Investing in our communities
RENT CHOICES FOR APRIL 2021

This leaflet tells you about the options for rent and how you can share your views.
It is important we set rents at a level which allow us to continue to deliver excellent housing
and support services. We understand the far-reaching impact of Covid-19 on job security,
families and health. We have taken this into account, balanced with the services we deliver to
you.
We provide services to 6,866 tenants across Scotland. We want to continue to invest in
homes and communities, and provide affordable and excellent housing, repair and advice
services. In this consultation we set out proposals to protect services and investment in
homes and communities whilst considering the financial impacts on you, our tenants.
We face challenges including the ongoing uncertainty of the economic impact of Covid-19,
predictions on inflation rates next year and rising costs of goods and services. The decisions
made on rent next year have a long-term impact. We need to consider what is required so
we can continue to deliver high quality services to you now and in the future.
We are consulting on two options 2.5% or 2.25%. We also seek your views on how the
pandemic has impacted you and the support we can offer.
Service charges are not included in this consultation.
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, 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.

What we delivered in 2019-20

IMPROVEMENTS TO HOMES AND COMMUNITIES
We invested £6.78 million in planned maintenance including £3.04 million in 271 bathrooms,
164 kitchens, 215 heating systems and 171 window/door upgrades.
£1.32 million was spent on gas servicing, ventilation, emergency lighting and
safety compliance measures.
Link Property carried out 19,460 reactive repairs and achieved 96% customer satisfaction
with repairs staff.

Emergency repairs were completed in 2.96 hours compared to a Scottish average of 3.7
hours.
Our Inclusive Design Team delivered 300 adaptations to ensure homes meet needs
and achieved 98% customer satisfaction.

BUILDING NEW HOMES AND BETTER COMMUNITIES
1,257 homes were under construction across 11 sites to deliver much needed affordable
homes to local communities. These are funded by Scottish Government grants and loans paid
back by rental income from the new homes.
It is vital Link continues to invest in building new homes today and in the
future. These new developments mean future generations can benefit from
affordable housing and we can continue to tackle homelessness.

DELIVERING EXCELLENT CUSTOMER SERVICE
In response to Covid-19, we adapted several of our services to continue to safely support
tenants and staff. This included:
• A new electronic sign up process
• Maintaining a socially distanced repairs service
• Visual estate inspections
• Telephone welfare contacts and advice service
• Enhanced telephone contact service with sheltered housing tenants
• Resumed gas servicing and completed the backlog
• Provided staff with IT equipment, support and facilities to be
able to continue deliver services when offices are closed

Customer satisfaction with overall services is 90% (Scottish average 89%) and
94% of tenants think Link is good at keeping them informed about services and
decisions (Scottish average 91.4%).
Our advice services created £2,658,712 of benefit gain and dealt with 2,900 benefit related
matters for tenants. We also assisted 325 tenants to deal with their debts to improve their
financial situation and improve health and wellbeing.
We have funded and made referrals for crisis grants on behalf of tenants who were in need.
More than 200 awards have been made since March 2020 with a total value of £25,000.
We spent over £20,000 supporting tenant activities and local groups.

How rent and service charges were spent in 2019/20…
In our 2020 customer survey, you told us your top priorities for investment are windows,
kitchens and bathrooms. Below is a breakdown of how we spent your rent and service
charges and met your priorities:
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The above shows the percentage of how every £1 of rent we receive is spent.
KEY
Investment and maintenance includes repairs and planned replacements of kitchens,
bathrooms, windows, doors and other major upgrade works. It also includes the cost of
properties over their lifetime (called depreciation).
Staff provide a range of housing, property and advice services to manage neighbourhoods
and support tenants to maintain and afford their home.
Loan repayments include interest costs of borrowing.
Bad debts are related to unpaid rent arrears.
Voids are homes empty between tenancies.

Our plans for investment…
We want to keep this level of investment in our properties and continue to
provide you with quality housing, repairs and advice services. We believe in
spending sensibly and improving the value you get for your rent.
Tenants told us their priorities for Value for Money are quality of services,
affordability of rent and improving and investing in homes. We know this
varies significantly between areas and we plan to work with tenants to understand more
about this locally in terms of rent levels and access to services that can help improve tenants’
income.
We carried out a rent affordability assessment and 98% of our average rents were less than
30% of average incomes.
We will continue to offer a wide range of services to help tenants save money and afford
their home, including budgeting, energy savings, managing debt, getting online, and advice to
access affordable credit.
Tenants told us their top priorities for investments are windows, kitchens and bathrooms and
we will continue prioritising investment in homes. Tenant safety remains an absolute priority,
and we have increased investment in fire safety and compliance measures.
In 2021/22, we plan to deliver a similar level of investment to this year which will include 400
window replacements, 100 boiler replacements, 250 kitchens and 250 bathrooms. We hope
to provide these as well as completing mandatory work relating to legislative safety
requirements.

Options for next year’s rent…
We have considered: what we need to keep rents affordable; costs of services; and delivering
tenants’ priorities. To continue to deliver the current the service level on what matters to you
a rent increase of 2.5% is needed, a lower increase than this will affect the level of services.
To continue the above level of investment and improvements to your homes, we need to
increase rent by 2.5%. This works out at as an average increase of £2.17 per week. Due to
this we are consulting on the following options:

OPTION ONE: INCREASE RENT BY 2.5%

AVERAGE RENTS WOULD GO UP BY £2.17 PER WEEK
This option means we can continue to deliver the same service level on what matters to you.

OPTION TWO: INCREASE RENT BY 2.25%
AVERAGE RENTS WOULD GO UP BY £1.96 PER WEEK

This option means a reduction of £281,000 of income, meaning we have £281,000 less to
spend on what matters to you. Changes to service may include extended repairs timescales
and fewer new windows, kitchens and bathrooms.

Have your say…
We have appointed an independent research company, Research Resource, to carry out the
consultation in October/November. To take part you can:
•
•

fill out the survey online at www.researchresource.co.uk/linkrentsurvey.html; or
call freephone 0800 121 8987

What happens next?
We will collect your views and the Link Group Board will use these to help inform rent setting
next year, also considering rent affordability for tenants and inflation.
For more information, or if you require any support to take part, contact our Customer
Service Centre on 03451 400 100 or csc@linkhaltd.co.uk.

We can produce information in Braille, Audio Tape, Large Print and
Community Languages. Call 03451 400 100 to find out more.
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