
Our charter report card

6,766
homes managed
across Scotland

146
new homes 

built

£6.4 million
spent on

improving
your homes

£2.7 million 
gained for tenants
using our advice

services

valuing people, providing homes, building communities, working together
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OUR PERFORMANCE

This report will let you know how we performed on the standards and outcomes set in the
Scottish Social Housing Charter (the Charter) in 2018/19.

We report to the Scottish Housing Regulator (SHR) each year and you can find the full report on the
SHR’s website www.scottishhousingregulator.gov.uk/for-tenants. The website also has a
comparison tool you can use to find out how other landlords perform.

WHAT WE HAVE REPORTED ON

We asked the Tenant Scrutiny Panel (the Panel) for feedback on our previous Charter Report Cards.
As a result, we have expanded the standards and outcomes we report on to include:

• our relationship with you;
• housing quality and maintenance;
• neighbourhood and community; 
• access to housing and support; and
• value for money (VFM).

To demonstrate where we are doing well and where we need to improve, we have also included the
following information:

• how we compare with national averages;
• our previous performance; and
• the actions we are taking to improve performance.

STATEMENT FROM THE TENANT SCRUTINY PANEL

We met Link staff to discuss the content and layout of this report,
which we hope is a useful guide to how Link is performing.

2019 has been a challenging year for the Panel. The scrutiny topic selected was asset
management, with emphasis on landscape maintenance and stair and close cleaning.
These are topics that affect all tenants as these items are charged in addition to rent.

The scrutiny challenged our skills as we looked at contracts in place and all aspects of the
service provided, visiting a variety of housing sites, speaking to tenants and meeting with
contractors.

The final reports were submitted to the Link Housing Association and Link Group boards with
recommendations for improvements to services which were accepted.

The Panel held a strategy day in July, which helped to formulate our future planning, and we
look forward to the future confidently and with purpose.

Jon Turner, Link chief executive, and June Green, director of housing services, attended a
discussion with the Panel on how they see our role in the organisation, and how
communication links between staff and the Panel could be forged.

call 03451 400 100 or email csc@linkhaltd.co.uk
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OUR VALUES:
PROVIDING HOMES
BUILDING COMMUNITIES
VALUING PEOPLE
WORKING TOGETHER

HOW WE MEASURE OUR PERFORMANCE

Our performance information comes from a range of sources. 

In August 2017, we commissioned an independent company, Research Resource, to complete a
customer satisfaction survey.

Most of the customer satisfaction information for 2018/19 is based on the August 2017 survey 
and has not changed from 2017/18. However, customer satisfaction with repairs is measured using
in-house surveys completed throughout the year. We are also updating your views on VFM and
neighbourhood management with our own face-to-face surveys. 

To double-check the accuracy of the results we report, we asked Scotland’s Housing Network (an
independent benchmarking service) to complete a desktop review of the data we sent to the SHR.

THE RATINGS

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

In most instances, we compared ourselves with the SHR’s Scottish average (which includes all
councils and housing associations (HAs)). However, when it comes to comparing our rents, we
have also included the HA average (all Scottish HAs).

www.linkhousing.org.uk
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TENANT SATISFACTION

Overall satisfaction is based on the August 2017 survey and remains below the Scottish average.

Link Link Link Scottish

Percentage of tenants
2016/17 2017/18 2018/19 average

2018/19
satisfied with the 
overall service provided
by their landlord 89.5% 89.4% 89.4% 90.1%

Following the August 2017 survey, we reviewed your feedback on key elements of our service,
including repairs, housing quality and opportunities to participate. These all continue to show
satisfaction well above the Scottish average.

98%
of tenants 

satisfied with 
repairs

of tenants satisfied
98%

with opportunities to
participate

100%
of tenants

satisfied with
adapted homes

of tenants satisfied
93%

with the quality of
their home

The 2017 survey did, however, report a lower percentage of tenants (65%) responding they felt their
rent was good VFM. We have focused on improving this by giving options in our annual rent
consultation and starting it earlier to maximise opportunities for you to participate. 

Initial results from our recent face-to-face VFM survey show a significant increase (to 88%) in the
percentage of tenants who feel their rent is good value for money.

call 03451 400 100 or email csc@linkhaltd.co.uk
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OUR RELATIONSHIP WITH YOU

We are pleased you continue to be highly satisfied with opportunities to participate and our ability
to keep you informed.

Percentage
of tenants who feel 
their landlord is good 

Link 
2016/17

Link
2017/18

Link
2018/19

Scottish
average
2018/19

at keeping them
informed about services
and outcomes 93.2% 97% 97% 91.6%

Percentage Link Link Link Scottish
of tenants satisfied 
with the opportunities

2016/17 2017/18 2018/19 average
2018/19

given to them to
participate in their
landlord’s decision- 90.1% 97.6% 97.6% 86.5%
making process

We are committed to barrier-free participation and offer a range of ways for you to participate.
These include local meetings, online surveys, tenant scrutiny, groups and conferences. During
2018/19 we supported and funded over 100 tenant-led activities.

This year, we strengthened our commitment to nurturing a fair and equal culture for our customers
by obtaining the Investors in Diversity reaccreditation. We were also ranked 25 in Investors in
Diversity’s Top 100 Index.

We are currently reviewing progress with the findings of our scrutiny
report on tenant experiences of contacting Link.

We’re five years on from our first scrutiny exercise and the time is right
to assess how effectively the changes made in response to the report
have been implemented.

We’ll report this review in the tenant newsletter.

www.linkhousing.org.uk
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HOUSING QUALITY

We have consistently performed well on the quality standards set for social housing – the Scottish
Housing Quality Standard (SHQS) and the Energy Efficiency Standard for Social Housing (EESSH).

We strengthened our performance in our last customer survey, with a significant increase in 
satisfaction with the quality of homes.

We believe this improvement is due to our investment in many of our tenants’ homes, including the
replacement of bathrooms, kitchens, heating systems, windows and doors. Tenant safety remains
an absolute priority and we have increased investment in fire safety.

Link Link Link Scottish

Percentage of stock
meeting the Scottish

2016/17 2017/18 2018/19 average
2018/19

Housing Quality
Standard (SHQS) 99% 99.6% 99.6% 94.1%

Link Link Link Scottish

Percentage of stock
meeting the Energy

2016/17 2017/18 2018/19 average
2018/19

Efficiency Standard for
Social Housing (EESSH) 90.5% 93.5% 95.7% 84.4%

Link Link Link Scottish

Percentage of tenants 2016/17 2017/18 2018/19 average
2018/19

satisfied with the quality
of their home 85.7% 92.9% 92.9% 88.12%

It is important our homes are accessible and can be adapted for your changing needs. We have
established an in-house inclusive design team which has supported us in achieving 100%
satisfaction with adaptations.

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

We continue to perform well on satisfaction with repairs and time taken to complete emergency
repairs. 

Percentage Link Link Link Scottish
of tenants (who have
had repairs or

2016/17 2017/18 2018/19 average
2018/19

maintenance carried out
in the last 12 months)
satisfied with the repairs 97.8% 98.9% 97.6% 91.7%
and maintenance service

Link Link Link Scottish

Average length of time 2016/17 2017/18 2018/19 average
2018/19

taken to complete
emergency repairs 2.6 hours 2.7 hours 2.7 hours 3.6 hours

In September 2017, following consultation with tenants, we launched a new Property Maintenance
Policy and Asset Management Strategy. We wanted these to reflect your priorities, particularly
around the length of time to complete repairs.

We are now seeing results. This year, we reduced the time taken to complete non-emergency
repairs and increased the percentage of repairs completed right first time.

Link Link Link Scottish

Average length of time
2016/17 2017/18 2018/19 average

2018/19

taken to complete non-
emergency repairs 7.3 days 6.5 days 6.4 days 6.6 days

Link Link Link Scottish

Percentage of reactive
2016/17 2017/18 2018/19 average

2018/19
repairs carried out in the
last year completed
right first time 85% 86.2% 90% 92.5%

www.linkhousing.org.uk
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For every 100 homes, 10.5 cases of anti-social behaviour (ASB) were reported last year, compared
to 11.6 cases in 2018/19.

During 2018, we consulted with more than 300 tenants on our management of ASB. In response to
your views, we launched a new policy which helped improve performance by reducing the
incidences of ASB and increasing the percentage of cases we resolve within timescales.

Percentage
of anti-social behaviour
cases reported in the

Link 
2016/17

Link
2017/18

Link
2018/19

Scottish
average
2018/19

last year which were
resolved within locally
agreed targets 88.6% 80% 87.2% 87.9%

We want you to live in well-maintained neighbourhoods where you feel safe. After our 2017
satisfaction survey we consulted with tenants and published our neighbourhood commitments. This
year, we are asking tenants about their satisfaction with our contribution to the management of their
neighbourhood. We are pleased satisfaction has increased to more than 90%.

Link Link Link Scottish

Percentage of tenants
satisfied with the

2016/17 2017/18 2018/19 average
2018/19

management of the
neighbourhood they
live in

87.9% 87.9% 87.9% 87.8%

During 2019, we completed a scrutiny of asset management, with a
focus on landscape maintenance and stair and close cleaning.

Reports have been completed, with recommendations that will
improve service quality and value for money for customers.

Based on our recommendations, Link is reviewing how it procures
these services. A stair and close cleaning specification will also be
introduced to ensure all Link customers receive the same high-
quality service.

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



9

VALUE FOR MONEY

Our average rent is calculated for all properties of the same size across all areas.

Some properties have services (such as stair and window cleaning, common grounds maintenance
and electricity for lighting in car parks and common stairs) and some don’t. The average includes
all costs for all house types.

Our average rent for all house sizes is below the housing association average. We know this varies
across property sizes. Therefore, we consider affordability of rents, together with investment
requirements, to maintain the quality of our homes, prior to setting rents. Our rent increase agreed
in 2018/19 was below the Scottish average.

Total number of each property size and average rent for each

Size No. of Link Link Link Scottish HA
Properties 2016/17 2017/18 2018/19 average average

2018/19 2018/19

Studio 251 £66.35 £64.10 £65.39 £70.22 £74.83
1 bedroom 2,727 £73.28 £75.08 £77.46 £76.10 £82.54
2 bedroom 2,591 £83.61 £85.97 £88.43 £77.70 £83.20
3 bedroom 1,075 £91.73 £94.22 £96.86 £84.44 £92.00

4 bedroom+ 122 £100.03 £102.62 £105.63 £93.49 £101.78
All 6,766 £80.28 £82.40 £84.85 £79.08 £85.18

Link Link Link Scottish

Percentage average

2016/17 2017/18 2018/19 average
2018/19

weekly rent increase to
be applied 2.7% 2.8% 2.35% 2.97%

Our rent arrears continue to reduce and are well below the Scottish average. Low rent arrears
support our tenants to sustain their tenancies and mean we can provide quality housing
management, repairs and advice services.

Link Link Link Scottish

Total rent arrears as a

2016/17 2017/18 2018/19 average
2018/19

percentage of rent due
for the reporting year 3.1% 3.1% 3% 5.7%

www.linkhousing.org.uk
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VALUE FOR MONEY

This year, we prioritised measures to reduce the number of days we take to let properties. Our
performance has improved significantly; the rent lost due to properties being empty is now below
the Scottish average.

Link Link Link Scottish

Average length of 
2016/17 2017/18 2018/19 average

2018/19

time taken to re-let
properties 42.9 days 39.1 days 31.2 days 31.9 days

Link Link Link Scottish

Amount of rent lost due
2016/17 2017/18 2018/19 average

2018/19
to homes being empty
as percentage of total
rent due 0.9% 0.9% 0.7% 0.9%

In April 2017, we implemented an increased management fee. This followed recommendations
made by the SHR that social landlords ensure service delivery costs are fully accounted for and
charged to owners. We believe the below average owner satisfaction expressed in the August 2017
survey relates to the 2017 increase in factoring fees.

Following the survey, we implemented a factoring improvement plan which included minimising
costs, ensuring compliance with our neighbourhood commitments and improving billing
procedures. We will monitor satisfaction levels when we conduct our next survey during 2020.

Link Link Link Scottish

Percentage of factored
2016/17 2017/18 2018/19 average

2018/19
owners satisfied with
the factoring service
they receive 63.9% 55.9% 55.9% 67.04%

Link Link Link Scottish

Average annual
2016/17 2017/18 2018/19 average

2018/19

management fee per
factored property £74.76 £94.65 £88.27 £93.73

call 03451 400 100 or email csc@linkhaltd.co.uk
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ACCESS TO HOUSING AND SUPPORT

During 2018/19, over 800 tenants and applicants participated in our consultation on our Lettings Policy.

We asked for your views on a range of issues, including a definition of “unsatisfactory housing” and
taking property ownership into account when allocating a home. The new policy was published in
May 2019.

Our lettings to homeless applicants are below the Scottish average and we want to work with 
local authorities to improve this. We have written to all 26 local authorities in which we operate to
offer assistance with the implementation of plans for rehousing and support (Rapid Rehousing
Transition Plans).

Link Link Link Scottish HA

2016/17 2017/18 2018/19 average
2018/19

average
2018/19

Percentage of lets to
homeless applicants

21.7% 26.8% 22.5% 33.2% 23.8%

We built

146
new homes during

2018/19

We also 
provide advice

services which gained

£2.7 million
for our tenants
during 2018/19

www.linkhousing.org.uk
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WHAT DO YOU THINK?

To help improve the information we provide on our performance in the future, we want to know what
you think of this report.

If there is anything you would like to ask or discuss in more detail, please get in touch.

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

If you are interested, please contact the tenant engagement team on:

Tel 03451 400 100 Email getinvolved@linkhaltd.co.uk
Write to Tenant Engagement Team, Watling House, Callendar Business Park,
Falkirk FK1 1XR

If you need this information in Braille, Audio Tape, Large Print
or Community Languages please call 0330 303 0124.

DAY OR NIGHT...
Manage your tenancy at a touch!

MyLink

Our free app is a great way to manage your tenancy at any time. Report a repair,
pay your rent and more with our tenant app. To download the app, search for
MyLink in the App Store or Google Play.

Link Housing is part of the Link group of social enterprises.

Link Group Limited is a registered society under the Co-operative and Community Benefit Societies Act 2014, Registered Number: 1481 R(S),
Registered Office: Link House, 2c New Mart Road, Edinburgh, EH14 1RL. It is a Charity registered in Scotland, Charity Number: SC001026 and

a Registered Social Landlord with the Scottish Housing Regulator, Registration Number: HAL 148. © Link Group Ltd 2019.

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




