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Link Group Ltd

Link Group Ltd is the parent company in the organisation. It owns all the
group’s housing stock and other assets and provides Asset Management,
Communications, Corporate, Finance, Health & Safety, Human Resources
and Information Systems services to the whole group.

In line with Link’s longer term goals of growth and service improvement, we
welcomed Larkfield Housing Association into the group as a subsidiary in
December 2006, an arrangement which has already been of significant mutual
benefit. Larkfield – a community-based Registered Social Landlord (RSL) in
Greenock with 1,000 units in ownership or management – has retained its own local
identity and RSL status, and the Link/Larkfield ‘model’ has been well received by
other RSLs exploring this kind of partnership as an alternative to mergers.

Discussions also began last year surrounding a possible transfer of engagements
to Link from Blythswood Housing Association in Paisley. In 2006, Link Homes took
over the management of Blythswood’s 150 flats and its small number of
commercial properties in Paisley, with the success of this initial partnership leading
to the decision by the Blythswood HA committee to consider becoming part of Link. 

We will continue to seek further opportunities for partnerships and transfers of
engagements with other RSLs as well as considering further opportunities for
partnership working with other voluntary organisations and social enterprises.

> Photo
Link’s Chief Executive
Craig Sanderson (left)
with Graeme Dalziel,
Chief Executive of
Dunfermline Building
Society, signing the
Savings & Loan Scheme
agreement 
(see page 22)



With a continuing focus on growth, we recognise the need for our Asset Portfolio to
meet effectively service delivery requirements and to work for the best possible
advantage for our customers. In February 2007, Colin Culross was appointed as
Asset Management Director. His key objectives include contributing to the strategic
direction of the group through the development of strategy, shaping policy and
ensuring Link’s compliance with legislation, regulation and best practice in relation
to its housing stock and property assets.

A framework is being developed to allow informed and holistic decision-making,
taking account of social, financial, economic and demographic factors in
determining the future investment in our existing stock and the provision of new
developments. This will provide the bedrock for Link’s future growth.

We have a successful track record in participating in community regeneration
initiatives. Last year, we continued to work in partnership with other agencies on a
number of projects:

• Oatlands, Glasgow: the first tenants of 144 newly completed
properties received the keys to their new homes in January 2007.

• Dalmuir, West Dunbartonshire: the demolition of obsolete
properties began to make way for the 114 new homes that will be built
between now and 2010.

• Petersburn, North Lanarkshire: we continued to develop
community facilities with the Petersburn Development Trust and
construction of the last of 245 affordable new homes for rent, shared
ownership and sale.

• Langlees, Falkirk: 36 homes for rent and eight homes to buy on a
shared ownership basis were completed.

Human Resources
More than 340 staff  are employed across the organisation. Each Link company has
its own dedicated HR Business Partner, who liaises closely with staff at all levels to
ensure that good HR practices contribute to the achievement of overall business
aims. 

9Link Group Annual Review 2007



Over the last year, HR activities have included:

• working with each Link company to ensure that Investors in People accreditation
is retained through the ongoing development of staff and working practices 

• focusing on the health and well being of staff.  Link successfully achieved the
Scotland's Health at Work silver award in July 2006 

• fostering relationships with colleagues in Larkfield Housing Association 
• continuing to focus on communications with staff, and with staff representatives

from the T&G section of Unite
• implementation of a corporate training and development plan

Helen Bayne took up her post as Director of Human Resources in February 2007.
Her appointment has provided an opportunity for the HR team to review and restate
its objectives and its commitment to ensuring that a high standard of professional
support is delivered across the group.

Link recognises the need to understand current and future business needs, and to
equip staff with the right skills. This will remain a key objective within Human
Resources over the coming year.

Link also reinforced its commitment to equality and diversity issues during
2006/2007 by launching the Equality & Diversity (E&D) Group. The group works to
highlight and promote E&D issues in all aspects of Link’s activities and to identify
related training and development needs among Link staff.

> Photo
Link’s “Litter Brigade” at
Whyte Place, Edinburgh
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Link Housing Association Ltd

With a presence in 23 local authority areas in east, central and west
Scotland, the Borders and the Highlands, Link Housing Association (LHA)
manages and maintains a stock of 5,100 social rented and sheltered
houses, and almost 500 shared ownership properties. 

We provide factoring services to the sharing owners and to 540 other owners in
mixed tenure areas. The Customer Service Centre (CSC), which opened in Falkirk in
July 2006, provides billing and income-collection services. 

Interaction with our customers changed considerably last year, when the purpose
built CSC provided a single point of contact for all LHA customers. This is allowing
housing and technical officers to spend more time with tenants and service users in
the communities Link serves. 

The officers have been equipped with the latest technology that allows them to
access remotely all the information they need – meaning they can work anywhere.
The developments over the last year have been a vital part part of  LHA’s
commitment to delivering the best possible service.

We have performed well in most key areas but our general satisfaction survey
showed a drop in satisfaction with our repairs service. Improvement in this area is a
priority for 2007/2008.

Indicator Achieved Achieved
2006 – 2007 2005 – 2006

Rent loss on empty houses 0.6% 0.74%

Rent arrears as percentage of total rent receivable 3.3% 3.5%

Average time to re-let vacant properties 17.8 days 18.1days

% of properties let within four weeks 88.5% 77%

% of repairs completed within target times 95.3% 94.2%

Tenants satisfied with quality of repairs 85% 97.8%

% of lets to minority ethnic applicants 5.5% 4%
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Technical Services

We have restructured our Technical Services team to ensure that we are adequately
resourced to improve efficiency, effectiveness and control. Our aim is to provide a
holistic approach to all aspects of the maintenance service and to be recognised
for our customer care.

Link invested almost £4m in planned maintenance and improvements to our stock,
ensuring we are on course to meet the Scottish Housing Quality Standard (SHQS)
well in advance of the 2015 deadline.

We have improved our information systems to meet our obligations to owners
whose properties we factor.  

In addition to the regular contracts covering painting, gutter cleaning, landscape
maintenance and a range of other cyclical maintenance issues, we also:

• Via EU procurement, awarded our  Gas Servicing and Maintenance contract to a
single contractor for our 3000 gas heated houses, with potential for a 3-year
partnering agreement

• Renewed  293 gas boilers
• Installed 238 new kitchens 
• Renewed 222 bathrooms
• Upgraded the warden call systems and communal kitchens in a range of Link’s

sheltered developments
• Completed the carbon monoxide detector programme within the remainder of

the gas heated stock

We have undertaken additional stock condition surveys during the year to feed into
our  SHQS Standard Delivery Plan and we have now trained our in-house team to
routinely carry out stock conditions surveys.



Sheltered Housing

Our twelfth sheltered housing complex – Albany Court in Denny – was officially
opened by Dennis Canavan MSP in November 2006. The development was a
partnership between Link Group and Falkirk District Council and was partly funded
by Communities Scotland, which awarded over £2m of Housing Association Grant
to Link Group for the project.

Each of Link’s sheltered housing complexes was subject to Care Commission
reviews during 2006/07, resulting in very positive reports. LHA has been prompt to
act upon any recommendations made by the Care Commission following its
reviews.

Tenant Participation and listening to our
customers

Two major projects undertaken during the year highlight our dedication to involving
tenants and exceeding their expectations: the development of a Tenant
Participation Strategy for 2007-2010 and the two-yearly Tenant Satisfaction Survey.

The independent Tenants Information Service (TIS) carried out a review of LHA’s
tenant participation activities, with TIS’ findings informing the development of the
Tenant Participation Strategy. 

The Tenant Satisfaction Survey team visited one in every five tenants, seeking
opinions on the services LHA provides and how tenants wished to be involved in its
operation. Early results of the survey were very encouraging and LHA is using the
findings to develop areas of best practice and to go on improving.

As LHA continues to grow, we have an exciting year ahead and we look forward to
the prospect of offering services to an increasing number of people. To achieve this,
activities for the coming year will include, amongst others:

• An overhaul of processes and procedures to ensure efficiency and effectiveness
• The development of a Neighbourhood Planning framework
• The implementation of a comprehensive training plan for Board members and

staff to meet the needs of our growing business

> Photo
Dennis Canavan MSP
opens Albany Court,
Denny
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LinkLiving Ltd

LinkLiving provides housing support and care services to a diverse group
of people who, for many different reasons, need varying levels of support in
their lives. It is a listening, responsive organisation, which values people's
strengths and capabilities, and strives to help them live as they want to. 

More than 140 LinkLiving staff offer services in Edinburgh, East Lothian, Midlothian,
Fife and Falkirk, providing almost 3000 hours per week of practical support, advice
and care to 450 vulnerable people. By building positive relationships with
individuals and focusing support around the service users’ own priorities, LinkLiving
helps to raise their confidence, improve their skills and increase their sense of
inclusion in their communities.

Like many support providers, resource issues have posed significant challenges for
LinkLiving over the last year. Reductions to the Scottish Executive’s Supporting
People funding programme have meant that support providers have been faced
with continuously improving service quality but with the same or decreased funding.
It is a credit to the staff at LinkLiving that the level of service quality and engagement
of our service users has been maintained despite this difficult external environment.
Care Commission inspections highlighted a high degree of service user
involvement in the support they receive across all our services.

Service user involvement is a cornerstone of LinkLiving’s work. Last year, a new
user-led evaluation project was piloted in the Fife service to develop a monitoring
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and evaluation system that was as independent as possible from LinkLiving staff to
find out what service users thought of their support. Service users developed and
implemented the evaluation with assistance from a Project Co-ordinator. The
outcome of the evaluation was very positive, benefiting the personal development
of the participants and the Fife service, which is now devising an action plan in
response to the findings. Encouraged by the pilot project, the team has now begun
an evaluation of LinkLiving’s Falkirk service.

Service users were supported to become involved in other areas, including staff
recruitment, training and induction; the production of LinkLiving’s newsletter; and the
governance of the organisation – three of the seven spaces for services users on the
Board are currently occupied, with several more service users considering taking part. 

Development and achievement have also taken place within the Smart Move Peer
Education project. Smart Move aims to tackle potential homelessness by recruiting
young volunteer peer educators – who have been homeless themselves at some
point – to offer housing-related advice to other young people in the Falkirk Council
area. 

Eleven young volunteers have been recruited and trained and now develop
workshops, which they deliver in schools and at youth events. Many of the young
volunteers have issues in their lives that have made the usual pressures of
independent living even more challenging, and their experiences have proved
invaluable in educating others. Smart Move won the Volunteer Centre Falkirk’s
Youth Organisation of the Year Award in October 2006.



The last year has also been a time for reflection. Twenty-five years have passed
since the inception of Link’s first housing support services (in Glasgow and
Edinburgh) and a celebration took place in November 2006 to mark this milestone.

The challenge for the future is how to ensure that the key attributes of an
organisation like LinkLiving are recognised by those commissioning services.

Link’s ability, for example, to pioneer new services in partnership with the people
who will be using them and its belief that support is about transforming people’s
lives rather than simply looking after them do not easily translate into a simple cost
framework which is at the centre of much competitive tendering by local authorities.

For this reason Link will continue to explore different ways of delivering services
which respond not only to the needs, wishes and aspirations of the people requiring
support but also to identified corporate or community objectives. 
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> Photo
An advisor from the
Older Persons’ Advice
Project with a sheltered
housing tenant

Linkwide Ltd

Linkwide is the development and regeneration arm of the Link group.  We
adopt an innovative and effective approach to all of our projects and closely
involve members of the communities in which we work.  Linkwide promotes
social inclusion – providing bricks and mortar developments and tackling
the wider issues that affect all communities.  In particular, Linkwide focuses
its efforts on those who are most disadvantaged.

We also demonstrate a strong commitment to sustainable development.  An officer
was appointed last year dedicated to overseeing the environmental performance
and sustainability of Link’s services and products.  We examine our sites from an
environmental perspective and consider ways to limit the detrimental effects of our
activities.

Development

For many years, through its regeneration activity, Link has recognised the need to
support communities to promote vibrant, mixed neighbourhoods, providing a range
of new homes and facilities to meet diverse needs.  

243 new homes were completed last year for rent and low cost sale, including 48
homes for rent and shared ownership in Langlees, Falkirk, and 24 homes for rent
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> Photo
Rhona Brankin MSP visits
Oatlands, Glasgow,
accompanied by Ian
Baird (left), Director of
Gladedale Partnerships
Ltd, and Link’s Chief
Executive

that were transferred on completion to West Granton Housing Association in
Edinburgh. 

Development projects on site included:

• The final four of 262 homes at Petersburn, Airdrie – due for completion in July 2007.
This will bring to an end Link’s £17 million development in Petersburn which, when
launched in 2001, involved the largest ever grant to a Scottish housing association.

• The last stage of the development of 144 homes for rent in Oatlands, Glasgow – due
for completion in September 2007.

• A new office and drop-in centre for Falkirk & District Association for Mental Health –
due for completion in December 2007.

The first phase (31 houses) of a major regeneration project at Dalmuir, West
Dunbartonshire, begins in August 2007.

The construction of 32 houses in Grangemouth, as part of our involvement in the
Larach alliance, is due to start on site in October 2007. This project is being carried
out in partnership with Paragon Housing Association with 15 homes being
transferred on completion to Paragon.  
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Community Regeneration

Last year, Linkwide’s innovative regeneration projects, in partnership with local
communities, included a health facility, environmental works, training schemes,
financial inclusion initiatives and measures to tackle fuel poverty.

In February 2007, a celebration was held in Kirkshaws, South Coatbridge, to mark
the completion of three local projects – a new dental practice, a healthy eating café
and the development of 18 new homes for rent, with the first project to be
completed by Link according to Larach standards.

We have an established track record of promoting financial inclusion. The Advice
Team comprises the Welfare Rights Team, the Money Advice Service and the Older
Persons’ Advice Project (OPAP) and helps tenants and others to access all the
welfare or social security benefits to which they are entitled. The team raised more
than £800,000 in new and backdated benefits during the last year. In February 2007,
the team expanded OPAP into Edinburgh, Fife and the Lothians, thanks to grant
support from Communities Scotland, Dunedin Canmore Housing Association and
Link itself. Over the last year, the Money Advice Service dealt with nearly 500
enquiries, resulting in 203 active cases. The service helped manage cumulative
debts of just under £830,000.

Link has also recently subscribed to the Dunfermline Building Society (DBS)
Savings and Loans Scheme in an effort to combat financial exclusion amongst its
tenants and sharing owners.

We have also continued to support the development of Linkwide Trading (West) Ltd
which we founded in 2004 in partnership with Trafalgar and Dalmuir Park Housing
Associations.  Operating as the Dalmuir Community Concierge Service (DCCS),
this subsidiary offers graffiti removal, bulk rubbish collection and clearance of
unoccupied properties to local housing associations. Maximising local employment
opportunities, DCCS now has a staff team of 12 which provides services to seven
local housing associations and it is anticipated that it will become a completely self-
sustaining social enterprise in the near future.

Link confirmed its commitment to further supporting Scotland’s social economic
sector in December 2006 when it became an associate member of the Scottish
Social Enterprise Coalition (SSEC).

Linkwide will continue to proactively engage with communities and other partners to
deliver a range of projects that contribute to sustainable regeneration.
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Link Homes

Link Homes, a non-charitable company and a subsidiary of Linkwide,
operates as the commercially orientated company within the Link group.
Link Homes has had a successful year and in particular has played a
leading role in the development of the Scottish Executive’s Open Market
Homestake Scheme (OMHS).

The OMHS was launched as a pilot in September 2005. Channelling grants from
Communities Scotland and in partnership with Dunedin Canmore and Castlerock
Edinvar Housing Associations, Link has helped 800 families and single people with
low/fixed incomes to enter the home ownership market.

Link Homes also provides four other Registered Social Landlords with agency
services to deliver homes through New-build Homestake.

Link Homes has been successful in achieving additional factoring business with
private developers.  An additional 400 homeowners now receive its services. Link
Homes is also working with local authorities to develop services for homeowners in
key areas.  

Link Homes continues to provide management services for student
accommodation at Stirling University.

> Photo
Homestaker Laura Jane
Inglis
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> Photo
Douglas Sievewright
(left) and Danny
McMillan, chairmen of
Link and Larkfield
respectively

Larkfield Housing Association Ltd

Larkfield Housing Association is a Greenock-based Registered Social
Landlord with 1,000 units in ownership or management. We provide quality
housing services and aim to improve the range of affordable housing for all
sectors of the community in which we operate through new building,
conversions or acquisitions for rent and ownership.

Two simultaneous projects have dominated our activities during the last year – the
development of a succession strategy in response to the planned retirement of
Director Jim Pollock, and our move to become a subsidiary in the Link group.

We concluded our succession strategy with the Director’s retirement in September
2006. New staffing and Committee structures are now in place to lead the business
into the future within the context of joining a group structure.

After many months of discussion and planning, we were pleased to become a
subsidiary in the Link group in January 2007. We have maintained our own local
identity and our Registered Social Landlord status, but have successfully
developed partnership arrangements with Link in order to satisfy independence
and responsibilities agreements, to share information and expertise across the
group and to achieve economies of scale. The amalgamation has already led to
significant savings in Larkfield’s costs and these will be to the benefit of Larkfield
tenants and the local community.
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Throughout the important changes that have taken place during the last year we
have not stopped working with and for the local community. The Larkfield
Community Safety Group has continued to bring together tenants and residents to
work to create a better Larkfield and we have received strong support from a wide
range of community groups and other agencies. 

We continue to pursue two important projects – the Off-Road Biking Project to
develop a purpose-built track so the young people in the community can ride safely
and the Community Greenspace Project in the Burns Square area to provide a safe
play area for parents and toddlers. 

We were also very pleased with the success of the summer gala day in June 2006,
involving residents of Larkfield, their families and community groups.

Through our Tenant Participation Strategy, we ran another successful Environmental
Schools Art Project – our fifth – with local primary schools, helped by our community
art consultants, Impact Arts. Bruce Wilkinson, Education Officer from UNICEF
joined us on the day to open our exhibition. 

The focus of the children’s work was ‘citizenship’ and they explored their individual
responsibility to themselves, each other and their environment.

For further information about Larkfield HA, please visit the Link website
(www.linkhousing.co.uk) or go directly to our website at www.larkfieldha.org.uk
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Mayfield, Midlothian
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(incorporating Link Homes)
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Two of the younger
residents of Langlees in
Falkirk
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Registered Office
45 Albany Street

Edinburgh EH1 3QY
Tel 08451 559 559
Fax 0131 556 2524

E-mail linkgroup@linkhaltd.co.uk 
Web Site www.linkhousing.co.uk 
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