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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.

Annual Report and Accounts 2020 Fulcrum Utility Services Limited

19

Strategic report

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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