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Launching into
summer
and beyond...
Welcome to our summer
newsletter. After lots of hard
work, our new customer app,
‘MyLink’, has now launched!
We’re committed to bringing
you an app that’s safe, secure
and easy to use.
We’re delighted with the final product and I hope
you are too. It takes just a few minutes to
download MyLink and complete your
registration. The convenience of accessing your
housing services through the app gives you
even more time to enjoy the summer.

LINK TOUR 2019
We’re hitting the road
again! During August,
we’re travelling across
Scotland to promote our
services and encourage
you to get involved.

WIN
RAFFLE
PRIZES

We want to know what the important housing
issues are in your neighbourhood, so please
come along and have a chat!
You’ll have the chance to:
l Sign up to the ‘MyLink’ customer app
l Tell us your priorities
l Get advice on benefits and
Universal Credit
l Meet your housing officer, repairs and
tenant engagement staff

If you don’t feel you would use our app, our
housing officers and customer support staff are
more than happy to help and assist you with
your tenancy queries.

All events will take place between
11am and 3pm.
DATE

LOCATION

We’re also back on the road this summer with
our third Link Tour. Come along and chat with
us. You’ll find details of our dates and locations
on the right of this page.

6 August

Kinnaird, Larbert

7 August

Hillhouse, Hamilton

8 August

Craigmillar, Edinburgh

9 August

Oatlands, Glasgow

We’re keen to know what ‘value for money’
means for you, and we’ll be asking you about
this on the Link Tour and during tenancy visits.

10 August Carntyne, Glasgow
13 August Glenrothes, Fife

We’ve already been working hard to make sure
we provide you with value for money, and you
can read more on page 7. Please join in the
conversation by visiting the Link Tour and by
speaking to your housing officer.

14 August Grangemouth, Falkirk

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

26 August Bearsden, East Dunbartonshire

16 August Shortlees, Kilmarnock
19 August Chapelhall, Airdrie
20 August Petersburn, Airdrie

27 August Crieff, Perthshire
28 August Garnethill, Glasgow

June Green
Director of Housing
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We’ll keep you up-to-date on our social
media accounts or call our Customer Service
Centre on 03451 400 100 to find out more!

03451 400 100 csc@linkhaltd.co.uk

How we have invested in your home
During the past year, we invested over £6.4 million on our cyclical and planned
maintenance works, including £160,000 on estate improvement works.
The following works were carried out:
l
l
l
l
l
l
l
l
l

244 replacement kitchens
249 replacement bathrooms
240 heating system upgrades
69 properties received new windows, doors
or combination of both
837 properties received cyclical painter work
62 large adaptations carried out to properties
182 properties had common stair windows
and doors replaced
266 properties had their door entry
system upgraded
8,043 gas safety checks were carried out
(void and annual) maintaining 100%
compliance

In 2018/19, our Asset Planning team also
completed over:
l 750 estate management inspections
l 150 tenant-led neighbourhood inspections
This year, we plan to invest around £6.5 million.
This includes the renewal of 298 bathrooms,
170 kitchens and the replacement of windows in
383 properties.
Our Asset Planning team is also striving to meet
The Energy Efficiency in Social Housing Standard
by December 2020 through a range of energy
saving measures.
If your home is included within one of our planned
maintenance programmes, you will receive a letter
with relevant timescales for completion.

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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Breaking new ground with our
service improvements
Following a review of the services we
provide, we are pleased to announce
idverde UK Ltd will now provide common
area ground maintenance to all our east
and central developments.
Nurture Landscapes will continue to carry out the
regular ground maintenance service in our west
and Lanarkshire developments.
We also used customer and staff feedback to
review our grounds maintenance programme and
will now deliver up to:
l 26 litter collection visits
l Eight leaf collection visits
l 26 visits to play areas for cleaning
and inspections
l 16 visits to mow amenity grass
l Six strimming visits for rough grass areas
l Six visits to trim back minimal shrub growth
l Two hard cutbacks for shrubs and hedges
(summer and winter)
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If you have any questions regarding the new
contract, please contact our Customer Service
Centre on 03451 400 100 and ask to speak to the
Asset Delivery team, or email
landscaping@linkhaltd.co.uk.

We are always interested to hear
your thoughts on our ground
maintenance service.

If you would like to give us feedback,
please complete our short online survey
www.surveymonkey.co.uk/r/JV8SMHT
or contact us on 03451 400 100 if you
would like a copy by post.

03451 400 100 csc@linkhaltd.co.uk

Changing tenants’ lives
with adaptations
Our Inclusive Design Team
and Link Property
continues to provide a
one-stop shop to design
and deliver adaptations.
275 adaptations were completed
in 2018/19, including:
l 133 minor adaptations (e.g.
grab rails, bannister rails)
l 65 moderate adaptations
(e.g. external rails, door
entry systems)
l 73 major adaptations (e.g.
wet floor shower, ramps)
l 4 large maintainable
equipment (e.g. hoists)
The average time to complete an
adaptation was 37.53 days
87.8% of all adaptations
completed by Link Property were
within the target timescales set
and knocking off a week from
last year.
The numbers, costs and
timescales for the service are
useful indicators to show the
difference we are making but the
outcomes for tenants are much

more powerful considering what
has been achieved for tenants:
100% of tenants confirmed they
were satisfied with all aspects of
the service with a significant
proportion being “very satisfied”
and demonstrated by the positive
feedback received such as:
69.1% reported they could
manage independently after the
adaptation was installed and the
remainder confirmed the
adaptation had meant they
needed less help, or the task
was easier or safer for them and
their carers.
The adaptations had a
significant impact on tenants’
independence, safety or
confidence and quality of life and
a positive effect on their family
and carers.

“I feel I have
freedom. I don’t need
someone every time I
shower. Grab rails are great to
hold on to when washing and
dressing. I just feel cleaner as I
can shower as often as I like.
My family is delighted too.
I am so happy.”

“I did try to bath
before but had so
many falls. Thank you
so much for giving me
my independence
back to that part of
my life.”

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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Don’t be puzzled. Be prepared!
Preparing for Universal Credit (UC) doesn’t need to be overwhelming. In fact, by taking
just three wee steps, you’ll be ready! In the Spring Newsletter we explained Step #1 –
Setting up a bank account. We will now tell you about Step #2 - Getting some ID…
Other suitable ID includes:

Step #2: Getting some ID…
UC cannot be paid until your identity has been
verified. The government’s preferred option is for
you to verify your ID by using gov.uk verify service,
but there are four ways you can verify your ID:
1. using the gov.uk verify service;
2. documentary evidence via the Initial Evidence
Interview (IEI);
3. biographical test; and
4. confirmation from a trusted professional.
So, if you cannot use the gov.uk verify service, you
must book an Identity Verification interview at the
Job Centre – you will be asked to take in certain
documentary evidence. Although you may be told
you must have photo ID, this is not the case.
If you don’t have the required documentary
evidence then your ID can be verified either
through a biographical test, or where the DWP do
not have enough information to the questions for
this test, by verification from a trusted professional
such as a doctor.
Suitable photo ID includes:
l
l
l
l
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a provisional or full driving licence;
a passport;
national identity card;
Young Scot card.

l birth or marriage certificate;
l bank or credit card; and
l proof of your address such as a utility or
council tax bill or a bank statement.
These are just examples of some of the evidence
you can provide, and you should speak to Link’s
Advice Service or DWP for further examples if you
don’t have any of the above.
On top of allowing you to claim UC, a driving
licence or passport is useful too and benefits
include:
l you will need a passport if travelling abroad
l your ID will help the police return a lost purse
or wallet to you if it’s handed in; and
l emergency services will be able to identify
you quickly if you take unwell or have an
accident.
But, how? The easiest way to apply for a driving
licence or passport is on www.gov.uk.
You can also pick up an application form in your
local Post Office.
What’s next? That’s it for now. Keep an eye out for
step three of three, “Get an email address” in your
next newsletter, on our website or Facebook page.
Want to know more? Call 03451 400 100, we’re
here to help.

03451 400 100 csc@linkhaltd.co.uk

Manage your tenancy at a touch!
We recently launched our customerfriendly tenant app and we’ve been
delighted with the feedback so far!
“The app is extremely customer friendly,
easy to use and covers most areas where
tenants are likely to be looking for
information or help.”
Lindsay Anderson, Chair of Tenant Scrutiny Panel
Tenants tested the app throughout its development
and helped us make it better for you.

What are the benefits?
You can view your account, pay your rent, report
repairs and track their progress, request services
and update your details. It’s quick to sign up to
and you can use it 24/7.

How can I get the app?
You can get the app in the Apple Store or Google
Play Store by searching for MyLink. To register,
you’ll need an email address and tenancy
reference number. You will be sent
a one-time passcode, and
once you enter this, you’ll be
FUN FACT
registered. It’s that simple.
Did you know over
50% of our tenants told
What's next?
us they would use an
We’ll be out and about
app to access services
promoting the app and
if one was
staff will be assisting
available?
tenants to get started using it.
Look out for promotional posters and
information on our social media accounts. If you
need help to download the app, give us a call on
03451 400 100.

What do you consider ‘Value for Money’?
In 2017, we asked you what value for
money (VFM) means to you, and what’s
important to you when considering VFM.
Your top three priorities were:
1. Affordability of rent payments
2. Quality of our repairs service
3. Getting home improvements when they
are needed
During the last few years, we have been working
hard to meet these priorities and can report:
l 93% of our tenants are satisfied with the
quality of their home
l 98% of tenants are satisfied with our repairs
service
l Our average completion time for an
emergency repair is 2.7 hours

l We spent £6.4 million on planned and cyclical
maintenance last year, i.e. bathrooms,
kitchens, windows etc.
l Our rent increases over the last three years
have been lower than the Scottish average
Over the next three months, your housing officer
will be visiting you to ask for your views on VFM,
what you think we can improve on and how well
you think we manage your neighbourhood.
We will also be asking for your feedback during the
2019 Link Tour.
The questions will take less than five minutes of
your time and will be anonymous.
Your feedback is greatly appreciated, and we
will use it to continue to improve our services.

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk

7

We value your feedback
We want to make it easy for you to make a complaint or provide feedback. We
recognise complaints are a fact of life and they provide us with an opportunity to learn
and improve our business.
Complaints handling is part of our commitment to deliver customer service excellence to you, and
frontline staff should able to resolve complaints at the first point of contact where possible.

Complaints
performance –
January to
March 2019

We have
received 42
compliments, a 55%
increase from last
quarter.

100% of complaints
relating to equalities
were responded to
within target.

We received
seven Stage 2
complaints which
were resolved within
the target time of
20 days.

98% of frontline
resolution complaints
were resolved within
our five-day target,
compared to Scottish
average 86%.

0 complaints
upheld by SPSO.

We upheld 46%
of complaints.

We received 95
complaints compared
to 117 at the same
time last year.

Learning from complaints and making improvements
We are developing our systems so we can record, report and share learning more regularly
with staff and tenants. We are also holding frontline staff workshops to identify how to make
the process quicker and easier.
If you would like to take part in our complaints review, please visit
www.surveymonkey.co.uk/r/X9Y78WH or call 03451 400 100, select option 3 and ask for the
Tenant Engagement team.
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HOW YOU HELPED US SHAPE
OUR NEW LETTINGS POLICY
Following the Housing (Scotland) Act 2014,
which came into effect on 1 May 2019, we
have changed our Lettings Policy.
In autumn 2018, we consulted with you about
changing our Lettings Policy to reflect new housing
legislation. We had a great response, and many of
the changes you suggested have been
incorporated into the new policy. These include:
l Taking home ownership into account in
some situations
l Changes to the rules for assignations
(signing your tenancy over to another person)
and successions (who can take your tenancy
if you die)
l The introduction of new priority categories
l The introduction of ‘cumulative’ priority
assessments for applicants with more than
one housing need

l Changes to the rules for who can share a
bedroom (e.g. how old a child should be to
have their own bedroom)
l The introduction of lettings quotas
l Current tenants now only being able to
transfer if they have been in their property for
12 months
These changes affect many of our housing
applicants, including tenants who are registered
with Homehunt. We wrote to all our applicants
asking them to contact us so we can check their
information is up to date and re-assess their
priority level if necessary.
If you are registered with Homehunt and have not
spoken to a member of the Homehunt team
recently about your application, please call us on
01324 417134 to ensure your application is
up-to-date.
You can read the Lettings Policy in full by visiting
www.linkhousing.org.uk.

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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GET INVOLVED!
Tenant Scrutiny update
Our Tenant Scrutiny Panel (TSP) assesses how well our
services meet the standards and outcomes set out in
the Scottish Social Housing Charter. This helps us focus
on tenant priorities and getting the best service and
value possible.
Over the past year, the TSP has been working with us to
assess how well we provide close cleaning, stair
cleaning and landscaping services.
TSP has recently concluded its scrutiny assessment
and provided us with an insight into service delivery
from tenants’ points of view.
A report on stair and close cleaning services was presented to the Link Housing Board in April and a
separate report on landscaping services was presented to the Link Group Board in May. Action plans for
each have been drafted and progress will be monitored over a six-month period. The TSP’s findings have
been insightful and valuable. To address the panel’s findings, we are:
l
l
l
l
l
l

Reviewing how we procure cleaning service providers
Reviewing contracts and specifications
Introducing new arrangements for recording and monitoring cleaners
Introducing a new system of recording issues or problems
Carrying out a quarterly review of services
Investigating different models of service delivery, including
whether providing the service in-house would be financially viable

Do you have an eye for detail?
Our award-winning Tenant Scrutiny Panel is looking for new members!
The panel meets monthly to review performance information, independently gather evidence and
produce reports which are presented to senior management and boards.
You’ll be provided with a full induction and training on tenant scrutiny, with support from Link
staff and outside specialists, and have the opportunity to attend conferences and seminars
across the country.
We cover all travel expenses to and from meetings and we’ll always have plenty sandwiches and
cakes to keep your energy levels up!
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BE A COMMUNICATIONS CHAMPION!
We want our publications to be as clear
and engaging for you as possible, which
is why we’re looking to form a Tenant
Communications Panel!
We want eager volunteers to help us shape our
messages. This could involve looking at the design
of our newsletter, which articles appear in it and
how many we produce each year.
A get together will take place during the summer,
where we will provide more information on the
panel and agree what its purpose will be.

If you’d like to get involved, please contact
the Tenant Engagement team at
getinvolved@linkhaltd.co.uk or
03451 400 100.

Protect your pooch at a Dogs Trust event
Many of our customers have told us about issues with dogs
barking noisily and acting aggressively, and owners not
cleaning up after their pets.
We are working in partnership with Dogs Trust to deliver events
and address some of these issues.
The events provide a range of free services, including health
checks, training, information and dog bags. They also provide
free microchipping and advice on
neutering, which is especially helpful for
addressing aggressive behaviour.
To date, we’ve had contact with over 170 dog
owners and will advertise more events soon.

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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Do you, or someone you know, need a
LIFT onto the property ladder?

Homeownership can feel
like an unachievable goal.
However, thanks to the
Scottish Government’s LIFT
scheme, this dream has
become a reality for over
12,000 people in Scotland
since 2005.
The LIFT (Low-Cost Initiative for
First Time Buyers) Open Market
Shared Equity (OMSE) scheme
helps first time buyers, and other
priority groups, get onto the
property ladder by providing an
interest-free loan towards the
cost of a property.
The Scottish Government
provides funding for between
10% and 40% of the sale price
and gets the same percentage
back when the property is sold.
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Who is eligible?

What property can I buy?

The LIFT scheme was created to
help those on low to moderate
incomes. Priority for the
scheme is given to the
following groups:

To be eligible for the LIFT OMSE
scheme, properties must be
advertised for sale publicly (for
example, on a website or on
social media) and be within the
price threshold for the area. The
size of property you can buy
depends upon how many people
are in your household.

l First-time buyers
l Social renters
l People with a disability
who can demonstrate a
housing need
l Members of the armed
forces
l Veterans who have left the
armed forces within the
past two years
l Widows, widowers and
other partners of service
personnel whose partner
has lost their life while
serving in the armed forces
within the last two years
l People aged over 60
who can demonstrate a
housing need

03451 400 100 csc@linkhaltd.co.uk

Link Housing administers the
LIFT scheme on behalf of the
Scottish Government for the
whole of Scotland and
applications to the scheme are
made through our dedicated
LIFT team.
Contact our team on
0330 303 0125 or visit
www.linkhousing.org.uk/LIFT
for more information and details
of how to apply.

We Make a Stand against
domestic violence
We have committed to support people
experiencing domestic abuse by signing
the Chartered Institute of Housing’s Make
a Stand pledge.
Domestic abuse is unacceptable and, by
supporting the great work of ‘Make a Stand’,
we hope more of our tenants and staff feel safe
at home.
In April 2019, we introduced our Domestic Abuse
Policy to keep our staff and our tenants safe.
As part of this, we will:
l Promote good practice when addressing
domestic abuse experienced by our tenants
and employees.
l Working with other organisations as
appropriate, we will provide clear information
and advice to people who approach us due
to domestic abuse.

IF IN DOUBT, KEEP
THEM OUT!
Bogus callers are people who try
to trick their way into your home
with the intention of stealing
money or possessions.
These people often prey on those who are elderly
or vulnerable. They may pretend to be council
officials, workmen or police. Like Link, most official
companies will send you a letter before they call at
your door.
If you’re in any doubt about the person on your
doorstep, please remember the following advice:

l Consider equality issues when addressing
domestic abuse, for instance, making
reasonable adjustments for disabled people.
l Provide staff training on how to recognise and
address domestic abuse incidents.
l Work with partner organisations to address
incidents of domestic abuse, for example,
Police Scotland.
l Monitor incidents of domestic abuse and
actions we have taken to address these to
learn and improve the support we provide.
If you need help, or you’re worried about someone
else, you can call the Women’s Aid helpline on
0800 2000 247 or visit their website at
www.womensaid.org.uk.
Find out more about
Make a Stand by visiting
www.cih.org/makeastand.

l Ask to see the caller’s identity card and
check it thoroughly. Link staff always wear
ID badges.
l Ask the caller to wait on the doorstep while
you phone the company to check.
l Check the identity of Link workmen by
calling our Customer Service Centre on
03451 400 100.
l Lock the door while you phone and don’t
open it until you are totally convinced. Anyone
who is genuine won’t mind you doing this.
l Ask them to return at an agreed day and time
when you have someone with you.
l Don’t answer your door when it’s dark outside.
l If in doubt, keep them out.
l Call the police on 101 if you are suspicious of
anyone calling at your door.

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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Retirement round-up
Our Hospice Hero, Sadie!
Albany Court tenant, Sadie Robertson recently put her baking skills to use
for a very deserving local cause, by laying on a delicious afternoon tea in
the tenants’ lounge, with the proceeds going to Strathcarron Hospice.
In the lead-up to the event, Sadie baked enough sausage rolls, cakes
and scones to feed an army!
Thanks to her efforts, the support of her family, friends and neighbours at
Albany Court, Sadie raised £425 for Strathcarron and received a
“Hospice Hero” certificate in recognition of her hard work.
Well done Sadie – you are a very deserving recipient!

Family day fun
Even though it rained on Glen Lyon Court’s Family Day 2019, it didn’t dampen the spirits of the tenants
and their friends and families.
They enjoyed buying gifts from the Glen Lyon stall, the delicious delicacies from the tearoom, deciding
from the colourful array of plants on offer from Watch us Grow (the community run garden).
The day closed with the raffle draw, and to everyone’s surprise, Davie won the whisky (AGAIN!).
A whopping £688 was raised! This all goes back into their social fund and tenants can decide on a free
social event to enjoy and it will pay for their Christmas dinner party.

Donation sensation
Link contractor JR Group recently
donated two benches for the
outdoor area at our retirement
housing development at Hillhouse
Court in Hamilton, which opened
in March 2019.
The tenants are really making the
most of the benches with all this
lovely summer weather.
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Acceptable behaviour
We treat our customers with courtesy and
respect and expect the same treatment.
Occasionally, the actions of individuals become
unacceptable because they involve abuse of
our staff.
To help staff manage these incidents, we have an
Unacceptable Actions Policy. This sets out the
approach taken in circumstances where the
behaviour of an individual is unacceptable.
It applies to anyone who is interacting with our staff
and contractors, and includes tenants, applicants,
owner occupiers and members of the public.
We believe there are three categories that deem
actions as unacceptable:

l Aggressive or abusive behaviour
Aggression that may result in physical harm
and behaviour or language (oral or written)
that may cause staff to feel upset, afraid,
threatened or abused.
l Unreasonable demands
A demand becomes unreasonable when it
impacts on our staff’s ability to deliver
services effectively to other customers.
l Unreasonable persistence or
levels of contact
Where some customers will not, or cannot,
accept we are unable to assist them further or
provide a level of service already provided.
The policy can be found in the resource library
section at www.linkhousing.org.uk.

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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New

Ways to pay your rent

You can now pay via
the MyLink app!
See page seven for
more details.

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 9am - 5pm to pay,
℡ set
up a direct debit or arrange a payment plan. Call us on
0330 303 0801 option 1.

using online banking Set up online banking with your
 Pay
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.

by cheque or postal order Please ensure your
 Payment
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

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.

@Link_Group_Ltd

Facebook.com/LinkGroupLtd

Link Housing Association Limited is a company registered in Scotland under the
Companies Acts, Company Number: SC216300, Registered Office: Link House,
2c New Mart Road, Edinburgh, EH14 1RL. It is registered as a Property Factor Id:
PF000355 and authorised and regulated by the Financial Conduct Authority,
Reference Number: 674050. Part of the Link group © Link Group Ltd 2019.
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