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INTRODUCTION 
 
Link Housing Association (LHA) offers a wide range of services through centralised 
and remote offices, to 7964 households located primarily in Scotland’s central belt. 
 
The LHA Business Plan is integral to Link Group’s strategic aims.  The Associations’ 
vision, strategic framework, standards and resource allocation are set to support the 
overarching Group objectives. 
 
LHA is one of the largest associations of its kind in Scotland.  The homes in 
management comprise of 6245 mainstream tenancies and 319 properties situated 
within 11 specialist sheltered accommodation complexes.  A further 1400 private 
rented properties are managed on behalf of City of Edinburgh Council through a 
private leasing scheme accommodating people in housing need. 
 
Staff work from four main locations and are grouped into specialist teams.  Housing 
management duties are myriad but fall broadly into the following categories: 
 

• Estate management 

• Centralised customer support 

• Income and debt management 

• Welfare and money advice 

• Allocations 
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VISION, MISSION STATEMENT AND STRATEGIC OBJECTIVES 
 
Link’s vision, mission and strategic objectives were reaffirmed at the Link Group 
Board’s strategic planning day in October 2017. 
 
Vision – Link’s vision is to be a provider of choice and excellence in the delivery of a 
wide range of socially inclusive regeneration, housing and support services. 
 
This vision is underpinned by its mission statement, which provides the guiding 
principles for all the activities contained in this business plan. 

 
Mission statement -   
 

. 
 
 
 
 
 
 
 

Our aim is to 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. 

 

Providing homes  

• Build at least 3,100 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 

 

Building Communities 

• Consult and work with people to sustain tenancies and improve communities 

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

 

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. 

 

Working together 

• Help more people to fulfil 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

 

• Providing Homes 
 

• Building Communities 
 

• Valuing People 
 

• Working Together 
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BACKGROUND AND OPERATING ENVIRONMENT 
 
Several pieces of recent legislation and regulation have or will be introduced which 
have a direct impact upon the way in which housing management services are 
delivered.  These are: 
 

1. Housing (Scotland) Act 2014 
 

The Housing (Scotland) Act 2014 (the Act) received Royal Assent on 1 August 2014 
following a series of amendments during the parliamentary process.  Various 
provisions within the Act required secondary legislation and the publication of further 
guidance was developed by the Scottish Government in partnership with key 
stakeholders.  
 
On 15 May 2018 the Act was laid before the Scottish Parliament with the provisions 
of the Act coming into force on 1 May 2019 and 1 November 2019.   
 
In line with guidance, Link took the opportunity to consult with tenants on both non-
mandatory provisions and parts of its current lettings policy that required to be more 
transparent and fairer. 
 
The lettings policy was revised in conjunction with all Link’s subsidiaries and 
approved by all subsidiary boards.   The new lettings policy will come in to effect 
from 1 May 2019, to align with the provisions of the new Act.  The remaining 
provision of the new Act will come into force later in 2019.  There is no requirement 
for tenants to sign a new tenancy agreement. 
 
 

1.1 The Scotland Act 2016 (section 24) and Social Security (Scotland) Bill 
 
The Social Security (Scotland) Bill makes provision about social security in Scotland 
to deliver devolved powers introduced in the Scotland Act 2016 and received Royal 
Assent on 1 June 2018.  
 
Scottish Government has commenced set up of its new Social Security Agency with 
senior officials now appointed leading a small team of operational staff. It is expected 
that the Agency will be fully operational by 2021 employing 1900 staff across two 
sites in Glasgow and Dundee. To date the Agency has introduced the following 
benefits: 
 

• Carers Allowance Supplement from September 2018 

• Best Start Grant, Pregnancy and Baby Payment from December 2018 
 
The following new benefits and payments will be introduced during 2019: 
 

• Best Start Grant nursery age payment 

• Best Start Grant school payment 

• Funeral Expense Assistance 

• Young Carer Grant 
 



 

5 
 

 
 
 
1.2 Public Bodies Joint Working (Scotland) Act 2014 
 
Part of the Integration Authorities Strategic Commissioning Plans must include a 
Housing Contribution Statement.  
 
This legislation and the accompanying statutory guidance, the Housing Advice Note, 
is provided through Integration Authorities, Health Boards and Local Authorities on 
their responsibilities to involve housing services in the integration of health and social 
care services.  This is to support the achievement of National Health and Wellbeing 
Outcomes. 
 
Link Housing Association has established partnership working arrangements with 
some Integration Authorities and will continue to support the development of Housing 
Contribution Statements in these areas. This will involve a commitment to becoming 
involved in relevant forums with established contacts and making connections in 
areas where Link is currently not actively involved to offer assistance in the 
development and realisation of Housing Contribution Statements in those areas. 
 
1.3 Health (Tobacco, Nicotine etc, & Care) (Scotland) Act 2016 and the Duty 

of Candour (Scotland) Regulations 2018 

The new duty of candour came into effect on 1 April. It affects all health, social work 
and care services. This includes Links Sheltered Housing Service which is registered 
with the Care Inspectorate as a Housing Support Service.  

The purpose of the new duty of candour provisions is to support the implementation 
of consistent responses across health and social care providers when there has 
been an unexpected event or incident that has resulted in death or harm, that is not 

related to the course of the condition for which the person is receiving care. 

Starting from April 2019, care services and social work services must, by law, 
produce a short annual report showing the learning from their duty of candour 
incidents that year, publish it, and notify Care Inspectorate that it has been 
published. The first annual report will cover the period April 2018 to April 2019. 

1.4 Scottish Housing Regulator – Assurance Statements 
 
A key part of the new Regulatory Framework is the submission of an Annual 
Assurance Statement by Link Group Board to the Scottish Housing Regulator. 
This Annual Assurance Statement will include key performance indicators which are 
managed by Link Housing.  Link Housing Board will require to confirm or otherwise  
that the areas of housing management are compliant and meet the regulatory 
standards following proof of evidence.  Thereafter, Link Group Board will make the  
submission of the Annual Assurance Statement in October 2019. 
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2. BUSINESS PLANNING 2018/19 
 
The journey of change which commenced in 2016 is continuing. The objectives and 
outcomes achieved within the 2018/19 Business Plan are listed below:    
 

2018/19 Objectives 2018/19 Outcomes 

Prepare the service through a re-organisation of 
staff resources to primarily meet the challenges 
of the roll out of Welfare Reforms and Universal 
Credit and the legislative changes 

Staff restructure completed and 
new roles commenced April 2018. 

Review services to older people and sheltered 
housing 

Strategic direction approved and 
tenant consultation commenced 
January 2019. 

Service Improvements (including 3 major ICT&D 
projects) working towards Customer Service 
Excellence accreditation 

Customer App and new technology 
for agile working due for 
implementation March 2019 
Evidence collated for Customer 
Service Excellence accreditation   

Working with Link’s 3 other subsidiaries to 
identify areas of shared purpose and objectives 

Collaboratively achieved shared 
Anti-Social Behaviour and Lettings 
Policy to meet new Housing 
(Scotland) Act 2014 requirements. 
Rent & Income Management policy 
reviewed and implemented 

Implement and consult on the new provisions of 
the Housing (Scotland) Act 2014 

Consultation completed, new 
letting policy developed, training on 
new provisions for staff completed. 

Alleviate homelessness through the Private 
Sector Leasing (PSL) contract with City of 
Edinburgh Council and improving tenancy 
sustainment 

PSL housed 800 individuals and 
100 Syrian Refugees. Overall 
stock numbers decreased due to a 
less competitive product however 
in January 2019 properties 
numbers are showing a list 
increase at 1371 properties. 

Rationalisation of stock in the Borders area Management agreement achieved 
with Berwickshire Housing 
Association to manage 43 
properties. 

 
2.1 Business Planning 2019/20 

 
The main business themes for Link Housing will be focused during 2019/20 and will 
include: 
 

1. Welfare reform and its impact on tenants and rental income  
2. Achieving a redesigned sheltered housing service for older people  
3. Service improvement /customer satisfaction/neighbourhood management  
4. Collaborative working with other subsidiaries 
5. Review of the Tenant Participation Strategy 
6. Contributing to homelessness and tenancy sustainment 
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2.2     Welfare Reform  
 
The social security changes continue to impact significantly on Link tenants and the 
business. Link’s mitigation activities are underpinned by the Welfare Reform 
Strategy, which was developed and implemented during 2017. Guidance for staff is 
currently under development, setting out roles, responsibilities and actions for the 
priorities highlighted in the Strategy.  
 
Whilst imminent positive changes have been announced to improve Universal Credit 
(UC) including a Gateway condition to prevent claimants in receipt of Severe 
Disability Premium from claiming UC until managed migration commences, and the 
abolition of the restriction on those aged 18-21 years claiming Housing Element, 
many others will not be implemented for some time.  
 
The introduction of the Landlord Portal and Trusted Partner status to Link Housing in 
July 2018 has reduced the time taken to verify tenant’s rent for UC purposes, 
however the functionality is very limited, and notifications provide limited information.  
 
UC undoubtedly continues to pose the biggest risk to both Link and its tenants. 
 
As well as the inherent difficulties of UC design and delivery, major challenges are 
posed by the myriad of changes announced by Department for Work and Pensions 
(DWP). These include further delays to the roll-out timetable for managed migration 
which is now not scheduled to commence until 2020 and end in December 2023. In 
addition, staff face almost weekly changes to service delivery methods due to DWP’s 
‘test and learn’ approach, which means that mitigation planning and support for 
tenants is problematic as is communication and staff training. Additionally, staff are 
currently expected to understand and work within four different benefit regimes. 
 
As predicted, further threats to cash flow continue and are becoming more apparent, 
from the benefit freeze, benefit cap, Personal Independence Payments and 
Employment and Support Allowance changes. 
 
Link faces further difficulties from the process by which Managed Payments to 
Landlords are administered by DWP, with delays of up to four weeks before the rent 
payment is received. Delays are compounded by frequent omissions and errors in 
the Third-Party Schedule, which are resource intensive to resolve, these further 
delaying the correct posting of the rent payments to the tenant’s account.  
 
The restructure of Link Housing in April 2018 introduced four Benefit Assistant posts 
whose primary focus is to support tenants to submit and maintain their UC claims. 
Staff are acquiring sound knowledge of UC and the digital skills required. 
 
Working collaboratively with housing officers, they ensure that tenants are best 
supported to pay their rent thus maximising cash flow and minimising arrears.  
 
Whilst recording and reporting of UC information and other welfare reform measures 
has been improved significantly and standardised across Link Group, these will 
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continue to be reviewed regularly to ensure that relevant information is gathered and 
presented to the Senior Management Group, Link Group and subsidiary Boards.    
 
2.3      Review of the provision of Sheltered Housing for older people 
 
Housing Support Funding is an integral part of the overall funding for Link’s sheltered 
housing. Housing Support funding is made available by local authorities on an 
annual basis to organisations who provide support services to specific client groups 
including older people. 
 
The national shift is towards providing the services that older people need to support 
them to remain in their own homes. Local authorities are directing resources at 
individuals with an assessed need for support services, rather than providing block 
grants to sheltered housing services, where only some older people may need the 
service. 
 
Link provides sheltered housing services in 5 local authority areas and receives 
housing support funding from 4 local authorities. Discussions have been ongoing 
with local authorities throughout 2018/19 about future funding plans for Links’ 
sheltered housing in their respective areas. The position remains uncertain with all 
local authorities indicating that they expect housing support funding will be removed 
from Link, with regional variations on when it is expected this will be implemented. 
There is continued uncertainty around availability of funding for 2019/20 and no 
ability to commit to funding for a period of more than one year, if funding is to be 
made available. 
 
Costs associated with providing a sheltered housing service are significant. The 
reduction or withdrawal of housing support funding will have a financial impact on the 
sustainability of the current model of service provision. Tenants would be unable to 
meet the increased costs of maintaining the current service provision and Link would 
sustain a loss of income during any period of restructure. 
 
Link Housing Board attended a strategy day on 22 August 2018 and approved a 
subsequent recommendation made by the Older Persons’ Service Manager to begin 
a consultation process with tenants about future service provision in sheltered 
housing. Consultation with tenants will consider the options available to redesign the 
service, removing the reliance on housing support funding and designing a service 
that is sustainable. The consultation process will begin in early 2019 with a focus on 
a full planned redesign of the sheltered service during 2019/20.   
 
2.4  Service First Project 
 
The Service First project is designed to introduce a number of automated processes 
to allow officers to work remotely with full access to back office systems. The project 
continues to be led by Link Housing and has made significant progress in 2018/19.   
 
Ten areas of work have been successfully completed or will be completed in 
April/May 2019 as follows: 
 

• Customer self-service app  
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• Housing Module for staff 

• Mobile working pilot 

• Estate Management module 

• Stock Condition module 

• Automated arrears process 

• Advice referrals automated 

• Installation of additional software (Infosuite) for Link Property 

• Asset Management module 
 
The digital agenda remains a high priority and during 2019 the “desktop to doorstep” 
vision will continue to evolve with the mobile technology assisting a more agile 
workforce. 
 
2.5 Customer Excellence 
 
Link Housing is committed to improving the customer experience and satisfaction. To 
help to achieve this work has commenced to obtain a recognised Customer 
Excellence Accreditation.  The work towards receiving an Accreditation will continue 
during 2019/20. 
 
2.6 Neighbourhood Management 
 
During 2014, Link Housing introduced several commitments with communities to 
improve and enhance their local environment.  The Neighbourhood Commitment 
policy is now due for review.  Link Housing staff will work closely with Asset 
Management and various community groups to update this policy. 
 
2.7 Working with Horizon, Larkfield and West Highland Housing 

Associations 
 
There continues to be an appetite for the four subsidiaries to streamline common 
areas of housing services and work has progressed during 2018/19 as follows: 
 

• Lettings, Anti-Social Behaviour and Rent & Income Collection policies 
reviewed and implemented  

• Collective welfare reform reporting 

• Service First Project work 
 
During 2019/20 work will continue to take forward other business objectives such as: 
 

• Consistent performance reporting 

• Review of all housing policies and procedures 

• Review of integration of strategies e.g. Tenant Participation 
 
2.8    Tenant Participation and Tenant Scrutiny 
 
Link Housing’s current Tenant Participation Strategy runs from 2017 to 2020.  The 
strategy was developed in partnership with tenants and sets out how Link Housing 
will meet its statutory tenant participation duties.  It establishes a menu of 
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opportunities for tenant participation, so that tenants can get involved at a level 
they’re comfortable with.   
 
A full review of the strategy will take place in 2019 to ensure Link Housing is 
compliant with statutory duties and engaging with tenants in the most effective ways.  
 
A separate strategy action plan sets out how tenant participation activities will be 
delivered.  The action plan consists of six strategic outcomes and their associated 
actions.   
 
Outcome 1: Influence  
 

• Review Tenant Participation Strategy and consult with tenants 

• Review Estate Management Policy and consult with tenants 

• Review Tenants Payments Policy and consult with tenants 

• Review Recoverable Repairs Policy and consult with tenants 

• Review and improve tenant involvement in monitoring estate quality via 
neighbourhood inspections 

• Consult tenants on the annual rent increase and record tenant satisfaction for the 
Annual Return on the Charter. 

• Consult tenants on Business Plan service improvement initiatives 

• Consult on Customer Service Standards 

• Consult sheltered tenants on Sheltered Housing Redesign 
 
Outcome 2: Scrutiny  
 

• Provide feedback on Tenant Scrutiny Panel’s inspection of estate management 

• Tenant Scrutiny Panel to review ARC information, scrutinise and validate data 
and review the Tenant Report Card content and design 

• Tenant Scrutiny Panel to meet RTOs, promote scrutiny work and get feedback on 
RTO priorities/local issues 

• Conduct annual recruitment and inductions to sustain membership levels 
 
Outcome 3: Communication and Information 
 

• Produce tenant newsletter / e-newsletter and circulate to all tenants, three times 
annually  

• Review Tenants’ Handbook 

• Update antisocial behaviour publication  

• Promote the use of social media to communicate with tenants 

• Refresh the tenant participation section of website with ‘GoAnimate’ cartoons  
 
Outcome 4: Menu of Ways to Get Involved 
 

• Review the menu of ways to get involved based on consultation with tenants 
preferred ways of being involved that took place in 2016 

• Research ICT solutions to record, monitor, E&D profile and measure outcomes of 
tenant participation 
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• Organise regional focus groups to encourage tenants' groups and individuals to 
participation in consultations 

• Increase the number of younger and BME tenants participating 

• Increase diversity of tenants who participate 
 
Outcome 5: Local Neighbourhood Engagement 
 

• Develop a Localities Based Approach to find out what issues are important in 
each area where Link Housing has stock 

• Deliver recommendations in the Registered Tenant Organisations’ (RTO) review 
report 

• Organise an RTO event  

• Support RTOs to respond to consultations and to influence services at a local 
level  

• Consultation with tenants in new build developments  

• Develop Participatory Budgeting to provide local tenants more influence of how 
resources are spent in their communities 

 
Outcome 6: Training and Capacity Building 
 

• Staff training programme to be developed 

• Promote tenant participation throughout Link Housing 

• Training programme for tenants to be developed  
 
2.9     Alleviating Homelessness 
 
2.9.1 Private Sector Leasing 
 
The Private Sector Leasing contract with City of Edinburgh Council (CEC) has been 
in place since September 2010.  The contribution to accommodating 1400 
individuals and families who are homeless and in housing need has been significant.   
 
This contract accounts for around 3% of the private housing market in Edinburgh and 
there are continuing challenges in this contract in relation to providing a supply of 
properties to meet the overburdened demand. 
 
During 2019 the Private Leasing Contract will be re-tendered by City of Edinburgh 
Council.  The tender is likely to include additional provisions for intermediate 
accommodation for homeless families.  A successful trial of this model is currently 
underway with an additional 60 homes targeted as part of the existing contract. 
 
This contract has delivered other significant benefits including the Syrian 
Resettlement Programme.  This commenced with initially 15 homes and has grown 
to almost 100 homes housing 320 individuals. 
 
2.9.2 Mainstream Housing 
 
In mainstream housing in 2017/18 Link housed 25.6% of those referred as statutory 
homeless.  The percentage of lets to statutory homeless varies by local authority, 
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demand for Link properties and the agreed nomination rights in place for new build 
properties. 
 
It is expected that Link’s contribution to alleviating homelessness will increase due to 
two main drivers:  the introduction of changes being brought in by the Housing 
(Scotland) Act 2014 and where the number of reasonable preference categories is 
reduced from five to three and the introduction of Rapid Rehousing Transition Plans.   
 
On 5 September 2017, the Homelessness and Rough Sleeping Action Group 
(HARSAG) was established following a Scottish Government commitment to tackle 
homelessness.  This became a political priority following campaigning from a few 
homeless rights groups including Shelter Scotland and others in the face of growing 
problems of rough sleeping in Glasgow and Edinburgh.  The group made several 
recommendations, the cornerstone of which was the transition to a Rapid Rehousing 
approach:  
 
Rapid rehousing is about taking a housing led approach for rehousing people that 
have experienced homelessness, making sure they reach settled housing as quickly 
as possible rather than staying in temporary accommodation for too long. 
 
Local authorities were directed to lead on producing Rapid Rehousing Transition 
Plans (RRTP) which is a planning framework for local authorities and partners to 
transition to a rapid rehousing approach.  Each local authority was tasked with 
developing their plans in collaboration with partners over a planned and costed 
phase of 5 years and required to have these in place by 31 December 2018.  The 
RRTP would then be an integrated part of the Strategic Housing Investment Plans 
(SHIP) and will be reviewed annually as part of the SHIP process. 
 
Link has been invited to comment and participate in some local authority plans and 
asked to commit to a certain percentage of lets depending on the demand within 
each local authority.  Contact has been made with each local authority providing a 
commitment to working closely over the next 5 years to achieve the common goal of 
eradication of homelessness. 
 
Overall in 2017/18 Link let 798 mainstream properties (723 general needs’ and 75 
supported housing).  The average re-let time (39.1 days) was above the Scottish 
average of 30.7 days.  The results of performance in void turnaround in 2018/19 is 
indicating an improvement and work will continue during 2019/20 to reduce the 
number of days a property is void. 
 
2.10 Tenancy Sustainment  
 
The percentage of Link tenancies sustained for more than a year (85.7%) was 
slightly below the SHN average for RSL’s (88.2%) in 2017/18.  As part of the new 
staff structure, the size of patches managed by each Housing Officer is circa 200 – 
230 properties which is enabling a more personalised service, the ability to carry out 
annual tenancy visits to all tenants and increasing the time spent on pre- allocation 
work and ongoing tenancy sustainment.  It is envisaged that the number of tenancies 
failing in the first year will reduce significantly.   
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In addition, the smaller patch sizes are providing a supportive approach to tenants 
which is expected to reduce the number of evictions and abandoned tenancies. In 
2017/18 there were 22 evictions (a substantial reduction from last year) and 43 
abandonments.  To support tenancy sustainment further, it is intended during 
2019/20 to pilot an in-house approach utilising the skills and experience of LinkLiving 
to provide a service to the most vulnerable tenants with complex needs.   
 
Anti-social behavior (ASB) cases reported in 2017/18 continues to be in the region of 
11.4% of total stock or 776 cases.  Both in-house trained mediators and external 
mediation agencies are dealing with lifestyle clashes, however, the number of 
complex, time consuming complaints continue to rise, reflecting the challenges faced 
by housing staff in managing these issues. 
  
Link currently has a wide range of incidents that are classified and recorded as ASB 
which includes low level issues such as dog fouling and one to one neighbour 
disputes, which many other RSL’s do not consider as ASB.   
 
During 2018/19 the ASB policy was reviewed, (which also included the provision to 
use Short Scottish Secure Tenancies (SSST) from May 2019) and carried 
comprehensive consultation with local tenants’ group.  Link was given whole hearted 
support from tenants to use SSST and to re-categorise low level complaints.  This 
will give additional help to deal with persistent ASB perpetrators and an overall 
reduction in the number of ASB cases is expected due to this re-categorisation. 
 

3. VALUE FOR MONEY (VFM) 
 
The challenge continues for RSL’s to prove that their services are VFM and there 
continues to be a fine balancing act in increasing the quality at the expense of 
quantity.  The services Link Housing provides must be cost effective for the Link 
Group whilst offering its many customers real value in exchange for their rents and 
charges. 
 
The Link Group Business Plan 2018-2023 proposes the following definition of VFM: 
 
"Delivering high quality services while adding social value and making the most 
efficient use of our assets and income." 
 
Whilst Link Housing recognises and agrees with this important corporate statement, 
it believes that Link Housing needs its own definition of VFM which needs to be 
understood and agreed with tenants.  
 
The VFM results that were expressed during the recent 2018 rent increase survey 
were disappointing (albeit this year was 100% online survey compared to the 
previous year when telephone surveys were the main source of consultation). The 
survey reported 46% of respondents considered the rent for their property 
represented VFM which was lower than the Scottish average (82%) and Link's 2017 
customer satisfaction survey (65%).  
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A small working group will be formed in 2019 to specifically look at what this means 
to Link tenants and part of the remit of this group will be to consult with the Tenant 
Scrutiny Panel on this definition.  
 

4. RENTS 
 
In November 2018 Link Housing consulted its tenants on a proposed April 2019 rent 
increase of 2.2%. 
 
The winter newsletter for Link tenants included a feature article on the rent increase 
consultation for 2019/20).  Like previous consultations, information was included on 
the services provided, average weekly rents, comparative rents and what rental 
income is used for. After consultation with the Tenant Scrutiny Panel, the following 
improvements were made to the rent increase consultation information:   
 

• A pie chart with figures of what rents paid for replaced the £1 rent diagram. 

• The term housing association was used rather than registered social landlord 
(RSL). 

• The average cost of a new kitchen and bathroom was noted. 
 
All tenants had the opportunity to respond to the rent increase consultation survey.  
The newsletter invited all tenants to complete an online survey or to contact 
Research Resource (a social research consultancy) by telephone if they wanted to 
participate.  In addition, Research Resource contacted all tenants who had provided 
an email address, inviting them to complete an online survey. 
 
A summary of the results are as follows: 
 

• 74% of respondents read the article in the latest newsletter regarding the rent 
consultation. 

• 73%of those that read the article said that they felt it helped them understand 

what Link spends their rent on and why it is making a proposal to increase 

rents. 

• 51% who stated they were dissatisfied at the proposed increase of 2.2% 

• 21% stated that they found their rent difficult to afford 

• 24% stated that their rent represented poor value for money 

In 2017/18 average Link rents (including service charges) were less than the RSL 
average for studio and one-bedroom properties. The difference between the Link 
rent and the Scottish average for larger homes is similar to last year. 
 
Link Group rent increases have been below the Scottish average for five of the 
previous five years and indications are that the 2019/20 rent increase of 2.35% 
(agreed in January 2019) remains below the Scottish average. 
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4.1 Rent Arrears 
 
Link’s gross rent arrears in 2017/18 (3.1%) continue to be substantially below the 
Scottish average (5.2%).  The percentage of rent Link collected as a percentage of 
the rent due (99.6%) was slightly above the Scottish average (99.4%). 
 
4.2 Collection of rent 
 
Link is aware that the changes to Welfare Reform will result in increased hardship to 
tenants with Universal Credit and associated benefits paid in arrears.   Much of this 
year has been spent reviewing processes and procedures and reviewing the 
technology that is used out on the estates. 
 
The departmental restructure in April 2018 has achieved a greater focus on 
collection of rent through improved policies and processes, some of which are driven 
through automation assisting officers to take early intervention measures. 
 
This pro-active approach to managing rent arrears and collection of debt is detailed 
in the subsidiary wide Prevention of Rent Arrears and Debt collection policy which 
was approved in 2017.   
 
5. PERFORMANCE AND BENCHMARKING 
 
The aim of benchmarking is to improve performance by comparing agreed indicators 
and, more importantly, discussing the practice behind the statistics.  There is 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 also provides the opportunity to compare performance with local 
authorities as well as other RSLs.  Performance and benchmarking information is 
reported to Link Housing Association and Link Group Boards and used to inform 
actions to improve services.  
 
At a local level, performance is closely scrutinised with a “deep dive” approach 
adopted to certain areas of the business where performance could be improved. This 
will continue throughout the new business year. 
 
Link submitted its Annual Return on the Charter (ARC) in May 2018 and in October 
2018 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. 
 
6. GOVERNANCE 
 
The Link Housing Board meets every two months and can have up to 12 members.  
During 2018, 3 board members resigned due to other commitments including a long-
standing tenant board member who served as Vice Chair. 
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A recruitment exercise took place and 4 new members have joined the Link Housing 
Board. There are currently 9 Board members all of whom have a good mix of skills 
and knowledge.  Experience of housing policy, asset management, strategy, 
governance, performance, finance, legislation and procurement are all included in 
the range of Board member skills.   
 
During 2018/19 individual meetings with Board members were held to review 
performance and training needs to ensure members are fully equipped to continue to 
successfully govern Link Housing.   
 
 
 



 

17 
 

 


