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To play an essential part in the UK’s
net-zero and smart energy revolution
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HIGHLIGHTS
Revenue

Adjusted EBITDA from
continuing operations*

Profit before tax

£46.1m

£4.5m

£1.3m

20

46.1

19

48.9

18

20
19

10.9**

18

40.6

20

4.5

1.3

19
18

8.6

Free cash flow****

Net assets

Nil***

£6.5m

£46.3m

20 Nil

20

Total dividends per share

19

2.25

18

2.1

19
18

6.0**

6.5
(0.4)

20

46.3

19

45.3**

18

0.6

6.9

36.4

*	Adjusted EBITDA from continuing operations is operating profit excluding the impact of exceptional items, depreciation, amortisation and equity-settled share
based payment charges.
**

Restated for IFRS 16.

***	Given the current economic uncertainty and the unquantifiable impact of COVID-19 on the Group’s trading environment, the Group is prioritising maintaining
the strength of its balance sheet and its cash reserves. As a result, the Group will not pay a dividend in respect of the financial year ended 31 March 2020.
**** Free cash flow is operating cash flow less net capital expenditure.

Financial performance

• Revenue down 5.8% to £46.1 million (2019: £48.9 million)
• Adjusted EBITDA from continuing operations* down
£6.4 million to £4.5 million (2019: £10.9 million**)

• Profit before tax of £1.3 million (2019: £6 million**)
• Net cash inflows from operations of £1.7 million (2019: £11.8 million)
• Free cash flow**** of £6.5 million (2019: (£0.4) million)
• Adjusted earnings per share of 2.3p (2019: 3.4p**) and basic
earnings per share of 0.7p (2019: 2.3p**)

• Net cash of £6 million as at 31 March 2020 (2019: £3.8 million)
• Net assets per share up 1.5% to 20.8p

Operational highlights

• Sustained growth in the Group order book, up 9% since
March 2019 to £66.2 million (2019: £60.5 million)

• Growth in the housing order book, up 24% to £25 million
• Strengthened smart metering operations, with 22% growth
in the order book

• Sustained improvement in H2 (despite the impact of COVID-19)
with revenue up 36% (H2: £26.6 million vs H1: £19.5 million)
and adjusted EBITDA from continuing operations* up 115%
(H2: £3.1 million vs H1: £1.4 million)

• Expanded the Group’s direct delivery model into South East
England and London

• Executed the sale of its domestic asset portfolio and order book
for a gross consideration of £48 million, supporting a strong
balance sheet and the generation of surplus cash in the future.
The first tranche of assets was sold on 31 March 2020 for a
gross consideration of £17.9 million, enabling the Group to
become debt free

• Established a strategic relationship with ESP, opening the
opportunity to compete on larger projects

• Continued to manage the business through COVID-19 well,
providing essential works whilst putting the safety and wellbeing
of our people, our customers and the communities we work in
first and foremost

• Despite the impact of COVID-19, trading in the new financial
year has seen continual improvement month on month and
is expected to return to pre-COVID-19 levels in Q2 of FY21
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FULCRUM AT A GLANCE

OUR BUSINESS AT A GLANCE
WE OPERATE ACROSS FOUR KEY SECTORS

HOUSING
Offering

• Multi-utility installation services to connect new homes

INDUSTRIAL AND COMMERCIAL
Offering

• Multi-utility connections of all sizes for I&C projects,
renewable energy generating infrastructure and Electric
Vehicle (EV) charging infrastructure

Customers we work with

Customers we work with

SMART METERING
Offering

Offering

Customers we work with

Customers we work with

• Meter exchange and meter ownership services

2

MAINTENANCE AND OWNERSHIP
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• Electrical maintenance and asset ownership services
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OUR FOUR SPECIALIST BUSINESSES

Services

• Design and build of multi-utility connections
for housing and I&C developments

• Design and build of EV charging infrastructure
• Smart meter exchange programmes

WHAT DIFFERENTIATES US
1

In-house capability to design and build utility
infrastructure of all complexities

2

National coverage, with a direct delivery model

3

An exceptional safety record and commitment
to health, safety and wellbeing

4

Commitment to high-quality service to
customers, delivered in a responsible and
increasingly efficient and sustainable way

5

Strong technical expertise and experience
across all market sectors

6

Innovative and flexible utility adoption solutions
that deliver long-term value for customers

and meter ownership

• Utility infrastructure asset ownership

Services

• High-Voltage (HV) and renewable electrical
connections, up to and including 132kV

• Specialist electrical design

13,000

new connections

WHERE WE WORK

0.00

RIDDOR rate

89%

of customers
rated our service
as “great”
(9 or 10 out of 10)

Services

• Design and build of complex and specialist
gas infrastructure

Services

• Maintenance for electrical systems and renewable
energy generating infrastructure

• Design and build of electricity distribution infrastructure

New connections, FY20

Read more about our business model on pages 10 and 11

Read more about our strategic priorities on pages 4 and 5
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INVESTMENT PROPOSITION

REASONS TO INVEST
OUR VISION

1

To play an essential part in the UK’s zero carbon
and smart energy revolution.

OUR MISSION
To support our customers on their net-zero journeys
and through the smart energy revolution. We do
this through our capability, experience and strategic
relationships to deliver innovative, added value utility
infrastructure solutions for our customers and their projects.

A STRONG, VALUES-LED CULTURE
Six core values keep the Fulcrum Spirit alive throughout
everything we do – the Spirit of heart, mind and
commitment to be the best, for all our stakeholders.

OPERATES IN MARKETS THAT WILL GROW
SIGNIFICANTLY THROUGH INVESTMENT
IN ENERGY INFRASTRUCTURE, ELECTRIC
VEHICLE (EV) CHARGING AND HOUSING
++ To reach net zero by 2050, four times more electricity
is needed on the grid to support the shift to clean
power sources

++ Significant need for new utility infrastructure to power
the rapidly growing number of electric vehicles

++ Commitment to deliver an average of 300,000 new
homes each year by the mid-2020s

++ 30 million domestic meters to exchange by mid-2025
Six values that express the spirit of Fulcrum and its people:
Safe

Partnership

Improvement

Reliability

Integrity

Together

STRATEGIC PRIORITIES
1

2

OPTIMISE THE BUSINESS FOR THE
UK’S NET-ZERO REVOLUTION

GROW MARKET SHARE, REVENUES
AND PROFITABILITY SIGNIFICANTLY

Offer a full product portfolio that meets all our
customers’ current needs and their needs as
they move to a net-zero future

Growth across all sectors is underpinned by the Group’s
capabilities and the UK’s growing energy needs in the
attractive markets it serves

4
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5

STRONGLY POSITIONED TO
GROW MARKET SHARE
++ The Group’s diverse and strategically important capabilities
are essential to achieving net zero

HIGH BARRIERS TO ENTRY
++ The specialist, technical and regulated nature of the
Group’s operations means there are high barriers to
entry for new competitors

++ Currently, low market share across several attractive growth
markets and geographies presents a substantial opportunity
for expansion

3

CASH GENERATIVE
++ Debt free at 1 April 2020. Net cash of £6 million
at 31 March 2020

++ Sale of domestic gas assets to ESP will generate surplus cash
++ Strong financial discipline

4

6

LED BY A NEW, HIGHLY EXPERIENCED
MANAGEMENT TEAM
++ Experienced executive management team, supported by a
highly trained, competent and market-leading workforce who
are committed to delivering sustainable shareholder value

++ A renewed Board with substantial shareholder representation

STRONG ORDER BOOK
++ Year-on-year order book growth of 9%
++ £66.2 million order book at 31 March 2020

3

4

GENERATE SURPLUS CASH WITH
A STRONG BALANCE SHEET

BECOME A “TIMES TOP 100”
EMPLOYER

The cash-generative nature of the Group’s services
and payment profile of the asset sale to ESP, provide
significant visibility over medium-term cash flows

Be an employer of choice in the UK to recruit
and retain the best talent

Read more about the Group’s significant
net-zero opportunity on page 8
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CHAIRMAN’S STATEMENT

There is a substantial
long-term opportunity
for the Group to significantly
grow its revenues across
markets that have attractive
long-term drivers, given
the UK’s net-zero and
smart energy revolution.
Our Non-Executive Board
is also enhanced and now
includes substantial
shareholder representation.
Philip Holder
Non-Executive Chairman

A YEAR OF STRATEGIC
REPOSITIONING
Results

The 2020 financial year was a period of
refocusing and repositioning the business
to create stronger foundations that will
enable the Group to capitalise on the utility
infrastructure needs of a net-zero future.
This repositioning was undertaken against
a backdrop of uncertain and challenging
market conditions which is reflected in a
disappointing financial performance.
Reported revenue was £46.1 million, down
5.8% on FY19. Profit before tax was £1.3 million
and adjusted EBITDA from continuing
operations was £4.5 million.
Business performance was impacted in the
first half of the year due to uncertain market
conditions, the ongoing Capacity Market
suspension and certain inefficiencies
within the business.
These inefficiencies and the action taken
to improve productivity are explained later in
the Operational Review. Despite a substantial
improvement in the second half of the year
in a more certain market, the impact of
COVID-19 impeded business operations
towards the end of the financial year.
Although market conditions affected
business performance, there is a substantial
long-term opportunity for the Group to
grow its revenues across markets that have
attractive long-term drivers given the UK’s
net-zero and smart energy revolution. This
significant opportunity is clear and recently
reinforced by, for example, Ofgem’s proposal
for a five year investment programme of
£25 billion, with potential for an additional
£10 billion or more, to transform Britain’s
energy networks to deliver emissions-free
green energy.
Read more about the opportunities for our
business in a net-zero future on pages 8 and 9

6

The Group is well positioned to support
the UK’s infrastructure requirements in an
evolving energy landscape, with strategically
critical capabilities and the Group will
continue to focus its capabilities on enabling
the UK to transition to a net-zero economy.
This includes delivering services and
solutions that are contributing to a greener
future, such as designing and building
utility infrastructure solutions to power and
maintain renewable energy generating
infrastructure, including battery storage
sites, wind farms, solar farms and Electric
Vehicle (EV) charging infrastructure.
The growth in electric vehicles in the UK is
particularly exciting and I believe the Group
has the specialist capabilities, skills and
expertise needed to secure a significant
share of this market as the country rapidly
expands its EV charging network.
Delivering smart meter exchange
programmes is another vital element of
the net-zero and smart energy revolution
and progress was made on developing
our smart metering business in the year,
positioning the Group well to take a share
of the 30 million meters to exchange in
the UK by mid-2025.
Equally, there is a highly attractive
opportunity for growth in the UK housing
market, as evidenced by the UK government’s
commitment to build an average of
300,000 new homes each year by the
mid-2020s. Although the Group has
delivered sustained growth in its housing
order book, up 24% in the year to £25 million,
we are a relatively small player and a
substantial share of the market is still
available to us.
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Asset sale

The sale of the Group’s existing and
contracted domestic gas assets, announced
in the year, realises substantial value for the
Company. With a total gross consideration
currently expected to be approximately
£48 million in cash, the successful
completion of the first tranche of the sale
significantly strengthened our balance
sheet. The sale of the first tranche of assets
is now complete, with total proceeds of
£17.9 million against an original cost to
the Group of £10.7 million, which has
subsequently been revalued at £12.8 million.
This has resulted in a total gain, before
expenses of disposal, of £5.1 million. The
cash proceeds from the asset sale, coupled
with robust financial discipline, will support
a strong balance sheet and the generation
of surplus cash in the future.
The Group’s core growth strategy is now
focused on its design and build activities
in support of a net-zero revolution, as well
as selectively adopting asset infrastructure
where desirable.
Our relationship with ESP also enhances the
Company’s capabilities and competitiveness
in strategically important sectors.
Read more about our business model
on pages 10 and 11

Dividend

Given the current economic uncertainty
and the ongoing unquantifiable impact of
COVID-19 on the short-to-medium-term
trading environment, the Group is prioritising
maintaining a strong balance sheet and
cash reserves. As a result, the Group
will not pay a dividend in respect of the
financial year ended 31 March 2020.
The Board will continue to keep its
dividend policy under review.

Board and corporate governance
In October 2019, we announced
the departure of the Chief Executive,
Martin Harrison, who stepped down
with immediate effect.

Daren Harris joined the Company and its
Board as Chief Financial Officer in June 2019
and was appointed as Chief Executive
Officer in January 2020. Daren was joined
on the Board in January 2020 by Terry
Dugdale, Group Chief Operating Officer,
who has been with the business since
March 2019. The combined and
complementary expertise that both
Daren and Terry have across the

independent multi-utility, contracting and
energy services sectors is significant and will
be invaluable in the delivery of the Group’s
refocused strategy and long-term growth.
Our Non-Executive Board was also enhanced
after the year end, and now includes
substantial shareholder representation.
Wayne Hayes, Non‑Executive Director,
retired from the Board at post year end
and I would like to thank him for
the contribution he made to the Group.
Jennifer Babington was appointed as a
Non-Executive Director in May 2020
and her specialist knowledge in green
investments will assist the Group to
capitalise on decarbonisation opportunities.
Jonathan Turner and Jeremy Brade were
appointed as Non-Executive Directors in
June 2020 following the establishment of
Relationship Agreements with Harwood Capital
LLP and The Bayford Group. Jonathan and
Jeremy are, or represent organisations which
are, the two largest single investors in the
business and the Group is delighted to
have access to their insight, experience
and skills on the Board.
Fulcrum remains committed to the highest
standards of corporate governance as it
connects the UK on its journey to a net-zero
future. The Board plays an active role in
guiding the Group and leading its strategy
and we are determined to ensure that we
have a diverse mix of skills, capabilities
and experience to steer the Group forward
in an evolving energy landscape.
Read more about our governance
from page 34

Our people

Our people are critical to the Group’s
success. They are talented individuals and
we have a responsibility to support and
nurture them. In the year, we bolstered the
Group’s capabilities with some strategically
important appointments and expanded our
workforce to underpin our future growth.
The Board is very proud of how our people
have responded to, and adapted, during
the COVID-19 pandemic. They have
demonstrated true resilience and tenacity
whilst delivering essential services to our
customers. We are committed to bringing
out the best in our people and aim to
operate as a “Times Top 100” employer to
ensure that we retain and recruit the very
best. On behalf of the Board, I would like to
thank all our employees for their continued
hard work, commitment and contribution.

Stakeholder engagement

The Board recognises the fundamental
importance of stakeholder engagement to
the long-term success and sustainability of
our business, and that effective engagement
and collaboration will be crucial in supporting
the UK’s net-zero revolution. Fulcrum is
committed to developing effective dialogue
and relationships with all stakeholder groups
and the Board is committed to continually
developing our business using learnings
from the interactions we have with them.
Read more about stakeholder engagement
on pages 12 to 14

Current trading and outlook

Despite the impact of COVID-19, trading in
the new financial year has seen continual
improvement month on month and is
expected to return to pre-COVID-19 levels
in Q2 of FY21.
As at 31 March 2020, the Group recorded its
highest ever order book, up 9% year on year
to £66.2 million, and has seen continued
growth, reaching £68 million at 30 June 2020.
The Board believes that, despite the current
economic conditions and uncertainty
created by COVID-19, the political and legal
commitment to decarbonise the UK to
achieve a net-zero future, the substantial
opportunity to design and build electrical
networks to power the nation’s electric
vehicles, the commitment to build an
average of 300,000 new homes each year
by the mid-2020s and the obligation to
exchange 30 million domestic meters by
mid-2025, present significant tailwinds
and offer some very exciting growth
opportunities for the Group. The Board is
confident that the Group has a robust
plan in place to capitalise on the UK’s
energy infrastructure revolution and
that it is strongly positioned to grow as it
executes its strategy to play an essential
part in the UK’s net-zero and smart energy
revolution. However, given the ongoing
market uncertainties resulting from
COVID-19, the Board will not be issuing
guidance for the Group’s 2021 financial year
at this time.

Philip Holder
Non-Executive Chairman
6 August 2020
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CHAIRMAN’S STATEMENT CONTINUED

THE SIGNIFICANT LONG-TERM
OPPORTUNITY OF A NET-ZERO FUTURE

Q&A

WITH PHILIP HOLDER
 hy does the UK’s net-zero commitment present a
Q W
significant growth opportunity for the business?
In June 2019 the UK announced that it would pass a net-zero
emissions law and confirmed a target of net zero for UK
greenhouse gas emissions by 2050. Net zero means that the
UK’s total greenhouse gas emissions would be equal to or less
than the emissions the UK has removed from the environment.
Achieving this means a significant change for the country.
Our industry will play an important part in achieving net zero,
as how our customers heat and power their developments
impacts the level of emissions produced. The significance
of our role is reflected in Ofgem’s announcement in July 2020,
which proposes a five year investment programme of £25 billion,
with potential for an additional £10 billion or more, to transform
Britain’s energy networks to deliver emissions-free green energy.
As part of this announcement, Ofgem stated that to reach net
zero by 2050, the UK needs:
1.	four times more electricity on the grid to support the shift
to clean power sources; and

The rapid expansion of the Electric Vehicle (EV)
charging network:
The growth of electric vehicles in the UK is particularly exciting
and the Group is poised to capitalise on this rapidly developing
market. New diesel, petrol and hybrid cars are proposed to be
banned by 2035, new electric models are coming to market
frequently, and many car manufacturers are committing to
only building electric cars much sooner than the 2035
deadline. Considering this, it is very clear that the future of
mobility in the UK is electric and there is a significant need for
new utility infrastructure to power the nation’s EVs. Fulcrum
has been building a strong brand and presence in the EV
charging infrastructure sector and I believe the Group has the
specialist capabilities, skills and expertise needed to play a
substantial part, and secure a significant share in, designing,
building and maintaining the UK’s future EV charging network.

30 million meters to make smart:
The smart energy revolution is also a critical component
of a net-zero future and there are 30 million domestic meters
to exchange in the UK by mid-2025. We are now suitably
positioned to substantially grow in this sector, having built a
growing order book of meter exchanges and a reputation of
quality and responsiveness with the UK’s energy suppliers.
The Board is excited about the various growth opportunities
that a net-zero revolution presents to the Group and we have
a robust strategy in place to capitalise on this.

2. all cars and vans to be electric by 2050.

A need for more renewable energy
generating infrastructure:
There will be a shift to using more electricity to heat
developments, the need for more renewable energy generating
infrastructure, including battery storage sites, wind farms and
solar farms, and substantial growth in electric vehicles (EVs),
which will in turn create the need for more infrastructure to
power them. The Group already has the strategically critical
capabilities, skills and experience to design, build, own and
maintain the specialist electrical infrastructure needed to
power these types of energy generating developments and
we are very strongly positioned to benefit from the UK’s
need for more of these in order to achieve net zero.

8
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All cars and vans need to be electric by

2050

(source: Ofgem)

New diesel, petrol and hybrid cars are proposed
to be banned by

2035

(source: Department for Transport)
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4x

more electricity needed on the
grid to support the shift to clean
power sources (source: Ofgem)

Q What is the role of gas and the gas network in a
net-zero future?
The UK’s gas network plays a fundamentally important role in
its net-zero future and Ofgem predicts that to achieve net zero,
by 2035, almost all replacement heating systems will need to
be low carbon or ready for hydrogen.
“Gas Goes Green”, launched in March 2020, is an important
development in demonstrating this point, and it is the gas
networks’ plan to deliver net zero by ensuring that homes
and businesses across the UK are connected to the world’s
first net-zero gas network.
Gas Goes Green state that there is no realistic scenario
whereby the UK can achieve net-zero carbon emissions by
2050 without utilising hydrogen or biomethane via the gas
network. Hydrogen also offers the prospect of hydrogen
powered vehicles as an alternative to electric powered vehicles
in the future.
The Future Homes Standard is expected to mandate the end
of fossil fuel heating systems in all new houses from 2025, but
does not prohibit the use of clean energy, such as hydrogen
or biomethane. Using electricity to heat homes instead has
an economic impact on developers and homeowners, with
the cost of energy from electricity being more than the cost
of gas for customers. We are closely monitoring how this
develops and are working collaboratively with developers
to ensure the mix of utilities we provide to heat and power
their developments is future-proofed.

Q Does net zero present any other opportunities?
Positioning the business for a low carbon future is a strategic
priority for the business and we have focused our efforts on
this in the year. Part of this commitment is to play a substantial
role in the expansion of the EV charging network and the growth
needed in renewable energy generating infrastructure and to
ensure the Group is able offer a full “green” product portfolio,
including renewable energy generating solutions such as heat
pumps, that will give our customers greener choices to power
and heat their projects. We are exploring renewable product
options to complement our multi-utility infrastructure solutions
and are engaging customers on potential trial schemes.
We also commit to reducing our own carbon impact by
reducing the emissions from our own operations and we
take our responsibility to do this seriously.
The Board believes that, despite the current economic
conditions and uncertainty created by COVID-19, the
commitment to achieve a net-zero future will see many
exciting growth opportunities for the Group.
Read more on how we are accelerating the UK’s net-zero
revolution in our Sustainability Report on pages 29 to 33
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OUR BUSINESS MODEL

HOW WE CREATE VALUE
We have developed a business model that creates value for all our stakeholders.
We now have a much more focused design and build strategy, complemented by
the selective adoption of multi-utility infrastructure assets where appropriate.

OUR STRENGTHS

HOW WE MAKE MONEY

SERVING ATTRACTIVE MARKETS
• Operating in attractive markets that
will grow and be driven by the
net-zero 2050 target

CUSTOMERS

• Significant potential to grow market

New opportunities

• Secured through new business
development activity and
maintaining existing
customer relationships

share in existing markets and to
expand into geographies with
limited presence and market share

MOTIVATED AND
TALENTED PEOPLE
• Highly skilled, engaged and

Multi-utility infrastructure
proposal

customer focused people

• Expanded and increasingly efficient

• Optimum, customer-led and

direct delivery workforce

competitive design, build and
adoption solution proposed

• Strong people development and
succession planning focus

• Cross-selling where possible

• Experienced and dedicated

to maximise project revenue

leadership team

STRONG CUSTOMER
RELATIONSHIPS
• High proportion of repeat customers
with growth and cross-selling potential

• A significant opportunity to target

Added value from ESP relationship

new customers

• ESP’s market leading Asset Values
(AVs), balance sheet strength and
innovative adoption solutions
strengthen Fulcrum’s proposal

STRONG STRATEGIC
RELATIONSHIPS
• The combined strengths of Fulcrum

• ESP provides Fulcrum with new

and ESP will support the winning of
contracts previously unobtainable
to the Group

design and build opportunities

• Innovative adoption solutions
provide added customer value

Delivered with

10

Six core values keep
the Fulcrum Spirit
alive throughout
everything we do.
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SAFE

PARTNERSHIP

We always put safety first
and never compromise.

We deliver the
best performance
through collaboration.
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VALUE CREATED
BUSINESS PERFORMANCE
• Strong order book at £66.2 million,

Competitive and cash positive payment profiles

• Fulcrum’s stronger balance sheet and an ESP
adoption, enables more attractive payment
profiles for larger contracts

up 9% year on year

PEOPLE
• A high-performance culture where
everyone’s contribution is valued
and rewarded

• More career and personal

+£

Project won

• Order placed
• Asset value
order confirmed

development opportunities

Delivery

• Proactive project
management and
efficient direct
delivery model

Completion

• On time and on
budget focus

• Ongoing maintenance
and selective
infrastructure adoption
and ownership
opportunities

CUSTOMERS
• Strong customer relationships
generate repeat business

• A broad multi-utility product
offering, delivered by a single
provider, makes the delivery
process easier for the customer
and supports effective cross-selling

SHAREHOLDERS
• Sale of gas assets to ESP will
generate surplus cash
+£

+£

• Revenue growth and sustainable

Asset values unlocked as ESP adopts

margins support share price growth

• Asset values received in cash as milestones
achieved or meters are installed

IMPROVEMENT

RELIABILITY

INTEGRITY

TOGETHER

We continuously
move forward, innovate
and improve.

We get things right first
time, every time.

We operate with the
highest standards.

We work as one team to
make a difference.
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STAKEHOLDER ENGAGEMENT

STRONG RELATIONSHIPS ACROSS
ALL STAKEHOLDER GROUPS
Stakeholder engagement is fundamental to the
long‑term success and sustainability of our business
and we recognise that effective engagement and
collaboration with all stakeholders will be crucial
in us supporting the UK’s net-zero revolution.

Key to strategic priorities:
1  Optimise the business for the UK’s

net-zero revolution

2  Grow market share, revenues and

profitability significantly

3  Generate surplus cash with a strong

balance sheet

It is our aim to develop proactive, open and increasingly effective dialogue and
relationships with all our stakeholder groups and we are committed to continually
learning, improving and developing our business using findings and benefits
from the engagement and interaction we have with them.

PEOPLE
Why we engage

We aim to have a truly
engaged workforce and we
promote a culture of open,
clear and transparent
engagement

• To develop a highly skilled team
and a high-performing culture

• To ensure our people are
healthy, happy and work
together in a diverse and
rewarding workplace

• To recruit and retain a

motivated and engaged
workforce, who are critical
to the Group’s success

Link to strategic priorities:

How we engage

• Regular communications supported with a weekly
business update

• Daily activity using a social media collaboration tool, Workplace
• Employee forums and a biannual employee
engagement survey

• Regular one to ones
• Wellbeing initiatives, such as introducing our first mental
health first aider and mental fitness workshops

Developments in FY21

• Introducing a new performance and behavioural
appraisal system

• Introducing “Pulse Surveys” to review employee sentiment
more regularly

• Increased focus on mental health and emotional
wellbeing initiatives

12

4  Become a “Times Top 100” employer
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1

2

3

4

Key engagement topics

• Group strategy and priorities
• Business, team and individual
performance

• Incentives, rewards
and recognition

• Physical, mental and
emotional wellbeing

• Learning and development
• Business improvement ideas
and initiatives

Read more about how we engage
our people in our Sustainability
Report on pages 29 to 33
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SHAREHOLDERS



Why we engage

How we engage

We aim to provide clarity
and communicate with
transparency to all our
shareholders

• To provide clarity and secure

support for the strategic plans
for the business

• To keep our shareholders

regularly updated on our
progress and performance

Link to strategic priorities:

1

2

3

4

Key engagement topics

• Investor roadshows following results announcements
• Ad-hoc meetings between institutional shareholders

• Group strategy, governance
and business performance

• Business news and developments
• Environmental, Social and

and the management team

• Availability of the Board to discuss matters
• Regulatory news announcements
• The Annual General Meeting (AGM)

Governance (ESG) initiatives

Read more about our ESG
initiatives in our Sustainability
Report on pages 29 to 33

Developments in FY21

• Introducing a Capital Markets Day
(depending on COVID-19)

• Improved corporate website and new contract business
news flow

CUSTOMERS
Why we engage

We aim to have open and
collaborative relationships
with all our customers

• To generate opportunities
for the Group

• To develop strong customer
relationships

• To secure feedback to remain

Link to strategic priorities:

How we engage

1

2

3

4

Key engagement topics

• Direct and regular lines of contact, with Relationship

• Support and advice on the best

Managers for larger or high-potential customers

utility solutions for their projects

• Face-to-face performance review meetings
• Customer satisfaction calls and surveys

• Identifying the level of opportunity
and our competitive position

• Changes in regulation and policy

Developments in FY21

that impact their developments

• Customer effort and performance surveys
• Customer focus groups

• Navigating changes in the
energy landscape

commercially competitive
and to enhance service

• Reducing carbon impact through
greener alternatives

• To identify emerging

market and customer trends
and opportunities

COMMUNITIES
Why we engage

We support our local
communities and the
communities we work in

• To give back to our communities
• To be a responsible employer
and give our people the
opportunity to support
great causes

Link to strategic priorities:

How we engage

• Planned volunteering services and charity events, with

127 hours in the year supporting Bluebell Wood Children’s
Hospice and homeless charity, Bury Drop In

• Charitable donations from the business and our people

1

2

3

4

Key engagement topics

• Ways we can best give back
and support these causes

• Apprenticeships and graduate
recruitment opportunities

Developments in FY21

• Linking with local authorities, schools and universities to

develop stronger, mutually beneficial community partnerships

• Introducing charitable giving through salary sacrifice

Annual Report and Accounts 2020 Fulcrum Utility Services Limited
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STAKEHOLDER ENGAGEMENT CONTINUED

SUPPLY CHAIN AND STRATEGIC RELATIONSHIPS
Why we engage

We develop collaborative
relationships and
partnerships that provide
added value to all our
stakeholders

• To ensure the successful

delivery of all our customers’
projects

• To underpin our business
expansion and growth

• To expand our capabilities
and offering

• To ensure we remain competitive

Link to strategic priorities:

How we engage

We proactively engage with
government and regulatory
bodies to keep informed,
and ahead, in an evolving
landscape

• To forward plan, to inform
our strategies and remain
competitive

• To influence the formulation

and delivery of policies that
affect our sectors, customers
and business

2

3

4

Key engagement topics

• Open, two-way communications to align our joint aims

• Business strategy and objectives
• Performance and competitiveness
• Market and industry

to the Group’s business strategy

• Regular, collaborative performance and contract
review meetings

• Through robust, two-way industry IT systems
• Onboarded and relationships managed via a procurement
process led by procurement specialists

developments

• Collaborative opportunities
and bids

• Forecasting and planning to

Developments in FY21

• Utilise relationship with ESP to secure increasingly larger

ensure customer obligations
are met

housing, I&C and EV charging developments

• Evaluating the green credentials of the supply chain as part
of our ESG plans

GOVERNMENT AND REGULATORY BODIES
Why we engage

1

Link to strategic priorities:

How we engage

• We are members of, and participate in, a variety of industry
forums, bodies and groups including the Independent
Networks Association (INA), Energy and Utilities Alliance
(EUA), the Renewable Energy Association (REA) and
House Builders Federation (HBF)

• Industry body representation and attendance at round

tables and working groups provide a platform to engage
and influence government bodies, including the Department
for Business, Energy and Industrial Strategy (BEIS) and Ofgem

1

2

3

4

Key engagement topics

• Regulation and policy
• Industry obligations, targets and
progress monitoring

• Industry and sector performance
• Emerging or anticipated policies
• Key deliverables that will support
the journey to net zero

Developments in FY21

• Regular market assessment process in place to ensure that
we remain aware, and at the forefront of, developments that
affect our markets

• Increased involvement in industry forums

STATEMENT BY THE DIRECTORS IN RELATION TO THEIR STATUTORY
DUTY IN ACCORDANCE WITH SECTION 172(1) COMPANIES ACT 2006
The Directors and the Board as a whole consider that they have
acted in a way that would be most likely to ensure the success of
the Company for the benefit of its members as a whole (having
regard to the stakeholders and matters set out in Section 172(1)
(a) to (f) of the Act) in decisions taken during the year ended 31
March 2020. The Directors fulfil their duty by ensuring that there
is a robust governance structure and process running through all
aspects of the Group’s operations. The Group’s culture of strong
governance is described in more detail on pages 37 to 46.

The Group’s strategy is determined by the Board following
careful consideration of materials and presentations from the
Group Executive Team. This encompasses the impact on each
of our main stakeholders and ensures alignment to the Group’s
culture defined in our “Spirit” values. The Board engages with and
meets stakeholders regularly, continually monitors the markets
in which the business operates, and ensures that it regularly
engages its leadership team to assess progress on strategy
and specific projects.
The Group’s focus on ESG is also particularly relevant to our
stakeholders and this is explained in detail in our Sustainability
Report on pages 29 to 33.
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CHIEF EXECUTIVE OFFICER’S STATEMENT

A YEAR OF REFOCUS FOR
A NET-ZERO FUTURE
2020 review

There are many exciting
opportunities for the
business to grow and
to provide long-term,
sustainable value for
shareholders, by
taking advantage
of the UK’s energy
infrastructure growth.
Daren Harris
Chief Executive Officer

Since joining the business in the year,
I have been impressed by its growth
potential in an evolving and exciting
market. The UK is now on a journey to
net zero by 2050 and the Group will play
an important supporting role in the
achievement of this.
FY20 was a year of strategic refocusing as
we developed our in-house capabilities,
including the expansion of the Group’s
direct delivery model into South East
England and London and the strengthening
of its smart metering, electrical and
multi-utility operations. These have been
delivered with a focus on operational
excellence and improved efficiency to
enhance our capacity and optimise
future profitability. Additional focus on
processes, systems and management
information is still needed and this will be
implemented in an effective and balanced
way, whilst we expand and grow the
business sustainably.
This strategic refocusing has been
undertaken against the backdrop of
difficult market conditions, a lower margin
project mix and underperformance in the
business. Performance in the first half of
the year was impacted by a period of
ongoing economic uncertainty, created

by Brexit and the suspension of the UK
Capacity Market. With better economic
conditions, performance in the second half
of the year improved, with a substantial
increase in order inflow resulting in the
Group’s trading performance for the
financial year being broadly in line with
more recent expectations. However, the
impact of COVID-19 hindered our ability to
complete work due to site suspensions and
to close out a number of potential
contracts because of disagreements
on who should bear the (at the time,
emerging) COVID-19 risk. This is also
reflected in the Group’s results.
Positively, at the year end, the Group
recorded its highest value order book,
up 9% to £66.2 million, demonstrating the
Group’s work-winning ability in difficult market
conditions. Significant orders in the year
included a £3.2 million contract to install
new high-voltage electrical infrastructure
for two 50MW gas peaking plants in North
East England; a £2.4 million contract to
provide over 6km of new gas, water and
electrical infrastructure to a new sustainable
mixed-use residential, retail and commercial
development in the East Midlands; and a
£1.8 million contract to install new electrical
infrastructure as part of a major regeneration
scheme in South East London.
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CHIEF EXECUTIVE OFFICER’S STATEMENT CONTINUED

Strategy
The market for the design, installation
and ownership of utility infrastructure has
evolved significantly in the last few years
and continues to develop.
Importantly, there are several crucial
government obligations and commitments
that will support our growth and we have
developed a strategy to ensure we are
positioned to capitalise on these. A key
driver of the Group’s strategy is the UK
government’s target to achieve net zero
by 2050, and the associated need for
increased electrification and renewable
energy generation in a decarbonised
energy system. Furthermore, the need
for a significantly expanded EV charging
network to power the UK’s electric
vehicles and the government’s
commitment to build an average of
300,000 new homes each year by the
mid-2020s presents a significant growth
opportunity and the Group is focusing its
strategy on capturing further market share
in these sectors. In addition, the Group
seeks to expand its foothold within the
smart metering market, capitalising on
the obligations on energy suppliers to
exchange approximately 30 million meters
by mid-2025. The strategy for FY21 has
been approved and supported by the
renewed Board and we continue to monitor
developments in a market evolving at
pace to inform our strategic priorities.
We continue to be in regular engagement
with industry bodies and are an active
member of the Independent Networks
Association (INA), to proactively lobby
government and regulators and to identify
changes in policy or legislation that may
influence our future activity.

Financial performance and results
Total revenue decreased by £2.8 million
to £46.1 million (2019: £48.9 million)
predominantly due to the impact of
COVID-19, as described above. Infrastructure
revenues were particularly impacted,
falling £4.1 million to £41.8 million
(2019: £45.9 million). This, however, was
offset by utility asset ownership revenues
which delivered a £1.3 million increase
to £4.3 million (2019: £3 million).
Adjusted EBITDA from continuing
operations* for the period decreased
to £4.5 million, broadly in line with
management expectations (2019:
£10.9 million**).
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This reduction was due to a combination
of lower revenues, a dilution of the gross
margin as a result of the mix of work and
investment in the overheads to deliver
improvements and lay the foundations
for future growth.
Basic earnings per share reduced to 0.7p
compared to 2.3p** in 2019. Adjusted
basic earnings per share, before charging
exceptional items, have decreased to
2.3p from 3.4p** in 2019.

Sale of assets to ESP
The asset sale yields substantial value for
our existing and contracted domestic gas
assets and has significantly strengthened
our balance sheet. The Group used the
proceeds from the first tranche of the sale
to repay its existing debt of £10 million in
full, leaving the business debt free as at
1 April 2020, other than lease obligations,
and with net cash balances of £6 million
at close of business on 31 March 2020.

Liquidity and net cash
The Group has always placed a high
priority on cash generation and the active
management of working capital, resulting
in a positive operating cash flow from
trading activities of £1.7 million. As at
31 March 2020, the Group had net cash
of £6 million (2019: £3.8 million),
a £2.2 million increase against the prior
period. Net cash inflow from investing
activities was £4.8 million, benefiting
from the £16.8 million of receipts from
the disposal of utility assets, offset by
investment in utility assets of £11.5 million.
Net cash inflow from financing activities
of £2.7 million was predominantly due
to increased borrowings of £7 million,
offset by £3.3 million in dividend payments
and £0.9 million in lease and interest
payments relating to IFRS 16. The £10 million
revolving credit facility with Lloyds Banking
Group was fully paid off on 1 April 2020
from the proceeds of the asset sale. The
cash proceeds from the asset sale,
coupled with robust financial discipline,
will enable Fulcrum to maintain a strong
balance sheet and will support the
generation of surplus cash in the future.
We are also in advanced discussions
around a further facility that will improve
the Group’s liquidity position and a further
announcement will be made in due course.
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Reserves and net assets
Net assets increased by £1 million
during the year, reflecting the utility asset
net revaluation increase of £2.9 million,
and retained profit for the period of
£1.6 million, offset by the final 2019
dividend totalling £3.3 million. Net assets
per share at 31 March 2020 were 20.8p
per share (2019: 20.5p).
As at 31 March 2020, the issued share capital
of the Company was 221,117,945 ordinary
shares (2019: 221,303,106) with a nominal
value of £221,118. At the end of the year, the
Group operated a Growth Share Scheme
(GSS) plan and three SAYE schemes.
The principal terms of the remaining share
option scheme are summarised in note 19
of the financial statements.

Summary
Despite a challenging year, the Group
continued to make progress in positioning
itself for future growth and success and,
whilst there is still more to do to develop
and improve the business and its operations,
I am confident that Fulcrum will benefit
from the UK’s net-zero and smart
energy revolution.
Despite the impact of COVID-19, trading in
the new financial year has seen continual
improvement month on month and is
expected to return to pre-COVID-19 levels
in Q2 of FY21 and, as at 31 March 2020,
the Group recorded its highest ever order
book, up 9% year on year to £66.2 million,
and has seen continued growth, reaching
£68 million at 30 June 2020.
The successful execution of our strategy
is now supported with our strongest ever
order book, greater balance sheet strength,
new strategic relationships, improved
capabilities and an enhanced
management team. We are strongly
positioned to grow and to provide
long-term, sustainable value
for shareholders.

Daren Harris
Chief Executive Officer
6 August 2020
*	Adjusted EBITDA from continuing operations
is operating profit excluding the impact of
exceptional items, depreciation, amortisation
and equity-settled share based payment charges.
** Restated for IFRS 16.
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Q&A

WITH DAREN HARRIS
Q A lot has happened at Fulcrum in the past year, including
your appointment as Chief Executive; what was it like
and what was it that excited you about the Company?
The year has not gone as I expected. The first half of the year
from a trading perspective was difficult. We saw improvements
in the second half and some strategically important developments,
including the lifting of the Capacity Market and the domestic
asset sale, and then, just when everything seemed to have
settled down, the worldwide COVID-19 pandemic came along
to test our resolve.
Despite all this, what keeps me focused and excited is the
opportunity to significantly grow the business. Fundamentally,
this means being active in attractive markets with skills, products
or capabilities that customers want to buy. And this is where
Fulcrum finds itself. The government has set a clear target for
the UK to be net zero by 2050 and, with its capabilities and
experience, Fulcrum is strongly positioned to benefit from this.
Since joining the business, the Fulcrum team has been
enhanced, with the expansion of our workforce, capabilities
and several new strategically important appointments, including
several talented and experienced people that Terry or I have
worked with in our earlier careers. I am confident that we have
a strong, skilled and experienced team committed to the
successful execution of our strategy and delivering value for
our stakeholders.

Q Can you explain the benefits of the asset sale to ESP?
There are several immediate and longer-term benefits from
the sale of our assets to ESP:
1.	The transaction realises substantial value. The first tranche of
domestic assets, which is projects that were complete at the
end of September 2019, realised total proceeds of £17.9 million
(against an original cost to the Group of £10.7 million, which has
subsequently been revalued to £12.8 million).
2.	Our new relationship with ESP enhances the Company’s
work-winning capabilities and competitiveness in some
segments of the market. Our combined strengths will
support the winning of contracts that would previously
been unobtainable to the Group.

Q What is Fulcrum’s strategy and why do you believe it
will deliver shareholder value?
To capitalise on the opportunities available to the Group as the UK
decarbonises in readiness for a net-zero future, we have defined
a strategy to ensure that we are strongly positioned to do this:

• We will deliver significant revenue growth through the
expansion of our operations across the markets we serve.
Fulcrum’s limited market share, its diverse capabilities and

the growing infrastructure needs of the UK means it is well
placed to achieve this.

• We will maintain a strong balance sheet and generate surplus
cash. The cash-generative nature of our services and the
profile of the sale of our assets to ESP support this.

• We will ensure we are positioned for success in a net-zero
future. We are already strongly positioned but will continue
to develop and diversify, for example by including greener,
renewable energy generating products.

• To underpin the successful execution of our plans, we will
continue to improve our management information, systems
and processes and will recruit and retain the best talent.
We will nurture a high-performance culture and have set
out our ambition to be a “Times Top 100” employer.

Q C
 learly COVID-19 had an impact on the end of the
financial year and into 2020; how have you mitigated
the risks associated with the pandemic?
I am incredibly proud of how the business and its people
responded during the COVID-19 pandemic and we have played
an essential role in connecting and maintaining vital energy
generating infrastructure. We took prompt action to conserve
cash and sought to ensure that our decisions struck a fair balance
between the needs of our stakeholders. Fulcrum is able to operate
effectively and be “COVID-secure”, but we recognise the potential
impact of COVID-19, and an economic downturn, on our operations.
Risks associated with an economic downturn are mitigated
by our limited market share and the Group’s diversified position
across multiple sectors, which reduces our exposure to volatility
in individual markets. Maintaining strength in our balance sheet,
our strong order book and the proceeds from the asset sale to
ESP support this.
As we continue to operate in a COVID-19 world, we are monitoring
events closely with regular Board oversight, to evaluate risks
and impacts and design appropriate response strategies.

Q Looking ahead, what is the outlook for the Company?
There are many exciting opportunities for the business to grow
and to provide long-term, sustainable value for shareholders, by
taking advantage of the UK’s energy infrastructure growth.
I am confident that the Group’s diverse capabilities strongly
position it to benefit from this revolution and that our balance
sheet strength, new strategic relationships and our strong
management team will underpin the successful execution
of our strategy.
For the financial year to 31 March 2021 it is difficult to be as
certain, as the fog of COVID-19 continues to blow across the
battlefield. We will run the business by trying to balance the
short-term uncertainty and threat of further COVID-19
disruption with the need to ensure we capture a substantial
share of the opportunity that a net-zero future presents.
Fulcrum is a fundamentally robust business with a strong order
book, supported by current and future cash receipts from the
sale of domestic assets to ESP. These factors give me, and the
rest of the Board, confidence that the Group is well positioned
to prosper in the long term.
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GROUP CHIEF OPERATING OFFICER’S STATEMENT

Operational review

BUILDING A STRONGER PLATFORM
FOR FUTURE GROWTH
Operational performance

The Group continues to
invest in the business and
its operations to improve
operational capacity and
drive efficiencies.
Terry Dugdale
Group Chief Operating Officer

In the year, we placed a significant
emphasis on improving our operational
capabilities, processes and management
information to drive efficiencies and deliver
better performance. This included the
expansion of the Group’s direct delivery
model into South East England and
London, bolstering our smart metering
operations and increasing our in-house
multi-utility capabilities. This was all done
with a sustained focus on better operational
productivity to improve our capacity and
overall efficiency.
Despite the UK economic uncertainty
in the period, the Group saw a substantial
increase in order inflow in the second
half of the year, securing a variety of
large contracts and demonstrating the
Group’s competitiveness in difficult
market conditions.

Delivering contracts safely, efficiently
and profitably
Maintaining the highest standards of
health and safety remains our highest
priority. A safety-first strategy is in place to
ensure zero harm and, although this is well
embedded into our culture and operations,
we are never complacent, and are
committed to continuous improvement
in health and safety performance.
In the period, we received the Royal
Society for the Prevention of Accidents
(RoSPA) Order of Distinction, which
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recognises 17 years of health and safety
excellence and demonstrates our
commitment to the health and safety
of our people, our customers and the
communities we work in.
We also remain committed to using
customer feedback to improve, innovate
and differentiate the business as customer
needs and expectations evolve, and we
have seen sustained improvements in the
percentage of customers who rated our
service as “great” (9 or 10 out of 10), reaching
89% this year (2019: 80%). We continue to
push for ever higher levels of customer
satisfaction and we will be implementing
new ways of measuring customer
satisfaction during this year.
The Group continues to look for ways to
improve operational capacity and drive
efficiencies that will improve customer
experience and support the optimisation of
profits in the long term. This is underpinned
by a culture of continuous improvement
and our aim to simplify, standardise and
ensure that we always deliver the best and
most competitive service. During the year
we improved resource management,
scheduling efficiency and stock management,
following investment in our planning and
operational delivery functions. We also
recruited some of the industry’s best
talent to lead our operational improvement
initiatives and we are already seeing the
positive outcomes of their contribution.
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Housing
Fulcrum both designs and builds the utility
networks on new housing sites and
connects them to the local distribution
network and these networks are now
adopted by ESP as part of the adoption
relationship we have with them. The size
of the housing opportunities varies from
10 plots to over 1,000 plots and it is the
higher end of this market that our
relationship with ESP will help unlock
for the Group.
Despite challenging economic conditions,
our housing order book increased by 24%,
to £25 million, in the year and there is a
clear and significant opportunity for further
growth. In addition to the UK government’s
commitment to build an average of
300,000 new homes each year by the
mid-2020s, we have a low market share,
estimated at under 5%, with limited
presence in some parts of the UK and
therefore the opportunity to increase our
presence in this market is clear.
To ensure we maximise our share in this
strategically important market, we have been
bolstering our sales teams and operations in
support of our future expansion. This has
included more multi-skilled direct delivery
resources, and improved planning and
delivery processes which are focused on
building in efficiency whilst ensuring we
deliver customer service excellence.
There remains uncertainty for many
homebuilders following the announcement

that the Future Homes Standard is expected
to mandate the end of fossil fuel heating
systems in all new houses from 2025 and
we continue to monitor developments
closely. Using electricity to heat homes
instead of gas has an economic impact
on developers and homeowners, with the
cost of energy from electricity being higher
than the cost of energy from gas. Gas
Goes Green is the UK network operators’
new gas network plan to deliver net zero
and its aim is ensuring that homes and
businesses across the UK are connected
to the world’s first net zero gas network,
utilising hydrogen and biomethane instead
of natural gas. We are working closely with
various industry stakeholders to ensure
we stay informed and involved in how
this initiative develops. Using this insight,
we are working collaboratively with
developers to help them navigate the
utility needs of their projects now, and in
the future, by providing support and advice
on their obligations and long-term heating
options as we move towards net zero.

Industrial and commercial
Fulcrum designs and builds a complete
range of I&C gas and electricity networks
from small commercial connections to
EV charging infrastructure and highly
specialist gas and high-voltage (132kV)
electricity supplies through the Group’s
established Dunamis and CDS brands.
In the year, the Group secured a variety
of significant I&C contracts and we

continued to invest in our in-house
electrical capabilities and expertise to
maximise cross-selling opportunities
and enhance our competitiveness.
Fulcrum’s I&C electrical capability includes
design and build directly to and from the
national transmission network. This includes
sites that reinforce the network by generating
electricity where needed, such as solar farms
and battery storage sites. We also provide gas
infrastructure to sites that generate electricity.
As the UK decarbonises its energy, there will
be growth in renewable energy generation,
a move to distributed generation and battery
powered sites and growth in electric vehicle
demand. Our diverse electrical capabilities
and experience place us in a very strong
position to grow our share in this sector.
In terms of EV charging infrastructure,
we have prioritised the targeting of
specialist, high-powered and complex
EV charging customers and have been
selectively tendering on the most attractive
opportunities in a rapidly developing
market. The continued growth of EVs in
the UK is exciting and the Group is well
positioned to capitalise on this. Fulcrum
has been building a strong presence in the
EV charging infrastructure sector and I am
confident that we have the specialist
capabilities and expertise needed to secure
a significant share in the substantial
opportunities available to deliver the
UK’s future EV charging network.
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GROUP CHIEF OPERATING OFFICER’S STATEMENT CONTINUED

Operational review continued

Smart metering
Smart meters are an integral part of a
decarbonised energy system and will play
an important part in achieving net zero in
the UK by enabling demand-side energy
management. The smart meter rollout
deadline for the UK is expected to be
1 July 2025 and there are an estimated
30 million domestic meters that need
to be exchanged by then.
The Group’s smart metering business made
progress in the year, establishing several
additional Meter Asset Manager (MAM)
and Meter Operator (MOP) agreements
with a variety of energy suppliers, and the
business grew its order book of meters
to be exchanged to 110,000. Fulcrum has
quickly established a reputation in the
market for responsiveness, flexibility and
service excellence and this is supporting
our ability to identify and successfully
secure incremental supplier agreements.
Operationally, we focused on creating
a strong platform for our smart metering
growth by establishing a robust and
scalable smart metering team and

20

infrastructure and by implementing
industry leading smart metering IT
systems to support this. Our focus for
FY21 is to diversify the business and its
service offering, in particular exploring
the opportunity to become a Meter Asset
Provider (MAP) and to further execute our
smart metering growth plans.

Maintenance and ownership
The expected growth in electrical
infrastructure in a decarbonised energy
system presents another attractive
growth opportunity for the Group. The
electrical systems and networks that will
power the nation will require maintaining
and, via our established Maintech Power
brand, we have the specialist capabilities
to do this. Maintech has focused on
delivering reliability and customer
excellence and has supplied proactive
maintenance and emergency response
services to essential sites throughout
COVID-19. Maintech has limited market
share and currently operates in specific
regional markets, presenting the opportunity
for future geographic expansion.
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Summary
Whilst many improvements have been
implemented in the year, there remains
more to do to ensure that the business is
well positioned to take full advantage of
the future opportunities that are available
to us. We will continue to focus on
improving operational efficiency and
expanding our sales and operational
capabilities, systems, processes and
capacity to support this. These
improvements will be implemented
sustainably and with strong governance
to ensure that we maintain a culture of
zero harm, deliver customer excellence
and can guarantee we are able to offer
the complete range of utility infrastructure
solutions essential to achieving the UK’s
net-zero future.

Terry Dugdale
Group Chief Operating Officer
6 August 2020
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EV CHARGING Q&A
WITH TERRY DUGDALE

Q How has the Electric Vehicle (EV) charging
infrastructure market been developing in the year?
The EV charging market has been developing at pace. With
sustained electric vehicle uptake, attractive tax incentives for
company car users to choose electric options and government
proposals for all new vehicles to be electric by 2035, it is clear that
electric vehicles will play a huge part in the UK’s net-zero future.
The current focus for many EV stakeholders has been a solution
that provides immediate charging infrastructure in the most
cost-effective way, resulting in many installations providing
adequate EV charging facilities for the short term, but will
become obsolete in time.
Barriers to entry for this type of immediate short-term solution
are lower, and there are now many companies offering these
services, including local electricians, contractors and electrical
services businesses. This has seen this type of EV infrastructure
become commoditised and margins tighten.

Q What progress has Fulcrum made in the year on its
EV charging service?
This year we have been focusing on building a strong brand
in the sector and developing a robust platform for our future
growth as the EV charging market expands rapidly. We have
done this by recruiting EV industry specialists across sales
and operations, selectively tendering on, and securing, the most
attractive EV charging opportunities, developing relationships
with strategically important EV charging customers and ensuring
we have a clear and focused strategy that aligns with our
capabilities and profit expectations. We have also worked with
ESP on customer-led adoption solutions that help provide
greater customer value.

Q How is the Group executing its EV charging strategy
in a developing market?
As part of our EV growth strategy, we have segmented the
infrastructure needs of EV charging customers into four types
of solution and are prioritising the more attractive opportunities
that better fit with the Group’s capabilities. Right now, these
are generally more significant, longer-term schemes, with lower
levels of competition due to their technical complexity. This
generally results in more attractive margins.

These segments are:
1.	Infrastructure for high-powered charging facilities and
charging hubs
These are longer-term, complex and often significant
projects that currently have the best fit with our capabilities
and strategic priorities.
2.	Connections to support large scale charging rollout
programmes, providing charging facilities for national
brands in retail and leisure
These opportunities will become increasingly attractive as EV
car uptake grows and more significant infrastructure is needed.
3.	Providing charging facilities for the homes of new
housing developments
This mainly involves us providing technical support and advice
to our homebuilder customers to ensure the electrical networks
we design and build for them are flexible and futureproofed for
the EV charging needs of future homeowners.
4. One-off destination charging and workplace charging
Currently, many immediate charging needs are being fulfilled
by a connection to existing electricity supplies, which can be
completed by electricians and electrical contractors. These
opportunities will also become increasingly attractive as EV car
uptake grows and more significant infrastructure is needed.

 hat are the priorities for the Group in the EV
Q W
charging market in FY21?
In FY21, we will continue to build relationships with important
EV stakeholders, expand our in-house delivery capabilities and
focus on securing the most attractive EV charging infrastructure
contracts. The Board considers the EV market a really exciting
opportunity for the Group and its attractiveness will continue
to grow as the UK’s need for more significant EV charging
infrastructure increases. We are very confident that, with our
specialist electrical capabilities, skills and experience, we are
strongly positioned to benefit from the EV charging
infrastructure needs of our net-zero future.
The Group has also continued to expand the use of electric
vehicles as part of its sustainable approach.
Read more on page 31
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KEY PERFORMANCE INDICATORS

MEASURING
OUR PERFORMANCE
The Board uses key performance indicators (KPIs) to monitor
and measure progress against the Group’s strategic objectives.
Key to strategic priorities:
1

Optimise the business for the UK’s net-zero revolution

2

Grow market share, revenues and profitability significantly

3

Generate surplus cash with a strong balance sheet

4  Become a “Times Top 100” employer

Financial KPIs
Revenue

Adjusted EBITDA from
continuing operations*

Profit before tax

£46.1m

£4.5m

£1.3m

20

46.1

19

48.9

18

40.6

Link to strategic priorities
1

2

3

4

20

20

4.5

19

10.9**

18

8.6

Link to strategic priorities
1

2

3

4

1.3

19

6.0**

18

6.9

Link to strategic priorities
1

2

3

4

Definition

Definition

Definition

The total amount the Group earns from
its utility operations.

Operating profit excluding the impact
of exceptional items, depreciation,
amortisation and equity‑settled share
based payment charges.

Profit before tax arising from
ongoing operations.

Performance
Revenues decreased by £2.8 million
(2019: £48.9 million), principally due
to the impact of site closures in March
caused by COVID-19.

Performance
Adjusted EBITDA from continuing
operations is down by £6.4 million
(2019: £10.9 million**) due to a lower
blended gross margin relating to the mix
of work and investment in overheads
to accommodate future growth.

Performance
Profit before tax is down by £4.7 million
(2019: £6 million), broadly in line with the
lower EBITDA.

*	Adjusted EBITDA from continuing operations is operating profit excluding the impact of exceptional items, depreciation, amortisation and equity-settled share
based payment charges.
** Restated for IFRS 16.
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Financial KPIs
Group order book

Free cash flow

External asset commitment

£66.2m

£6.5m

£14.0m

20

66.2

19

2

3

1

2

3

14.0
18.7

18

0.6

Link to strategic priorities

4

20
19

(0.4)

18

42.8

Link to strategic priorities
1

6.5

19

60.5

18

20

10.4

Link to strategic priorities

4

1

2

3

4

Definition

Definition

Definition

The amount of secured utility work
representing the construction value
and the utility asset value.

Free cash flow is operating cash flow less
net capital expenditure.

The Group’s total contracted commitment
to acquire external utility assets.

Performance

Performance

Performance

The free cash flow increased by £6.9 million,
principally due to the proceeds from the
sale of utility assets.

External asset commitments decreased
in line with the sale of utility assets
to ESP and a more selective asset
adoption strategy.

Number of new domestic utility
assets adopted by the Group

Smart meters in the order book
to exchange

Customers who rated us
as “great”

15,340

110,000

89%

The Group order book increased by 9%
year on year, to its highest recorded level.

Non-financial KPIs

20

15,340

19

13,980

18

8,871

Link to strategic priorities
1

2

3

4

20

110,000

19
18

90,000

2

89

19

80

18

0

Link to strategic priorities
1

20

3

4

78

Link to strategic priorities
1

2

3

4

Definition

Definition

Definition

The number of domestic utility
connections adopted by the Group.

The number of meters the Group is
contracted to exchange to smart meters.

Future reporting

Performance

The percentage of customers who scored
the Group 9 out of 10 or 10 out of 10 for
customer service.

For FY21, this KPI will show the number
of domestic utility connections adopted
by ESP.

The smart meter order book was bolstered
with a number of new smart meter exchange
agreements with energy suppliers.

Performance
There was sustained improvements in the
percentage of customers who rated the
Group’s service as “great” in the year.

Annual Report and Accounts 2020 Fulcrum Utility Services Limited

23

Strategic report

RISK MANAGEMENT

THE BOARD
• Ultimately responsible for risk
• On an annual basis, the Board reviews the principal risks and uncertainties facing the Group and assesses
the controls in place to mitigate any potential adverse impacts. This assessment is also undertaken
whenever there is a perceived major change in the principal risks and uncertainties

AUDIT COMMITTEE

EXECUTIVE COMMITTEE

• Monitors the effectiveness of risk management

• Oversees the risk management process

and internal controls

and monitors mitigating actions

RISK FRAMEWORK
• Ensures a consistent approach to risk across the Group

WIDER BUSINESS

Risk heatmap – mapping considers impact
and probability post risk mitigation

2

Growth and strategy execution

3

Retention and recruitment

Macroeconomic conditions
4  
(other than COVID-19)

Competitive environment
5  

and reliance on key customers

6  
Utility infrastructure market

and regulatory environment

7b

Health and safety
7  
Potential for minor
7a  

accidents that could lead
to potential injury

6

Significant injury or loss
7b  
of life

Working capital management
8  
and funding

IMPACT

COVID-19
1  

HIGH

• Contributes to the assessment of actual and potential risks and how they should be managed

9
4

1

IT systems and cyber security
9  
10 Brexit

8
2
3
5

7a

LOW

10

LOW
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The Board considers risk assessment, identification of mitigating
actions and related internal controls to be fundamental to achieving
the Group’s strategic objectives. The Corporate Governance Report
on pages 39 to 43 describes the systems and processes through
which the Directors manage and mitigate risk.

Our principal risks
The Board recognises that the nature and scope of the
Group’s risks can change, so it regularly reviews the risks faced
as well as the systems and processes in place to mitigate them.
The principal risks to achieving the Group’s objectives are set out
below. The risk factors described are not an exhaustive list or an
explanation of all risks. Additional risks and uncertainties relating
to the Group, including those that are not currently known to the

Group or that the Group currently deems immaterial, may individually
or cumulatively also have a material adverse effect on the Group’s
business operations, results and/or financial condition.

Risks within the Company’s control
In its Annual Report and Accounts for the year ended
31 March 2019, the Company reported on the principal risks
and uncertainties affecting the Group and actions taken to
mitigate these risks. This report has been updated, with new
risks included, together with an update on mitigating actions.

COVID-19
The COVID-19 pandemic has become a principal risk
for the business and is detailed below.

Key to strategic priorities:
1  Optimise the business for the UK’s net-zero revolution

3

Generate surplus cash with a strong balance sheet

2  Grow market share, revenues and profitability significantly

4  Become a “Times Top 100” employer

COVID-19
Link to strategic priorities:

1

2

3

4

Description
There is a risk that:

• The recent outbreak and global spread of COVID-19 has
a significant and prolonged impact on the UK economy
and may disrupt our supply chain and our customers’
projects and adversely impact our operations.

• The temporary emergency public safety measures
which the UK government introduced, continue for an
extended period of time, increasing pressure on our
operations due to an economic downturn.

Risk status: New

Mitigating actions
The safety and wellbeing of our people, customers and the communities
we work in continues to be our number one priority. In line with the
measures introduced by the UK government, we took our responsibility
to safeguard the wellbeing of our field based people and the communities
they work in seriously, by postponing the delivery of all non-essential
utility connection and infrastructure works. Works were fully remobilised
in line with government advice and utility works are now delivered
under COVID-secure guidelines.
The proceeds from the sale of the Group’s domestic customer gas
connection assets and associated meters to ESP, significantly
strengthen the Group’s balance sheet and we continue to have strong
relationships with our bank and are in advanced discussions regarding
the provision of new facilities. We are also backed by our retained, regulated
asset base and its recurring income, to support the Group’s longer-term
needs. The Board continues to monitor the situation closely and explore
further actions as necessary to support the Group’s liquidity.
Regarding the impact of an economic downturn, our Executive
Committee is monitoring events closely with regular Board oversight,
to evaluate impact and design appropriate response strategies. Risks
associated with an economic downturn are mitigated by our limited
market share in key sectors. Our wide breadth of offering and diversified
position, across multiple sectors, also reduce our exposure to volatility
in individual markets.
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RISK MANAGEMENT CONTINUED

Key to strategic priorities:
1  Optimise the business for the UK’s net-zero revolution

3

Generate surplus cash with a strong balance sheet

2  Grow market share, revenues and profitability significantly

4  Become a “Times Top 100” employer

Growth and strategy execution
Link to strategic priorities:

1

2

3

4

Description
There is a risk that:

• The strategy currently being pursued is not the most
effective or efficient and that alternative strategies may
be more appropriate.

Risk status:

No change

Mitigating actions
The Group’s strategy is agreed by the Board at an annual strategy
meeting and thereafter regularly reviewed at Board meetings and by
the Executive Directors. The Board engages with management and
employees to ensure the strategy is communicated and understood
and that all employees have a clear understanding of the potential
benefits and risks of the strategy. The Group maintains a close watch
on, and assesses, the relevant market drivers that influence the Group’s
strategic priorities to ensure that its growth strategy remains relevant
and appropriate.

Retention and recruitment
Link to strategic priorities:

1

2

3

4

Description
There is a risk that:

• The Group loses its valued and talented employees.

Risk status:

No change

Mitigating actions
The Group has put in place competitive reward and recognition packages
to all, comprising a blend of short and long-term incentives for senior
managers and Executives. Employee development programmes are in
place to assess, manage and develop the leadership skills of employees
throughout the organisation. In addition, we invest in succession
planning and improving learning and development, giving opportunities
for employees to upgrade skills. The Group’s culture and approach to
employee engagement continue to be differentiators in attracting and
retaining talent.

Macroeconomic conditions (other than COVID-19)
Link to strategic priorities:

1

2

3

4

Description
There is a risk that:

• The macroeconomic conditions in the UK impact
the ability of the Group to execute its strategy
and growth plans.

Risk status:

No change

Mitigating actions
We closely monitor market developments across our key sectors and
we proactively engage with government and regulatory bodies to keep
informed of market developments.
The Group expects that future market changes will, in the main,
continue to be driven by the move to cleaner energy, in line with the
UK’s 2050 net-zero target. The Board believes that this presents a
significant growth opportunity for the Group considering its specialist
skills, experience and capabilities.
The Group also continues to work towards a more balanced revenue
base to reduce reliance on specific utility services in an evolving
energy landscape.
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Competitive environment and reliance on key customers
Link to strategic priorities:

1

2

3

4

Description
There is a risk that:

• The markets in which the Group operates become
increasingly competitive and the actions of the Group’s
competitors, including those from organisations that
may be larger and/or have greater capital resources,
and/or our own inaction, has a significant and adverse
impact on the Group.

Risk status:

No change

Mitigating actions
Our wide breadth of offering and diversified position across multiple
sectors reduce our exposure to volatility in individual competitive
markets. The variety and volume of customers serviced mean that the
Group is also not reliant on any customer. These risks are managed
through the corporate planning and review processes. To ensure that
we remain competitive, we monitor market developments and pursue
feedback from customers on the competitiveness of all tenders and bids.
Considering the specialist, technical and regulated nature of the Group’s
operations and the market in which it operates, there are high barriers to
entry for new competitors.

Utility infrastructure market and regulatory environment
Link to strategic priorities:

1

2

3

4

Description
There is a risk that:

• The inherent risks from operating in the utility
infrastructure market, such as reliance on ageing
infrastructure as well as the risk of downtime or low
productivity caused by interruptions or equipment
failures, are realised.

Risk status:

No change

Mitigating actions
The Group seeks to reduce the risk of losses arising from these
circumstances through careful planning, robust operational guidelines
and the sharing of risk with client and supplier organisations and by
putting in place suitable insurance arrangements. The Group also maintains
proactive engagement with a variety of government and regulatory
bodies to keep informed, and ahead, in an evolving market landscape.

• The Group loses one or more of its licences, which
it requires in order to carry out the design, build,
project management, ownership and maintenance
of utility infrastructure.

• The regulatory environment could change, which
may have a direct and significant impact on the
Group’s regulated activities.

Health and safety
Link to strategic priorities:

1

2

3

4

Description
There is a risk that:

• Accidents on our sites could lead to potential injury
to, or loss of, human life, reputational damage and
financial penalties.

Risk status:

No change

Mitigating actions
We ensure that the Board’s health and safety strategy is implemented
by our comprehensive management systems and controls, overseen by
our Group health and safety team to minimise the likelihood and impact
of accidents. We have also developed and sustained a strong “safety-first”
culture which has delivered improvements in behavioural safety
and safety performance.
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RISK MANAGEMENT CONTINUED

Key to strategic priorities:
1  Optimise the business for the UK’s net-zero revolution

3

Generate surplus cash with a strong balance sheet

2  Grow market share, revenues and profitability significantly

4  Become a “Times Top 100” employer

Working capital management and funding
Link to strategic priorities:

1

2

3

4

Description
There is a risk that:

• The Group does not have the working capital
management and funding required to deliver
on its strategy and future growth plans.

Risk status:

No change

Mitigating actions
The proceeds from the sale of the Group’s domestic customer gas
connection assets and associated meters to ESP significantly strengthen
the Group’s balance sheet. Proceeds from the first tranche of the sale
were also used repay existing debt of £10 million in full, leaving the
business debt free as at 1 April 2020, other than operating lease
obligations. In granting commercial credit terms, careful attention is
paid to the timing of cash receipts and payments over the period of
contract delivery. Where necessary, a deposit is requested from customers
prior to commencing work and invoicing milestones with customers are
matched where possible to the invoicing patterns of our supply chain.
We also continue to have strong relationships with our bank and are in
advanced discussions regarding the provision of new facilities.

IT systems and cyber security 
Link to strategic priorities:

1

2

3

4

Description
There is a risk that:

• Computer systems outages and interruptions could
affect the ability to conduct day-to-day operations,
which could result in loss of sales and delays to cash flow.

• Key systems could be breached causing financial loss,
data loss, disruption or damage and any theft or misuse
of data held within the Group’s systems and this could
have both reputational and financial implications for
the Group.

Risk status:

No change

Mitigating actions
The Group’s IT strategies are reviewed regularly to ensure they remain
appropriate, with business continuity and disaster recovery testing
performed. We have a dedicated internal IT support team which works
closely with our external support advisers to ensure that regular updates
to technology, infrastructure, communications and application systems
occur. The Group has advanced centralised hardware and software
security in place to ensure protection of commercial and sensitive data.
For new IT projects, our technology advisers are utilised in conjunction
with internal project management, restricting access to data, systems
and code and ensuring all systems are secure and up to date.

Brexit
Link to strategic priorities:

1

2

3

Risk status:

4

Description
There is a risk that:

• Fulcrum could be impacted by the UK’s leaving the
European Union by the end of 2020, particularly the
supply chain for goods sourced from within the EU.

• Additional timescales, tariffs or import costs related to

Mitigating actions
The Group continues to monitor and assess the impact of various
scenarios in relation to Brexit. We consider the impact of EU-sourced
materials on every applicable project and manage this to ensure customer
expectations on potential cost and time impact are managed. The Group
has updated its customer terms accordingly to provide protection.

sourcing materials from the EU would create additional
customer cost and could introduce delays in delivery.
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SUSTAINABILITY REPORT

OUR SUSTAINABLE APPROACH
Fulcrum takes its environmental, social and governance (ESG)
responsibilities seriously and is committed to being a sustainable
business that is prepared for, and supports, a net-zero future.
To deliver its vision, the Group has developed a sustainability
strategy that details the actions we take, and will take, to ensure
we do the best we can for our people, our environment and
our future.
Daren Harris
Chief Executive Officer

OUR FOUR STRATEGIC PILLARS:

DELIVERING VALUE TO
OUR CUSTOMERS
Understand our customers’ needs, build
relationships through trust and transparency
and utilise our expertise to offer long-term value.
Read more on page 30

OPERATING
RESPONSIBLY
Run our operations responsibly to drive
efficiencies, minimise our impact on the
environment, promote integrity and achieve
industry leading safety performance.
Read more on page 32

ACCELERATING THE UK’S
NET-ZERO REVOLUTION
Deliver critical infrastructure to meet the
nation’s and customers’ net-zero carbon
ambitions and manage climate related risks.
Read more on page 31

ENGAGING
OUR PEOPLE
Develop highly skilled teams, which are
healthy and happy and work together
in a diverse and rewarding workplace.

Read more on page 33
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SUSTAINABILITY REPORT CONTINUED

DELIVERING VALUE TO OUR CUSTOMERS
Continually improve in-service delivery and respond
to evolving customer needs
We are committed to using customer feedback to improve,
innovate and differentiate the business as customer needs
and expectations evolve.

What this means to us

• We want to be the best for service in our industry and we
always aim to build long-term and successful relationships
with our customers.

• Customer service excellence is integrated into our values
and is core to the way we approach our work.

• We develop relationships through trust and transparency,
to ensure we deliver the best possible service, continually
improve and identify ways to achieve competitive advantage.

• We make significant investments in specialist skills and
knowledge to ensure we have the capability to deliver critical
infrastructure to support our customers’ low carbon ambitions.

As we move towards a net-zero future, there is some uncertainty
around how our customers will be obliged to heat and power
their developments, and this is an emerging concern for them.
We are making it clear that we are here to help and support by
monitoring industry developments and providing advice on how
changes in energy regulation may impact their developments
now and in the future.

Customers who
rated service as “great”

Repeat business

Develop our capabilities, experience
and strategic partnerships

89%

58%

Fulcrum’s electricity and gas capabilities put us in a strong
position to support customers by coordinating their utility
infrastructure and energy requirements to achieve time and
cost efficiencies and we continue to develop our multi-utility
service offering to enhance this.

(rated us 9 or 10 out of 10
for service)

Be transparent and responsive to customer
and stakeholder feedback
Building trust, through engaging and operating with
honesty and transparency, is crucial to developing the
customer relationships that will underpin business growth
and this is a fundamental element of the Group’s values
and service excellence culture.
We engage customers on every project to understand how
well we delivered for them. Its purpose is to capture feedback
on how we performed, and that feedback is used to inform
improvements in how we deliver for our customers, identify
ways we can provide added value and understand our
competitive position. For customers with higher volumes of
repeat business, we also have regular performance review
meetings to discuss our service in depth and identify
opportunities to enhance our offer to them.
We have seen sustained improvements in the percentage of
customers who rated our service as “great” (9 or 10 out of 10),
reaching 89% this year. To incentivise great service and
customer relationships, we recognise employees who are
praised by, or go above and beyond for, our customers with
quarterly “Spirit” awards and “Instant Recognition” awards.
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In FY21, we will also be reporting sentiment using the net
promoter score (NPS) system. The NPS scoring system provides
a better indication of whether customers would use us again
and recommend us. To ensure that we always secure an accurate
representation of customer sentiment, it will be validated through
new qualitative customer surveys and regular performance
meetings. We are also building stronger, more collaborative
relationships with key customers and the bodies that represent
their industries, to ensure that we remain prepared to meet
their evolving needs in a changing energy landscape.
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We are also exploring emerging green technologies that
will complement more traditional utility infrastructure to
power and heat developments and see this as key to
supporting a net-zero revolution.
Our strategic relationship with ESP provides added
customer value by enabling us to compete on larger
sites for customers who have trusted us with their smaller
developments. The innovative adoption solutions we can
offer collaboratively give developers greater choice and
provide options for long-term customer value, for example
by reducing ongoing network or energy charges.

Utilise our expertise to support our customers’
low‑carbon transition
As the energy landscape in the UK changes, we will help
our customers by providing support and advice on their
obligations as we move towards a net-zero future. We are
committed to enabling our customers to reduce their carbon
impact by using our expertise and breadth of offering to
introduce “green options” for their development. These are
alternative utility infrastructure solutions that will achieve
a lower carbon impact.

Strategic report / Corporate governance / Financial statements

ACCELERATING THE UK’S NET-ZERO REVOLUTION
Reducing the carbon impact of their operations is becoming
increasingly important to our customers, especially as their
awareness of impending or future obligations increases. Our
knowledge and capabilities can help them select options for
their new developments that also consider carbon impact,
as well as engineering and cost.

What this means to us

• By connecting the nation in a sustainable way, we are
helping the UK meet its net-zero carbon targets and
ultimately reduce the impact of climate change.

• Through the diversification of our services we are working
to identify innovative solutions that will drive the nation’s
low carbon transition.

• Through the appropriate governance and risk-management
processes, we seek to actively manage the physical and
transitional climate related risks for our business and we
are proactively reducing the carbon emissions in our
business operations.

Reduction in fuel consumption

8%
Support the UK’s net-zero carbon goals
Our industry has an important role to play in enabling the UK
to deliver its net-zero revolution, and we take our responsibility
to support this seriously. We are excited by the opportunities
this transformation presents and are committed to using our
utility infrastructure knowledge and capabilities to play a part
in supporting the UK to achieve its net-zero ambitions.
We commit to do this by reducing our own carbon impact, by
helping our customers deliver vital energy infrastructure that
supports a net-zero future and by enabling our customers to
make more informed, “greener” choices in how they heat
and power their developments.
Through our broad capabilities and experience, we are
strongly positioned to support the UK to achieve its net-zero
ambitions. We are already delivering services and solutions
that are contributing to a greener future, such as designing
and building electric vehicle charging infrastructure,
delivering smart meter exchange programmes and providing
solutions to power and maintain renewable energy generating
infrastructure, including battery storage sites, wind farms and
solar farms.

To support the smart energy revolution, we provide flexible
and customer-centric smart meter exchange programmes
nationally and this has seen us become the supplier of choice
for many emerging or specialist energy suppliers. We are
engaging priority UK energy suppliers with our services to
support them to achieve their smart meter obligations in an
efficient way and our scalable delivery model positions us
strongly to do this.

Reduce carbon emissions from our business operations
We commit to reducing our own carbon impact by
reducing the emissions from our operations and we take
our responsibility to do this seriously.
In the year, we focused heavily on planning and operational
efficiency to ensure that the carbon impact from our activity
is minimised and began trials on electric excavators as an
alternative to diesel powered ones. We have also been
working collaboratively with our fleet provider on plans to
increase the number of electric company cars and have
several incentives, including free electric vehicle charging
facilities at our head office, to support uptake.
To ensure that we robustly identify our carbon footprint,
and track and measure the success of our carbon reduction
plans, we have commissioned the Carbon Trust to implement
its “Footprint Manager” data collection and reporting service
to enable us to include relevant data required by the Streamlined
Energy and Carbon Reporting regulations. This data is in the
process of being collated and once available will be included
in future years.
We see this as the first step in a
collaborative relationship with the
Carbon Trust, whose capabilities and
experience in reducing carbon impact
will enable us to develop the Group’s
carbon reduction roadmap and will support us in enabling
our customers to make greener choices to do the same.

Invest in sustainable product innovation
Positioning the business for a net-zero future is a strategic
priority for the Group. This means we commit to offer a full
product portfolio, including renewable energy generating
options, that will give our customers greater and unceasingly
greener choices to power and heat their projects. We are already
exploring renewable product options that will complement a
more traditional multi-utility infrastructure package and are
engaging customers on potential trial schemes.
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OPERATING RESPONSIBLY
We have a dedicated compliance function, invest in regular
compliance and safety training and have robust safety processes
and systems in place. These, coupled with a strong focus on
behavioural safety and stringent audit regimes, ensure we
maintain zero harm.
The execution of our safety strategy resulted in a 0.00
RIDDOR incident rate and being awarded our 17th
consecutive RoSPA Gold Award in the year.

Manage our resources in a responsible way

What this means to us

• We don’t just “do the right thing” – we are committed to
reducing our impact on the environment, managing our
supply chain more effectively and ensuring we actively
manage our code of conduct policies to minimise any risks
to the business and our wider stakeholders.

• Running our operations effectively and considerately is essential
for driving efficiencies, saving costs and protecting resources.

• We are constantly striving to develop a zero-harm
workplace, and we aim to achieve industry leading safety
performance which is firmly embedded within our culture.

• We are proud to support the local communities where we
operate. We actively support volunteering, encouraging our
employees to take part in fundraising activities and give
time to local causes.

Consecutive Gold Awards
from the Royal Society
for the Prevention of
Accidents (RoSPA)

RIDDOR
incident rate

17

0.00

Volunteering
hours

Donated in
charitable giving

127

£5,200

Build a zero-harm culture
The wellbeing of our people, our customers and the communities
we work in is our highest priority. We always put safety first
and never compromise.
A safety-first strategy is in place
to ensure zero harm and although
this is well embedded into our
culture and operations, we are never
complacent. Core to our values is
the Spirit of “SAFE”, which underpins
all activity and empowers our people
to challenge anything unsafe.
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It is our aim to always manage our resources responsibly.
In the year we improved resource management, scheduling
efficiency and stock management. We also introduced
measures to minimise waste and reduce single-use plastics
across our operations. Working with the Carbon Trust, we will
monitor and accurately measure the positive impact of managing
our resources in ever increasingly responsible ways.

Engage our supply chain to become more sustainable
Our focus in FY21 will be to reduce the carbon impact across or
supply chain, as well as our own operations, and sub‑contractor
and supplier sustainability credentials will play an increasingly
important part in our pre-qualification and selection processes.

Engage with external bodies to identify evolving
regulation and shape future policy
We engage with, are members of and have senior
representation on, several relevant industry bodies and
groups, including the Independent Networks Association
(INA), the Energy and Utilities Alliance (EUA), the Renewable
Energy Association (REA) and the House Builders Federation
(HBF). Industry body representation and participation provide
a platform for industry collaboration, to share insight and to
engage and influence government bodies on future policy,
and we take a proactive and collaborative approach to this.

Promote integrity and reduce compliance risk
Integrity is one of our core Spirit values and we expect, and
nurture, integrity in everything we do. We set clear expectations
on how our people behave and operate and this is set out in
our code of conduct. We also provide additional training and
coaching on areas including data security and anti-bribery, to
ensure that we remain compliant on specific focus areas.

Give back to the community
We are committed to giving back to our communities
and supporting charitable causes, and we encourage and
enable our people to take part in volunteering and fundraising
activities. Through our “Community Spirit” initiative, the
Group has established a partnership with Bluebell Wood
Children’s Hospice and Bury Drop In, a local homeless charity.
We support them, along with several national charities,
through a variety of volunteering and fundraising initiatives.
In the year, our people spent 127 hours volunteering and
we donated £5,200 in total from fundraising activities.
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ENGAGING OUR PEOPLE
Rewards and benefits
We aim to have a culture where everyone’s contribution is
valued and rewarded. We offer competitive packages with
attractive and flexible benefits, including annual sharesave
(SAYE) schemes, to recruit and retain the best people. We
have built a strong external business network and we are
constantly monitoring external standards to ensure our
rewards and benefits remain attractive and competitive.

Develop skills and talent
What this means to us

• We have a strong values-led culture and we encourage
everyone to live by our values and behaviours. We achieve
this by providing an engaging, diverse and supportive
environment where people want to work, develop and
learn from each other.

• Through our employee engagement programme, we
actively respond to employee concerns to ensure we
engage, reward, recognise and retain our people.

• We are also deeply committed to supporting a range of
initiatives to safeguard the physical and mental wellbeing
of our people. We listen to every voice and ensure we
proactively respond to all employee feedback and needs.

Employee engagement score
(out of a maximum of 5)

We are committed to having a culture that focuses on
bringing out the best in our people. It is crucial to us to be
able to offer all our people a clear career path. We put a
strong emphasis on identifying talent and succession planning
activities, and every person in the Group has a personal
development plan, supported with training, coaching and
professional development opportunities. In FY21 we are
introducing a new online learning management system (LMS)
that will be available to all people to enhance their skills for
both structured development and flexible learning.
We have an apprenticeship programme in place to foster and
develop new talent and plan to expand our scheme in FY21; we
also offer work experience and have provided opportunities to
local schools and communities and the families of our employees.

Foster a diverse and inclusive culture

Male employees

Female employees

We are an equal opportunities employer and provide an inclusive
environment for all our people. We are committed to fostering
inclusion and diversity and ensure that all our employees can
develop to their full potential, regardless of race, gender, nationality,
age, disability, sexual orientation, religion or background.

77%

23%

In the year, we enhanced our recruitment processes to
ensure that we always demonstrate our consistent, diverse
and inclusive approach to recruitment.

3.7
Engage with our employees
It is vital that we have a truly engaged workforce as our people
are critical to the Group’s success. A culture of positive
engagement supports us to recruit and retain the best and
most talented people, develop a high-performance culture
and, importantly, ensure our people are healthy, happy and
work together in a diverse and rewarding workplace.
To support employee engagement, we promote a culture of
regular open, clear and transparent communications across
multiple channels. This includes a weekly business update
from the leadership team and daily updates using a social
media collaboration tool, Workplace.
Employee feedback is vital to identifying how happy and
motivated our people are and we capture this through regular
one to ones with line managers, employee forums and a
biannual People Survey. The most recent survey recorded
overall engagement at 3.7 out of 5. We explore all feedback in
detail and use it to inform our engagement plans and priorities.
The People Survey is being redeveloped in FY21 to match
“Times Top 100” employer criteria and will be supported with
new “Pulse Surveys”, intended to take the temperature of the
business at more regular intervals.

Support physical and mental wellbeing
We are deeply committed to supporting the physical and
mental wellbeing of our people. We have developed a strong
zero-harm culture and enhanced our commitment to mental
and emotional wellbeing in the year. We introduced our first
fully trained mental health first aider and it is our plan to expand
the number of mental health first aiders in the business in FY21.
We also have access to more specialist mental wellbeing services
via an external partner, offer a 24/7/365 wellbeing solution, by
providing support through our employee assistance programme,
delivered mental fitness workshops, and ongoing mental
fitness support, in the year.

Encourage everyone to live by our values
We nurture a strong, values-led culture and we set clear
expectations on how we operate in line with our values and
behaviours. Values play an important part in our recruitment
and selection processes and we measure our people’s
performance against our values, rewarding positive examples
with “Spirit” awards and “Instant Recognition” awards. We are
also investing in a new behavioural mapping initiative to ensure
expectations are always clear and we drive consistency in
behaviour for all employees.
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