,241,323 131,140,416 142,964,427



LINK GROUP LIMITED BUSINESS PLAN 2018/19- 30 YEAR PLAN

2035 2036 2037 2038 2039 2040 2041 2042 2043 2044 2045 2046 2047 2048

INCOME 17 18 19 20 21 22 23 24 25 26 27 28 29 30 TOTALS

Gross Rental Income 64,539,738 65,831,683 67,149,953 68,494,548 69,865,468 71,262,506 72,685,868 74,140,695 75,621,848 77,134,465 78,678,548 80,254,096 81,861,317 83,500,004 1,874,329,161

Less : Voids (2,224,467) (2,268,998) (2,314,436) (2,360,779) (2,408,028) (2,456,181) (2,505,239) (2,555,383) (2,606,433) (2,658,569) (2,711,791) (2,766,097) (2,821,492) (2,877,973) (64,565,855)

62,315,271 63,562,685 64,835,517 66,133,769 67,457,440 68,806,325 70,180,629 71,585,312 73,015,415 74,475,896 75,966,757 77,487,999 79,039,825 80,622,031 1,809,763,306

Grant amortisation 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 8,636,181 252,512,414

Stage 3 Grant Income 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 6,000,000

Horizon C&R 1,182,256

Other Income 55,996 57,116 58,258 59,423 60,611 61,823 63,059 64,320 65,606 66,918 68,256 69,621 71,013 72,433 1,652,738

Gain on Property Sales 0 0 0 0 0 0 0 0 0 0 0 0 0 0 610,269

Interest Received 501,867 540,542 599,284 704,242 813,713 926,721 1,043,336 1,163,641 1,287,716 1,415,640 1,547,504 1,572,411 1,568,622 1,242,464 16,878,407

Gift Aid from Link Housing 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 6,731,703

Management Fees from Subsidiaries 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 17,179,139

72,478,200 73,765,409 75,098,125 76,502,500 77,936,830 79,399,935 80,892,090 82,418,339 83,973,803 85,563,520 87,187,583 88,735,097 90,284,526 91,541,994 2,112,510,231

EXPENDITURE

LG Gross Management & Administration 8,930,977 9,109,597 9,291,789 9,477,625 9,667,178 9,860,522 10,057,732 10,258,887 10,464,065 10,673,346 10,886,813 11,104,549 11,326,640 11,553,173 263,742,472

Planned/Cyclical & Major Repairs - Direct Costs 11,123,798 11,027,796 11,565,119 11,465,239 11,690,544 11,920,355 12,154,762 12,393,857 12,637,734 12,886,489 13,140,219 13,399,023 13,663,004 13,932,264 316,502,377

Less: Capitalised (6,674,279) (6,616,678) (6,939,071) (6,879,143) (7,014,326) (7,152,213) (7,292,857) (7,436,314) (7,582,641) (7,731,893) (7,884,131) (8,039,414) (8,197,802) (8,359,358) (186,340,678)

Planned/Cyclical & Major Repairs - Management Costs 970,731 990,146 1,009,949 1,030,148 1,050,751 1,071,766 1,093,201 1,115,065 1,137,366 1,160,113 1,183,315 1,206,981 1,231,121 1,255,743 28,486,328

Reactive Repairs - Direct Costs 3,871,785 3,949,221 4,028,205 4,108,769 4,190,944 4,274,763 4,360,258 4,447,463 4,536,412 4,627,140 4,719,683 4,814,077 4,910,359 5,008,566 122,069,628

Reactive Repairs - Management Costs 1,164,199 1,187,483 1,211,233 1,235,458 1,260,167 1,285,370 1,311,077 1,337,299 1,364,045 1,391,326 1,419,153 1,447,536 1,476,487 1,506,017 34,336,531

Management Fees - Rented 6,549,484 6,680,473 6,814,082 6,950,364 7,089,371 7,231,158 7,375,781 7,523,296 7,673,762 7,827,238 7,983,783 8,143,459 8,306,328 8,472,454 194,256,482

Management and Maintenance Fees - Leased 69,372 70,759 72,174 73,617 75,089 76,591 78,123 79,685 81,279 82,905 84,563 86,254 87,979 89,739 2,035,716

Management and Maintenance Fees - Shared Ownership 118,700 121,074 123,495 125,965 128,484 131,054 133,675 136,349 139,076 141,858 144,695 147,589 150,541 153,552 3,483,289

Management fees - Intermediate Rent Properties 305,180 311,284 317,510 323,860 330,337 336,944 343,683 350,557 357,568 364,719 372,013 379,453 387,042 394,783 9,007,553

Horizon C&R 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1,159,765

Development Services & Core 566,701 578,035 589,595 601,387 613,415 625,683 638,197 650,961 663,980 677,260 690,805 704,621 718,713 733,088 24,206,653

Property Depreciation 20,834,722 20,842,752 20,851,173 20,859,522 20,868,034 20,876,714 20,885,565 20,894,589 20,903,792 20,913,175 20,922,743 20,932,500 20,942,448 20,952,593 607,098,267

Development costs capitalised -5,561,723

Loan Interest 10,735,562 10,319,957 9,888,000 9,888,000 9,888,000 9,888,000 9,888,000 9,888,000 9,888,000 9,888,000 9,888,000 9,192,750 7,802,250 4,635,000 310,177,478

Property Insurance 628,956 641,535 654,366 667,453 680,802 694,418 708,306 722,472 736,921 751,659 766,692 782,026 797,667 813,620 18,456,848

Regeneration Costs & Other Initiatives 423,226 433,807 444,652 455,768 467,162 478,841 490,812 503,082 515,659 528,550 541,764 555,308 569,191 583,421 12,516,439

Overdraft Interest 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

59,619,114 59,647,241 59,922,271 60,384,032 60,985,952 61,599,966 62,226,314 62,865,248 63,517,018 64,181,884 64,860,109 64,856,712 64,171,968 61,724,654 1,755,633,424

SURPLUS/(DEFICIT) FOR YEAR 12,859,087 14,118,168 15,175,854 16,118,469 16,950,879 17,799,969 18,665,776 19,553,092 20,456,785 21,381,636 22,327,474 23,878,386 26,112,558 29,817,340 356,876,807

TOTAL RESERVES BROUGHT FORWARD 142,964,427 155,823,514 169,941,683 185,117,537 201,236,006 218,186,885 235,986,854 254,652,630 274,205,722 294,662,507 316,044,143 338,371,617 362,250,003 388,362,561 61,303,095

TOTAL RESERVES CARRIED FORWARD 155,823,514 169,941,683 185,117,537 201,236,006 218,186,885 235,986,854 254,652,630 274,205,722 294,662,507 316,044,143 338,371,617 362,250,003 388,362,561 418,179,902 418,179,902



LINK GROUP LIMITED BUSINESS PLAN 2017/18- 30 YEAR PLAN PROJECTED CASH FLOW Appendix 8

2019 2020 2021 2022 2023 2024 2025 2026 2027 2028 2029 2030 2031 2032 2033 2034

RECEIPTS 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16

Gross Rental Income 33,748,120 35,948,320 42,371,891 48,666,380 50,755,727 51,972,457 52,996,812 54,041,712 55,106,919 56,192,413 57,307,346 58,452,454 59,623,678 60,815,880 62,034,406 63,273,909

Less : Voids & Bad Debts (1,153,115) (1,229,830) (1,454,335) (1,674,257) (1,747,033) (1,789,482) (1,825,170) (1,861,577) (1,898,701) (1,936,542) (1,975,191) (2,014,657) (2,055,025) (2,096,118) (2,138,117) (2,180,839)

32,595,005 34,718,490 40,917,556 46,992,123 49,008,694 50,182,975 51,171,642 52,180,135 53,208,218 54,255,871 55,332,155 56,437,797 57,568,653 58,719,762 59,896,289 61,093,070

Less Cashflow from Decrease / (Increase) in Arrears (1,049,750) (106,175) (309,953) (303,728) (100,829) (58,714) (49,433) (50,425) (51,404) (52,383) (53,814) (55,282) (56,543) (57,555) (58,826) (59,840)

31,545,255 34,612,315 40,607,603 46,688,395 48,907,865 50,124,261 51,122,209 52,129,710 53,156,814 54,203,488 55,278,341 56,382,515 57,512,110 58,662,207 59,837,463 61,033,230

Stage 3 Grant Income 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000

Horizon C&R 231,953 231,953 239,450 239,450 239,450

Other Income 40,000 41,000 42,025 43,076 44,153 45,036 45,937 46,856 47,793 48,749 49,724 50,718 51,732 52,767 53,822 54,898

Shared Ownership Tranche Receipts 224,000 196,800 201,720 137,844 247,261 217,236 222,666 228,234 233,940 239,790 0 0 0 0 0 0

Development Grants 85,754,888 70,305,486 21,824,917 12,757,213 9,652,050 5,057,353 0 0 0 0 0 0 0 0 0 0

Loan Finance 22,300,000 83,000,000 51,200,000 10,000,000 13,500,000 20,000,000 0 0 0 0 0 0 0 0 0 0

Gift Aid from Link Housing 1,196,952 847,509 637,242 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000

Management Fees from Subsidiaries 454,460 461,447 468,608 475,948 483,472 495,558 507,947 520,646 533,662 547,004 560,679 574,696 589,063 603,790 618,885 618,885

141,947,508 189,896,510 115,421,564 70,691,925 73,424,250 76,289,444 52,248,759 53,275,446 54,322,209 55,389,031 56,238,744 57,357,929 58,502,905 59,668,764 60,860,170 62,057,013

PAYMENTS

LG Gross Management & Administration (excl Depreciation) 6,004,786 6,011,046 6,201,596 6,304,408 6,511,272 6,644,273 6,780,093 6,918,758 7,060,301 7,194,759 7,342,171 7,492,580 7,646,031 7,802,575 7,962,262 8,149,928

Planned/Cyclical & Major Repairs - Direct Costs 5,899,724 6,184,711 6,483,946 6,798,143 7,128,051 8,365,698 8,655,474 9,082,564 8,997,075 9,441,420 10,858,220 11,560,066 11,573,644 10,639,003 10,773,698 11,060,738

Less PM/CM Shown against capital spend (2,683,147) (3,107,193) (3,164,180) (3,417,452) (3,564,025) (5,019,419) (5,193,284) (5,449,538) (5,398,245) (5,664,852) (6,514,932) (6,936,040) (6,944,186) (6,383,402) (6,464,219) (6,636,443)

Planned/Cyclical & Major Repairs - Management Costs 629,709 661,194 694,254 728,967 765,415 780,723 796,337 812,264 828,509 845,079 861,981 879,221 896,805 914,741 933,036 951,697

Reactive Repairs - Direct Costs 2,765,755 2,881,213 2,987,941 3,217,455 3,885,283 4,380,596 4,468,208 4,557,572 4,648,724 4,741,699 3,438,034 3,506,795 3,576,931 3,648,470 3,721,439 3,795,868

Reactive Repairs - Management Costs 800,909 855,005 875,493 896,474 917,963 936,322 955,048 974,149 993,632 1,013,505 1,033,775 1,054,451 1,075,540 1,097,051 1,118,992 1,141,372

Management Fees - Rented 4,228,588 4,476,817 4,746,857 5,163,614 5,440,579 5,551,938 5,662,977 5,776,236 5,891,761 6,009,597 5,815,755 5,932,070 6,050,712 6,171,726 6,295,160 6,421,063

Management and Maintenance Fees - Leased 45,000 47,250 49,613 52,094 54,699 55,793 56,909 58,047 59,208 60,392 61,600 62,832 64,089 65,371 66,678 68,012

Management and Maintenance Fees - Shared Ownership 77,000 80,850 84,893 89,138 93,595 95,467 97,376 99,324 101,310 103,336 105,403 107,511 109,661 111,854 114,091 116,373

Management fees - Intermediate Rent Properties 218,000 223,450 229,036 234,762 240,631 245,444 250,353 255,360 260,467 265,676 270,990 276,410 281,938 287,577 293,329 299,196

Horizon C&R 231,953 231,953 231,953 231,953 231,953 0 0 0 0 0 0 0 0 0 0 0

Development Services & Core 1,767,756 1,748,411 1,791,727 1,836,124 1,881,631 1,038,129 464,892 474,190 483,673 493,347 503,214 513,278 523,544 534,015 544,695 555,589

Purchase of Other Fixed Assets 538,848 288,313 295,521 302,909 310,482 318,244 326,200 334,355 342,714 451,282 360,064 369,065 378,292 387,749 397,443 407,379

Property Insurance 408,000 428,400 449,820 472,311 495,927 505,846 515,963 526,282 536,808 547,544 558,495 569,665 581,058 592,679 604,533 616,624

Gross New Build Costs 118,781,611 160,105,225 81,445,888 35,044,676 35,973,163 24,673,708 5,193,284 5,449,538 5,398,245 5,664,852 6,514,932 6,936,040 6,944,186 6,383,402 6,464,219 6,636,443

HAG Repayment on Disposals 178,500 153,588 153,678 103,770 178,864 153,961 154,060 154,162 154,266 154,373 0 0 0 0 0 0

Regeneration Costs & Other Initiatives 285,094 292,221 299,527 307,015 314,690 322,558 330,622 338,888 347,360 356,044 364,945 374,069 383,421 393,007 402,832 412,903

Past service pension deficit payment 171,000 175,275 179,657 184,148 188,752 172,168 0 0 0 0 0 0 0 0 0 0

Decrease / (Increase) in creditors 1 1 0 0 0 (2,500,000) (2,000,000) (1,500,000) (1,000,000) 0 0 0 0 0 0 0 

140,349,087 181,737,731 104,037,220 58,550,511 61,048,924 46,721,449 27,514,511 28,862,151 29,705,809 31,678,053 31,574,646 32,698,014 33,141,666 32,645,817 33,228,188 33,996,742

Cash Flow 1,598,421 8,158,779 11,384,344 12,141,415 12,375,326 29,567,995 24,734,248 24,413,295 24,616,400 23,710,978 24,664,098 24,659,915 25,361,239 27,022,947 27,631,982 28,060,271 

Loan Interest (5,566,965) (8,236,897) (10,596,618) (11,683,618) (12,945,118) (13,281,850) (12,895,600) (12,602,050) (11,819,250) (11,330,000) (11,330,000) (11,330,000) (11,330,000) (11,330,000) (11,236,142) (10,985,851)

Balance after Financing costs (3,968,544) (78,118) 787,727 457,796 (569,792) 16,286,145 11,838,648 11,811,245 12,797,150 12,380,978 13,334,098 13,329,915 14,031,239 15,692,947 16,395,840 17,074,420 

Loan Principal Repayment 0 0 0 0 0 (15,000,000) 0 (19,000,000) (19,000,000) 0 0 0 0 0 (6,075,000) (6,075,000)

Net Cash Flow (3,968,544) (78,118) 787,727 457,796 (569,792) 1,286,145 11,838,648 (7,188,755) (6,202,850) 12,380,978 13,334,098 13,329,915 14,031,239 15,692,947 10,320,840 10,999,420 

Balance b/f 6,000,000 2,051,535 1,983,479 2,783,093 3,255,949 2,701,012 4,003,877 15,892,141 8,764,875 2,590,342 15,015,225 28,457,733 41,963,261 56,239,394 72,252,770 82,960,676

2,031,456 1,973,417 2,771,206 3,240,889 2,686,157 3,987,157 15,842,525 8,703,386 2,562,025 14,971,321 28,349,322 41,787,648 55,994,500 71,932,341 82,573,610 93,960,096

Interest Earned/Overdraft Interest 20,079 10,062 11,887 15,060 14,855 16,720 49,616 61,489 28,317 43,904 108,411 175,613 244,894 320,429 387,066 442,302

Balance c/f 2,051,535 1,983,479 2,783,093 3,255,949 2,701,012 4,003,877 15,892,141 8,764,875 2,590,342 15,015,225 28,457,733 41,963,261 56,239,394 72,252,770 82,960,676 94,402,398



LINK GROUP LIMITED BUSINESS PLAN 2017/18- 30 YEAR PLAN

2035 2036 2037 2038 2039 2040 2041 2042 2043 2044 2045 2046 2047 2048

RECEIPTS 17 18 19 20 21 22 23 24 25 26 27 28 29 30 TOTALS

Gross Rental Income 64,539,738 65,831,683 67,149,953 68,494,548 69,865,468 71,262,506 72,685,868 74,140,695 75,621,848 77,134,465 78,678,548 80,254,096 81,861,317 83,500,004 1,874,329,161

Less : Voids & Bad Debts (2,224,467) (2,268,998) (2,314,436) (2,360,779) (2,408,028) (2,456,181) (2,505,239) (2,555,383) (2,606,433) (2,658,569) (2,711,791) (2,766,097) (2,821,492) (2,877,973) (64,565,855)

62,315,271 63,562,685 64,835,517 66,133,769 67,457,440 68,806,325 70,180,629 71,585,312 73,015,415 74,475,896 75,966,757 77,487,999 79,039,825 80,622,031 1,809,763,306

Less Cashflow from Decrease / (Increase) in Arrears (61,110) (62,370) (63,642) (64,912) (66,184) (67,444) (68,715) (70,235) (71,505) (73,024) (74,543) (76,062) (77,591) (79,111) (3,451,102)

62,254,161 63,500,315 64,771,875 66,068,857 67,391,256 68,738,881 70,111,914 71,515,077 72,943,910 74,402,872 75,892,214 77,411,937 78,962,234 80,542,920 1,806,312,204

Stage 3 Grant Income 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 200,000 6,000,000

Horizon C&R 1,182,256

Other Income 55,996 57,116 58,258 59,423 60,611 61,823 63,059 64,320 65,606 66,918 68,256 69,621 71,013 72,433 1,652,738

Shared Ownership Tranche Receipts 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2,149,491

Development Grants 0 0 0 0 0 0 0 0 0 0 0 0 0 0 205,351,907

Loan Finance 0 0 0 0 0 0 0 0 0 0 0 0 0 0 200,000,000

Gift Aid from Link Housing 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 150,000 6,731,703

Management Fees from Subsidiaries 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 618,885 17,179,139

63,279,042 64,526,316 65,799,018 67,097,165 68,420,752 69,769,589 71,143,858 72,548,282 73,978,401 75,438,675 76,929,355 78,450,443 80,002,132 81,584,238 2,246,559,437

PAYMENTS

LG Gross Management & Administration (excl Depreciation) 8,316,914 8,487,200 8,650,848 8,827,928 9,008,505 9,192,648 9,380,428 9,571,918 9,767,188 9,966,313 10,169,371 10,366,437 10,577,592 10,792,915 245,103,044

Planned/Cyclical & Major Repairs - Direct Costs 11,123,798 11,027,796 11,565,119 11,465,239 11,690,544 11,920,355 12,154,762 12,393,857 12,637,734 12,886,489 13,140,219 13,399,023 13,663,004 13,932,264 316,502,377

Less PM/CM Shown against capital spend (6,674,279) (6,616,678) (6,939,071) (6,879,143) (7,014,326) (7,152,213) (7,292,857) (7,436,314) (7,582,641) (7,731,893) (7,884,131) (8,039,414) (8,197,802) (8,359,358) (186,340,678)

Planned/Cyclical & Major Repairs - Management Costs 970,731 990,146 1,009,949 1,030,148 1,050,751 1,071,766 1,093,201 1,115,065 1,137,366 1,160,113 1,183,315 1,206,981 1,231,121 1,255,743 28,486,328

Reactive Repairs - Direct Costs 3,871,785 3,949,221 4,028,205 4,108,769 4,190,944 4,274,763 4,360,258 4,447,463 4,536,412 4,627,140 4,719,683 4,814,077 4,910,359 5,008,566 122,069,628

Reactive Repairs - Management Costs 1,164,199 1,187,483 1,211,233 1,235,458 1,260,167 1,285,370 1,311,077 1,337,299 1,364,045 1,391,326 1,419,153 1,447,536 1,476,487 1,506,017 34,336,531

Management Fees - Rented 6,549,484 6,680,473 6,814,082 6,950,364 7,089,371 7,231,158 7,375,781 7,523,296 7,673,762 7,827,238 7,983,783 8,143,459 8,306,328 8,472,454 194,256,482

Management and Maintenance Fees - Leased 69,372 70,759 72,174 73,617 75,089 76,591 78,123 79,685 81,279 82,905 84,563 86,254 87,979 89,739 2,035,716

Management and Maintenance Fees - Shared Ownership 118,700 121,074 123,495 125,965 128,484 131,054 133,675 136,349 139,076 141,858 144,695 147,589 150,541 153,552 3,483,289

Management fees - Intermediate Rent Properties 305,180 311,284 317,510 323,860 330,337 336,944 343,683 350,557 357,568 364,719 372,013 379,453 387,042 394,783 9,007,553

Horizon C&R 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1,159,765

Development Services & Core 566,701 578,035 589,595 601,387 613,415 625,683 638,197 650,961 663,980 677,260 690,805 704,621 718,713 733,088 24,206,653

Purchase of Other Fixed Assets 417,564 428,003 538,703 449,670 460,912 472,435 484,246 496,352 508,761 521,480 534,517 647,880 561,577 575,616 12,906,575

Property Insurance 628,956 641,535 654,366 667,453 680,802 694,418 708,306 722,472 736,921 751,659 766,692 782,026 797,667 813,620 18,456,848

Gross New Build Costs 6,674,279 6,616,678 6,939,071 6,879,143 7,014,326 7,152,213 7,292,857 7,436,314 7,582,641 7,731,893 7,884,131 8,039,414 8,197,802 8,359,358 621,409,533

HAG Repayment on Disposals 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1,539,222

Regeneration Costs & Other Initiatives 423,226 433,807 444,652 455,768 467,162 478,841 490,812 503,082 515,659 528,550 541,764 555,308 569,191 583,421 12,516,439

Past service pension deficit payment 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1,071,000

Decrease / (Increase) in creditors 0 0 0 0 0 0 0 0 0 0 0 0 0 0 -6,999,998

34,526,608 34,906,815 36,019,931 36,315,627 37,046,483 37,792,026 38,552,548 39,328,356 40,119,751 40,927,050 41,750,572 42,680,644 43,437,600 44,311,777 1,455,206,307

Cash Flow 28,752,434 29,619,501 29,779,087 30,781,538 31,374,269 31,977,563 32,591,310 33,219,926 33,858,650 34,511,625 35,178,783 35,769,799 36,564,532 37,272,461 791,353,131

Loan Interest (10,735,562) (10,319,957) (9,888,000) (9,888,000) (9,888,000) (9,888,000) (9,888,000) (9,888,000) (9,888,000) (9,888,000) (9,888,000) (9,192,750) (7,802,250) (4,635,000) (310,177,478)

Balance after Financing costs 18,016,872 19,299,544 19,891,087 20,893,538 21,486,269 22,089,563 22,703,310 23,331,926 23,970,650 24,623,625 25,290,783 26,577,049 28,762,282 32,637,461 481,175,653 

Loan Principal Repayment (6,075,000) (16,775,000) 0 0 0 0 0 0 0 0 0 (45,000,000) (15,000,000) (180,000,000) (328,000,000)

Net Cash Flow 11,941,872 2,524,544 19,891,087 20,893,538 21,486,269 22,089,563 22,703,310 23,331,926 23,970,650 24,623,625 25,290,783 (18,422,951) 13,762,282 (147,362,539) 153,175,653 

Balance b/f 94,402,398 106,846,136 109,911,222 130,401,593 151,999,374 174,299,356 197,315,640 221,062,285 245,557,853 270,816,219 296,855,484 323,693,771 306,843,231 322,174,135 6,000,000

106,344,269 109,370,680 129,802,309 151,295,132 173,485,643 196,388,919 220,018,949 244,394,212 269,528,503 295,439,844 322,146,267 305,270,820 320,605,513 174,811,596 159,175,653

Interest Earned/Overdraft Interest 501,867 540,542 599,284 704,242 813,713 926,721 1,043,336 1,163,641 1,287,716 1,415,640 1,547,504 1,572,411 1,568,622 1,242,464 16,878,407

Balance c/f 106,846,136 109,911,222 130,401,593 151,999,374 174,299,356 197,315,640 221,062,285 245,557,853 270,816,219 296,855,484 323,693,771 306,843,231 322,174,135 176,054,060 176,054,060
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2018 2019 2020 2021 2022 2023 2024 2025 2026 2027 2028 2029 2030 2031 2032 2033 2034

0 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16

Fixed Assets

Housing Properties at Cost 519,426,569 639,201,458 800,320,761 882,805,909 918,915,661 955,980,356 981,012,563 986,205,848 991,655,386 997,053,632 1,002,718,484 1,009,233,415 1,016,169,455 1,023,113,640 1,029,497,043 1,035,961,262 1,042,597,705

Housing Depreciation (133,192,368) (145,357,950) (159,645,204) (178,686,521) (198,600,506) (219,146,298) (239,898,181) (260,656,366) (281,421,166) (302,192,516) (322,970,741) (343,756,873) (364,551,421) (385,354,398) (406,165,122) (426,983,690) (447,810,312)

Investments - Property 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000

395,234,201 502,843,508 649,675,558 713,119,388 729,315,155 745,834,058 750,114,382 734,549,482 719,234,221 703,861,117 688,747,743 674,476,543 660,618,034 646,759,242 632,331,921 617,977,572 603,787,392

Other Fixed Assets 7,471,044 7,448,132 7,232,089 7,022,208 6,787,023 6,566,761 6,346,423 6,126,204 5,906,275 5,686,787 5,557,875 5,329,658 5,102,242 4,875,724 4,650,189 4,425,718 4,227,165

Investments 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000

Total Fixed Assets 402,805,245 510,391,640 657,007,647 720,241,596 736,202,178 752,500,819 756,560,805 740,775,686 725,240,496 709,647,904 694,405,618 679,906,201 665,820,276 651,734,966 637,082,110 622,503,290 608,114,557

Current Assets

Work -In-Progress 7,000,000 7,000,000 7,000,000 7,000,000 7,000,000 7,000,000 4,500,000 2,500,000 1,000,000 0 0 0 0 0 0 0 0

Net Rental Debtors 580,000 1,629,750 1,735,925 2,045,878 2,349,606 2,450,435 2,509,149 2,558,582 2,609,007 2,660,411 2,712,794 2,766,608 2,821,890 2,878,433 2,935,988 2,994,814 3,054,654

Other Debtors 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985

Bank 6,000,000 2,051,535 1,983,479 2,783,093 3,255,949 2,701,012 4,003,877 15,892,141 8,764,875 2,590,342 15,015,225 28,457,733 41,963,261 56,239,394 72,252,770 82,960,676 94,402,398

21,893,985 18,995,270 19,033,389 20,142,956 20,919,540 20,465,432 19,327,011 29,264,708 20,687,867 13,564,738 26,042,004 39,538,326 53,099,136 67,431,812 83,502,743 94,269,475 105,771,037

Current Liabilities

Creditors (6,857,362) (6,857,362) (6,857,361) (6,857,360) (6,857,362) (6,857,360) (6,857,360) (6,857,361) (6,857,361) (6,857,361) (6,857,362) (6,857,361) (6,857,361) (6,857,359) (6,857,361) (6,857,361) (6,857,361)

Net Current Assets 15,036,623 12,137,908 12,176,028 13,285,596 14,062,178 13,608,072 12,469,651 22,407,347 13,830,506 6,707,377 19,184,642 32,680,965 46,241,775 60,574,453 76,645,382 87,412,114 98,913,676

Total Assets Less Current Liabilities 417,841,868 522,529,548 669,183,675 733,527,192 750,264,356 766,108,891 769,030,456 763,183,033 739,071,002 716,355,281 713,590,260 712,587,166 712,062,051 712,309,419 713,727,492 709,915,404 707,028,233

Loans (128,000,000) (150,300,000) (233,300,000) (284,500,000) (294,500,000) (308,000,000) (313,000,000) (313,000,000) (294,000,000) (275,000,000) (275,000,000) (275,000,000) (275,000,000) (275,000,000) (275,000,000) (268,925,000) (262,850,000)

Deferred Income (227,467,772) (307,873,548) (372,284,805) (385,906,181) (390,138,581) (391,154,450) (387,575,621) (378,939,440) (370,303,258) (361,667,077) (353,030,895) (344,394,714) (335,758,532) (327,122,351) (318,486,169) (309,849,988) (301,213,806)

Provision for Liabilities (1,071,000) (900,000) (724,725) (545,068) (360,920) (172,168) 0 0 0 0 0 0 0 0 0 0 0 

Total Net assets 61,303,095 63,456,000 62,874,144 62,575,943 65,264,855 66,782,273 68,454,835 71,243,593 74,767,744 79,688,204 85,559,365 93,192,452 101,303,519 110,187,068 120,241,323 131,140,416 142,964,427

Capital and Reserves

Reserves 61,303,095 63,456,000 62,874,144 62,575,943 65,264,855 66,782,273 68,454,835 71,243,593 74,767,744 79,688,204 85,559,365 93,192,452 101,303,519 110,187,068 120,241,323 131,140,416 142,964,427

0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

61,303,095 63,456,000 62,874,144 62,575,943 65,264,855 66,782,273 68,454,835 71,243,593 74,767,744 79,688,204 85,559,365 93,192,452 101,303,519 110,187,068 120,241,323 131,140,416 142,964,427
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2035 2036 2037 2038 2039 2040 2041 2042 2043 2044 2045 2046 2047 2048

17 18 19 20 21 22 23 24 25 26 27 28 29 30

Fixed Assets

Housing Properties at Cost 1,049,271,983 1,055,888,661 1,062,827,732 1,069,706,875 1,076,721,202 1,083,873,415 1,091,166,273 1,098,602,587 1,106,185,227 1,113,917,120 1,121,801,251 1,129,840,666 1,138,038,468 1,146,397,826

Housing Depreciation (468,645,034) (489,487,786) (510,338,960) (531,198,481) (552,066,516) (572,943,230) (593,828,794) (614,723,384) (635,627,175) (656,540,350) (677,463,093) (698,395,593) (719,338,041) (740,290,635)

Investments - Property 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000 9,000,000

589,626,949 575,400,874 561,488,773 547,508,393 533,654,686 519,930,185 506,337,479 492,879,203 479,558,051 466,376,770 453,338,158 440,445,073 427,700,427 415,107,192

Other Fixed Assets 4,030,665 3,836,271 3,734,032 3,534,006 3,336,245 3,140,806 2,947,748 2,757,131 2,569,014 2,383,461 2,200,536 2,110,304 1,922,832 1,738,190

Investments 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000 100,000

Total Fixed Assets 593,757,614 579,337,145 565,322,805 551,142,399 537,090,931 523,170,991 509,385,227 495,736,334 482,227,065 468,860,231 455,638,694 442,655,377 429,723,259 416,945,382

Current Assets

Work -In-Progress 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Net Rental Debtors 3,115,764 3,178,134 3,241,776 3,306,688 3,372,872 3,440,316 3,509,031 3,579,266 3,650,771 3,723,795 3,798,338 3,874,400 3,951,991 4,031,102

Other Debtors 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985 8,313,985

Bank 106,846,136 109,911,222 130,401,593 151,999,374 174,299,356 197,315,640 221,062,285 245,557,853 270,816,219 296,855,484 323,693,771 306,843,231 322,174,135 176,054,060

118,275,885 121,403,341 141,957,354 163,620,047 185,986,213 209,069,941 232,885,301 257,451,104 282,780,975 308,893,264 335,806,094 319,031,616 334,440,111 188,399,147

Current Liabilities

Creditors (6,857,360) (6,857,360) (6,857,360) (6,857,360) (6,857,361) (6,857,361) (6,857,362) (6,857,362) (6,857,361) (6,857,361) (6,857,361) (6,857,362) (6,857,362) (6,857,362)

Net Current Assets 111,418,525 114,545,981 135,099,994 156,762,687 179,128,852 202,212,580 226,027,939 250,593,742 275,923,614 302,035,903 328,948,733 312,174,254 327,582,749 181,541,785

Total Assets Less Current Liabilities 705,176,139 693,883,126 700,422,799 707,905,086 716,219,783 725,383,571 735,413,166 746,330,076 758,150,679 770,896,134 784,587,427 754,829,631 757,306,008 598,487,167

Loans (256,775,000) (240,000,000) (240,000,000) (240,000,000) (240,000,000) (240,000,000) (240,000,000) (240,000,000) (240,000,000) (240,000,000) (240,000,000) (195,000,000) (180,000,000) 0 

Deferred Income (292,577,625) (283,941,443) (275,305,262) (266,669,080) (258,032,899) (249,396,717) (240,760,536) (232,124,354) (223,488,173) (214,851,991) (206,215,810) (197,579,628) (188,943,447) (180,307,265)

Provision for Liabilities 0 0 0 0 0 0 0 0 0 0 0 0 0 0 

Total Net assets 155,823,514 169,941,683 185,117,537 201,236,006 218,186,885 235,986,854 254,652,630 274,205,722 294,662,507 316,044,143 338,371,617 362,250,003 388,362,561 418,179,902

Capital and Reserves

Reserves 155,823,514 169,941,683 185,117,537 201,236,006 218,186,885 235,986,854 254,652,630 274,205,722 294,662,507 316,044,143 338,371,617 362,250,003 388,362,561 418,179,902

155,823,514 169,941,683 185,117,537 201,236,006 218,186,885 235,986,854 254,652,630 274,205,722 294,662,507 316,044,143 338,371,617 362,250,003 388,362,561 418,179,902
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Self Help Coaching

Edinburgh Edinburgh Edinburgh Positive Positive

Young Transitions Transitions Fife Fife Fife Fife RealLiving North Lanarkshire Central Budget for Budget for 

Comely Green Mental Health Persons Project Rent & SC HS  & CAH Supported Accomodation Direct Access Commercial Older People Care & Repair Self Help Step On Step Up Furniture Community Management/ for the year for the year 

Service - Contracts Service - Contracts Service - Contracts BIG Lottery HB Service - Contracts HB & Service Contracts Service - Contract Coaching Service Investment Overheads 31/03/2019 31/03/2018

£ £ £ £ £ £ £ £ £ £ £ £ £ £ £ £ £ £

Income

Local Authority Block 535,621.52             16,608.28                     408,785.60               961,015 23% 1,559,998

Outcome payments 88,334.40                 88,334 2%

Consortium (PSP) Income 396,298                    78,499.00                             474,797 12% 553,540

Direct Payments - Local Authority 43,101.46               108,183.92                   151,285 4% 124,677

Direct payments - Self Funder 33,675.57               2,263.04                       8,588                       44,526 1% 50,941

Local Authority Spot Income 77,276.16               262,622.13                   280,890                    620,788 15% 799,095

European Funding 0 0% 22,605

Rental Income, Housing Management & Services 3,407.04                 55,172 243,882 93,564 68,271 464,296 11% 382,512

Other Income  - Furniture Service 22,000 22,000 1% 90,254

Intercompany Trading Agreed 26,520.00                     51,078 23,000 75,015           46,635           285,094 47,076 554,418 13% 532,489

Government Grants 136,489 136,489 3% 38,598

Local Authority Grants 110,115 110,115 3% 84,115

Other Income - Miscellaneous 15,000 65,000           15,000 95,000 2% 236,066

BiG Lottery & Young Start 118,777 25,000           143,777 3% 25,000

PCF 68,000           39,000           107,000 3% 110,000

Unconfirmed Income 44,642 45,000           60,000           149,642 4% 85,425

Total Income 693,081.75             460,839 497,120 118,777 55,172 685,775 322,381 93,564 51,078 125,115 23,000 136,489 213,015 210,635 68,271 285,094 84,076 4,123,483 4,695,316 88% 469252339.62

Expenditure

Staff Employment Costs 572,449                  469,561                        404,505                    98,536        573,223                    125,822                                35,189                                      40,457                 50,484            20,446                    97,539                   130,878         110,185         22,000           227,169         201,841            3,180,285       77% 3,453,893         

Other Staffing Costs 10,322                    18,900                          15,040                      3,252          36,960                      2,460                                    300                      8,857             300                        9,452                     15,000           6,075             22,925           17,600              167,443          4% 187,460           

Support Service Costs 6,007                      2,798                            2,316                       4,850          37,835          2,404                       12,158                                  10,350                 11,250            300                        15,570                   45,794           13,275           39,444           204,351          5% 151,621           

Supported Accomodation Costs 184,504                                184,504          4% 302,654           

Office Costs 14,204                    9,828                            37,431                      10,364        10,704                      13,934            6,000                     10,800           5,540             32,405              151,210          4% 107,744           

Project Costs (Community Investment) 35,000           35,000            1%

Central Service Costs -                 0% 27,905             

Training 15,000              15,000            0% 23,000             

Service User Activity -                 0% 10,000             

Board/Goveranance 6,300                6,300             0% 6,300               

Link Group Recharges/Other Agencies 175,000            175,000          4% 175,000           

Total Service Expenditure 602,982                  501,088                        459,292                    117,002      37,835          623,292                    324,945                                35,189                                      51,107                 84,524            21,046                    128,561                 202,472         135,075         61,444           285,094         448,146            4,119,092       4,666,704         0.88        

Service Contribution/(Deficit) 90,100                    40,248-                          37,828                      1,775          17,337          62,484                      2,564-                                    58,374                                      29-                        40,591            1,954                     7,928                     10,543           75,560           6,827             0                    364,070-            4,390             28,612             0.09        

Contribution towards overheads

Contribution towards overheads 90,100 (40,248) 37,828 1,775 17,337 62,484 (2,564) 58,374 (29) 40,591 1,954 7,928 10,543 75,560 6,827 0 368,460

Total Overheads 90,100                    40,248-                          37,828                      1,775          17,337          62,484                      2,564-                                    58,374                                      29-                        40,591            1,954                     7,928                     10,543           75,560           6,827             0                    368,460            -                 -                   

13% -9% 8% 1% 31% 9% -1% 62% 0% 32% 8% 6% 5% 36% 0% 9% 9%

Overhead Fully Absorbed based on allocation -                         0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0% 0%

Overheads Over/(UnderAbsorption) 90,100                    40,248-                          37,828                      1,775          17,337          62,484                      2,564-                                    58,374                                      29-                        40,591            1,954                     7,928                     10,543           75,560           6,827             0                    368,460            -8.95% -9.26%

Tfr (to)/From Deferred Income 0 0

Total  Budget (Surplus)/Deficit 0 (0) 0 0 0 0 0 0 0 0 0 0 (0) 0 4,390 28,612

#REF! #REF! #REF! #REF! #REF! #REF! #REF!

S #REF! #REF! #REF! #REF! #REF! #REF! #REF!

WBM Volunteering Employability Core Initiatives
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Appendix 11

REVENUE BUDGET 2018/2019 TO 2047/2048

Outurn Draft Budget Budget Budget Budget Budget

2017/18 2018/19 2019/20 2020/2021 2021/2022 2022/2023

Year 0 1 2 3 4 5

CLOSING UNIT NUMBERS 837 837 837 837 837 837

TURNOVER £ £ £ £ £ £

Rent 3,437,644 3,572,461 3,673,111 3,775,983 3,877,063 3,974,022

Service Charges 256,434 261,901 271,578 281,945 290,467 297,753

Care & Repair West Lothian 169,500 179,882 187,298 187,298 187,298 187,298

Care & Repair North Lanarkshire 249,353 249,353 257,443 257,443 257,443 257,443

Stage 3 Adaptations Grant 162,000 132,000 135,300 138,683 142,150 145,703

Shared Equity 0 0 0 0 0 0

Other 13,314 24,419 7,660 7,851 8,048 8,249

Housing Grants released from deferred income 767,662 768,053 768,053 768,053 768,053 768,053

5,055,907 5,188,069 5,300,443 5,417,256 5,530,521 5,638,522

OPERATING COSTS 25,997 5.1%

Reactive Maintenance 510,495 536,492 545,715 561,010 576,153 590,770

Planned Maintenance Gross Expenditure 737,054 689,365 694,392 762,184 899,014 912,274

Planned Maintenance Capitalised (599,748) (549,388) (551,878) (611,070) (751,238) (761,768)

Adaptations Costs 167,000 170,000 174,250 178,606 183,071 187,648

Service Costs 171,406 176,033 180,434 184,945 189,568 194,308

Bad Debts 73,374 76,687 78,894 81,159 83,351 85,436

Salaries (excl. Development capitalised) 1,199,863 1,358,796 1,319,487 1,352,426 1,386,186 1,420,834

Pension deficit contributions 0 0 0 0 0 0

Business & Office Running Costs 681,056 724,157 694,379 700,573 731,590 745,947

Shared Ownership Buybacks + Shared Equity 0 0 0 0 0 0

Housing Depreciation 1,365,777 1,387,374 1,418,574 1,428,899 1,451,339 1,472,103

4,306,277 4,569,516 4,554,247 4,638,732 4,749,034 4,847,552

OPERATING SURPLUS / (DEFICIT) 749,630 618,553 746,196 778,524 781,487 790,969

OPERATING SURPLUS / DEFICIT % 14.8% 11.9% 14.1% 14.4% 14.1% 14.0%

Disposal of Fixed Assets (1,787) 0 0 0 0 0

Interest Income 125 113 98 105 98 91

Interest Payable (294,371) (243,488) (260,822) (287,470) (297,952) (431,412)

Other Finance Charges (41,496) (40,376) (39,367) (38,383) (37,423) (36,487)

SURPLUS / (DEFICIT) FOR YEAR BEFORE TAXATION 412,101 334,802 446,105 452,776 446,210 323,161

SURPLUS / (DEFICIT) FOR YEAR BEFORE TAXATION % 8.2% 6.5% 8.4% 8.4% 8.1% 5.7%

SURPLUS / (DEFICIT) FOR YEAR % Excl. Housing Depr. 35.2% 33.2% 35.2% 34.7% 34.3% 31.8%

SURPLUS / (DEFICIT) FOR YEAR % Excl. Housing Depr. & Loan Capital 28.2% 25.0% 27.2% 27.0% 26.7% 23.9%

412,101 334,802 446,105 452,776 446,210 323,161

Revenue Reserve brought forward 3,507,339 3,919,440 4,254,242 4,700,347 5,153,123 5,599,333

CLOSING REVENUE RESERVES 3,919,440 4,254,242 4,700,347 5,153,123 5,599,333 5,922,494

SURPLUS % of TURNOVER 8.2% 6.5% 8.4% 8.4% 8.1% 5.7%

INTEREST COVER RATIO - Scottish Housing Regulator 718.7% 823.9% 830.0% 767.9% 749.4% 524.6%

INTEREST COVER RATIO - Loan Covenant 110% 255% 254% 286% 271% 262% 183%

CASH POSITION 1,251,600 984,629 1,045,622 980,482 912,610 1,670,716

NEW LOAN FUNDING 0 100,000 300,000 250,000 200,000 1,150,000

CUMULATIVE HOUSING DEPREC. 17,308,931 18,696,305 20,114,879 21,543,778 22,995,117 24,467,220

AVERAGE COST OF BORROWING 2.8% 2.3% 2.5% 2.8% 2.9% 4.4%



Link Housing Association Ltd

Budget 2018/19 Appendix 12

Summary

Housing 

Management Sheltered Welfare Rights Factoring

Commercial 

Factoring

OMSE/ Help to 

Buy PSL Total Budget

2018/19 2018/19 2018/19 2018/19 2018/19 2018/19 2018/19 2018/19

£ £ £ £ £ £ £

INCOME

Management fee - Link Group 3,937,815 223,000 356,695 -                          -                          -                          -                          4,517,510

Service income (net of voids) 909,500 436,175 -                          -                          -                          -                          -                          1,345,675

External factoring fees -                          -                          -                          270,000 110,000 -                          -                          380,000

Management fees - external 39,520 -                          -                          -                          -                          155,270 3,893,801 4,088,591

Housing support funding -                          117,566 -                          -                          -                          -                          -                          117,566

Scottish Government allowances -                          -                          -                          -                          -                          1,942,550 -                          1,942,550

Grant income -                          -                          144,785 -                          -                          -                          -                          144,785

Other income 79,095 39,000 26,500 -                          -                          -                          50,000 194,595

Total Income 4,965,930 815,741 527,980 270,000 110,000 2,097,820 3,943,801 12,731,272

EXPENDITURE

Direct Expenditure

Salaries 2,855,639 247,692 484,792 282,641 80,897 573,452 1,791,343 6,316,456

Direct team overheads 256,288 25,875 41,287 11,478 3,370 14,743 166,037 519,078

Direct office & mgt overheads 452,900 -                          1,610 11,758 3,341 49,306 75,500 594,415

Service expenditure - recoverable 900,200 416,283 -                          -                          -                          -                          -                          1,316,483

Service expenditure - irrecoverable 89,020 -                          -                          -                          -                          -                          89,020

Housing support costs -                          117,566 -                          -                          -                          -                          -                          117,566

Other prop. & management costs 363,571 7,000 -                          11,300 3,750 -                          665,591 1,051,212

Repairs & maintenance 8,000 -                          -                          -                          -                          -                          632,825 640,825

Total expenditure 4,925,618 814,416 527,689 317,177 91,358 637,501 3,331,296 10,645,055

Profit / (Loss) before Bad Debts 40,312 1,325 291 (47,177) 18,642 1,460,319 612,505 2,086,217

Bad debt write offs 12,500 500 -                          11,000 5,000 -                          -                          29,000

Movement in bad debt provision -                          -                          -                          -                          -                          -                          500,000 500,000

Total Bad Debts 12,500 500 -                          11,000 5,000 -                          500,000 529,000

Profit / (Loss) after Bad Debts 27,812 825 291 (58,177) 13,642 1,460,319 112,505 1,557,217



Link Property Limited

Budget 2018/19 Appendix 13

Reactive Team

Planned 

Maintenanc

e Team

Repairs 

Admin 

Team Total 

2018/19 2018/19 2018/19 2018/19

£ £ £ £

Income

Link Group - Reactive Repairs - Direct Income 2,725,755         -                   -                2,725,755  

Link Group - Reactive Repairs - Mgt Fee 40,000              -                   657,072  697,072      

Link Property - Inter Dept Tfr from Planned 154,333            154,333      

Link Group - Planned / Cyclical /Other 470,000            2,035,360  -                2,505,360  

Link Housing - Service Costs / Owners/Other 110,000            -                   -                110,000      

Horizon HA 180,000            -                   -                180,000      

Larkfield HA 110,000            -                   -                110,000      

Other Income 5,000                 -                   -                5,000          

Total Income 3,795,088         2,035,360  657,072  6,487,520  

Expenditure

Direct Costs

Materials 1,050,000         890,000      -                1,940,000  

Waste Uplift 75,000              25,000        -                100,000      

Vehicle lease /hire costs 240,061            94,562        -                334,623      

Vehicle fuel 150,203            35,502        -                185,705      

Vehicle other costs 30,651              13,060        -                43,711        

Tools & equipment 29,949              7,400          -                37,349        

PPE 21,000              5,550          -                26,550        

Out of hours call handling 54,000              -                   -                54,000        

Sub-contractor costs 30,000              20,000        -                50,000        

Total Direct Costs 1,680,864         1,091,074  -                2,771,938  

Salaries (inc Agency Staff) 1,995,816         764,732      641,462  3,402,010  

Direct team overheads 78,407              25,221        10,290     113,918      

Office & management overheads -                         -                   5,320       5,320          

Total Expenditure 3,755,088         1,881,027  657,072  6,293,187  

Inter Dept Tfr (154,333)    (154,333)    

Surplus / (Deficit) 40,000              -                   -                40,000        

Office & Mgt Overheads

Printing & stationery 750             

Audit & tax fees 4,320          

Total Office & Mgt Overheads 5,070          

Total Expenditure 3,816,572  

Surplus / (Deficit) 40,000        



Larkfield Housing Association Ltd

Revenue Budget for 2018/19

Introduction & Summary Appendix 14

Income and Expenditure Account

Proposed Business

Budget Plan

INCOME 2018/19 2018/19

£ £

House Rents receivable 1,832,830 1,775,612 

Less Voids (7,331) (5,327)

Gain/Loss on RTB Sales 0 21,840 

Owners Feu Charge 2,312 2,344 

Bank Interest received 500 1,822 

Port Glasgow Management Fees Link Group 50,373 45,540 

Other income 0 0 

Total Income 1,878,684 1,841,831 

EXPENDITURE

Staffing and Link services costs 491,344 472,181 

Reactive Maintenance 205,847 187,775 

Cyclical Maintenance 89,999 75,336 

Major Repairs 750,492 517,661 

Less Major Repairs capitalised (750,492) (517,661)

Buy Back Repairs 0 0 

Depreciation 320,156 296,196 

Property & Other Insurances 28,860 31,675 

Bad Debts written off 18,328 17,886 

Management and Office Costs 166,811 143,960 

Financing costs (Loan Interest) 146,250 128,252 

Total Expenditure 1,467,595 1,353,261 

Surplus for period 411,089 488,570 
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2017/18

2 Moderate Measurable, though no overwhelming impact on the reputation of individuals, organisations or a budget centre. Impact, if any, is likely to be short term.

Injury of more than a minor nature to a few individuals, likely to result in some absence from work. Measurable local environmental impact is not considered

long term.

3 Major Risk event may seriously impact upon the group as a whole. Risk event may lead to serious injury and incapacitation. Local environmental impact would be

very long term. A wider environmental impact may be pronounced.

4 Catastrophic Reputation impact is sufficient to result in a curtailment of major activities. Loss of reputation, accreditation leading to loss of funding and service users. Risk

event may lead to a death or total and permanent disablement to one or more individuals. Environmental impact may be wide spread and possibly

permanent.

3 Likely Probability of 50% to 80%

4 Almost 

Certain

Probability > 80%

To calculate the Risk Rating, the scores for impact and probability have been multiplied, to give a figure between 1 & 16 as shown below:

With Potential KPI note if reported in benchmarking report to LG Board

2 Possible Probability of 10% to 50%

RISK REGISTER

Consequence Rankings 

1 Minor Short term, or contributory, impact on the reputation of some individuals/organisations. Minor injury (likely to be restricted to an individual) short term impact

to the local environment. 

Probability 
1 Unlikely/ 

Rare 

Probability less than 10%

    1 2 3 4      

1 1 2 3 4    Key  

2 2 4 6 8     Low Risk 

3 3 6 9 12     Moderate Risk 

4 4 8 12 16     High risk 

 

LGB: Link Group Board  SMG: Senior Management Group DLL: Director of LinkLiving  
DFCS: Director of Finance and Corporate Services  DHR&BS: Director of HR and Business Support  DDAM: Director of Development and Asset Management  
DHS: Director of Housing Services HoICT: Head of ICT HMD: Horizon Managing Director  
LAM: Larkfield Area Manager CSM: Commercial Services Manager HOD: Horizon Operations Direction  
PSLM: PSL Manager   
 

COLOUR STRATEGIC OBJECTIVE SECTION NUMBER PAGE NUMBER 

 PROVIDING HOMES example 1 example 41 

 BUILDING COMMUNITIES example 2 example 47 

 VALUING PEOPLE example 3 example 52 

 WORKING TOGETHER example  4 example 59 
 



Risk Register - Finance
Risk Cause Initial 

Rating (IxP)

Controls Risk Owner Residual Risk Reference Relevant KPI (LGB Qly 

Report)

Strategic(S) or 

Operational (O) Risk

Increased organisational debt/ 

draw down on existing reserves 

to meet recurrent/ project/ 

capital expenditure

Unable to secure Scottish Government 

funding for developments; Inaccurate 

budgets or failure to meet funding 

requirements; reduced funding available 

exerting pressure to draw down on 

reserves.

4x4=16 Existing budgets and expenditure 

approval requirements accurately set 

and monitored;  budget variance 

reports produced regularly and review 

processes set. All development 

projects are subject to a detailed 

financial scrutiny and doube Finance 

Team sign off process.

DFCS 2x3=6 Corporate Risk No KPI S

Long term bank or other debt 

funding is not available

Link specifically or RSLs generally 

cannot access long term development 

funding in bank loans, bond finance or 

other funding mechanism

4x4=16 Link maintains a strong financial 

position to ensure that it has the best 

opportunity to borrow,. on short, 

medium and long-term basis with 

banks and investors. 

DFCS 2x3=6 Corporate Risk No KPI S



Risk Register - Development & Asset Management
Risk Cause Initial 

Rating (IxP)

Controls Risk Owner Residual Risk Reference Relevant KPI 

(LGB Qly Report)

Strategic(S) or 

Operational (O) Risk

No KPI

Secure a long term lease or 

alternative strategy for

No KPI

S

S

S

S

S

S

Failure to meet budgeted income 

levels from commercial activities  

(OMSE/Help to Buy/ Factoring 

and MMR)

OMSE Help to buy contracts naturally 

expiring or failing to retain through 

tender.

2x3=6 Budgeted income only accounted for 

during certain contracting period. 

Failure to win tender would invoke 

TUPE which would cover operating 

costs but not the income differential. 

Alternative income streams being 

developed. Tender secured for 3 

years protecting income

DDAM 2x1=2 18 Page 44 Profit and loss

KPIs – Factoring, 

Help to Buy and

LIFT OMSE

Failure to secure grant funding 

for forward 5 year programme

Unable to commence new build 

programme 2017/22 and loss of long 

term revenue

3x4=12 Submission of projects in accordance 

with local authority needs and 

priorities. Ensure dialogue with 

Scottish Government and LAs to 

promote schemes. All projects in 

programme currently approved an 

aligned with grant funding. 

DDAM 2x2=4 No KPI3 Page 40

Corporate Risk No KPIFailing to secure and maintain 

lease for University of Stirling 

student accommodation (BD)

Change in University of Stirling Strategy; 

HMO status not being achieved; New 

leases/ rent increases inappropriately 

applied

4x3=12 DDAM 2x2=4

No KPI6 Page 41

Growth of Link Group’s portfolio 

of activities  without appropriate 

cost and resource assessment/ 

due diligence

Lack of  resources, IT support and 

profitability assessments, suitably skilled 

staff

3x3=9 Co-ordinate meetings with 

prospective partners and produce a 

business case for each proposal with 

SMG & LGB. Seek Board approval 

prior to commencement or 

expenditure.

DDAM 2x2=4 3 Page 51

House Sales for new build 

developments not achieved and 

may invoke an undesirable 

fallback position (BD)

Not meeting sales targets or the required 

returns on investment. Market unable to 

support Market or Mid Market Rent 

fallback position.

2x2=4 Effective market analysis at project 

acquisition approval stage.  Report 

quarterly Board (Commercial 

Services) KPI’s and communicate 

effectively with development team on 

handovers etc. Finance producing 

reports. Monthly Commercial 

Services reporting to DDAM via 

manager’s meeting. All projects are 

fully tested at Pre Acquisition/Tender 

stage and reported to the Board for 

approval. 

DDAM 2x2=4

17 Page 43Failure to achieve Energy 

Efficiency Standards in Social 

Housing (EESSH)  by 2020 Asset 

Management (AM)

Poor energy performance data; 

Insufficient programmes of work/ delivery 

failures

2x2=4 Continued management of stock 

energy data and appropriate 

management for all data on stock 

imported to Aareon. Appropriate 

works  programmes and targeted 

investment or disposal.

DDAM 1x2=2



Risk Register - Human Resources and Business Support
Risk Cause Initial 

Rating (IxP)

Controls Risk Owner Residual Risk Reference Relevant KPI 

(LGB Qly 

Report)

Strategic(S) 

or 

Operational 

(O) Risk

Organisational leadership CEO not appointed prior to current 

postholder retiring.

4x2=8 Link Group Board will carry out an

options appraisal to review the possible

responses to the current CEO's

retirement.  

Link Group 

Board

4x1=4 S

14,16 page 63 and 65

14 Page 63

5 Page 60

3 Page 51

SHR services and approach do not

meet business needs

HR service fails to understand and

deliver on business requirements.

3x2=6 Director of HR and Business Support is 

a member of SMG and heavily involved 

in the group business plan.  The 

postholder is well placed to ensure that 

business priorities are communicated to 

the IT Team and team activities aligned 

with organisational needs thereafter.

DHR & BS 3x1=3 No KPI

No KPI

iTrent not capable of what we

expect

No scoping or specification of system

requirements

3x3=9 S

S

HR services and approach do not

meet business needs

HR service fails to understand and

deliver on business requirements.

3x2=6 Director of HR and Business Support is 

a member of SMG and heavily involved 

in the group business plan.  The 

postholder is well placed to ensure that 

business priorities are communicated to 

the HR and Business Support Teams 

and team activities aligned with 

organisational needs thereafter.

DHR & BS 3x1=3 No KPI S

Succession planning No visible strategy in place; Failure to

plan for key staff departures

3x3=9 Operational succession has been 

assessed, and gap areas can be 

‘plugged’ for a period of up to 6 months. 

There is a noted risk of continued 

turnover across the senior management 

and managers grouping due to the age 

profile.  Board succession to be 

addressed via Succession Plan 

2018/19 – to be reviewed on an annual 

basis.

DHR & BS 2x3=6

Regular review of system performance.  

Taking feedback from users and 

adapted via Consultant to meet 

business needs.  The appointment of 

the HR Officer [Systems] has increased 

our confidence in the iTrent system.

DHR & BS 2x1=2 No KPI



Risk Register - ICT
Risk Cause Initial 

Rating (IxP)

Controls Risk Owner Residual Risk Reference Relevant KPI 

(LGB Qly 

Report)

Strategic(S) 

or 

Operational 

(O) Risk

Financial hardship of Group.  Operational 

3 Page 51IT Fraud System penetration or fraud by staff 

member

4x4=16 Internet server host compliance 

certificates and restrictions on how 

staff can connect externally to 

systems. Internal systems, password 

security, financial reconciliations and 

close control of bank mandate and 

money transfer authorisation. 

HoICT 3x2 No KPI S

No KPI S No budget to replace 

ageing/broken equipment

4x2=8 Sound financial planning in place. 

Forward schedule of change being 

developed as part of target operating 

model. 

HoICT 4x1=4



Risk Register - LinkLiving
Risk Cause Initial 

Rating 

(IxP)

Controls Risk 

Owner

Residual Risk Reference Relevant KPI 

(LGB Qly Report)

Strategic(S) 

or 

Operational 

(O) Risk

Contracts do not materialise. Employability Strategy in 

place.

S

S

8 Page 62

11 Page 72

1 Page 67

1 Page 671x1=1 No KPI

 S

S No KPI3x2=6

Failure to deliver and 

develop Employability 

Academy

3x2=6 DLL 3x1=3 No KPI

External funding support 

levels required not 

achieved Community 

Regeneration (CR)

Insufficient income to meet 

stated objectives

2x1=2 Ongoing monitoring by 

Finance Business Partner 

(BP); Monthly review of 

progress at CR Meeting 1:1 

and resources available

DLL

End of contract/ funding 

for specific service or 

project/ income stream

Unsuccessful at retender of the 

contract; Contract not 

continuing; Unsuccessful at 

securing non-statutory funding

3x3=9 Service redesign an option 

whenever possible; Ability to 

reduce staff on specific 

service; Ensure redundancy 

cost can be met by 

reserves.

DLL

KPI – Care

Inspectorate 

gradings LL

Poor care Inspectorate 

inspection reports/ grades

Poor support/ supervision/ 

service delivery/ 

negligence/inconsistency of 

gradings

3x2=6 Regular reports/ service 

user feedback/ staff 

support/ staff 

supervision/Audits by 

Assistant Director 

DLL 3x2=6



Risk Register - Link Housing
Risk Cause Initial 

Rating 

(IxP)

Controls Risk 

Owner

Residual 

Risk

Reference Relevant KPI 

(LGB Qly Report)

Strategic(

S) or 

Operation

al (O) 

Risk

Loss of supported 

fuding fromlocal 

authorities for 

sheltered housing 

developments

Central and Scottish 

Government changes

3x3=9 Continual assessment of 

impact of loss of supported 

funding/budget planning

DHS 3x3=9

S

S

S

S

S

S/O

Loss of Income 

(Rental Income / 

Funding / void loss)

Non payment of rent by 

customers/ No housing benefit 

received/ no Universal credit 

received/lack of support to 

tenants/Lack of budget control/ 

increased abandonment/ 

Customers not engaged/impact 

of welfare reforms

4x4=16 Re-organisation of staff 

resources to focus on income 

and arrears management 

process/ Tenancy 

Sustainment/ Budget 

monitoring. KPI's. Reporting 

cycles/ annual visits/ early 

intervention initivities/ service 

first project

DHS 4x3=12 14 Page 43 Arrears KPIs 

reported – gross 

arrears, total £s, 

former tenants.  

LGB Financial 

report also 

includes net 

rental income

DHS

Insufficient 

resources to 

support service 

growth

Poor planning and/ or funding 

constraints

2x2=4 Regular feedback from staff/ 

Performance reviews/robust 

business planning

DHS 2x2=4 No KPI11 Page 63

DHS

No KPI14 Page 64Loss of key staff Succession Planning (Senior / 

Management Positions)

2x2=4 Multiple pool of managers/ 

staff cover/restructure 2018 

new Senior role created at 

local offices

1x2=2

2x1=2

No KPI

Lack of sufficient 

Board resources 

and skills to govern 

LHA effectively 

Members schedules busy/ ill 

health/lack of adequate 

training/mismatch of 

skills/inability to recruit

2x2=4 Refreshment of board 

membership.  Review of 

individual performance for 

Board members

DHS 1x2=2 No KPI

2 Page 40

17 Page 65

Lack of Strategic 

Planning

Time and resources insufficient 3x3=9 Basic planning/ Budgets/ 

Monitoring/ Reporting to 

SMG, LHB & LGB



Unfavourable 

results from welfare 

reforms (Property 

Occupancy)/ 

Reduced benefit 

payments/benefit 

cap

Central and Scottish 

Government changes

4x4=12 Training for staff/knowledge 

of staff/ Continued 

assessment of impact of 

welfare reforms and plan for 

early intervention/financial 

and digital inclusion 

strategy/Service First Project

DHS 4x3=12 2 Page 68 No KPI - 

Reported to LGB 

twice yearly

S

Lettings KPI

reported

Tenant perception 

of value for money 

remains low

Inadeuqate efforts in 

communication and 

engagement to monitor, improve 

tenant awareness/perception 

and report

2x3=6 Maintain consultations with 

tenants Involvement of 

Tenant Scrutiny 

Panel/benchmarking/tenant 

communication/Collection of 

data through annual tenancy 

visits 

DHS 2x2=4

S/O

S/O

Inability to allocate 

difficult to let 

properties leading 

to increased void 

rental loss

Lack of suitable waiting list 

applicants/poor area/poor 

condition/anti social behaviour

2x2=4 Regular void performance 

monitoring/feedback from 

staff/interagency working/ 

Review of allocations policy 

2018

DHS 21 Page 452x1=2



Risk Register - PSL Team
Risk Cause Initial 

Rating (IxP)

Controls Risk Owner Residual Risk Reference Relevant KPI 

(LGB Qly 

Report)

Strategic(S) or 

Operational (O) 

Risk

PSL contract amended 

unfavourably

Council change terms unfavourably during term 4x2=8 Contract Meetings/Excellent working 

relationships to promote influencing

PSLM 2x1=2 Corporate Risk No KPI S

PSL reputational loss and 

business credibility

Poor service delivery 3x3=9 Monitoring & Reporting to SMG, LHB 

& LGB. Meetings/Discussions/tenant 

feedback.  KPI report monthly to CEC

PSLM 3x1=3 Corporate Risk No KPI S

PSL not fulfilling contractual 

obligations

Maladministration/poor leadership and 

management

4x3=12 Effective processes/procedures/good 

communication/one to ones/team 

work/performance monitoring

PSLM 4x1=4 Corporate Risk No KPI S

PSL experiences increased 

arrears/ income loss 

Welfare reforms/ tenants not paying or refusal to 

engage/ no housing benefit received/ poor 

monitoring/ abandonment

3x4=12 Training/ Arrears Management/ 

Litigation/Early intervention/ Tenancy 

Visits/ Assistance with HB Support 

referrals/ monitoring/ reporting

PSLM 3x3=9 Operational Risk KPIs include 

Gross rent 

arrears, former 

tenant rent 

arrears days to 

let and rent 

Poor Performance from 

subcontractors reflecting badly 

on PSL

4x4=16 Approved subcontractor list in place.  

Quarterly contractor meetings held 

with subcontractors

4x2=8 Corporate Risk No KPI S

Risk of exposure to asbestos 4x2=8 Asbestos awareness training in place 

for all relevant staff.  Supervisors 

have access to asbestos register

4x2=8 Corporate Risk No KPI S

PSLM 2x3=6 22 Page 45 SNo KPI

S

PSL Non Compliance for Gas 

Safety/ Explosion

4x4=16 Daily/weekly/monthly monitoring 

recording and reporting to CEC/LHA 

Board/LHA Management

Death/Criminal proceedings



Risk Register - Larkfield HA
Risk Cause Initial 

Rating 

(IxP)

Controls Risk Owner Residual 

Risk

Reference Relevant KPI 

(LGB Qly Report)

Strategic(S) 

or 

Operational 

(O) Risk
Continue dialogue and working 

relationships; Explore funding opportunities; 

Allocations Policy; Adaptations Policy.  

16 Page 65

17 Page 65

14 Page 64

Failure to meet existing loan 

covenant ratios

Poor financial management and 

reporting

4x3=12 Regular monitoring and reporting 

cycle/systems in place   

LAM 2x2=4 Corporate 

Risk

No KPI S

Management of stock and energy data. 

Investment and implementation of agreed  

programme of works.

17 Page 43

2 Page 68

Digital and Financial Exclusion Tenants unable to make on-line UC 

applications 

3x4=12 Arrangs and budget provision - tenancy 

support services, money and benefit advice 

services and digital services 

LAM 3x3=9 S

No KPI

Continue to review impact on business plan 

/ review cost centres and sensitivity 

analysis. 

Extension of the Freedom of 

Information Act to housing 

associations 

Excessive admin burden on 

resources

2x4=8 Maintain awareness of consultation 

outcomes and legislative programme

LAM 2x4=8 S

S

Increasing rent arrears,  voids, 

evictions, rising repair and 

maintenance costs and negative 

effect on cash flow and loan 

covenants

Financial loss due to  

unfavourable changes to the 

benefits system and Welfare 

Reform, including the 

implementation of the new 

Universal credit regime  

14 Page 43

S

SCorporate 

Risk

No KPI

S

S

S

S

3x2=6

Increased costs – including  

Pension costs

Increased overheads; potential 

negative impact on ability to meet 

loan covenant ratios 

2x3=6 LAM 2x3=6

Rising repair & maintenance 

costs

Adverse effect on spend and delays 

in letting contracts; potential failure to 

maintain SHQS  and meet EESSH 

obligations  

3x2=6 Continue to review joint procurement 

arrangements and further opportunities for 

joint procurement; regular review of service 

cost centres 

LAM

3x4=12 Monitor arrears regularly Legal action taken 

when required; continued dialogue  with HB 

and DWP, staff training; publicise changes 

and increased personal contact with 

tenants; invest in tenancy support and 

financial maximisation services for tenants 

and training/ IT for housing staff

LAM 4x3=12 No KPI but

arrears KPIs

reported and

LGB quarterly

financial report

includes net

rental income

Failure to comply with Energy 

Efficiency Standards in Social 

Housing (EESSH) by 2020

Lack of energy performance data and 

management of data; cuts in external 

funding for energy efficiency 

improvement programmes; lack of 

participation by owners in mixed 

tenure blocks

4x4=16 LAM 2x2=4 No KPI

No KPI

Loss of key staff members No strategy in place to plan for any 

key staff departures, Poor package or 

staff benefits; poor human resource 

management

2x2x4 Operational succession areas have been 

reviewed, Good employer relations; 

competitive benefits and terms and 

conditions

LAM 1x2=2 No KPI

Unable to secure requisite 

Board members and implement 

effective governance  

Shrinking membership due to, ill 

health, age profile  and lack of skill to 

implement effective governance 

4x2=8 Market the benefits to the  membership; 

carry out recruitment drive; annual review of 

governance and of collective and individual 

training needs; implement ongoing training 

programme 

LAM 2x2=4

No KPINot meeting housing demand 

and replenishing stock

Limited funding or housing 

development opportunities; changing 

needs of tenants

2x3=6 LAM 2x2=4



Failure to comply with the 

General data Protection Rules 

(GDPR) coming into effect from 

25 May 2018 

Staff not aware of their 

responsibilities  - leading to data loss 

or improper use of personal/sensitive 

data.

2x3=6 Staff training/information/proper processes 

and procedures in place to support revised 

Data Protection Policy.

LAM 2x2=4 S

9 Page 42 SAgeing population and 

changing needs of tenants 

Lack of suitable stock to meet tenant 

needs 

3x3=9 Annual submission for Scot Govt Stage 3 

Adaptations funding; continue dialogue with 

IC and Scot Govt ; Adaptations Policy; 

Adaptations Policy and continued dialogue 

with local authority and Health and Social 

Care Partnership (HSCP) 

LAM 3x2=6 No KPI



Risk Register - Horizon HA
Risk Cause Initial 

Rating 

(IxP)

Controls Risk Owner Residual 

Risk

Reference Relevant KPI (LGB 

Qly Report)

Strategic(

S) or 

Operation

al (O) 

Risk
The liability for payment could crystallise in 

certain circumstances but work below 

reducing risk of this.

The Pensions Trust financial 

assessment of Horizon for 2016 is that 

Horizon is low risk.

HMD/LG FBP

New loans could trigger loan covenant 

breach;

Link Group’s short term lending is 

available if required.

FBP

Increasing rent arrears; cash flow disrupted 

by Universal Credit- impact of single 

payments in place of aggregated housing 

benefit by LA

Action taken by or against Horizon results in 

excessive legal costs and damages

Financial and staff capacity constrained by 

impact of welfare reform, HAG levels 

inadequate, limited ability to raise 

affordable private finance. 

Partnerships with Link Group; 

partnership with other service providers.  

Additional organisational resources 

recruited to release capacity.

Diversion of resources to other activities 

resulting in loss of momentum

Continued application of successful 

monitoring and support techniques.

We do not have sufficient Board 

resources and skills to govern the 

organisation effectively.

Lack of adequate training; mismatch 

between skills and demands; inability to 

recruit. 

3x3=9 Board self assessment completed; 

review of skills and capacities; new 

Board members recruited.

HMD 3x2=6 17 Page 65 No KPI S

Not equipped to deliver Scottish Social 

Housing Charter outcomes;

Development of appropriate tenant 

inspection and scrutiny arrangements.

S

S

2 Page 68 No KPI but

arrears KPIs

reported

S

S

SSHR average

reported with

KPIs

S

Increased regulatory engagement where 

ARC results do not compare well with 

other landlords

3x3=9 HOD 3x2=6 5 Page 69

HOD/HSM 2x4=8

Substantial/Increase in pension liability 

or deficit payments. 

3x2=6 2X2=4 Corporate Risk No KPI

Inability to raise loans for required   or 

desired investments 

3x1=3 3X1=3 9 Page 42 No KPI

Restricted ability to influence other to 

develop new services and properties; or 

to maintain current standards

Inability to manage financial or 

reputational consequences of legal case

3x2=6 Appropriate use of specialist legal and 

PR advisors 

HMD 2x2=4

3X3=9 HMD 3x2=6

Financial loss due to benefit 

changes/consequences of welfare 

reform. 

3x4=12 Close monitoring of arrears, evictions, 

housing support referrals and advice 

and support required for  tribunals.

A new Welfare Reform/Social Security 

Strategy.

Corporate Risk No KPI S

Arrears start rising again 3x4=12 H&CM 3X3=9 2 Page 68 Arrears KPIs

reported LGB

3 Page 40 No KPI



Failure to maintain focus on service quality, 

particularly repairs.

Failure to invest in our homes.

Rent increases at levels tenants consider 

unaffordable.

 Failure to communicate on matters related 

to satisfaction or VfM .

Further development of tenant scrutiny 

approach in 2017

Maintain regular communication through 

the newsletter.

Review and improve approach to in-

house tenant surveys to increase return 

rate – not just for repairs.

Carryout a full survey in 2018. 

methodology for  

No KPI

ONS reclassification of housing 

associations as public bodies.

Maintain awareness of proposed 

changes, outcomes of consultation and 

legislative programme.

Health and safety Audit commisioned 

March 2018.

HOD 3x2=6 12 Page 63 Number of 

incidents and 

near misses 

included in KPI 

report

S

S, O 

No KPI SHMD

Health and safety regulations/legislation 

is breached. 

Lack of adequate staff training; lack of 

knowledge of requirements; lack of 

attention to health and safety. 

4x3=12

Extension of Freedom of Information Act 

results in burdensome additional 

administration and reporting; and puts 

Horizon at competitive disadvantage in 

bidding for LA or Scottish Government 

contracts e.g. Care and Repair

2 x 4 = 8

Tenant perceptions of value for money 

are not sustained at or above current 

levels, or in line with peers

3x3=9 HOD 3 x 2=6 1 Page 49

2 x 4 = 8 Corporate Risk





Link Group KPI Reporting – KPI Targets and Tolerances

Contents - click on the hyperlink to be directed to the appropriate page

4.  PSL

5.  Complaints

3.  Commercial Services

2.2 Housing Management - Larkfield

2.3  Housing Management - West Highland

2.1 Housing Management - Horizon

1.    Link Group – Repairs, Adaptations and Cyclical Maintenance

1.1 Horizon - Repairs, Adapations and Cyclical Maintenance

1.2 Larkfield - Repairs, Adapations and Cyclical Maintenance

1.3 West Highland - Repairs, Adapations and Cyclical Maintenance

2.   Housing Management - Link



1. Repairs and Adaptations [Link] Contents Page

Average length of time taken to 

complete emergency repairs (hours) 

[11]

4.00 0.24

Average number of days to carry out 

non emergency repairs (days) [12] 6.00 0.49

Customer satisfaction with reactive 

repairs [16] 95.00% 1.99%

Percentage of tenants satisfied with 

their home when moving in [9] 95.00% 1.99%

Compete all gas servicing by 

anniversary date. All gas properties to 

have current landlord certificate [15]

100.00% N/A

KPI Indicator Target Tolerance



1. 1 Repairs and Adaptations [Horizon] Contents Page

Average length of time taken to 

complete emergency repairs (hours) 

[11]

4.00 0.49

Average number of days to carry out 

non emergency repairs (days) [12] 5.40 0.80

Customer satisfaction with reactive 

repairs [16] 92.00% 2.99%

Percentage of tenants satisfied with 

their home when moving in [9] 95.00% 1.99%

Compete all gas servicing by 

anniversary date. All gas properties to 

have current landlord certificate [15]

100.00% N/A

Target 

2016/2017
Tolerance

KPI Indicator



1. 2 Repairs and Adaptations [Larkfield] Contents Page

Average length of time taken to 

complete emergency repairs (hours) 

[11]

4.00 0.49

Average number of days to carry out 

non emergency repairs (days) [12] 6.00 0.49

Customer satisfaction with reactive 

repairs [16] 95.00% 1.99%

Percentage of tenants satisfied with 

their home when moving in [9] 85.00% 0.99%

Compete all gas servicing by 

anniversary date. All gas properties to 

have current landlord certificate [15]

100.00% N/A

KPI Indicator Target Tolerance



1.3 Repairs and Adaptations [West Highland] Contents Page

Average length of time taken to 

complete emergency repairs (hours) 

[11]

12.00 0.49

Average number of days to carry out 

non emergency repairs [12] 10.00 0.49

Customer satisfaction with reactive 

repairs [16] 91.00% 1.99%

Percentage of tenants satisfied with 

their home when moving in [9] 95.00% 1.99%

Compete all gas servicing by 

anniversary date. All gas properties to 

have current landlord certificate [15]

100.00% N/A

KPI Indicator
Target Tolernace



4. Housing Management - Link Contents Page

Lettings (average re-let time - 

calendar days) [35] 33 0.99

Lettings to homeless 

households (numbers and % of 

lets)

22.00% 1.99%

% rent due lost through 

properties being empty [34] 0.72% 0.05%

Gross rent arrears (all current 

and former tenants) as a 

percentage of rent due [31]

6.00% 0.19%

% former tenant arrears

1.50% 0.05%

% tenancy offers refused [18]

35.00% 2.99%

Percentage of tenancies 

sustained 85.00% 0.99%

KPI Area
Target Tolerance



4.1 Housing Management - Horizon Contents Page

KPI Area Target 

2016/2017
Tolerance

Lettings (average re-let time - 

calendar days) [35] 15 1.99

Lettings to homeless housholds 

(numbers and % of lets) 1.00% 2.99%

% rent due lost through 

properties being empty [34] 0.30% 0.02%

Gross rent arrears (all current 

and former tenants) as a 

percentage of rent due [31]

4.00% 0.0025%

% former tenant arrears

0.50% 0.02%

% tenancy offers refused [18]

25.00% 0.99%

Percentage of tenancies 

sustained 92.00% 2.99%



4.2 Housing Management - Larkfield Contents Page

Lettings (average re-let time - 

calendar days) [35] 20 0.99

Lettings to homeless housholds 

(numbers and % of lets) 20.00% 1.99%

% rent due lost through 

properties being empty [34] 0.40% 0.01%

Gross rent arrears (all current 

and former tenants) as a 

percentage of rent due [31]

4.00% 0.49%

% former tenant arrears

0.50% 0.09%

% tenancy offers refused [18]

40.00% 2.99%

Percentage of tenancies 

sustained 90.00% 1.99%

KPI Area
Target Tolerance



2.3 Housing Managemeng - WHHA Contents Page

Lettings (average re-let time - 

calendar days) [35] 20 1.99

Lettings to homeless housholds 

(numbers and % of lets) 50.00% 2.99%

% rent due lost through 

properties being empty [34] 0.80% 0.05%

Gross rent arrears (all current 

and former tenants) as a 

percentage of rent due [31]

2.50% 0.49%

% former tenant arrears

0.80% 0.09%

% tenancy offers refused [18]

10.00% 0.99%

Percentage of tenancies 

sustained 90.00% 2.99%

KPI Area
Target Tolerance



3. Commercial Services Contents Page

Factoring - Mixed Tenure 

Profit/ Loss £1 10.00%

Factoring - Commercial

Profit/ Loss £10,000 10.00%

Help to Buy

Profit/ Loss £515,686 0.00%

LIFT OMSE

Profit/ Loss £882,906 0.00%

Lettings (average re-let time - 

calendar days) [35] 30 0.99%

% Former tenant arrears
1.50% 0.03%

% rent due lost through 

properties being empty [34] 1.00% 0.05%

Gross rent arrears (all tenants) 

as a percentage of rent due 4.00% 0.05%

KPI Area
Target Tolerance



4. PSL Contents Page

Stage 1

100.00% 1.99

Stage 2

100.00% 1.99

Stage 3

100.00% 1.99

Compete all gas servicing by 

anniversary date. All gas 

properties to have current 

100.00% 0.00

PSL Stock Figure

1750 1.99

Target Tolerance

% of 1st and 2nd stage 

complaints responded to in full, 

within the Scottish Publish 

Services Ombudsman (SPSO) 

Model Complaint Handling 

Procedure (CHP) timescales the 

3rd stage to a PSL complain is 

dealt with by The City of 

Edinburgh Council

KPI Area



5. Complaints Contents Page

Stage 1
95.00% 95.00% 95.00% 95.00%

Stage 2
95.00% 95.00% 95.00% 95.00%

West Highland
KPI Area

Link Horizon

% of 1st and 2nd stage complaints 

responded to in full, within the Scottish 

Publish Services Ombudsman (SPSO) 

Model Complaint Handling Procedure 

(CHP) timescales [4 & 5]

Larkfield 














