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Welcome to the latest edition of Housing News
In response to Covid-19, we adapted several of our services at short notice to ensure we could
continue to safely support our tenants and staff. This included:

l carrying out urgent and emergency repairs only and delivering essential gas servicing while
following strict Scottish Government safety guidelines;

l replacing home visits with telephone welfare checks;
l providing our advice services over the phone;
l diverting customer service centre calls to our staff at home;
l hosting tenant scrutiny meetings over Microsoft Teams; and
l replacing accompanied estate inspections with visual estate inspections.

Now, as restrictions start to ease, we’ve included a letter with this newsletter containing important
updates on our services, the changes we will make and what this means for you.

You can also read the letter at www.linkhousing.org.uk. Stay safe.

June Green
Director of Housing Services
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Supporting our tenants through difficult times
Did you know, since lockdown we have:

made over 

5,000 107
let successfully 

completed 
more than

houses 
welfare calls to tenants between April

and July to
received 

1,800

475
people in gas services
housing need

referrals to 
resumed our achieved our advice repairs service 

team to action the 
backlog of 

£267,116.98
carried out over 

33,000 2,000
of benefit gains for 

calls to our sheltered non-emergency
and retirement living

1,138
repairs of our welfare cases

tenants

Keeping you safe! 
Gas servicing

By law, we are required to provide an annual gas safety check
for all tenants living in a property with a gas boiler. Since the
start of lockdown in March, we’ve carried out over 1,800
successful gas services.  Thank you to everyone who has
helped by allowing Link engineers access to their homes
during this time. 

To keep you, your family and our staff safe during these visits,
we’ve introduced a new procedure which covers the use of
personal protective equipment amongst other safety measures,
including:

• operatives using hand sanitiser before entering any property;
• tenants being in another room when the engineer is working on the boiler; and
• touched surfaces wiped with an anti-bacterial wipe once work is completed.  

If you are due an annual gas safety check and have any questions about how this will be carried
out, please contact csc@linkhaltd.co.uk or 03451 400 100.
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Signing up for a new house  
In response to Covid-19 restrictions, we’ve
introduced a revised contactless sign-up
process that allows us to keep tenants and
staff safe. The process is a bit different, but it
works! 
As part of the process, tenancy sustainment forms
are completed over the phone and emailed to the
new tenant to read prior to the date they are due to
sign their tenancy agreement. Any questions can
be easily answered by their housing officer via
email or phone.  

When the property is available for let, the housing
officer, using personal protective equipment (PPE), carries out a final check and
places documents for signing in the kitchen, before returning to their car.

When the tenant arrives at the agreed viewing time, the officer calls the tenant and is available to answer
questions while they view the property.

The tenant then completes the sign-up pack and, before leaving the flat, puts their signed documents in
an envelope and posts it back through the letter box. The housing officer then collects it from the property
after the tenant has left.

It’s great to know, despite the Covid-19 outbreak, tenants are still receiving a first-class service and can
move home. 

Repairs
In line with Scottish Government’s guidelines, we are
now able to carry out non-emergency repairs. 

If you have reported a routine repair, a Link Property
repairs administrator will contact you in the coming
weeks to arrange an appointment. 

As you can appreciate, due to a backlog of work,
this is going to take some time and we thank you for
your patience and understanding.  

If you, or anyone in your household, is self-isolating or showing symptoms of Covid-19, you must
tell us  by calling 03451 400 100 before staff come to carry out your repair. 

This is to protect you and staff from the spread of the virus.  

To help maintain social distancing, it is important you stay in another room while our staff are
working in your home. 

Our teams have been trained in effective health and safety practices, hand hygiene and the use of
PPE, including wearing masks and/or other appropriate protective clothing. They will maintain a
safe distance and clean down any areas they have been working in when their task is complete.
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Link appoints new
head of housing

Janice Conner, Link’s
head of housing
services, has retired
after 30 years with Link.

Janice joined Link in
September 1990 as a
housing officer. Hard work
and leadership saw her
move through the ranks to
housing services

manager then to head of housing for Link in 2019.

Link’s director of housing, June Green, said: “After
30 years in Link Housing and a key member of the
housing management team, Janice will be missed
by everyone in the Link family and the wider
housing world.”

Reflecting on her career with Link, Janice said:
“Link is a fantastic company to work for and has
given me some incredible opportunities throughout
my 30-year career, which I have grabbed with both
hands.”

Taking on the mantle from
Janice is Patricia McShane,
who joined Link’s senior
team in May.

Patricia said: “I am very
pleased to represent Link as
head of housing. Janice has
been a fantastic support to
me during the past few
weeks, showing me the ropes and
getting me up to speed with everything she does.
She has set the bar very high and will be a big pair
of shoes to fill – I will do my utmost to maintain her
very high standards and strong work ethic.

“I am very excited for the months ahead, with our
move to mobile working and the variety of projects
coming from this, our substantial new build
developments as well as the day job, helping our
tenants during the current pandemic.”

Would you like to
receive Link updates 
by email?
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. 

We can send the following information digitally:

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, email our tenant engagement team
getinvolved@linkhaltd.co.uk.



5www.facebook.com/LinkGroupLtd   www.linkhousing.org.uk

WE VALUE YOUR FEEDBACK
The results of our latest customer survey are in, and
we’re working with colleagues and the Tenant Scrutiny
Panel to look at how the information gathered can help
us understand customer priorities and drive service
improvements.

Independent research company, Research Resource, spoke to
over 1,500 tenants to ask a range of satisfaction and feedback questions.

A selection of the results:

SATISFACTION WITH:

value for money 76% contribution to neighbourhood management 89%

repairs 87%

quality of the home 88% 
keeping tenants

opportunities to participate 
94%90% informed

overall satisfaction with Link services 90%

Our new head of housing services, Patricia McShane, will lead the response to the survey by
developing an action plan for change. She said: “I am pleased we have maintained consistently
high satisfaction levels and many of our customers feel positive about the services they get from
Link.

“This said, there is still room for improvement – customer feedback on areas like value for money,
satisfaction with repairs and factoring will allow us the opportunity to consider how we can better
deliver these services.  

“Our action plan will consider all the results and we will use customer experiences and feedback
to make further improvements. 

“Feedback from customers receiving services from Link is a vital part of our improvement journey
and I look forward to working with the scrutiny panel and tenant groups in the coming months.”

If you would like a copy of the full survey report results, please contact csc@linkhaltd.co.uk. 
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ARC indicators                     2016/17 2017/18 & 2018/19 2019/20 Scottish average
2018/19

Housing association
national average

2018/19

Taking everything into
account, how satisfied or
dissatisfied are you with
the overall service provided 89%1 89%2 90%3 90% 91%

by Link? (% very/ fairly
satisfied)

How good or poor do you
feel Link is at keeping you
informed about their 93% 97% 94% 92% 93%
services and decisions?
(% very good/ fairly good)

How satisfied or
dissatisfied are you with
the opportunities given to
you to participate in Link’s 90% 98% 90% 86% 88%

decision making process?
(% very/ fairly satisfied)

Overall, how satisfied or
dissatisfied are you with
the quality of your home? 86% 93% 88% 88% 89%

(% very/ fairly satisfied)

1  The result to two decimal points is 89.45% 3 The result to two decimal points is 89.50%
2 The result to two decimal points is 89.44%      

ARC indicators                     2016/17 2017/18 & 2018/19 2019/20 Scottish average
2018/19

Housing association
national average

2018/19

Taking into account the
accommodation and
services Link provides, to
what extent do you think
that the rent for this 78% 65% 76% 83% 83%
property represents good
or poor value for money? Is
it… (% very good value/
fairly good value)

Overall, how satisfied or
dissatisfied are you with
Link’s (contribution) to
management of the 88% 88% 89% 88% 88%
neighbourhood you live in?
(% very/ fairly satisfied) 
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Supporting you when you need
us the most 
We provide free benefit, debt and money advice, so if you’ve
lost income and think you’ll struggle to pay your rent as a
result, please call us on 03451 400 100 as soon as possible. 

We’ve created a dedicated section on our website which
includes a list of frequently asked questions:
www.linkhousing.org.uk/coronavirus.

Are you entitled to a Best Start Grant or Best Start Foods?

Best Start Grant

This is a package of three payments providing
extra money to parents and carers during the early
years of a child’s life. 

l Pregnancy and Baby Payment
£600 for a first child and £300 for other
children. There will be an extra £300 if you
have a multiple birth. It will help with expenses
in pregnancy or having a new child, for
example maternity clothes, a pram or
additional heating.

l Early Learning Payment
£250 payment for eligible families on certain
benefits or tax credits who have a child
between the ages of two and three years and
six months. This is to help with the costs of
early learning around the time your child
might start nursery.

l School Age Payment
£250 payment made around the time a child
normally starts Primary 1 to help with the
costs of a child starting school.

Best Start Foods

This replaces UK Government’s Healthy Start
Vouchers in Scotland. Replaces the paper
vouchers with a new payment card, giving you
more flexibility in how you use it.

You get £17 every four weeks during pregnancy
and for any children between one and three years
old, this payment increases to £34 for any child
under one.

You may be entitled to a Best Start Grant or Best
Start Foods if: 

l you live in Scotland 

l get certain benefits or tax credits, unless you
are under 18

l if you are pregnant 

l if you are the parent or carer of a child

You can apply directly to Social Security Scotland
by calling their freephone helpline 0800 182 2222.
For assistance to apply, call our advice service on
03451 400 100.

Best Start Grant and Best Start Foods are
administered and delivered by Social Security
Scotland. Social Security Scotland is an executive
agency of the Scottish Government. Its purpose is
to administer the Scottish social security system
effectively.
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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 contact us
on getinvolved@linkhaltd.co.uk or 03451 400 100.

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 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! 

If you’d like to get
involved, please 
contact our tenant 
engagement team on 
getinvolved@linkhaltd.co.uk or
03451 400 100.
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Get a LIFT onto the property ladder 

The Scottish
Government’s Low-
Cost Initiative for
First-Time Buyers
(LIFT) Open Market
Shared Equity

(OMSE) scheme helps first time buyers and
other priority groups.

The Scottish Government pays up to 40% of the
price, to be repaid when the property is sold.
Buyers fund the rest with a mortgage and (usually)
a cash deposit required by the lender.

Example: A family of five, who had been social
tenants, bought a five-bedroom home in West
Lothian for £155,000. 

Buyer deposit: £1,388
Buyer mortgage: £91,612
Scottish Government
contribution: £62,000

In this example, the Scottish
Government holds a 40%
share in the property and will
get 40% of the sale price back
when it is sold. Or, the buyer
can increase their stake at any
time.  

Priority for the scheme is given to: 

l First-time buyers  
l Social renters   
l People with a disability  
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 in housing need

Visit www.linkhousing.org.uk/LIFT for more
information or text LIFT to 66777.
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RETIREMENT ROUND-UP 
Review of housing management services
As part of our commitment to delivering quality services that provide value for money, we’ve
reviewed how we deliver housing management services within our Older Persons’ Service.  

From 1 August 2020, our local housing teams will provide the full range of housing services to
sheltered and retirement housing developments, including helping tenants with benefits, managing
rent arrears and allocating houses.  

The review will mean some tenants’ housing officer will change, and we have written to all tenants
affected. Your sheltered or retirement housing officer will not change and will remain your first point
of contact for anything to do with your development, such as responding to alarm calls, supervising
cleaning and gardening contractors, looking after communal lounges and laundry rooms.

Maggie McKerrow, Older Person’s Service supervisor is retiring
After a long career with Link Housing spanning 25 years and eight months,
Maggie has decided the time is right to retire. 

Maggie has always said working in the Older Persons’ Service was the most
rewarding and enjoyable job she had ever had during her career. 

Elaine O’Hanlon, Older Persons’ Service manager, said: “Maggie’s enthusiasm
for her job was infectious. She loved interacting with staff and tenants. We will
miss her tremendously and wish her all the very best for her retirement.”

33,000 calls and counting!
Staff from our Older Persons’ Service have been providing an enhanced
contact service to support sheltered and retirement plus tenants during
the Covid-19 outbreak, including assisting tenants with financial
difficulties, accessing food and medicines, reporting emergency repairs
and referrals to other agencies who provide specialist support.

From March until August, we made or received over 33,000 calls to and on
behalf of tenants in these developments. Staff have also continued to carry out
essential health and safety checks in developments such as fire alarm testing. 

Covid-19 is going to be with us for some time, meaning we need to look at ways we can provide the
best possible service while continuing to ensure the safety and wellbeing of our tenants and staff.
We are working closely with other sheltered and retirement housing providers to develop guidance
and best practice to help us resume normal service while still adhering to Scottish Government
guidelines. 

To keep everyone safe, this may mean some facilities continue to be closed to tenants and visitors,
or we can reintroduce their use, but with restrictions. We will keep you fully up to date with any
planned changes and please be assured where we have to make changes, these will be temporary
and in the best interests of tenants and staff. 
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An unusual postal surprise

Alice Burns, retirement housing
officer at Albany Court, Denny
received an unusual envelope
from the postman when she was
in the development doing the

weekly fire alarm testing. 
It contained a letter, cut out
dollies, an angel message and a
DVD from three local children
who wanted to tell residents to
keep smiling, and that they were
thinking of them. The dollies
even had motivational quotes on
the back. 

Alice wiped everything down and
put them on the table in
reception and told tenants about
the delivery during her daily
calls, explaining they were
welcome to take one.

What a lovely thing to do – it
brought a smile to the tenants’
faces! 

Community groups make a difference!
When we became aware Covid-19 was going to
have a major impact on our tenants, we were
concerned about what this would mean for those
with no family or friends to assist them with simple
everyday tasks such as getting a food shop. 

We have been overwhelmed with the response
from communities in the areas we work in, and
without being asked:

l Morrisons supermarket delivered food
parcels to tenants at Glenpark Road,
Lochwinnoch

l Cumbernauld Resilience Group delivered
food parcels to shielding tenants at Ben Lui
Place, Cumbernauld

l Young People’s Futures, a charity based in
Possil, delivered food parcels to tenants in
Claddens Place and Kenmuir Court and
offered to provide hot meals for those who
needed them

There are also many other charities, community
groups and local authority response hubs that
have supported our tenants during the pandemic
and we would like to thank them all!
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MyLink

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

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 on 0330 303 0801 option 1
to pay, set up a direct debit or arrange a payment plan. 

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

£ 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

Link will produce this
information on request in
Braille, Audio Tape,
Large Print and
Community Languages.
To find out more,
telephone us on 0345
400 100.

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.

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 2020.


