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A joint venture project 
by Pacific Link Housing 
and Evolve Housing 
is set to redefine the 
provision of affordable 
housing for those 
on low incomes.
The development will 
house a mix of key 
workers, and those on 
very low incomes on 
the Central Coast.

 
Now nearing completion, the new studio 
apartment block at Woy Woy has been 
built with partial funding from a state 
government grant and contributions from 
its two community housing partners, who 
will manage tenanting and the provision 
of support services in the long-term.

The new development provides 31 self-
contained studio apartments – including 
an onsite manager’s apartment with 
8 adaptable and 3 accessible units 
suitable for people with a disability. 

“This project is an important step 
towards meeting targeted housing 
needs in the local area at a time when 
housing affordability is at a critical 
juncture”, said Pacific Link Housing 
CEO Daphne Wayland.  

With the Central Coast forecast to 
have a exponential growth in couple 
and lone person households to 2031, 
the Woy Woy project addresses these 
new realities: 

•   That more and more people are in 
real housing stress

•   That single people and couples need 
appropriate housing solutions 

•   There’s a need for new housing 
models to meet this need.  

It redefines the way affordable housing 
is provided by successfully creating an 
effective model that provides for:

•   The development of smaller, more 
affordable housing 

•   In a well-supported environment 

•   With a full time, on-site manager

•   And additional support services 
availability to tenants as required.

Importantly, it reflects the outcomes of a 
strong partnership approach.

“Partnering within the housing sector 
breaks down regional barriers and works 
to deliver person-centred and sustainable 
housing in areas of high need,” said 
Evolve Housing CEO Andrea Galloway. 
“What we recognise here is that 
outcomes for those experiencing housing 
stress can best be accomplished by 
organisations working together.”

“By providing modern affordable housing 
and by helping tenants build better lives 
we help build better communities for all,” 
said Daphne Wayland.

See our full report on page 5...

[Re]defining  
affordable housing supply 
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PLH staff 
new appointments at Pacific Link Housing 

Long-standing senior executive, 
Daphne Wayland, has been appointed 
CEO for Pacific Link Housing.

“Daphne has played a pivotal role in 
directing, managing and implementing 
Pacific Link Housing’s policies and 
initiatives for more than five years in 
her role as Company Secretary, Risk 
& Compliance Manager and go-to 
executive,” said Pacific Link Housing 
Chairman, David Bacon.

“She has made a huge contribution 
to the group as the architect and 
administrator of Pacific Link Housing’s 
best practice governance and risk 
frameworks, both widely recognised as 
sector-leading. 

“In addition, she has had a critical 
role in developing the strategic plan 
for the business; has played a major 
part in managing the delivery of Pacific 
Link Housing services to tenants; 
and has also been the lead developer 
responsible for articulating Pacific Link 
Housing’s role and capabilities in all 
tender responses.

“Her abilities, commitment and 
comprehensive understanding of Pacific 
Link Housing and the sector make her 
uniquely qualified to fill the role of CEO 
at a time of unprecedented change and 
opportunity,” he said.

Qualified as a Chartered Accountant 
with Deloitte in London and 
subsequently in Sydney, Daphne began 
her career in Australia with an ASX-
listed financial services company. 

She later co-founded a corporate 
superannuation consulting business 
that grew through multiple acquisitions 
over six years from a core team of 5 to 
a national business with 550 staff. 

After selling out of the business, 
Daphne looked for a local role on the 
Central Coast where she worked for 
several years as Practice Manager at a 
leading firm of chartered accountants 
before joining Pacific Link Housing as 
Compliance Manager, in 2011. Daphne 
has lived on the Central Coast for more 
than 20 years.

We also welcome Richard Westwood 
to Pacific Link Housing as Executive 
Property and Assets Manager.

Mr Westwood’s appointment adds 
significant expertise to our team at 
a time when Pacific Link Housing is 
growing steadily and taking on new 
projects to boost the supply of affordable 
and social housing in our region.

A top-level Asset Manager, he brings 30 
years in property and asset management 
experience to the role. Prior to joining 

Pacific Link Housing, Mr Westwood 
was Group Property Manager for HCF, 
overseeing the company’s commercial 
assets.  Prior to this he was Executive 
Manager Corporate Services for 
SBS, General Manager for Property & 
Administration at Optus, and General 
Manager of CSC Australia after earlier 
being Facilities Manager for Microsoft 
Australia and Eli Lilly.

Mr Westwood now takes responsibility 
for all aspects of property and asset 
management for Pacific Link Housing.
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Meet our new CEO - Daphne Wayland

Welcome to Richard Westwood



Last year, the NSW government 
introduced a raft of new housing 
policies allowing for closer co-operation 
between developers, government 
and not-for-profit community housing 
providers (CHPs).

Having government, developers and 
CHPs work closely together helps build 
supply by utilising government assets 
such as land holdings, using developers 
to build assisted housing, and giving 
the long-term management of buildings, 
tenants and tenant support services to 
CHPs like Pacific Link Housing.

As part of this approach, Pacific Link 
Housing has recently been awarded 
the contract to manage 36 new 
housing units owned by NSW Land and 
Housing on the Central Coast.

Welcoming the transfer, Pacific Link 
Chairman David Bacon said: “The 
Department of Family and Community 
Services and the Land and Housing 
Corporation are to be congratulated on 
this initiative. 

“This adds 36 units to our region – 
where supply still lags behind average 
levels for New South Wales as a whole.

“The great majority of those on waiting 
lists for housing on the Central Coast 
have a stated preference for unit living 
in line with commercial housing trends.

“Empty nesters in larger social 
housing homes will now be able to 
downsize into a unit complex that 
provides opportunities to build new 
friendships and participate more 
widely in the local community.

“This will help to free up larger 
homes for families in need,” he said.

Pacific Link Housing was awarded the 
contract following a competitive tender 
process “We now manage more 1000 
properties in the Central Coast and 
Hunter regions,” said Mr Bacon.

“More importantly, we provide an 
award-winning range of support 
services to help our tenants overcome 
disadvantage, develop new skills, 
enter employment and build more 
meaningful, independent lives.”

New units  
add to local supply36

Pacific Link Housing works with government and the 
Land and Housing Corporation to deliver affordable, 
social and disability housing for those in need. 
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FROM LEFT Richard Westwood, PLH Executive Property and Assets Manager with PLH 
Chairman David Bacon, PLH Board Member Stephen Brahams and Mr Ned Harper, Project 
Manager NSW Land & Housing Corporation.

SPECIAL
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Project 
REPORT
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[Re]defining  
affordable housing supply targeted for 

key workers and low income earners 



The Woy Woy studio 

apartments project will boost 

the supply of urgently needed 

affordable, social and disability 

housing on the Central Coast.

Initiated by the State 

Government and approved 

by Council in 2014, the 

project is being developed 

by Pacific Link Housing and 

Evolve Housing through their 

Joint Venture – Evolve Pacific 

Developments.

The development provides 31 self-
contained studio apartments – including 
an onsite manager’s apartment with 
8 adaptable and 3 accessible units 
suitable for people with a disability. 

Following completion, Pacific Link 
Housing and Evolve Housing will 
continue to manage the apartments 
in the long term – including a live-in 
manager on site.

Residents will also have daily access 
to support services provided by Pacific 
Link Housing and Evolve Housing plus 
additional services from both their 
established service partner networks.

The quality of these services was 
recognised last year when Pacific Link 
Housing was awarded the Customer 
Service Award 2016 by the NSW 
Federation of Housing Associations.

About the JV partners

 
Pacific Link Housing and Evolve Housing 
are both experienced Tier 1 not-for-profit 
community housing providers. 

They have 60 years of community 
housing management experience 
between them and currently manage 
more than 5,000 residential properties 
across Sydney, the Central Coast  
and the Hunter.

In 2016 they were jointly named 
Community Housing Providers of 
the Year by the NSW Federation of 
Housing Associations.

Both have enacted zero-tolerance 
policies towards all forms of anti-social 
and/or criminal behaviours.

[Re]defining  
affordable housing supply targeted for 

key workers and low income earners 

SPECIAL
F E A T U R E



Is this a boarding house?

While the development is approved 
under a planning regime labelled 
New Generation Boarding Houses, 
this development is in fact a brand 
new self-contained studio apartment 
project of the same quality as any 
commercial project. 

Far from being a boarding house this is 
a modern, progressive, and important 
project that redefines standards of 
quality around the design, construction 
and long-term management of 
affordable housing for the future. 

What does the project include?

The project will provide 30 fully self-
contained studio apartments for tenants 
of which 8 are adaptable and 3 are 
accessible units suitable for people with 
a disability. It also includes: 
 
•   On-site, live-in manager’s apartment

•   Small third-floor terrace 

•   Indoor common area

•   Commercial / retail space at  
street level. 

•   Off-street parking for 10 vehicles. 

Why is the project needed?

Independent research shows the 
Central Coast has a significantly lower 
percentage of affordable and social 
housing than the average for all regions 
in NSW. The lack of affordable housing 
is especially apparent from our own 
studies and those of others. 

There is also evidence key workers on 
the minimum wage are increasingly 
unable to afford rising rental costs 
across the Central Coast.

Who will live in the apartments?

The rental mix is expected to include 
people already experiencing rental 
stress and others in need of affordable, 
social and disability housing. These 
groups include:

•  People with disabilities

•  Aged pensioners

•  Low income earners

•  People on benefits

•  Key workers on the minimum wage.

How much tenant churn  
will there be?

The project is designed to provide 
stable, long-term housing and no short-
term stays will be permitted.

How will this development be  
of benefit to the community?

The provision of affordable housing will 
be of direct benefit to people already 
suffering rental stress, people with 
disabilities in need of disability-designed 
accommodation, aged pensioners 
being displaced by rising rent and 
mortgage costs, people on low to 
moderate incomes and others at risk of 
homelessness.

Evolve Housing and Pacific Link 
Housing work to assist and empower 
their tenants to:

•  Overcome disadvantage

•  Develop new skills

•   Enter employment and build more 
meaningful, independent lives.

 
We believe that by helping individuals 
build better lives, we help build better 
communities for all.

When will the building be 
completed?

The construction phase is now 
completed and the leasing program  
is underway.

FAQ



How many parking spaces will 
the site have?  

Ten off-street parking spaces. As the 
property is conveniently located close to 
public transport links and local services, 
the majority of tenants will be well 
served locally while having additional 
access to public transport. 

How will local traffic  
be affected?

Most of the movement to and from the 
complex will be pedestrian. The Roads 
and Maritime Services Department has 
assessed the development and stated 
it will have no significant impact on local 

traffic. All requirements of the RMS have 
been complied with. 

Will Pacific Link Housing and 
Evolve Housing continue to 
manage the site after the 
development is completed?

It is a condition of the NSW Government 
contract that the joint venture partners 
manage all aspects of the site, 
tenancies, and provision of support 
services into the future.  

Will there be an onsite manager?

The management of the project by 
Evolve Housing and Pacific Link 
Housing will include a permanent, live-in 
manager on site. Tenants will have the 
full support and additional assistance 
of both participating housing providers 
through their service and support 
networks.  

Is this free accommodation, or will 
tenants be required to pay rent?

This is affordable housing, not free 
housing. All tenants in assisted housing 
are required to pay rent.  At the lowest 
level, those on benefits are required 
to pay rent that includes all of their 
housing allowance plus 25 per cent of 
any other benefit they receive.  Those 

in employment pay more according to 
a NSW Government schedule, while 
those with adequate earnings are 
required to pay full commercial rents. 
Affordable housing rentals are set at 
75% of private rentals.

Why is this project so important?

The project has received the positive 
support of all levels of government and 
is recognised as a leadership model 
for the future provision of affordable 
housing by community housing 
providers working to address the needs 
of those in rental stress.

It brings the provision of affordable 
housing into line with existing trends 
in commercial unit supply, responding 
to demographic changes including a 
rapid growth in the number of single-
person households.

The project gives new hope to people 
and communities by redefining the 
provision of affordable, appropriate and 
well managed community housing for 
the future.

It also illustrates the essential role 
played by regional not-for-profit housing 
providers like Pacific Link Housing and 
Evolve Housing through the provision 
of professional, long-term support for 
future community housing projects.

PACIFIC LINK 
HOUSING HAS MORE 
THAN $20 MILLION 
COMMITTED TO NEW 
HOUSING SUPPLY 
AND REFURBISHMENT 
PROJECTS IN 2017

These include:

•   Phase Two of the Dunbar Way Estate refurbishment 
via Social Housing Community Grants to allow for new 
Community Gardens, a new Multi-Use Sports Court, a Peak 
Fitness Outdoor Gym and upgrading of the Community Hub.

•   A new development project to add 20 new units for 
affordable and social housing at Glendale, in the Hunter.

Joint ventures with Sydney-based Evolve Housing:

•   The Woy Woy Studio Apartment project now  
nearing completion.

•   Planning for a further 26 studio apartments at Roselands 
in Sydney –  for which Development Approval has  
been granted.

•   A third studio apartment project being planned for Canton 
Beach on the Central Coast.

SPECIAL
F E A T U R E



“Helping tenants build better lives is the 
major purpose of our work”, says Pacific 
Link Housing Chairman, David Bacon.

He was speaking after the most recent 
round of education scholarships – named 
for Pacific Link Housing’s founder, Sheila 
Astolfi – were presented to tenants from 
primary school to mature aged scholars.

Pacific Link Housing provides a range 
of award-winning support programs for 
tenants focused on health & welfare, 
opportunity, education and employment.

More than 550 participants have  
now been able to benefit from 
programs, including:

Education scholarships 
To help tenants of all ages at school or 

enrolled in post-school education by:

•   Sponsoring essential equipment such 
as laptops, printers etc

•   Assisting with tertiary education fees 
and text books

•   Providing specialist computer 
programs and equipment.

Sport & recreation assistance 

To help young tenants develop healthy 
lifestyles through participation in 
weekend sports, dance, art or other 
activities. These will:

•   Allow them to participate with others 
on a level playing field 

•   Help improve their skills 

•   Develop lifetime interests

•   Build lifetime friendships.

Learner driver support

Our learner driver program provides:

•   10 Hours of driving lessons with 
professional instructors

•   $140 towards participation in a safe 
driver course – which credits learners 
with 20 hours in their logbook.

•   $100 towards the cost of their driving 
test and provisional license.

Laptop loan/purchase scheme

We also provide brand new laptops to 
tenants in good standing through our 
laptop loan/purchase scheme to:

•   Keep them connected with the  
digital world

•   Foster employment skills 

•   Provide access to employment 
opportunities.

Training towards employment

Pacific Link Housing also works with 
registered training organisations to 
provide opportunities for tenants to:

•   Access training programs

•   Learn skills

•   Earn wages 

•   Progress to full-time employment.
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PICTURED Board members Leoni Baldwin (left) and Wal Edgell (right) with Pacific Link’s most 
recent group of scholarship recipients.



Pacific Link Housing managed and 
paid for phase 1 of the refurbishment 
program in 2014/15 following an 
agreement that saw the majority of 
homes placed under Pacific Link 
Housing management. 

Using data and before-and-after tenant 
interviews, the Western Sydney University 
review found that prior to the project 
being implemented, residents saw the 
estate as stigmatised, fractious, and 
subject to high levels of antisocial and 
criminal behaviours such as drug-dealing.

Following the refurbishment, residents 
reported significant improvements in 
quality of life for all tenants – many with 
young children. 

Most significantly the installation of cctv 
in public areas led to an immediate 
and significant reduction in crime, with 
police figures showing a 23% reduction 
in total crime in the first year; malicious 
damage down by 83%, and assault 
down by 25%.

As residents responsible for antisocial or 
criminal behaviours were moved on by 
Pacific Link Housing, residents felt they 
were living in a safer, stronger community.

The installation of a new children’s 
playground was welcomed as giving 
them a safe place to play – allowing 
young children once kept indoors to 
interact with others.

The playground was also seen as a 
positive for supervising parents – bringing 
them together and helping foster a sense 
of community across the site.

Residents once reluctant to admit 
they lived in the estate for fear of 
being stigmatised are now largely 
optimistic, have a strong commitment 
to Pacific Link Housing’s objectives 
and look forward to the continued 
improvement of the neighbourhood. 

As one resident said: “I’ve noticed that 
it looks a lot cleaner. It looks a lot nicer. 
We haven’t got as many rough people 
cruising around, especially because the 
security cameras that went in as well.”

Others said: “I can tell people without 
cringing where I live now…”, “I think the 
children’s playground is great…it has 
deterred a lot of [previous behaviour] 
because there are children playing and 
adults watching them.” “I see it as a 
lot more social…we have more mums 
coming in with kids”.

Pacific Link Housing is now embarking 
on Phase 2 of the Dunbar Way 
refurbishment via social housing 
community grants to allow for new 
community gardens, a new multi-use 
sports court, a peak fitness outdoor gym 
and upgrading of the community hub.
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WayThe results are in!

Western Sydney University has completed a review of tenant 
satisfaction following Pacific Link Housing’s Stage 1 refurbishment of 
the 100-home Dunbar Way social housing estate in North Gosford.



Pacific Link Housing is trialling a new 
on-line application to improve its 
services by giving tenants access to 
a wide range of reporting and service 
tools in real time from multiple devices.

The application developed for Australia 
by Pacific Link Housing, is the first of its 
kind to be introduced for social housing 
tenants in New South Wales.

It improves customer choice by offering 
a range of communication channels 
(facebook, web, smartphone app, 
email) - allowing tenants to select the 
method that suits them best. Phone 
calls and additional support will still be 
available for those that need them.

The app gives tenants 24/7 online 
access for services and information 
including: 
 
•   Online rent payments and access to 

rent statements 

•   Repairs and maintenance work order 
requests

•   Surveys on tenancy services, 
contractor performance, program 
ideas and participation

•   Correspondence and document 
library

•   Communications including 
automated SMS reminders, 
notifications, newsletters and events.

Called My Home and Community, the 
App is now being trialled by 20 tenants, 
and will later be available to all tenants. 

The project began when Pacific Link 
Housing became the first Australian 
customer of a UK-based software 
company that specialises in digital 
tenant communication channels, 
supporting over 120 UK social landlords 
and facilitating regular communication 
with over 750,000 tenants.  

Since then, the program has been 
adapted to meet local needs.

“The investment in this technology 
will have the benefit of improved 
customer service, through increased 
choice and convenience, while 
reducing administration costs for the 
organisation,” said Pacific Link Housing 
CEO Daphne Wayland.

“We also envisage improved employee 
satisfaction, as the handling of routine 
matters through the new technology 
will allow more time to provide 
enhanced services to those tenants 
who need it, particularly those requiring 
additional support.

“We will monitor customer feedback as 
the App rolls out,” she said.  “We are 
excited to be leading community housing 
providers in NSW and are confident it 
will have a positive impact on further 
increasing Pacific Link Housing tenant 
satisfaction ratings, which have been 
above 90% for seven consecutive years.”  

New tenant portal 
A first for social housing tenants 
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GET IN  
TOUCH

Office Address:  
Suite 2 - Level 1 
10 William Street Gosford

       

Phone:  (02) 4324 7617  
Fax:  (02) 4324 1601  
Email:  info@pacificlink.org.au 
Web:  www.pacificlink.org.au

MyHome is a new tenant portal which allows you, 
our tenants, to connect with us in a simple to use 
all-in-one platform.

Easy to use, MyHome allows you to access your 
personal information such as rent statements, 
tenancy forms and documents. 

You can even make rent payments, log a repair or 
maintenance request, and so much more...

MyHome can be accessed from any smartphone, 
tablet or desktop computer anywhere, anytime - 24 
hours a day - 7 days a week.

Introducing the MyHome  
self-service tenant portal.

Visit www.pacificlink.org.au/tenant-portal to get started  




