
ANNUAL 
REPORT

20 
20



02

Pacific Link Housing acknowledges the traditional 
owners of the country throughout Australia and 

their continuing connection to land and community. 
We pay our respects to them and their cultures, and 

to elders past, present and emerging.
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In a year impacted adversely 
by COVID-19 on both the 
operational and financial 
aspects of our business, I am 
very pleased to report on 
another successful outcome 
of profitability and growth for 
Pacific Link Housing (PLH). 

We continue to progress our mission to 
deliver sustainable, safe and affordable 
housing for the Central Coast, Lake 
Macquarie and Hunter communities 
through our strategies of investing 
financial surpluses generated from core 
operations into the development and 
construction of new affordable housing 

supply and in the development and 

implementation of capacity building 

programs for our residents. 

Particularly pleasing is this year’s 

financial surplus of $1.4 million, 

generated from our core delivery of 

high quality tenancy and property 

management services and based on 

income of $17.2 million. This surplus, 

combined with an increase in net assets 

from $19.9 million to $21.3 million, 

represents a continuing growth of the 

strong financial position of the Company 

which, in turn, facilitates the capacity 

of PLH to continue to deliver more 

affordable housing for those in greatest 

need in our community.

Our Board continues to monitor the 
Company’s progress against the 
Statement of Corporate Intent 2018-2028 
that provides a 10 year roadmap and an 
ever evolving strategic plan setting out the 
key targets to be pursued by the CEO and 
Executive team. 

In June 2020, the Company finalised 
a $4 million loan facility from the new 
National Housing Finance and Investment 
Corporation (NHFIC) - a Commonwealth 
Government initiative. The NHFIC 
borrowings will have the twin benefits of 
being able to be deployed into the delivery 
of new affordable housing development 
and will also allow PLH to retain more 
dwellings as assets on our Balance Sheet 
enhancing our future borrowing capacities. 

CHAIRMAN 
REPORT  

by Wal Edgell
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With the completion of the Company’s 
21-unit development project at Glendale, 
Lake Macquarie in January 2020, and a 
further 30-unit project at Canton Beach 
on the Central Coast completed in August 
2020, this brings to 119 the number of 
new housing units developed over the 
past five years now valued at $19.7 million 
as at 30 June 2020. 

The Glendale project represented a 
particularly significant milestone as it was 
the first completed project in the NSW 
Government’s Communities Plus program 
that sees former public housing sites 
repurposed into new integrated housing 
with a mix of social, affordable and market 
rental dwellings. 

At the current time, significant ongoing 
work is being undertaken to identify 
and analyse suitable development sites 
and opportunities. This ensures that a 
continuous pipeline of new affordable 
rental housing development and 
construction projects are capable of being 
quickly identified and implemented using 
NHFIC funding and our own Balance 
Sheet resources.

A further key initiative for the PLH Board 
has been the focus on, and continuing 
evolution of, our Client Outcomes and 
Community Engagement Strategy. 
As a measure of our commitment 
to this strategy, the Board this year 
approved a significantly increased 
budget allocation towards continuing 
funding of Pacific Link’s suite of 
programs offering education, opportunity 
and employment. Unfortunately the 
COVID-19 pandemic interrupted the 
plans for some events and education 
courses although it is hoped that these 
activities will be recommenced as soon 
as circumstances allow. 

In recognition of our responsibilities to our 
tenants in managing Government owned 
housing, the Board approved significant 
Budget allocation increases across all 
segments of our maintenance programs. 
Although COVID-19 implications again 
unfortunately interrupted tenancy 
inspections, rent reviews and non-
urgent maintenance activity, our 
maintenance and tenancy teams were 
able to be reallocated to making over 

700 welfare calls to vulnerable tenants 
during a concerning time of isolation and 
uncertainty. 

The Board was particularly pleased with 
the way in which the entire PLH team 
responded to these difficulties and very 
quickly adapted to the “new normal” way 
of business including a rapid transition to 
the majority of staff working from home, 
implementing new paperless processes 
and continuing to provide exceptional 
service and support for our tenants. 

In recognition of the critical importance 
of the need for safe and secure housing 
during the pandemic, PLH extends its 
congratulations to the NSW Government 
for the new Together Home program 
that will result in over $36 million being 
directed to assist identified rough 
sleepers transition into sustainable 
housing. Allied with the provision of 
necessary support services to these 
tenants, this is expected to facilitate 
longer term housing security for this 
very needy tenant cohort. Pacific Link 
was very pleased to be selected by 
Government to have the opportunity to 
play our part in delivery of this program 
for the Central Coast. 

In another very promising business 
outcome for PLH, the first anniversary of 
Key2 Realty, the Company’s subsidiary 
social enterprise real estate business 
saw remarkable growth achieved from 
a zero base commencing point to in 
excess of 160 properties now being under 
management, with a range of further 
growth opportunities being pursued to 
build on this significant achievement. 
Profits generated from this venture will 
ultimately be directed to funding the 
capacity building resident programs for 
PLH tenants.

To ensure that PLH continues to 
aggressively pursue its charter and 
purpose of providing more affordable 
housing for those in greatest need in 
our communities, the Company has 
participated in providing comprehensive 
assistance and information into the 
development of Affordable Housing 
Strategies and Policies for Central 
Coast, Lake Macquarie City and 
Cessnock City Councils.

Supplementing those efforts, and in 
conjunction with a national Consultant, 
the Board commissioned the preparation 
of a comprehensive Affordable Housing 
Report that outlined Population Growth, 
Demographic data, Rental Stress and 
Accommodation needs, that highlighted 
the significant level of unsatisfied, and 
growing demand, for affordable housing 
across PLH’s geographic footprint.

That report will underpin short and 
medium term strategies and initiatives for 
the Company to pursue its push for the 
provision of more affordable housing outputs 
to satisfy those unmet demand factors.

Allied with these prospective growth 
opportunities, the Board has also 
approved the relocation of the PLH offices 
to new, more accessible and growth 
accommodating premises in Mann Street, 
Gosford. Relocation is scheduled to occur 
in late November 2020.

On a further positive note, 2020 marks a 
historic milestone for Pacific Link Housing 
in reaching 35 years of continuous service 
to our community, with our commitment 
to continuing to grow and diversifying our 
efforts to assist those in greatest need in 
our community being stronger than ever.

Those efforts emanate from the 
contribution and input of a wide and varied 
range of personnel and stakeholders. In 
this context, I would like to particularly 
acknowledge and extend my sincerest 
thanks to retiring Director Deb Howe for 
her 11 years of unstinting service on the 
Board and whose contribution over that 
extended period were much appreciated.

Finally, my deepest thanks to my 
colleagues on the Board for their 
continuing support and contributions, our 
government stakeholders, service support 
partners, the Executive team and our 
hardworking staff who collectively continue 
to deliver arguably the best quality 
community housing services in NSW.

 

WAL EDGELL  |  CHAIRMAN



Pacific Link Housing Limited 
(PLH), and its predecessor 
entities, has been a pioneer in the 
community housing sector for 
over 35 years, operating in the 
Central Coast and Hunter regions. 
PLH was established in 1996 
as a not-for-profit community 
housing company to assist lower 
income tenants and is a Tier One 
registered provider under the 
National Regulatory System for 
Community Housing.

MISSION
The Company’s mission is to provide affordable 
and secure housing solutions for those in the 
community who are in the greatest need. We 
assist those who are able to develop new 
lives and skills to be able to return to the 
mainstream housing market. The Company 
operates within a culture of social justice, 
fairness and transparency and remains 
accountable to all stakeholders.

06
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STRATEGIC 
OBJECTIVES

INCREASE SUPPLY 
OF AFFORDABLE 
HOUSING

MAINTAIN FINANCIAL 
PERFORMANCE 
AND CORPORATE 
GOVERNANCE 

CREATE AND 
MAINTAIN QUALITY 
HOUSING 

BUILD 
ORGANISATIONAL 
CAPACITY 
THROUGH GROWTH, 
DIVERSIFICATION AND 
COLLABORATION

IMPROVE TENANT 
EXPERIENCE AND 
OPPORTUNITIES

GROWING NEED FOR 
AFFORDABLE HOUSING
As was outlined in the Central Coast 
Council’s 2018 Affordable and Alternative 
Housing Strategy, while the region has 
historically been seen as an affordable 
area, the proximity and increasing demand 
from the Sydney market, together with 
the constrained supply of rental housing 
is having a significant impact. Despite 
almost all growth in population being 
people on very low and low incomes, 
there has been no proportional growth 
in private rental stock in the LGA since 
2006. Compounding this the region has 
had an actual decline in the amount of 
social housing despite the high rate of 
very low income renters. These pressures 
have seen rents grow for one-bedroom 
apartments by around 30% - more than 
double the Sydney rate since 2009 - and 
more than four times the Sydney rate for 
two bedroom units. Consequently, rental 
stress on the Central Coast as measured 
by the ABS in 2016 affected 36% of 
households, compared with the NSW 
average of 26%. 

STRATEGIC PLAN
PLH’s 2016-2020 Strategic Plan, 
responded to these trends by expanding 
its focus from tenancy and property 
management to add to the much needed 
supply of affordable housing in our region. 
Through directly owned projects, a joint 
venture and collaboration with the NSW 
Government, PLH worked to: 

•   enhance its capacity to deliver 
innovative affordable housing solutions, 
and 

•   be an independent supplier of 
affordable housing for people on low to 
moderate incomes, particularly those 
not eligible for public housing.

The strategic objectives have been met 
with the completion of 83 new housing 
units at June 2020 and a further 63 in 
development.

NEXT TEN YEARS
In PLH’s Statement of Corporate Intent 
2018-2028, this philosophy continues 
to identify development opportunities 
independent of government as the driver 
of growth through a plan for a steady 
pipeline of new affordable housing supply 
of integrated projects. 

PLH is continuously developing unique 
and innovative models of service delivery 
and identifying strategies to mitigate 
risk. Establishment of a new entity 
to insource management of privately 
owned rental properties provided a new 
rent-for-purpose market offering in the 
Central Coast and Hunter regions and 
a diversification of income sources. 
Refinement of asset management 

strategies will continue through the 
commitment to improve the quality of PLH 
housing stock and hence its customer 
services to tenants. PLH will continue to 
enhance its strategies for the participation 
by tenants in capacity-building programs 
to improve their lives and, where possible, 
transition out of social housing.

Constitutional and governance 
arrangements will continue to evolve to 
support PLH as an independent entity, 
with an independent Board, focused 
on expanding the supply of affordable 
housing and bringing diversity to the 
housing market to meet changing 
housing needs in the Central Coast & 
Hunter regions.

CHALLENGES
It must be recognised that achievement of 
these supply targets is a substantial and 
difficult challenge which has always been, 
and continues to be, dependent upon a 
complex range of factors including:

•   securing diversity and affordability in 
land supply;

•   an orderly progression of developments;

•   capacity restraints and access to well-
priced finance

•   the successful management of risk;

•   stability in economic conditions and 
market interest rates; and, 

•   the continuation of housing demand. 

In addition to these challenges 
and complexities, the successful 
implementation of the Plan will require 
the continuation of development of 
partnerships with Commonwealth, State 
and Local government.



CEO 
REPORT  

by Ian Lynch

08

I am pleased to report on 
the continuing growth and 
progress for Pacific Link 
Housing after my first year of 
leading the organisation. 

From a zero base five years ago, and 

with some support from the NSW 

Government, the Company now owns 

$19.7 million worth of affordable 

housing across the Central Coast and 

Hunter regions. Our owned portfolio 

now represents 8% of total properties 

under management and provides the 

security for new borrowing from the 

National Housing Finance and Investment 

Corporation (NHFIC). The NHFIC funds 

will underpin the next phase of pursuing 
the Company’s mission to develop 
additional affordable housing supply. 
Two sites located in Woy Woy are 
currently being activated, with one close 
to commencement of construction and 
planning for acquisition of further sites is 
underway. 

With the completion of the third studio 
apartment complex at Canton Beach 
in August, the commitments in our joint 
venture with Evolve Housing have been 
delivered – 87 new housing units since 
the NSW Government tender win in 2014. 
Accordingly, planning is underway to 
divest the assets of the joint venture to 
each partner for ongoing management, 
allowing further property to be owned 

outright by Pacific Link and enabling 
access to additional NHFIC funding.

It is pleasing to see the quality of sites – 
both for development and for property 
management - now being identified 
through our collaborations with aligned 
developers and contractors. We are also 
seeing positive signs of potential additional 
stimulus from all levels of government 
that recognise the value of housing 
construction to the post-COVID-19 
economic recovery. We continue to 
support and inform the excellent advocacy 
work of our peak bodies, in NSW and 
nationally, that provides pro-active 
evidence-based strategies for government 
consideration that have the twin benefits 
of meeting much-needed affordable 
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housing demand and driving activity for 
the 43 construction and subtrade jobs 
in building a standard home.  At a local 
government level, Pacific Link has been 
pleased to assist in informing the housing 
strategies announced by Central Coast 
Council, Lake Macquarie City Council and 
Cessnock City Council.

WITH THE COMPLETION 
OF OUR AFFORDABLE 
HOUSING PROJECTS IN 
GLENDALE AND CANTON 
BEACH WE HAVE HAD 
AN OPPORTUNITY 
TO DEMONSTRATE 
BOTH OUR CAPACITY 
TO DELIVER QUALITY 
PROJECTS AND NEW 
MODELS OF HOUSING 
SUPPLY. 
 
While our planned opening event for the 
Glendale Communities Plus project with 
NSW Land and Housing Corporation 
was interrupted by COVID-19, we were 
delighted with the feedback from Minister 
for Water, Property and Housing, Melinda 
Pavey that it was “the most exciting 
development” seen during her time as 
Housing Minister. I would also like to 
acknowledge the support from local 
members of parliament in taking the time to 
understand housing needs in our region.

Pacific Link was honoured that our 
Glendale and Roselands developments, 
were both named as finalists in the 
UDIA (Urban Development Institute of 
Australia) NSW Awards for Excellence for 
an Affordable Development. The Awards 
recognise innovation, sustainability, 
industry leadership and excellence 
in urban development across NSW 
and the ACT. We look forward to the 
announcement of the winner in late 2020.

Our annual tenant survey has again 
been an opportunity to understand our 
residents’ needs and gather information 
on their circumstances. Responses from 
these surveys inform new ideas for our 

self-funded tenant support programs, 
which provide opportunities for tenants 
to improve their situation and, where 
possible, transition to mainstream 
housing. More than 1,100 residents have 
been assisted with these capacity building 
programs that offer scholarships, access 
to education, financial support for children 
to access sporting activities, learner 
driver lessons and interest-free loans to 
purchase laptops. The survey also tracks 
levels of satisfaction which for over ten 
years now have shown above benchmark 
ratings for all Registrar reported metrics – 
a reflection of the efforts of our dedicated, 
empathetic team. The “above and 
beyond” commitment of our staff to our 
residents’ welfare was particularly evident 
during these difficult times of COVID-19 
and we’ve provided some additional 
information in this year’s report on the 
team’s capacities.

Particularly welcome recognition 
was received this year with a Highly 
Commended Award in the PowerHousing 
Australia Excellence in Tenant Engagement 
& Social Inclusion Award for the Pacific Link 
Life-Skills Education Program delivered in 
conjunction with our valued partner, Central 
Coast Community College. Begun in 2017, 
the Program has had over 65 participants, 
90% of whom when surveyed reported 
increased interest in continuing education 
and a six fold increase in confidence in their 
course skills. 

Last year’s establishment of Key2 Realty, 
has seen over 160 new landlords buying 
into the vision of the only for-purpose 
property management agency on the 
Central Coast and Lake Macquarie 
regions. This unique model allows local 
property investors to simultaneously 
access high quality services and engage 
in philanthropy, as Key2’s profits will 
be invested into Pacific Link’s resident 
programs. We are grateful to those 
landlords who are on board and acting as 
ambassadors for this new social enterprise 
and to both Bendigo Bank and Central 
Coast Council for grant funds to support 
ongoing growth.

Ongoing investment in our government-
owned housing portfolio is crucial to 
maintaining resident amenity and following 
last year’s audit of properties, a significant 

program of kitchen, bathroom and 
painting works has been completed.

Despite challenges around expense 
management, development risk and 
ageing government-owned housing 
stock, the financial year results show 
for 2019-2020 a surplus of $1.4 million. 
The balance sheet at 30 June 2020 also 
reflects the shift into affordable housing 
supply as cash reserves, boosted by $4 
million NHFIC borrowing, are applied to 
development and construction.

My thanks go to the Company’s directors, 
my dedicated Executive team colleagues 
and employees, our valued partners, 
landlords, contractors, local councils, 
NSW Land and Housing Corporation and 
the NSW Department of Communities 
and Justice for their ongoing support in 
delivering Pacific Link Housing’s mission.

Our inspiring mission continues to 
be improving the supply of affordable 
housing to the Central Coast and 
Hunter communities and providing the 
best possible outcomes and support 
programs for our residents. I look forward 
to continuing our innovative approach, 
forming new partnerships and making a 
difference in the community. 

IAN LYNCH  |  CEO

KEY2 REALTY, HAS 
SEEN OVER 160 NEW 
LANDLORDS BUYING 
INTO THE VISION 
OF THE ONLY FOR-
PURPOSE PROPERTY 
MANAGEMENT 
AGENCY ON 
THE CENTRAL 
COAST AND LAKE 
MACQUARIE 
REGIONS
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TOTAL NUMBER OF 

PROPERTIES

1308
HOME VISITS

3953
COMPLETED 

MAINTENANCE 
REQUESTS

1883
RESIDENTS 

HOUSED

63
DWELLINGS 

UNDER 
DEVELOPMENT

PROPERTIES 
& ACTIVITY  

Central Coast & Hunter Regions
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Pacific Link Housing adopts a positive and 
engaging work environment for our team 
that responds to the changing needs of 
our organisation. Our teams operate in the 
key areas of Tenancy Management, Asset 
Maintenance, Property Development, 
Tenant Engagement, Finance & 
Corporate Services and Governance and 
Compliance, and are lead capably by our 
Executive Team.

Training and professional development is 
a core value for building and continuing 
to maintain the organisation’s knowledge 
of best practice. Courses attended by 

staff have included Certificate IV level 
training in social housing, real estate 
licensing, management coaching, health 
and safety training. Employees also attend 
conferences and interagency meetings 
within the housing sector and property 
development industry to keep well-
informed on relevant changes which may 
impact our work.

We recognise long serving staff who 
have contributed to the organisation’s 
operations and growth and this year 
saw one team member reach a 10 year 
milestone. The average length of service 

across our 28 employees is over 5 
years. To deliver the new Together Home 
Program, we also welcome two additional 
staff who bring a wealth of knowledge and 
expertise to the Company. 

We survey our team annually on their 
engagement with Pacific Link Housing, our 
mission and employment conditions. The 
Company implements plans to address 
the views and suggestions from our team 
to strive to provide a continually improving 
employment environment. 

OUR TEAM 
Pacific Link Housing

12

PICTURED
Pacific Link Housing Staff
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PRIOR EXPERIENCE 
WORKING IN THESE 
SECTORS: 

Community housing sector 28%

Welfare services 28%

Real estate 48%

Building trades 16%

Government department 24%

Financial services 20%

YEARS’ EXPERIENCE 
WORKING IN 
COMMUNITY HOUSING?

All staff 153 years

Average per staff member 6.4 years

SOME OTHER 
INTERESTING STAFF 
INFORMATION 

Lived in social or public housing 17%

Identify as being Aboriginal 8%

WHAT DO YOU LIKE 
MOST ABOUT WORKING 
FOR PLH?

“How we support each other and go that 
extra mile for our tenants and clients.” 
“I like that we are helping people who are 
in need and can make a huge difference in 
someone’s life.”  
“The genuine care for tenants and staff.” 
“The caring staff and the fact we make a 
difference to someone’s life every day of 
the week.”

HOW DO YOU FEEL 
ABOUT WORKING 
THROUGH COVID-19?

“Given that this is a first for the world, I feel 
we have adapted amazingly well to the 
changes along the way. Given that some 
COVID regulations have changed from 
week-week, PLH has again, put its people, 
staff and tenants first. The security of the 
job has never been in doubt - we are some 
of the very lucky ones. Thank you.”

“Couldn’t be happier. We always look for 
ways to enhance our tenants’ experiences 
and again, PLH has done that through 
these tough times. I am very proud!”

STAFF INFORMATION 

GENDER

MALE: 39% 
FEMALE: 61%

YEARS’ SERVICE
<5 YEARS:   57%

5-10 YEARS:   25%
10+ YEARS:   18%

EMPLOYMENT
FULL TIME:   79%
PART TIME:   18%

CASUAL:   3%

EDUCATION
CERTIFICATE:   52%

DIPLOMA:   18%
BACHELOR +:   30%



86%
TENANTS SATISFIED 

OVERALL SCORE  

86%
TENANTS SATISFIED 

PROPERTY 
CONDITION  

“MY SON HAS SPECIAL NEEDS AND IT CAN BE VERY DIFFICULT 
TO FIND THE RIGHT PLACE. I WOULD LIKE TO THANK PACIFIC 
LINK FOR THEIR PATIENCE AND ASSISTANCE IN RELOCATING 
US. YOU HAVE MADE MY SON AND MYSELF VERY HAPPY. WE 
HAVE NO OTHER MEANS OF HELP AND I DON’T KNOW HOW WE 
WOULD HAVE DONE THIS WITHOUT YOU. ”

82%
TENANTS SATISFIED 

MAINTENANCE 
QUALITY  

“IF IT WASN’T FOR HOUSING THROUGH PACIFIC LINK, I’D 
BE ON THE STREETS AND POSSIBLY VERY SUICIDAL. ALL 
CASE MANAGERS HAVE BEEN ABSOLUTELY WONDERFUL. I 
LOVE MY LITTLE HOME AND GARDEN. ANY MAINTENANCE 
ISSUES HAVE ALWAYS BEEN DEALT WITH WITHIN 48 HOURS, 
NOTHING TO COMPLAIN ABOUT.”

92%
TENANTS’ LIVES 

IMPROVED OR  
STAYED THE SAME

“OVER THE PAST FIVE YEARS I HAVE HAD TO DEAL WITH 
DIFFICULT SITUATIONS. IT’S THANKS TO PACIFIC LINK THAT 
I HAVE HAD THEIR SUPPORT TO COPE, MANAGE AND MOVE 
FORWARD IN MY LIFE. IN THE FUTURE I WISH TO VOLUNTEER 
MY SERVICES AND TIME TO GIVE BACK AND SUPPORT THOSE 
IN NEED. THANK YOU TO ALL THE STAFF.”

“I AM SO GRATEFUL FOR MY HOME, PROVIDING STABILITY, 
SAFETY AND SECURITY. THIS MEANS THE WORLD TO ME 
AND I CANNOT EXPRESS ENOUGH MY GRATITUDE WITH THIS 
WONDERFUL BLESSING. THIS HAS CHANGED MY LIFE FOR 
THE BETTER. “

14

TENANT SURVEY 
PACIFIC LINK HOUSING’S SURVEY RESPONSES WERE COMPARED 
WITH 39 OTHER NSW COMMUNITY HOUSING PROVIDERS ACROSS 

A RANGE OF BENCHMARKS SUCH AS HOUSING SERVICES, 
MAINTENANCE, COMMUNICATIONS AND TENANT ENGAGEMENT.

Survey conducted 
independently by 
Community Housing 
Industry Association 
NSW.



HOW WE 

HELP
PACIFIC LINK HOUSING PROVIDES A SUITE OF 

SELF-FUNDED TENANT PROGRAMS WHICH ALIGN 
WITH OUR CLIENT OUTCOMES AND COMMUNITY 

ENGAGEMENT STRATEGY. 

Our aim is to support tenants in addressing disadvantage, 
providing opportunities for growth and further developing 

their aspirations for their future. This Strategy is based around 
four key themes of education, employment, opportunity and 

community engagement. 



ETHAN Learning to drive is a luxury that is 
easy to take for granted. However for 
some, access to driving lessons – either 
professional or with a friend or family 
member - is hard to come by. Earlier this 
year, high school student Ethan qualified 
for Pacific Link Housing’s Learner Driver 
Program. Through the program, Ethan was 
able to access professional driving lessons 
which helped accrue the logbook hours 
required to gain his Provisional Driver’s 
Licence in June this year. Ethan was so 
excited to be eligible for the Learner Driver 
Program and believes the lessons helped 
him to become a safer driver. 

Having now completed Year 12 with 
a Certificate of Distinction in Metal 
and Engineering, Ethan has his sights 
set on an apprenticeship in the metal 
fabrication industry. He has also recently 
applied for a position at his local Council, 
which according to Ethan, is located 
a fair distance from where he lives. 
However, now that he has qualified for his 
Provisional Licence, he is confident in the 
knowledge he can drive himself to and 
from work - a freedom which will open the 
door to many more job opportunities.

ANGELO & JILLIAN To say that Angelo’s life has been one of 
adversity is no understatement. At just five 
months old, Angelo was diagnosed with 
polio. His parents however, were determined 
not to let this get in the way of him leading 
a normal life. During school, Angelo’s 
Principal offered to move his classrooms 
to the ground floor, allowing easier access. 
“No,” said his father. “He will have to take 
shorter breaks to get to class on time.” This 
‘no special treatment’ approach set the 
stage for Angelo’s upbringing and he felt no 
different to other kids growing up.

Based in Sydney, Angelo worked for the 
Department of Community Services for 
16 years. After experiencing burnout from 
his job, Angelo took a short break and 
went on to work for St George Bank. 

Seeking a quieter lifestyle, Angelo and his 
partner Jillian decided to relocate to the 
Central Coast but their hopes for a calmer 
life did not go to plan when they found 
themselves homeless. After living in a van 
and moving from place to place under 
NSW Housing, Angelo and Jillian were 
offered a home with Pacific Link.

Angelo and Jillian are now tenants in our 
new development at Glendale under the 
NSW Government’s Communities Plus 
Program. With Angelo now wheelchair-
bound, the couple feel unbelievably lucky 
to be in an accessible unit located close 
to their large family of seven children and 
16 grandchildren!

16

TENANT 
STORIES  

MAKING A DIFFERENCE 
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MICHELLE 

Michelle’s path in life has not been an easy 
one. She has endured years of domestic 
violence which almost took her life, as 
well as the tragic loss of her daughter. In 
March this year, Michelle unfortunately 
lost her job due to the impacts of the 
COVID-19 pandemic. Understandably, this 
left her feeling incredibly anxious about her 
financial situation.

Michelle called Pacific Link Housing to 
inform her Housing Manager and her 
mind was put at ease straight away, 
as the staff informed Michelle that they 
would recalculate her rent and reduce it 
accordingly. “The staff were amazing. They 
called me every couple of weeks to check 
on my wellbeing and to update me on the 
COVID-19 situation,” said Michelle. 

One day recently, Michelle was very 
surprised to answer a knock on her 
door to find a Pacific Link Housing staff 
member standing there with a food 
hamper full of fruit and vegetables, 
courtesy of OzHarvest. She was extremely 
grateful and lost for words!

Michelle says she has always felt very safe 
and supported by Pacific Link Housing, 
from the staff all the way through to the 
CEO. She couldn’t hope for a more secure 
and safe home and couldn’t be happier 
with where she is. “I am very proud to be 
a tenant of Pacific Link Housing for almost 
20 years and could not hope for a better 
landlord,” she concluded.

BRETT 

Brett was a glazier with 47 years in the 
trade, he loved his job and took immense 
pride in his work. After working with the 
same employer for 15 years, a change 
in management unfortunately resulted in 
Brett losing his job. “It was a good job and 
a good crew. I thought I would retire there. 
Life was good,” he said.

Brett had some savings put aside and 
decided to invest in a farm with a friend. 
However, their plan for an early retirement 
fell through and they both lost their home 
and their hope for the future along with it. 

Brett found himself homeless and spent 
five years sleeping rough in his car at 
various locations, including a commuter 
carpark, where he unofficially became 
known as the carpark caretaker. “I kept 
the area spotless and decided that if I 
was living in my car, I wanted to leave 
something behind,” he said. So, Brett 
decided to build a garden next to his 
car, filled with ruby red geraniums and 
bordered by sandstone blocks. 

Through the help of Baptist Care, Brett 
was referred to Pacific Link Housing and 
we were able to offer him a home just in 
time for Christmas. Brett now refers to 
his one-bedroom unit as a penthouse. “I 
was so happy and emotional when Pacific 
Link Housing told me I could stay here 
forever. I bought a big bunch of flowers 
and chocolates for the staff. You really 
appreciate what you have after being 
homeless,” he concluded.

SEAN

Meet Sean, an aspiring photographer 
and sports journalist. After a tough 
battle with Leukemia, Sean went into 
remission. Looking for a new challenge 
and focus in his life, he applied to Pacific 
Link Housing’s Education Scholarship 
Program to study photography.

He then enrolled in University of 
Technology Sydney and decked out with 
his new camera and lenses, was able 
to secure some photography work on a 
corporate advertising campaign.

According to Sean, his success was due 
to precise lighting, choosing the correct 
lens and some luck! He hopes this may 
be the start of his promising new career. 
Although some of the practical course 
units were cancelled earlier in the year 
due to COVID-19, the university offered 
students the same time frames to expand 
their knowledge on the modules they had 
completed. This enabled Sean to then 
move onto completing his Diploma. Since 
then he has also enrolled in a part-time 
Screen & Media course.

Sean said getting the Education 
Scholarship has been an amazing 
opportunity. “The Education Scholarship is 
such a great program for tenants. Through 
studying I’ve developed a refreshing new 
lease on life and although my Leukemia 
has flared up again, I’ve been able to work 
my study around my treatment and I feel 
so much better with my camera by my 
side,” he concluded.
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Pacific Link aims to support our tenants 
in addressing disadvantage, providing 
opportunities and developing aspirations 
for their future and this involves working 
closely with our valued partners. Our staff 
collaborate with peak bodies, government, 
local businesses, community groups 
and welfare services to deliver a range of 
programs and inform best practice.

Meaningful collaboration with likeminded 
organisations creates the best possible 
outcomes for our tenants. Working with 
our partners and the wider community is 
critical to achieve our strategic objective 
of improving tenant experience and 
opportunities.  

SYDNEY ROYAL BOTANIC 
GARDENS
Community gardens provide a fantastic 
opportunity for tenants to come together, 
meet their neighbours and learn new skills. 
Brenden Moore from the Community 
Greening Team at the Royal Botanic 
Gardens has been a fantastic supporter, 
providing guidance and delivering garden 
workshops to engage with our residents.

The Community Greening Program 
is funded by the Department of 
Communities and Justice and works 
collaboratively to empower communities, 
supporting them to grow, share and 
learn together through their gardens. A 
benefit to joining a garden is feeling a part 
of your community - working together 

towards sustainability, food security and 
greening the urban environment. 

This year Brenden hosted workshops at 
the Dunbar Way Community Garden and 
helped tenants establish a new garden 
at The Entrance. The practical advice, 
encouragement and ongoing assistance 
ensures that the community gardens not 
only thrive, but tenants feel empowered 
to contribute.

Brenden explains, “It’s all about getting 
those hands dirty with a bit of hard work, 
at your own pace. Planting seeds and 
caring for plants and country makes us 
feel valued and gives us something to 
care for and nurture. These activities can 
also take our minds off other troubles and 
worries we may have.”
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PICTURED
Brenden Moore (Community 
Greening Aboriginal Education 
Officer) and Phil Pettitt (Community 
Greening Manager)

OUR 
PARTNERS 
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Regina attended several of Brenden’s 
workshops at Dunbar Way and enjoys 
the social aspect as well as learning new 
skills she can use on her garden at home. 
“Pacific Link not only give people a home, 
they give them opportunities to improve 
their lives.” Regina loves trying new things 
and has also participated in PLH’s social 
outings and tenant training.  

CENTRAL COAST 
COMMUNITY COLLEGE 
AWARD
Pacific Link maintains an ongoing 
relationship with the Central Coast 
Community College which offers funded 
national accredited and non-accredited 
training to eligible tenants under the Adult 
and Community Education (ACE) program. 
Our shared goal is to empower and 
educate tenants by providing opportunities 
for skill development through learning. 

This year, our partnership was recognised 
with a Highly Commended Award for 
Excellence in Tenant Engagement & 
Social Inclusion with PowerHousing 
Australia. We were extremely pleased 
to receive this accolade at a national 
level, acknowledging the work of both 
organisations in delivering the program.  

Our tenants have participated in training for 
nutrition, horticulture, health and wellness in 

addition to ‘industry essentials’ such as food 
safety, first aid and barista skills. During the 
year, courses were delivered in our newly 
renovated Kendall Village Community Hub 
which provided easier access for tenants 
living in Dunbar Way and surrounding areas. 

Unfortunately COVID-19 disrupted our 
schedule for the year, however we look 
forward to continuing our work with the 
Community College in 2021 by offering 
new training opportunities for our tenants.
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PICTURED
Regina at Dunbar Way 
Planter Box Workshop

PICTURED
Ian Lynch with Stephen King (Business Development 
Manager) and Erin Jacob (Training Coordinator) from 
the Central Coast Community College



Engaging with clients, other organisations 
and the wider community ensures we are 
best placed to deliver positive outcomes 
for our tenants. Pacific Link coordinates 
various events and participates in 
activities to promote social inclusion 
and strengthen our connection with our 
tenants and stakeholders. 

This year Pacific Link took part in Central 
Coast Homeless Engagement Week, a 
sector wide initiative to identify the number 
of people sleeping rough and assess their 
individual support needs. This project was 
led by the Department of Communities 
and Justice, and our staff joined with 
other agencies with a shared aim of better 
targeting resources to assist people 
experiencing homelessness.

Pacific Link’s social activities also help 
to strengthen communities and develop 

a stronger connection with our tenants. 
Feedback from attendees indicates that 
they enjoy the opportunity to meet other 
tenants, making them feel part of their 
local community. 
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PICTURED
Michelle (Coast Shelter) and Kochie 
(Pacific Link Housing) at Central 
Coast Homeless Engagement Week

COMMUNITY 
ENGAGEMENT 
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PICTURED
Nicole Harvey (Program Manager) 
and Tracey Nyatsanza (Coordinator)

In June 2020, the NSW Government 
announced a historic $36.1 million 
investment to develop the Together 
Home Program across the state. This 
commitment is in line with the Premier’s 
Priority of halving street sleeping by 2025. 

Due to the COVID-19 crisis, many people 
rough sleeping were provided with 
temporary accommodation for extended 
periods during the lockdown period. This 
was the catalyst to the development of 
the Together Home Program which is 
underpinned by Housing First principles. 
Community Housing Providers will provide 
housing as the foremost security and 
engage wrap around support services who 
can help participants to find their feet again.  

Pacific Link Housing received $1.9 million 
to assist 26 people who are sleeping rough 
into long term, safe and affordable housing 
with matched supports. To provide tailored 
assistance, PLH will form partnerships with 
a range of specialist services whose values 
align with the needs of the participants in 
achieving their goals.

This ground-breaking opportunity is as 
important as ever in these challenging 
and uncertain times. To deliver the 
Program, Pacific Link created a model 
of care that involved the employment 

of two new staff who bring significant 
experience to the team. This modelling 
ensures that Pacific Link can provide 
effective governance, reporting and 
support coordination for all people and 
organisations involved in the program, 
which is funded for a two year term. 

Properties provided are fully furnished 
through the brokerage component of the 
Program, with all essential household items 
to ensure our clients are treated with dignity 
and respect as they move into their ‘forever 
home’. Once housed, participants will have 
key services and agencies provide the wrap 
around support required to sustain their 
housing, quickly identifying and addressing 
any issues which may arise. 

Stable and affordable housing provides 
the opportunity to turn lives around, 
creating pathways into community 
connections, building and rebuilding 
of relationships, increasing health and 
wellbeing and potentially leading to 
education and employment. 

This is a fantastic opportunity for Pacific 
Link to demonstrate its capacity to deliver 
on key Premier led initiatives on the Central 
Coast by forming strong partnerships and 
making a difference to the people and the 
community who live here.

PROGRAM 
OBJECTIVES

RAPIDLY REHOUSE 
THOSE WHO WERE 
SLEEPING ROUGH 
DURING COVID-19

PROVIDE ACCESS 
TO CULTURALLY 
APPROPRIATE 
HEALTH, MENTAL 
HEALTH AND 
WELLBEING SERVICES

REBUILD FAMILY, 
COMMUNITY 
AND CULTURAL 
CONNECTIONS

SUPPORT THE 
DEVELOPMENT OF 
DAILY LIVING AND 
SELF MANAGEMENT 
SKILLS INCLUDING 
SKILLS TO SUSTAIN A 
TENANCY

FACILITATE 
ENGAGEMENT 
WITH POSITIVE 
STRUCTURED 
ACTIVITIES SUCH 
AS SOCIAL GROUPS, 
EDUCATION  
AND/OR EMPLOYMENT
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As the COVID-19 pandemic rapidly spread 
across the globe and then moved closer 
to home, the Pacific Link Housing team 
quickly altered working arrangements 
to meet Government restrictions and 
ensure the safety of tenants, staff and 
the wider community. Our organisational 
response was varied and focussed heavily 
on maintaining a high level of customer 
service to our tenants.

Internal systems and processes were 
modified as many team members 
transitioned to working from home. Staff did 
a tremendous job adapting to these new 
arrangements, temporarily changing some 
roles and gradually resuming our normal 
operations as restrictions began to ease.

WELLBEING PHONE 
CALLS
Staff who would normally undertake 
tenancy inspections temporarily modified 
their roles and as at 30 June, had made 
over 700 wellbeing phone calls to our 
more vulnerable and socially isolated 
tenants. The primary aim was to reduce 

the feeling of loneliness, in addition to 
connecting tenants with local support 
services if required. 

“I WOULD LIKE TO PASS ON 
MY SINCERE THANKS FOR THE 
PHONE CALLS. IT IS A SPECIAL 
AND CARING THING FOR PACIFIC 
LINK TO DO, ESPECIALLY FOR 
THOSE WHO ARE LIVING ALONE 
AND ELDERLY.”

INCREASED  
COMMUNICATIONS
Pacific Link increased written and email 
communications to tenants, ensuring 
they were kept up to date with our 
temporary measures to minimise the risk 
of infection and where possible, help to 
ease any feelings of housing insecurity. 
We provided regular updates on changes 
which included postponing the April rent 
review, pausing tenancy inspections, 
head office procedures and staff working 
arrangements. We also notified our 

stakeholders on the mutual expectations 
when working with our tenants and staff, 
to reduce risk and ensure compliance with 
our COVID Safe registration. 

“I WANT TO THANK PLH FOR 
TAKING GOOD CARE OF US 
TENANTS IN KEEPING US UP 
TO DATE WITH WHAT IS GOING 
ON IN OUR COMMUNITY AND 
LOOKING OUT FOR OUR MENTAL 
AND PHYSICAL HEALTH. YOUR 
CARE AND CONCERN IS SECOND 
TO NONE, AND FOR THAT YOU 
ARE TO BE COMMENDED.” 
 

“I TAKE THIS OPPORTUNITY 
TO THANK THE STAFF OF 
PACIFIC LINK FOR ALL THE 
LINKS SENT TO ENSURE WE, 
AS TENANTS, ARE UP TO DATE 
WITH INFORMATION ABOUT 
THE VIRUS.” 
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“THANK YOU FOR CONTINUING 
ALL THE AMAZING THINGS YOU 
DO FOR THE MOST VULNERABLE 
IN THE FACE OF THIS DISASTER.”  

TENANT WELFARE 
AND COMMUNITY 
ENGAGEMENT
Welfare organisations and community 
members reached out to Pacific Link, 
donating items for our more vulnerable 
tenants. OzHarvest provided non-perishable 
food hampers which we distributed to 
approximately 60 tenants who were self-
isolating in their homes to remain safe. 

Pacific Link also received a donation 
of handmade quilts and toiletry care 
packs from three generous community 
members, Gillian, Philip and Rosemary. 
Over 70 of these packs were delivered 
to tenants, each including a handmade 
quilt, toiletry bag and puzzle books 
donated by Lovatts. 

In addition to this practical assistance, we 
also asked local schools to send artwork 
and messages to provide moral support to 
our tenants. Known as the Brighter Days 
program, the response from students was 
heart-warming and the gesture certainly 
helped to brighten the day of our tenants. 
Thank you to Central Coast Grammar, 
Narara Public School and East Gosford 
Early Learning for taking part in this initiative.

“THANK YOU FOR DELIVERING 
THE OZHARVEST HAMPER. I 
WAS ABLE TO MAKE SO MANY 
NICE MEALS AND THAT IT CAME 
JUST AT THE RIGHT TIME. I AM 
SO APPRECIATIVE OF PACIFIC 
LINK FOR ALL OF THE HELP I 
HAVE RECEIVED.” 

“A HUGE THANKS FOR THE 
BEAUTIFUL QUILT AND CARE 
PACK. I WAS NEARLY IN TEARS 
AND SO LOVED EVERYTHING. 
PLEASE GIVE MY HEARTFELT 
THANKS TO THE MAKERS OF 
THE QUILT.” 

“IT WAS SUCH A JOY TO 
RECEIVE THESE DRAWINGS 
AND WAS A LOVELY SURPRISE. 
THESE DRAWINGS ARE PLACED 
WHERE I CAN SEE THEM EVERY 
DAY AS A REMINDER OF WHAT 
WONDERFUL PEOPLE YOU ARE 
IN THE WAY YOU CARE FOR 
YOUR TENANTS.”
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PICTURED
Susan (Pacific Link Housing) and 
Luke (OzHarvest Central Coast)



ABOUT KEY2 REALTY
Key2 Realty is a social enterprise real 
estate agency established in March 2019 
which is wholly owned by Pacific Link 
Housing. Profits are distributed to three of 
PLH’s tenant programs including learner 
driver courses, education scholarships 
and the SHEW program enabling young 
tenants to participate in sport, health, 
exercise and wellbeing activities.

As a specialist real estate agency, Key2 
Realty solely focusses on managing rental 
properties in the Central Coast and Hunter 
regions. Within 15 months of operation, 
the social enterprise had grown to manage 
over 160 properties. This is an amazing 
achievement for any start-up business, but 

is also testament to their quality service, 
professionalism and the support received 
from the community.

COMMITTED LANDLORDS
Key2 Realty’s success to date is thanks, 
in no small part, to the support of their 
landlords. They are everyday people, 
who are fortunate enough to own an 
investment property. Landlords have 
embraced the Key2 philosophy and are 
passionate about providing PLH tenants 
with tools for self-improvement, skill 
development and greater independence. 
They have offered praise of the property 
management service, not only for their 

social purpose, but also for providing 
outstanding service and care of their 
investment property. 

Claire Braund, a landlord with Key2 Realty, 
said that the social enterprise model really 
appealed to her. “I chose Key2 Realty 
because it enables me in a small way to 
give back to the community. The staff are 
knowledgeable, ethical, compassionate 
and highly engaged in the work they do. 
They are prepared to go the extra mile to 
ensure a good match, for both the tenant 
and landlord is achieved,” she said.
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PICTURED
Jonathan McCaig and  
Scott Falzon

KEY2 
REALTY  

Established 2019
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COMMUNITY SUPPORT
Local businesses have also shown full 
support of Key2 Realty and partnerships 
have been forged with many highly 
regarded organisations including property 
developers, real estate agents, welfare 
services and other corporate and 
community organisations. It is through 
these partnerships that Key2 has the 

unique ability to offer landlords, and 
developers who build to rent, a choice 
of tenants that range from upper private 
market individuals to organisations who 
headlease or assist their clients with 
housing, such as disability for example.

Key2 Realty was fortunate to win grant 
funding from the local Bendigo Bank 
branches, to have a video produced 
by the Bank of Goodwill showcasing 
how the social enterprise is helping 
vulnerable community members. This 
video showcases one of PLH’s education 
scholarship recipients and can be viewed 
on the Key2 Realty website.

Central Coast Council also awarded Key2 
Realty with funds as part of their Social 
and Creative Enterprise Grant Program. 
This support will be used to assist with 
marketing activities to promote the 
business and social impact of its support 
through PLH’s tenant programs.

THE YEAR AHEAD
Key2 Realty is extremely proud of their 
success to date and are looking forward 
to seeing what more can be achieved 
with increased support of partners, 
landlords, local businesses and the 
wider community.

In the year ahead, Key2 Realty will 
continue providing expert property 
management service to landlords. 
They also look forward to establishing 
and strengthening partnerships with 
organisations who will further contribute 
to Key2’s growth and ultimately, provide 
more opportunities for PLH tenants.

PICTURED
Scott Falzon and Shane McKinnon 
(Australis Properties) 

PICTURED
Claire Braund and Jonathan McCaig 
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As part of Pacific Link Housing’s 
commitment to investing in our tenants, 
we are proud to provide comprehensive 
tenant support programs, which aim 
to improve the quality of life of our 
tenants through a range of activities. 
Our tenant support programs provide 
tenants with the tools for self-
improvement, skill development and 
greater independence. Where possible, 
the programs also aim to support the 
transition into private housing. 

EDUCATION & TRAINING 
In partnership with Central Coast 
Community College, tenants can undertake 
national accredited and non-accredited 
training programs to gain essential life skills, 
improve employment opportunities and 
increase community participation. Courses 
are fee-free for eligible tenants and funded 
under the Adult and Community Education 
(ACE) Program.

LEARNER DRIVER 
LESSONS 
Partnering with the NRMA Safer Drivers 
School, our program provides tenants 
with the opportunity to develop their 
driving skills through funded lessons with 
a professional instructor. The program 
teaches road safety skills, provides 
logbook credits, in addition to building 
the confidence and independence of 
learner drivers.  

ACTIVITIES & EVENTS 
Throughout the year, Pacific Link 
coordinates various activities and events 
that promote social and cultural inclusion, 
community engagement and celebrate 
milestones and holidays. Community 
garden workshops hosted by the Sydney 
Botanic Gardens have provided tenants 
with the opportunity to meet their 
neighbours, grow fresh produce and learn 
skills they can use in their own garden.   

LAPTOP LOANS 
Tenants who are in good standing are 
able to purchase brand new laptops 
and make affordable interest-free loan 
repayments. This program provided some 
of our more socially isolated tenants with 
assistance to stay digitally connected 
during COVID-19 lockdowns.  

EDUCATION 
SCHOLARSHIPS 
The Sheila Astolfi Education Scholarship 
assists primary, secondary or tertiary 
students with the costs of education 
such as laptops, software, private tuition, 
course fees or textbooks. Awarded 
twice each year, the scholarships assist 
individuals to continue with their schooling 
or embark on a new area of study. 
Scholarship recipients receive the practical 
and moral support needed to achieve their 
educational goals. 

SPORTS SCHOLARSHIPS 
Young tenants aged between 5 and 
17 receive assistance to participate in 
registered sport, health, exercise and 
wellbeing activities. This program not 
only helps with fitness and health, but 
also encourages the formation of life-long 
friendships. Funding is provided to help 
cover costs of registration fees, uniforms 
or other associated costs. 

TENANT ENGAGEMENT
Pacific Link coordinates a range of 
activities to promote encourage tenant 
engagement. Our annual garden 
competition rewards tenants for the pride 
they take in their homes and provides an 
opportunity to win prizes and gift cards. 
This year, we have undertaken several 
other activities to connect with and assist 
tenants who were socially isolated due to 
COVID-19. 

TENANT SUPPORT
All tenants have access to Pacific Link’s 
dedicated Client Support Officer whose 
role is to facilitate connections with other 
agencies within the community. The 
Officer works closely with organisations 
who can assist with a range of areas such 
as aged care, mental health, disability 
services, family support and financial or 
general counselling. 

INVESTING 
IN OUR TENANTS 



HOUSING 
PROVISION  

Central Coast & Hunter Regions

Pacific Link Housing has rapidly 
transitioned from housing 
management to management 
and supply over recent years 
– moving from a zero base to 
a housing portfolio now worth 
almost $20 million.

DELIVERING AFFORDABLE 
HOUSING
We have delivered housing covering the full 
continuum of social, affordable and disability 
housing through a range of projects in Sydney, 
the Central Coast and Hunter regions.
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SOCIAL HOUSING AND 
AFFORDABLE STUDIO 
APARTMENTS
Pacific Link, in collaboration with 
Sydney-based Evolve Housing, has 
completed the construction of three 
studio apartment blocks to provide 
social and affordable housing in Woy 
Woy, Roselands and Canton Beach. 
Leveraging one-off NSW Government 
grants totalling $7 million the Pacific 
Link/Evolve Housing joint venture 
injected their own equity to double 
investment in these projects, increase 
much-needed single occupancy 
housing supply and deliver 87 new self-
contained apartments. 

The 31 Woy Woy apartments, known as 
Talia on Chambers, have been tenanted 
since 2017 providing improved amenity 
for residents with a disability through 
eight adaptable and two accessible units. 

The Roselands project, named Kings 
Landing from a staff competition, 
is designed in keeping with local 
character with 26 studio apartments 
accommodating people on low-to-
moderate incomes. Of these, two 
apartments are accessible and eight 
are adaptable for people living with a 
disability. Kings Landing was officially 
launched during an event in August 
2019, with project partners, the Mayor 
of the City of Canterbury-Bankstown 
and other dignitaries in attendance. 

Designed to be convenient and to 
connect residents with their community, 
Kings Landing is a 10-minute walk from 
Roselands Shopping Centre, while 
a 10-minute bus ride to Beverly Hills 
Station makes the location accessible to 
many employment opportunities.

Like other joint venture projects, the 
Canton Beach development, completed 
in August 2020, includes a building 
caretaker apartment within the 30 unit-
complex and has two accessible units 
and three adaptable. 
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Pacific Gateway Glendale
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Woy Woy Development



FUTURE DIRECTIONS - 
COMMUNITIES PLUS 
The NSW Government’s Future Directions 
for Social Housing in NSW strategy provides 
the blueprint for the Land and Housing 
Corporation’s (LAHC) role to support the 
State’s social housing system.  Under 
the strategy, LAHC are delivering the 
Communities Plus program, one of the 
Government’s key initiatives to grow the 
social housing portfolio. 

Communities Plus aims to redevelop 
under-utilised LAHC property by engaging 
private sector developers and community 
housing providers like Pacific Link to 
design, fund and build affordable, social 
and private housing. 

Pacific Link successfully tendered in 2016 
for the design and delivery of a Communities 
Plus project at Glendale in Lake Macquarie 
– some 15km from Newcastle. Following 
completion of contractual and financing 
terms, the Glendale development application 
was approved in September 2018. 
Construction of the 21 new apartments, 
known as Pacific Gateway, was completed 
in January 2020 by Kingston Building 
and now provides high quality social and 
affordable housing for people on low to 
moderate incomes. The complex comprises 
10 one bedroom and 11 two bedroom 
units, including two units that are disability 
adaptable. Six of the dwellings are LAHC-
owned and the other 15 units are being 
leased in the private housing market 
through Pacific Link Housing’s property 
management social enterprise, Key2 Realty. 
Minister for Water, Property and Housing, 
Melinda Pavey, toured the site in February 
2020 and praised the outcome saying it 
was “the most exciting development” seen 
during her time as Housing Minister. The 
partnership with the NSW Government, 
through LAHC and Communities Plus, 
has enabled the transformation of three 
end of life social housing properties into an 
impressive and socially inclusive community, 
providing much needed accommodation for 
vulnerable members of the local community. 
The project is well located near all Lake 
Macquarie has to offer and has provided 
affordable housing opportunities for local 
residents including students, elderly, and 
single parent households.

DEVELOPMENT  
PROJECTS IN PROGRESS
A development application for a 12 unit 
apartment block in Woy Woy was lodged 
with Central Coast Council in July 2019. 
This project is self-financed by Pacific Link, 
following acquisition of the site from LAHC. 
The three-storey development includes 13 
car spaces for residents and is well situated 
close to amenities and services for residents. 
Demolition of two dwellings has been 
completed and construction is expected to 
get underway in early December 2020.

A further vacant land site in Woy Woy is 
being activated for development of 21 
affordable housing units. This will follow a 
rezoning application for the site which is in 
an area compatible with medium density 
affordable housing.

In Belmont, Lake Macquarie discussions 
are ongoing for acquisition of a site with 
development approval for 13 residential one 
and two bedroom apartments together with 
a small ground level commercial tenancy.
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PICTURED
Canton Beach Studio Apartments

PICTURED
Ian Lynch and Melinda Pavey MP 
(Minister for Water, Property & Housing)

UDIA AWARD  
FINALIST
Pacific Link was honoured that two 
of our developments were named 
as finalists in the UDIA (Urban 
Development Institute of Australia) 
NSW Awards for Excellence for an 
Affordable Development.

•   Pacific Gateway Glendale - built 
in partnership with Kingston 
Building Australia.

•   Kings Landing Roselands -  
a joint venture project with  
Evolve Housing.

The Awards recognise innovation, 
sustainability, industry leadership 
and excellence in urban 
development across NSW and 
the ACT. We look forward to the 
announcement of the winner in 
late 2020.



Pacific Link Housing Limited 
(PLH) is a company limited 
by guarantee, incorporated 
under the Corporations Act 
2001 in 1996. 

The Company is a product of the merger 
of two housing associations based in the 
Hunter and Central Coast who had serviced 
their local communities since 1984. 

PLH is a Tier One community housing 
provider, registered under the National 
Regulatory System for Community Housing 
(NRSCH). This registration involves 
ongoing compliance monitoring against 
seven performance outcomes: 1. Tenant 
& Housing Services 2. Housing Assets 3. 
Community Engagement 4. Governance 5. 
Probity 6. Management 7. Financial Viability.

The Company is also regulated by the 
Australian Charities and Not-for-profit 
Commission (ACNC) and the Australian 
Securities and Investment Commission 
(ASIC). The Company is a public 
benevolent institution with deductible 
gift recipient status as approved by the 
Australian Taxation Office (ATO).

The Board is the custodian of the mission 
statement and purposes of PLH and is 
accountable to members for the pursuit 
of those purposes and the performance 
of PLH. Ultimate responsibility for the 
governance of the Company rests with the 
Board of Directors.

PLH company policy requires that 
appointed Directors have skills, that 
combined, provide expertise in financial 
management, strategy, risk management, 

corporate governance, organisational 
management, property development, 
asset management and community 
engagement. Under PLH’s continuous 
improvement ethos, all directors have 
completed professional development 
with the Australian Institute of Company 
Directors (AICD) or equivalent bodies, 
and participate in an ongoing program of 
development and training. 

PLH’s Governance Policy provides 
a framework and governance tools 
employed by the Board include a targeted 
Committee structure with approved terms 
of reference, director protocol and code of 
ethical conduct, delegation authorities and 
active management of conflicts of interest 
through a directors’ interests register. 
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CLIFF INNES GAICD

Director (PLH & Key2 Realty Pty Ltd)

Commenced 21/05/09
 
Cliff has over 30 years’ experience as 
a Chartered Accountant including 19 
years as the principal of his own practice 
on the Central Coast. A member of the 
Institute of Chartered Accountants, Cliff 
has been a partner in several Sydney-
based chartered firms since 1985. Cliff 
is a Past President of the Rotary Club 
of Gosford and played a key role in the 
establishment of the Rotary Club of 
Gosford City.

 

PETER ALWARD MAICD

Director (PLH & Key2 Realty Pty Ltd)

Commenced 19/07/18
 
Peter has more than 25 years’ experience 
in the retail, commercial, residential and 
hospitality property arenas. He was most 
recently Territory Director of Property & 
Trustee for the Salvation Army, exposing 
him to affordable and social housing, 
aged care, community services and with 
a property portfolio of over $2 billion 
and a development pipeline of $250 
million. Peter also spent four years as 
the Executive Director Property for the 
Sydney Harbour Foreshore Authority. 
Peter is a Non Executive Director at Youth 
Connections Group on the Central Coast, 
holds a NSW real estate licence and is 
a Member of the Australian Institute of 
Company Directors.

 

STEPHEN BRAHAMS FAICD

Director (PLH & Key2 Realty Pty Ltd) 

Commenced 16/07/09

 
Stephen brings to the Board more 
than 40 years’ experience in property 
development, asset management and 
property investment. Stephen has 
worked in Australia, Europe, the UK and 
the USA on many projects including the 
development of social housing. He is 
currently a director and shareholder of a 
London based company and is Chairman 
of the Central Coast Grammar School. 
Stephen holds a NSW real estate licence.

 

LEONI BALDWIN MAICD

Director & Deputy Chair

Commenced 17/05/12
 
Leoni joined the Board in 2012 following 
an outstanding career in the NSW Public 
Service where she held the position of 
Central Coast Regional Coordinator, 
Department of Premier and Cabinet. Leoni 
was awarded the Director General’s Medal 
for her services to the community in 2007 
and Central Coast Woman of the Year and 
Women in Public Service Award in 2011.

 

DEBORAH HOWE GAICD

Director

Commenced 16/07/09
 
Deb has worked in Mental Health Services 
for a significant period of time and, in 2015, 
was seconded as a Senior Advisor at the 
NSW Mental Health Commission. Deb 
currently works at the Agency for Innovation, 
NSW Health as the Mental Health Network 
Manager. Deb has achieved recognition 
through a number of awards including the 
2011 Gosford City Australia Day Community 
Award for Business.  

KIM TIBBEY BA, MAICD

Director

Commenced 25/11/09
  
Kim is the CEO of Regional Youth Support 
Services and a director of Parkside 
Ltd (a multi service youth facility). Kim 
is the current Central Coast regional 
representative at peak body NSW Youth 
Action and participates and advocates 
in many groups including Central Coast 
Homelessness Interagency. Kim received 
the NSW Premier’s Community Service 
Award in 2005 and the 2007 Gosford 
Rotary L J McCarthy Community Award.  
Kim’s community service career has been 
celebrated in the ‘Significant Women 
on the Central Coast” publication. 
In 2017 she won the Woman of the 
Year “Entrepreneur Award” with the 
Professional Women’s Association. 

WAL EDGELL
Chairman  

Commenced 20/11/14
 
Wal is a semi-retired banking and property 
executive with extensive experience 
and past director roles in property, 
fund management and commercial 
finance following a 45 year career 
with Commonwealth Bank of Australia 
and Colonial First State Global Asset 
Management. A past member of the 
Narara Valley Progress Association, Wal 
has a strong commitment to a sense of 
community belonging and supports the 
Wayside Chapel, Youth Off the Streets and 
Multiple Sclerosis Australia. 
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PICTURED (L TO R)
Peter Alward, Wal Edgell, Stephen 
Brahams, Ian Lynch, Cliff Innes, 
Leoni Baldwin, Kim Tibbey (Absent: 
Deb Howe)



DIRECTORS
The following persons were directors of the company during the whole of the financial year and up to date of this report, unless 
otherwise stated:

NAME QUALIFICATIONS AND PERIOD OF DIRECTORSHIP

Wal Edgell Chairman

Qualifications Banking and Property Executive

Years Service 6 years

Special Responsibilities Attends any committee meeting in ex-officio capacity

Leoni Baldwin Director, Deputy Chair

Qualifications BA Ed PE; AMA Mediation

Years Service 8 years

Special Responsibilities Governance, Tenant Opportunity Programs and Social Enterprises Committees

FINANCIAL 
STATEMENTS  

Year end 30 June 2020
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The directors present their report on Pacific Link Housing Limited and its controlled 
entities, being the group for the year ended 30 June 2020. 

The following Financial Report is abridged and full financial statements, including 
notes, are available on the Pacific Link Housing website at www.pacificlink.org.au
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BOARD MEETINGS

DIRECTOR NUMBER ELIGIBLE TO ATTEND NUMBER ATTENDED

Wal Edgell 12 12

Leoni Baldwin 12 10

Clifford Innes 12 11

Stephen Brahams 12 12

Deborah Howe 12 11

Kim Tibbey 12 11

Peter Alward 12 11

Clifford Innes Director

Qualifications Chartered Accountant

Years Service 11 years

Special Responsibilities Finance, Risk and Audit, and Governance Committees, Key2 Realty Pty Ltd.

Deborah Howe Director

Qualifications RN, BA Social Science, MPH, MHA, GAICD

Years Service 11 years

Special Responsibilities Governance and Tenant Opportunity Programs and Social Enterprises Committees

Stephen Brahams Director

Qualifications Licensed Real Estate Agent, Property Development Director

Years Service 11 years

Special Responsibilities Governance and Growth Committees, Key2 Realty Pty Ltd.

Peter Alward Director

Qualifications Property Development Director, Licensed Real Estate Agent.

Years Service 2 years

Special Responsibilities Finance, Risk and Audit and Growth Committees, Key2 Realty Pty Ltd.

Kim Tibbey Director

Qualifications CEO, MAICD, BA Social Enterprise Grad

Years Service 11 years

Special Responsibilities Tenant Opportunity Programs and Social Enterprises Committee

MEETINGS OF DIRECTORS
During the financial year, 12 meetings of directors were held. Attendances by each director were as follows:



PRINCIPAL ACTIVITIES
The principal activities of the Group during the financial year were 
the development and provision of low-cost subsidised housing to 
clients on low incomes and property management services.

During the 2020 financial year the Company was successful in 
making an application for finance to the National Housing Finance 
and Investment Corporation (NHFIC) that will underpin ongoing 
development and construction of new affordable housing.

The Company has a 100% owned subsidiary - Key2 Realty Pty 
Ltd - that is financed by an intercompany loan. The subsidiary’s 
business is to provide property management services to private 
landlords as a licencsed real estate agency. All surpluses 
remitted from Key2 Realty Pty Ltd will be applied towards the 
Group’s objectives.

SHORT-TERM AND LONG-TERM 
OBJECTIVES
The Group’s short term objectives are to:

•   Collaborate with Government and other partners to increase 
the supply of housing;

•   Build property development capacity, through social and 
affordable housing developments with environmental and 
sustainability credentials;

•   Build strategic alliances with relevant partners and 
benchmark and evaluate the success of joint projects;

•   Develop our state of readiness to take advantage of sector 
changes;

•   Continue our thought leadership strategy through our 
evidence-based research program and advocacy to 
stakeholders and lead innovation;

•   Maintain tenant focus and quality of services;

•   Build community and tenant engagement through programs 
to offer opportunities of education and employment

•   Recruit, train and retain our employees and remain an 
employer of choice;

•   Establish and maintain effective and efficient systems;

•   Continue to enhance board development and governance;

•   Maintain housing stock to a good standard; and

•   Maintain a focus on continuous improvement.

The company’s long-term objective:

Pacific Link Housing Limited aims to continue to provide 
affordable and secure housing solutions for those in the 
community who are in the greatest need. We assist those who 
are able to develop new lives and skills to be able to return to 
the mainstream housing market. The Group operates within a 
culture of social justice, fairness and transparency and remains 
accountable to all stakeholders.

STRATEGIES
To achieve these objectives, the Group has adopted 
the following strategies:

 
By using stronger relationship channels, Pacific Link’s aim is to 
effectively advocate and promote the needs of the community 
housing sector with all levels of government. The Group will 
seek to change the traditional perspective of community 
housing as a permanent solution and will take a leading role 
in highlighting the potential for tenants to transition through, 
and exit from, social and affordable housing given focused and 
appropriate support programs.

Pacific Link aims to continue to access opportunities to develop, 
build or acquire more properties in our area of operation in order 
to meet social and affordable housing demand.

Pacific Link will further strengthen the business’s revenue 
base and will seek opportunities for alternative government 
and private funding streams. With the establishment of Key2 
Realty, property owners will be offered the reassurance of 
35 years of property management experience and achieving 
philanthropic objectives through, working with a rent-for-
purpose organisation.

Pacific Link will continue to offer a range of participatory 
methods of tenant involvement and provide programs to assist 
in building residents’ skills and capacity, social inclusion and 
community engagement.

Pacific Link will continue to maintain its properties to a good 
standard to conform with its asset management strategies 
and protect the social amenity and economic value of the 
housing investment.

The organisation has a skilled and professional team who are 
committed to continuous improvement. Pacific Link will promote 
and offer appropriate training opportunities to ensure that the 
highest levels of practice and procedure continue to reflect 
quality service provision for clients. Pacific Link is committed to 
a culture of continuous improvement in all aspects of operation 

DIRECTORS REPORT
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and will make every endeavour to meet the highest standards 
as set down by the Housing and Homelessness Directorate of 
the Department of Communities and Justice and the Registrar 
of Community Housing.

Pacific Link is well positioned to look forward to an exciting 
future. One that includes initiatives to enhance the lives of 
tenants, contribute to a more sustainable approach, grow the 
number of properties available and contribute to the raising of 
the community housing sector’s profile and reputation.

MEMBERS’ GUARANTEE 
Pacific Link Housing Limited is a Company limited by 
guarantee. In the event of, and for the purpose of winding up 
of the Group, the amount capable of being called up from 
each member and any person or association who ceased to 
be a member in the year prior to the winding up, is limited to 
$2, subject to the provisions of the Company’s constitution.

At 30 June 2020 the collective liability of members was $76 
(2019: $110).

AUDITOR’S INDEPENDENCE 
DECLARATION 
The lead auditor’s independence declaration in accordance 
with section 307C of the Corporations Act 2001, for the year 
ended 30 June 2020 has been received and can be found on 
page 5 of the financial report.

Signed in accordance with a resolution of the Board 
of Directors:

Wal Edgell Cliff Innes

Director Director

Dated:  15 October 2020

AUDITOR’S INDEPENDENCE 
DECLARATION 
Auditor’s Independence Declaration under Section 
307C of the Corporations Act 2001 to the Directors of 
Pacific Link Housing Limited and its controlled entities

I declare that, to the best of my knowledge and belief, during 
the year ended 30 June 2020, there have been:

(i)  no contraventions of the auditor independence 
requirements as set out in the Corporations Act 
2001 in relation to the audit; and

(ii)  no contraventions of any applicable code of 
professional conduct in relation to the audit.

PFK CHARTERED ACCOUNTANTS

 
CLAYTON HICKEY

Partner

Dated:   15 October 2020



STATEMENT OF PROFIT OR LOSS AND OTHER COMPREHENSIVE INCOME
For The Year Ended 30 June 2020

 2020 2019

Revenue from Continuing Operations

Revenue from government and other grants  3,628,214 3,623,399 

Other income 13,554,943 12,103,958  
 

 17,183,157 15,727,357  
  

 

Employee benefits expense (3,035,165) (2,801,557) 

Depreciation and amortisation expense (159,908) (123,495) 

Property development expenses  (2,164,063) -

Training expenses (34,207) (21,111) 

Audit, legal and consultancy expenses (229,577) (139,454) 

Insurance expense (298,508) (264,295) 

Property repairs and maintenance (1,478,291) (1,353,377) 

Council and water rates (1,052,964) (1,114,767) 

Rental expense (6,117,741) (6,053,182) 

Repairs, maintenance and vehicle running expense (42,637) (51,018) 

Other operating expenses (924,905) (995,555) 

Finance costs (57,976) (32,446) 

Other expenses (166,265) (200,529) 

   

Profit before income tax  1,420,950 2,576,571 

Income tax expense - -

   

Profit for the year 1,420,950 2,576,571 

Total comprehensive income for the year 1,420,950 2,576,571 
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STATEMENT OF CHANGES IN EQUITY
For the year ended 30 June 2020

 RETAINED EARNINGS TOTAL
 
Balance at 1 July 2019 19,923,282 19,923,282
Profit for the year 1,420,950 1,420,950

Balance at 30 June 2020 21,344,232 21,344,232

Balance at 1 July 2018 17,346,711 17,346,711
Profit for the year 2,576,571 2,576,571

Balance at 30 June 2019 19,923,282 19,923,282
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STATEMENT OF FINANCIAL POSITION
As at 30 June 2020

 2020 2019

Assets

Current Assets

Cash and cash equivalents 7,486,219 1,064,366 

Trade and other receivables 658,476 666,266 

Other assets 218,475 105,178 

Other financial assets 141,354 4,765,159 

Total Current Assets 8,504,524 6,600,969 
    
Non-Current Assets

Property, plant and equipment 274,619 321,647 

Investment property 19,678,691 16,321,286

Right of use assets 221,771 - 

    
Total Non-current Assets 20,175,081 16,642,933 

    
Total Assets 28,679,605 23,243,902 
    
Current Liabilities

Trade and other payables 1,422,855 1,679,274 

Financial liabilities 614,717 659,303 

Employee benefits 353,917 269,558

Lease liabilities 37,492 - 

Other liabilities 682,485 682,485 

    
Total Current Liabilities 3,111,466 3,290,620 
    
Non-current Liabilities

Trade and other payables 30,000 30,000

Lease Liabilities 193,907 - 

Financial liabilities 4,000,000 - 

    
Total Non-Current Liabilities 4,223,907 30,000 

    
Total Liabilities 7,335,373 3,320,620 

    
Net Assets 21,344,232 19,923,282 
   

Members’ Funds

Retained earnings 21,344,232 19,923,282 

Total Members Funds 21,344,232 19,923,282   
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DIRECTORS’ DECLARATION
For The Year Ended 30 June 2020

The directors of the entity declare that:

1.   The financial statements and notes are in accordance with 
the Corporations Act 2001 and: 

(a)   comply with Australian Accounting Standards - Reduced 
Disclosure Requirements; and

(b)   give a true and fair view of the financial position as at 30 
June 2020 and of the performance for the year ended on 
that date of the entity and consolidated group.

2.   In the directors’ opinion, there are reasonable grounds to 
believe that the entity will be able to pay its debts as and 
when they become due and payable.

This declaration is made in accordance with a resolution of the 
Board of Directors. 

Wal Edgell Cliff Innes

Director Director

Dated:   15 October 2020

STATEMENT OF CASH FLOWS
For the year ended 30 June 2020

 2020 2019

 
Cash flows from operating activities
Receipts from tenants & other persons 13,617,105 11,826,693 

Payments to suppliers and employees (16,270,773)  (13,150,831)  

Interest received  43,130  189,648 

Receipts from government sources 3,991,035  2,292,289 

Interest and other charges (57,976)  (32,446)  

    
Net cash provided by operating activities 1,322,521  1,125,353  
   

Cash flows from investing activities
Payments for property, plant & equipment  (132,537) (174,157)

Proceeds from sale of assets 38,870  21,596 

Payments for investment properties (3,357,405)  (5,583,081) 

Net cash used in investing activities (3,451,072)  (5,735,642) 
 
   

Cash flows from financing activities
(Repayment of)/proceeds from borrowings 3,955,414 (26,746) 

Payment of finance lease liabilities (28,815)  - 

Net cash (used in)/provided by financing activities 3,926,599 (26,746) 

    
   

Net decrease in cash and cash equivalents held 1,798,048 (4,637,035) 
Cash & cash equivalents at beginning of year 5,829,525  10,466,560 
    
Cash & cash equivalents at end of financial year 7,627,573 5,829,525 
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PARTNERS 
AND STAKEHOLDERS  

Pacific Link Housing would 
like to thank our partners and 
stakeholders for their support:

COMMONWEALTH 
GOVERNMENT
National Housing Finance and Investment 

Corporation (NHFIC)

STATE GOVERNMENT
NSW Department of Communities and 

Justice

NSW Department of Health

NSW Land and Housing Corporation 

(LAHC)

Registrar of Community Housing

LOCAL GOVERNMENT 
COUNCILS
Central Coast 

Cessnock 

Lake Macquarie 

Maitland

Newcastle

Port Stephens

PEAK AND 
PROFESSIONAL BODIES
Australasian Housing Institute

Australian Institute of Company Directors

Community Housing Industry Association

Community Housing Industry Association 

NSW

Governance Institute

PowerHousing Australia

Property Council of Australia

COMMUNITY PARTNERS
Allambi Care

ARAFMI

Baptist Care

Benevolent Society

Bungree Aboriginal Association

Carrie’s Place

Catholic Care

Coast Shelter

ConnectAbility

Gosford Regional Community Services

Key2 Realty

Lifeline

Neami National

New Horizons

Nova for Women and Children

Oasis Central Coast

OzHarvest

RYSS - Regional Youth Support Services

Samaritans

Sydney Royal Botanic Gardens 

Tiny Homes Foundation

Ungooroo Aboriginal Corporation

Uniting

Wesley Mission

Youth Connections

CORPORATE PARTNERS
Booth’s Motor Group

Gosford/Erina & Coastal Chamber of 

Commerce

Harvey Normal Commercial

CORPORATE PARTNERS, 
CONSULTANTS & 
CONTRACTORS
ADG Architects

Australian Social Value Bank

Bendigo Bank

Chris Ryan Legal

Commonwealth Bank

Deloitte

Evolve Housing

Kingston Building

Minsters Legal

Nurture HR

OneCloud IT Solutions

PKF

Propell Projects 

PSD Brand Design

Seafront

Skope Constructions

TCB Project Managers

Termimesh/Smart Build

Westpac Bank

EDUCATION
Central Coast Community College

University of Newcastle

DEVELOPMENT
Active Edge Constructions

Australis Properties

Baxter Homes

Dordogne Property Trust

MEDIA
ABC Radio Central Coast

Business Access

Central Coast Business Review

Coast Community News



CONTACT 
OUR TEAM 

ADDRESS 
280 Mann Street, Gosford, NSW 2250

MAIL 
PO Box 1888, Gosford, NSW 2250

Telephone 
02 4324 7617 

Email 
info@pacificlink.org.au

Website 
www.pacificlink.org.au

ABN 
82 074 394 648




