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What a year this has been for our colleagues here and within the community of Lancashire. The impact
we have achieved has been remarkable. We have supported 13,465 older people this year, helped
people claim £1.1 million in welfare benefits and supported 4,356 people following a discharge from
hospital, helping them regain their independence and prevent readmission. Read our Impact Report
section for all the details on our achievements this year.

Funding for some services we loved has finished but new ones have been developed and our
relationships strengthened. We have welcomed new staff and members of the board.

All our colleagues' dedication has been overwhelming to watch. Virtually we have connected more, and
the board have been able to accelerate beyond the more focused fiduciary and governance duties to
think about the future shape of our organisation. This has led to a renewed commitment to our
approaches as an employer of choice, listening and responding to colleague survey insights. That is
why we are doing more to ensure religious and cultural needs are met as well as developing more
flexible working patterns to ensure our frontline staff can meet their own, family and caring
obligations.

Furthermore, we have sought to reposition our services to be even more accessible and bespoke for the
people that we work with. This has included a significant digital transformation journey which did not
come without some teething pains along the way.

For starters we had to move many of our staff to home working in a very rapid timeframe and on
creaking infrastructure. We were incredibly fortunate to be donated a server by Exertis, followed by our
implementation of office 365.

We benefitted from a generous donation of Softcat digital tablets which have led to some truly heart-
warming stories. One lady was delighted to be able to join Zoom family group chats and learnt that she
was about to become a great grandmother face to face as a result! We could not have done all of this
without a huge level of engagement by our staff team, funders, sponsors, and the generous donations
of many individuals across the county.

In summary no two days have been the same, we have laughed and cried through all the adversity but

we have worked, survived and thrived together. That's why our persistence to the AUKL Vision remains
“Until Everyone is Living Their Best Later Life”.
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Victoria Buyer
Chair of Trustees
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Chief Executive

This has been a year of challenges and inspiration at Age UK Lancashire, ending with many positives for
us to reflect upon.

Like many charities, we found Covid to be a significant challenge on many levels. All 4 of our
directorates (People, Operations, Finance & Business Development) faced significant pressures and
difficulties and | am very proud of what they were able to achieve working closely alongside our
supportive and engaged Trustees to navigate the unique year and circumstances that we faced.

I've been inspired everyday by our Age UK Lancashire Heroes — our front-line staff, who continued to do
their day-to-day work and to support our customers, who had never needed us more. They found new
and imaginative ways to do things and made a positive difference in so many older people’s lives.
Although we couldn’t have our usual annual celebration together physically, we did hold a video event
where we were able to celebrate what we had been able to achieve and thank our wonderful
colleagues for their excellent work.

Covid turbo-boosted some of our plans and we quickly developed our digital infrastructure and service
delivery. We put new services in place very early on in the pandemic, such as Good Day Calls, checking
that vulnerable older people were cared for and had what they needed, as well as providing them with
social interaction. We set up shopping and prescription collection services, a digital Dementia Hub,
ensuring that people with Dementia and their carers continued to receive and benefit from our support
and that of other professionals who engaged with this service. We provided digital devices and the
support to use them, keeping isolated older people connected with the outside world and their loved
ones. Many of these services have proved so beneficial that we hope to find new funding and to
continue them in the longer-term.

We have developed and benefitted from our corporate and charitable partners and donors, who have
helped us in so many ways and you’ll see the scale of their generosity throughout this report, and I'd
like to take this opportunity to thank them as their support made a huge difference to us. | would also
like to recognise and thank the remarkable individuals who raised funds for Age UK Lancashire and
you'll see what they achieved in this report.

We achieved all of the above and as well as maintaining business as usual activities and additionally
reviewed and refreshed our Vision, Mission & Values, developed our scorecard and reporting systems,
reviewed our Governance, welcomed new trustees & staff and maintained our quality standards.



Whilst we have so much to be proud of as we reflect on our successful year, we look into the new year
with some uncertainty — the income landscape has changed and although it was always a challenge, it
now feels even more unsure and there is still uncertainty around Covid and the potential for further
implications. We are however in a strong position to face these challenges and have developed a new
Annual Business Plan, highlighting and focusing on our priorities for the coming year.

Our priorities include further digital improvements, such as moving to the cloud and improving on our
finance & HR software, further development & delivery of Dementia MCST (Mental Cognitive

Stimulation Therapy), developing our retail portfolio and improving on our diversity and inclusion.

| am proud to lead this very special charity as we move into 21/22.

/J/J %_f

Teri Stephenson
CEO
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Impact Report

—_ = = e

Total number of older Total welfare Number of phone
people supported during benefits claimed calls responded to
the year

People supported following discharge from
hospital to remain independent and safe at
home and prevent re-admission. A 40%
increase in referrals on the previous year.

People supported to Tablets distributed to To deliver essential
help them manage isolated older people shopping, cleaning
their long-term health and supported them and support

condition (ICP service) to get online




Received in grant income of Secured from Raised from donations
which £282,058 was new, corporate fundraising and events fundraising
secured in-year

Increase in social Visits to our
media followers website

Bags of donations to our charity shops (approx.)




Our Supporters .
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