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Welcome to our 20/21 self evaluation. It will bring you up to date on our performance against our 
OneLinc objectives, as well as how we have responded to the events of the past year, and what a 
year it has been.  

We have all felt the impact of the Coronavirus (COVID-19) pandemic. Our lives have changed 
dramatically and while health and housing have always been a priority, the last year has shown 
just how vital it is to have good healthcare and safe and secure homes. Our purpose, creating the 
right environment for people to flourish, took on a new meaning as colleagues adapted to changes 
in the work environment and customers experienced some significant differences in how we were 
able to provide our services. 

As a housing and care provider, we have seen first-hand the impact of Coronavirus (COVID-19) 
in our nursing homes and extra care schemes. No amount of thanks and praise can truly capture 
how selfless, inspiring, and hard working our nursing home and extra care teams have been. They 
have kept our residents safe, cared for their health and protected their wellbeing, thank you to each 
of you.

Our OneLinc culture shone through as colleagues rallied round to support our nursing homes and 
extra care schemes, with many volunteering their time to lend a helping hand. Throughout Our Self 
Evaluation you’ll read about Andrew’s experience of volunteering, he says “If there’s one thing I’ve 
taken away from this experience, it’s that my colleagues working in Linc’s nursing homes are simply 
incredible. The hours they put in, their positivity and the way they treat the residents like they are 
family, is inspiring.” 

Our housing team have found creative ways to engage with and support customers. From regular 
check ins with those who needed it most, to activity packs for children and families, online scrutiny 
bootcamps to encourage engagement and support for older residents with staying connected 
using technology; the team have put the wellbeing of our customers at the centre of their work. 

Despite the challenges of the last year, we continue to play our part in solving the housing crisis 
and have met our development target, with 216 new houses and apartments now being called 
home. We obtained £990,00 in funding from the Welsh Government as part of their Phase 2 
Homelessness Programme which was launched in May 2020, with the aim of providing permanent 
accommodation for everyone who was given emergency shelter during the first wave of 
Coronavirus (COVID-19). We have also been successful in obtaining grant funding for health care 
projects, innovative construction techniques and regeneration opportunities.

From procuring PPE, to finding tech solutions for our new agile way of working, giving wellbeing 
support during some of the toughest times, to providing timely and accurate health and safety 
guidance, our colleagues have been working hard to ensure our business can run smoothly. 

There have been some big issues brought to the fore this year and we’ve been challenged in many 
areas, as a business and as individuals. 

When George Floyd was killed by a white police officer on 25 May 2020 it sparked protests 
across America and Europe. People united to stand against racism and the police killings of black 
Americans. We were shocked and horrified by George Floyd’s death and it has caused us to really 
think about the world we live in and reflect upon the racial injustice sadly so many face. We are a 
business driven by our values, and we are clear on our stance:

Black Lives Matter

We stand against systemic racism

We see and hear those who are fighting against racial injustice

We commit to educating ourselves on this issue

Throughout Our Self Evaluation you can read more about our work on promoting equality and 
celebrating diversity. 

As we seek to develop homes fit for the future, we recognise our role in protecting our planet. We 
have engaged with new and innovative building methods and are addressing our working practices 
to reduce our carbon footprint, you can find out more throughout Our Self Evaluation. 

The past year has contained lots of unexpected challenges and while we look forward to working 
on our ambitious plans, we will certainly learn from what 2020 has taught us and always prioritise 
the health, safety, and wellbeing of our customers and colleagues. 
 



Introduction

We are Linc  
Linc Cymru is a Housing Association and Care provider. It’s what we do but is only the beginning of 
our story.   

At Linc, we believe in creating the right environment for people to flourish. The homes we build 
and the natural environments that support them contribute to improving people’s quality of life, 
and as a care provider we work with Local Authorities and the NHS to address the needs of our 
ageing population. We are a socially responsible business focused on building a prosperous and 
healthier Wales, a great place to live and work, now and in the future. Committing to this purpose 
has seen us carve out an identity, one which impacts the direction of our story and how we tell it.   

Our values are who we are, and we hold firm to these:

We are passionate, taking pride in everything we do and driven by a positive, infectious attitude. 
This fuels our desire to work together to create environments where people can flourish and a 
happier, healthier Wales. 

Our passion makes us ambitious. We are curious, embracing new ideas that will provide great 
experiences for our customers and colleagues and always looking to find ways to challenge ‘the 
norm’. 

But our ambition is based on listening and being respectful. We value our customers and staff and 
listen to and learn from them; we never create change for the sake of it but use insight to help us 
respond to their needs.

Our story 

Who we are and why we exist are the fundamentals of Linc, and while the world around us 
changes and throws us plenty of curveballs, our passion and ambition to provide homes that add 
value to each phase of our customers life, remains constant. 
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When we established our purpose and values, we saw them as our starting point and used them 
to challenge ourselves. Our OneLinc business plan sees us navigate through our vision to establish 
the chapters of our story, giving us clarity about who we are now and where we see ourselves in 
the future.  

In essence, we are seeking to deliver on the things that make the biggest difference to our 
customers and partners, fulfilled within a working environment that is based on positive 
relationships and wellbeing.   

In the spirit of being passionate, ambitious, and respectful, we want to:

Solve the housing crisis –we see our role as a house builder that creates homes that respect 
the natural environment, support a healthier way of living and adds value to the surrounding 
community.  We are already ahead of our target to create 1700 new homes by 2026 thanks to the 
strong partnerships we hold with like-minded service providers and funders who want to see a 
Wales where everyone has a home where they can flourish.  

Coach and empower – We believe in people. While life can present many challenges, we want 
to be there for our tenants and residents when they need us. We will work alongside them to 
problem solve, offer a fresh perspective, and show them that they matter. When we take a genuine 
interest in people’s lives and circumstances, it helps us to understand who they are and unlock a 
far stronger solution to their challenges. By being authentic in our relationships with people and 
by empowering them to achieve their personal goals, then the happy and healthier Wales that we 
want to see will be even closer.  
 
Be a help, not a hindrance – People want services that fit around their daily lives, whether it’s 
working night shifts, family commitments, or simply a busy social life, we don’t want our services 
to complicate people’s plans or make life harder. Digital service delivery and our intelligent use 
of data to inform our decisions, is at the forefront of the changes we are making so that tenants 
can get what they need and want, when it suits them. This approach to service delivery will free 
up staff time to play a greater role in communities, something we feel is where we can have our 
greatest impact.  
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Our Self Evaluation

What is Our Self Evaluation?

Effective self evaluation is one of the ways in which a Housing Association can be accountable to 
tenants, service users and other stakeholders. It is how we continually review our performance to 
make sure we are demonstrating that we are well governed, financially viable, provide good quality 
services and that we strategically plan for business and sector risks. 

How do we self evaluate? 

Throughout the year we gather information and monitor our performance to drive and support 
our corporate planning and learn from our experiences in order to continue to improve our 
services. Each year we complete a self evaluation against our Strategic Objectives and the Welsh 
Government’s Regulatory Performance Standards. We use an embedded approach to continuous 
improvement with each business area of Linc being fully involved in the self evaluation by owning 
their own data and submitting it at regular intervals. This information is based on performance 
management information, internal audit and assurance, business continuity and risk information 
and benchmarking against the sector. This information is also tested against significant staff 
and tenant engagement to see if we are meeting our targets. Every year, we work with an external 
research company to contact tenants to find out more about the service they receive from us. 
Over 500 tenants are contacted each year. The Welsh Government Regulator sets 9 questions that 
we must ask and we add a number of additional questions to ask tenants to help us improve our 
services. It provides an overview of our performance, highlighting what we are doing, comparing 
against our previous performance and the Welsh Housing Average and sharing some of the things 
we plan to work on next.

When the UK went into lockdown in March 2020, the way we worked and delivered our services 
changed dramatically. 

We quickly recognised the impact the pandemic was having on our colleagues and customers. It 
was an uncertain time and so much of our lives changed. 

Our colleagues continued to work hard, adapting to their new way of working, while always 
prioritising the health and wellbeing of our customers. 

Coronavirus (COVID-19) Pandemic 

Our Community Engagement team supported residents in our extra care schemes to 
use digital methods of communicating with their loved ones, such as FaceTime and 
Zoom calls

Our Strive team partnered with Fairshare and local supermarkets so that our customers 
who were struggling to access fresh food, for health or financial reasons, were 
supported

During the periods of lockdown, our housing team supported tenants through regular 
phone calls, helping to prevent feelings of isolation and loneliness

Advice and support on important issues such as protecting your mental health and 
domestic violence were provided by our Community Safety team 

•

•

•

•
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While the Coronavirus (COVID-19) pandemic has been extremely hard, we have seen communities 
join forces and many positive outcomes achieved. One example has been the creation of the 
Lewistown Community Pantry.

76 year old Pat has been a regular customer at Lewistown Community Pantry since it opened last 
November. Pat lives with her grandson who works very long hours and doesn’t have much time to 
shop.  

‘The pantry has been an absolute Godsend to me,’ says Pat. They’ve been extremely kind and have 
delivered to me as I can’t manage to carry the heavy bag of food that they bring.‘

‘The man who delivers it always has a smile and we exchange a bit of banter together, so as well as 
the food, it’s been lovely to see someone.’

Pat has had to shield during the pandemic so having food brought right to the door has been 
especially helpful. 

‘The food is marvellous too, I’m very pleased with it. And we’re stopping food being thrown away, so 
it’s a win win for everyone.’
 
Our nursing homes and extra care schemes were significantly impacted, as they continued to 
provide the care and support their residents needed, while also protecting them from the virus.

They regularly adapted to new guidance from Public Health Wales and Welsh 
Government 

They introduced stringent measures to protect residents, such as increased cleaning 
and sanitising regimes, the strict use of PPE, and regular Coronavirus (COVID-19) testing 
for staff 

They thought of creative and engaging activities for residents that benefitted both their 
physical and mental health 

They introduced new ways of communicating by setting up video calls for residents and 
their loved ones

•

•

•

•

Andrew is a Project Manager in the Development team at Linc, but when the Coronavirus 
(COVID-19) pandemic started to impact significantly on our nursing homes and put the 
development side of the organisation on hold, he was redeployed to help out at Penylan House 
Nursing Home in Cardiff. Here’s what Andrew shared with us when he was volunteering at the 
home.

“When I started helping out, I was a little nervous. This was going to be very different to my usual 
day job and I wasn’t sure what to expect.

On my first day helping on the dementia unit, I realised I had nothing to be nervous about. It is an 
experience I’ve found incredibly humbling and rewarding. I look forward to spending my time there 
and that’s thanks to the wonderful residents who always make me smile, and the hard-working 
staff who are so passionate, kind and committed.

My day starts when I assist with preparing breakfast and deliver it to the residents. There are a few 
residents who need a little bit of help with eating their breakfast, so I sit with them to give them a 
helping hand. This has been a good way of building trust and letting them know that I’m there for 
them, as we sit together at breakfast time, we really get to know each other.

From there I do some cleaning up, make fresh tea and coffee and socialise with the residents. I’ve 
been spending time with Beryl, who has the most endearing Scottish accent, and Matt, who enjoys 
sitting out in the garden and having a chat about his Dad who was a keen gardener. Both Beryl and 
Matt really enjoy this time and I am grateful for it too.

I’m also spending time with June, a resident at Penylan for respite care, sitting with her drinking 
tea and doing some colouring in, which she really enjoys. Moments like that make it so worthwhile 
and it’s such a joy to be June’s new friend.

It has been really emotional to think about how the families of these amazing characters must be 
feeling, not being able to visit them as they used to. I feel incredibly privileged to be able to sit with 
them, make them tea, have a chat and hopefully brighten their day.

If there’s one thing I’ve taken away from this experience, it’s that my colleagues working in Linc’s 
nursing homes are simply incredible. The hours they put in, their positivity and the way they treat 
the residents like they are family is inspiring.”
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Our Homes

The Coronavirus (COVID-19) pandemic shone a light on how important it is to have a safe and 
secure home. We are committed to maintaining our homes and the communities that they’re a 
part of, to ensure our customers live in an environment where they can flourish. 

What we’ve been doing…

2019/20 2020/21

Tenant Arrears 2.40% Despite the challenge of the 
Covid-19 pandemic, arrears 
have remained stable. 

2.40%

No of tenants in receipt 
of Universal Credit

836 Tenants are continuing to 
move across the universal 
credit 

1220

No of tenants evicted 9 During the Covid-19 pandemic, 
the Welsh Government placed 
a temporary ban on evictions.   

0

Time to let a new home 24 days During the Covid-19 pandemic, 
there have been periods when 
we are been unable to let our 
properties, or there have been 
severe delays with undertaking 
the necessary repairs. 

43 days

Reported cases of 
Anti-Social Behaviour

438 During this period, the cases 
of anti-social behaviour 
increased. 

539

Tenant’s been supported 
by the STRIVE team

145 An increase in tenants 
accessed our in-house 
support team, called STRIVE

163

Number of calls taken 
and % of 1st point of 
contact resolution 

33,247 calls/
70.86%

More calls were resolved at 
the first point of resolution, 
solving queries quicker, 
without having to speak to so 
many members of staff. 

33,923/87.74%

Abbeyfield Wales Society

The Abbeyfield Wales Society (AWS) is a registered exempt charity dedicated to supporting the 
older people during their senior years and has been running for more than 60 years. AWS owns 
several older persons housing schemes across Wales. 

In 2020 they began looking for a merger partner, the aim was to ensure its long-term financial 
strength to optimise the quality of its homes and services for residents.

Following a competitive tender process involving several housing associations, Linc Cymru (Linc) 
was chosen as the preferred merger partner.

Scott Sanders, CEO Linc said; “We are delighted to be selected as the preferred merger partner 
for Abbeyfield Wales Society. From the outset we identified strong alignment between the two 
organisations. We are committed to ensuring that we preserve the AWS identity and heritage and 
that the two organisations learn from each other’s strengths.”

For residents, keeping the continuity of their services is a top priority and we will work to ensure that 
any merger does not have any impact upon them.”

We are currently working through a due diligence process that will see us officially merge with 
Abbeyfield Wales Society at the end of this process, later in 2021.

Our merger will not affect your tenancy or any of the services you currently receive from Linc.  
It simply means that we will be extending our services to Abbeyfield Wales Society tenants by 
becoming their landlord.

Our future plans

Launching a new customer portal where customers can easily view their rent account, 
pay their rent, and report a repair

Embed our Tenant Sustainability Strategy leading to improvements in service delivery

•

•
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Building and Maintaining our Homes 

Linc is entering an exciting new phase of our development program.  

As part of our commitment to solving the housing crisis, we’ve set ourselves an ambitious target 
of building 1700 new homes by 2026 and we’re moving into the sales market for the first time.  

We have been working on a wide variety of projects over the last year, including an extra care 
scheme in Rhondda Cynon Taf built using modular construction, and a wellness village in 
Bridgend. 

We are committed to ensuring a high standard in each of our homes, and we take health and 
safety extremely seriously. Our regular estate inspections, along with our reactive repairs team and 
planned maintenance programme (such as new kitchens, bathrooms, boilers, and windows) help 
keep your home in good condition, while also keeping you and your family safe.

What we’ve been doing…

New homes

Property Type Number

General Needs 27

Extra Care Schemes 40

Sheltered Housing Schemes 108

Supported Housing Schemes 0

Intermediate Rent 41

Property disposals

Voluntary disposals 10

Shared Ownership 5

Homebuy 1

Number of day-to-day repairs 
carried out/average cost per 
repair (reactive)

2019/20

9.737 (average 
cost per repair 
£205)

2020/21

11,052 (average 
cost per repair 
£200)

Reactive Maintenance

Planned upgrades 

Kitchens 

Target

92 

Actual

104

Bathrooms * 84 56

Windows 62 57

Doors 69 116

Boilers 128 131

Roofs 21 27

*  a number of bathrooms planned to be carried out in this year were turned down by tenants due 
to concerns around Covid-19. Whilst many tenants were happy for kitchens to be replaced as 
access to their home could be gained through a rear door, there were higher numbers of concerns 
about replacing bathrooms which are upstairs within the home  
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Health and safety  

Accidents: The number of accidents per 100 employees is low at 0.34.

Audit completion: 110 audits completed out of a total audit target of 132. The target was not 
achieved due to restricted access for Coronavirus (COVID-19) reasons.

Health & safety training: Completion rate of 90%, 2 % under the target of 92%. Having to move 
from face-to-face learning to e-learning contributed in some of the courses being harder to 
complete, such as UKATA asbestos training, this contributed to the missed target.

Asbestos process and procedures: Nearly 90% of asbestos management surveys have now been 
completed. The AMP and processes are continually reviewed and targeted surveys for specific 
pieces of work have now been introduced to all of Linc’s planned replacement programs.

Electrical fixed wiring improvement program: The EICR is running at high completion rates with 
99.80% of electrical certificates being less than 10 years old and 99.98% of electrical certificates 
less than 5 years old.

Legionella: The annual program of legionella performed above its target of 95% for the majority of 
20-21 and finished in March 21 on a completion rate of 97.41%.

Gas safety and smoke detection: Linc were 99.74% compliant against a target of 100%.

What are we planning?

To build an additional 266 affordable homes
Establish a property sales subsidiary 
Continuing to focus on improving customer satisfaction with our repairs service
Exploring a Health & Safety Accreditation system (ISO 45001)
Progress our new Asset Management Strategy

•
•
•
•
•

Awards 

Our talented development team have been shortlisted for some industry awards this year, 
including:

Best Use of Hybrid Technology, Offsite Awards 
Best Affordable Housing Development (less than £10million) Inside Housing Development Awards 
Best Development Team, Inside Housing Development Awards 

Despite the challenges of engaging with customers during the pandemic, our community 
engagement and regeneration teams used creative ways to stay in touch and ensure tenants 
voices were heard. 

Many of our community engagement, community regeneration and community benefits activities 
are delivered in partnership with our customers, third sector organisations, mainstream services, 
and other stakeholders.  

This year, we refocussed our plans to put our resources into supporting activities and teaching 
around health and wellbeing outcomes. 
 

Community Engagement and Regeneration 
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What we’ve been doing… 

Highlights from Community Engagement 

Produced a range of financial and wellbeing information to support tenants during the year.

Supported tenants to access a wide range of online courses and networks.

Issued over 1200 activity packs to older people, families, and children.

Held a virtual VE Day online celebration with over 900 households.

Supported a range of community groups with a grant funded programme, enabling them to 
distribute over 500 food parcels to the local community.

Finished our Heritage Lottery Funded programme ‘Loving the Lysaght’, which included 
collecting almost 50 digital and audio stories, and a musical performance with lyrics written 
by pupils of Lliswerry High, Newport.

Set up a ‘Magical Memories Project’ supporting almost 50 tenants to access volunteering 
and reduce loneliness and isolation. A range of opportunities were set up including a 
Community Pantry, plant swaps, and a number of community-led initiatives.

Worked alongside tenants and community partners to produce a Black History Month 
publication, celebrating the lives of Black people in the past and present. This was shared 
with local primary schools as an educational resources and resident groups.

•

•

•

•

•

•

•

•

Surveyed over 250 tenants to ask them how they rated our services.

Surveyed almost 550 tenants to ask them their views on our affordability and rent
setting policy.

Received feedback from almost 100 tenants on our contract ‘LCB’ code of contact.

Attracted several new members to the Tenant and Residents Strategic Group who have 
helped shape the Tenancy Sustainability Strategy.

•

•

•

•

Listening to tenants’ voices

£40,000 from the Open University to work in partnership in Blaenau Gwent.

£60,000 from the Heritage Lottery Fund to complete the ‘Loving the Lysaght’ project. 

•

•

Additional funding obtained to support this activity included:

Creating an additional garden and seating area at ‘Scholars Court’ (over 55’s housing 
scheme in Newport) in partnership with R&M Williams.

Working with Jehu Construction to provide a garden and planting area for St Michael’s RC 
Primary School in Treforest.

Providing funding for Caerphilly in Bloom, Caerphilly Bird and Bat Rescue, and St Martins 
School Caerphilly -  associated with Jehu and our Quarry House development.

Donating funds to Rassau Community Centre, Glyncoed Primary School, and the local 
foodbank in connection with Morganstone and the second phase of our College 
Road development. 

•

•

•

•

Highlights from Community Regeneration:
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Additional funding obtained to support this activity included:

Natural Resources Wales funded three additional raised beds, topsoil, poppy seeds, native 
hedgerow and a flagpole to display the community green flag working with the Lysaght 
Institute community gardening group. 

Welsh Procurement Alliance awarded us £10,000 for community benefits associated for 
greening projects at Morrison Court and Sirhowy Court. (Work on this has been delayed 
because of the impact of Coronavirus (COVID-19).  

Supported Aberbeeg Community Centre to gain £12,000 in grant funding to purchase an 
energy efficient heating system.

•

•

•

What are we planning?

Continue to strengthen the Tenant and Resident Strategic Group 

Undertake a number of tenant scrutiny interventions to improve our services 

•

•

Our Environmental Impact 

Climate change is a priority for the Welsh Government, who were one of the first to declare a 
climate emergency in April 2019 and set out an ambitious target to achieve net zero carbon
by 2050.   

We recognise our responsibility in meeting the ambitions of Welsh Government, and we will keep 
the Wellbeing and Future Generations Act and its seven goals at the forefront of our minds as 
we shape our priorities. Creating outcomes in collaboration with our colleagues from public and 
private sectors will help us deliver a range of Welsh Government objectives and achieve value for 
money. The below is a highlight of our current work in this area:  

Improving the efficiency of homes - Working on an ‘Optomised Retrofit Pilot 
Programme’. This means we are working with 68 partners, supported by the Welsh 
Government Innovative Housing Fund, to improve the efficiency of almost 1,400 homes. 
This will help us learn how to make Welsh homes more energy efficient and improve the 
lives of future generations. 

Providing environmental training opportunities - We are working with other housing 
associations and an environmental charity ‘Cynnal Cymru’ to work together to improve 
Carbon Literacy within housing. Carbon literacy is, ‘An awareness of the carbon dioxide 
costs and impacts of everyday activities and the ability and motivation to reduce 
emissions by an individual, community and organisational basis.’ A bespoke Welsh 
Housing course has been developed and will be rolled out to housing staff working
in Wales.   

Listening to local people to shape the environmental response – We worked alongside 
partners to host the first Climate Assembly in Blaenau Gwent, funded by the Welsh 
Government. 50 local people were randomly selected to take part. They learnt about 
climate issues facing the communities, and then worked together to tackle the question 
‘What should we do in Blaenau Gwent to tackle the climate crisis in a way that is fair and 
improves living standards for everyone’. The citizens then came up with a number of 
recommendations for the housing organisation to consider.  

•

•

•
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What are we planning?

Develop a 3-year environmental strategy

Train up to 50 staff to become ‘Carbon Literate’ through our new ‘Carbon Literacy’ 
accredited training course

Complete a whole business carbon and environmental assessment with an
external provider

•

•

•

We are committed to delivering services that meet the needs of our tenants and residents to 
ensure that we achieve value for money in all that we do. 

Great quality services are an essential part of VfM, delivering high levels of satisfaction and 
positive outcomes for customers, communities, and our colleagues. Customers have been, and 
will continue to be, involved in the development and implementation of our approaches to VfM.

VfM is not just about saving money. It is about ensuring Linc is economical, efficient, and effective 
and with equity at the heart of our business.  

At the end of last year, we set ourselves several specific areas of focus for the year 
2020-2021. Progress on these areas of focus is set out in the table below.  

Managing our Finances and Value for Money

Areas of focus 2020/21

Area of focus

Launch our new agile working plan and 
principles

Update

The pace of change happened much 
faster than anticipated due to Coronavirus 
(COVID-19), with many of our teams beginning 
to work from home or other remote locations.  
Our new flexible approach to working, shaped 
around our customer service, has now been 
launched.  We hope both our colleagues and 
customers will see a positive difference with 
this new way of working. 

Releasing efficiency savings through our 
new finance and housing management 
system

We launched the first phase of our new 
housing management system in March 
2021. This will help us spend less time doing 
administrative tasks, which the new system 
can do for us, and instead utilise our time and 
resources out in our communities and with 
our customers. 

Our new finance system will be launched later 
in 2021.

Capturing social value returns across a 
wider range of activities

We have been working with partners and the 
Welsh Government to explore a social value 
measurement tool called ‘Themes, Outcomes 
and Measures’. We hope to start using this 
later in 2021. 

Develop an environmental strategy During 2020-21 we worked with a specialist 
environment organisation to understand our 
environmental impact. Our new strategy is in 
progress and will be launched in the autumn 
of 2021.

Review our approach to service charges 
through cross business and tenant 
collaboration

This is an ongoing area of work.  We are 
working hard to improve our service charge 
process and keep costs affordable for tenants. 

Revise and refresh how community 
benefits are embedded into contracts

This is an ongoing area of work.  All new 
contracts are being revised to ensure that they 
maximise the benefit to the local community 
through a range of measures such as job 
placements, cash sums and volunteering 
opportunities. 
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What are we planning for the future?

Procurements of new contracts achieve value for money.

Explore rent affordability to gain further understanding of the impact on tenants.

Continue to review service charge process and practices, ensuring that service charges are 
minimised where possible, and are in line with good practice and meet tenant requirements. 

•

•

•

We are passionate, ambitious, and respectful and we’re working hard to shape a Linc where our 
culture and business commitments reflect these values. 

Here’ll you find an update on how we’re making progress in some key areas of our culture:

We celebrate diversity and promote equality  

Linc Race Equality Group 

In January 2021, the Linc Race Equality Group was set up. The group was tasked with progressing 
the broader race equality agenda at Linc and have created an action plan. They have three key 
priorities moving forward:  

Improving data and reporting on ethnic minority groups held across the business. 

Up-skilling key staff groups on race equality, white privilege, and unconscious bias. 

Reviewing recruitment and selection processes to ensure Linc attract and promote 
inclusiveness and improve workforce diversity.  

•

•

•

Deeds Not Words  

Tai Pawb is a Welsh charity set up to promote equality and social justice. In July 2020, they 
launched the ‘Deeds Not Words’ pledge and urged housing organisations to sign up. The pledge is 
deemed as the necessary first step in addressing the concerns of communities experiencing racial 
inequality. The pledge has four strategic themes for us to address, these are:   

Mitigate the impact of Covid-19 on Black, Asian and other minority ethnic staff
and communities.   

Improve the ethnic diversity of the Board and staff at all levels. 

Communicate and engage. 

Develop an inclusive culture. 

•

•

•

•

Life at Linc 



We are committed to every aspect of this pledge and the Linc Race Equality Group has produced a 
‘Deeds Not Words’ action plan.   

Addressing inequality and injustice has seen us take these discussions to our Board, our Executive 
Team and our Senior Leadership Team. We are fully committed to this agenda and are pleased 
that changes to improve equality and diversity at Linc are already taking place. 

We are currently working alongside 3 housing associations, Tai Pawb and Race Council Cymru to 
fund and launch a project that supports ethnically diverse candidates to become ‘Board ready’. 
The project is about supporting and up-skilling candidates through a blended approach of training, 
coaching, and shadowing so that when appointments become available, candidates with valuable 
lived experiences are ready to apply their knowledge and talents to improve governance
across Wales. 

We have launched our revised ‘equality impact assessment’ toolkit to ensure that our services, 
policies, procedures, practices, or decisions do not have an unintended negative impact on 
anyone with protected characteristics and have reviewed and made changes to our online 
equality, diversity and inclusion learning modules. In addition, we are now reviewing our policy to 
ensure it meets the standards required to promote equality throughout Linc, for both our 
colleagues and customers.

We are a responsible business 
We appreciate that how we run our business can impact society, from the local economy to the 
natural environment. Linc is working with Business in the Community (BITC), a business led 
membership organisation dedicated to responsible business, to improve and grow our responsible 
business practices.   
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We are passionate about sustainability  
Our commitment to protecting the natural environment is a key theme in our developments and in 
how we run our business. From green infrastructure to passivhaus certified homes, an all-Wales 
partnership on optimised retrofit and a reuse, recycle ethos, we know that protecting this world for 
future generations is our responsibility.    

We are currently working with SUSS Housing, to gain a better insight into our carbon footprint and 
are currently developing our environmental strategy.  

The wellbeing of our colleagues is a priority  
We recognise that the Coronavirus pandemic will have had a huge impact on our colleagues and 
customers. While how we live our day to day lives was impacted by the pandemic, so too was our 
work life.  

Linc had been moving towards an agile way of working pre-pandemic, but the impact of 
Coronavirus saw the pace of this work increase significantly. While we adapted to this new way of 
working, we also spent time considering how we can best support our colleagues.  

We recently implemented our new ‘Fit to Flourish’ approach, which takes a fresh look at our
one-to-one process and compliments our new agile way of working. At its core are frequent, 
positive and productive conversations around five key areas -  Support, Insight, Progress, Learning 
and Updates. 

‘Fit to Flourish’ sees check-ins and check-ups, as well as an annual wellbeing plan. It’s been 
developed to ensure our colleagues get the support they need and have the opportunity to talk 
openly about how things are going. The framework also includes progress on objectives and goals, 
as well as rewarding excellence and providing insights for improvement.   
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Progress on our Business Plan 

The OneLinc Business Plan 2019-21 features 4 distinct priorities, below are key highlights from our 
action plan to help us achieve our purpose, ‘creating the right environment for people to flourish.’   
Due to Coronavirus (Covid-19), we refined our plans, and an update can be found below:

Modern and Excellent Services Status

Replace housing management system (Dynamics 365) Completed

New heating contract awarded  Completed

Undertake an automated worker/robotic trial to reduce administration burden Completed

Prosperous Business

Develop a range of procurement policies and procedures Completed

Review service charge process  Carried forward

Rent affordability model and approach is consulted and shaped by 
tenants and residents Completed

The Board Assurance Framework is used to inform business decisions Completed

An Environmental Strategy is developed Carried forward

A new Assessment Management Strategy is developed Completed

Wellbeing and personal development 

Develop and implement a Tenancy Sustainability Framework Completed

Develop and agree our principles of agile working practices Completed

Develop a revised Wellbeing Strategy Completed

Reduce the reliance on agency staff within Nursing Homes Completed

Reducing the reliance on agency staff in nursing Ongoing 

New business and growth

Arrange private funding to meet Linc’s development plans Completed

Review the development viability model to ensure it meets the Welsh 
Government requirement for grant gap funding Completed

Establish a property sales subsidiary Carried forward

Deliver 190 new homes Completed

Develop a Research and Development strategy  Completed

Research and review models of extra care and community living for
older people Carried forward



We would love to hear from you. Your feedback helps us to improve services for our tenants 
and residents, and make a difference in our local communities. 

Get in touch by emailing us at contact.centre@linc-cymru.co.uk or by calling us on 0800 072 
0966/ 0737410024. You can also contact us through our Facebook page @LincCymruHA or via 
our Twitter account @Linc_Cymru.

Or you can write to us at Linc Cymru Housing Association, 387 Newport Road, Cardiff CF24 1GG.

www.linc-cymru.co.uk
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