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“By placing the needs of their communities at the heart of everything they do I 
welcome this strategy and its ambition that all Link’s communities are attractive, 
successful and connected places for people to live and work.
Housing associations have a valuable role in supporting all people in their communities to live well locally.

It supports our long-term vision and route map for housing in Scotland, Housing to 2040, that everyone should 
have access to a safe, warm, energy efficient and affordable home that meets their needs, in the place they want 
to be. Link’s vision will support the ambitions we have set in our Covid Recovery Strategy for working collectively 
towards a genuine renewal and resilience that improves the lives of everyone in society; and our national mission 
to tackle child poverty, with housing providers uniquely placed to support their tenants and communities, not 
only through provision of high quality affordable housing, but by supporting access to the person centred holistic 
services and advice they need to thrive, locally.

The pandemic demonstrated very clearly for us that the best way to make the most of our shared opportunities 
and deliver for our communities is collaboration with our partners in the housing sector, in local government and 
of course with tenants and residents.                                                                                                

I wish Link success in delivering this strategy.”

 
Shona Robison 
Cabinet Secretary for Social Justice, Housing and Local Government

Link Group Sustainable Communities Strategy Foreword
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1.0 Introduction  

Welcome to Link’s Sustainable Communities strategy, Streets into Communities. Our ambition 
for this strategy is for it to offer a dynamic and transformative approach to community 
wellbeing, giving effect to a compelling and exciting vision for communities of the future. By 
enabling change, pursuing solutions and being future focused we are confident that we will 
play a significant role in creating opportunities for our customers and communities to realise 
their ambitions, and for them to be healthier, happier and more connected. 
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In its Business Sustainability Plan 2021/22, Link set its vision “to be 
a leader in the ongoing development of sustainable communities 
across Scotland.” Streets into Communities sets out Link’s 
ambition to deliver on this vision by supporting people to develop 
safe, thriving and resilient communities which improve the lives of 
those living within them. 

We believe that truly “Resilient Communities” can be established 
where we are accountable to the people we serve, where we aim to 
eradicate inequalities, where we invest for the long term and where 
we enable opportunities for families across Scotland. This strategy 
identifies high level strategic objectives for our communities and sets 
out a framework within which we will deliver on those objectives.  

As one of Scotland’s leading providers of social homes, Link 
currently provides housing services to over 15,000 families across 
all of Scotland’s local authority areas. A further 2000 people are 
supported through our care, support and employability services. Link 
is therefore well placed to enable communities to help drive positive 
change.

Given the breadth and scale of our activities, Link is primarily 
recognised as a national registered social landlord.
From their inception, Social Housing Associations were defined as 
having a social purpose that includes the building and maintaining 
of communities alongside the provision of affordable housing. 
A positive experience of community life is intrinsic to this and 
consequently community wellbeing is recognised through the group 
of partners as being fundamental to all aspects of Link activity. 

This understanding and recognition has seen Link extending our 
range of services beyond providing housing to include activities such 
as support services, welfare advice, and helping people into work. 
This additional support allows families to put down roots, plan for 
the future and make their house a home. A social home can provide 
people with the foundation to get on in life which in turn, helps to 
build sustainable communities by providing the support necessary 
for people to live healthy, happy lives.

By having a presence in all 32 Local Authority areas, Link has 
extended its reach into many local communities across Scotland. 
With this presence, Link brings its recognisable brand supported by 
the knowledge, expertise and resources of its people, all of which 

1.0 Introduction (continued)  

can act as a catalyst for positive change where this 
is required. Being active in so many areas, Link 
supports local communities and their economies in 
a number of ways including:

 þ as a substantial infrastructure investor

 þ through significant local spend, 

 þ by having a local presence, 

 þ our ability to bring people together

 þ as a recognised provider of care support and 
advice services

Whilst there is a dedicated Communities 
Directorate within Link to lead on the development 
of initiatives and secure external investment 
in support of our community ambitions, this 
strategy aims to reiterate that all Link employees 
in collaboration with our customers have a 
role to play in making a positive impact in our 
communities.

Recognising that not all communities are the 
same, we will adopt a range of approaches to 
achieve this. We must take the right approach 
to tackle the right problem and provide the right 
opportunities to reach the right solution. This 
strategy aims to pick up that baton and ensure that 
Link continues to engage with our customers and 

communities to develop and deliver services that 
transform houses into homes and streets into 
communities.

In delivering this strategy, we will focus on three key areas 
of activity which together will drive the transformational 
change necessary to tackle the key strategic issues of 
inequality, wellbeing and sustainability: 

 þ we will engage with our communities and work closely 
with our partners 

 þ we will align our activities to improve the way we deliver 
and add value to our services

 þ we will design and deliver specific sustainable 
communities projects. 



9A Sustainable Communities Strategy for LinkStreets into Communities

2.0      Sustainable Communities

“The future of every community lies in capturing the 
passion, imagination and resources of its people” 

The government also laid out the national outcomes that 
it wanted to achieve. Those of particular relevance to Link 
are where people:

 þ grow up loved, safe and respected so that they realise 
their full potential

 þ live in communities that are inclusive, empowered, 
resilient and safe

 þ are creative and their vibrant and diverse cultures are 
expressed and enjoyed widely

 þ are well educated, skilled and able to contribute to 
society

 þ value, enjoy, protect and enhance their environment

 þ have thriving and innovative businesses, with quality 
jobs and fair work for everyone

 þ are healthy and active

 þ tackle poverty by sharing opportunities, wealth and 
power more equally

2.1    The Strategic Context

Building on this as part of its Programme for Government 2021/22, 
the Scottish Government has committed to the eradication of child 
poverty, an improvement in living standards and the building of a 
wellbeing economy that secures sustainable, inclusive growth for 
everyone throughout Scotland.

“Housing to 2040” sets out a vision for housing in Scotland to 2040 
and provides a route map detailing how it intends to get there. It 
aims to deliver on an ambition for everyone to have a safe, good 
quality and affordable home that meets their needs in the place they 
want to be. Link has already committed to a programme of building 
new affordable homes over the next five years as part of the Scottish 
Governments housing development programme. 

Allied to this and by broadening the scope beyond housing and into 
that of wider society, there are a number of policy drivers emerging 
from national and local government that will represent challenges 
but also provide opportunities for many of our communities. The 
challenges are many and varied but can broadly be captured as four 
key priority areas:

 þ Reducing poverty, exclusion and homelessness

 þ Improving the health and wellbeing of customers

 þ Creating training and employment opportunities 

 þ Strengthening local economies

Involvement in emerging initiatives such as place-making, city 
deals, community wealth building and 20-minute neighbourhoods 
represent opportunities for our communities to grow and prosper.   

Whilst in recent times, many communities throughout Scotland 
have been subject to severe social and economic pressures, 
many government policies have resulted in the implementation 
of regeneration projects to support the creation of sustainable 
communities as a means of improving quality of life.

Sustainability is becoming an increasing focus for communities 
across the country. Many are initiating efforts to simultaneously 
address environmental, economic, and social issues, increase 
community well-being, and secure the long-term health of 
their citizens. Whilst there are many definitions of sustainable 
communities, most include a number of core elements that apply 
equally in both urban and rural settings.

The National Performance Framework 
published by the Scottish Government 
in June 2018 provided a vision for a 
successful Scotland that would reduce 
inequalities by providing opportunities, 
create sustainable and inclusive  
growth and increase the wellbeing  
of its people.

Dr Ernesto Sirolli (1985)

8

“Good affordable homes in vibrant 
neighbourhoods lead to reduced 
poverty and inequality, better health 
outcomes, improved educational 
attainment and more cohesive 
communities”  

(SG Housing to 2040)

These include:

 þ a healthy environment that involves minimal waste or 
pollution or ecological impact, maximum recycling and 
enhancement of the natural environment.

 þ a prosperous economy that generates wealth without 
destroying the social capital upon which such 
communities depend, minimizing resource use and 
environmental impact

 þ social wellbeing which arises from a sense of security, 
belonging, support, cohesion and integration.  
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Across the country there is a growing interest in creating places 
in which most people’s daily needs can be met locally within a 
short walk or cycle. The benefits of this approach are multiple: 
people become more active, improving their mental and physical 
health; traffic is reduced and air quality improved; local shops and 
businesses thrive; and with people seeing more of their neighbours, 
this strengthens community cohesion. In describing a complete, 
compact and connected neighbourhood, where people can meet 
their everyday needs within a short walk or cycle, the idea of the 
“20-minute neighbourhood” presents multiple benefits including 
boosting local economies, improving people’s health and wellbeing, 
increasing social connections in communities and tackling climate 
change.  

The idea of ‘20-minute neighbourhoods’ has been gaining 
momentum for several years. More recently, interest in this concept 
grew as the COVID-19 pandemic lockdowns put a spotlight on the 
importance of the livability and sustainability of local communities. 
People spent more time locally, working at home if possible, 
using public green space, walking and cycling and connecting 
with neighbours instead of using cars. Embracing this sustainable 
communities model and aligning it with Links ambitious housing 
development programme represents a close strategic fit that will 
present opportunities for making a positive difference to the lives of 
people living in our new and existing communities.

Link has and will continue to support 
and invest in local community 
endeavour and capacity building to 
enable communities to better develop 
and deliver local solutions. 

As our housing development programme continues to grow, so 
too does the scope for increasing the range of community benefit 
that can be gained in contracts and in particular, community 
enhancements in the form of local, non-employment related 
community benefit. These represent key levers to be used in support 
of placemaking and to drive transformational change. By listening to 
our existing and future customers we can shape these activities in a 
way that will support the realisation of our communities ambitions.   

2.1    The Strategic Context (continued)

The development and implementation of a transformative 
Sustainable Communities strategy was identified as one of our 
key strategic aims and a critical dependency on delivering on 
Link’s ambitions. 

The strategy will aim to reduce inequalities and sustain wellbeing 
by creating opportunities designed to mitigate the impact that 
poverty has on individuals, families and communities. Our view is 
that by alleviating poverty today, we can reduce the longer term 
impact that it has on the aspirations, achievements and health for 
our communities of the future. To address poverty itself, we must 
look to longer term interventions at a national and local level that 
will take people out of poverty in a lasting and sustainable way. 
Within Link, we will contribute to this through the implementation of 
a range of existing strategies and other interventions.

As well as providing the basis for close working with the other Link 
directorates, Streets into Communities will provide the framework 
within which the service specific plans in operation across the 
Communities Directorate will be delivered. 

2.2   The Strategic Intent

After considering the Scottish Governments National Performance Framework, the Link Group operating 
structure was reviewed and revised around the key pillars on which to build a long-term sustainable 
organisation. The development of the Link Wellbeing Goals of ‘Environment’, ‘Resilient Communities’ and 
‘Corporate Wellbeing’ now flow through into our operating structure. The Link Group leadership team was 
also restructured to recognise this approach with three new directorates being put in place to ensure a 
clear vision from front line services through to national performance objectives.
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 þ Housing Services Strategy – provides details of Links housing 
management function and how it will plan and deliver housing 
services designed to link houses to tenancy support services.

 þ LinkLiving Strategic Business Plan - sets out how LinkLiving 
looks to help people overcome negative life experiences by 
delivering support in the areas of independent living and social 
connections, supported accommodation, trauma, resilience and 
employability.

 þ Employability Strategy – provides details of Link’s approach 
to employability and focuses on how it will tackle inequality 
by increasing and improving opportunities for training and 
employment.   

 þ Welfare Reform Strategy – sets out the strategic response of Link 
Housing and its RSL partners to the UK Governments welfare 
reforms and social security changes

 þ Tenant Engagement Strategy – is a flexible action plan that sets 
out Links commitment and approach to involving its tenants in 
the way that decisions are taken about their homes 

 þ Sustainability Strategy – provides details of Links co-ordinated 
approach to sustainability across the Group in the thematic areas 
of Environmental, Social and Governance as set out in Links 
Business Sustainability Plan

Aligned with and complementary to these are existing strategic 
and operational plans within Housing Services, LinkLiving, Advice 
Services and Employability Services that provide a structured 
approach to provision across the Communities directorate.  
 
 

As an example, LinkLiving has produced a strategic plan that whilst 
maintaining its outward focus, also explores further opportunities 
for partnering with other services across Link that will add value 
and improve the customer experience. Such collaborations have 
already added value to our core services, providing customers with 
a qualitative experience. Examples of this include Trauma informed 
training for all Link colleagues and the early intervention, eviction 
prevention project.  The Sustainable Communities Strategy will seek 
to align these different workstreams ensuring that the opportunities 
for collaboration are identified and taken to increase the impact 
of their interventions. This agile approach will also allow for the 
planning and delivery of services in a structured way to address 
major needs as they emerge over the next period. These are likely to 
include: fuel poverty and the specific needs of older people. 

We have also seen a marked increase in youth unemployment rates 
as a direct result of Covid as detailed in Link’s Employability Strategy 
2021-24. If we consider that Scotland’s population is ageing rapidly 
(approx. 12% of Scotland’s population will be over the age of 75 by 
2030) and the resultant demands on social care services, we can 
foresee a housing system that is already struggling to keep up with 
the ever-increasing demands being placed on it. Considering both 
the challenge and the opportunity that this scenario presents to Link 
and its customers, it is intended to conduct a feasibility study around 
the establishment of a Care Skills Academy. With input from Link 
Academy, Human Resources and others, we would provide working 
age customers with the necessary skills, training and qualifications 
to operate in a care environment. This “grow our own” model would 
mitigate the impact of the labour shortage that exists within the Care 
sector and create opportunities for career development within our 
communities.

2.2   The Strategic Intent (continued) 3.0       Our Ambitions for Sustainable Communities

“Community is the foundation to success”
Kristen Jones

Our ambition is for all our 
communities to be attractive, 
successful and connected places 
for people to live and work. By 
strengthening our community 
engagement and insight, we will 
place the needs of our customers at 
the heart of everything we do. 

13
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SQA Training Academy

Trauma Informed Training
• All front-line housing and LL staff 

teams in Link are being trained as 
part of our commitment to being a 
trauma informed work force 

SQA Accredited Training Courses
• All moved online and trialing 

face-to-face
• Kickstart programme for young 

people – 60 placements hosted

HOME Project 
• 86 Link tenants and 19 Paragon 

tenants supported over the year 
with issues including hoarding,

Mental health, Anxiety, PTSD
• 36 referrals to other agencies
• Association tenants supported

3.1   Community Wellbeing – The Challenges

We recognise that the provision of good social housing can be 
critical to the strength of a community. It enables workers on low 
wages to live close to the jobs that need their skills and to families 
and care networks that allow children to thrive at school and make 
local friends. The converse of this is fragmented and strained 
communities where young people and families cannot afford to live 
in many areas and where older people are isolated without easy 
access to the support they may need to live well in their home and 
community.  

Whilst the demand for social housing has increased, at the same 
time, the pool of available housing has become smaller with social 
housing now comprising only 23% of all Scottish housing stock. This 
has led to most social tenancies being prioritised for those most in 
need, usually the most disadvantaged members of our society. For 
example, 24% of adults in social housing are in full time employment 
compared to 62% in homes being bought with a mortgage and 
12% of social rented households comprised an adult who was 
permanently sick or disabled. The main economic status within 
the social sector in 2019 was “workless, with a head of house or 
spouse aged 60 or over”, with almost a third (32%) of social rented 
households falling into this category.

The last few decades have seen housing becoming an increasing 
focus for investors with houses seen as valuable assets and a safe 
pension investment. One impact has been the transfer of wealth 
from young to old, as homeowners gain from increases in their asset 
value. Younger people are increasingly priced out of the market as 
house price growth consistently outstrips inflation and wage growth 
(generation rent). 

In addressing this challenge, Link has embarked on an ambitious 
housebuilding programme that will see 3292 new houses built over 
the next five years. However, we know that simply providing housing 
is not enough to enable many people to sustain their tenancies. 
Research of over 16,000 people carried out by Mind (May 2020) 
found that those living in social housing were more likely to have 
poor mental health and for this to have further declined during 
COVID-19. ‘The Money & Mental Health Policy Institute’ found that 
mental health problems increase the chances of someone getting 
into arrears with their housing. This is backed further by a recent CIH 
study from summer 2020, where they found that one in three social 
housing tenants in rent arrears were experiencing mental health 
problems.

The wellbeing of many of our customers is finely balanced on 
account of the additional challenges they face such as those 
brought about by continual increases in the cost of living. With 
factors including below inflation increases in income; spiralling fuel 
costs and increases in the cost of food and other commodities, 
the challenges faced by many are complex. The impact of these 
changes will often cause hardship and lead to an increase in 
the numbers of people experiencing the effects of poverty. For 
those living on the margins of affordability, it is evident that even 
minor changes to their circumstances can very quickly result in a 
worsening of their social situation. 

Link already delivers a range of support services to mitigate the various hardships experienced by many of our tenants and communities. Such 
examples include the following: 

Money Matters

Money & Wellbeing Project
• £170k for 2-year project supporting 

debt assistance and self-help 
through Link Living

• Equipment and specialist debt and 
personal wellbeing advice

• £40,000 Scottish Government grant 
for 400 homes in fuel debt

Leading Digital Inclusion

Connecting Scotland Funding
• 774 iPads, MiFi units & 2 years 

free data
JP Morgan Funding
• Android tablets and MiFi unit for 15 

PSL Tenants
Transform through Transitions 
Project
• Independent Living & Mental 

Health support for PSL

Sustaining Tenancies

Building resilience for a better home 
programme 
• Free self-help coaching to sustain 

tenancy’
• Nine individual sessions face-to-

face or video calls
• Edinburgh and Inverclyde – areas 

identified as having highest levels 
of vulnerability by Community 
Insight tool
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3.1   Community Wellbeing – The Challenges (continued)

These are set out in the Opportunities Framework below

Challenges Opportunities

Reduce poverty, 
exclusion, and 
homelessness 

Boost incomes; help people to gain 
well paid, secure work, progress within 
employment and reduce their debts

Improve the health 
and wellbeing of 
tenants

Improve mental and physical health; 
enable people to be active and fit, 
develop their resilience and improve 
their overall wellbeing; Support the 
particular needs of our older tenants 

Create training 
and employment 
opportunities

Develop skills and aspirations; 
support access to, and achievements 
within, education and training, give 
people more information about 
opportunities and boost their 
confidence

Strengthen local 
economies

Build engaged and resilient 
communities; help people make 
the most of their lives through active 
citizenship, catalysing supportive 
networks and community-led projects. 

3.2   Community Wellbeing – The Opportunities

Our aim is to deliver a Sustainable Communities strategy that: 

 þ not only places people at the centre of everything we do but also 
seeks to better understand how our customers live and work. 

 þ recognises that communities are both varied and complex with many 
experiencing the effects of poverty, worklessness and the recent 
economic downturn. Whilst positive outcomes have already been 
achieved for many people, we know that we need to address a range 
of societal challenges to make a meaningful, long-lasting impact on 
the communities that we serve. This will enable us to better address 
and respond to the root causes of the inequalities that persist for 
many people. 

 þ recognises that communities come in all shapes and sizes. Link works 
with a number of different communities, each with its own needs and 
unique characteristics. They include the geographical communities 
in the areas where we own significant amounts of houses, as well as 
communities of interest including young people, older people, people 
experiencing mental health difficulties or those living with a disability.

 þ optimises returns on our existing and future investments including 
maximining the community benefit dividend we obtain from our 
substantial housing development programme.  

 þ empowers communities to create their own solutions for the services 
they need and promote community wealth building as a means of 
delivering inclusive growth. 

 þ participates in the conversation to develop policies to promote 
localism as a means of tackling key strategic issues such as poverty, 
wellbeing and sustainability. 

 þ delivers on the ambition to support place making by setting out the 
building blocks to achieve 20-minute neighbourhoods.

Link’s ambition is to 
position itself at the heart 
of our communities to help 
drive positive change. To 
achieve this, we recognise 
there is work required 
to strengthen our role in 
those communities where 
our presence is less felt. 
Communities that provide 
a sense of belonging and 
social connection have 
a positive effect on the 
wellbeing of individuals 

and their communities. We believe that we have the skills and 
resources needed to complement those already present within 
our communities so that together, we can help make a difference. 
This investment in our communities is a natural extension of the 
activities we carry out as part of our core business operations. 
These include housing management, the delivery of care and 
support services, partnership working, tenant participation 
and service improvement. Where our housing stock is more 
dispersed, and therefore mitigating against influencing on the 
ground, we will adopt alternative means of engagement.

This strategy aims to focus on the range of resources that Link 
provides to work with and support communities to address 
community identified needs and issues. These resources include 
money, skills and staff expertise which, combined with our role 
of acting as a catalyst to form partnerships, bring additional 
resources to the process of tackling inequality.

Community wellbeing is the combination of social, economic, 
environmental, cultural, and political conditions identified by 
individuals and their communities as essential for them to grow 
and fulfil their potential. Link’s approach to community wellbeing 
is predicated on increasing and improving opportunity as a 
means of tackling inequality.

Whilst the concepts of ‘community’ and ‘place’ can sometimes 
be challenging as they can seem theoretical or abstract, for our 
customers, these are very real, practical concepts which should 
be central to the way our priorities become a reality on the 
ground. 

Through transformational change, our Sustainable Communities 
Strategy seeks to improve the lives of people living in our 
communities. As a strong guiding principle it is essential to 
emphasise the importance of local communities playing active 
roles in responding to change and enhancing their future 
wellbeing. Our strategy will be to harness those roles where 
they currently exist and support the development of more active 
involvement where they don’t. 

By building on the solid tenant engagement work that 
already takes place, we will look to broaden the scope of this 
engagement to include and listen to the voice of the wider 
community. 

Through community profiling, customer engagement and 
community conversations, we will identify current and future 
needs and connect customers with services. This will ensure 
that our customers remain at the heart of our decision making 
and service provision. We will aim to enable households and 
communities to negotiate the new challenges and opportunities 
opened up by welfare reform, localism and digital technologies.
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4.0     Principles of Our Sustainable Communities Strategy

Our Strategy contains nine approaches in an Integrated Delivery Model setting out how we will work with our communities to achieve this.

A Place Based Approach
We will work with people based on where 
they live or work, not on our internal 
organisational structures.
 

A Collaborative Approach
We will work more effectively across teams, 
with our tenants, partners and communities 
so we are more integrated in our approach to 
local issues.

A Preventative Approach
We will build on early interventions that 
have the greatest long term impact and we 
will encourage and enable communities 
to deliver and sustain preventative work 
themselves.

A Needs Based Approach
We will utilise locally expressed needs as 
well as other data and evidence to prioritise 
our resources on places and people 
experiencing hardship or disadvantage 
where our support is needed most.

An Enabling Approach
We will provide resources and toolkits as well 
as customised advice, to help empower and 
enable communities to deliver the things they 
really want. 

A Partnership Approach
We will identify and work with partners 
who are best placed and suitably skilled to 
support shared outcomes.

An Intelligence Led Approach
We will develop and maintain data and local 
intelligence so we understand more about 
our local communities, their current and 
future challenges and opportunities and how 
to target our interventions to best effect.

An Inclusive Approach
We will reach out to under-represented 
groups supporting them to be active in 
their communities and to play a part in the 
decisions that affect them.

A Values Based Approach 
We will ensure that our organisational 
values of Responsibility Empathy Social 
Impact Participation Equality Challenge and 
Transparency underpin our relationship with 
our communities .

We will continually monitor the effectiveness of 
these approaches against anticipated outcomes. 
In committing to this, we recognise the importance 
of continually measuring success to inform a 
continuous improvement approach that identifies 
where Link Group can best make a difference.

The graphic opposite sets out the Sustainability 
Business Plan objectives for the Supporting 
People and Communities area. These combine 
to create a delivery framework that illustrates 
the range of approaches that we will adopt to 
meet the challenges and create the opportunities 
that together will help us realise our ambition 
of developing and maintaining sustainable 
communities.

“Alone, we can do so little; together, we can do so much” 
Helen Keller

Having established the principles to be 
applied, the following sections will focus 
on how we will deliver the Sustainable 
Communities strategy. In pursuing our aim of 
transforming streets into communities, we will 
now describe the key elements of what Link 
Group will do in support of its aspirations for 
Sustainable Communities. This will provide 
detail around our processes, alignment of our 
activities and the type of projects that we will 
deliver. 
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5.0   Delivering the Strategy 

“There is no power for change greater than a 
community discovering what it cares about” 

Margaret J Wheatley (2002)

5.1   Delivering the Strategy - Working with Communities and  Partners

Being outcome focused, it is important that any intervention is both 
relevant and effective. Our integrated delivery model provides us with 
a range of approaches, any of which can be deployed to address the 
presenting issue affecting a particular community. We are committed to 
working proactively with customers and partners in local communities 
to promote opportunities for customer engagement to inform and 
influence the shaping of Link priorities and services. Through profiling 
and engagement, we will build a detailed knowledge and understanding 
of local community needs and challenges, community strengths and 
opportunities, partner delivered services and gaps in provision. 

In acknowledging that not all communities are the same, we will adopt 
a range of approaches to meet such a challenge. Working closely 
with those in the communities we are there to support, as well as with 
partner organisations, we will always endeavour to take an approach 
that is relevant, focused and proportionate. Our aim is to apply the 
right solution to achieve the desired outcome. Having recognised 
the challenge, we will endeavour to provide appropriate supports to 

identify opportunities for improvements. Communities will be aided 
in this process by being provided with the opportunity, space and 
support to find solutions. Whilst the approach in each community 
will differ it is likely the means of achieving successful outcomes will 
follow a similar path. With a foundation in effective engagement, the 
improvement process is likely to include:  

 þ Stakeholder Engagement – a process that organisations follow 
in order to listen to, collaborate with or inform their existing 
stakeholders 

 þ Capacity building - enabling all members of the community, 
including the poorest and the most disadvantaged, to develop 
the skills and competencies necessary to take greater 
control of their own lives and also contribute to inclusive local 
development.

 þ Partnership Development - the process of identifying, launching 
and managing a mutually beneficial partnership between two or 
more organisations.    

 þ Project Development - the process of leading the work of a 
team to achieve all project goals within the given constraints. the 
primary constraints being scope, time, and budget.

Business Sustainability Plan Objectives Challenges/ Opportunities Example Activities

Development of  
Link groupwide Communities strategy

Reducing poverty, exclusion and 
homelessness

Community engagement
Service (re)design

Innovative service development
Service delivery
Social impact

Contributing to key priority area: poverty, exclusion and homelessness

Link works with communities on a broad range 
of projects across a whole range of themes 
including social, economic technological and 
environmental. These can be small, localised 
initiatives such as providing support for a local 
football team or larger community driven projects 
such as acquiring a local building for community 
use and ownership. We respond to needs and 
issues identified through customer consultation, 
service evaluation and neighbourhood profiling 
by developing and supporting a range of 
services and initiatives across the Link 
group of companies.
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5.2     Delivering the Strategy – Integrating and Aligning our Activities

By building on existing interventions and developing new initiatives, 
the Sustainable Communities Strategy will further develop and add 
value to many aspects of the core business by driving an integration 
and alignment agenda within the directorate, across Link and with 
external partners. 

As a significant investor in local communities, through our 
endeavours, we will work closely with local people and seek to 
maximise the value of the wealth to be retained in local communities 
in line with the community wellbeing principles:

An early undertaking will be a review of our work practices to 
identify and consider potential opportunities for integrating and 
aligning such practices in order to achieve maximum impact 
through the dividend of added value. Other project opportunities 
already identified will include:

 þ Maximising Community Benefit through procurement from 
our housing development contracts

 þ Considering Sustainable Communities impacts across key 
decisions

 þ Poverty proofing of a range of existing and new activities

As well as aligning resources, this approach will actively promote 
collaboration, partnership and connectivity.  

Housing services will be provided by Link Housing and the partner 
RSL’s: Horizon, Larkfield and West Highland Housing Associations. 
Care and support services will be provided by LinkLiving and finally, 
innovative service development and community support will be 
the responsibility of the new community wellbeing area. This new 
area will lead on many aspects of this agenda and will drive an 
integration and alignment agenda within the directorate, across 
Link and with external partners. 

This approach will actively promote collaboration, partnership 
and connectivity and will follow value for money and quality 
principles. It will focus on community engagement and insight, 
service development, the maximisation of community benefit from 

procurement and community opportunities emerging from the policy 
agenda mentioned above. It will also provide the communities 
directorate input from a social perspective, to the corporate 
Environmental, Social and Governance (ESG) reporting requirement. 
Investors are increasingly applying these non-financial factors as 
part of their analysis process to identify material risks and growth 
opportunities. 

It is recognised that the strengthening of connections and 
relationships within the three service areas and between key teams 
provides an opportunity to enhance and enrich our current service 
offerings. This alignment will also promote collaboration and 
innovation throughout Link when developing future opportunities. 

Contributing to key priority area: poverty, exclusion and homelessness

Business Sustainability Plan Objectives Challenges/ Opportunities Example Activities

Maximising collaboration across housing, 
support, and employability services

Reducing poverty, exclusion, and 
homelessness

Practice review
Integration and alignment
Continuous improvement 
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5.3     Delivering the Strategy - Specific Sustainable Communities Projects

In committing to undertake a programme of community 
engagement, process reviews and alignment activities, it is expected 
that outputs from these exercises will take the form of strategic 
and operational projects. These will be designed, developed 
and delivered to meet specific identified needs. Opportunities for 
partnership working will always be explored. Whilst the exact nature 
of the interventions will be project specific, they are likely to involve 
both strategic and operational elements including partnership 
development, procurement, external funding and the utilisation of 
Links considerable resources as leverage. 

Whilst these projects are likely to vary in their approach, their 
delivery model and their output, their intended outcome will be to 
tackle inequalities. Recognising that many of those reliant on access 
to these services will have limited economic means, services will 
always be designed and delivered through a poverty proofing lens. 
This can be achieved in numerous ways and interventions will be 
developed around the following priorities: digital connectivity and 
literacy; fuel poverty; child poverty; welfare advice and budgeting; 
employment and skills training; health and wellbeing. 

Contributing to key priority areas: health and wellbeing; local economies and training and employment

Business Sustainability Plan Objectives Challenges/ Opportunities Example Activities

Redefining housing services of the future Improving the health and  
wellbeing of tenants

Strengthening local economies

Creating training and employment 
opportunities

Employability
Child poverty initiatives
Fuel poverty initiatives
Income maximisation

LinkLiving services
Incl. Older people

Mental health

Community enhancements
Community assets
Digital connectivity

Employability
Community benefit

Given its primary responsibility for the provision of front-line 
services, the Communities directorate will be actively involved 
in the communities agenda, leading on many of its activities. In 
recognising its scale and breadth, there will be a need to work 
both in a structured manner and at pace to realise our ambitions 
across the group. The directorates input will best be served by 
three functional areas – housing, care and support and community 
wellbeing. Each service area will develop and deliver its own actions 
that reflect its contribution to the Sustainable Communities Strategy 
objectives.

Service Structure



27

6.0    Resources

Link will provide a range of resources to work with and support 
communities to address community identified needs and issues. 
These resources include money, skills and staff expertise which, 
combined with our role of acting as a catalyst to form partnerships, 
will bring additional resources to the process of tackling inequality. 
This investment by Link goes beyond our core purpose of 
developing, managing and maintaining houses.

The additional value we can bring to communities is our ability to 
work with local stakeholders to access additional investment from 
a variety of sources including national funds, charitable trusts, local 
and national government. This can take the form of direct funding, 
leverage, or the submission of external funding applications. Where 
appropriate, we will support tenders for public sector contracts to 
allow for the continuation of existing services and to deliver new 
services.

We will actively pursue the maximisation of community benefit from 
the procurement contracts related to our housing development 
programme. Working with our local communities, we will ensure that 
such resources are targeted on community enhancements relevant 
to the needs of such communities.

Contributing to key priority areas: integration and alignment

Link is recognised as a national 
registered social landlord and 
this is reflected in both the scale 
and breadth of the organisation. 
Nonetheless, through its group 
structure, network of local offices 
and working practices, Link is 
ideally placed to work locally.  
We will continue to support 
and invest in local community 
endeavour and capacity building 
to enable communities to 
better develop and deliver local 
solutions.
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Process Integration and Alignment Specific Projects

Community Profiling Tools Cross organisation initiatives Project design and development

Community engagement activities Enhancement of  
existing initiatives

Thematic projects undertaken with input and 
expertise of specific specialist teams

Partnership development Pooling of resources
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7.0   Measuring Success

As part of our strategy implementation, a set of measures linking directly to the 
Business Sustainability Plan objectives have been developed to capture the 
progress and effectiveness of the Sustainable Communities strategy. These 
measurements are designed to test the effectiveness of our three delivery phases: 
how we engage with our communities and partners; the added value to be 
derived from the integration and alignment of our approaches and the outputs 
and outcomes attached to our specific projects. 

The development of this new framework is intended to incorporate existing data sets and mechanisms 
already in operation within Housing Services and LinkLiving. We will review and refresh these existing 
performance reporting and value for money indicators with the new framework incorporating and 
augmenting the existing performance reporting arrangements already in place.  

Following an evaluation of our collective conscientiousness for social and environmental factors, Link 
was awarded the certified sustainable housing label by Ritterwald for the past two years.  The evaluation 
process quantified the Social elements in this assessment as amounting to 50% and representing 
the largest component within the framework, with Environmental and Governance accounting for the 
remaining 30% and 20% respectively. 

The Ritterwald assessment criteria along with the outcomes attached to the National Performance 
Framework and the existing housing data provide the reporting metrics that form the basis for our new 
reporting framework.    

Contributing to key priority area: local economies

Link is committed to 
understanding the impact we 
have on the people we serve, 
the communities we operate 
in and the stakeholders we 
work with. Understanding 
and measuring impact goes 
beyond monitoring outputs 
such as the number of activities 
we deliver or number of 
customers we support. Impact 
measurement is focused on 
outcomes or the difference 
we make to communities as 
a result of our activities, what 
value is created and for whom. 

Measuring Success
 þ Development of a new Reporting 

Framework

 þ National Performance Framework

 þ Link Business Sustainability Plan

 þ Housing to 2040

 þ ESG/Ritterwald

Business Sustainability Plan Objectives Challenges/ Opportunities Example Activities

Communities performance reporting – 
review and refresh Link Group performance 

reporting and value for money indicators

Strengthening local economies Development of Performance management/
indicator framework

Social impact
Social value
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7.0   Measuring Success (continued)

Impact 
Outcomes

Challenges/
Opportunities

How We Will Do It

Reduce 
poverty, 
exclusion, and 
homelessness 

Boost incomes

Reduce 
Outgoings

Community Profiling

Community Engagement

Service Mapping

Service Alignment

Service Redesign

Innovative Service 
Development 

Partnership Development

Service Delivery

Monitoring

Impact Evaluation

Improve the 
health and 
wellbeing of 
tenants

Develop customer 
resilience

Wellbeing 
activities for 
specific groups

Create 
training and 
employment 
opportunities

Develop skills and 
aspirations

Promote access 
to opportunities

Strengthen 
local economies

Capacity Building

Promote active 
citizenship

8.0   Conclusion

Our new framework will incorporate outcomes-based monitoring 
and reporting and will measure and manage our performance 
against the outcomes/impacts set within this strategy. These 
will include a broad range of benefits including improved 
services, ability to demonstrate impact, improved targeting of 
help to customers, better allocation of resources and improved 
practices, strategy and partnerships. These will be reported to 
the Link Group Board on an annual basis.

In measuring impact, we will adopt a “proving and improving” 
approach

Proving is about demonstrating that activities are actually taking 
place and that Link is meeting its aims by achieving the desired 
impact. It will allow us to explain and evidence these impacts to a 
range of people that have a stake in what happens. 

Improving refers to a continuous process of learning and 
growth, to support the strategic aims and also to sustain and 
grow our services. It is also about actively pursuing ways to get 
better: at delivering effective and efficient services and creating 
value for our customers.
These two elements are joined in a continual process of 
planning, learning, and working together with partners and the 
communities in which we operate. 
To identify what success looks like, we will identify the activities 
we will carry out in order to achieve the performance we desire. 

Our ambition is to support the 
successful development of 
sustainable communities.   

Successful delivery of this strategy is predicated on the 
development and evolution of effective partnerships 
and stakeholder relationships. By actively promoting 
inclusivity, we will benefit from having customers who 
are fully engaged in the process of developing services 
that are designed to increase the wellbeing of their 
communities.  
  
So, whilst this strategy is about place, it is also about 
people. By putting people at the centre of everything 
we do, by integrating and aligning our collective efforts 
and resources, we will make a difference 

Delivery of this strategy will create a legacy within 
our communities, one that transforms houses into 
homes and streets into communities. One that sees 
the efforts of our customers today help shape their 
communities of the future.  
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