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CHARITABLE OBJECTS:
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people within the Area of Benefit:

1. preventing or relieving the poverty of older people.

2. preventing or relieving sickness, disease or suffering in older people (whether emotional, mental or
physical).

3. promoting equality and diversity.

4. promoting the human rights of older people in accordance with the Universal Declaration of Human Rights.

5. assisting older people in need by reason of ill-health, social exclusion, or other disadvantage; and

6. such other charitable purposes for the benefit of older people as the Charity Trustees from time to time

decide.

the outcome of this being the promotion of the well-being of older people.
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Report of the Chair and CEO

On behalf of the Trustees, we are pleased to present our annual report, highlighting the remarkable
progress Age UK Cheshire has made during the 2023-24 financial year. This report, along with the
consolidated financial statements, meets the requirements for a Directors' Report and accounts for
Companies Act purposes.

Implementing our Strategy

This annual report marks the first year of implementing the new strategy that Age UK Cheshire adopted in
2023. The 2023 strategy consists of a refreshed Vision, Mission, and Values, supported by eight strategic
objectives. The report reviews the progress made against these objectives in the 2023-24 financial year.

Our aim is to support older people in living their best lives by:

e Relieving loneliness, so that older people feel connected.
« Combatting poverty, so that older people have enough to live on.
e Increasing independence, so that older people can live the lives they want to lead.

Progress against the Age UK Cheshire Strategy

Relieving loneliness

Under our objective of relieving loneliness, so that older people feel connected, we have successfully
continued and expanded initiatives like Sharing Time and Bright Memories. Sharing Time, our telephone
befriending project, has been instrumental in combating social isolation, directly addressing the core goal
of relieving loneliness and ensuring older people feel connected. Meanwhile, Bright Memories continues to
provide essential support to those with early-stage dementia, further fostering a sense of community and
connection. Our Green Connections project has also helped older people reconnect with nature,
promoting their well-being and a sense of belonging.

Combatting poverty

Significant achievements were made under our objective of combatting poverty, so that older people have
enough to live on. Our Information & Advice services have provided vital support, securing substantial
funding to continue these efforts and effectively combat poverty. Additionally, our outreach and
engagement activities have been successful, ensuring that more older people receive the help they need
to maintain a decent standard of living.

Increasing independence

Increasing independence remains a core objective, so that older people can live the lives they want to
lead. Our Safe at Home project was pivotal in preventing falls, while our Independent Living Team
continues to empower older people to live fulfilling lives. Furthermore, our Dementia Support and
Countess of Chester Hospital Wellbeing projects have been crucial in supporting older individuals and their
families, thereby promoting independence and quality of life.

Maintaining high standards

We have maintained high-quality standards across our services, focusing on quality so that older people
receive a high standard of service from us. This is reflected in our Net Promoter Scores and ISO 9001:2015
certification. Our unwavering commitment to excellence guarantees that older people receive the best
possible support from Age UK Cheshire.

Financial and operational efficiency

Our efforts to generate income have been fruitful, focusing on income so that we can increase the impact
we have on older people in Cheshire. We have seen significant growth in retail sales, Gift Aid reclaim, and
various successful fundraising activities. Additionally, we have expanded our funding base, securing
important grants and donations that bolster our mission and enhance our capacity to support older
individuals.
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We streamlined our operations to enhance effectiveness, focusing on efficiency so that we use our
resources to increase our impact on older people. By implementing new committee structures and cost-
saving measures, we have optimised both our governance and our operations, thereby increasing the
effectiveness of our projects and support services.

Taking care of our people

We prioritised the well-being and development of our staff and volunteers, focusing on our people who
deliver our activities and services. Recognising their contributions through various initiatives and
supporting their professional growth has been central to our strategy. Their dedication and hard work are
the backbone of our organisation, enabling us to achieve our objectives.

Influencing change

Our influence on policies and issues affecting older people has grown, focusing on influencing the issues
and policies that impact older people’s lives. Through active engagement in consultations and co-
production activities, we have made significant strides in influencing issues and policies that impact older
people’s lives, thereby advocating for their needs and interests effectively.

Trustee Board changes

In October 2023, Sheila Wentworth stepped down from the Board, and Rebecca Hemshall took up the
post as Chair of Trustees. We extend our sincere thanks to Sheila for her years of dedicated service and
welcome Rebecca to her new role. The following Trustees also stepped down during the year: Simon
Bunyan, Val Pasley, Carrie Bower and Amarjit Grewal. We extend our thanks to all former Trustees for their
commitment and dedication to older people in Cheshire.

Future Leadership Transitions

As we look ahead, we announce that our CEO, Dale Maskell, will be leaving the organisation in October
2024, and our CFO, Helen Flaherty will be retiring in September 2024. A successful recruitment campaign
has taken place over the Summer of 2024 for successors. Early in the Autumn of 2024 Hannah Taylor will
be joining as CEO and Sarah Bunting as CFO. We are confident that the new leadership will continue to
drive our mission forward and build on the strong foundation laid by Dale and our current team.

Merging with Age UK Cheshire East

The most significant milestone this year has been our work towards the merger with Age UK Cheshire
East. Effective from 30t June 2024, this merger involved the transfer of the Operations, Assets and
Liabilities of Age UK Cheshire East into Age UK Cheshire. This strategic move aims to consolidate
resources, streamline operations, and enhance our service delivery across the entire Cheshire region.

We extend our heartfelt thanks to the Trustees, Senior Leadership Teams, and staff of both Age UK
Cheshire and Age UK Cheshire East for their dedication and hard work in bringing about this successful
merger. Their commitment has been instrumental in ensuring a smooth transition and positioning us for
even greater impact in the future.

R Mool

Rebecca Hemshall - Chair of Trustees

A

Dale Maskell - CEO

Date: 24t September 2024
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Progress against our plans

Our Strategic Objectives for 2023-24

The 2023-24 financial year represented the first year of the strategy agreed in 2023 by Age UK Cheshire,
using a structure of eight key strategic objectives as described below. What follows is a summary of the
key achievements of the organisation during the 2023-24 financial year.

OBJECTIVE 1: Relieving loneliness, so that older people feel connected.
A focus on us reaching more people experiencing loneliness in Cheshire.

OBJECTIVE 2: Combatting poverty, so that older people have enough to live on.
A focus on us reaching more people experiencing poverty in Cheshire.

OBJECTIVE 3: Increasing independence, so that older people can live the lives they want to lead.
Focus on us supporting more people to live an independent life in Cheshire.

OBJECTIVE 4: Focusing on quality, so that older people receive a high standard of service from us.
A focus on maintaining and improving the quality of our charitable and paid-for services, and in our
internal processes and procedures.

OBJECTIVE 5: Focusing on income, so that we can increase the impact we have on older people in
Cheshire.
A focus on us generating more income from a diversity of sources.

OBJECTIVE 6: Focusing on efficiency, so that we use our resources to increase our impact on older
people.

A focus on making the best use of people, our skills, our experience, our data, our assets, and our ways of
working.

OBJECTIVE 7: Focusing on our people, who deliver our activities and services.
A focus on improving the experiences of staff and volunteers of Age UK Cheshire.

OBJECTIVE 8: Focusing on influencing the issues and policies that impact on older peoples’ lives.
Focus on improving policies and procedures that impact on older people, informed by lived experiences
and our impact data.
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OBJECTIVE 1: Relieving loneliness, so that older people feel connected.

Objective 1 Goals for 2023-24

2023-24 Goals:

1.1: Increase the number of people
supported with relieving loneliness each
quarter.

1.2: Increase the number of people who are
new to us, and we reach to support with
relieving loneliness each quarter.

1.3: Increase the percentage of people that
we reach who are living in the areas most at
risk of loneliness each quarter.

1.4: Increase the percentage of people that
we reach who are new to us and are living in
the areas most at risk of loneliness each
quarter.

Progress

Throughout the year, 502 people were
supported in relieving loneliness. The number
of individuals supported each quarter did not
increase linearly, with quarter two recording
the lowest number at 134, while quarter four
saw a significant boost with 309 cases. This
variation is attributed to several large-group
activities in quarter four that increased the
overall numbers.

Of the 502 individuals supported, 384 were
new to our services. The quarter-by-quarter
trend showed variation, ranging from 43 new
individuals in quarter two to 217 in quarter
four, primarily due to the group activities
conducted at the year's end.

The effort to combine external datasets with
Age UK Cheshire’s data turned out to be more
challenging than expected. This will require
further work and resources in 2024-25 to
ensure we can make meaningful comparisons
and gain valuable insights.

Progress has also been slower due to
operational difficulties, such as securing the
right expertise. While some work was done
with the help of a consultant, more
investment in staff time and skills will be
needed to move this forward.

Our efforts to relieve loneliness saw significant achievements. The following services contributed to
progress towards achieving this objective:

Connect All

Connect All operated in Northwich and Crewe, supporting older people to safely explore and utilise
the internet and digital devices. We offered personalised assistance with skills, device loans, and
affordable access to online resources. Cheshire East Council and Charitable Trusts funded this service.
This service ended in March 2024 due to continuation funding for the activities we were delivering not
being forthcoming, despite our best efforts.

e Sharing Time

Sharing Time is a telephone befriending service available throughout Cheshire, connecting individuals
over 50 with volunteers for regular, supportive conversations. This initiative aims to combat loneliness
and foster connections. Charitable Trusts fund this service.
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e Bright Memories

Bright Memories provides day activity groups for older individuals experiencing the early stages of
dementia, enhancing their quality of life through mental, physical, and social activities. This service is
a charged-for service and was also supported by the Northwich Care Community.

e Green Connections

Green Connections encourages older residents in Crewe to engage with nature, enhancing their living
spaces and social ties through gardening projects. Corporate Sponsorship funds this service.

An example of our work on relieving loneliness:

Ben has been experiencing profound loneliness since the passing of his wife. Unfortunately, he is not close
to his son or daughter-in-law, which has exacerbated his feelings of isolation. While Ben is capable of doing
some shopping, he lacks anyone to talk to about his deeper feelings and concerns.

Ben’s primary challenge was emotional isolation. Despite his ability to manage basic tasks like shopping, he
had no one to share his thoughts and feelings with. This situation worsened when Ben received a cancer
diagnosis, which he felt unable to discuss with his family due to the painful memories of his mother's
passing from the same illness.

Recognising the need for a befriender, Age UK Cheshire matched Ben with a much younger volunteer who
shared a similar outlook on life. Despite initial concerns about the age difference, the pairing proved
successful. Ben found solace in their lengthy, engaging conversations. When Ben felt ready to discuss his
cancer diagnosis, he sought the support of his befriender and the coordinator at Age UK Cheshire before
speaking to his son. This allowed Ben to process his emotions and prepare for the difficult conversation with
his family.

With the support of his befriender, Ben was able to discuss his diagnosis with his son, alleviating some of his
emotional burden. The regular calls provided by the befriender continue to be a source of comfort and
support for Ben as he undergoes treatment. The befriending service has significantly improved Ben’s
emotional well-being, helping him feel less isolated and more supported during a challenging time.

OBJECTIVE 2: Combatting poverty, so that older people have enough to live on.

Objective 2 Goals for 2023-24

2023-24 Goals: Progress

Throughout the year, 1,499 people received
support in combatting poverty. The number

2.1: Increase the number of people
supported in combatting poverty each
quarter.

2.2: Increase the number of people who are
new to us, and we reach to combat poverty
each quarter.

www.ageukcheshire.org.uk

of individuals assisted each quarter varied,
ranging from 346 to 548. The significant
increase in quarter four was driven by
community outreach activities, which
expanded our reach substantially.

Of the total individuals supported, 1,170
were new to our services. The number of
new individuals assisted each quarter
ranged from 234 to 420, reflecting
successful outreach and engagement
efforts.
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The complexity of integrating external

2.3: Increase the percentage of people that ~ datasets with Age UK Cheshire data was

we reach who are living in the areas most gt Underestimated, requiring further
risk of poverty each quarter. development and resources in 2024-25 to

achieve meaningful comparisons and
insights.

Efforts to increase the percentage of new
individuals reached in high-risk areas
encountered challenges, including
operational delays and resource constraints.
Further development is necessary to meet
this goal.

2.4: Increase the percentage of people that
we reach who are new to us and are living in
the areas most at risk of poverty each
quarter.

We made strides in combatting poverty through our Information & Advice service, which provides free,
confidential guidance:

e Information & Advice

Information & Advice offers free, confidential guidance across Cheshire to older adults and their
supporters on various issues, ensuring their well-being and rights are maintained. This service is
funded by the National Lottery Community Fund - Reaching Communities until June 2026 and was
also supported by funding from national Age UK.

An example of our work on combatting poverty:

Matilda, an 81-year-old woman, resides alone in a rural area of Cheshire. Her days are often brightened by
visits to the local garden centre, where she enjoys socialising with her friends. Despite her enjoyment of
these social outings, Matilda’s daily routine is marked by financial struggles. Her only sources of income are
her State Pension and a modest amount of savings.

Matilda faced significant financial difficulties. With limited resources and confidence, she found it
challenging to manage her finances and seek additional support. Her friend Jane, recognising Matilda’s
plight, contacted Age UK Cheshire (AUKC) on her behalf to seek assistance with her financial situation.

Upon receiving Jane’s call, AUKC sought Matilda’s consent to engage directly. After securing her approval, a
comprehensive review of Matilda’s circumstances was undertaken. A volunteer conducted a full benefits
check, ensuring Matilda was well-prepared for the process by informing her of the appointment details and
required information. This preparation allowed Matilda to feel comfortable and confident throughout the
discussion.

As a result of the benefits check, Matilda was awarded £285.52 per week in benefit entitlements. This
substantial increase in income has greatly alleviated her financial burdens, enabling her to cover her daily
living expenses, transport costs, and continue enjoying social outings with friends. Matilda expressed her
immense satisfaction with the support, which has significantly improved her quality of life.
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OBJECTIVE 3: Increasing independence, so that older people can live the lives
they want to lead.

Objective 3 Goals for 2023-24

2023-24 Goals: Progress

Over the year, 1,021 people were supported
in increasing their independence. The number
of individuals assisted each quarter ranged
from 237 to 393. This range reflects the
impact of launching new services and
expanding existing ones.

3.1: Increase the number of people
supported in increasing their independence
each quarter.

A total of 687 new individuals received
support throughout the year, with quarterly
figures ranging from 143 to 188. These
figures highlight our successful efforts in
reaching out to new individuals and
expanding our services.

3.2: Increase the number of people who are
new to us, and we support in increasing their
independence each quarter.

Our initiatives to increase independence included several vital services:
e Safe at Home

Safe at Home helped prevent falls for over 60s in Cheshire West and Chester through home hazard
assessments and advice on home safety. Cheshire West & Chester Council funded this service until
September 2023.

e Independent Living Team

The Independent Living Team in Cheshire West and Chester supports those aged 65 and over to
continue living independently at home. We provide impartial advice on securing care support, with
the service currently out to tender for renewal from October 2024 onwards.

e Dementia Support

Dementia Support assists individuals newly diagnosed with dementia and their families in Northwich
and Nantwich, offering vital guidance and support. This service is contracted through the Cheshire &
Merseyside Integrated Care Board until March 2025 for the Nantwich service, and September 2024 for
the Northwich service.

e Countess of Chester Hospital Wellbeing service

In collaboration with the Community Geriatrician Team at the Countess of Chester Hospital, this
service assists individuals in transitioning from hospital to home, focusing on recovery and preventing
re-admission. This service is contracted directly with the hospital until March 2026.

e Community Home First

Community Home First supports Cheshire West and Chester residents in discharge from hospital, and
in home hazard assessment to reduce the risk of falls. Cheshire West and Chester Council fund this
service. This funding is supported by Cheshire West and Cheshire Council and the Integrated Care
Board.
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An example of our work on increasing independence:

Brenda, an 88-year-old woman, has a large family and a rich history as a nurse and home help. Despite her
independent spirit, Brenda’s days are constrained by numerous health conditions, including memory
impairment and osteoarthritis. These conditions severely limit her mobility and increase her risk of falls.

Brenda’s primary challenges revolve around her health and mobility. Her conditions make it difficult for her
to move around her home safely, and she often relies on her daughter or a family friend to access the
community. Recently, her daughter, who is her main carer, fractured her foot, further complicating Brenda’s
care situation.

The Independent Living Team (ILT) at Age UK Cheshire was contacted to assist Brenda in sourcing a private
care package. An Independent Living Adviser helped Brenda apply for a carer’s card and find a private care
agency for temporary support. This assistance empowered Brenda, allowing her to have control over her
care arrangements and alleviate some of the pressure on her daughter.

Brenda now feels reassured with the new knowledge and plans in place to manage her care during her
daughter’s recovery. She expressed her gratitude to the ILT, highlighting the peace of mind and
empowerment she gained from their support. Brenda can now navigate this challenging period with a clear
plan and reduced stress on her family.

OBJECTIVE 4: Focusing on quality, so that older people receive a high standard
of service from us.

Objective 4 Goals for 2023-24

2023-24 Goals:

4.1: Achieve a high ‘Net Promoter Score’ each
six months as an overall measure of the
quality of the charitable services that we
deliver.

Progress

In November 2023, the survey results
indicated an NPS of 67 for charitable services,
maintaining an excellent standard when
compared to the previous score of 70. This
consistent performance reflects positively on
the quality of our services.

(The Net Promoter Score (NPS) is an external,
benchmarked metric used to measure
customer satisfaction and loyalty by asking
how likely people are to recommend a product
or service to others, with scores ranging from -
100 to 100. A good score is considered +50,
and an exceptional score as +75).

Since January 2022, the cumulative NPS score

4.2: Achieve a high ‘Net Promoter Score’
cumulatively as an overall measure of the
direction of travel of the quality of the
services that we deliver.

www.ageukcheshire.org.uk 10

has been 68.4, reaffirming our commitment
to delivering excellent services. This sustained
high score demonstrates the effectiveness of
our ongoing efforts to enhance service
quality.
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The NPS score for our paid-for services
4.3: Achieve a high ‘Net Promoter Score’ each reached 76, placing these services in the

six months as an overall measure of the exceptional category. This outstanding result

quality of the paid-for services that we highlights the superior quality and

deliver. satisfaction associated with our paid-for
offerings.

During the year, an interim ISO 9001:2015
audit was conducted, and the charity was
successfully re-certified. The audit confirmed
that our management system meets the
required standards, supports effective
implementation and maintenance, complies
with regulations, tracks performance
objectives, utilises an effective internal audit

4.4: Maintain high standards for ISO and programme, ensures ongoing suitability

national Age UK quality marks. through reviews, and overall complies with
audit standards, with no major non-
conformities identified.

From a governance perspective, the
organisation adopted a new committee
structure to support the Board in its efforts to
continually improve the governance of the
charity.

We maintained and improved delivery of high-quality services, as reflected in our Net Promoter Score
(NPS) and ISO 9001:2015 certification. Overall, Age UK Cheshire scored 70 and 69.4 in the NPS in the last
two surveys, with a cumulative score of 68.4. A score above 50 is considered excellent, and above 75 as
exceptional.

e ISO interim re-certification: We successfully achieved interim re-certification for ISO 9001:2015,
confirming the robustness and efficacy of our management system.

o Feedback from the people we work with: In the November 2023 feedback survey, 82% of
respondents reported being very satisfied with our services, with an additional 10% indicating
satisfaction. Cumulatively, 81% of respondents expressed that they were very satisfied, and 13%
were satisfied. This overwhelmingly positive feedback underscores the high standard of service we
provide.

Examples of feedback from the people we have worked with:

“Age UK Cheshire were an absolute lifeline when we had to transfer Mum from a hospital setting into a care
home. There was no way I could have undertaken a care home search on my own at what was a very
stressful time.”

“I've had nothing but the greatest help from Age UK Cheshire and I am quite sure that any friend would find
the same!”

“The help, advice and support Age UK offered was outstanding.”

“The phone calls I receive are very comforting as I am bed bound and unable to get out. They help me feel
connected to the rest of the world.”
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OBJECTIVE 5: Focusing on income, so that we can increase the impact we have

on older people in Cheshire.

Objective 5 Goals for 2023-24

2023-24 Goals: Progress

The Bright Memories service saw a significant
income increase of 121%. Additionally, the re-
5.1: Grow income through paid-for services launch of Coach Trips generated substantial
and activities. revenue, amounting to £18,333. Retail
income showed positive growth, increasing by
over 10% compared to the previous year.

Legacy income experienced an impressive
increase of 123%. However, donations and
appeals saw a decline, reducing by 24%.

5.2: Grow income through local fundraising
and local corporate activity.

5.3: Grow income through trust fund During the year £18,619 was secured through
applications. applications to Trust Funds.

We secured £235,459 through grants and
contracts with statutory partners, bolstering
our financial resources to support our
services.

5.4: Grow income by securing appropriate
grants and contracts supplied by statutory
partners.

Our financial stability and impact were bolstered through various income-generating activities.

Retail growth: The increase in retail income is very positive, reflecting effective strategies and
customer and donor engagement, resulting in an increase in donations and consequently sales,
and an exceptional 43% increase in gift aid.

Bright Memories: There was an improvement in attendance and associated fees at the Bright
Memories service throughout the year and a more secure charging agreement with individuals
was successfully implemented.

Coach Trips: A new schedule of paid-for coach trips was successfully launched, contributing to our
income growth.

Fundraising activities: Numerous personal challenge events were organised, including sponsored
Manchester 10k runners, fundraising buckets at Chester races, a boxing sponsored challenge
event, and a sponsored half marathon challenge event.

External fundraiser: We continued to use an external fundraiser to support the generation of trust
fund and grant income.

Community Home First funding: Funding was secured for the Community Home First project,
supporting hospital discharge and home hazard assessment to reduce fall risks.

National Lottery Community Fund: The year marked the beginning of the delivery of the National
Lottery Community Fund project for Information & Advice.

Countess of Chester Wellbeing Service: We secured three years of funding for the Countess of
Chester Wellbeing Service, ensuring its continued operation.

Safe at Home - Falls Prevention: The Safe at Home Falls Prevention service concluded this year,
resulting in the end of its accompanying funding.
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Examples of feedback from the people we have worked with:

“My husband attends Bright Memories and I feel that the visits are very beneficial to him.”

“I have been on two coach trips with Age UK Cheshire, and both were very enjoyable and such friendly folk,

what more can we ask for? Very happy days out!”

“The Bright Memories group days give Mum pleasure and me some freedom.”

“I found the coach trip very well organised and the volunteers very helpful and pleasant. Also, for the
service we received I thought it was good value for money.”

OBJECTIVE 6: Focusing on efficiency, so that we use our resources to increase

our impact on older people.

Efforts to streamline our support structure included the SLT, Core Support, and Operations Team absorbing

responsibilities, and maintaining efficiency resulting in reduced core costs.

Objective 6 Goals for 2023-24

2023-24 Goals:

6.1: Maintain a proportionate core support
structure for the organisation.

6.2: Establish costs per individual measures
for the organisation and individual services
and activities.

6.3: Establish costs per contact measures for
the organisation and individual services and
activities.

www.ageukcheshire.org.uk 13

Progress

In an effort to streamline core costs, the role
of Head of HR & Volunteering was not re-
recruited for, with these responsibilities now
being managed by the CEO and a small,
dedicated HR team. The recruitment of a
Finance Manager was paused, and the
responsibilities absorbed by the CFO.
Additionally, the Operations Team paused the
recruitment of a Service Manager post in
anticipation of the merger and these
responsibilities were split between the Head
of Operations and the remaining Service
Manager. These measures were taken in
anticipation of a new future structure and
helped maintain a lean and efficient support
structure for the organisation.

Our organisation provides intensive support, a
baseline costing per individual on average
was established during the year. This figure
reflects the comprehensive nature of our
services, as many individuals access multiple
services we offer.

Everyone we support requires a bespoke level
of work, recorded as contacts. Contacts vary
widely in timescale and complexity. An
average baseline costing per contact was
established during the year, indicating the
volume and intensity of work undertaken by
our team.

Registered charity no: 1091608
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Efforts to streamline our support structure included the SLT, Core Support, and Operations Team absorbing
responsibilities, and maintaining efficiency resulting in reduced core costs.

« Absorption of responsibilities: Existing staff, including the CEO and a small HR team, absorbed
the responsibilities of the Head of HR & Volunteering post when the vacancy arose, with similar
efforts made in Finance and Operations. This reallocation of duties ensured continuity and
efficiency in managing HR and volunteering functions.

OBJECTIVE 7: Focusing on our people, who deliver our activities and services.

Objective 7 Goals for 2023-24

2023-24 Goals: Progress
7.1: Achieve a high ‘Net Promoter Score’ each
six months as an overall measure of the Due to a reduction in HR support capacity,
quality of experience as a staff member of planned staff surveys were not conducted.
the organisation. Therefore, data collection was not completed.
7.2: Achieve a high ‘Net Promoter Score’ Conducting a comprehensive staff survey for
cumulatively as an overall measure of the the newly merged organisation will be a

quality of experience as a staff member of ~ Priority for the 2024-25 financial year.
the organisation.

The cumulative survey results for volunteer
experience yielded a score of 51, which is
considered excellent. This rating includes an
exceptional score of 75 achieved in the most
recent survey round.

7.3: Achieve a high ‘Net Promoter Score’
cumulatively as an overall measure of the
quality of experience as a volunteer of the
organisation.

7.4: Achieve a high ‘Net Promoter Score’ each = The April 2024 survey results indicated an

six months as an overall measure of the NPS of 75 for volunteer experience,
quality of experience as a volunteer of the highlighting a significant improvement from
organisation. the previous survey’s score of 48.

While planned staff surveys were not conducted due to reduced HR capacity, we achieved high
satisfaction scores from volunteers.

e Town Hall Meetings: Quarterly in-person Town Hall Meetings were held, supporting team morale
and shared learning. Additionally, monthly online Town Hall meetings provided opportunities to
share news and updates and engage in joint problem-solving.

o Staff Survey: The planned people survey was not conducted due to lower capacity resulting from
changes in the HR team and the additional responsibilities taken on by the CEO.

e Mandatory Training: All staff members completed mandatory training, ensuring compliance with
rules, requlations, and best practices.

o Volunteer Survey: The most recent volunteer survey achieved excellent results, the best ever
recorded, indicating a high level of satisfaction among volunteers.

« Volunteer Recognition: Volunteer recognition events and activities took place throughout the
year, acknowledging and celebrating the contributions of our volunteers.
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OBJECTIVE 8: Focusing on influencing the issues and policies that impact on

older peoples’ lives.

Objective 8 Goals for 2023-24

2023-24 Goals:

8.1: Proactively engage in consultation
activities in matters which affect older
people.

8.2: Proactively engage in co-production
activities in matters which affect older
people.

8.3: Increase our social media, website, and
magazine audiences.

Progress

We actively participated in several
consultation activities, submitting detailed
responses to Cheshire West and Chester’s
Future of Transport consultation and the
"Let’s Talk Adult Social Care - Enabling Great
Lives" consultation. One response was
submitted on behalf of Age UK Cheshire, and
another, which we led on and drafted,
represented a coalition of community sector
service providers to older people.

Additionally, we have been actively
participating in the ongoing Age UK network
consultation, ‘Our Shared Future’ regarding
the relationship between local Age UKs and
the national Age UK Charity.

We played a key role in the co-production of
Cheshire West and Chester’s new Joint
Strategic Needs Assessment on loneliness.
Until March 2024, our CEO Chaired the Sector
Leadership Group in Cheshire West,
championing the interests of community
sector beneficiaries across Cheshire.

Our social media presence expanded
significantly, with notable increases in
engagement and followers across various
platforms. While we saw some fluctuations in
engagement rates, the overall reach and
impact of our digital content have improved,
highlighting our successful efforts in
increasing awareness and engagement.

We actively engaged in consultation and co-production activities, increasing our social media, website,

and magazine audiences.

e Facebook: We posted 419 times, an increase from 399 posts the previous year. Our fan base grew
to 2,287 from 2,153, and we saw a page engagement rate of 4.31%, a substantial improvement
from 0.29%. Page engagements surged to 10,703 from 553, with a slight decrease in page reach

to 210,493 from 210,646.

e X (formerly known as Twitter): We tweeted 269 times, down from 302, with followers slightly
decreasing to 4,169 from 4,197. The engagement rate was 2.01%, compared to 2.57% previously,
and post engagements increased to 437 from 396.

www.ageukcheshire.org.uk
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o Instagram: We increased our posts to 341 from 300, with followers rising to 1,061 from 949. The
engagement rate was 8.8%, down from 11.92%, but post reach improved to 15,358 from 14,332,
and profile reach was 11,245 compared to 11,748 previously.

e LinkedIn: Posts decreased slightly to 279 from 304, with followers increasing to 517 from 465. The
post engagement rate was 5.46%, slightly down from 5.87%, with page engagement at 628, down
from 930, and page reach at 9,669, down from 10,652.

e Website: User numbers were 20,039, down from 24,000 the previous year. This is in some part due
to a restructuring of the site led by national Age UK.

e Magazine: The number of subscribers reached 329.

A heartfelt thank you to all staff and volunteers who dedicated their time and effort to our projects
throughout the year. Their commitment has been instrumental in advancing our mission to relieve
loneliness, combat poverty, and increase the independence of older individuals, enabling them to live the
lives they want to lead. We extend our gratitude to everyone who worked tirelessly to maintain and
enhance the quality of our services, contributing to excellent results, financial stability, and an expanded
impact on older people in Cheshire. Their dedication and flexibility in accommodating new responsibilities
has been pivotal in delivering our activities and services, influencing issues and policies affecting older
people, and enhancing their lives.

Merger with Age UK Cheshire East

In July 2023, the Board of Age UK Cheshire was presented with a proposal for closer collaboration with
Age UK Cheshire East. The Board agreed to continue discussions with the Chairs and CEOs of both
organisations to explore this potential collaboration further. The intention behind merging was about
strategically enhancing the support we offer to older people in Cheshire, whilst also enabling us to benefit
from amalgamating resources.

By September 2023, an external consultant was appointed to produce a comprehensive report outlining
the feasibility and implications of a merger. His report covered critical areas, including a strategic review
addressing legal and regulatory compliance, governance, and organisational structure. Additionally, the
report included an operational review focusing on service delivery impact, HR, operational processes, and
IT/data security. A market review evaluated income sources and stakeholder relations, while a financial
review developed a business case weighing the costs and benefits of the merger. The report further
assessed cultural and organisational fit, identified risks and mitigations, and provided final
recommendations on merger feasibility and potential models.

The strategic rationale for the merger was clear. Enhanced service delivery was a key factor, proposing an
opportunity to expand our services, ensuring better access and comprehensive support for all older
people within the two boroughs. Increased impact was another major consideration; through unity, our
capacity for advocacy and influence would be significantly enhanced, strengthening our voice in
policymaking, and extending our influence for the betterment of local older people. Synergies and
efficiency were also critical, as the merger aimed to optimise operational efficiencies by streamlining
processes and strategically allocating resources towards frontline service delivery. Improved sustainability
and resilience were paramount, with the unified entity possessing greater resilience to navigate financial
challenges and ensuring continuous support for older people.

In November 2023, the Board reviewed the consultant’s final report, which confirmed alignment of
strategic objectives, and it approved pursuing the option which involved Age UK Cheshire East closing and
transferring its Operations, Assets and Liabilities to Age UK Cheshire, pending detailed due diligence.

By January 2024, the Terms of Reference for a Collaboration Steering Committee to oversee the due
diligence and collaboration work were also approved, marking the committee's initiation. This committee
then began meeting to oversee the merger process.
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I oshed Articles for Age UK Cheshire were filed at Companies House and approved by
the Charity Commission, marking a significant milestone.

In March 2024, the Board received and reviewed the due diligence report and the business case for the
merger. The Board unanimously supported the business case and proposed a merger date of 30th June

On 30th June 2024, the merger was successfully completed. The Operations, Assets and Liabilities of Age
UK Cheshire East were legally transferred to Age UK Cheshire, consolidating resources and enhancing
service delivery across Cheshire. This significant milestone was achieved through the dedication and

efficiencies, and improve sustainability and resilience.

Our Goals for 2024-2J|j]

In the upcoming year, our strategic objectives will continue to focus on key areas: relieving loneliness,
combatting poverty, increasing independence, maintaining high-quality services, growing income,
enhancing efficiency, supporting our people, and influencing policies affecting older people. These eight
goals are central to our mission: Age UK Cheshire is a local organisation working with older people, their
families, and their carers to support them in living their best lives. Our continued commitment to these

Age UK Cheshire into a unified organisation. This merger will enable us to leverage shared resources,
standardise our data collection, and streamline our efforts to provide consistent and impactful support
across all areas of our work. By harmonising our operations and reporting mechanisms, we aim to
improve our transparency and responsiveness, better addressing the needs of older people. This
integration is crucial for ensuring our services are accessible, efficient, and of the highest quality, thereby
making a substantial difference in the lives of older people in Cheshire.
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