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Welcome to our winter
newsletter

We have had a busy few months
developing our new customer app, 
“My Link”, and consulting with tenants to
gather views on our proposed changes
which will give you 24-hour access to 
your housing account. We carried out a
consultation on our anti-social behaviour
policy and I would like to thank everyone

who took part and helped inform this important policy. 
We are now consulting on the changes in the Housing
(Scotland) Act 2014. It is so important to hear your views 
on this and I hope you will take the opportunity to have 
your say. 

To find out more, please email us at:
getinvolved@linkhaltd.co.uk 

I wish you the compliments of the season and a healthy, 
happy 2019. 

June Green
Director of Housing Services

THE ALLPAY
NUMBER HAS
CHANGED…
The number for our
telephone payment service
(allpay) has changed to 
0330 041 6497. 

You can use this number to pay by
credit or debit card over the phone.
Make sure you have your allpay
reference number to hand. 

Alternatively, you can
download the free
allpay app.

Charter 
Report
Card
We recently
published
our Charter
Report
Card for
2017/18. You can find
information on how we are
performing in a number of areas,
including:

l Tenant satisfaction
l Housing quality and

maintenance
l Anti-social behaviour
l Rents and service

charges

The Charter Report Card is
based on the information we
send annually to the Scottish
Housing Regulator.

We’ve included our performance
levels during the past three 
years and compared it to the
Scottish average. This means
you can see performance trends
and how we compare with 
other landlords.

You can find the Charter Report
Card on our website
www.linkhousing.org.uk. If you
would like a paper copy, please
call us on 03451 400 100. 

You can find information on the
performance of all social
landlords on the Scottish
Housing Regulator’s website:
www.scottishhousingregulator.
gov.uk/find-and-compare-
landlords
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LINK LISTENING 

Link Tour
During the summer we visited communities
across Scotland to promote services and
the ways tenants can get involved with us.
Thank you to all the staff, tenants and
families who joined us. 

Some days were busy and others were quieter, but
we welcomed all tenants who wanted to speak to
us about their local area. 

150 tenants came along which is an excellent level
of local participation. Tenants raised lots of issues
that mattered to them with housing officers and
asset planning staff.

Our Tenant Scrutiny Panel attended the day in
Craigmiller, Edinburgh to speak to tenants about its
inspection of our estate management services. 

We promoted the Lettings Policy consultation and
advised tenants on the changes happening this
year because of the Housing (Scotland) Act 2014.
Tenants won raffle prizes including tablet
computers, shopping vouchers and Edinburgh
Zoo tickets. 

We would like to thank the Bell Group for
sponsoring the Edinburgh Zoo tickets.
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Best Start Grant to replace UK Sure Start
Maternity Grant before Christmas 2018

The Best Start Grant (BSG) pregnancy and baby grant will replace
the UK Sure Start Maternity Grant (SSMG). It will improve by: 

l Paying £600 rather than £500 for the first child and
introducing £300 payments for second and subsequent
children. 

l Extending eligibility to anyone on tax credits or housing
benefit and anyone under 18.

l Not placing a limit on the number of children who can qualify.
l Extending the application period to 24 weeks pregnant to six

months after birth.
l Taking applications over the phone and online as well as on a

paper form.

You can only claim BSG or SSMG for the same child so it may be
advisable to wait to apply for a grant, as this is worth more. The
exact date of implementation of the BSG has not yet been finalised.

Scottish Government has
committed to extending the
existing high safety standards
required in private rented
housing to all homes.
Legislation will be amended
later this year to reflect the
new requirements. As part 
of this, Link will have two 
years to bring all our homes 
up to the new standard, which
will require:

l A smoke alarm to be
installed in main living
room.

l Smoke alarms in hallways
and landings.

l Heat alarms installed in
kitchens.

l All alarms to be ceiling
mounted.

l All alarms to be
interlinked.

These works will be carried out
by Link Property or GasSure and
will be planned with other works
where possible to minimise
disruption to you. 

These are essential safety works
and we appreciate your co-
operation in ensuring we provide
you with the highest level of fire
protection for your home.

KEEP WARM AND SAVE MONEY WITH
OUR WINTER ENERGY-SAVING TIPS! 
l Use heavy curtains and close them when it

gets dark to keep heat in.
l Keep your radiators clear and avoid putting

furniture against them. Drying washing on
the radiators will make your house colder
and causes condensation and mould.

l Only turn on the heating and hot water when
you are in the house and need them.

l Regularly bleed your radiators to avoid cold spots. 
l Set your thermostat to between 18°C and 21°C degrees.
l You can keep warm without turning up the heating by 

putting on an extra layer of clothing and wearing socks to
avoid cold feet.

Want to find out more?

l Home Energy Scotland: call 0808 808 2282 or email
advice@sc.homeenergyscotland.org.

l Citrus Energy: call 0800 221 8089 to get help to switch
supplier and get a better deal.

l Age Scotland: talk to one of their advisors during office
hours by calling 0800 12 44 222 or visit www.ageuk.org.uk.

If your heating system is not working please contact us on 
03451 400 100.

FIRE SAFETY
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Regulator launches consultation on
the future of social housing
The Scottish Housing Regulator is
consulting on proposals for how it
regulates social housing in Scotland. It is
inviting tenants, landlords and others with
an interest in its work to give their views
by 14 December 2018.

In its proposals, the Regulator explains how it 
will continue to safeguard and promote the
interests of current and future tenants, people 
who are homeless and others who use social
landlords’ services.

The consultation is available at
www.scottishhousingregulator.gov.uk

There are events taking place across Scotland for
tenants in November and December. If you would
like to attend one of the events, please contact
Link’s Tenant Engagement Team by emailing
getinvolved@linkhaltd.co.uk or calling 
03451 400 100.
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Rent and service charge
increase for 2019/20

We would like your views on
our proposal to increase your
rent by around 2.2% in
2018/19. On average
(excluding service charges)
this will mean an increase of
£1.79 per week.

We want to be able to invest in
our properties and provide you
with quality housing
management, repairs and advice
services. If we can increase our
rents by 2.2% we will be able to
continue to do this.

You may also pay charges for
services such as stair and
window cleaning or common
grounds maintenance. These
charges are calculated on an
individual area basis and are 
not included in the above
proposed increase.

How our weekly rents compare to other landlords 

Average Weekly Rents

All properties of the same size across our 22 council areas are used
to calculate the average rent. Some properties have service charges
and some don’t. 

Our average rents for studios and one-bedroom properties are below
the housing association average, while rents for properties of two or
more bedrooms are above it. 

Our rent increase has been below the Scottish average in four out of
the five previous years.

Year increase
agreed

Link rent increase Scottish average

2017/18 2.8% 3.2%

2016/17 2.7% 2.3%

2015/16 1.5% 1.9%

2014/15 2.0% 2.7%

2013/14 3.0% 3.5%

Size Link average
2017/18

Housing association
average 2017/18

Studio £64.10 £71.43

One bedroom £75.08 £79.76

Two bedroom £85.97 £80.39

Three bedroom £94.22 £88.87

Four bedroom + £102.62 £98.47

Rent Increase Consultation
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■ Employment costs
£4,918,000 

■ Maintenance £11,032,000
■ Service charges £1,518,000
■ Staff overhead & facilities

£2,886,000
■ Depreciation £5,979,000
■ Loan costs £5,759,000
■ Direct housing costs

£598,000
■ Voids & bad debts £527,000

What we spent in 2017/18

The diagram shows how
your rent payments were
spent in 2017/18 under the
following headings:

l Maintenance – planned and cyclical
maintenance (e.g. bathroom and kitchen
replacements), major repairs and day-to-
day repairs.

l Service charges – estate management
including landscape maintenance, stair
cleaning and window cleaning.

l Staff and facilities – all back-office
administration and support staff plus 
office costs and overheads relating to front
line services.

l Depreciation – reduction in value over the
lifetime of our properties. 

l Loan costs – interest on borrowing to build
all Link homes.

l Direct housing costs – property insurance
and other property management expenses.

l Voids and bad debts – cost of lost rent
between tenancy changes and unpaid 
rent arrears.
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What service did we provide in
2017/18?

In 2017/18 your rent helped us
provide our services to more
than 6,600 tenants. We:

l Completed more than
23,000 emergency and
reactive repairs.

l Let 798 houses.
l Resolved 718 anti-social

behaviour cases.

We also spent £5.8million on
cyclical and planned
maintenance projects and:

l Upgraded 254 kitchens and
238 bathrooms.

l Replaced 89 roof
coverings.

l Carried out painterwork to
339 properties. 

l Carried out gas servicing to
6,273 properties.

l Completed 394 heating
installations.

The average new kitchen costs
£3,287 and the average new
bathroom £3,053.

We added value to our
maintenance and housing
management service by:

l Providing more than 1,600
tenants with money, benefits
and digital advice.

l Building 239 new homes.
l Helping more than 400

tenants to get online. 
l Providing City and Guilds

digital training for 80 tenants
and laptop loans for more
than 100 tenants.

l Supporting and funding 85
tenant group activities.

l Directly providing
employability initiatives
including 21 work
placements and nine
modern apprenticeships.

l Securing 67 work
placements,
apprenticeships and new
jobs with our suppliers 
and contractors.

What can you expect next year?

In addition to the services above,
we will:

l Replace windows in 
250 homes.

l Replace 250 kitchens.
l Replace 248 bathrooms.
l Replace 303 gas boilers.
l Replace141 stair/close

doors. 
l Upgrade 525 smoke

detectors.
l Complete external painter

work for 1,088 properties.
l Invest in neighbourhoods

and environmental
improvements.

How does our service compare
with other landlords? 

Our performance is above the
Scottish average in most areas
relating to repairs, property

condition and rent arrears. Our
customer satisfaction survey in
August 2017 reported 93% of our
tenants were satisfied with the
quality of their home compared
to a Scottish average of 88%. In
addition, surveys throughout the
year show 99% tenant
satisfaction with repairs.

Comparisons with other RSLs
can be found on the Scottish
Housing Regulator’s website
www.scottishhousingregulator.
gov.uk/find-and-compare-
landlords. Each year at the end
of October we publish a Charter
Report Card on our performance
which is available on our
website. You can read more
about this on page two.

Value for money

We want to improve value for
money for our tenants. We do
this by: keeping our rent
increases as low as possible;
comparing our performance and
costs with other social landlords;
and by putting the customer first
in service improvements. Recent
service improvements have
included the launch of Link
Property’s kitchen and bathroom
replacements. We built this new
service based on the
recommendations made by the
Tenant Scrutiny Panel in its
scrutiny of planned maintenance. 
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GROUND MAINTENANCE
SURVEY
We want to hear your views on our ground
maintenance service. 

Please complete our survey online at:
www.surveymonkey.co.uk/r/RPWGM3F

Or call us on 03451 400 100
if you would like a copy by post. 

Affordability

The percentage of tenants who
found our rents fairly or very easy
to afford increased from 34% in
2013 to 55% in March 2016 but
decreased to 47% in August
2017. We know how important it
is that you can afford our rents
and we offer budgeting advice
and benefit checks to help you
with this. We also ask for your
views on rent affordability in the
rent increase survey.

Last year we considered the
affordability of our rents using a
method developed by the
Scottish Federation of Housing
Associations. We found that
almost four out of five property
types had average rents less
than 25% of net moderate
income – a commonly used
indicator of affordability. 

What do you think?

We want to hear from you and
we have employed Research
Resource to carry out a rent
increase survey. To take part 
you can:

l call Research Resource 
on freephone 
0800 121 8987; or

l visit
http://ow.ly/qaVd30mAnL3

Who decides the rent increase?

All the views and comments we
receive will be added to a report
which our Board will consider in
February, when it will make the
decision on what the rent
increase will be. We write to all
tenants before April to inform
them of the rent increase
decision. 
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Changes to how we deal with 
anti-social behaviour

Littering Vandalism Aggressive
behaviour

Noise
disturbance

Following the anti-social behaviour (ASB)
tenant consultation we conducted in
spring 2018, we have reviewed and
updated our ASB policy. 

Tenant recommendations have influenced our
new policy which was approved by the Link
Housing Board in August. The main changes to the
policy are: 

l ASB complaints categories have been
reduced from five to three categories.

l Agreeing timescales to resolve all complaints
within 20 working days. 

l Using the new powers available in the
Housing (Scotland) Act 2014 (implemented
from May 2019) to transfer existing or new 
tenants with previous ASB onto a shorter 
12-month tenancy with support to encourage
improved behaviour. 

l Incorporating all forms of harassment into
Category A. 

l Detailing how requests to install domestic 
CCTV will be managed. 

l Dealing with complaints concerning dog
fouling and parking under our estate
management procedures. 

l Stating how we will respond to complainants
involving social media.

Category A Severe
l Drug dealing 
l Assault
l Housebreaking 
l Threatening behaviour
l Domestic violence 
l Violent conduct towards neighbours, staff 

or contractors
l Wilful fire raising 
l Harassment (including harassment related 

to any of the nine “protected equalities”
characteristics) 

Category B Serious 
l Frequent disturbance
l Less serious vandalism/graffiti to property
l Verbal harassment
l Persistent loud music/noise
l Drinking alcohol in communal areas

Category Response Times

A Severe ASB One working day

B Serious ASB Two working days

C Less Serious ASB Five working days
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CARER’S
SUPPLEMENT
Carer’s Allowance Supplement is an
extra payment to help carers in
Scotland who get Carer’s Allowance.
Eligibility for the new benefit is
worked out by looking at two
qualifying dates each year. 

For the first payments, the qualifying date 
is Monday 16 April. The next eligibility date
for the second round of payments is 
Monday 15 October.

When will I receive it?
The first payments were issued in phases
with the majority made in September. For the
second eligibility date, payments will be
made from December. Eligibility dates and
payments will fall every six months for the
lifetime of the supplement. This is a
temporary measure until Social Security
Scotland delivers all of Carer’s Allowance. 
At that point, the increase will be added to
your usual payment.

How much is it? 
£221. 

How do I claim Carer’s Allowance
Supplement?
Carers don’t need to do anything. Those
eligible will receive payment automatically.
Carers should let HM Revenue and Customs
know about their Carer’s Allowance
Supplement as this may increase the amount
of tax they need to pay. Carers will still pay no
tax if their taxable income is below £11,850
per year.

Category C Less Serious 
l Clash of lifestyles
l Fly tipping
l Pet nuisance
l Boundary disputes
l Infrequent disturbances

We will work with housing officers to update our
procedures and information on the Link website
and to provide training on the new policy in 2019. If
you would like a copy of the new ASB policy,
please contact us by calling 03451 400 100 or
email csc@linkhaltd.co.uk. 

How to report ASB
We need you to report anti-social behaviour
promptly and we will act as quickly as possible to
resolve the problem. You will need to keep a note
of all incidents of ASB as this will help us if any
legal action needs to be taken.

You can report ASB by calling 03451 400 100 or
by filling out our contact form at
www.linkhousing.org.uk/tenants-area/your-
tenancy/being-a-good-neighbour/report-anti-
social-behaviour/

REMEMBER, any criminal behaviour 
or activity must be reported to the
Police on 101.
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HOLIDAY OFFICE
OPENING HOURS
CLOSED
25 and 26 
December 2018
OPEN
27, 28 and 31
December 2018
CLOSED
1 and 2 January 2019
The office reopens on
3 January 2019

Wishing you a happy
festive holiday from Link.

Emergency contact numbers when the office is closed
Gas boiler and heating repairs
• Call 03451 400 100

Other emergency repairs
• Call 0800 783 7937 (out-of-hours service provided by Bield 24) 
• Call Lochaber HA on 01397 702 530 if you live in Fort William

or Skye. Call Lochalsh HA on 01478 612035 if you live in
Kyle of Lochalsh. If you live in Oban call West Highland
Housing Association on 01631 566451 or Hanover on 
0300 323 1170.

WAYS TO PAY YOUR RENT
There are a number of options available to make it easier for
you to pay your rent:

Pay by phone Call us Monday to Friday 9.00am - 5.00pm to
pay your balance, set up a direct debit or arrange a payment
plan. Call us on 0330 303 0801 option 1.

Pay using online banking Set up online banking with your
bank to make payments directly to us. REMEMBER to quote
your account number. 
Bank of Scotland sort code: 804121
Account number: 00548273

Pay using allpay Call allpay on 0330 041 6497 or go online
to www.allpay.net/ to pay by credit or debit card.
You can also download the allpay app (via Apple App Store
or Windows Phone store and Google Play) onto your mobile
phone to pay by credit or debit card.

Pay in person at any Post Office, or Paypoint terminal located
in shops or supermarkets. You can make a payment in
person by cash, cheque, credit or debit card. If you need an
allpay card call the Customer Service Centre on 03451 400
100 to request one. 

Payment by cheque or postal order Please ensure your
name, address and account number are written on the
reverse of the cheque or postal order. Send a cheque or
postal order to:
Link Housing Association Ltd, Watling House,
Callendar Business Park, Falkirk FK1 1XR

℡

£






