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Welcome to the winter
edition of housing news
In the summer, we launched
MyLink, an app which lets
you manage your tenancy
at a touch. Since then, more
than 540 tenants have
signed up. You can
download MyLink from the
Apple App Store and
Google Play. If you’d like help downloading
the app, speak to your housing officer or call
us on 03451 400 100.
Inside this edition we have information about
new homes to be completed in 2020,
feedback from the 2019 Link Tour and a
summary of important changes to your
tenancy agreement.
We’re also reviewing our tenant engagement
strategy, our plan for how we will listen
and involve you in the way we deliver
housing services.

Would you like to
receive Link updates
by email?

We’d like as many of you as possible to take
part. A survey has been emailed to everyone
on our consultation register. We’re also
holding events in Falkirk and Glasgow.
If you’d like to take part, please contact
getinvolved@linkhaltd.co.uk

Communicating with you by email means
we can get information to you quicker
while reducing the impact on the
environment by cutting the amount of
paper we use.

I hope you’re enjoying the festive season
and best wishes for the new year!

We can send the following information digitally:

June Green
Director of Housing Services

FESTIVE OPENING HOURS
24 Dec - 9am - 1pm
25 Dec - closed
26 Dec - closed
27 Dec - 9am - 5pm
28 Dec - closed
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29 Dec - closed
30 Dec - 9am - 5pm
31 Dec - 9am - 1pm
1 Jan - closed
2 Jan - closed

l newsletters;
l annual report to tenants;
l consultations, such as rent charge
consultations;
l invitations to tenant events; and
l promotions or special offers.

How do I sign up?
Please visit www.linkhousing.org.uk/digital and
complete our short online form.
Alternatively, contact our tenant engagement team
on 03451 400 100 or getinvolved@linkhaltd.co.uk.

03451 400 100 csc@linkhaltd.co.uk

Turning your feedback into grand designs
By June 2020, we will have
developed 279 more homes for
social rent. We feel it’s important
you understand how we develop
new homes and allocate them.

To ensure our new build homes are built
to the highest standards, we provide our
architects and building contractors with
design principles and requirements set
out in our ‘design guide’.
We recently held an interactive workshop
with some of our tenants to review this
guide. We also plan on holding an online
consultation in the new year so you can
share your ideas and feedback.
In spring, we will email a consultation survey, to everyone on
our e-Panel. If you’d like to join our e-Panel, simply contact us
with your email address and we’ll update our records.

How can I apply for a new build property?
To apply for one of our new build homes please register with Homehunt by visiting www.homehunt.info.
If you need help registering with Homehunt, give us a call on 03451 400 100.
We also recommend you register with the local authority for the area where the properties will be built,
as some of our homes will be let to people on the council waiting list.
In line with our allocations policy, we let our properties to the people with the highest housing need.
Completion
date

Site

How to apply

Bridgeton,
Glasgow 68

January
2020

Apply to Link HA through
www.homehunt.info

Paisley town
centre 26

March
2020

Apply to Link HA through
www.homehunt.info or
Renfrewshire Council

East Kilbride 105
(including 35
retirement living flats)

April
2020

Apply to Link HA through
www.homehunt.info or
South Lanarkshire Council

Falkirk town centre
36 (all retirement
living flats)

May
2020

Apply to Link HA through
www.homehunt.info or
Falkirk Council

Wishaw
30

March
2020

Apply to Link HA through
www.homehunt.info or
North Lanarkshire Council

Milton of Campsie
14

April
2020

Apply to Link HA through
www.homehunt.info or
East Dunbartonshire Council
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Did you know, we ask our
building contractors to deliver
training and employment
opportunities for local people?

By 2021, we will have seen:
l
l

l

317 work placements;
265 new jobs – including
traineeships and
apprenticeships; and
131 construction events.

Many of these opportunities have been taken
by Link tenants and their families, but there’s
plenty more to come! If you’re interested, keep
an eye on our Facebook page for details of
future opportunities.

INVESTING IN YOUR HOME
Our asset management team ensures the
upkeep of our housing stock.
Every summer, asset planning surveyors complete
estate walkabouts with tenants to identify areas for
improvement so you can continue to enjoy your
home and the surrounding area.
Since 31 October 2019, we have spent £71,000
from our enhancement budget carrying out 25 jobs
at various locations.
Here’s a photo of a drying green area we
upgraded at Lionthorn Court, Falkirk.
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HELP SHAPE OUR
TENANT
ENGAGEMENT
STRATEGY
Working closely with tenants
and other customers helps
us to provide the best
services possible. We have a
great track record of this, but
that doesn’t mean there isn’t
room for improvement.
Early next year, we will be
reviewing our tenant
engagement strategy, which
sets out how we will work with
tenants and other customers to
shape the way we deliver
housing services.

Linking in with you!
Thanks to everyone who came out to chat with us
during this year’s Link Tour.
We visited 15 different locations throughout August, tying in
with existing community events and speaking to our customers
about a range of topics, including estate management, housing
applications, money advice, benefits and much more!
The Link Tour is our opportunity to visit areas where we don’t
have local offices. It gives us a chance to meet tenants we
don’t often have contact with.
One of the aims of the tour was to find out what you consider
value for money. We’re pleased 88% of you feel our service
delivers good value for money.

We will be holding consultation
events and sending out a
confidential survey to get your
feedback on how we do the
following:
l provide information to
tenants;
l consulting with tenants;
l involving tenants in the way
we take decisions about
housing services;
l involve tenants in
measuring our
performance;
l different methods and
approaches to achieve our
aims; and
l resources we will need to
put the strategy into place.

Housing officers asked tenants to complete a survey, and
everyone who did was entered into a prize draw for £25 and
£50 supermarket vouchers.

Travel costs to and from the
events will be provided.

We look forward to seeing you all again next year!

To find out more, call our tenant
engagement team on
03451 400 100.

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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Do you know your new tenancy rights?
As part of the Housing (Scotland) Act, the government introduced some changes to
your tenancy rights from 1 November 2019, which is detailed in the new Scottish
Secured Tenancy (SST).
You may remember we sent you a letter in October 2018 to give you 12 months’ notice of these changes.

Changes to household and
tenancy rights
From 1 November 2019, there will be a 12 month
qualifying period before you can apply for
permission to make any substantial changes to
your tenancy, and this only begins on the day
Link receives written notification from the tenant of
any changes.
For example, if you notified us in writing on the 5
November 2018, the 12 month qualifying period
will end on the 5 November 2019.

Applying to add a joint tenant to a
tenancy agreement
If you have a new partner or family member, who
wishes to become a joint tenant, you need consent
from us to add them to your tenancy agreement.
From 1 November 2019, proposed joint tenants will
need to have lived at the property as their only or
principal home for 12 months before you can apply
for them to become a joint tenant.
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The 12 month period only starts when we receive
written notification from you the proposed joint
tenant is living with you, and you wish to apply to
add them as a joint tenant.

Transferring a tenancy to someone else
(assignation)
You might want to move out of your property and
pass your tenancy to a member of your household
who already lives with you.
From 1 November 2019, both you and the person
you wish to pass the tenancy to must have lived in
the property as the only or principal home during
the previous 12 months before you apply to assign
the tenancy.
The 12 month period only starts when we receive
written notification from you that the other person is
living in the property as their only or principal home.
We can refuse permission to assign a tenancy if we
have reasonable grounds to do so. Please discuss
this with your housing officer if you feel there are
reasonable grounds.

03451 400 100 csc@linkhaltd.co.uk

Subletting the property
If you want to sublet all or part of your home, you
must get consent from Link.
From 1 November 2019, before you can apply for
consent to sublet your property, you must have
been the tenant of the house throughout the 12
months immediately before applying to sublet.
We can refuse to give permission to sublet a
property if we have reasonable grounds to do so.
Please discuss this with your housing officer if you
feel there are reasonable grounds.

Taking over a tenancy after the tenant’s
death (succession)
You might have people living with you who are not
joint tenants, but want them to take over the
tenancy after you die. For example, an unmarried
partner, family member or carer.

To protect your right to ‘succeed to the tenancy’,
you must tell us in writing the person you wish to
take over the tenancy has moved in at the time
they do so. If someone has already moved in and
you have not told us, this may affect their right to
succeed to the tenancy.
To succeed to the tenancy, if a tenant dies after 1
November 2019, any person who is not a lawful
spouse or civil partner must have lived in the
property as their only or principal home for at least
12 months immediately prior to the tenant’s death.
The 12 month period only starts when we receive
written notification for you the other person is living
in the property as their only or principal home. This
is very important if someone else has given up their
own home to care for a tenant.

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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Preparing for Universal Credit (UC) doesn’t
need to be overwhelming.
By taking just three wee steps, you’ll be
ready when you need to claim. We’ve
already looked at setting up a bank
account and making sure you have ID.
In this article, we will look at getting online
and setting up an email address.
Step #3: Get online and an email
address…
You’ll be expected to claim Universal Credit online
at www. gov.uk/universal-credit and manage
your claim through an online account. It is
important you have access to a computer
connected to the internet and know how to use it.
If you don’t know how to use a computer or
the internet, you can learn by taking a
beginner’s course.
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Your local library should be able to help you to find
a course. If you can use a computer a little but
aren’t confident using the internet, try the free
Online Basics course on the Learn My Way
website: www.learnmyway.com
If you don’t have access to a computer or the
internet, ask at your Jobcentre or use the
computers at your local library (usually free of
charge) although you might need to book as they
are often busy.
You also need to set up an email address
before you claim Universal Credit.

What is an email address?
An email address is unique to you and only you
can see the emails that are sent to it. You log into
your email account securely with a password that
you create.

03451 400 100 csc@linkhaltd.co.uk

It is easy to set up a free email address and the best
way to do this is with a webmail account. You can
log onto this securely from any computer. Webmail
services include Google Gmail (gmail.com) and
Microsoft Outlook (outlook.com).

Should I use a free email address from
my internet provider?
Please don’t. When you join a broadband service
(ISP), you’re often offered a free email address (for
example, yourname@bt.com).
This can be straightforward to set up, but it can
end up locking you into a broadband relationship
you may not want to stay in forever. When the time
comes you’d like to change providers, you may not
be able to keep your email address or you may
need to pay to keep it.
Webmail, as mentioned above, is a far more
flexible solution. Stick to Gmail or Outlook and you
can’t go far wrong.

How do I choose an email address?
Up to a point, you’re free to make up whatever
address you’d like. Typically, you use your own
name, and the remainder of the address is
provided by the email service itself.
For example, your new email address would be
yourname@gmail.com if you chose to create a
Google Gmail account.

The system will warn you if an email address is
already taken, and it will even suggest alternatives
you can use.

What about choosing an email
password?
It’s very important to set up a secure password for
your email address, and it’s a bad idea to make it
something too easy to guess. Don’t use something
a hacker could guess, such as your pet’s name,
your place of birth or your favourite football team.
A simple pass phrase made up of three or more
words, such as “umbrella kitten pink”, is easy to
remember and much harder for a hackers’systems
to crack.
Better still, use a password manager such as
LastPass (www.lastpass.com) or Dashlane
(www.dashlane.com) to generate very secure
passwords and manage them for you.
Avoid using your own surname, your date of birth,
the word ‘password’ or simple number
combinations such as ‘12345’ or ‘0000’. All of
these are easy to hack.

Need more help?
If you do not have access to a computer and / or
need more help to use the internet and set up an
email address and need to claim Universal Credit
soon, please call us on 03451 400 100. We’re here
to help.

However, a common name may already be taken,
you may need to add a number or a middle name
to distinguish the new address as a unique one.
You can’t create the same email address as
anyone else in the world, even if they have the
same name as you!

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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GET INVOLVED AND MAKE A DIFFERENCE!
As a Link tenant, you can get involved in a range of activities that
can help you build confidence, meet new friends, help shape the
housing services we deliver and learn how to make a difference in
your community.
If you’re interested in taking part, please contract us on
03451 400 100 or getinvolved@linkhaltd.co.uk.

Do you have an eye for detail?
Our award-winning Tenant Scrutiny
Panel (TSP) is looking for new
members. The panel is an
independent group of tenant
volunteers which helps us measure
how well we’re delivering services.
The panel meets monthly to review performance
information, gather evidence and produce reports
that are presented to senior management and
board members.
It takes all kinds of skills to create a strong and
capable scrutiny panel, from writing reports to
looking through statistics. So, if you’ve skills you’d
like to share, and have time and commitment to be
attend regular meetings and work as part of a
small close-knit team, please get in touch.
You’ll be provided with training on tenant scrutiny,
support from Link staff and outside specialists, and
opportunities 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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If you’d like to get
involved, please
contact our tenant
engagement team on
getinvolved@linkhaltd.co.uk or
03451 400 100.

03451 400 100 csc@linkhaltd.co.uk

Valuing your feedback
Listening to, and acting on, your feedback is part of our commitment to improving your
customer experience.
We are preparing for the updated guidance from the Scottish Public Services Ombudsman (SPSO), due
early in 2020. We have updated our valuing complaints and feedback policy and will publish new
procedures and a customer leaflet next year.

Complaints performance April – June 2019

We received 52
compliments
(compared to 35
the same time
last year)

We received 102
stage one complaints
and eight stage two
complaints (compared
to 97 and 11 compared
to the same time
last year)

94% of frontline
complaints were
responded to in full
within SPSO target of
five days

On average,
we resolved stage
one complaints within
four working days and
stage two complaints
within 18 days

0 were complaints
upheld by SPSO

We upheld 61% of
complaints and are
recording lessons
learned from these

Complaints by category

Recent lessons include:
l An improved process for recording letters on day
one, so no time is lost to resolve complaints
l Complaints relating to a specialist contractor failure
to meet timescales resulted in alternative supplier
being sought
l Improvements to new build homes to ensure
communication between the customer, contractor
and Link is effective
l Improvements to communication related to lettings
so customer service centre staff and housing
officers provide consistent information for customers
l Introduction of a neglected property procedure
which includes clearer communication for staff

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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Have you read our charter report card?
We recently published our charter report card (CRC) for
2018/19. In it, you can find information on how we are
performing in several areas including:
l
l
l
l
l
l

customer satisfaction;
housing quality and maintenance;
anti-social behaviour;
rents and service charges;
value for money; and
access to housing and support.

The CRC is based on information we send annually to the
Scottish Housing Regulator (SHR).
We’ve included our performance during the past three years
and compared it to the Scottish average. You can also see
how we compare to individual landlords in your area by
using the comparison tool on the SHR’s website
www.scottishhousingregulator.gov.uk/landlordperformance.
You can find our CRC on our website
www.linkhousing.org.uk/charterreport.
If you would like a paper copy, please call us on 03451 400 100.

Regulator publishes new guide for tenants
and service users
The SHR has published a new document,
‘How We Regulate: A guide for tenants and
service users’, so people can find out more
about its work.
The guide explains how tenants can find out
about their landlord, what they can expect
from it and how they can make a complaint.
To find out more, visit the SHR’s website
www.housingregulator.gov.scot.
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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.

Want to find out more?
l Home Energy Scotland:
call 0808 808 2282 or email
advice@sc.homeenergyscotland.org.uk
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
l If your heating system is not working,
please contact us on 03451 400 100.

HOME CONTENTS INSURANCE –
COVERING MORE THAN YOU THINK!
Thistle Tenant Risks’ Home Contents Insurance scheme can offer Link tenants and
owner occupiers pay as you go home contents insurance. There's no excess to
pay if you make a claim, no yearly commitment and flexible* payment options.
Cover includes:
l fire damage;
l storm and flood damage;
l damage caused by water or oil leaks; and
l theft.
For more information, or to apply, contact Thistle Tenant Risks on 0345 450 7286,
tenantscontents@thistleinsurance.co.uk or www.thistletenants-scotland.co.uk.
*Fortnightly and monthly premiums include a transaction charge.
Limits and exclusions apply to all covers. A copy of the policy wording is available on request.
Thistle Tenant Risks is a trading style of Thistle Insurance Services Limited. Thistle Insurance Services Limited is authorised and regulated by the
Financial Conduct Authority FRN 310419. Registered in England under No. 00338645. Registered office: Rossington’s Business Park, West Carr
Road, Retford, Nottinghamshire, DN22 7SW. Thistle Insurance Services Ltd is part of the PIB Group.

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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GET A LIFT
FROM THE
SCOTTISH
GOVERNMENT
The Scottish
Government, through
its Low-Cost Initiative for
First Time Buyers
scheme (LIFT), is helping
those on low to
moderate incomes to
become homeowners.
Since 2007, the LIFT scheme
– run by Link across
Scotland – has helped over
10,000 households to buy
their own home.
With LIFT, buyers contribute
between 60% and 90%
towards the price of a
property advertised on the
open market through a
combination of mortgage
and deposit.
The Scottish Government
pays the remaining
percentage under a shared
equity loan agreement with
the buyer. The same
percentage is only repayable
if the owner comes to sell the
property and there are no
monthly payments towards
the loan.
For more information or to
apply today, please visit
www.linkhousing.org.uk/
LIFT.
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Do you have a business idea you
would like to take forward but
don’t know where to start?
Are you a current business owner
needing a helping hand with your
business plan?
We’ve teamed up with
Royal Bank of Scotland (RBS)
to offer you the chance to
take part in an exciting (and
free) programme for people
to develop a business idea
or improve business plans.
You don’t need to have any
particular experience, the RBS
Pre-Accelerator programme
is aimed to help people who
have or are thinking about
starting a business or could
benefit from the transferable
skills this involves.
You don’t have to be an RBS
customer either, however, places
are on a first come, first served
basis so, if you think this could
help you, don’t delay.
The eight-week, programme
involves:
l an introductory event;
l an online learning portal;
and
l access to a peer to peer
Facebook support
network.
To ensure this opportunity is
available to all, we will cover
reasonable travel expenses to
the introductory event.

03451 400 100 csc@linkhaltd.co.uk

For more information visit the
RBS entrepreneur programme
website at
https://rebrand.ly/LinkRBS to:
l register
l apply to join
l complete the application
form
Just remember to select “Link
Group” within the second stage
when you are asked about which
Hub you would like to join.
Not sure or not quite ready?
Email csc@linkhaltd.co.uk
for more information.

Retirement round up
Following changes to local authority funding and a consultation
with sheltered housing tenants, five developments are now
retirement plus developments:
l Claddens Place and Kenmuir Court
l Albany Court, Castings House and Morar Court
The main changes to the service provided are:
l part-time retirement housing officers on site;
l the service has been de-registered from Care Inspectorate; and
l a housing support service is no longer provided.
Retirement housing officers provide tenants with an enhanced
housing management service.
If you would like more information on the above, please contact your
retirement housing officer. You can also contact the Older Persons’
service by calling 03451 400 100.

THUMBS-UP FOR TELECARE
Christine Clarke, a tenant at
Albany Court, Denny, called
the telecare out-of-hours
service when she felt unwell.
Christine said: “It was 11pm on
Saturday and I had an awful
headache and was vomiting.
I shuddered at the thought of
ending up in A&E on a Saturday
night, but I knew I needed help,
so I called Hanover Telecare.
The call handler took time to
listen to me and establish the
extent of my illness”.

in the next day, call when you
need the help. It’s a good
system, and it might save
you a trip to the hospital!”

The call handler called the out-ofhours GP service. When the GP
arrived at Christine’s home, he
administered an injection which
resolved her symptoms and she
was able to recover at home.

Our telecare service is provided
by Hanover Telecare or Bield
Response 24, depending on the
location of the sheltered housing
or retirement plus development
you live in. The telecare service
responds when a tenant uses
their pendant to request
emergency assistance.

Christine continued: “Don’t
hesitate, or wait for staff coming

Remember, if you have an
emergency, please call 999 first.

SAFETY FIRST AT
ALBANY COURT
Earlier this month, our
Retirement Plus
development at Albany
Court was the venue for a
well-attended community
safety event.
The event was jointly
presented by our colleagues
at LinkLiving’s employability
project, and community
police officer Stefan
Alexander.
PC Alexander opened the
session by showing a couple
of short films which
highlighted typical examples
of online and telephone
scams. He then gave useful
advice on how to recognise
them and avoid falling prey
to the scammers.
Following the safety
discussion, LinkLiving
volunteers and staff were
available to offer support to
the tenants with their own
devices and phones. By the
end of the session, two of
the tenants had even
decided to attend IT
sessions at Link Academy.
All-in-all a very worthwhile
event! Thank you to
everyone who contributed to
its success.

www.facebook.com/LinkGroupLtd www.linkhousing.org.uk
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Ways to pay your rent
There are a number of options available to make it easier to
pay your rent:
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

Pay your rent,
before it’s spent!
Your home is important.
Protect it by paying your
rent on time. Make sure
you put paying your rent
top of your Christmas list
this year.
We know Christmas puts a
strain on your budget, but
please think twice about
delaying your rent or arrears
payments. Every year, some
people opt for a quick fix at
Christmas – then struggle to
catch up in the new year.
If you’re struggling to pay,
please contact us as
soon as possible. We can
help you maximise your
benefits and refer you our
welfare rights team for
support and advice.
However, if you choose not to
pay, we will take action and
you could lose your home.

0801 option 1.

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

£

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.

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

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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