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Connexus Housing One Limited

‘Report and financial statements for the year ended 31 March 2020

Chair's Foreword

It was an enormmous privilege to be appointed as Chair of
Connexus in September 2019 and | am enjoying working with
the Board and Executive team to help us achieve our ambitions
to be well run, deliver excellent landlord services and more
homes across Herefordshire and Shropshire.

It has been a year full of challenges for Connexus, concluding
with the Covid 19 pandemic. The organisation has shown great
resilience in responding to this crisis, seeking to ensure the
safety of residents and staff; colleagues have dealt with a
difficult situation with decisiveness and creativity. Many
residents will face greater hardship as a result of the pandemic,
and Connexus will, together with partners, look to ways to
respond to this.

The Board's focus has been on improving the organisation’s
governance and its compliance with all health and safety
requirements. Following a regulatory downgrade in 2019, and
as part of a plan agreed with the Regulator, Connexus has
undertaken a thorough review of compliance work using
extemnal advisors to ensure that our standards are above that
required by regulation and comply with a standard that the
Board has approved. Once we are confident that these parts of
our business are working well, we shall look to the regulator to
return Connexus to a top G1 govemance rating later in 2020.

‘During the year there were some notable achievements
including:

. The opening of the Foyer redevelopment in Ludlow

-providing accommodation, training and help in getting work for

16-25 year olds, together with the associated Grainloft

development providing homes for 18-55 year olds with low level
support needs.

. ‘Completion of 200 new homes across Herefordshire and
Shropshire including 92 for affordable rent.
. Launch of our “Together with Tenants” initiative to

improve our customer engagement.

The continuing uncertainty around the final form of Brexit and
the Coronavirus pandemic mean that the Govemment's
priorities for housing are uncertain at this time. Nevertheless,
with a strong majority in the House of Commons, the
Conservative government is expected to follow through a policy
of encouraging home ownership and incentives for people to
get on the *housing ladder”. Prior to the pandemic, priorities
included improving safety of homes, particularly fire safety and
this is likely to continue to be the case, as it will be for
Connexus.

This year the Board has undertaken a review of the Corporate
plan with the Executive team and agreed the direction for the
next three years, whilst acknowledging that because of the
Coronavirus pandemic, specific outcomes may need to be
reconsidered. The revised Corporate Plan is available to view
on our website.

The Board has reaffirmed our priority to the affordable rented
sector and has narrowed our geographical remit to the counties
of Shropshire and Herefordshire, with a reduced exposure to
market sales risk; and to prioritise expenditure on existing
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homes and their energy efficiency. Development of new
affordable homes for tenants and shared owners will continue
as an important contribution to meeting housing needs.
However, our existing outright sale development at Radbrook
in Shrewsbury continues to be popular with sales progressing
strongly despite the Coronavirus pandemic.

Five other new non-executive Directors who bring a wealth of
experience from the housing sector and elsewhere joined me
on the Board in September 2019. Already they have played a
maijor role in reinforcing good govemance for Connexus and |
am sure that their appointments will continue to be positive for
Connexus.

| am grateful to Allison Taylor, John Cross and David Lincoln,
three non-executive Directors for their contribution to Connexus
as they will be retiring from the Board at the September AGM.
Together with staff colleagues, they have helped realise the
benefits a merger in 2017 and to ensure that we are equipped
to use the full potential of the organisation to work with
residents and partners to achieve our ambitions for the future.
Thank you!

i )
ALl -
John Barker

Chair

Chief Executive’s Foreword to the Financial Statements

My first year as a Chief Executive has been an incredibly
eventful one with external factors such as extreme weather
conditions causing severe flooding in our counties and the
Coronavirus pandemic impacting on our ability to provide our
usual range of services. | am nevertheless proud of all my
colleagues who have continued to provide a dedicated service
to our customers.

The challenges arising from the Coronavirus pandemic will
continue to impact on our communities over the medium term
at least and the safety of our customers and staff remains our
priority.

Our operational focus for 2020 has been to continue to deliver
the goals set out in the merger business case that brought
Shropshire Housing and Herefordshire Housing Groups
together in 2018 as well as resolving the regulatory issues
highlighted in last year's accounts.

This year saw the recruitment of a new executive management
team following a largely interim structure in 2019 and the
appointment of a new Chair, John Barker. John has a wealth of
experience from both non-executive Chair roles and as a
successful Chief Executive of housing organisations. More
details of the non-executive appointments are included in the
Chair's report.

With the new management structure in place we have been
working through an improvement plan agreed by the Regulator
of Social Housing in September 2019 following our governance
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downgrade to G2. The Regulator defines G2 as compliant but
“the provider needs to improve some aspects of its governance
arrangements to support continued compliance”.

As part of bringing our organisations together and aligning our
service offer, after allowing for the costs of merger, we aimed
to create efficiencies of around 5% of tumover from year three
and 6.3% by year five. We have continued this process in 2020
generating a cumulative net saving of £1.884m compared to a
forecast of £1.823m '

A big part of this is rebranding of the landlords in the Group to
just one brand “Connexus”. South Shropshire Housing, Meres
and Mosses Housing ‘and Herefordshire Housing have
achieved a lot since their creation, and some will be sad to see
those names disappear. But the rebranding will create
efficiencies and’ simplify the offer for our customers and
stakeholders and allow us to focus on what matters to our
customers and communities in Shropshire and Herefordshire
rather than internal govermnance.

In the last 12 months we have seen a net increase of new
homes in management of 108, Our business case for merger
forecast an increase in the number of homes of 1,458 by the
end of 2020. The new homes strategy has been written which
seeks a more modest development programme that reduces
risk, focusses on our rural areas and allows investment of
resources into our existing homes.

Our operating margin for the year (inc. Disposals) is 28%
against a forecast of 26.9%, the variance to forecast is primarily
down to in year savings in management costs incurred in year.

The Registered Providers within the Connexus Group have a
strong history in working with our communities. Following on
from 2019 when Connexus won the “Best Older Persons
Landlord” in the prestigious UK housing awards, a revised
corporate plan has been approved by the Board in March 2020
for Connexus which puts our communities in Shropshire and
Herefordshire as the focus of our objectives over the next three
years.

A

Richard Woolley, Chief Executive
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Report of the Board

The Board presents its report and the audited financial
statements for the year ended 31 March 2020.

Principal activities

The Association is registered with the Cooperative and
Community Benefit Societies Act 2014, Registered No.
30241R. It is also registered with and regulated by the Homes
& Communities Agency in accordance with the Housing and
‘Regeneration Act 2008, Registered No. LH 4493. The
Association has charitable objects, and is a charity for tax
purposes (reference XT4980). Connexus Housing One Limited
is a subsidiary of Connexus Housing Limited.

Connexus Housing One Limited (‘the Company) was formed for
the benefit of the community in providing housing,
accommodation and related services for people in need.

Review of business and future developments

South Shropshire Housing Association changed its name to
Connexus Housing One Limited on the 15t April 2020, as part
of the One Connexus Programme. Details of the Group’s
performance for the financial year and future plans are set out
in the Strategic Report that follows this report.

Housing property assets

Details of changes to the Group’s fixed assets are shown in
notes 12 and 13 to the financial statements.

Political and charitable donations
The Company gave £nil charitable donations during the
financial year (2019:£nil).

No political donations were made during the financial year
(2019: £nil).

Reserves

The surplus on reserves at the end of the financial year was
£2.5m (2019: £0.09m). This is after the transfer of the surplus
for the financial year of £0.7m and pension provision of
£1.719m (2019: (£2.496m)).

Post balance sheet events

There are no significant post balance sheet events requiring
adjustment to, or disclosure in, the financial statements.

Payment of creditors

In line with govemment guidance, the Group’s aim is to pay
purchase invoices within 30 days of receipt, or earlier if agreed
with the supplier.

Board Members and Non-Executive Directors

The Connexus Group operates with co-terminus boards, where
the board members act for and on behalf of the whole Group.
Connexus Housing One Limited (CH1L), Connexus Housing
Three Limited (CH3L), Connexus Housing Two Limited (CH2L)



Connexus Housing One Limited
Report angd financial statements for the year ended 31 March 2020

and ‘' Connexys Housing Limited share the same board

members. _

The non-exeéutive directors of the Group who were in office
during the year and up to the date of signing the financial
statements are get out below. The Board Comprises of ten

Ordinary board members and the Group’s Chief Executive

Current Board members:

Ordinary Board Members

John Barker — Chair John s gan experienced non-

(appointed executive director, chair and chigf

September 2019) executive with wide experience in
several successfuyl housing
associations. He has a strong

Personal commitment to the housing
association sector, a clear
appreciation of the strategic context
in which HA’s Operate and recent
experience at board level in high
performing organisations including
Sentinel, Bromford Group and First
Wessex,

John was previously Chief Executive
and a Board Member at Moat Homes
from 1989 to 2008 and was one of the
founder members of the South Egst
England Regionai Assembly and 1
Board and Committee member at the
Nationa] Federation. John's pedigree

Andrew Battrum
(appointed
September 201 9)

John Cross
(appointed
December 2018)

in social housing and govermance is
therefore strong.

Andrew was the Finance Director of
Bromford Housing Group, for 13
years reliring in 2016. His experience
at Bromford provides him with a good
insight into the social housing secior
and  equips him  with ap
understanding of the locality.

In  addition to his  Financial
Management and treasury expertise,
he brings strong analytica] skills and
an ability to move easily between
bigger picture and detailed thinking.
He has experienced different ways of
working at Bromford, which has
broadened his thinking both in terms
of  organisational and  Board
operations, '

John has extensive senijor level
experience leading on the
development of new affordable
homes and has worked as ahighly
Successfui Executive for
Several organisations including bpha.
He previously served as Chair of the
National Housing Federation for
three years. John will retire from the
board in September 2020,



Connexus Housing One Limited

Report and financial statements for the year ended 31 March 2020

Simon Gibbs
(appointed
September 2019)

David Lincoln
(appointed July
2017)

Simon has Board experience of both
public and private companies across
sectors including Property, Retail,
and Media. He has executive
experience over 25 years as a
CEO/MD. He is a Chartered
Accountant with investment banking
experience and has specialist
knowledge in both Treasury
Management and Property
Development, most recently through
his role at Curo.

Simon has commercial expertise to
drive growth within a housing building
context He has experience,
understanding and an appreciation of
the social housing sector bringing
something different given his blended
professional profile.

David has previously worked in the
gas and electricity industries, in roles
ranging from operational to business
and systems development and
change management. David is also

a volunteer adviser with
Herefordshire Citizens Advice
Bureau.

Maggie Punyer
{appointed
September 2019)

David was a Board Member of
Herefordshire Housing Limited from
2010 before the merger to Connexus
Housing Limited in 2017 and was due
to retire from the Board in September
2019 but has remained on the Board
for an additional year to assist with
the Board transition amrangements.
David will retire from the Board in
September 2020.

As a lead director with Ocean Media,
Maggie has a good grasp of the key
issues affecting the sector and
practical experience of embracing the
opportunities/challenges  currently
facing RP’s. She has gained this
insight through many govermance
roles, notably in her current capacity
as a NED on the Board of Accent.
With a good appreciation of
regulation, risk, culture and
governance control, Maggie also has
a commercial background providing
the strategic leadership needed at a
governance level by Connexus.

Maggie’s track record of delivery is
supplemented by the softer skills she
brings around team development,
Board growth and  building
consensus to take business led
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Abigail Reilly
(appointed
September 2019)

decisions that are integral to the
achievement of corporate goals.
Comfortable in stakeholder
management and effective in network
building, Maggie acknowledges the
importance of the external dimension
of the role. She cares deeply about
the provision of good quality social
and affordable housing, and strongly

"believes in the voice of the customers

and tenants informing organisational
activity.

Abigail comes from a military
background. and has fifteen years’
experience at senior management

level within Social Housing. This

includes three years as Executive
Director responsible for a wide
portfolio including Organisational
Development, HR, Govemnance, ICT,

Communications, _ Project
Management, Facilities, Fleet
Management and Corporate

Strategy, Performance and Planning.

From September 2019 Abigail is

‘retuming to full time study to

complete an MSC in Occupational
Psychology as part of her ongoing
professional development as an
OD/business change specialist.

Paul Smith
(appointed
December 2018)

Allison Taylor
(appointed July
2017)

Abigail's appointment to the
Connexus Board is her first NED
appointment. She has however, been
heavily involved in govemance
reviews which has formed a key
focus of her executive director
accountabilities. Her experience in
this area includes being part of an in-
depth regulatory assessment (IDA)
process.  Abigail offers relevant
technical expertise, a sound insight
into governance issues and the
potential to operate effectively in a
NED capacity.

Paul is the Cabinet Member for
Housing at Bristol City Council and a
member of the Advisory Panel for the
Housing Ombudsman. Paul has also
served as the Chief Executive of two
national charities, the Fumiture Re-
use Network and Housing Potential
(the skills agency for housing).

Allison has many years’ experience
at a senior level with an emphasis on
people management and helping
organisations create a climate to
enable people to work at their best.
Allison runs her own consultancy
offering leadership development and
executive coaching. Allison is the
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Andrew Taylor
(appointed
September 2019

Chair of Connexus’ Remuneration
and HR Committee.

Allison was a Board Member of
Herefordshire Housing Limited from
2010 before the merger to Connexus
Housing Limited in 2017 and was due
to retire from the Board in September
2019 but has remained on the Board
for an additional year to assist with
the transition of board members.
Allison will retire from the Board in
September 2020.

Andrew operates as an independent
consultant primarily specialising in
the social housing sector, but with
some commissions also in the health
sector.

He is a qualified member and fellow
of CIPFA and has significant
experience in all areas of Risk,

- corporate govemance, and

stakeholder management. This is
through previous NED positions
where he chaired Boards and
Committees at both Salvation Army
Housing Association and Hendon
Christian Association. Andrew has
experience in compliance controls,
IDA preparation and key issues of

10

relevance from a regulatory point of
view for an Audit and Risk

Committee.
Richard Woolley Richard has over 20 vyears'
(appointed April experience in the housing sector,
2019) gained with both Large Scale

Voluntary Transfers (LSVTs) and
traditional housing associations.
Having been Director of Resources
for Herefordshire Housing and then
Connexus Housing, Richard was
appointed as Chief Executive and to
the Board in April 2019.

Retired Ordinary Board Members in the year

Ruth Cooke (Chair)

(appointed July 2017, retired September 2019)

Hilary Gardner

(appointed December 2018, retired September 2019)
Gillian Jones

(appointed July 2017, retired September 2019)
Elizabeth Walford

(appointed July 2017, retired September 2019)

The Group has insurance policies that indemnify both its Board
Members and Executive Directors against liability when acting
for the Companies. With the exception of the Chief Executive,
Richard Woolley and Andrew Cooke Director of Resources,
Executive Directors are not Board Members and act as
executives within the authority delegated by the Board.
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The Board is responsible for the Group’s strategic direction.
Day to day management and implementation is delegated to
the Chief Executive and his Executive team who meet at least
fortnightly. The Executive Directors and senior colleagues
attend Board and committees.

The Board meet a minimum of four times a year. The Chief
Executive and Chair meet regularly.

Stakeholders

The strength of the Group lies in the quality and commitment of
its employees. The Group’s ability to meet its objectives and
commitments to customers in an efficient and effective manner
depends on the contribution of employees throughout the
financial year. Consultation and communication with all
‘employees takes place through regular briefings, team
meetings and union representation.

The Group is committed to -eliminating discrimination and
harassment and promoting equality and diversity. Connexus
Housing Limited actively encourages customer involvement by
promoting various mechanisms. These include supporting
resident groups, a customer involvement panel with direct
access to the Group Board, and independent surveys through
‘Voluntas'. These all help for customers to play an active-role in
shaping the future provision of services.

The Group’s commitment is not purely to its customers, but also
to the wider community. The Group supports the Discovery
Centre in Craven Arms, the Mayfair Centre in Church Stretton
and the Newton Farm Information Centre, a Hereford charity

11

providing a wide range of advice either directly, by signposting
or by providing space for other agencies on a surgery basis.
This includes regular visits by the Citizens Advice Bureau (to
whom grant aid is given to fund a part-time officer dedicated to
supporting our tenants) and an access point for the local Credit
Union.

The Group directly allocated grants to community groups to
support initiatives across Shropshire and Herefordshire.

NHF Code of Governance

We are pleased to report that the Group complies with the
recommendations of the NHF Code of Governance. A formal
review of the effectiveness of the Board has been undertaken
during the year and found that the Group was compliant with
the code.

Members of the Association

As of 31 March 2020 there were 41 shareholders, each holding
a £1.00 share all of which are independent in accordance with
the Association’s new Rules. This includes Connexus Housing
Limited which is a member and holds a £1.00 share. Members
have voting rights at Annual and Special General Meetings.
Members of the Association are eligible to be elected to sit on
the Board and Committees. The detailed arrangements

regarding membership are set out in the Rules of the
Association.
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Health and Safety

The Board is aware of its responsibilities on matters relating to
health and safety and the Group has detailed health and safety
policies.. The Group complies with the Health and Safety at
Work Act 1974 and other relevant legislation.

Public Benefit

In setting the Company’s aims and objectives, the Board has

given careful consideration to the Charity Commission’s

general guidance on public benefit. The Board confirms that the

Company complies with the public benefit criteria by:

= The provision of housing, accommodation and related
services for people in need.

12

Internal Control Assurance Statement

The Group Board acknowledges its overall responsibility for
establishing and maintaining the whole system of intemnal
control and for reviewing its effectiveness for the Group as a
whole.

The system of intemal control is designed to manage, rather
than eliminate, the risk of failure to achieve business
objectives, and to provide reasonable, and not absolute,
assurance against material misstatement or loss. In meeting
its responsibilities, the Group Board has approved an effective
framework to identify and manage the significant risks to the
Group’s operations. This risk-based approach to establishing
and maintaining intemal controls is embedded within day-to-
day management and govemnance processes. The approach
includes the regular evaluation of the nature and extent of risks
to which the Group is exposed and is consistent with best
practice.

Annual Review of the effectiveness of the System of
internal Control

The Group Board delegates responsibility for the annual
review of the effectiveness of the system of intemal control to
the Audit & Risk Committee. The Audit & Risk Committee
take account of any changes needed to maintain the
effectiveness of the management and control process for risk
and fraud. Audit & Risk Committee met five times during
the course of the year. Assurance over the control environment
was obtained from the following main sources:
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Risk Management

An effective risk management framework sits at the core of
the system of intemal control. The Group Board confirms that
the process for identifying, evaluating and managing the
significant risks faced by the organisation is ongoing, the
process has been in place throughout the year and up to the
date of approval of the annual report and accounts and is
regularly reviewed by the Group Board. The Group Board
during the financial year set their risk appetite, setting out the
Group Board's attitude to risk in the achievement of its
objectives.

The Audit & Risk Committee approves at each meeting the
contents and scoring of the risk register on behalf of the
Group Board who maintain direction and oversight as part of
good govermnance. The Executive and Senior Management
Team regularly consider reports on risks and the Group
Chief Executive is responsible for reporting to the Group
Board any significant changes affecting key risks.

Internal Audit Service

The prime resporisibility of the intemal audit service ‘is to
provide the Group Board with assurance on the adequacy and
effectiveness of the intemal control system, including risk
management and .govemance. Internal audit also plays a
valuable role in helping management to improve systems of
intemnal control and so to reduce the potential effects of any
-significant risks faced. Internal Audit is delivered by Beevers
and Struthers with additional audit work being carried out by
external sources to provide a 3" line of assurance. The Internal
Auditors has direct access to the Audit & Risk Committee
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including one in-camera meeting without management
present.

The Audit & Risk Committee reviews the findings arising from
all Internal Audit Reports and is provided with progress reports
on the implementation of all agreed recommendations for
improvement to the point of conclusion.

The Intemal Auditors provides an annual report and overall
assurance opinion on the system of intemnal control based on
the Intemal Audit work performed during the year and
management response to that work. The 2019-20 Internal
Auditor Opinion and Annual Report identified no material
concems.

Fraud Management

There is an established code for Integrity & Bribery and
Connexus Group operates a zero tolerance approach to any
instances of fraud or corruption. There is an anti-fraud, bribery
and corruption policy and fraud response policy, along with a
Money Laundering policy and Whistleblowing policy. These
policies are reviewed regularly. An electronic fraud register
is maintained by the Company Secretary in addition to a
hospitality register which is a register that identifies any gifts
that may have been received. There were no material issues
identified during the year. The Group has appropriate
insurance cover in place to mitigate the potential financial
losses associated with fraud.

Information and Financial Reporting Systems

Financial reporting procedures include a long-term financial
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plan, detailed annual budgets, detailed treasury reports, value
for money reporting and regular management accounts which
are reviewed by the Group Board.

Any issues raised in the extenal audit management letter
issued at conclusion of the annual audit are dealt with to the
satisfaction of both the extemal auditors and the Audit &
Risk Commitiee with progress tracked to the point of
conclusion.

Key performance indicators and business objectives set as
part of the performance management framework are regularly
reviewed by the Group Board to assess progress and
outcomes against the Corporate and Business Plan.

Executive Management Team and Senior Management
Team

Each employee who has financial or devolved budgetary
responsibility is provided with a copy of the Standing Orders
and Financial Regulations (SOFR) and provided appropriate
training. Colleagues shall be responsible for the accountability
and control of all resources including plant, buildings, materials,
cash and stores relating to their areas of responsibility.

The Audit & Risk Committee shall be responsible for making
recommendations to the Group Board on new SOFR and
amendments to existing ones, as it considers necessary for the
supervision and control of the finances, accounts, income,
expenditure and assets of the Group.

Control Environment and Procedures
Governance arrangements are subject to continuing review
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and development to ensure they remain fit for purpose. Board
and sub-Committee membership is reviewed annually in line
with the membership policy terms. Compliance with the
chosen code of govermance and the Regulatory Framework is
reviewed annually.

The Board retains responsibility for a defined range of issues
covering strategic, operational, financial, and compliance
matters and new investment projects. The Board
disseminates its requirements to colleagues through a
framework of policies and procedures.

The Board confirms that there is an ongoing process for
identifying, evaluating and managing significant risks faced
by the Group and for preventing, detecting, investigating and
insuring against fraud. This process had been in place
throughout the year under review, up to the date of the
Annual report, and is regularly reviewed by the Board.

Financlal risk management

Connexus is financed by a combination of retained reserves,
long-term loan facilities and grants from the Government. The
Group has a formal Treasury Management Policy that was
approved by the Board in May 2020 along with the 30 Year
Business plan which is aligned to the Boards risk appetite and
Golden Rules.

This policy seeks to address funding and liquidity risk and
ensure covenant compliance; it states which types of financial
instrument can be authorised for use, covering both borrowings
and investments. In addition, the policy identifies the maximum
value of financial instruments and with whom they may be
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¢ The group’s ability to withstand other adverse scenarios
such as higher interest rates and number of void
properties.
The board believe the group and company has sufficient
funding in place and expect the group to be in compliance with
its debt covenants even in severe but plausible downside
scenarios..

Consequently, the Directors are confident that the Group and
Association will have sufficient funds to continue to meet its
liabilities as they fall due for at least 12 months from the date of
approval of the financial statements and therefore have
prepared the financial statements on a going concem basis.

Annual General Meeting
The annual general meeting will be held on 15 September 2020
at the registered office, The Gateway, Craven Arms.

Independent Auditor -

KPMG LLP were appointed by the Group Board in November
2017. The extemal audit contract is due for retender this year
and for this reason no resolution to reappoint KPMG LLP, as
independent auditor, will be put to the members at the annual
general meeting.

The report of the Board was approved by the Board on 15
September 2020 and signed on its behalf by:

| i F

| |'II | ”_r [ _I
k"' r{ \T \ L"‘

John Barkgi.~ ~+ =

Chair

15 September 2020
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Strategic Report

Who are we? Connexus was formed in 2017 following the
merger of South Shropshire, Meres and Mosses and
Herefordshire Housing Associations.

During the financial year we were operating to our Corporate
Plan 2018-2021 which sets out:

The Connexus Way

“Creating places where People can .reach their
potential

We are best able to deliver our purpose through
focusing our energy in 3 areas.

People We have over 10,500 tenants, pius their -wider
households and provide careline services to 37,000 people.

Places We have over 10,500 homes in Shropshire &
Herefordshire. -

Partnerships* We work in partnership with Local Authorities to
deliver our affordable homes programmes and other third sector
agencies to add value to local communities

We do this in an enterprising cost effective way. We call this
Profit for Purpose

It's about reinvesting any surplus we make into our core
priorities. For example our Market Sales development at
Radbrook delivering profits to fund affordable homes.
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agreed. The purpose of this policy is to reduce the impact to
Connexus of adverse movements in interest rates and
fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these
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financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.
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Qur Priorities for 2019-20
Customer Services- The Connexus Customer Offer

To deliver a consistent and effective service to our customers,
enabling colleagues to give a first point of contact resolution and
providing customers with a wider choice in how they access our
services and an improved overall experience.

During the year we handled 129,772 calls from our customers
resolving 87.6% of queries at the first point of contact an
increase of 4.3%. However overall satisfaction dipped slightly in
the year we are working hard to understand what the drivers for
customer satisfaction are so that we take necessary actions.

In the coming year the implementation of one Housing System
will make things easier for our teams which in tumn should
improve the Customer experience and satisfaction levels.

Net satisfaction with neighbourhoods increased to 83.8% in the
period which is a 6% increase in the year.

Development

During the year we delivered 138 new houses across
Connexus including the following schemes:

Marstons Hub, Ludlow
Radbrook, Shrewsbury
Blackfriars Street, Hereford

Ship Inn, Hereford

Baschurch Road, Bomere Heath
Queensway, Whitchurch

Connexus Housing One
Connexus Housing One
Connexus Housing Two
Connexus Housing Two
Connexus Housing Three
Connexus Housing Three
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These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset
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Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.
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enabling colleagues to give a first point of contact resolution and
providing customers with a wider choice in how they access our
services and an improved overall experience.
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increase of 4.3%. However overall satisfaction dipped slightly in
the year we are working hard to understand what the drivers for
customer satisfaction are so that we take necessary actions.

In the coming year the implementation of one Housing System
will make things easier for our teams which in tumn should
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These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset
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Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.
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fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these
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financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.
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Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset
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Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.
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Qur Priorities for 2019-20
Customer Services- The Connexus Customer Offer

To deliver a consistent and effective service to our customers,
enabling colleagues to give a first point of contact resolution and
providing customers with a wider choice in how they access our
services and an improved overall experience.

During the year we handled 129,772 calls from our customers
resolving 87.6% of queries at the first point of contact an
increase of 4.3%. However overall satisfaction dipped slightly in
the year we are working hard to understand what the drivers for
customer satisfaction are so that we take necessary actions.

In the coming year the implementation of one Housing System
will make things easier for our teams which in tumn should
improve the Customer experience and satisfaction levels.

Net satisfaction with neighbourhoods increased to 83.8% in the
period which is a 6% increase in the year.

Development

During the year we delivered 138 new houses across
Connexus including the following schemes:

Marstons Hub, Ludlow
Radbrook, Shrewsbury
Blackfriars Street, Hereford

Ship Inn, Hereford

Baschurch Road, Bomere Heath
Queensway, Whitchurch

Connexus Housing One
Connexus Housing One
Connexus Housing Two
Connexus Housing Two
Connexus Housing Three
Connexus Housing Three
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These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset
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Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.
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agreed. The purpose of this policy is to reduce the impact to
Connexus of adverse movements in interest rates and
fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these

15

financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.
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our time, money and resources to Customers, Connexus,
Communities.

Our Values We are a young organisation, we have pedigree
and are able to clearly describe how we will behave, operate and
interact with others, and will be guided in everything we do by our
PRIDE values:
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Qur Priorities for 2019-20
Customer Services- The Connexus Customer Offer

To deliver a consistent and effective service to our customers,
enabling colleagues to give a first point of contact resolution and
providing customers with a wider choice in how they access our
services and an improved overall experience.

During the year we handled 129,772 calls from our customers
resolving 87.6% of queries at the first point of contact an
increase of 4.3%. However overall satisfaction dipped slightly in
the year we are working hard to understand what the drivers for
customer satisfaction are so that we take necessary actions.

In the coming year the implementation of one Housing System
will make things easier for our teams which in tumn should
improve the Customer experience and satisfaction levels.

Net satisfaction with neighbourhoods increased to 83.8% in the
period which is a 6% increase in the year.

Development

During the year we delivered 138 new houses across
Connexus including the following schemes:

Marstons Hub, Ludlow
Radbrook, Shrewsbury
Blackfriars Street, Hereford

Ship Inn, Hereford

Baschurch Road, Bomere Heath
Queensway, Whitchurch

Connexus Housing One
Connexus Housing One
Connexus Housing Two
Connexus Housing Two
Connexus Housing Three
Connexus Housing Three



Connexus Housing One Limited

Report and financial statements for the year ended 31 March 2020

agreed. The purpose of this policy is to reduce the impact to
Connexus of adverse movements in interest rates and
fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these

15

financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.



Connexus Housing One Limited
Report and financial statements for the year ended 31 March 2020

These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset

18

Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
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Customer Services- The Connexus Customer Offer
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Our Values We are a young organisation, we have pedigree
and are able to clearly describe how we will behave, operate and
interact with others, and will be guided in everything we do by our
PRIDE values:

Passionate
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Effective
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Qur Priorities for 2019-20
Customer Services- The Connexus Customer Offer

To deliver a consistent and effective service to our customers,
enabling colleagues to give a first point of contact resolution and
providing customers with a wider choice in how they access our
services and an improved overall experience.

During the year we handled 129,772 calls from our customers
resolving 87.6% of queries at the first point of contact an
increase of 4.3%. However overall satisfaction dipped slightly in
the year we are working hard to understand what the drivers for
customer satisfaction are so that we take necessary actions.

In the coming year the implementation of one Housing System
will make things easier for our teams which in tumn should
improve the Customer experience and satisfaction levels.

Net satisfaction with neighbourhoods increased to 83.8% in the
period which is a 6% increase in the year.

Development

During the year we delivered 138 new houses across
Connexus including the following schemes:

Marstons Hub, Ludlow
Radbrook, Shrewsbury
Blackfriars Street, Hereford

Ship Inn, Hereford

Baschurch Road, Bomere Heath
Queensway, Whitchurch

Connexus Housing One
Connexus Housing One
Connexus Housing Two
Connexus Housing Two
Connexus Housing Three
Connexus Housing Three
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agreed. The purpose of this policy is to reduce the impact to
Connexus of adverse movements in interest rates and
fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these
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financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.
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These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset
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Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.
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We measure our success in terms of the retums we achieve on

our time, money and resources to Customers, Connexus,
Communities.

Our Values We are a young organisation, we have pedigree
and are able to clearly describe how we will behave, operate and
interact with others, and will be guided in everything we do by our
PRIDE values:
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Qur Priorities for 2019-20
Customer Services- The Connexus Customer Offer

To deliver a consistent and effective service to our customers,
enabling colleagues to give a first point of contact resolution and
providing customers with a wider choice in how they access our
services and an improved overall experience.

During the year we handled 129,772 calls from our customers
resolving 87.6% of queries at the first point of contact an
increase of 4.3%. However overall satisfaction dipped slightly in
the year we are working hard to understand what the drivers for
customer satisfaction are so that we take necessary actions.

In the coming year the implementation of one Housing System
will make things easier for our teams which in tumn should
improve the Customer experience and satisfaction levels.

Net satisfaction with neighbourhoods increased to 83.8% in the
period which is a 6% increase in the year.

Development

During the year we delivered 138 new houses across
Connexus including the following schemes:

Marstons Hub, Ludlow
Radbrook, Shrewsbury
Blackfriars Street, Hereford

Ship Inn, Hereford

Baschurch Road, Bomere Heath
Queensway, Whitchurch

Connexus Housing One
Connexus Housing One
Connexus Housing Two
Connexus Housing Two
Connexus Housing Three
Connexus Housing Three
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Connexus of adverse movements in interest rates and
fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these
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financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.
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These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset
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Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.
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We measure our success in terms of the retums we achieve on
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Our Values We are a young organisation, we have pedigree
and are able to clearly describe how we will behave, operate and
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Qur Priorities for 2019-20
Customer Services- The Connexus Customer Offer

To deliver a consistent and effective service to our customers,
enabling colleagues to give a first point of contact resolution and
providing customers with a wider choice in how they access our
services and an improved overall experience.

During the year we handled 129,772 calls from our customers
resolving 87.6% of queries at the first point of contact an
increase of 4.3%. However overall satisfaction dipped slightly in
the year we are working hard to understand what the drivers for
customer satisfaction are so that we take necessary actions.

In the coming year the implementation of one Housing System
will make things easier for our teams which in tumn should
improve the Customer experience and satisfaction levels.

Net satisfaction with neighbourhoods increased to 83.8% in the
period which is a 6% increase in the year.

Development

During the year we delivered 138 new houses across
Connexus including the following schemes:

Marstons Hub, Ludlow
Radbrook, Shrewsbury
Blackfriars Street, Hereford

Ship Inn, Hereford

Baschurch Road, Bomere Heath
Queensway, Whitchurch

Connexus Housing One
Connexus Housing One
Connexus Housing Two
Connexus Housing Two
Connexus Housing Three
Connexus Housing Three
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agreed. The purpose of this policy is to reduce the impact to
Connexus of adverse movements in interest rates and
fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these
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financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.
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These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset
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Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.



Connexus Housing One Limited

Report and financial statements for the year ended 31 March 2020

agreed. The purpose of this policy is to reduce the impact to
Connexus of adverse movements in interest rates and
fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these

15

financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.



Connexus Housing One Limited

Report and financial statements for the year ended 31 March 2020

We measure our success in terms of the retums we achieve on

our time, money and resources to Customers, Connexus,
Communities.

Our Values We are a young organisation, we have pedigree
and are able to clearly describe how we will behave, operate and
interact with others, and will be guided in everything we do by our
PRIDE values:

Passionate

We care deeply
about our work
and cur
Customers &
Communities

Effective

We aim to get it
right first time,
and make the

complex simple.

Respectful

Treating
Everyone Equally
and Fairly

J '.r" Connexus
Values

Determined

When we start
something we see
it through.

nvolving

We listen and
look to grow
and develop

17

Qur Priorities for 2019-20
Customer Services- The Connexus Customer Offer

To deliver a consistent and effective service to our customers,
enabling colleagues to give a first point of contact resolution and
providing customers with a wider choice in how they access our
services and an improved overall experience.

During the year we handled 129,772 calls from our customers
resolving 87.6% of queries at the first point of contact an
increase of 4.3%. However overall satisfaction dipped slightly in
the year we are working hard to understand what the drivers for
customer satisfaction are so that we take necessary actions.

In the coming year the implementation of one Housing System
will make things easier for our teams which in tumn should
improve the Customer experience and satisfaction levels.

Net satisfaction with neighbourhoods increased to 83.8% in the
period which is a 6% increase in the year.

Development

During the year we delivered 138 new houses across
Connexus including the following schemes:

Marstons Hub, Ludlow
Radbrook, Shrewsbury
Blackfriars Street, Hereford
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These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset
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Management and New Homes Strategies have been redrafted
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agreed. The purpose of this policy is to reduce the impact to
Connexus of adverse movements in interest rates and
fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these

15

financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.
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These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset

18

Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.
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improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset

18

Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.
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agreed. The purpose of this policy is to reduce the impact to
Connexus of adverse movements in interest rates and
fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these

15

financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.
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We measure our success in terms of the retums we achieve on

our time, money and resources to Customers, Connexus,
Communities.

Our Values We are a young organisation, we have pedigree
and are able to clearly describe how we will behave, operate and
interact with others, and will be guided in everything we do by our
PRIDE values:

Passionate

We care deeply
about our work
and cur
Customers &
Communities

Effective

We aim to get it
right first time,
and make the

complex simple.

Respectful

Treating
Everyone Equally
and Fairly

J '.r" Connexus
Values

Determined

When we start
something we see
it through.

nvolving

We listen and
look to grow
and develop
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Qur Priorities for 2019-20
Customer Services- The Connexus Customer Offer

To deliver a consistent and effective service to our customers,
enabling colleagues to give a first point of contact resolution and
providing customers with a wider choice in how they access our
services and an improved overall experience.

During the year we handled 129,772 calls from our customers
resolving 87.6% of queries at the first point of contact an
increase of 4.3%. However overall satisfaction dipped slightly in
the year we are working hard to understand what the drivers for
customer satisfaction are so that we take necessary actions.

In the coming year the implementation of one Housing System
will make things easier for our teams which in tumn should
improve the Customer experience and satisfaction levels.

Net satisfaction with neighbourhoods increased to 83.8% in the
period which is a 6% increase in the year.

Development

During the year we delivered 138 new houses across
Connexus including the following schemes:

Marstons Hub, Ludlow
Radbrook, Shrewsbury
Blackfriars Street, Hereford

Ship Inn, Hereford

Baschurch Road, Bomere Heath
Queensway, Whitchurch

Connexus Housing One
Connexus Housing One
Connexus Housing Two
Connexus Housing Two
Connexus Housing Three
Connexus Housing Three
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These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset
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Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.
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Qur Priorities for 2019-20
Customer Services- The Connexus Customer Offer

To deliver a consistent and effective service to our customers,
enabling colleagues to give a first point of contact resolution and
providing customers with a wider choice in how they access our
services and an improved overall experience.

During the year we handled 129,772 calls from our customers
resolving 87.6% of queries at the first point of contact an
increase of 4.3%. However overall satisfaction dipped slightly in
the year we are working hard to understand what the drivers for
customer satisfaction are so that we take necessary actions.

In the coming year the implementation of one Housing System
will make things easier for our teams which in tumn should
improve the Customer experience and satisfaction levels.

Net satisfaction with neighbourhoods increased to 83.8% in the
period which is a 6% increase in the year.

Development

During the year we delivered 138 new houses across
Connexus including the following schemes:

Marstons Hub, Ludlow
Radbrook, Shrewsbury
Blackfriars Street, Hereford

Ship Inn, Hereford

Baschurch Road, Bomere Heath
Queensway, Whitchurch

Connexus Housing One
Connexus Housing One
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These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset
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Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.



Connexus Housing One Limited
Report and financial statements for the year ended 31 March 2020

These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset

18

Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.



Connexus Housing One Limited

Report and financial statements for the year ended 31 March 2020

agreed. The purpose of this policy is to reduce the impact to
Connexus of adverse movements in interest rates and
fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these

15

financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.



Connexus Housing One Limited
Report and financial statements for the year ended 31 March 2020

These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset

18

Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.



Connexus Housing One Limited

Report and financial statements for the year ended 31 March 2020

agreed. The purpose of this policy is to reduce the impact to
Connexus of adverse movements in interest rates and
fluctuations in income (especially sales).

Going Concern Statement

The financial statements have been prepared on a going
concem basis which the directors consider to be appropriate
for the following reasons.

The Group prepares a 30 year business plan which is updated
and approved on an annual basis. The most recent business
plan was approved in May 2020 by the Board. As well as
considering the impact of a number of scenarios on the
business plan the Board also adopted a stress testing
framework against the base plan. The stress testing impacts
were measured against loan covenants and peak borrowing
levels compared to agreed facilities, with potential mitigating
actions identified to reduce expenditure. Following the
outbreak of Covid-19 the Group has undertaken a series of
further scenario testing including severe but plausible
downsides in the worsi-case assessment.

The board, after reviewing the group and company budgets for
2020/21 and the group's medium term financial position as
detailed in the 30-year business plan including changes arising
from the Covid-19 pandemic, is of the opinion that taking
account of severe but plausible downsides, the group and
company have adequate resources to continue in business for
a period of 12 months from the date of approval of these

15

financial statements (the going concem assessment period). In
order to reach this conclusion, the Board have considered:

e the property market — budget and business plan
scenarios have taken account of delays in handovers, in
respect of CH1L lower numbers of shared ownership
property sales, reductions in shared ownership sales
values;

e Maintenance costs — budget and business plan
scenarios have been modelled to take account of cost
increases and delays in maintenance expenditure, with
major works being phased into future years;

* Rent and service charge receivable — arrears and bad
debts have been increased to allow for customer
difficulties in making payments and budget and business
plan scenarios to take account of potential future
reductions in rents;

e Liquidity — current available cash and unutilised loan
facilties of £18.856m with £21.983m within the
Shropshire Funding Group which gives significant
headroom for committed spend and other forecast cash
flows that arise;

e Bormowing Headroom- There is significant un-utilised
borrowing headroom within CH1L property portfolio.
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These include a range of tenures to meet the -needs of local
communities including affordable rent, social rent and shared
ownership. The properties have now been let to the new tenants,
tumning them from houses into homes.

Additionally in the year we delivered 42 Open Market properties at
our Radbrook site and a further 20 properties were delivered by
Connexus Housing Two Lid for open market rent.

Place Shaping

As part of the place shaping strategy for the group during the year,
the ERDF funded Warmer Homes project commenced. This is an
exciting and innovative project to apply Passithaus principles to
improve insulation and heating systems, and will help to tackle fuel
poverty for 132 households across Connexus during the project
itself. However, the potential benefits and leaming we hope this will
deliver will far out reach the project life itself, as this will provide the
start of a blueprint for how to ‘retrofit' energy efficiency measures
to existing homes as housing providers plan how to reach the Net
Zero Emissions by 2050.

Investment and Safety

Resident safety has continued to be our highest priority and has
been a real focus during the year.

Our Asset Investment activity slowed during the Covid-19 lock
down period, but we are now fully operational once more with
many customers again happy to allow us into their homes. We
have been rolling out an intensive stock condition survey
process to enable us to fully articulate our journey to Carbon
Neutral, by 2050, over the next twelve months. Our Asset

18

Management and New Homes Strategies have been redrafted
and set out clear direction around investment, refurbishment,
regeneration and disposal options. We have also secured
European Regional Development Fund grant funding to deliver
our Wamer Homes Project, which includes external wall
insulation and heating solutions to improve our rural off gas
homes.

In the coming year we will be rolling out additional e-leaming courses
on risk assessments and Health and Safety throughout the
organisation.

Landiord H&S Compliance:

This year we have increased our intemal and extemnal auditing in this
area for assurance that we continue to deliver a fully compliant service.
We now have a quarterly auditing process in place, which is helping
us to strengthen and develop this service area. One of the auditors is
Pennington Choices, well known in the sector for providing guidance
in this area, we are working closely with them to deliver our vision of
being a sector leading organisation.

Corporate H&S:

Over the past six months our entire Senior Management Team has
undertaken IOSH Managing Safely training. We are also working in
partnership with the British Safety Council to deliver further training for
our entire Leadership Team. In addition to this we have refreshed our
risk assessment matrix for all colleague activities, to bring it in line with
our Board's risk appetite, and we will be embedding this approach
across the organisation over the next six months.
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