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Results and performance at a glance

Results and

performance

at a glance
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Turnover: before non-recurring income

£420mM

(2023: £388m)

Operating surplus: before
net Building Safety and
Non-recurring costs

£12/m

(2023: £122m)

Operating surplus: after
net Building Safety and
Non-recurring costs

£1/m

(2023: £109m)

Operating margin: before
net Building Safety and
Non-recurring costs

30%

(2023: 31%

Letting margin

2/%

(2023: 27%)

Surplus (loss) after tax

(£80mM)

(2023: £33m)

Operating margin: after
net Building Safety and
Non-recurring costs

4o

(2023: 28%)
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Gearing

S/%

(2023: 36%)

892

New homes delivered

(589 for rent, 278 shared
ownership, 2 for private sale
and 23 in joint ventures)
(2022/23 - 657)

SOLD

£280m

Invested in acquiring land
and building new homes
(2022/23 — £199m)
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82%

Employee Engagement
Score

(2022/23 — 82%)
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£149m

Investment in existing stock
(maintenance, compliance
and improvements)

(2022/23 — £138m)

al

Gl/V2

Governance / viability
rating from the Regulator
of Social Housing
(2022/23 — G1/V2)

N
©

/0%

Overall resident satisfaction
(2022/23 — 71%)

£110m

Net building safety and

non-recurring costs
(2022/23 — £199m)

A- stable

Credit rating from Standard
& Poors
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9,000

Homes development
pipeline
(2022/23 — 3,858)

®

£3m

Total financial support
delivered to residents
(2022/23 — £3m)

1%

Proportion of repairs fixed

first time
(2022/23 — 89%)

A

Credit rating from Fitch




Chair's foreword

Chair's foreword

2023 marked the 75th anniversary of Caribbean Windrush generation migrants arriving
in the UK to build new lives and help rebuild Britain after the war years. Our roots as a
housing association stretch back to the 1950s and the aim of providing safe, decent,
and affordable housing for those families, so the past year has been one of celebration
with a series of commemorative events for colleagues and residents.

It has also prompted us to reflect on
where we come from, what our role is
today, and what it can be in the future.

In conversations with colleagues,
residents, industry peers, and partners
across the year a recurring theme

is MTVH’s role as a social purpose
organisation driven by the values of
equality and social justice, values that
are as relevant today as they were over
70 years ago when we were founded.

Our vision remains consistent - for
everyone to have a home and the
chance to live well. As people all over
the country continue to struggle with the
cost-of-living crisis and feel the effect
of stretched public services, our role to
deliver the secure foundation of a home,
and support community wellbeing has
never been more relevant.

Our work to serve existing residents,

maintain safe and warm homes, and
develop the new homes and supportive

communities that people so desperately
need, can only be maintained if we
have financial strength and good
governance.

MTVH’s financial resilience was
underlined this year by an improved
credit outlook from Standard & Poors
(S&P) in December 2023. This positive
change in outlook was achieved despite
a backdrop of higher costs to meet
enhanced building safety requirements
in line with newly passed Building
Safety legislation.

Our full year results to March 2024
also demonstrate that we remain in a
strong financial position with £846m of
available liquidity.

The Board took the decision to provide
£110m in our accounts for the 2023/24
financial year, to cover anticipated
costs over the next five years related

to fire safety works to leaseholders’
properties and write downs to the value

Our full year results to March 2024
also demonstrate that we remain
in a strong financial position with
£846m of available liquidity.

of buildings where future expected life
is materially reduced. Despite these
provisions our underlying financial
performance remains robust allowing
us to look ahead with confidence whilst
maintaining a strong development
programme which delivered almost 900
homes in the last financial year.

We have strengthened the Board this
year to maintain high-quality oversight
of our Executive team and governance
standards across the organisation.
Our Property Committee now includes
Gillian Durden, a new appointment.
Our ratings from the regulator remain
strong and stable at the highest ‘G71’
for governance and retaining ‘V2’ for
financial viability.

At the heart of everything we do

are our residents. Our 2021-26 five-
year strategy ‘Serving People Better
Everyday’ provides our route-map to
continuously improve customer service.
This starts with hearing our residents’
needs through our Customer Voice
Framework (CVF) which was launched
in 2022 and designed in consultation
with residents to provide an effective
guide for listening better and acting

on feedback. This first iteration of the
framework has just passed the halfway
point in its lifecycle to 2025 and we will
review its effectiveness later this year
before relaunching in 2026.

On April 1st this year the Regulator
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for Social Housing’s new Consumer
Standards regime commenced. It sets
the outcomes that social landlords in
England must deliver for tenants and
provides a list of Tenant Satisfaction
Measures (TSMs) social landlords

will be judged on. We welcome the
Standards and have been preparing for
them for several years, not least by the
re-design of our listening through the
CVF and by incorporating TSM topics in
our ongoing dialogue with residents.

Providing decent homes and great
customer experience is only one
aspect of the value that a modern
housing association like ours brings to
society. With the level and diversity of
skills in our team we look holistically at
the communities we are involved with
to create better places where people
can thrive.

Where there is the opportunity to do
so we deliver wholesale regeneration
of areas and estates, reimagining
places to be multi-generational, green,

and supportive communities where
opportunity and social mobility are
supported - places such as Westhorpe
Gardens and Clapham Park where we
are creating thousands of new homes in
vibrant communities to support people
to live better lives.

Our role as a developer and landlord of
strong and healthy communities makes
a huge economic contribution to the
country through the direct and indirect
employment created in the construction
industry, and the longer-term economic
benefits of reduced homelessness,
increased employment, and improved
healthcare. Recent research from
Shelter and the National Housing
Federation (NHF) calculates that
building 90,000 social rented homes
would add £51.2bln to the UK economy.

MTVH has come a long way since our
founder Molly Huggins created the
first housing for Windrush generation
migrants. What has remained
consistent is our commitment to
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equality and social justice, and to
provide opportunity for all.

Finally, | must end by adding a

further heartfelt thank you to our
Chief Executive for the past 16 years,
Geeta Nanda OBE, who is retiring
later this year. Geeta has made a
huge contribution to making MTVH
the innovative, resilient, and impactful
organisation it is today. We have now
appointed an excellent new CEO in
Melbourne (Mel) Barrett and | look
forward to working with him to continue
our track record of success, all the
while maintaining MTVH’s values as a
social purpose organisation. ¢

Althea Efunshile CBE
Chair



Chief Executive's introduction

Welcome

I'm pleased to be able to report another year of strong progress at MTVH delivering on
our vision that everyone should have a home and the chance to live well.

Our residents are at the heart of
everything we do, and over the past
year we have been able to enhance
resident experience thanks to our focus
on excellent listening, engagement, and
delivery of services.

We use the insights from our listening
in every aspect of our business
planning and delivery to ensure we
are addressing the issues that matter
the most to our residents whether
that be living costs, repairs, safe
neighbourhoods, or building safety.

We have heard throughout the year
heartbreaking stories where residents
are struggling with the cost of living due
to high inflation, higher interest rates
and volatile energy costs. We have
used our own resources and worked
in partnership with others to deliver
as much meaningful support to our
residents and their wider communities
as possible to help residents cope in
these difficult times.

For example, over the winter our
Empowering Futures community
support teams have helped over 1,700
residents with issues ranging from fuel

poverty to financial management to
benefit claims advice. Where required
we also provide financial support from
our Tenant Welfare Fund, which paid
out £729k to residents in the past year.

The economic headwinds hitting our
residents also have an impact on our
organisation. Inflation and increased
borrowing costs make construction
more expensive and impact confidence
in the housing market which in turn
impacts sales. Similarly, property
maintenance is more expensive as
input costs of fuel, labour, and materials
rise across the board.

I’'m proud to say that despite these
pressures MTVH developed 892 new
properties over the year. This is down to
the quality of our partnerships at major
regeneration projects like Clapham Park
in Lambeth and Westhorpe Gardens in
Barnet, and the experience and skill of
our development team.

Ensuring our residents’ homes are
safe is our priority, and we welcomed
the coming into force of the Building
Safety Act in April 2023. We have
invested significant resources in our

Ensuring our residents' homes are
safe is our priority, and we welcomed
the coming into force of the Building
Safety Act in April 2023.
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Safer Buildings Team to meet the
requirements under the act, and to work
successfully with the Building Safety
Regulator in the years ahead.

In April 2023 we confirmed that we
would protect leaseholders in buildings
over five storeys or 11 metres high from
having to pay building safety remediation
costs, either historic or ongoing. While
the cost of this is significant for MTVH
we took this action as it is the right thing
to do to provide certainty and peace of
mind for these leaseholders.

Our ability to continue our development
ambitions, meet our obligations around
building safety and maintain our stock
is underpinned by our robust financial
position. In the year to end-March 2024
group turnover was up 8% at £423m
(2023: £389m) and operating surplus
before exceptional costs for the year
was £126.6m (2023: £121.7m), up 4%.

This financial strength enables MTVH

to be an influential partner in the largest
regeneration projects that transform
neighbourhoods. For example, at
Clapham Park in London we will deliver
over 2400 homes over the next 12 years
and transform an area where historically
there has been under investment.

The power of regeneration when
done well is huge. It’s not merely
about constructing new homes or
implementing sustainability measures,
it's about fostering an integrated
approach that caters to the specific
requirements of the community and
builds long term social value, and
mobility.
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Our latest figures on the social value
created by our social rent tenancies
show that MTVH contributed £718.9m
of social value to the UK economy

in 2023 through potential savings to
public services and economic gains on
construction and maintenance.

We created additional social value
through our supply chain. By working
closely with our suppliers to secure
community support and projects via the
procurement process, we generated
just under £97m of social value.

Faced with higher inflation and
borrowing costs, more aspiring
homeowners have been attracted to the
shared-ownership model where our SO
Resi brand continues to lead the sector.

In keeping with our track record of
innovation we also launched our
rent-to-buy SO Flexi offer that allows
customers to rent their home at a below
market rate rent whilst saving up to buy
it using shared ownership.

We are also innovating through our
sustainability strategy where Social
Housing sustainability certification
consultancy, Ritterwald, has

rated MTVH as Ambassador for
Environmental criteria, its highest
grade. Our initiatives include insulating
over 13,000 homes in the past year

to reduce energy costs for residents
and we are on track to bring all directly
managed properties to EPC rating C or
better by 2030.

This will be my last Chief Executive’s
introduction to an MTVH Annual Report
as | am stepping down later this year
after sixteen years at the helm. I'm
confident that under my successor,
Mel Barrett, MTVH will continue its
successful path as a modern housing
association providing homes, working
hard for residents, and creating
opportunities for people across the
country. ¢

Geeta Nanda OBE
Chief Executive
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Some 2024 highlights:

13,000+

resident surveys conducted
to gauge satisfaction and
identify opportunities for
improvement

1,700

residents supported with
issues such as fuel poverty,
financial management and
benefit claims advice

892

new properties delivered
through our partnerships
and regeneration projects

84,500

repairs completed by our
in-house repairs service
Metworks



Strategic operational review - about MTVH

Who we

MTVH (Metropolitan Thames
Valley Housing) is one of the
UK's leading providers of
affordable housing and care
and support services. Until
June 2023, we chaired the
G15 group of London’'s largest
housing associations.

Our founding mission
continues to resonate
today, with our
organisation having been
established to provide
desperately needed decent
homes to the Windrush
generation arriving from
the Caribbean. Yet, 75
years since the HMT
Empire Windrush arrived
in Britain and far too
many people still face
uncertainty. The cost-
of-living crisis is placing
enormous strain on many
lives and concerns over
their future.

We will listen We will .
. . We will be
with respect and make things
. accountable
empathy straightforward

We work to provide as many
people as possible with the
security of a safe, affordable
and well-maintained home.
We know that this can be
the foundation they need

to build better lives and to
thrive.

We also know that people
need reliable, good-quality
services in order to live
well. This is not always
what they receive. We are
determined to continue
improving what we do, to
make sure that we always
get the basics right.

We will always be
there for residents
and the communities
in which they live
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Empowering residents and communities

We believe that a home is much more than bricks and mortar

Residents rightly expect reliable,
good quality services. From our
Metworks repairs service to a range
of community projects and much
more, we work to empower residents
to live well.

Home is also the community that
residents live in and their surrounding
environment. We work to ensure that
residents can make the most of the
place in which they live, giving them
very real opportunities to flourish.

For those with learning disabilities,
mental health needs, the elderly and
those requiring extra care, our care
and support services are in place

to enrich their lives and ensure that
they can live as independently as
possible.

Meanwhile, our Migration Foundation
works with migrants, asylum seekers
and refugees arriving in the UK with
a variety of challenges. Providing
housing opportunities and access
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to key services, the foundation
provides a pathway towards greater
participation in society.

We are also committed to resolving
social issues which impact the
residents and communities we serve.
We amplify their voices with local
and national stakeholders on multiple
issues including housing affordability,
cost of living pressures and safer
streets.
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Strategic operational review - working hard for residents

Roundshaw Estate Councillors Visit

Listening to resident views

We are now half-way through our five-year strategy, “Serving People Better Every Day,"
and are continuing to work hard to improve the day-to-day experience of residents.

We are committed to creating
opportunities to listen to resident
voices, and using this feedback

to shape and improve the way our
services are delivered. Our Customer
Council and three Regional Panels
help us listen to residents all over the
country, giving us a unique insight into

the issues that matter to residents most.

To ensure effective representation of
resident views, we conduct an annual
effectiveness review. Its findings led
to the development of our new Back to
Basics approach. In line with regulatory
requirements and sector best practice,
our Customer Voice team recruited
formal customer groups mirroring
residents' demographics, considering
factors such as location, age, gender,
ethnicity, and disability. This ensured
accurate reflection of residents'
experiences in the feedback received
from these groups.
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Running from 2022 to 2025, our
Customer Voice Framework also
ensures residents can influence the
way we deliver our services and see the
impact of their voices reflected across
the organisation.

In addition, colleagues throughout MTVH
have been working together to listen

to residents whenever they share their
views with us, not just through our
formal resident engagement activities.

As well as reviewing over 13,000 resident
surveys this year, the issues affecting
residents have been identified through
conversations with our Customer Hub
and other front-line colleagues.

Our Customer Voice team have also
completed more than 30 listening
activities with residents across the
country that have helped to shape policy,
process and communication in areas that
matter to residents, such as fire safety,
service charges and repairs provision.

By using multiple channels and
different sources of data, our teams
gain a fuller understanding of what'’s
important to residents so we can work
hard on continuously improving our
services.

Keeping residents informed

Launched in 2022 with support from the
Customer Council, our online platform
YourVoice has continued to help
residents find out what’s happening in
MTVH communities this year, as well as
how they can get involved.

In addition, our resident bulletin “Here to
Help” ensures residents stay informed
about the different ways to access our
services.

Each edition features topics highlighted
as being the most important to
residents, as well as information about
the services we provide, how to access
them and the front-line colleagues
delivering each service. ¢
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Strategic operational review - working hard for residents

— CASE STUDY -

DELIVERING CHANGE

FOR FELLOW RESIDENTS

Pamela Newman lives in a MTVH shared ownership flat in Brixton. As a
member of our Customer Services Committee, she is working with us to put
residents at the heart of decision-making.

“As well as being a member of the
Customer Services Committee,

| joined the G15 resident group,
which is fantastic. Together,

I think we will have some real
sway and it will be really

good for everybody living in

social housing.

The approach is powerful because
it's not just a tick box exercise
— MTVH really listens to
our feedback, makes

improvements based on that
information and actually
make things better for
people.

Never before have resident
voices been needed more. Our
lived experience is very powerful
because we have knowledge of
what decisions are needed to make
places and homes better.

As a committee, we want to

give residents an equal voice

at the table. We encourage

them to give us feedback, so they
are part of MTVH’s development,
and their voice is heard on any changes

we make, from customer services to influencing
national policy.

We know change takes time, but | can honestly
say that we are definitely feeling improvements.
I look forward to continuing to have a positive
influence, providing residents with a voice and
ensuring decisions make a real difference to
people’s lives.” &

| was honoured to be involved in the recruitment
of new senior leadership at MTVH, including the
Chief Executive. It's lovely for us to have a say
in who will run the organisation going forward,
and for MTVH to get a customer perspective on
recruitment. This way of doing things feels really
new and exciting and should be how it’'s done
everywhere.

| have also been helping to implement and develop . ‘
the Back-to-Basics approach, which provides

residents with a formal feedback loop that ensures AS a Committee, we Want

everybody is listened to. The approach is perfectly ° °

named because you've got to get the basics right tO glve reSIdentS an equal
voice at the table.

before trying to do innovative work, and people
really value having a decent service as standard.
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Strategic operational review - working hard for residents

Developing
Back to Basics

Our new resident-led approach

In March 2023, our Customer Council and
Regional Panels carried out annual effectiveness
reviews to understand what'’s working well and
what could be done differently.

Alongside the many positives, the reviews found
that the Customer Council and Regional Panels
could work together more effectively to really
amplify resident voices across MTVH.

In response, residents and Customer Voice
colleagues worked together to develop our new
Back to Basics approach, giving residents in
each region the chance to take part in quarterly
discussions on a particular Tenant Satisfaction
Measure, such as “Keeping Homes in Good
Repair” and “Building Safety”.

Feedback from discussions is combined and
shared with our Customer Services Committee,
a sub-committee of the MTVH Board.

A

S

Tutin Court Later Living housing

Some of the actions resulting from our “Keeping
Homes in Good Repair” discussions include:

© Creation of a new Property Experience team
to improve communication on complex repairs

© Redesign of our “No Access” cards to make
them easier for residents to use and to clearly
communicate next steps

© Review of post-inspection processes to
improve contractor management and resident

experience

Back to Basics has also changed the way Customer
Council and Regional Panel meetings are run.

All meeting agendas now have a 50% focus on
presentations or engagement on MTVH topics,

while 50% is kept for open discussion, enabling
residents to share their views. &

Residents and
Customer Voice
colleagues worked
together to develop
our new Back to
Basics approach.
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Strategic operational review - working hard for residents

Bolingbroke Opening

Delivering care
and support to
residents

Supporting the needs of residents in our communities has
remained a core part of our offer this year.

We have continued to deliver specialist supported departments — have helped residents to engage
accommodation and services to residents with with health services, develop independent living
a range of needs, including learning disabilities, skills, access local services and find long-term
mental health and experience of homelessness. accommodation.

Our Care and Support activity generates a The past year has seen us launch a number

turnover of £63m, derived from supported housing  of new services. In the London Borough of

rents and income from commissioned supported Wandsworth, we have developed a 24-hour

living and registered care services. service for adults with learning disabilities leaving
residential colleges or home for the first time,

Our support services — commissioned by providing a quality environment for independent

local authority social care or housing needs living.

THAMES VALLEY HOUSING ASSOCIATION LTD ANNUAL REPORT 2023/24
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Strategic operational review - working hard for residents

Below: St. Martins
Winter Event

In the Borough of Lambeth, a newly refurbished
building is providing accommodation and support
to nine young men with complex needs.

In addition, we have worked with the borough to
access funding for services and the refurbishment
of two buildings to deliver specialist supported
housing — one for women aged 22-26 and the
other, in partnership with the Albert Kennedy Trust,
for LGBTQ+ young people.

Our commitment to ending homelessness
continues with the purchase of self-
accommodation — funded by the government’s
Rough Sleeping Accommodation Programme — for
former rough sleepers, which also offers each
resident up to 6 hours’ support per week.

We are proud and active members of Homewards,
an initiative launched by the Royal Foundation

3,500 homes have delivered a
designated Later Living housing
management service for older
residents.
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this year that seeks to end homelessness, with our
Chief Executive on its National Expert Panel.

Meanwhile, our specialist supported housing has
provided accommodation to 2,500 residents across
54 local authorities, in partnership with 46 council-
commissioned organisations.

In addition, 3,500 homes have delivered a
designated Later Living housing management
service for older residents, including housing with
on-site care and flats in retirement blocks. We have
also continued to invest in buildings by replacing
windows, refurbishing lifts and redecorating.

We have also continued to respond to sector
challenges relating to rising delivery costs and
increasingly complex needs, while investing in our
Care & Support colleagues through training and
career development. ¢

residents
provided with
specialist
supported
housing

46

partnerships
undertaken with
local council-
commissioned
organisations

24-hour

service
developed in
Wandsworth
for adults
with learning
disabilities
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Strategic operational review - working hard for residents

Improving energy
efficiency to make
homes warmer and
more affordable

Our commitment to improving energy efficiency has continued this year,
and we have already exceeded our interim target of reaching EPC C on 75%0

of our residential portfolio by 2026.

Our Social Housing Decarbonisation Fund Wave

1 and Wave 2.1 programmes have played a
significant role in this, enabling us to improve over
1,300 homes to EPC C or above over the last year.

A total of 23,268 properties are now EPC C or
better, representing 78.9% of all properties with
certificates. Upgrades such as cavity wall and
loft insulation, high retention storage heaters
and solar PV panels are not only making homes
more energy efficient but improving warmth and
affordability for residents.

To help streamline our EPC reporting this year, we
linked our properties to the OS National Property
Database, enabling greater accuracy and allowing
us to retrieve the EPCs regularly after each update
of the EPC National Register.

This enables us to have up to date EPC data on
properties and identify priorities for investment
under decarbonisation programmes.

Meanwhile, our ongoing partnership with Parity
Projects has allowed us to further improve our
EPC data and build a bespoke pricing schedule.

This is helping us to identify properties in need Above: Deep
of investment and provide more accurate costs retrofit project in
against our decarbonisation targets. East Leake

We then match these scenarios with funding
opportunities to create a programme of works,
focusing on fabric improvements in line with the
PAS 2035 standard. ¢

We have already exceeded
our interim target of reaching

EPC C on 75% of our residential
portfolio by 2026
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Strategic operational review - working hard for residents

— CASE STUDY -

SUPPORTING RESIDENTS

THROUGH THE WINTER

MONTHS

We know the winter season is tough — particularly last year with the rising cost of living.

By taking the time to listen and
understand residents, we aim to provide
the support and practical information
they need during these challenging
months.

Our Empowering Futures team has
prioritised the needs of residents who
were struggling over the winter. This
year, we received a total of 16,727
referrals to support residents with
issues such as budgeting, submitting
benefit appeals and addressing fuel
poverty.

We have continued to work with the
Children in Need Emergency Essentials
Programme, which provided vital
assistance to 145 residents, including
beds, furniture and clothing vouchers.

r

Wallington Food Hub
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Our partnership with Pocket Power
continues to provide residents with

an inclusive phone service that helps
save money on household bills, while
connecting them with financial support.
Since 2020, over 810 residents and
customers have benefited from this
service, resulting in a total saving of
nearly £213,931.

In Barnet, we partnered with Age UK to
distribute the government’s Household
Support Fund, which was designed

to help residents with their household
needs over the winter.

As part of this partnership, a weekly
Food Bank was established to support
West Hendon residents, with around 60
families each receiving 4kg of food.

In December, the Food Bank distributed
30 hampers to residents aged 55 and
above, containing essential winter items
like hats, gloves, food and toiletries.
Age UK donated an additional £9,000
to help us support older residents with
the cost of living through the winter,
enabling us to provide temporary
financial support with things like

housing costs, food, heating bills and
household items. &

16,727 residents
received support
with issues such
as budgeting,
submitting
benefit appeals
and addressing
fuel poverty.

THAMES VALLEY HOUSING ASSOCIATION LTD ANNUAL REPORT 2023/24

3,500

emails sent

to residents
addressing fire
safety

100+

residents
supported with
staircasing or
sales in blocks
where fire safety
is a particular
concern

ol

resident
meetings held
alongside local

stakeholders and

MPs
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rloritising
Ire safety

We are committed to improving fire safety in our homes.

We welcomed the introduction of the
new Building Safety Regulator, which
focuses on high standards for residents
living in higher-risk buildings and aligns
directly with our Warm, Safe and Dry
approach to building management.

We have restructured our business in
preparation for these changes, and we
are developing a culture that ‘Building
Safety is everyone’s business’. This
approach underscores the collective
responsibility each individual in our
organisation holds in ensuring the
safety of our residents.

Keith Shaw House, Clapham Park
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We have also registered and submitted
key building information for each of our
55 higher-risk blocks and developed a
detailed best-in-class approach.

This includes thorough industry leading
risk assessment techniques, supported
by external structural, fire and risk
management experts.

Fundamentally however, our approach
to Safer Buildings focuses on residents.

Our Customer Liaison team has
supported thousands of tenants and
leaseholders throughout a difficult year,
running 51 resident meetings alongside
local stakeholders and MPs.
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They have also responded to over
3,300 emails and supported over 100
residents with staircasing or sales in
blocks where fire safety is a particular
concern.

Meanwhile, every resident in a higher
risk building now has a named point
of contact and we have also launched
our Resident Engagement Strategy,
which gives residents clear rights
and information about how to keep
themselves safe at home.

Within our new Building Safety
Management team, we have created
Building Safety Managers who are
responsible for the safety of each block
and for keeping residents informed.

Building Safety Futures, an independent
building safety organisation, will be
invited to audit our approach later this
year, and we will publish and implement
the results of their assessment.
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Our programme of remedial
works

Our specialist building remediation
team has now surveyed over 150
buildings and identified remedial works
to external walls, compartmentation fire
stopping and fire doors.

A remediation programme has

been established which will deliver
remediation works to 322 blocks.

By March 2024, work had commenced
to 22 blocks with 4 blocks fully
remediated. Works will commence to a
further 52 blocks by March 2025.

We have continued to engage with
developers and contractors to ensure
the remediation works needed for
our homes to comply with statutory
legislation are done at their cost.

In cases where this is not possible,

MTVH will fund and carry out the works.

However, we are seeing greater impact
in cost recovery from developers and
contractors, which will in turn reduce
our initial estimation of potential costs
to MTVH.

A remediation
programme has
been established
which will deliver
works to a total
of 322 blocks.

Although the costs are considerable,
we will not be passing on any cost for
building safety remediation works to
our leaseholders in buildings above 11
metres or five storeys in height. In our
accounts this year we have provided
fully for the estimated costs of these
leaseholder works.

In addition, we have installed temporary
fire mitigation measures within affected
homes to ensure residents are safe prior
to remedial works being carried out.

We are continuing to review our
remediation programme and will
accelerate works where possible. ¢
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Creating opportunity
through new homes

Delivering new homes and building communities
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Westhorpe Gardens, topping out

In total, 892 new homes
were delivered in 2023/24
(657 in 2022/2023),
representing a 35%o
increase since last year.

THAMES VALLEY HOUSING ASSOCIATION LTD ANNUAL REPORT 2023/24

At MTVH, our vision is to provide
everyone with a decent home

and the chance to live well. We
understand that safe and affordable
housing is the foundation on which
people can build their lives, raise
families, nurture careers and build
communities.

That’s why, despite ongoing tough
economic conditions, we have
continued to create more new,
affordable homes in the past year.
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In total, 892 new homes were
delivered in 2023/24 (657 in
2022/2023), representing a 35%
increase since last year.

These included 480 for rent (308 in
2022/23), 278 shared ownership (185
in 2022/23), 109 Rent to Buy/London
Living Rent, 2 for private sale (33

in 2022/23) and 23 in joint ventures
with other parties (131 in 2022/23).

There are also 5,556 new homes

in our 5-year pipeline (3,858 in
2022/23), representing the prospect
of plenty of building activity in the
coming years.

The total invested in land
acquisition and building new homes
in 2023/24 was £280m (£199m in
2022/23) including 561 new homes
contractually committed to in the
year across 7 schemes. ¢

Mudie Yard Opening

9,000

Number of new
homes in the
S-year pipeline

£280m

Total invested in land
acquisition and building
new homes in 2023/24
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Creating opportunities
for home ownership

Our shared ownership brand SO Resi continues to offer an attractive
option for people who want to own a home. Over the past year, we
moved in 279 buyers across 14 MTVH schemes.

Last summer also saw the launch of our new Rent
to Buy and London Living Rent brand, SO Flexi,
which provides a new way for people to accelerate
their path towards home ownership.

SO Flexi helps potential homebuyers save towards
a deposit by allowing them to rent their homes at a
reduced market rent.

Once they’ve saved enough for a deposit, SO Flexi
residents can then convert from renting to shared
ownership through providers like SO Resi, and
eventually transition to full ownership over time.

SO Resi Nine EIms
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In many cases, SO Flexi residents will be able
to buy the home they are currently living in.

The first SO Flexi scheme launched last year in
Slough and all 52 homes are now occupied, with
residents already putting money aside for their
deposits.

Further SO Flexi schemes will be launched
in Cambourne and Acton later in 2024,
with a pipeline of over 700 homes creating
opportunities for people to start their
homeownership journey. ¢
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— CASE STUDY -

SO RESI HELPS

ONE RESIDENT RETURN

TO HER ROOQOTS

In May 2023, Hattie Hyder and her two rabbits got their feet on the property

ladder with a one-bedroom apartment at SO Resi Farnham.

Here, Hattie shares her experience of buying her
first home and how shared ownership has enabled
her to move back to the place where she grew up.

“Without shared ownership, there was no way

| would have been able to afford to get on the
property ladder. The feeling of shelling out money
each month to pay off someone else’s mortgage
was one | desperately wanted to escape from and
moving in at Farnham has given me so much more
freedom.

| had never heard of shared ownership before, but
after speaking to my friend who has had a positive
experience, | decided to take a look and realised it
would really suit someone in my position.

| grew up in Dorking, however, due to the cost-of-
living crisis and rising mortgage rates, the idea of
living in Farnham, or indeed anywhere in Surrey,
was just never an option for me.

But | viewed SO Resi Farnham in March and
reserved in the same month! It's amazing that

shared ownership has allowed me to move back to
the place | love.

SO Resi have been
fabulous to buy
through and everyone
| dealt with was
extremely helpful.

26

I’'m a bit of a jack of all trades: | run my own
business, work in an antiques shop in London,
do IT consultancy and am also an illustrator.
This means | require somewhere quite spacious
and despite my home being a one-bedroom, the
amount of space is staggering.

My rabbits need internal space, and they are
loving running around the lounge. | also need
access to a train station, and with Farnham just
a 10-minute walk away, | feel like all my quirky
necessities have been answered!

| aim to stay here for a long time and save the
money that | otherwise would have been paying

to a landlord to purchase additional shares in the
home. SO Resi have been fabulous to buy through
and everyone | dealt with was extremely helpful
and able to explain everything to me — the process
was so smooth.” &
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Keith Shaw House

Creating opportunity
through regeneration

CLAPHAM PARK

Christmas 2023 saw the completion of 50 new
homes at Keith Shaw House and Donna Mews,
as well as two new shops which will be let to local
businesses. Residents will soon be relocating into
the new homes from elsewhere in the estate, at
the same rent levels they paid previously.

Meanwhile, construction on the next 520 homes
for rent, shared ownership, Build-to-Rent and
sale are 12 months ahead of schedule, with
completion expected in 2024 and 2025. Works
have also started on the following phase of 323
homes, making this one of the most active estate
regeneration projects in the country.
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Clapham Park has been successful in securing
Green Heat Network Fund (GHNF) from the
Government to help decarbonise homes and
support the transition from gas to electricity as
the primary heat source. 3,000 homes will soon
be powered by large air source heat pumps,
which will reduce carbon emissions by 70% whilst
maintaining affordability for residents.

To address food insecurity across the estate, our
three-course Community Lunches have been
extended to include an evening Community
Kitchen, catering for residents who are unable to
attend the lunches.
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2023 also saw the launch of Clapham Park
Ambition in response to the high levels of violence
affecting young people. The project provides
leadership skills to fourteen young people aged
16-25 across the estate, helping them to mentor
and support other young people towards a more
positive future.

CLAPHAM PARK FUTURES

MTVH is funded by Impact on Urban Health

for the second year to continue working with
Learning in Action (LiA) and Clapham Park
Community Connectors to deliver the 2nd phase of
Clapham Park Futures. The resident-led initiative
aims to develop the foundations for resident
empowerment, addressing key determinants

like power, employment, and financial wellbeing
working with all key stakeholders — residents,
MTVH, and Countryside. In the first year, 7
residents took part in Community Organising
training and a further 4 residents have been
trained to become a Community Connector.

WESTHORPE GARDENS

August 2023 saw the start of the Phase 2
redevelopment of Westhorpe Gardens and Mills
Grove, which will provide 172 new homes for
rent, shared ownership and retirement living.
This follows on from residents moving into the 79
homes completed during Phase 1.

Westhorpe Gardens was the first regeneration
scheme in London to be approved by residents,
following a ballot in 2020. Last year, residents
were asked for their views on their experience of
the regeneration and their new homes: over 70%
said that the quality and design of homes will have
a positive impact on their wellbeing and that of
their families.

ROUGH SLEEPING ACCOMMODATION
PROGRAMME

MTVH was successful in securing Rough Sleeping
Accommodation Programme (RSAP) funding from
the Government to support the purchase of homes
for rough sleepers and provide additional specialist
support for mental health and substance abuse,
offering stability of housing and signposting to
training and work opportunities.

16 homes were purchased in Nottingham

City Council and Spelthorne Borough Council

local authority areas, which will be provided

in perpetuity for rough sleepers, providing
accommodation for a maximum of 2 years before a
move to more permanent housing. The homes will
then be offered to other rough sleepers, providing
a regular cycle of accommodation. ¢

Westhorpe Gardens
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Creating

opportunities to
deliver social value

We understand that creating social value can help to improve the
economic, social and environmental wellbeing of communities and the
positive impact this has on residents.

Despite tough economic conditions, our resilience
and financial strength have enabled us to continue
delivering social value during 2023/24.

Our commitment to diversity and inclusion, both
within MTVH and the communities we serve, is
central in our approach to creating opportunity for
all, and we are proud to offer a range of initiatives
that help to build strong communities and provide
for less advantaged groups.

Although last year was another challenging one

for many, we provided intensive support to 3,675
residents — 1,457 as a result of the cost-of-living
crisis, a 10% increase since 2022/23.

Working with external partners, charities and
using our own funds, we generated £3m in
financial gains for residents during 2023/24 (£3m
in 2022/23). In addition, £120,000 of external
funding was secured and £40k was saved through
efficiencies, procurement and standardisation.

To address issues like the cost-of-living crisis, our
Tenant Welfare Fund was increased to

£729k (£628k in 2022/23), which allowed us to
make rent adjustments for 618 residents (571
in 2022/23) — saving them £366k in total while
offering peace of mind.

30

In addition, we were pleased to be able to
support residents with urgent food, fuel, essential
household items and complex personal needs,
achieving an average response time of one hour
for urgent food and fuel requests.

3,679

Our partnership with Pocket Power continued last

residents year, saving residents almost £80,000 by providing
: an inclusive phone service that not only helps

_recelv_ed reduce household bills, but connects them with

Intensive financial support.

Suppoﬂ

Below, we've shared some specific examples
of how we’re working independently and in
partnership to deliver social value across the
communities in which we work.

Our partnership

16%

;‘gﬁggt"ur with Pocket Power
Welfare saved residents
Fund since

last year almost £80,000.
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St. Martins Winter Event

Creating safer communities

We are committed to improving safety in the
communities we work within.

In partnership with the Police and Crime
Commissioner, we expanded the She Is Summit
last year with a new event in Nottingham — the
first outside London — which was attended by
120 people. The She Is Summit provides a
space to listen, understand and improve the
lives of girls and young women who are often
underrepresented, marginalised and not heard.

In London, we are proud to be leading the
Lambeth Housing Management Partnership’s
Neighbourhood and Community Safety
workstream, which brings together the council and
other housing providers to improve community
safety, reduce place-based violence against
young people and lower anti-social behaviour in
Lambeth.

We are also part of the Stronger Futures
programme, funded by the Mayor of London’s
Violence Reduction Unit, which will support more
than 600 young people aged 10 -18 who may be at
risk of violence, exploitation or grooming.

Strategic operational review - creating opportunity

She Is Summit

Creating opportunities for young
people

As part of our commitment to creating more
positive futures for young people, we support a
wide range of projects and initiatives in London
and across the country.

Funded by the London Violence Reduction Unit's
MyEnds programme, and in partnership with the
Young Brent Foundation, Hyde and Peabody,
One Flow One Brent (OFOB) is empowering
young residents to build stronger networks, foster
inclusivity and reduce violence.

Elsewhere in London, MyScript Lambeth is an
intergenerational community programme fully
funded by MTVH — in partnership with Bridge the
Gap and Step Now — that creates opportunities for
young people to express themselves creatively,
develop skills and access careers in the creative
industries, while also engaging parents through a
support group.

2023 saw the launch of Clapham Park Ambition,
a project that trains young people in years 10 and
11 in Youth Work. 13 young connectors have now
been recruited who will support and mentor other
young people on the estate to boost community

cohesion. The project will also provide pathways

for future employment and personal development.
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Clapham Park family day

We are also pleased to support The Young
Londoners Coalition, a network delivering a wide
array of vital services to support the ever-changing
needs of almost 3 million young people across
every London borough.

This year, our Empowering Futures team
developed a new Housing and Homelessness
module as part of Goldsmiths' BA in Social and
Community Work. Colleagues from across the
organisation collaborated to deliver an interactive
program of lectures and we are now exploring a
research project. Topics included regeneration,
housing management, community investment work
and social value.

Love London Working
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Outside of London, we are a funding and referral
partner for Derby City Youth Alliance, a network
of providers working collaboratively to support
the city’s most vulnerable and challenged young
people to be safe, develop and prosper.

We are also proud to partner with the Hope
Collective as part of our shared goal to enable
the UK’s most vulnerable young people and
communities to be free from poverty, violence and
discrimination.

In memory of our former vice-Chair and Treasury
Committee Chair, who passed away in 2022, we
launched our new Tania Brisby Fund. During
2023/24, the fund provided targeted support to 8
young people aged 16-24, enabling them to fulfil
their education and career ambitions.

We are also working with partner organisations
such as the Big Kid Foundation, Step Now and
Bridge the Gap to deliver sport, physical activity,
music and drama sessions to help develop young
people’s leadership and voice.

Housing Futures research and
workstreams

In March 2022, we published our ‘Housing Futures:

The vital role of home in young people’s futures’
and ‘Housing Aspirations’ reports.

Working in partnership with Partnership for
Young London, Hyde and Clarion, we have
trained a team of young people who conducted
research to ensure their voices are heard.

v

LOVE
LONDON
WORKING

We are now formulating our final
recommendations, which will to go to policy
makers later in 2024.

We have also delivered a range of educational
workshops to schools and local communities,
including a ‘Knowledge is Power’ roundtable
bringing together voices from business, politics,
education and the Third Sector.

Creating opportunities for employment
As part of our commitment to creating
opportunities for meaningful employment, last year
saw us completing two programmes funded by the
EU Structural Funds for employment and skills.

711 people experiencing unemployment took
part in Love London Working, in partnership
with the Greater London Authority (GLA) and
Clarion Futures, with 219 securing work — 60% of
which was sustained for more than six months.

In addition, 98 people with complex health and
social barriers participated, with 17 finding work.
Meanwhile, 173 people created new businesses
and sustained self-employment for six months.

Strategic operational review - creating opportunity

96 young people experiencing unemployment
participated in Nottingham Works for You in
partnership with Nottingham City Council, with

34 securing work and 16 entering training and
apprenticeship programmes. The job sustainment
rate (people still in work after six months) was one
of the highest in the employability sector.

We are also participating in the Flourishing
Futures project, funded by the Youth Futures
Foundation, which will provide consistent, high-
quality support to unemployed young people

in Brent. The project is currently in its research
phase, with young people at the heart of deciding
the programme’s longer-term future.

Creating impact through social
housing

We generated a total annual social value to the UK
economy equivalent to £718.9m a year, through
potential savings to Government departments and
economic gains on construction and maintenance.
This equates to £24,960 per MTVH home
(£19,293 in 2021/22). &

Creating financial social value through the supply chain

Working closely with our suppliers, we have
continued to increase social value through
our supply chain to 2,284 points (2,175

in 2022/23). Over the year 87 projects

were delivered, engaging 11,462 people
and contributing an additional £96,966 to
communities.

We also invested in ‘Match my Project’,

a platform launched by the Social

Value Exchange last year, that enables
businesses and communities to collaborate
on projects designed to improve their area
in a more coordinated and targeted way.

57

2,284

=

£96,966

social value contributed to
points achieved communities
in 2023/24 through 87 projects
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Restart Point

Building new lives,
homes and livelihoods
through the Migration
Foundation

The MTVH Migration Foundation is continuing to make migration work for
migrants and their communities.

Our unique Migration Foundation is
dedicated to tackling migrant destitution
by providing improved access to justice,
better housing and opportunities to
participate in society.

This year saw the completion of a multi-
year programme in the East Midlands,
which tested a sustainable pathway out
of migrant homelessness without the
support of government grants.

The programme helped 60 people

to progress from homelessness to
long-term housing, with all residents
sustaining tenancies and participating
in work, education or local volunteering.
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In addition, we increased our grant

to three core partners — The Asylum
Support Appeals Project (ASAP),
Project 17 and the Unity Project — by
£65,000 in response to the continuing
impact of the cost-of-living crisis on
migrants.

Windrush 75 Celebrations

In recognition of the 75th anniversary
of HMT Windrush arriving from the
Caribbean to the UK, we have been
embracing our heritage and the
diverse communities we represent by
co-sponsoring an MTVH colleague
secondment to lead a programme of
celebration.

We also sponsored a panel event with
Professor Patrick Vernon OBE, and the
UNIFY Network for minoritised housing
professionals and leaders of the future,
to increase inclusion opportunities

and promote diversity throughout
organisations.

In addition, we doubled our contribution
to the Black History 365 Fund, providing
an opportunity for residents and
communities to share black history
throughout the year. ¢
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Creating opportunities
to support diversity
and inclusion in the
workplace

We are committed to creating a workplace where all colleagues feel

valued and involved.

This year we have continued to work
hard to build a culture where more
colleagues feel they belong, and where
more diverse groups of colleagues are
represented across the organisation.

We have delivered a Colleague
Network Group enrichment programme
to celebrate, support and validate our
gender, ethnicity, sexual orientation,
and disability groups. This has involved
six listening forums held with members
of Colleague Network Groups, a

new look intranet resource, and two
successful events held in London and
Nottingham to thank colleagues who
volunteer for our Network Groups.

Significant strides have been taken
this year to improve the governance of
this area of the organisation through a
Diversity and Inclusion Action Group
which meets quarterly and is chaired
by the Executive Director of Corporate
Services.

Two colleague toolkits were published
this year on gender and neurodiversity,
with the latter being made externally
available to partners and stakeholders
due to its internal popularity and

b, et .Y,

success. We marked notable dates
such as Black History Month,
International Women'’s and Men’s
Day, International Day for Persons
with Disability, Race Equality Week,
Neurodiversity Celebration Week,
LGBTQIA+ History Month and Pride.

We are constantly looking for ways to
generate pride in our Windrush heritage
and to mark this year’s 75th anniversary
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Black History Month in partnership with Women in Social Housing

of the SS Windrush arriving in the UK,
we sponsored a colleague to lead a
programme of events and celebrations
on secondment. This included the
installation of a Nubian Jak Foundation
blue plaque outside the home of one
our residents in North London, the
historian Peter Fryer, in recognition of
his contribution to documenting Black
British history.
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Our mean gender pay gap across the

MTVH group was maintained at 16.5%.

Our gender pay gap exists because
there are a higher number of men in
senior roles, and a disproportionate
number of women work in our care and
support operation which is not only an
industry which tends to attract more
women but is also one where market
rates of pay are lower compared other
areas. As of April 2024, 48% of MTVH
colleagues working at ‘head of and
above’ level were women, surpassing
our 35% target.

We have now been monitoring our
ethnicity pay gap for several years
which has given us a tangible way of
measuring progress and to benchmark
performance. Using data provided
by 88% of our colleagues, our mean
ethnicity pay gap across the MTVH
group has remained at 9.5%. Our
median ethnicity pay gap is just
0.2%. National comparisons are not
straightforward because ethnicity
pay gap reporting is not mandatory,
however these figures show a
comparatively good position.
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As of April 2024, 22% of our colleagues
working at ‘head of and above’ were
ethnically diverse exceeding our 20%
target.

Creating opportunities for our
team through development
and training

MTVH is committed to empowering
colleagues to help them to develop and
thrive. Our People and Organisational
Development team bring out the best in
our people and drive future efficiency,
which is evidenced by the 1.3% staff
absence rate in 2023/24, within our
target of 2%.

Our recruitment team utilises various
ways of attracting new colleagues to
MTVH. We have worked with our social
value team in local communities and
with initiatives such as Love London
Working, and attend job fairs, utilise job
platforms and attract talent via social
media.

Over the last 12 months, we have
filled an average of 92 new vacancies
per month, including permanent
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roles, fixed-term contracts, internal
secondments and bank staff to help us
continue delivering a reliable service to
residents.

Several internal policies have been
refreshed to ensure we embrace
changes within employment legislation.
We have also introduced a new
volunteering policy which offers

both residents and colleagues the
opportunity to give something back by
volunteering for MTVH initiatives.

Our talent development programme,
Dare to Believe and Lead, was
delivered to 31 Heads of Service over
the past year. It focuses on two core
components: job-related learning and
personal and leadership growth. The
programme provides senior MTVH
colleagues with the knowledge and
skills needed to develop into a well-
rounded leader, and has our core
equality, diversity and inclusion
principles woven throughout.

In 2023, a further 60 managers
completed our Management
Development programme. A total of
119 managers are now equipped with
the skills, behaviours and technical
capabilities to bring out the best in the
people within their services areas for
the benefit of MTVH residents.

In addition, we successfully launched
two new Skills for Care approved
development programmes. Lead to
Succeed supported 51 current or
aspiring Care and Support managers
to develop their leadership and
management knowledge, skills and
behaviours. Meanwhile, Well Led
equipped 11 managers with strategies
to build high-performing teams and
meet market demands.

To support ongoing personal and
professional development, 22 mentor/
mentee pairs were created across

the organisation, with a further 12
colleagues given specialist mentoring
training. In addition, since April 2023
we have delivered 99 different courses
to support personal effectiveness and
technical learning, with an uptake of
5,700 course places.

Our Metworks, Care and Support, and
Customer Services teams have all
had role-specific learning pathways
mapped, equipping colleagues with
the technical skills and knowledge they
need to deliver their responsibilities
safely and effectively for residents.
Role-specific learning pathways have
also been delivered in Property and
Development, focusing on key areas
of risk such as complaint handling

and construction design management
regulations.

Our apprenticeship programme
continues to be popular, with 82
colleagues gaining qualifications
including Housing and Property
Management, and Adult Care and
Operations.

Strategic operational review - creating opportunity

Black History Month in partnership with Women in Social Housing

92

new vacancies
delivered per month
on average over the
last 12 months

60

MTVH managers
completed our
Management
Development
programme

382

colleagues gained
apprenticeship
qualifications in
topics like Adult
Care and Property
Management
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To promote wellbeing, colleagues
across MTVH have attended
resilience training. This included
recognising burnout and introduced
Daniel Goleman’s model of Emotional
Intelligence, self and team awareness,
emotional regulation and tools for
wellbeing.

December 2023 saw the delivery of
our Winter Wellbeing Programme,
which included our wellbeing ‘top tips’
advent calendar covering topics such
as financial wellbeing, understanding
and dealing with worry and managing
stress and anxiety. In addition, a ‘Month
of Mindfulness’ — a short course of

four 30-minute sessions — helped

138 colleagues to build a regular
mindfulness practice to strengthen their
approach to wellbeing and resilience.

To understand what’s working well

at MTVH and what we can do better,

a wellbeing survey was circulated to

all colleagues in March. The results

are currently being analysed and the
recommendations will be used to shape
our programme for 2024/2025. ¢
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lan Johnson
Chief Financial Officer

2023/24 HIGHLIGHTS

© S&P credit rating improved
to A- (Stable), with outlook
uprated from Negative to
Stable. A strong outcome
given sector headwinds.

© Net debt increased to £1.9bn
(2023: £1.8bn) with an increase
in gearing to 37% (2023:36%).

© Lender covenant protection
agreed in respect of Fire
Safety costs, enabling
continued property investment
in existing stock and delivery
of HE and GLA new homes
commitments.

© £846m of available liquidity
and over £400m of security
ready to allocate to new
funding. Total available
security of £1.3bn.

© Strong cash generation from
operating activities of £248m
(2023: £268m).

A Chief Financial
B .8 Officer's Review

Overview

Total Group turnover was up 9% at
£423m (2023: £389m) driven largely by
the statutory rent increase of 7%. The
Group’s Social Housing letting income
was £351m (2023: £322m), an overall
rise of 9% year on year. Revenues from
our other operations, including Care &
Support and the market rent portfolio
were 12% higher at £40m (2023: £36m),
owing mainly to development agency
services growth.

Total revenue from home sales was
£30m (2023: £30m). Of this, outright
sales revenue was £2m (2023: £4m).
We sold 8 units in the year (2023:

17 units) at an average selling price

of £191k (2023: £256k), primarily
concentrated at one scheme outside of
London. Underlying outright sales profit
after deducting selling and marketing
costs, was £0.2m at a 12% gross
margin (2023: £0.6m at a 14% margin).
In respect of the first tranche share of
shared ownership units, we recorded
revenue of £28m in the year (2023:
£28m). We sold 279 first tranche units
(2023: 214 units) achieving a surplus

of £4.0m at 14% (2023: £2.7m at 11%).
The first tranche share averaged 31%
(2023: 32%) of an average total selling
price of £327k (2023: £377k) per unit.
While the Board is cognisant of investor
risk appetite, MTVH remains committed
to the market sale of homes in order to
build more affordable housing than it
could otherwise.

Operating surplus before exceptional
costs for the year was £126.6m

(2023: £121.7m), up 4%. Underlying
Operating expenses include selling
costs but exclude one-off costs relating
to our fire remediation programme,

the decommissioning of Mendip and
Pennine (two high rise blocks in North
London) as well as a small adjustment
relating to the reinstatement of
Richmond House following the fire in
2019. Underlying Operating expenses
were up 11% at £319m (2023: £286m).
Continued investment in our Corporate
Plan, notably CRM implementation

and Housing Management systems
integration, as well as the rising
demand for our repairs services, led

to an increase in resource to fulfil
requirements. Along with the rest of the
sector, we experienced particularly high
increases in our insurance premiums
and lower levels of development activity
meant that we absorbed an additional
£5.5m of development overhead
compared to last year. In addition, there
was an impairment charge of £6.8m
(2023: £nil) relating to shared ownership
units on a site in Hertfordshire. With
the impairment charge, insurance
premiums and development overhead
movements stripped out, operating
expenses increased by 6.1%
demonstrating the cost discipline
embedded across the organisation.

THAMES VALLEY HOUSING ASSOCIATION LTD ANNUAL REPORT 2023/24

The Board recognises the safety of
customers as its primary concern.
During the year we have established

a comprehensive view of the costs

of the Fire Safety remediation for our
over 11m estate. This is expected to
be around £199m (net of recoveries
from grants and contractors). We have
fully indemnified our leaseholders for
the costs of repairs to units in buildings
over 11m high. In respect of the
element of the total cost which relates
to leaseholders’ assets, rather than
MTVH’s own assets, we have charged
£64m in 2023/24. This recognises the
obligation to leaseholders to carry

out these repairs on their properties.
During the year we expensed £78.4m
(2023: £10.3m) of costs in respect

of remediation of fire safety issues
(including the leaseholder provision),
surveys and assessments and
capitalised further costs of £2.8m
(2023: £3.7m). Also, during the year,
we received a survey on two towers

in North London which resulted in the
decision to decommission both blocks.
The resulting impact of this was the
impairment of these blocks to £nil (a
charge of £32m) as well as establishing
a provision for the home loss payments
due to each customer in the blocks
which totalled £2m. Note 2 in the
accounts includes a table that shows
building safety and non-recurring costs
and income.

Chief financial officer's review

Segmental analysis (Excluding Non-recurring Activities)

2024 2024 2023 2023
Turnover Operating Turnover Operating
surplus surplus
£m £m £m £m
Property 29.9 (9.0) 26.2 (19.7)
Development 73.3 46.4 46.5 44.0
Customer Services 378.9 142.1 372.0 142.9
Central Services, non-recurring
& consolidated adjustments (61.6) (52.9) (57.1) (58.1)
420.5 126.6 387.6 109.1

MTVH is one of the largest providers
in the sector of Shared Ownership
and Rent to Buy homes (administered
through our ‘SO Resi’ and ‘SO Flexi’
brands) as well as Homebuy loans.
These tenure options remain core

to our affordable home solutions.
During the year we completed 263
staircasing transactions which
delivered £10.3m of operating surplus
at a 33% margin (2023: £16m at 33%
from 338 completions). In addition,

we completed 150 Homebuy loan
redemption transactions, achieving
£5.0m of operating surplus at a 41%
margin (2023: £6m at a 44% margin
from 169 completions). During the year
we also sold 112 properties as part

of our Strategic Asset Management
programme, which generated £8.8m
surplus (2023: 95 homes generating

a £5m surplus). In addition, 535 units
were transferred to other RP providers
in line with stock rationalisation activity,
generating £15.6m of surplus at 29%
margin.

The Group recorded a loss after tax of
£80m (2023: surplus of £33m) after net
interest costs of £90m (2023: £79m).
Other comprehensive income includes
a charge of £15m (2023: credit of
£23m) in respect of our defined benefit
pension obligations, and a £3m credit
(2023: £24m credit) in respect of the
movement in fair value of the Group’s
financial hedging derivatives.
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In respect of our defined benefit
pension scheme, the accounting deficit
(as shown in note 24a) has increased by
£9.8m in the year to £31.9m, driven by
a combination of valuation experience
and high inflation rates which more than
offset the small year on year increase in
the discount rate (see note 23a). During
the year we completed a triennial
valuation of our pensions scheme as

at 28 February 2023 and the impact of
this is reflected in the overall scheme
movements. Our funding level stands at
82% (down from 87% last year).

Finance costs

External interest receivable amounted
to £8m (2023: £6m) and total interest
payable was £98m (2023: £85m).

Only around 13% (2023: 14%) of the
Group’s debt is subject to interest rate
fluctuations, which serves to restrict the
volatility of our interest charge in times
of rising interest rates.

Taxation and Tax Contribution

The tax account for the year showed

a £nil charge of the year (2023:

£nil). Surpluses from the core rental
business are exempt from tax as the
Group has charitable status. Generally,
where activities are taxable, they are
undertaken by subsidiaries who gift aid
the surplus to the Group, and the Group
invests these tax savings to subsidise
the development of affordable homes.
Gift Aid payments in the year were
£17m (2023: £9m).
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MTVH is a very significant contributor to the UK Treasury. The total contributions
were approximately £65m (2023: £60m). Our total tax contribution is set out below:

Our total tax contribution is set out below:

2023/24 2022/23

£m £m
VAT 30.0 27.1
Employers NI 8.9 8.4
IPT 1.2 0.7
Other (SDLT etc) 3.2 29
Direct taxes paid 43.3 391
Taxes collected on behalf of others:
Employees’ PAYE 13.6 11.8
Employees’ NI 5.6 5.8
VAT collected from customers 2.5 27
Other 0.2 0.2
Total taxes collected by MHT 21.9 20.5
Total taxes paid to HMRC 65.2 59.6

Balance sheet

The net book value of housing assets
was £4.9bn (2023: £4.7bn), with £40m
(2023: £37m) of depreciation charged

Cash generation and
utilisation

Cash generation remained strong this
year with a net operating cash inflow
of £248m in the year (2023: £268m). in the year, reflecting the increased
Again, the key drivers of this are our levels of investment in our estate.
consistently strong record of staircasing  This figure includes assets under

and redemptions disposals as well as construction at 31 March 2024 of £419m
other assets sales which contributed (2023: £378m). Development work in
£121m in cash proceeds (2023: £110m).  progress (WIP) was £55m (2023: £67m)
Overall, we spent a net amount of reflecting our investment in assets held
£214m (2023: £161m) on investment for sale, mostly the first tranche element
activities, very predominantly being of Shared Ownership properties.
investment in new homes. Net outflow Short and long term creditors are

from drawdowns of new facilities less £2.7bn (2023: £2.7bn), including

debt repayments totalled £28m (2023: £1.9bn of borrowings (2023: £1.9bn)

net inflow of £32m), resulting in a total and £170m (2023: £157m) of housing
net cash outflow in the year of £100m grant repayable. The Group pension
(2023: £42m net cash inflow). Group schemes’ accounting deficit stands at
gearing ended the year at 37% on an £31m (2023: £22m).

historic cost of property basis (2023:

36%) and EBITDA interest cover was

1.8 times (2023: 1.9 times).
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Funding and Treasury

As at 31 March 2024, MTVH had net
debt of £1.9bn (2023: £1.8bn) which
included £39m of unrestricted cash
(2023: £145m). We define net debt

as debt less cash available to repay
lenders. 87% (2023: 86%) of the loan
book was fixed at rates of interest
ranging from 1.88% to 11.3%, with the
remainder at floating rates of interest.
Our weighted average cost of debt was
4.8% (2023: 4.7%).

During the year the Group S&P Global
credit rating improved to A- (stable
outlook) and retained the A rating from
Fitch Ratings, albeit with the outlook
changed from stable to negative. As
outlined in our Environmental, Social
and Governance statement on page
45, we continue to make good progress
against our 55 sustainability goals.
MTVH was an early adopter of the
Sustainability Reporting Standards
(SRS) and we continued to report on
this basis.

As at 31 March 2024 the Group had
committed undrawn facilities of £807m
(2023: £725m), which are fully secured
and available at 48 hours’ notice,

in addition to cash and short-term
investment balances, totalling £93m
(2023: £193m). Cash is invested at
average returns of 5.1% (2023: 2.4%).
The Group remains well funded and
has sufficient resources and available
security to meet the requirements of
its future development plans and fire
remediation programme.

Managing treasury risk

Treasury risk management is a key and
complex area of financial control and

is included here separately from the
report of the Board and the statement
on internal controls.

Chief financial officer's review

Governance and control

MTVH operates a central treasury function under a Director of Corporate Finance
who reports to the Chief Financial Officer. Oversight is provided by a Treasury
Committee of experienced and qualified non-executives as well as independent
committee members who report, in turn, to the main Board. The activities of the
Treasury function are governed by a Treasury Policy and Strategy which are
approved each year by the Treasury Committee and Board. The policy is based

on the CIPFA (Code of Practice for Housing Associations) as well as Treasury
Management Policy Statements and good practice notes issued by the Regulator of
Social Housing (RSH) and its predecessor bodies.

A risk-based approach is adopted with the overriding objective of managing risk in
line with the Board’s risk appetite. Risks are regularly assessed and recorded in the
Finance risk register, which forms part of the Group’s risk register.

Loans and credit structure: maturity risk

The Group’s borrowings are funded from a number of sources. This includes long-
term loans and bonds. All borrowing is denominated in Sterling; the Group has no
foreign exchange exposures.

The funding sources are split as follows:

% of total 2023/24 2022/23
Banks and building societies 56% 57%
Capital Markets 41% 42%
Local Authorities/Other 3% 1%

MTVH has £398m (2023: £360m) of loans maturing in the next five years which
represents 21% (2023: 19%) of our total drawn down-loans.

Interest rate risk

The Group has entered into a number of hedging contracts in order to mitigate
the risks on interest cost volatility arising from its floating rate debt and RPI-
based cash flows. At 31 March 2024 87% (2023: 86%) of the Group’s total debt
cost was hedged either by fixed rate loans, floating-fixed swaps or index-linked
arrangements. The Group has a target of keeping the fixed proportion of the
Group’s debt book between 65% and 85%.

As detailed in note 31 to these accounts, MTVH has £170m (2023: £172m) nominal
value of ISDA swaps which hedge interest costs at rates between 5% and 6%. The
mark to market exposure is monitored closely and collateralised with a mixture of
cash and property assets.
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Counterparty risk

Surplus cash is invested with approved
banks and counterparties with the
priority on the preservation of capital
rather than on maximising returns.
The treasury policy requires that the
maximum deposit exposure to any one
counterparty is £25m.

Covenant compliance

MTVH'’s loan covenants are based
primarily on interest cover and gearing
ratios. Covenant ratios are monitored
monthly and reported to the Board.
Quarterly performance information

is provided to our lenders and we
issue regular RNS trading updates
and results announcements to bond
investors. We hold regular meetings
to update our lenders including annual
group meetings and provide covenant
certification as part of the annual audit
process. During the year we agreed a
5 year period with lenders to exclude
certain Fire Safety costs from our
interest cover covenant test.

Liquidity risk

We prepare monthly and quarterly
cash flow re-forecasts, and we also
carry out a budget and long-range
forecasting exercise at least annually
which ensures we can operate well
within our safe limits for covenant tests,
even under highly adverse changes in
performance and market conditions.

Short-term surplus cash balances
are placed on deposit for terms of not
more than 364 days, with a number
of approved counterparties. Cash
balances held are sufficient to fund
short-term development, capital
expenditure and working capital
requirements. ¢
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Value for money statement

The MTVH approach
to value for money

The Board of MTVH has overall
responsibility for ensuring that value for
money (VFM) is embedded, across the
organisation. Being efficient, effective
and economical is acutely important,

to enable us to deliver our vision of
serving people better every day. VFM
is a culture and mind-set that is a
standard consideration for every Board,
committee and executive decision to
direct resources to residents in the
optimal manner and enabling them, and
the communities in which they reside, to
live well.

The 2023/24 financial year continued to
be dominated by high inflation, elevated
funding costs, challenges accessing
skilled labour and ever-increasing
demands to invest in our existing stock
to improve quality, building safety and

Key elements of VFM
approach

ASSETS
(SAM, Existing
and new stock)

NEW HOMES
(Affordable homes,
funding)
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OPERATIONS
(Financial, Savings,
Social value)

o Social value)

energy efficiency, as well as delivering
new supply. There continues to be
significant risk of further unexpected
shocks from the ongoing war in Ukraine
and instability in the Middle East.
Through our financial resilience, we
have continued to invest in service
delivery and support our customers
through the current cost-of-living crisis
and to ensure they are listened to and
treated with fairness and respect.

A key milestone underpinning the
delivery of VFM has been continued
progress on our five-year strategy,

in particular the Corporate Plan that
underpins this and work on advancing
ESG as a key strategic priority.

These provide a framework for VFM
implementation, which is coupled to all
strategic and operational aspects going
forward.

SERVICES
(Customer
satisfaction)

(Sustainability,
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Governance

VFM implementation is overseen

by MTVH’s Executive Management
Team and Board, who determine
strategy and investment priorities and
monitor progress against published
plans and targets. The Board ensures
compliance with regulatory standards.
The oversight of VFM is also supported
through the responsibility of various
Board sub-committees, including the
Development, Property and Customer
Services Committees (CSC). This
provides an added layer of scrutiny
and accountability for customer-related
issues where VFM is a key driver.

Performance management

The continued financial strength
and capacity of the organisation is
instrumental to ensuring that we
are able to deliver on our strategic
objectives, and is framed by the
following:

Budget/Corporate planning - VFM is
firmly entrenched in the 2024/25 budget
and Corporate Plan and includes

both cost optimisation and revenue
growth targets, to generate efficiency
across the organisation. The five-year
operational budgets and plans will
allow us a longer term assessment
and tracking of strategic priorities,
investment in projects and continued
benefits realisation.

Performance tracking — A suite of
KPls/metrics are analysed and reported
on at all levels of the organisation, in
order to drive performance and identify
areas for greater efficiency. This also

MTVH Executive Team

includes a range of non-financial
targets, which provide an enhanced
assessment of VFM delivery in future.

Asset returns and efficiency — The
Strategic Asset Management (SAM)
Plan was adopted in May 2019 to
ensure that MTVH continues to provide
homes in a sustainable and efficient
manner across our regional operating
areas. We are pleased to report positive
progress in the year on the continued
implementation of the SAM plan, with a
number of stock disposals across both
voids and tenanted stock.

Service charge project — The service
charge project continues to evolve and
gain momentum. The aim is to create
a transparent, easy to use service

that delivers service transformation to
our residents, through higher levels

of customer satisfaction, reduced
complaints and a compelling digital
offer whilst ensuring our income

is maximised in line with legal and
contractual agreements. Significant
progress has been achieved during
the year with regards to the financial
“gap” between the costs we incur as

a business for service charge activity,
when compared with the amount we
recover.

Corporate Plan

The Corporate Plan sets out the plans
for key projects with improvements to
our systems, processes and structure
helping to further enhance the customer
experience across all touchpoints.

Underlying this is the desire to realise
efficiencies and synergies to shape

the long-term VFM agenda. MTVH

has responded to the cost-of-living
crisis by providing proactive support

to both residents and colleagues,
whilst navigating delivery against

the Corporate Plan to progress the
strategic priorities of the organisation.
We continue to develop our digital offer
and take up has increased. The number
of transactions remains high, and we
have exceeded the target set for active
users this year. The development of the
CRM will further improve the customer
experience MTVH can offer and is a
core area of focus.

Empowering Futures

Our Empowering Futures strategy
continues to evolve, with £3.01m
(2022/23 £2.9m) of financial
improvement delivered for residents
following MTVH support (target: £2.5m)
and 3,675 residents provided with
intensive support. We continue to attain
the best possible value for money for
our customers whenever we buy goods
or services, in the face of increasing
costs, and 2,284 social value points
(2022/23 2,175) have been created in
the MTVH supply chain, enabling our
sustainability strategy. Social value
points are ‘earned’ by suppliers in a
variety of ways, such as offering training
or employment opportunities, volunteer
hours or equipment to the benefit of our
customers. The supplier's commitment
to achieve social value points varies
with the value of the contract.
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MTVH provided support to customers
where most required, to both aid
residents and preserve the financial
capacity of MTVH. Total arrears are at
5.2% (5.20% target) at year-end, and the
full Tenant Welfare Fund was increased
from £628k to £729k. Using the fund, the
Customer Accounts teams made £366k
of rent adjustment for 618 customers
(2022/23 571) with the remainder granted
by Empowering Futures in support

of residents with urgent food, fuel,
essential household items and complex
personal needs. To bolster MTVH funds,
Empowering Futures raised over £120k
of external funding and saved £40k on
case-by-case efficiencies, procurement
and standardisation.

MTVH Foundation Limited was
established during the year, which

will serve as a platform to facilitate
successful grant applications to
further the purpose of our work and
aid communities to live well, with work
undertaken to register as a charity and
build the external engagement.

We again partnered up with Sonnet
Advisory & Impact to use their
assessment model, combined with data
and informed assumptions about MTVH
tenancies. In terms of the value of a
social tenancy, a total annual social value
of £718.9m a year to the UK economy
was generated (potential savings to gov
departments from our social homes +
construction & maintenance economic
gains), which equates to £24,960 of
value per MTVH home.
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Reporting performance

This year MTVH continued the investment required to provide quality and consistent services to our customers,
deliver new homes sustainably and foster even greater levels of customer engagement.

Three key (budget) targets were given prominence at Board and executive level to monitor our performance in
maintaining VFM by serving our customers, building new homes and operating efficiently as follows:

Table1:
2023/24 2023/24 2022/23 2022/23 2021/22 2021/22
Actual Target Actual Target Performance Target
Operating Margin 4.0%* 30.2% 28% 35.2% 30.1% 34.6%
New Homes (inc JVs) 892 887 657 664 712 829
Customer Satisfaction 70% 72% 71% 75% 71% 75%

*Operating margin of 4.0% includes the impact of one-off/non-recurring items. “Adjusted operating margin” stands at 30.1%

® Operating margin at 4.0%

is quoted after exceptional costs

in relation to our fire remediation
programme, leaseholder provision and
the decommissioning of Mendip and
Pennine. Adjusted operating surplus
before one-off costs is £126.6m, with a
margin of 30.1%, which is only slightly
below the target of 30.2%. Operating
margin is expected to recover to 28.7%
for the FY25.

® New homes delivery (incl.JVs)

at 892 beat the target by 5 homes,
which was 235 more than last year. Of
these 867 of those at affordable tenures
(589 social), supporting those residents
and communities that are most in need.
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® Customer Satisfaction

The overall satisfaction level of 70%
is below the target of 72%. Customer
satisfaction remains a challenge
across the sector, so it is pleasing

to see scores remain stable or in
some areas showing an increase.
Customer satisfaction has remained
consistent throughout the year, a
great result when the UK Customer
Satisfaction Index calculated by the
Institute of Customer Service reports
a 1.7% drop on average, with drops
in satisfaction reported across all
sectors. Transactional customer
satisfaction measures have shown an
upward trend, with customer enquiry
satisfaction increasing by 6% over the
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year. Drivers of satisfaction in the last
quarter of the year have been related to
our neighbourhood management, with
listening and acting remaining the area
of focus to improve on. Activity over the
last quarter has focused on identifying
root cause of variances in satisfaction
from customers with differing needs.
This has led to improved training on
translation and language services

for example, with further activities

to support a tailored service to be
implemented in the coming year.

Internal targets are supplemented
by other strategic indicators deemed
appropriate to assess the overall
effectiveness of VFM.

Value for money statement

KPls and Strategic Indicators 2023/24 2023/24 2024/25
Target Performance Target
Development Strategy
Number of new homes (incl.JVs) 887 892 533
New contractual commitments (units) 1,000 561 1,000
Unsold stock value over 90 days £28m £12.9m £20m
Customer Experience Strategy
Overall customer rented satisfaction 2% 70% 70%
Z/;g; c(::lgsr]tqc;)rl'riﬁzcc:;mplaints responded to within HOS 98.5% 85.9% 95%
Satisfaction with new home (Shared ownership) 85% 98% 85%
Qverage re-let times for all social rented 28 50.3 28
wellings (Days)
Tenant arrears 5.2% 5.2% 5.2%
Property compliance
Properties with a valid gas safety certificate 99.5% 100% 99.5%
Managed blocks with a fire risk assessment 99.5% 99.98% 99.5%
II\E/IIaCns%Z(riti%I(c:;I;s with a valid electrical safety 09.5% 99.25% 99.5%
Properties with an EPC rating of C or above 65% 78.9% 85%
Lifts serviced within 12 months ** 99.5% 99.8% 99.5%
MTVH Way
Operating Margin* 30.2% 4.0% 28.7%
Colleague absence rate (short term, 12 month rolling) 2% 1.3% 2%
Colleague voluntary turnover (perm, 12 month rolling) 19% 13.4% 15%
% colleague engagement 82% 82% 82%

*Operating margin for 2023/24 of 4.0% includes the impact of one-off/non recurring items.

“Adjusted operating margin” stands at 30.1%

Development

We plan to create 10,924 homes over
the next 10 years, delivering social
value by delivering the affordable
housing the country requires. This

is evidenced by the investment of
£280m in acquiring land and building
new homes this year which was
impacted by the recovery from the
pandemic and the temporary pause
in investment following the impact of
the September 2022 budget statement
on funding markets, which enabled a
re-appraisal and review of schemes
in flight in the pipeline. Activity has

since resumed with the reinvestment
metric slightly above the prior year.
The Board continues to review the
commercial assets within the group
and opportunities to realise value
through asset disposals in conjunction
with the Strategic Asset Management
Plan, which will provide a clearer basis
for the retention or disposal of our
property portfolio going forwards. Our
annual Treasury strategy is designed
to maintain a diverse and balanced
loan book that efficiently funds the
operational and growth capital of the
business.

THAMES VALLEY HOUSING ASSOCIATION LTD ANNUAL REPORT 2023/24

45



Value for money statement

Customer Experience

In line with the customer experience
and technology strategies, our digital
work to date has focussed on the
customer facing elements of our
transactional services. Customers are
more willing to engage with us through
digital channels and their expectations
are now higher than ever. MTVH Online
provides an improved user experience
for customers and staff transacting
and creating service requests online.
Enabling customers to self-serve for
high volume requests will potentially
reduce demand on service teams and
free up their time to work on more
complex services. The level of active
users has reached 41% against the
target of 20% for 2023, with 55% of all
transactions taking place online. A full
roadmap is in place, including linking
into Salesforce CRM to provide a
streamlined customer journey.

A key milestone in our journey has been
to build our own digital capability. We
now have a multi-disciplinary digital
team, made up of product managers,
developers, designers and researchers.
Building our own team will save us

70% on digital development costs
compared with using digital agencies.
More importantly, we have the skills
and knowledge that will enable us to
become a digitally agile organisation
which is more responsive to the needs
of our customers.

We drive performance across a range
of measures to be effective and value
driven. Performance for re-lets at an
average of 50.3 days for the year,
significantly above the target of 28 day
target, and is reflective of the increased
number of voids the business has
witnessed and isolated issues with
subcontractor performance. This is

an area of heightened focus with a
project group established to improve
performance, reduce void loss and
adhere to the voids standard. Regional
ARGs have been established to give
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greater focus to the void situation, with
detailed review of voids which are over
50 days. Total Year to Date arrears
(Leasehold, Supported, Commercial,
Market Rent, and GN) ended the year
at 5.2%, in line with target. This is a
positive result against the backdrop

of intensifying external pressures for
residents, however homeowner arrears
ended at 4.9% which is slightly above
the target of 4.5%, with this cohort
impacted from increased mortgage
costs, service charge, rent demands
and EWS1 issues. Our target of right
first-time repairs reached 90.7%, above
the target of 85%, reflecting issues with
a particular contractor.

Property compliance

The level of total spend on the existing
estate of £149m (2023: £138m),

which includes planned component
replacements programme of £27m
(2023: £21m), is reflective of the
challenging financial environment that
housing associations face.

Consistent progress has made in
property compliance throughout the
year, achieving levels in line with the
targets.

MTVH Way

As detailed on page 36 significant
people and organisational development
highlights have been achieved in

the year to drive future operating
efficiencies and create a people
powered organisation underpinned by
the MTVH way. This is evidenced by the
1.3% staff absence rate achieved for
the year, within the target of 2%.

Colleague engagement is of paramount
importance, and we intend to report on
this going forward, to align with service
delivery for our customers. Using
scores from our Colleague Engagement
Survey we attained a 82% colleague
engagement score in 2023/24, which is
in line with the target.
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ESG

As Environmental, Social and
Governance (ESG) reporting
increasingly becomes a key driver
for investors and stakeholders, we
are developing our reporting against
key metrics and most notably the
Sustainability Reporting Standard
(“SRS”). This will provide access to
wider funding opportunities and ensure
goal congruence between ESG, VFM
and social value initiatives.

The implementation of the MTVH
sustainability strategy, coupled with
the adoption of a sustainable financing
framework, demonstrates the long-
term VFM commitment to deliver fair,
affordable and sustainable housing for
future generations to enjoy.

Investment Driven

® Reinvestment:

This metric looks at the investment
in properties (existing stock as well
as new supply) as a percentage of
the value of total properties held.
Reinvestment of 6.6% is above the
G15 median for 2023/24, reflecting
the uptick in investment following the
pause in development activity during,
and after, the COVID-19 pandemic and
higher planned investment.

® New supply delivered % (social
and non-social):

These metrics set out the number of
new units (social or non-social) that
have been acquired or developed in the
year as a proportion of the total units
owned at period end. The number of
social housing units delivered this year
is 867 compared to 493 in the previous
year, reflective of a healthy pipeline of
activity. This remains in line with the
G15 median.

Regulator of Social Housing (RSH) VFM metrics
Our 2023/24 performance on the regulator’'s VFM metrics and against the 2023 G15 benchmark is reported below

Value for money statement

Based on RSH definitions MTVH MTVH G15 MTVH MTVH
published April 2023 2024 2023 Median 2022 2021
2023

Reinvestment % 6.6% 4.4% 5.6% 3.9% 3.8%
€ New supply delivered % o o o o o
g € (Social housing units) 1.9% 1.1% 1.2% 0.7% 1.5%
- >
0= . 0,
¢ 5 Newsupply delivered % 0.0% 0.3% 0.3% 0.7% 0.4%
£ (Non-social housing units)

Gearing 371% 36.9% 46.6% 38.0% 40.0%

c EBITDA MRI interest cover 90.4% 105.6% 74.0% 114.9% 119.3%
T O . . .
o &= Headllpe social housing cost 5820 5142 6.239 5191 4,862
3‘0 per unit (£)
>
5 g Operating margin (SHL only) 27.4% 26.7% 19.6% 29.3% 31.5%
é’ S Operating margin (overall) 18.2% 19.4% 16.2% 23.5% 24.3%
W8 RrRoOCE 2.5% 2.4% 2.1% 2.8% 3.0%
® Gearing: ® EBITDA MRI: ® Social Housing operating margin:

This metric measures net loans
(including finance lease obligations) as
a percentage of the value of housing
properties. We remain well below the
G15 median at 37.1%, although this

is expected to rise as we deliver our
development and wider business plan.

Efficiency and economy metrics are
driven by the I&E account (including
capitalised repairs spend for EBITDA
MRI and Headline Social Housing Cost).
They have broadly the same drivers and
reflect the same trends. The 2023/24
results across these metrics illustrate
the continued investment we make in
our existing stock and communities,
and the increasing pressure on the
allocation of our resources. Projection
across these metrics illustrate the
continued investment we make in our
residents and communities, and the
increasing pressure on the allocation

of our resources. Despite the headline
social housing cost per unit increasing
from £5,142 to £5,820 per unit it remains
below the G15 median of £6,239.

This measures the level of operating
surplus (including expenditure on
capitalised major repairs and excluding
depreciation and amortisation)
compared to total interest payable. It
also includes profits on first tranche
and outright sales, which can be more
volatile. Note this is not our covenant
test but a group entity, accounting—
driven, ratio. This metric for 2023/24
compares extremely favourably to the
G15 median, highlighting the resilience
and capacity in the financial plan.

® Headline social housing cost per
unit assesses the costs that MTVH
incurs to manage social housing
properties divided by the number of
units managed by the Association. This
is a key metric to measure regional
performance since it very largely
reflects their controllable costs and
efficiency. At £5,820 for 2023/24 we are
circa 7% below the G15 median.
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This measures the profitability of social
housing lettings (SHL) activity, based on
surplus on SHL income as a percentage
of SHL turnover. At 27.4% margin we
are higher than the G15 average, and
indeed the top performer.

® Operating margin:

This measures the profitability of
operating assets as a percentage of
turnover. Note that the RSH excludes
surplus on disposal of fixed assets (i.e.
staircasing) from the calculation. Like
EBITDA MRI, this is therefore very much
affected by the volume and profitability
of first tranche sales and outright sales.
We have witnessed a reduction from
19.4% to 18.2% year-on-year, however
still above the G15 median.

® Return on capital employed (ROCE):
This metric compares operating surplus
to total assets less current liabilities

and is used to assess the efficient
investment of capital resources. The
2.5% compares favourably to the G15
median of 2.1%. ¢
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Environmental, Social and Governance Statement

Environmental,
Social and
Governance
Statement

Environmental, Social and Governance (ESG) reporting is an increasingly
important requirement for lenders, investors and other stakeholders.

A separate Environment and Social Value statement is not required

for TVHA as the parent is incorporated under the CCBA 2014. This
statement has been included here as it applies to group entities that are

incorporated under CA2006.

Tutin Court Later Living
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To help us focus on what is most
important for MTVH, we are upgrading
our reporting against the Sustainability
Reporting Standard (SRS) and Use of
Proceeds (UoP) Report. In addition, we
are developing an internal suite of KPls,
which will be used to support a move
to Sustainability Linked Loans (SLL) to
ensure alignment between our funding
and our ESG, Value for Money and
social value goals.

Our long-term commitment to delivering
fair, affordable and sustainable housing
for future generations is strengthened
by our sustainability strategy (see
below), coupled with the adoption of a
sustainable financing framework.

MTVH has an innovative approach to
sustainability. Suppliers are required to
provide details of their approach and
how they comply with our Sustainable
Procurement Policy, particularly in key
areas such as carbon footprint, water,
energy use and waste. The policy
provides a framework for how MTVH
will procure, using a sustainable impact
range of 1 to 5 for each procurement
event, requiring different information
from suppliers including details of
monitoring and auditing. The information
from suppliers is used to assess their
sustainability maturity to help us identify
opportunities to improve.

Our ongoing commitment to
sustainability

We are now over half-way through
our five-year strategy and our priority
continues to be on becoming a

more sustainable and transparent
organisation. We have reported in line
with the Social Housing Sustainable
Reporting Standards (SRS), of which
we were an early adopter, and the
Sustainable Financing Framework.
These reports are a transparent
disclosure of our performance in a
format that can be compared to our
peers in the social housing sector.

Environmental, Social and Governance Statement

Environmental criteria

MTVH aims to become a Net Zero organisation by 2050.
Our sustainability strategy, ‘Our Sustainable Future,” and
2030 Action Plan outline our commitment to actions that
reduce our impact on the environment. Support from the
Social Housing Decarbonisation Fund has allowed us to
continue upgrading homes to EPC C or above and we
have already exceeded our interim target of reaching this
rating on 75% of our residential portfolio by 2026.

Social criteria

Our founding principle is that everyone deserves a home
and a chance to live well. We look to pay fair wages, within
a safe working environment, and to promote diversity

and inclusion within our workforce. We target positive
interaction with the residents of our homes and the
communities in which they live and work.

Governance criteria

The Board of MTVH broadly reflects the make-up of our
resident base. We seek to remove pay inequality by both
gender and ethnicity, while operating in an ethical fashion,
and use data provided by our colleagues to track progress

g 1% —°

Our reporting demonstrates the
progress we have made and provides
a foundation on which we can make
further improvements in future against
the three ESG criteria, aligned to
specific United Nations Sustainable
Development Goals.

Recognition for our ESG
performance

MTVH continues to be awarded the
prestigious Ritterwald Sustainable
Housing Accreditation and in 2023, we
were upgraded as a Frontrunner for
social and governance performance,
and as an Ambassador for
environmental performance. Our aim
is to become a Frontrunner in all three
categories.
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and develop strategies to sustain an inclusive culture.

Streamlined Energy and
Carbon Reporting (‘SECR’)

This statutory report summarises

the energy usage, associated
emissions, energy efficiency actions
and energy performance for MTVH.
MTVH is required to comply with the
SECR legislation, as we exceed the
qualification thresholds of two of the
three base criteria (in 2023/24 MTVH
employed 2,007 FTE across the group
and had a turnover of £420m). Our
SECR report for 2023/24 can be found
on page 52. ¢
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Environmental, Social and Governance Statement

Corporate
Sustainability

Strategy

Our Corporate Sustainability Strategy, “Our Sustainable Future”, is
supported by our 2030 Action Plan, and we have continued to work on

the 55 actions to make MTVH a more sustainable organisation.

The MTVH Sustainability Committee (comprising
of senior leaders from across the organisation and
the Board Sustainability Champion) holds regular
meetings to embed a culture of sustainability and
to ensure that we continue to push ourselves to hit
our sustainability targets. Key themes include:

© Sustainability Linked Loans (SLL)

The Treasury Strategy requires that all new loans
are Sustainability-Linked and we work with lenders
to agree suites of KPIs targeting key issues of
importance to MTVH, including a reduction in loan
margins if we achieve our ambitious targets.

© Workspace Services Sustainability Working
Group
Our Workspace Services Sustainability Working
Group continues to explore ways we can make
MTVH a more sustainable place to work. We
have benchmarked office-generated waste and
are looking at how we can reduce this and what
processes we need to implement to reach Net
Zero.
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© Sustainable procurement
We have produced a Sustainable Impact

Questionnaire which is being introduced to our
suppliers through our Supplier Relationship

Management (SRM) programme.

Suppliers are now asked to provide details of
their own sustainability accreditations, policies,
procedures and targets, along with their Net Zero

strategies and ethical working policies.

© Decarbonisation of our properties

We launched our Decarbonisation Strategy last
year which commits us to an interim target of
reaching EPC C on 75% of our residential portfolio
by 2026, ahead of reaching 100% EPC C by 2030.
The strategy takes a fabric-first approach to all
our retrofit work, addressing decarbonisation

by providing alternatives to gas centrally heated
homes and ensuring that our investment creates
warmer, better and more affordable homes for

residents. ¢
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Environmental, Social and Governance Statement

Priority measures for 2024/25

Corporate Sustainability
Strategy

We will review the key actions from

our 2030 Action Plan and update

on progress, while ensuring that the
targets remain relevant. Any targets that
have been achieved will be replaced or
new targets will be introduced based on
a range of factors such as changes to
legislation.

Sustainable supply chain

We will continue to roll out our
Sustainable Impact Questionnaire
through our supply chain and will be
launching a grading system to measure
and acknowledge those suppliers that
share and demonstrate our sustainable
values and beliefs.

Decarbonisation of our
properties

We completed our Wave 1 Social
Housing Decarbonisation Fund (SHDF)
programme in October 2023, with 1080
homes improved to EPC C, saving over
£193,000 in resident fuel bills annually
and over 885 annual tonnes of carbon.

The success of Wave 1 enabled MTVH
to win £9m of Wave 2.1 funding which
we are required to match, providing a
total of £18m to support a multi-year

Sustainability

programme of improvements. This will
bring a further 2,000 properties to EPC
C, making a significant contribution to
our target to have 100% of our homes
to EPC C by 2030. We improved 220
homes in the first year, and a variety

of energy efficiency improvement
works have begun including cavity wall
insulation, loft insulation, ventilation,
high retention electrical storage heaters
and solar PV panels. We anticipate
carrying out between £8m and £10m of
retrofit work in the coming year.

In addition to the fabric measures, we
will focus on heat decarbonisation and
expanding our work to other regions.
We continue to add specialist skills to
our technical delivery teams, using long
term partnerships with consultants and
contractors. We have partnered with
the DESNZ to map the potential for heat
networks by analysing our property
data, as well as that of some of our
peer organisations, and overlaying this
latent heat demand with anticipated
heat network generation sites. We
anticipate using this information to
identify candidates for early transition to
heat networks and will be working with
DESNZ to access the Heat Network
Fund to gain financial support to create
the technical and commercial business

cases. In addition, we will explore the
heat network opportunities presented
by the Enfield Waste Plant in Meridian
Water and develop heat demand
maps to support the business case for
connecting to the network.

Working with colleagues across the
G15 group of large, London housing
associations, we will finish our work
on creating retrofit archetypes, which
will transform the commercial risk
associated with retrofit projects. This
will make it easier, quicker and more
predictable for supply chain partners
to prepare bids for retrofit projects,
reduce risk pricing and provide greater
certainty about programme outcomes.

Our ECO funded programmes will be
expanded and integrated more closely
with our ongoing asset investment
programmes. This will align our
decarbonisation strategy with our
wider asset management strategy.

In addition, we will develop new
approaches to involve residents and
communities in decarbonisation and
work with third sector organisations to
better understand their needs, priorities
and hopes to help deliver future
programmes. ¢

A Criteria measured 2024 2023
Linked Loans
At 31st March 2024 £350m Number of properties achieving EPC C or better 23,268 20,371
(2023: £50m) of our bank debt Gender Pay Gap - mean gap in male vs female rate of pay 16.50% 16.50%
is linked to Environmental . . . . .

’ Social Value Points - t d fi ly ch 2,284 2,175

Social and Governance (ESG) ocial Value Points - points gained from our supply chain
metrics. These are measured Office Grid-SuppIied Electricity (tCO2e) 113.81 170.73
annually against performance  Regidential Grid-Supplied Electricity (tCO2e) 3,982.98  4,516.16
on a number of different criteria
which form part of the MTVH Office Natural Gas (tCO2e) 149.23 113.19

sustainability strategy.

Residential Natural Gas (tCO2e)

6,019.31 6,666.27

Transportation (tCo2e)

1,134.80 1,111.26
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SECR HIGHLIGHTS

Year-on-year changes 2023/24
(compared to 2022/23)

© Scope 1 (Natural Gas)
emissions decreased by
9.01%.

© Scope 2 (Electricity)
emissions decreased by
12.59% as a consequence of
MTVH'’s sustainability action
plan.

© Transport emissions
increased by 2.12%. This is
due to an increase in fleet
mileage and the use of electric
vehicles charged at MTVH’s
sites.

© Total carbon emissions have
decreased by 9.36%.

ENERGY SAVING
PROJECTS: HIGHLIGHTS

© Openable Roof Lights Fitted
© Air-source Heat Pumps

© Removal of Centralised Hot
Water System

© Tree Planting — Caritas, SG
Fleet and Castlefirth
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Streamlined

Energy and Carbon

Reporting (SECR)
for FY 2023/24

Table 1:
Energy source breakdown for total location-based emissions

Natural gas Electricity Transport Total
FrasztGavon s onrgyconsumpton ||
kWh 33,720,952 19,784,170 4,822,351 58,327,473
tCO,e 6,168.54 4,096.79 1,134.80 11,400.13
[F22128 Gastoon alseray conwampUon | | RN
kWh 33,139,604 24,236,665 4,666,402 66,042,671
tCO,e 6,779.46 4,686.89 1,111.26 12,577.61

Table 2:
Emission intensity breakdown for total location-based emissions

Natural gas Electricity Transport Total
FY23/24 tCO. e
per turnover (2£m) 14.69 9.75 2.70 27.14
FY22/231C0e 47 43 12.05 2 32.33

per turnover (£m)

.86
YoY % change . o . o . 5 . .
(tCO,e) 15.72% 19.04% 5.42% 16.05%
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Environmental, Social and Governance Statement

Executive summary

This statement summarises MTVH's energy usage, associated emissions,
energy efficiency actions and energy performance under the government
policy Streamlined Energy & Carbon Reporting (SECR). A separate SECR
is not required for TVHA as the parent is incorporated under the CCBA
2014. This statement has been included here as it applies to group entities

that are incorporated under CA2006.

An operational boundary has been applied for
the purpose of the reporting. Our compliance
responsibility and reporting methodology are set
out on page 59, along with a glossary of terms.

Reporting Year: April 2023 — March
2024

MTVH Scope 1 direct (combustion of natural gas
and transportation fuels) and Scope 2 and Scope
3 indirect (transportation fuels) emissions for this
reporting year are 7,303.34 tCO2e, resulting from
the direct combustion of 38,543,303 kWh of fuel.
This represents a carbon reduction of 7.44% from
last year ending March 2023 (Figure 1).

Scope 2 indirect emissions (purchased electricity)
for this reporting year are 4,096.79 tCO2e,
resulting from the consumption of 19,784,170 kWh
of electricity purchased and consumed in day-to-
day business operations. This represents a carbon
reduction of 12.59% from last year ending March
2023 (Figure 1).

MTVH'’s operations have an intensity metric of
27.14tCO2 per £m revenue for this reporting year.
This represents a reduction in the operational
carbon intensity of 16.05% from last year ending
March 2023.

Annual Reporting Figures:
Consumption and Location-Based
Emissions

The following tables show the consumption and
associated emissions for the financial years ending
March 2024 and March 2023 for all operations.
Total consumption and location-based emissions
are reported in Tables 6.

Scope 1 consumption and emissions include
direct combustion of natural gas, and fuels
utilised for transportation operations, for example,
company vehicle fleets.

Scope 2 consumption and emissions cover
indirect emissions related to the consumption
of purchased electricity in day-to-day business
operations.

Scope 3 consumption and emissions cover
emissions resulting from sources not directly
owned by MTVH. The Scope 3 emissions in this
SECR only cover the emissions generated from
transport costs paid for by MTVH. There are
larger Scope 3 emissions from our homes and
supply chain, and we are working with Equipoise
to develop a methodology (spend based) and
reporting to capture the supply chain information
— once captured, we will start to work with key
emitting suppliers on how they are looking to
decrease emissions and will develop reporting to
reflect this knowledge and information.
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Environmental, Social and Governance Statement

Figure 1:
Scope 1, 2* and 3 emissions (tCO2e): this reporting period vs the previous reporting period

6,779.46 4686.89

6,168.54 4,096.79

LAST PERIOD 2022/23

CURRENT PERIOD 2023/2024

Scope 1 emis| Ope 2 emissions Scope 1 transport Scope 2 transport Scope 3 transport
(buildings (buildings and emissions emissions emissions
process)

€emissions captured this year due to use of electric vehicles charged on MTVH sites:

Table 3: Metropolitan Tha- sing rouE Total
Emissions Intensity Metri

Intensity metrics Location-based tCO, e Location-based tCO,e
FY23/24 FY22/23 FY23/24 FY22/23
Total Turnover (Em) 420 389

All Scopes tCO,e
per £m Turnover

% change -16.05%
EBITDA (Em) 155

All Scopes tCO,e
per EBITDA (£Em)

% change -9.94%

FTE 1,931

All Scopes tCO,e
per FTE

27.14 32.33

81.15

-12.79%
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Environmental, Social and Governance Statement

Table 4: Metropolitan Thames Valley Housing Group
FY23/24 Total Energy Consumption (kWh)

FY2023/24 FY2021/22
Utility and Scope Consumption Consumption
(tCO2e) (tCO2e)
Scope 1 Total 7,016.98 7,601.70
Residential Natural Gas
and Other Fuels (Scope 1) ELIRH 6.666.27
Office Natural Gas and Other Fuels 149.23 113.19
(Scope 1)
Transportation (Scope 1) 848.44 822.23
Scope 2 Total 4,097.11 4,686.89
Residential Grid-Supplied Electricity 3.082.98 4.516.16
(Scope 2)
Office Grid-Supplied Electricity 113.81 170.73
(Scope 2)
) * Market based emissions were not
Transportation (Scope 2) 0.32* 0 calculated in 2022/23. As such, there
Scope 3 Total 286.04 289.03 are no figures available for comparison.

289.03 Scope 2 transport emissions
captured this year due to using electric
vehcles charged on MTVH sites.

Transportation (Scope 3) 286.04
Total 11,400.13 12,577.61

Table 5: Metropolitan Thames Valley Housing Group 2023/24
Total Location-based Emissions (tCO2e)

Utility and Scope FY2023/24 FY2022/23
Consumption Consumption
(kWh) (kWh)

Scope 1 Total 37,269,922 40,552,916
Residential Natural Gas

and Other Fuels (Scope 1) 32,905,169 36,519,498
Office Natural Gas and Other Fuels 815,783 620,106
(Scope 1)

Transportation (Scope 1) 3,548,971 3,413,313
Scope 2 Total 19,785,712 24,236,665
Residential Grid-Supplied Electricity (Scope 2) 19,234,569 23,353,815
Office Grid-Supplied Electricity (Scope 2) 549,601 882,850
Transporatation (Scope 2) 1,542** 0

Scope 3 Total 1,271,839 1,253,090
Transportation (Scope 3) 1,271,839 1,253,090
Total 58,327,473 66,042,671
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Annual Reporting Figures:
Year-on-Year Changes

® Scope 1 (Natural Gas) emissions decreased
by 9.01% in 2023/24 compared to 2022/23. This
change is due to the ongoing energy initiatives
that MTVH have in place and will be continuing
to roll out according to their sustainability action
plan.

® Scope 2 (Electricity) emissions decreased

by 12.59% in 2023/24 compared to 2022/23.
This change is also attributable to the energy
initiatives that MTVH established in accordance
with their sustainability action plan.

® Transport emissions increased by 2.12% in
2023/24 compared to 2022/23. This is due to an
increase in fleet vehicle emissions, and the use of
electric vehicles charged on MTVH sites, giving
rise to Scope 2 Transport emissions.

® Total carbon emissions have decreased by
9.36% in 2023/24 compared to 2022/23. This
change is due to the ongoing energy initiatives
that MTVH have in place and will be continuing
to roll out according to their sustainability action
plan.

Annual Reporting Figures: Voluntary
Market-Based Emissions

MTVH dual-report on location-based and
market-based emissions factors. Market-based
emissions demonstrate the carbon reduction
achieved by renewable electricity procurement.
2024 is the first year that MTVH has reported
on market-based emissions. Total market-based
emissions are reported in Table 6.
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Table 6: Metropolitan Thames Valley Housing Group
Total Market-Based* Emissions (tCO2)

FY23/24 FY22/23
Utility and scope Consumption | Consumption
tCO2 tCco2
Residential Grid-Supplied Electricity 1,927.29 N/A*
(Scope 2)
Office Grid-Supplied Electricity 24.05 N/A*
(Scope 2)

Scope 2 Total 1,951.34 N/A**

* Market based emissions are reported in tCO, only, and reflect the specific
emissions associated with a supplier-specific fule mix / residual grid factor.
Please see the methodology in the appendix for further details.

** Market based emissions were not calculated in 2022/23. As such there are
no figures available for comparison.
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Energy Efficiency Narrative
Energy Efficiency Improvements

Environmental, Social and Governance Statement

MTVH is committed to year-on-year improvements in its operational energy efficiency. A register of energy efficiency
measures has been compiled, with a view to implementing these measures in the next five years.

Measures ongoing and undertaken through 2023/24:

Openable Roof Lights Fitted

MTVH inaugurated two new office
spaces equipped with openable rooftop
lights, reducing reliance on artificial
lighting when weather conditions
permit. Additionally, the offices feature
LED light fixtures and Passive Infrared
(PIR) sensors to optimise energy
efficiency.

n Air-source Heat Pumps
MTVH launched two new office
spaces equipped with an air-source
heat pump heating system. This
initiative aims to enhance energy

efficiency and promote a more
sustainable workplace environment.

Removal of Centralised Hot
Water System

At the new office space at Dover Court,

MTVH has replaced the centralised
hot water system with multiple point-
of-use hot water systems. Additionally,
lockable heating controls have

been installed to prevent tampering
and ensure efficient use of heating
resources. These upgrades reflect
MTVH's commitment to energy
conservation and responsible facility
management.
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n Tree Planting
MTVH is collaborating with

Caritas as part of its commitment

to environmental stewardship and
sustainable practices. Through this
partnership, Caritas has planted
2,558 trees in alignment with MTVH's
sustainability efforts. MTVH has

also collaborated with SG Fleet
Solutions UK by planting 500 trees,
which reflects MTVH's dedication to
reducing carbon emissions associated
with their operations and promoting
eco-friendly practices. Finally, MTVH
is collaborating with Castlefirth
Consultants to engage in tree planting
initiatives through Onetreeplanter.org.
By integrating tree planting into their
projects and contracts, MTVH aims to
reduce CO2 emissions and enhance
carbon capture, contributing to a more
environmentally conscious approach to
business practices.
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Measures prioritised for implementation in 2024/25

Continued rollout and
implementation
MTVH will continuously roll out pre-
existing energy-saving initiatives and
continue to work toward their 2023
action plan, which includes:

® The introduction of direct
metering for offices to understand
consumption patterns better.

® Target a more dynamic energy
procurement strategy to reduce
Scope 1 and 2 consumption and
cost-effective purchases from
green and renewable suppliers.

® Sustainable supply chain.

® Decarbonisation of our properties.

n Developing a methodology
for determining Scope 3

Emissions

MTVH is actively engaged in
addressing Scope 3 emissions with
support from Equipoise, utilising a
Spend-based methodology to calculate
emissions. Once we have identified the
suppliers in our supply chain generating
the highest CO2 emissions, we will
explore opportunities for reductions.

n Electric Vehicles

The increased usage of EVs
by colleagues presents new CO2
challenges for the organisation and

we will prioritise a reduction in travel
emissions.

Compliance Responsibility

This report has been prepared by the ESG division
of Inspired PLC for MTVH by means of interpreting
the Companies (Directors’ Report) and Limited
Liability Partnerships (Energy and Carbon Report)
Regulations 2018 as they apply to information
supplied by Metropolitan Thames Valley Housing
Group and its energy suppliers.

MTVH’s CEO and CFO are responsible for
complying with the Regulations. They must be
satisfied that, to the best of their knowledge,

all relevant information concerning MTVH's
organisation structure, properties, activities and
energy supplies has been provided to Inspired
PLC. This includes details of any complex
ownership structures (for example, private equity
funds, franchises for private finance initiatives)
and electricity/gas usage that is covered by the
EU Emissions Trading Scheme (ETS) or Climate
Change Agreements (CCA) scheme generated
on-site (including Combined Heat and Power
(CHP) or supplied to/from a third party (i.e. not a
licenced energy supplier or a landlord/tenant).

Environmental, Social and Governance Statement

Reporting Methodology

This report (including the Scope 1,2 and 3
consumption and CO2e emissions data) has
been developed and calculated using the GHG
Protocol — A Corporate Accounting and Reporting
Standard (World Resources Institute and World
Business Council for Sustainable Development,
2004); Greenhouse Gas Protocol — Scope 2
Guidance (World Resources Institute, 2015); ISO
14064-1 and 1ISO 14064-2 (ISO, 2018; ISO, 2019);
Environmental Reporting Guidelines: Including
Streamlined Energy and Carbon Reporting
Guidance (HM Government, 2019).

Government Emissions Factor Database 2023
version 1.1 has been used, utilising the published
kWh gross calorific value (CV) and kgCO2e
emissions factors relevant for the reporting period
01/04/2023 — 31/03/2024.

Estimations were undertaken to cover missing
billing periods for properties directly invoiced
to Metropolitan Thames Valley Housing Group.
These were calculated on a kWh/day pro-rata
basis at the meter level.
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Environmental, Social and Governance Statement

For properties where Metropolitan Thames

Valley Housing Group is indirectly responsible

for utilities (i.e. via a landlord or service charge)

or no data is available for the meter, the median
consumption for properties, with similar operations
was calculated at meter level and applied to the
properties with no available data.

These full-year estimations were applied to 122
electricity supplies and 16 gas supplies. The
final month of 2023/24 (March 2024) has been
estimated, which increased the total estimation
for the financial year. All estimations equated to
21.48% of reported consumption. Future SECR
reporting will place greater emphasis on data
completeness for reporting accuracy and clarity
by coordinating with Inspired Energy’s Assurance
Services and MTVH'’s energy suppliers well in
advance of MTVH’s scheduled delivery of their
SECR reporting.

For the first time in 2023/24, market-based
emissions have been included. For the market-
based reporting methodology, it was taken into
account that the electricity supplied to Metropolitan
Thames Valley Housing Group by multiple
suppliers from April to March 2024 was made up
of a supplier-specific fuel mix, including some
renewables. Supplier-specific emission factors
have been applied to these electricity supplies.

Scope 2 Transport emissions captured this year
due to the use of electric vehicles charged on
MTVH sites.

Intensity metrics have been calculated using total
tCO2e figures and the selected performance
indicators agreed with Metropolitan Thames Valley
Housing Group for the relevant report period:

Total turnover (£) FY23/24 (2022/23)

£420m (£389m)

Earnings before Interest, Tax, Depreciation and Amortisation,

(EBITDA) FY23/24 (2022/23)

£156m (£155m)

Full-time equivalents (FTE) FY23/24 (2022/23)

2,007 (1,931)

lll: Glossary

Scope 1: Emissions associated with gas usage and
transportation fuels (under the company's control).

Location-based emissions: Methodology to calculate
Scope 1 and 2 emissions using the average grid

emissions factor of a region.

Scope 2: Emissions associated with the consumption of
purchased electricity are presented on both a location-
based (using country average electricity emission factors)
and market-based (taking into account any purchased
renewable generated electricity) approach.

Market-based emissions: Methodology to calculate
Scope 1 and 2 emissions using emissions factors specific
to the contractual instruments in place.

tCO2: Tonnes of carbon dioxide gas released into the

Scope 3: Company's value chain emissions, divided into
15 categories, as established by the Greenhouse Gas
Protocol Corporate Value Chain (Scope 3) Accounting

& Reporting Standard. Under SECR this is limited to
emissions resulting from sources not directly owned by
the Company, i.e., grey fleet business travel undertaken in
employee-owned vehicles only.

atmosphere. This metric is often used when reporting
electricity market-based emissions factors.

tCO2e: Greenhouse gases have different global warming
potentials and are converted to a carbon dioxide
equivalent to ease comparison and reporting.
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The Section 172 statement is
not required for TVHA as the
parent is incorporated under
the CCBA 2014. This statement
has been included as it applies
to group entities that are
incorporated under CA2006.

SECTION 172

The S172 statement sets out the
Board’s approach to fulfilling the
section 172 requirement of the
Companies Act 2006, and how
the Directors:

© have engaged with key
stakeholders during the year
to understand underlying
issues,

© understood the issues
relevant to key decisions, the
need to act fairly between all
members of the company and
balance this with the likely
consequences of any decision
in the long term,

© agreed the outcomes and key
decisions made in the year.

Section 172 statement

Stakeholder
Engagement

The interaction, views and objectives of our diverse range
of stakeholders are integral to the formation of MTVH's
long-term strategic approach to creating value, and
ensuring that we serve people better every day, work
hard for our residents and create opportunity.

Engagement underpins good
governance, which is embedded
throughout the organisation. A series of
planned engagements are conducted
throughout the year, at various

levels, for which the Board either
directly participates in or has visibility
through the corporate governance
process. Sufficient visibility of relevant
stakeholder engagement activities

in the boardroom is paramount to
inform decision-making and delivery of
strategy, ever more so in a challenging
operating environment for both our
residents and MTVH.

The ability to utilise and learn from

the feedback of stakeholders is vital

to dealing with periods of uncertainty
and change, moreover to ensure a
balanced approach is taken to the S.172
statement. This emphasis on working in
a considered, collaborative manner with

ON LTD ANNUAL REPORT 2023/24

stakeholders is evidenced through the
work of MTVH as a member of the G15
and recent lobbying of the government
around the long-term financial viability
of the sector and efforts to secure
Recycled Capital Grant Funding
(RCGF) towards fire safety investment.

The progress towards delivery of our
strategic priorities approved by the
Board, sets the agenda to foster deep,
collaborative relationships with the key
stakeholders as we move forward as
an organisation over the long-term.
The Corporate Plan is reflective of the
co-ordinated approach to stakeholder
engagement and the need to optimise
customer, employee, community

and supplier expectations against

the backdrop of our evolving ESG
agenda and existing stock investment
requirements.
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Section 172 Statement

Brixton MTVH Windrush 75 Residents BBQ

The interactions,
views and
objectives of
our diverse
stakeholders
are integral

to our long-

term strategic
approach.
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Stakeholder Groups

CUSTOMERS

The residents who we provide housing
solutions for, across a range of tenures,
geographical areas and needs.
Progress continues towards creating

a customer-centric organisation with
truly great and consistent customer
experiences — we remain on a journey
to implement the service improvements
and operational models to be able to
deliver this in a sustained manner.

Engagement

The approach to Customer Voice
continues to evolve, with the completion
of the customer focus groups also
looked at our corporate narrative

and general needs lettings customer
journey, enabling constructive feedback
by residents. Customer Council and
Regional Panel meetings have included
discussions around TSM themes,
building safety and other common
issues affecting residents.
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The team running the Hub continue

to provide support to those impacted
by the cost-of-living crisis: taking
immediate action to get help to
residents who needed urgent support
(like topping up energy accounts for
customers who had run out of money to
put on meters); and getting customers
matched up with the right MTVH team
or external partner to provide long-term
support (like finding a new job).

Today MTVH Online covers core
landlord services. There is a secure
onboarding process and 41% of our
resident households are now actively
using MTVH Online. Once registered,
a resident can service their account

by viewing their account balance and
history, make and schedule payments,
or update their contact details. When
there’s a problem the resident can
report a repair with photos and view
the status of existing repairs. Residents
can also directly contact us by creating
an enquiry. The development of the
CRM will further improve the customer
experience MTVH can offer and is a
core area of focus.

Outcomes

Completion of annual effectiveness
reviews with involved customer groups
(Regional Panels and Customer
Council). Feedback that customers are
broadly satisfied with current processes
and would like to see more joined up
working between regional and national
voice. Looking forwards, we will deliver
targeted listening activities to support
the Customer Charter, CRM and
Nourish projects.

Other customers are encouraged

to influence key projects through
steering groups, workshops and

focus groups. We have a dedicated
engagement team to provide the
support, development and training to
help make their involvement with MTVH
teams successful. We also support a
range of tenants associations across
our regions, and will work together to
improve communication and networking
between all groups.

We have also been improving the
repairs experience, making it easier to
raise and giving residents transparency
to the repairs process.

Clapham Park Family Day

® Tenants can track the progress of
repairs in their homes, see orders
raised and upcoming appointments

® Both tenants and homeowners
can also see ongoing and recent
communal repairs

® Streamlined repair reporting
experience

As a leading housing association,

one of the key ways in which we

deliver social value is by building new
affordable homes, of which 892 were
built in this financial year. Quality of
design, construction and service is also
critical as these factors are fundamental
to delivering a positive experience for
our residents.

EMPLOYEES

As a people-powered organisation, our
employees are essential to delivering
on all our stakeholder obligations.
Strong foundations are in place to
enable us to build a solid customer-
centric organisation where colleagues
feel engaged, valued and are able to
constantly improve our customers’
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Section 172 statement

experience — this is reflected in the
MTVH way that underpins the principal
strategies.

Engagement

Colleague engagement is a key driver
in our People and Organisational
development strategy. Our overall
engagement score was 82% which is
consistent year-on-year. Key themes
have subsequently been identified and
improvement action plans are under
development.

The commitment to diversity and
inclusion is central to the company,
which helps to promote a culture that
embraces innovation. The employee
network groups continue to progress,
with new levels of involvement to ensure
that consistent participation is achieved.

Outcomes

The adoption of the MTVH way is
testament to how the Board is seeking
to grow an inclusive and diverse
environment where people can
innovate, develop and work together
to constantly improve our customers’
experience. Our network includes
groups for LGBTQ+, BAME and female
colleagues, as well those who work
flexibly, have disabilities or who wish
to be allies. We also have a group
dedicated to raising awareness of
mental health and wellbeing.

A key element to enable employees to
achieve their full potential is creating a
conducive environment that promotes
a collaborative and flexible working
culture. We have made great progress
on improving our offices to create
comfortable, healthy, accessible and
adaptable work spaces to inspire
colleagues to live, work and breathe
People Powered Living. We continue
to review our office footprint as we
emerge from the pandemic, address the
challenging operating environment and
consider the optimum model for hybrid
working.
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COMMUNITIES

Developing strong community links is
vital to supporting our customers in

the most effective manner. Aligned to
this, is the need to build communities
through a partnership approach and as
a regeneration specialist, we believe

in supporting communities to grow and
develop sustainably.

Engagement

Empowering Futures is the MTVH
Community Investment department.
Empowering Futures exists to play our
part in removing barriers that prevent
people from living well.

Engagement with residents and local
communities has been conducted
formally and informally. Examples
include the online senate survey, focus
groups, customer satisfaction surveys
and informal feedback from residents
as part of everyday interactions.

We have a strong track record of
working in partnership with other
organisations to deliver our development
ambitions, as evidenced by our well-
established joint ventures with Vistry
Partnerships and Barratt London.

Outcomes

This has shaped the Resident and
Community Empowerment Strategy
which focuses on how we listen better
to the things that matter to residents
and communities to enable them to

live well, shaping our responses to
empower them improve their lives. We
delivered £3m of financial improvement
for residents following MTVH support
(£0.1m higher than prior year) and
3,675 residents were provided with
intensive support. In terms of the value
of a social tenancy, our 2022/23 data
was externally validated by Sonnet, and
the research quantifies the economic
contribution and savings to public sector
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Tutin Court Later Living housing

organisations generated by MTVH
social tenancies. The establishment
of the MTVH Foundation will continue
to serve as a platform to generate
additional funding for MTVH residents,
providing much-needed assistance
during the current cost-of living-crisis.

Creating sustainable communities is
essential to deliver homes and services
people want. The year, we delivered
892 new homes, continuing to work
alongside a range of public and private
sector partners, and we have a plan to
build circa 11,000 new homes over the
next 10 years.
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We will invest our money wisely and
select our partners carefully to create
a balanced development programme
which reflects our ambition and risk
appetite. With our Joint Venture partner
Barratt London, we are now 8 years
into a regeneration programme with
LB Barnet at West Hendon, which
continues to deliver hundreds of new
homes and we have formed a Shared
Ownership JV vehicle with Legal &
General Affordable Homes, which is
in the process of considering suitable
opportunities.
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Westhorpe Gardens Topping Out Ceremony

SUPPLIERS

Sustainable business relationships are
at the core of interaction with suppliers,
to maintain the company’s reputation
which is built on high standards of
business conduct.

Engagement

MTVH spends around £686million with
over 1,945 suppliers. Those suppliers
assist the company to develop and
maintain its property portfolio, ensuring
customers receive the quality of housing
they expect, and the high standards the
company aspires to.

The newly adopted Supplier Relationship/
Category Management Handbook also
includes a consideration of:

® appropriate relationship interfaces, for
example, including board attendance
at meetings with key members of the
company'’s supply chain

® board review of any supplier feedback
to determine how well the relationship
is operating

® risk management and risk arising from
the suppliers to the suppliers (fourth
party risk)
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Outcomes

MTVH continues with its new Supplier
Relationship and Contract Management
(SR/CM) Handbook, which describes
how the company selects and

manage its suppliers, how it deals with
performance issues, and how it works
with suppliers to continually improve
performance and identify new and
better ways of delivering services.

The handbook also sets out clear
procedures for assessing the criticality
of the services to be delivered, and the
governance and management approach
adopted for the different levels of
criticality to ensure the required levels of
performance are delivered by suppliers
across the MTVH housing portfolio.

MTVH operates a strategic Category
Management approach to procurement.
This approach segments the spend
of the organisation into areas which
contain similar or related products.
Category Management techniques
are then used to enhance supplier
relationships; to fully leverage
supplier negotiations; and to correctly
manage suppliers in alignment

with the corporate objectives. This
approach also contributes towards
economies of scale and opportunities
for delivering value for money whilst
gaining an in depth understanding of
how each category contributes to risk
management.
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Section 172 statement

The procurement plans that are outputs
from the category planning phase
highlight key considerations including:

® an overview of the full range of
suppliers available to the company

® confidence around the supply chain
that could be associated with the
company

@ identification of reputational exposure
in the supply chain

® identification of where there is risk in
the supplier eco-system

® supplier values, and climate policies
of suppliers

® assurances on supplier compliance
with all relevant laws and regulations
through the selection questionnaire
processes

® where the business is exposed to
dependency on a few large suppliers
and to the health/viability of those
suppliers

® the commercial planning and goal
setting for each category to drive
improvements

® strategic alignment to company

& directorate goals
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Social Value

Since June 2020 MTVH has had a
Social Value Policy that supports
suppliers/contractors to manage and
monitor their Social Value obligations
which aims to deliver maximum

social impact for our residents and
communities. Through working
collaboratively with Procurement,

Social Value is now embedded into all
competitive tender processes where the
contract value is expected to be over
£100,000. It explains how expectations
are built into the pre-procurement
process; how suppliers will be assessed
on their social value responses during
the tender evaluation process; and how
social value contributions are formally
embodied and monitored. The approach
offers a fair process by which MTVH
request Social Value from MTVH’s
supply chain, encouraging them to think
about how they can contribute their
capacity and resources to benefit our
communities. ¢
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We invest our money
wisely and select our
partners carefully to create
a balanced development
programme which reflects
our ambition and risk
appetite.
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Statement on corporate governance

Statement on
corporate governance

MTVH has adopted and complies with the 2020 National Housing
Federation's (NHF) Code of Governance.

GOVERNANCE

Thames Valley Housing Association (TVH) and Metropolitan Housing Trust (MHT) are governed by a board made
up of the same individuals (a Common Board - referred to as the MTVH Board), which has overall responsibility for

Group strategy, policies and oversight.

MHT and TVH have several
subsidiaries (listed in note 31 of these
accounts), which are governed by
MTVH policies. The MTVH Board

has nomination rights to each of the
subsidiary boards and makes all
appointments to them. All subsidiary
boards include Executive Directors

or Senior Leadership Team members
and each subsidiary reports to the
MTVH Board annually. The Group also
includes several joint ventures and
associated undertakings which operate
through limited liability partnerships.
MTVH has member representatives on
all joint venture boards, appointed by
the MTVH Board.

The MTVH Board has satisfied itself
that MTVH complies with the Regulator
of Social Housing’s Governance and
Financial Viability Standard for the year
and to the date of approval. As at 31
March 2024, the Group had a G1/V2
rating.

During the year MTVH held both virtual
and ‘in person’ Board and Committee
meetings. There were six Board
Meetings, one and a half Strategy Days
and each Committee held quarterly

Meetings. Board and Committee
member attendance has been good
throughout the year and is shown at
note page 10 to the accounts.

The roles of Chair of the MTVH Board
and the Chief Executive reflect their
different responsibilities. The roles and
responsibilities of the Chair, Senior
Independent Director, Committee Chair,
Board Member and Chief Executive are
set out in their role descriptions, and
each member of the Board is bound by
an agreement for services, the code

of governance, code of conduct, board
terms of reference and other agreed
policies and documents. The Secretary
maintains a register of Board members’
interests, which is updated on a regular
basis and is published on the website
with a brief biography of each Board
Member and Executive.

During the year board membership

has been stable, as has independent
committee membership, other than one
Resident Committee Member stepping
down from the Customer Services
Committee in October 2023 due to
other priorities.
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The Board continued to monitor
MTVH'’s performance against its
Strategic Plan and its services and
financial performance, and has focused
on mitigating the impact of the rising
cost of living on MTVH’s customers and
colleagues.

The risk based building safety
programme is progressing and the
Board has been pleased to see the
completion of covenant carve out to
accelerate the fire safety remediation
programme.

Chair and Board succession

The MTVH Board comprises ten non-
executive members and two executive
members (the Chief Executive and

the Chief Financial Officer). Further
details about their skills, knowledge and
experience can be found on the MTVH
website.

The Board has been stable during the
year and our succession plan indicates
that our next board recruitment will
commence in late 2025.
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Audit and Risk Committee

The Audit and Risk Committee is
responsible for ensuring that internal
controls are adequate and effective
and that MTVH’s approach to risk
management is commensurate with the
Board’s risk appetite and addresses
the external environment in which we
operate. The committee approves

the internal audit plan and reviews
internal audit findings. It considers
significant issues relating to financial
planning and the financial statements,
including review and approval of the
stress tests and accounting policies.

It also recommends the appointment
of internal and external auditors to the
Board. During the year the Committee
recommended the re-appointment of
BDO as external auditor to MTVH.
PWC was re-appointed as internal
auditor continuing a program of internal
audits and continuous audit monitoring
work. The Committee is composed of
three Members of the MTVH Board and
one Independent Member.

Customer Services Committee

The Customer Services Committee
oversees the performance of our
services to all our customers and
provides assurance to the Board

on these services. The customer
governance structure links directly
into the committee via the Chair of
the Customer Council who is one of
the resident committee members.
This direct link provides valuable
customer insight. Strategic initiatives
which impact on our customers are
considered by the committee in
advance of approval by the MTVH
Board. The Committee is currently
composed of three Members of the
MTVH Board, two Resident Members
and one Independent Member.

Development Committee

The Development Committee has
delegated authority to approve new
developments and provides oversight
and assurance in relation to them,
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including any new or innovative
proposals, and has an understanding
of funding mechanisms. Its remit
includes oversight and assurance of
regeneration activity, strategic asset
management activity and key metrics
for development finance and appraisal
assumptions. It receives a detailed
quarterly report on investment and
development activity, including the
activities carried out within our market
sales subsidiary and joint venture
operations.

During the year the committee received
detailed reports on the impact of
changes in the housing market on
sales volume and valuations and on
development activity. The Committee
is composed of three Members of the
MTVH Board and one Independent
Member.

Property Committee

The Property Committee provides
governance oversight and assurance
to the MTVH Board about MTVH’s
provision of building and compliance
services to its customers and
communities, covering building safety,
fire remediation, reactive maintenance,
servicing and asset investment works.
It has a full programme to maintain
oversight of these areas which are
crucial to keeping MTVH customers
warm, safe and dry.

The Committee has specific oversight
of MTVH’s fire safety programme and
its compliance with Safer Buildings
legislation. The Committee is composed
of four Members of the MTVH Board
and one Independent Member.

Remuneration and
Nominations Committee

The Remuneration and Nominations
Committee considers and recommends
to the Board the appointment,
remuneration and removal of MTVH
Board and Committee members and
the Chief Executive. The Committee

also provides assurance to the

MTVH Board regarding the collective
performance and effectiveness of

the MTVH Board and its committees.
It reviews the succession plan and
knowledge matrix and has delegated
authority to approve bonus payments
to staff based on the achievement of
financial and customer services targets.
The Committee is composed of three
Members of the MTVH Board. The
Committee is Chaired by the Senior
Independent Director and includes the
Chair of MTVH.

Treasury Committee

The Treasury Committee provides an
expert focus on the management of
the Group’s loans and investments
portfolio. It has delegated authority
to approve a range of treasury
transactions. The Committee is
composed of three Members of the
MTVH Board and one Independent
Member.

Corporate and social
responsibility

As a social business we believe
corporate responsibility and
sustainability should be embedded
across our organisation. This
includes working with suppliers to
embed sustainable practices, and
our commitment to openness and
transparency.

The MTVH Board continues to
monitor progress annually against
the Sustainability Strategy and the
associated plan to be delivered by
2030. MTVH reports its sustainability
progress via the Sustainability
Reporting Standard.

In line with The Modern Slavery and
Human Trafficking Act, MTVH published
its annual Modern Slavery and Human
Trafficking Statement which disclosed
information relating to the steps MTVH
has taken to ensure there is no slavery
or human trafficking in its own business
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or supply chains. The risk of slavery and
human trafficking within our organisation
is avoided and mitigated by policies and
procedures relating to procurement,

HR and customer services. As part of
our continued commitment to identify
and mitigate this risk we use the central
government procurement documents
which address modern slavery. Where
applicable our procurement documents
request transparency in relation to
working conditions including health

and safety, fair remuneration, non-
discrimination and forced, cheap labour.
We continue to expect our incumbent
and new suppliers to have up-to-

date, suitable anti-slavery and human
trafficking policies and processes.

MTVH maintains a zero-tolerance
approach to fraud, bribery and
corruption and has robust policies and
procedures in place to address identified
instances of such behaviour.

Non-executive Board
membership

All non-executive Board members

are required by the Rules of each
association to be shareholders. All
members of the MTVH Board - executive
and non-executive, have the same legal

Statement on corporate governance

status and share responsibility equally
for decisions taken by the MTVH Board.

Board Induction,
Development, Performance
Management and
Remuneration

All new Board and Committee Members
complete a full induction programme
including sessions with executives,
committee chairs and other senior
colleagues to familiarise them with the
operations and governance of MTVH.
On-going development is achieved
through subscription to industry
publications and updates, government
and stakeholder updates, attendance
at conferences, webinars and seminars
and internally organised pre-board
briefings, tours and topic discussions
to update and inform members about
current and emerging issues.

Individual non-executive Board member
and Committee member appraisals take
place annually with the Chair, and each
Board member sets clear objectives

for the year. The Chair is also annually
appraised by the Senior Independent
Director following feedback from

all Board members. There are
mechanisms in place for members who
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fall short of the required standards.
The effectiveness of the MTVH
Board and its committees is reviewed
annually.

Non-executive Board and Committee
members' remuneration levels are
benchmarked against comparable
businesses, and take into account the
need to attract, retain and motivate
members who have the required levels
of skill and experience. Board and
Committee Remuneration was reviewed
in early 2024 and remuneration levels
were increased in line with the market.
This was the first increase in board and
committee remuneration since 2018.

MTVH follows robust, transparent and
independent processes to recruit Board
and Committee members. Search

and advertising for new members is
sufficiently broad to ensure that equal
opportunities and diversity standards
are met and the recruitment process is
governed by principles of transparency,
openness and accountability.

Note 10 in the notes to the accounts
shows the salaries paid to Board and
Committee Members for the discharge
of their duties during 2023/24. ¢
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Board statement on
iINnternal control and

risk assurance

Internal control and risk

The MTVH Board has reserved certain matters

to itself, including determining long-term business
objectives and financial planning and material
decisions. The Board also has overall responsibility
for the delegation and systems of internal control
and risk and for reviewing its effectiveness on an
annual basis.

A formal scheme of delegation and financial
regulations sets a framework for the Board,
Committees, the Chief Executive and the Executive
team. Board committees provide assurance to

the Board on key areas of activity such as service
delivery, property compliance, safeguarding, finance
and treasury. The Chair of each committee provides
an update to the subsequent Board meeting.

The internal control framework is designed to
manage and reduce the risk of failing to achieve our
business objectives, although it can only provide
reasonable, not absolute, assurance against
material misstatement or loss.

While minor improvements in controls are
consistently being developed, there are no control
deficiencies which the Board is aware of which
would adversely impact on its conclusion regarding
the effectiveness of the internal control environment.

Risk management is firmly embedded across the
Group. Our risk management policy clearly sets

out Board, Committee, Executive and Management
responsibility for the identification, evaluation and
control of significant risks. This includes the review
of strategically important risks at quarterly meetings

70

of the Audit and Risk Committee and the Board.
The Strategic Risk Register is reviewed by the
Executive team prior to submission to the Audit and
Risk Committee and the Board. Operational risk is
reviewed with directorate risk leads at their Senior
Leadership Team meetings.

The Board regularly reviews its risk appetite and its
approach to strategic risk mitigation, assessment
and management. The risk register addresses the
current internal and external risk environment and
those risks within our control that can be managed
internally, and external risks where we have put
mitigations in place. The Board reviewed its risk
framework, including its risk appetite, investment
policy and golden rules in February 2024 and an
in-depth risk horizon scanning exercise was carried
out at the Board Strategy Day in June 2024. The
risks associated with the Strategic Plan, including a
STEP and SWOT were reviewed in February. PWC
has reviewed our strategic risk register and has
taken account of this in developing our internal audit
programme for 2024/25.

Key risks and mitigations

The Strategic Risk Register represents a
combination of risks that may negatively affect our
ability to achieve our strategic objectives, as well as
those that may have an impact on our operations,
our customers, our financial stability and reputation.
A summary of our strategic risks and the measures
to mitigate them is set out in the following table. This
includes those strategic risks which remain ‘amber’
following the introduction of control measures.
None of our strategic risks remain ‘red’ following the
implementation of mitigation measures. ¢
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Area of strategic risk

Possible causes

Board statement on internal control and risk assurance

STRATEGIC RISKS

Potential
consequences

Control measures/actions and residual risk
score

Mendip House &
Pennine House
Decommissioning

e Failure to
decommission by
September 2026 (as
directed by structural
engineer)

© Building Safety Regulator
could order the closure

of the buildings, thus
requiring emergency
decants to take place

® Project Board constituted with Executive and Board
membership to track and monitor key workstreams,
communications and budgets

® Project Director appointed to oversee key workstreams.
Resourcing plan to be implemented

® Housing Needs Surveys in progress to inform decant
programme and related acquisition requirements

® Communications Plan in development with holding
statements should media or resident enquiries be
received ahead of formal corporate message

® Recruitment of Team to deliver the project / undertake
the Housing Needs Assessments - act as the project team

Residual Score 12

Damage to reputation
due to targeted activity
by activists, the

media, government
messaging and
positioning of MTVH

® Unclear messaging
internally and with
customers on use of
surplus to invest in our
properties and services

® The sector is under fire
for its service and has a
poor reputation following
investigations by ITN
and the Ombudsman,
this is particularly
targeted at large housing
associations.

® Government and
media encouragement
to customers to complain
to their HA regarding
services, damp and
mould etc

® Increased demand by
residents, greater media
activity, poor morale
amongst front line staff
leading to a responsive
rather than a proactive
service

® Regulatory and
stakeholder reputational
impact

® Colleague morale is
affected by the sector-wide
targeting

® Monitoring of complaint stats, types of complaint and
reporting to Exec and CSC

e MTVH is addressing the findings of the Better Social
Housing Review commissioned by the NHF which
has provided assurance that the sector as a whole is
addressing the failures being targeted by the media

e Compliance with and regular reporting
against the new Ombudsman code

® Using insight from complaints and customer surveys to
pro-actively manage messaging

e Crisis communication plan in place and leaders

in business will be trained to understand roles and
responsibilities

o Clearly defined position statements against key issues
or areas of contention to effectively manage messaging
and promote the organisation in a positive light

® Public Affairs Team responds to individual media
contacts and monitors government and media activity
which can impact on MTVH's reputation

Residual Score 12

Implementation of the
new Building Safety
Act and Remediation
Programme

e Failure to implement
the requirements of the
new Building Safety
Act and failure to fully
comply within the
required timeframes

® Prosecution or
regulatory intervention
due to noncompliance
with new legislation and
safer building regulator;
increased costs of
operation arising from
remediation costs may
result in negative impact
on key viability ratios (e.g.
SHIC) and reputation

* |nability to sell/rent
homes that are not built
to any future/prevailing
guidance

® Financial losses,
regulatory and HSE
investigations. Lack of
information to support
recovery from developers.
Reputational damage
and negative media
associated with resident
safety, costs and EWS1
form implications. Claims
from residents and claims
against developers/
Freeholders

e Development procedures aligned with golden thread
gateways with increased emphasis on third party
assurance during development and remediation activity

® Use Business Information modelling (BIM) where
feasible to provide assurance

® New local document filing systems being developed
in advance of business wide EDMS selection and
implementation

® Deliver the Safer Building Corporate Project to meet the
requirements of new Fire Safety Act, Building Safety Act,
Building Safety Regulatory and other industry standards
under review

® Develop our Building Safety Management
organisational response including improved management
of historic as-built information and development of
Building Safety Cases. All in line with Building Safety Bill
implementation programme

® Work together across the business to support
customers to understand fire safety requirements and
consequences

® Carry out prioritisation-based Intrusive survey
programme in line with government policy

® Risk Assessment/Building Safety Cases

e Communication Team liaise with, primarily, leasehold
customers
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Board statement on internal control and risk assurance

STRATEGIC RISKS

Area of strategic risk Possible causes

Potential
consequences

Control measures/actions and residual risk
score

Implementation of the
new Building Safety
Act and Remediation
Programme continued

® Action - Full implementation of Quality Assurance
Framework, new document filing system & BIM
implementation across the wider business and ensuring
that systems, data, processes, and competencies are
aligned across the organisation to manage the golden
thread of data and fully support the Building Safety
Cases

Residual Score 12

Protect MTVH's

® SHIC dropping below
0.9x

® Not being able to

® Annual budget process and Board approval of budget

investibility deliver targets against e Financial planning and stress testing of long term plan,
o Credit rating dropping ~ OUr strategic objective to reporting to Board on a 6 monthly basis and submission
below A- Negative provide new homes forour  of FFR to Regulator
outlook custon.1.ers o Ilve. n e Regular liaison with rating agencies to gather
« Negative media output ~ ® Inability to achieve intelligence around changes in assessment
on the sector as a whole ~ funding atan attractive rate  methodologies
damages reputation of * Reputational damage e Quarterly forecasting against budget and financial
MTVH reducg; MTVH's report to Board
© Reduction in investibility Residual Score 9
profitability ® Not being able to Invest
e Lack of accurate in customers homes in
information provided for acgord_ance with Strategic
Board level decision- Objectives
making around ® Poor decisions
investment options around investment in
existing homes and new
development
Supply Chain e Contractor default, ® Delay in delivering new e Performance of the development programme is
Resilience contractor closure, homes carefully monitored with monthly cashflow updating
adverse weather, o Adverse impact on sales and monitoring delivery profile. Regular progress/
continued reduced programme, affecting performance reports presented to Executive,
availability of materials liquidity and scheme Development Committee as well as Board
&fflalzjoubr_lgme to Brexit, viability ® Regular performance reporting of day to day and
zf cr;ra?er:;tl);, ;ﬁén%ggztr o Delay and increase in E)Ignneéjénaméenance programme to QBR, Exec,
and recession cost of delivery of repairs ana boar
) ) and planned maintenance © Regular monitoring of construction programmes.
.ol:;fﬁ'ttlor']ncf;sstlgg programmes Any slippage of homes is being closely monitored, with
volatility | ; ; ; budgets readjusted accordingly. Where total scheme
materials and labour and Z“EE f(l)ngissi:::glggﬁ?nuity costs exceed 3% of the approved total scheme costs
service provision Plan) they will be reported to Executive, Board or Development
® Reduction in funding L committee
for new homes ® Reduction in planned HE and GLA larly undated di
reduction in in\;estment maintenance work leading ° HE and are regularly updated regarding our
e to worsening condition delivery timetable
in existing homes ; . . S .
due to business plan of homes and failure of ® Regular discussions with site teams and senior
constraints Decent Homes Standard individuals at our contractor and Developer partners.
o Reduction in customer Regular site visits by CoWs, Development Managers and
satisfaction levels H&S inspectors
® Regular contract review meetings with maintenance
contractors to monitor delivery of programme and quality
of works
® Post repair inspections and monitoring customer
feedback
e Maintenance procurement rates for fixed periods and
increasing Metworks stocks to reduce impact of material
shortages
® Regular liaison with contracting parties
(local authorities etc)
e Standardised approach to supplier & contract
management, plus communications of learnings
Residual Score 9
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Area of strategic risk

Possible causes

Board statement on internal control and risk assurance

STRATEGIC RISKS

Potential
consequences

Control measures/actions and residual risk
score

Failure to keep
residents and
customers safe in line
with our obligations
regarding duty of
care within all of our
customers' homes

® [nadequate training
and control mechanisms;
poor operating
processes

® Local authority
decisions to reduce
funding of customers
care packages

e | ocal authority
decisions to exit from
care and support service
provision

® Death or injury arising
from failure to care for
customers, in particular
vulnerable customers
in our care and support
facilities; Damage to
reputation

® Downgrade due to
regulatory non-compliance
e [nability to provide
service following
withdrawal of local
authority support

® Mandatory training % completion

® CQC assessments and monitoring the implementation
of findings

e Quarterly reporting to Safeguarding & Quality Panel

e Internal QA audits and action plans

® Quality Walks and Head of Service oversight

® Policies and procedures in place

® Implementation of safeguarding training programme
including awareness of mental health issues

® More proactive participation in serious case reviews
and complex case management situations

e Caldicott Guardian in post
Residual Score 9

Property Compliance

® Residential homes
not complying with

fire safety legislative
requirements and
building regulations.
Servicing or
maintenance of assets
associated with fire,
gas, electrical safety,
asbestos, legionella,
lifts and site safety not
compliant. Failure to
maintain properties in a
safe way

e Failure to address fire
risk assessment actions

including fire stopping

e Failure to maintain
good property data and
to be able to evidence
completion of required
compliance activities

® Death or injury;
reputational damage;
regulatory downgrade due
to breach of consumer
standards; prosecution due
to breach of health & safety
legislation; increased
operating costs arising
from poor compliance may
result in negative impact
on key viability ratios

(eg SHIC) and loss of
attractiveness to investors

e Compliance reporting bi-weekly within Directorate,
monthly to Exec and quarterly to PC and Board

® Specialist safety consultants provide quality assurance

e Further oversight via property committee with agreed
assurance reporting protocol in place should KPIs fall
below agreed targets for 2 consecutive months

® Property Compliance forms part of PWC CAM process
and is reviewed on a continuous basis

e Internal audit programme with rolling audits of the
controls for the risks relating to each risk for the specific
compliance workstreams

® Monthly contractor meetings

o Dedicated Contract Managers nominated to each work
stream

o Full Policy & procedure review underway
® System control within True Compliance and Risk Base
Residual Score 8

Asset Investment and
Maintenance

e |nsufficient investment
into existing homes

® Poor systems to
identify damp, mould
and other property
issues

o |nsufficient data about
the condition of our
homes and about any
specific vulnerability of
customers

® Poor management
and implementation of
property repairs and
maintenance

® Homes reaching end
of life

® Condition of properties
worsens over time and
more properties breach the
decent homes standard

® Damp, mould and other
conditions not identified
and resolved leading

to poor outcomes for
customers

® Regulatory intervention
due to breaching the
consumer standards for
not evidencing robust
data about our homes and
associated needs of our
customers

® Long term planning includes managed investment in
existing homes

® Regular reporting against decent homes standard,
cases and resolution of damp and mould, planned
maintenance, property health and safety risks

e Stock condition survey programme is up to date and
reflects current regulation

e AMS to provide one version of our property data.

® Action: Allocate additional budget as it becomes
available to address long standing investment issues

Residual Score 6
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Board statement on internal control and risk assurance

STRATEGIC RISKS

Area of strategic risk

Possible causes

Potential
consequences

Control measures/actions and residual risk
score

Impact on customers
and services due to the
challenging external
economy

® Continued high
inflation, and fuel costs,
rising taxes, recession,
rising cost of remedial
activities, rising cost of
services to customers,
rising interest rates

® High interest rates
impacting on shared
owners who pay both a
mortgage and rent

® Negative impact on
customers' and colleagues'
quality of life and mental
health, increase in
antisocial behaviour
reduction in support to
customers

® Increase in rent and
service charge arrears,
particularly amongst
shared owners, and cost
of services to customers,
financial constraints,
reduction in market sales
and house prices

® Reduction in community
cohesion and care for
common spaces on estates

® Regular reporting to Board on the impact of the
worsening economy on customers and colleagues within
CEO and performance reporting

® Quarterly performance reporting identifying any
worsening trends

© Maintaining regular contact with service commissioners
and service providers to check for continued viability

® Plan in place for more community issues during the
winter

® Regular colleague engagement to bolster staff
resilience in challenging situations and winter wellbeing
programme for all

Residual Score 6

Customer Experience

e Complex
arrangements for
customers to access
our services and poorly
defined approach, roles
and processes

® Inconsistent customer
experience when
accessing services
across MTVH

e Delay in
implementation of
required technology
updates

® Increased customer
expectations due to
government and media
‘hype'

® Restricted spend due
to requirements to keep
within required financial
metrics

® Low customer
satisfaction and negative
reputation

® Regular review of complaint stats at Exec and CSC

® Regular reporting on customer satisfaction to CSC
and Board

® Governance structure around workstreams and
decision-making in place

® Operational Risk Management Framework - including
periodic risk register reviews

® New service standards developed which can be
measured through KPI reporting

® Technology improvement projects including CRM,
combining housing management systems, allow tracking
of all enquiries

e Customer Experience Strategy
® All colleagues' complaints objective
Residual Score 6

Sustainability - ESG
Compliance

e Failure to achieve
targets in relation to
sustainability and
decarbonisation

® Regulatory and statutory
penalties. Increase in
funding costs. Failure to
contribute to the climate
challenge and achieve
group Sustainability
objectives. Fuel poverty
for residents living in heat
inefficient properties.
Increased costs of
operation arising from
additional property costs
may result in negative
impact on key viability
ratios (eg SHIC)

® Annual reporting to Board on performance against the
Sustainability Action Plan monitors performance against
targets

e Streamlined Energy and Carbon reporting within the
Annual Report

® Treasury Committee receives quarterly energy
procurement update

® Sustainability Committee constituted and meets
quarterly, includes a Board Member

® Retaining our Ritterwald accreditation requires us

to report regularly to demonstrate auditable progress
towards sustainability goals

® Submission of the 'Use of Proceeds Report' to bond
holders to confirm that we are meeting the sustainability
framework obligations which require annual reporting
against the 3 year targets

® Programme to achieve EPC C target for 75% of
properties by 2026 and 100% of properties by 2030

Residual Score 6
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Board statement on internal control and risk assurance

STRATEGIC RISKS

Area of strategic risk Possible causes Potential Control measures/actions and residual risk
consequences score
Information & Data . Appropriate . Financial, media e Maintain up to date data protection and information

Security

measures not in place
to ensure MTVH is
protected against the
misuse or unauthorised
access to systems or
data

criticism, legal action;
Information Commissioner
Office action; regulatory
downgrade

. Business
interruption

management policies which can be adapted to mitigate
new risks and maintain compliance.

© Mandatory information security training introduced.

® Maintain robust tools to monitor security risks across
the enterprise.

® Annual Payment Card Industry accreditation review

® MM appointed Data Protection Officer (DPO) and
manage the end to end compliance of personal data
through data protection team.

® Annual pen tests identify any vulnerabilities within our
infrastructure - carried out by third parties

Residual Score 6

Government policy,
legislation and
regulation relating to
housing

e Changes in
government policy,
legislation or regulation,
in particular building
and fire safety, Decent
Homes Standard,
consumer standards,
Ombudsman code,
mandatory qualifications,
Awab's Law and

all requirements of

the Social Housing
Regulation Bill, rent
reform

e Increase in interest
rates and CPI increasing
poverty for customers,
reducing affordability

for colleagues and
increasing costs to the
business

e Changes in Central
and Local Government
leadership following
elections and changes
in DLUHC Ministers and
Housing Ministers

® Government focus on
customer complaints,
damp and mould, HA
quality of service and
property maintenance

e |f changes not addressed
leads to regulatory non-
compliance leading to
downgrade; unlimited fines

® Reduction in rental
income and loss of homes
through RTB leads to
greater pressure on SHIC

® Required changes
increase cost base and
therefore adversely affect
business plan

® Good headroom in business plan; key financial
indicators within target; multi-variant scenario testing
within long term financial plan

® Annual STEP/SWOT carried out to identify changes on
the horizon

® Committee oversight on building and fire safety
requirements and compliance, Board performance
reporting and briefings

® Regulatory self-assessment and Legal Compliance
Certification, will include new Consumer Standards in
2024

® Chief Executive lobbying to influence policy makers
and involvement in government discussions/standing
committees

® Active monitoring of regulatory and legislative changes
on the horizon via regulatory and legal updates, provider
panel attendance, subscribing to relevant sites etc.
These include changes to consumer standards, Awab's
Law, freedom of information, qualifications and Decent
Home Standard. Review of Economic Standards likely
in 2024/25. Board advised via quarterly Governance
reporting and CEO updates

® Ensure that Management Agreements with JV partners
include relevant regulatory obligations

® Policy Steering Group oversees updating of Policies
in line with changes and regulatory requirements, and
training provided

® Public Affairs Team input to public policy making,
lobbying policy makers, responding to regulatory and
statutory consultations (shared with Board), assessment
of impact of policy change on residents and communities

® Maintenance of good relationship with Regulator
leading to early formal and informal discussion around
policy, regulatory and legislative changes

® Preparation for IDA, which is likely to take place in
early 2025

Residual Score 6

Glossary

FFR — Regulatory Financial Forecast Return

MI — Management Information

SHIC — Social Housing Interest Cover

G15 — Group of the largest London housing associations

KPI — Key Performance Indicator
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NHF — National Housing Federation

SWOT - Strengths, weaknesses, opportunities and threats

STEP - Strategic method used to understand four major

external environmental factors of the business landscape
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Board statement on internal control and risk assurance

Information and financial reporting
systems

Our Financial Plan is monitored regularly by
management, the Executive and the MTVH Board
to ensure that the business remains financially
healthy and that targets for financial growth and
strategic objectives are met to enable the delivery
of our social objectives. The Financial Plan is
stress-tested against a range of challenging
regulatory, investment, economic, financial and
business performance scenarios, including the
Bank of England stress tests. The 2023/24 Plan
was approved by the Board in May 2023 for
submission to the Regulator and was reviewed and
updated in November 2023. The Audit and Risk
Committee and Board agreed which stress tests
would be most appropriate.

Fraud, anti-bribery and whistleblowing

Fraud is an ever-present threat to resources

and may occur from outside or from within the
organisation. MTVH has an approved anti-fraud,
bribery and corruption policy and a fraud response
plan that covers the prevention, detection,
investigation and reporting of fraud, including
considering learning from investigations and
remedial action to prevent a recurrence. Cases
of fraud and attempted fraud are recorded on the
fraud register and reported to the Executive Team
and to the Audit and Risk Committee. Our anti-
fraud, bribery and corruption policy makes clear
that we have zero tolerance of any form of fraud,
bribery or corruption. The resulting actions taken
following the discovery of any such instances are
shared internally to reinforce learning.

The Group has appointed a Money Laundering
Compliance Principal and a Nominated Officer as
part of its compliance with anti-money laundering
legislation.

MTVH values its reputation and is committed to
maintaining the highest possible ethical standards
in all its business activities. The organisation has
a whistleblowing policy and associated procedure
which encourages staff and others to express

any serious concerns confidentially regarding
suspected misconduct or malpractice going on
within the organisation. Whistleblowing events are
recorded and investigated and are reported to the
Audit and Risk Committee.

Monitoring, control environment and
control procedures

A process of control, self-assessment and regular
management reporting on control issues provides
hierarchical assurance to successive levels of
management and the Board, together with an
auditable trail of accountability. The certification
is tailored to reflect the potential risks and the
control environment of the business. This enables
corrective action to be taken where appropriate
and provides assurances to management and the
Board. The Chief Executive provides an annual
assurance report to the Board, which includes
assurance that key legislative and regulatory
requirements have been met.

The Code of Conduct sets out MTVH'’s
expectations of Board members, staff and
involved residents with regard to quality of
service, business disciplines, honesty and
integrity. It is supported by a framework of policies
and procedures with which Board members and
staff must comply. These cover matters such

as delegated authority, segregation of duties,
accounting, treasury management, health and
safety, data and asset protection and fraud, bribery
and corruption prevention and detection and the
management of conflicts of interests. Policies

are periodically reviewed in accordance with a
prescribed timetable.

76 THAMES VALLEY HOUSING ASSOCIATION LTD ANNUAL REPORT 2023/24

Board statement on internal control and risk assurance

Audit assurance

The internal audit function is outsourced and
reports directly to the Audit and Risk Committee.
The internal audit programme of work is aligned to
strategic objectives and risk. The Audit and Risk
Committee meets four times a year and considers
internal control and strategic risks and their
management at each meeting. The Committee
provides an annual report to the Board and the
Chair of Audit and Risk provides feedback to
Board following each of its meetings. The work of
the external auditors provides further independent
assurance on the financial control environment

as described in their audit report. MTVH receives
a letter from the external auditors identifying any
weaknesses in internal control in the preparation
of the financial statements with recommendations
for improvement. This letter is considered by the
Audit and Risk Committee, together with a detailed
action plan to address any issues. The internal
and external auditors meet with the Audit and Risk
Committee without officers present as requested.
A review of the effectiveness of the internal and
external auditors takes place annually.

Going concern

The Board and senior management have
determined that MTVH has adequate resources
to continue in operational existence for the
foreseeable future and therefore that the business
is a going concern. They have been presented with
the possible impacts from numerous multi-variant
adverse scenarios and options for mitigation to
ensure the business can continue in the short and
longer term. Mitigations exist for all scenarios and
some have already been partially implemented,
as a precaution to ensure compliance with

all covenant and regulatory requirements.
Periodic updates to the financial business plan,
management accounts and internal reporting
enable continuous monitoring of the business and
pre-determined internal triggers have been set to
ensure prompt appropriate mitigating actions are
undertaken in a timely manner.

MTVH has available cash and borrowing
facilities which are sufficient to meet its ongoing
obligations for the next two years. With regard to
the longer-term plan and the ability to meet loan
agreement obligations, all covenants and liquidity
requirements are met throughout the ten-year plan
period. Consequently, the Board does not see a
requirement to deviate from business as usual,
however, will continue to monitor performance
closely. The Board therefore has a reasonable
expectation that MTVH has adequate resources
to continue in operational existence for the
foreseeable future. For this reason, the Board
continues to adopt the going concern basis in
preparing the Group’s financial statements. ¢
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Statement of responsibilities of the Board

Statement of
responsibilities
of the Board

The Board members are responsible for preparing the
report of the Board, which for MTVH comprises the
Chair's foreword and Chief Executive's introduction,

‘ About MTVH, Working hard for residents, Creating
- opportunity, Chief Financial Officer's review, Value
- - ‘ for money statement, Environment, Social and
. - Governance statement, Carbon emissions statement,
- -. Section 172 statement, Statement on corporate
el i governance, Board statement on internal control and

risk assurance and this Statement of responsibilities
of the Board; and the financial statements in
accordance with applicable law and regulations.
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Co-operative and Community Benefit Society law
and social housing legislation require the Board
members to prepare financial statements for each
financial year in accordance with United Kingdom
Generally Accepted Accounting Practice (United
Kingdom Accounting Standards and applicable
law).

In preparing these financial statements, the Board
members are required to:

® Select suitable accounting policies and then
apply them consistently;

® Make judgements and accounting estimates
that are reasonable and prudent;

® State whether applicable UK Accounting
Standards and the Statement of
Recommended Practice: Accounting by
Registered Social Housing Providers 2018
have been followed, subject to any material
departures disclosed and explained in the
financial statements; and

® Prepare the financial statements on
the going concern basis unless it is
inappropriate to presume that the Group and
the Association will continue in business.

® Consider the annual report and accounts,
taken as a whole, to be fair, balanced, and
understandable.

® Provide the information necessary for
shareholders to assess the company’s
position, performance, business model
and strategy.

The Board members are responsible for keeping
adequate accounting records that are sufficient to
show and explain the Group and the Association’s
transactions and disclose with reasonable
accuracy at any time the financial position of the
Group and the Association and enable them to
ensure that the financial statements comply with
the Co-operative and Community Benefit Societies
Act 2014, the Co-operative and Community

Statement of responsibilities of the Board

Benefit Societies (Group Accounts) Regulations
1969, the Housing and Regeneration Act 2008 and
the Accounting Direction for Private Registered
Providers of Social Housing 2019.

They are also responsible for safeguarding
the assets of the Group and the Association
and hence for taking reasonable steps for the
prevention and detection of fraud and other
irregularities.

The Board is responsible for ensuring that the
report of the Board is prepared in accordance
with the Statement of Recommended Practice:
Accounting by Registered Social Housing
Providers 2018.

Financial statements are published on the Group
and the Association’s website in accordance
with legislation in the United Kingdom governing
the preparation and dissemination of financial
statements, which may vary from legislation in
other jurisdictions.

The maintenance and integrity of the Group and
the Association’s website is the responsibility

of the Board members. The Board members'
responsibility also extends to the ongoing integrity
of the financial statements contained therein.

Provision of information to the auditor

All of the current Board members have taken all
the steps that they ought to have taken to make
themselves aware of any information needed by
the auditor for the purposes of their audit and

to establish that the auditors are aware of that
information. The Board members are not aware of
any relevant audit information of which the auditors
are unaware.

B

Signed on behalf of the Board

Althea Efunshile CBE, Chair
27th September 2024
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Independent auditor’s report to the members of Metropolitan Thames Valley Housing
Association Ltd.
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Opinion on the

financial statements

In our opinion:

® the financial statements give a true and fair
view of the state of the Group’s and of the
Association’s affairs as at 31 March 2024 and of
the Group’s and the Association’s surplus for
the year then ended;

® the financial statements have been properly
prepared in accordance with United Kingdom
Generally Accepted Accounting Practice; and

® the financial statements have been properly
prepared in accordance with the requirements
of the Co-operative and Community Benefit
Societies Act 2014, the Co-operative and
Community Benefit Societies (Group
Accounts) Regulations 1969, the Housing and
Regeneration Act 2008 and the Accounting
Direction for Private Registered Providers of
Social Housing 2022.

We have audited the financial statements Thames
Valley Housing Association Limited (“the Association”)
and its subsidiaries (“the Group”) for the year ended
31 March 2024 which comprise the consolidated and
Association statement of comprehensive income

and expenditure, the consolidated and Association
statement of financial position, the consolidated
statement of cash flows, the consolidated and
Association statement of changes in reserves

and notes to the financial statements, including a
summary of significant accounting policies. The
financial reporting framework that has been applied

in their preparation is applicable law and United
Kingdom Accounting Standards, including Financial
Reporting Standard 102 The Financial Reporting
Standard applicable in the UK and Republic of Ireland
(United Kingdom Generally Accepted Accounting
Practice).
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Basis for opinion

We conducted our audit in accordance with
International Standards on Auditing (UK) (ISAs
(UK)) and applicable law. Our responsibilities

under those standards are further described in the
Auditor’s responsibilities for the audit of the financial
statements section of our report. We believe that the
audit evidence we have obtained is sufficient and
appropriate to provide a basis for our opinion.

Our audit opinion is consistent with the additional
report to the Audit & Risk Committee.

Independence

Following the recommendation of the Audit & Risk
Committee after a competitive tender exercise, we
were appointed by the Board on 15 September 2022
to audit the financial statements for the year ending
31 March 2024 and subsequent financial periods. The
period of total uninterrupted engagement including
retenders and reappointments is 9 years covering the
years ending 31 March 2016 to 31 March 2024.

We remain independent of the Group and the
Parent Association in accordance with the ethical
requirements that are relevant to our audit of

the financial statements in the UK, including the
FRC'’s Ethical Standard as applied to listed public
interest entities and we have fulfilled our other
ethical responsibilities in accordance with these
requirements. The non-audit services prohibited by
that standard were not provided to the Group or the
Parent Association.

Independent auditor’s report to the members of Metropolitan Thames Valley Housing Housing
Association Ltd.

Conclusions relating to going concern

In auditing the financial statements, we have
concluded that the Board’s use of the going
concern basis of accounting in the preparation

of the financial statements is appropriate. Our
evaluation of the Board’s assessment of the Group
and the Parent Association’s ability to continue

to adopt the going concern basis of accounting
included:

® Consideration of the forecasts prepared
by management and challenge of the key
assumptions based on our knowledge
of the business. As referred to in going
concern accounting policy, management has
modelled the financial plan against adverse
changes in economic conditions

® Assessment of the internal forecasting
process to confir