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C O N T E N T S Executive Summary

Welcome to Age UK Lindsey’s new Strategic Plan 
In October 2019, Age UK Lindsey produced our last three year 
Strategic Plan.  When this plan was launched, no one realised that 
only six months later the world would change and we would be hit 
by a global pandemic, which would cause huge disruption to our 
charity and made the Strategic Plan no longer fit for purpose.

Following the Covid crisis and then a ‘Cost of Living’ crisis; caused 
in part by a war in Europe and spiralling fuel costs, our charity has 
had to re-assess when the time was right to launch a new three 
year Strategic Plan.  

We feel this is the right time and our new plan is optimistic and 
builds on our previous successes, whilst taking into consideration 
the changes and challenges we face as a charity.
 

Our new Strategic Plan continues many of the successful 
achievements previously put in place, particularly the emphasis 
on partnership working and focusing on doing what we do well.  
It is a three year plan and gives focus to what we will do as a 
charity over the next three years, acknowledging the changing 
world we exist in.

The next three years are key within the history of our charity and 
at its core this Strategic Plan reaffirms our mission and ambition 
to help make later life a fulfilling and enjoyable experience for 
older people in East and West Lindsey and North Lincolnshire.

A Word from the Board 
For over 30 years Age UK Lindsey has worked to improve the lives 
of older people and we will aim, over the next three years of our 
new Strategic Plan, to provide support to help local older people 
to live healthier, happier and more independent lives within the 
resources available to us. 

We will aspire to deliver high quality activities and services and to 
meet the needs of older people, their families, friends and carers to 
identify changing needs and respond with the professional delivery 
of person-centred services, activities and campaigns. 

Supported by our dedicated staff and volunteers and through our 
partnerships with key organisations, we are committed to enabling 

individuals as they age to be able to experience more fulfilling lives 
and to ‘thrive’!

The Board recognise that the next three years will be challenging 
and we are determined to continue with strong governance 
and sensible financial management, to ensure we can still offer 
excellent local services with community at the heart of everything 
we do.

On behalf of Age UK Lindsey 
Board of Trustees
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Mission, Values & Social Impact

Mission
• To promote and improve the wellbeing of all older people 

50 and over, with a focus on those who are 65 and above, 
helping make later life a fulfilling and enjoyable experience by 
tackling loneliness, isolation and poverty.

Values
• We are caring, fair and respectful, in the way we treat people.
• We are accountable, transparent and open, in the way we run 

our charity.
• We are inclusive, positive and welcoming, in everything we do.

 Enablers
• Volunteering.
•  Developing Digital Maturity.
•  Excellent Fundraising.
•  People and Organisational Development.
• Financial Stability and Efficiency.

Objectives
• To support older people to thrive at home for as long as 

possible.
• To support older people to be healthy and well in later life, 

enabling more years to be spent in good health.
• To help reduce levels of loneliness and isolation and the 

negative impact on health and wellbeing by supporting older 
people to be socially active and connected.

• To develop a range of interventions and services that can help 
older people to develop their resilience in challenging times.

• To work closely with older people to ensure they can influence 
and campaign on issues that can help change the narrative 
around ageing and older adults.

In order that we are maximising the resources needed to 
deliver our objectives and priorities, we are developing strategic 
partnerships with key organisations such as Lincolnshire Fire and 
Rescue, Magna Vitae and Carers First and also working with other 
local Age UKs such as Age UK Lincoln and South Lincolnshire, so 
we can have a more joined-up approach to service delivery. 

1991

June 
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2021

We are positive and optimistic about 
the next three years and beyond, but 
recognise the challenges we have to 

meet in order to maintain the standards 
expected of this charity and the decisions 
we will need to make in order to maintain 

financial stability and growth.
Andy Storer, CEO

“

”
Andy Storer, CEO Age UK Lindsey receiving a cheque for £3128.60 

from Claire Parker-Robson at Wilkin Chapman Solicitors

Chief Executive’s Introduction
For over 30 years Age UK Lindsey (previously Age Concern Lindsey) 
has been supporting older people in East and West Lindsey and 
since 2017 supporting North Lincolnshire, by delivering a wide 
range of services in the home and community, which reach out to 
older people in need and who really benefit from our support. 

Our work happens in a rapidly changing environment and our 
strategic direction must allow room for change.  Our strategic 
plan has been written with the intention of being adaptable and 
account for emerging opportunities.  

What will remain constant, however, is that our services, projects 
and activities will continue to support the needs of older people, 
with our aim of helping those who are socially isolated, feeling 
lonely, or are vulnerable or experiencing poverty, to enjoy their 
later years as best as possible.

Because our charity has existed for over 30 years working in local 
communities, we have a deep understanding and experience of 
the kind of issues and problems older people are facing and we 
are dedicated to providing a range of services, information and 
practical help to overcome the worries and difficulties that are 
faced in later life.

Like many charities, we face the challenge of finding funding to 
resource the services we deliver.  It is difficult and is becoming 
more difficult every year with the continued rise in minimum wage 
and running costs, but we do the best we can.

Our Strategic Plan 2023 – 2026 responds to the changing 
landscape we face as government policy, the economic climate 
and the changing needs of our beneficiaries mean that we need to 
adapt and innovate. We need to build strong relationships with key 
partners to enhance the services we deliver, whilst remaining an 
independent charity in our own right.

There will be big challenges over the next three years, as the need 
to generate more income to meet the demands of an increasing 
older population and the continued rise in running costs, including 
the minimum wage, continue to put our finances under pressure. 

We are also looking at how we improve our digital approach and 
find new ways of delivering services to our clients.  It will be these 
innovations which will help the charity become what we all want 
it to be and ultimately provide the quality of service that our 
beneficiaries require.    

Andy Storer
Chief Executive Officer, Age UK Lindsey

 Age Concern Lindsey as it was then known, was established by a group of dedicated people determined 
 that older people should have better services, meeting in offices at St. George’s Hospital in Lincoln. 

  The charity relocated to The Old School House (TOSH) on Manor House Street in Horncastle and in April 2010, the Board 
 of Age Concern Lindsey agreed to become a Brand Partner of the new national charity Age UK, which formed as a 
 result of the merger between Age Concern England and Help the Aged.  

 The charity became known as Age UK Lindsey and has continued to operate as a local, independent charity and Company 
 Limited by Guarantee.

 During the height of the Covid-19 pandemic we managed to survive immense challenges, including the temporary 
 closure of our 8 leased Charity Shops across the Lindsey and North Lincolnshire area and closure of our ‘paid for 
 services’ due to Covid restrictions, losing income for 7 out of 12 months. 

 We were very proud to stay in business during this time, despite having to make some very difficult decisions, including  
 cessation of our Independence at Home and Community Transport services and we still managed to celebrate our  
 30th anniversary, with ‘virtual’ celebrations taking place!

About Age UK Lindsey
Age UK Lindsey provides services in the Lincolnshire district council areas of East Lindsey and West Lindsey and also North Lincolnshire, covering 
an area of 3766km2, with large areas of rurality and coast as well as some key urban towns such as; Skegness, Mablethorpe, Louth and Horncastle 
in East Lindsey, Gainsborough, Caistor and Market Rasen in West Lindsey and Scunthorpe, Brigg and Barton upon Humber in North Lincolnshire.
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Key Facts
Some key facts about older people in the Lindsey area which have informed this Strategic Plan and the way 
we target our charity resources

Size and diversity of our area

Age UK Lindsey serves an area with a

East Lindsey

Aged 65 and over

West Lindsey

Aged 65 and over

North Lincolnshire

Aged 65 and over

142,300

42,500 (30%)

95,200

23,800 (25%)

169,700

Nationally, the proportion of 
the population aged 75 and 
over is projected to rise from 
8% in 2018 to 13% in 2043, 
while the proportion aged 85 
and over is projected to rise 
from 2% to 4%.

The older population is 
also projected to rise, with 
the over 85 age group 
increasing by 186% by 
2028 in rural areas - 
compared to 149% for 
the UK as a whole.

37,300 (22%)

Horncastle and the nearby town of Woodhall 
Spa have the highest proportion of over 75’s 
in Lincolnshire. In the last Census (2021), the 
proportion of over 75’s living in the area in 
and around Horncastle and the coast was over 
20%, compared to the average for Lincolnshire 
of 9%.
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Total Population
Population Breakdown

407,180
with over 104,700 (25.7%) 
aged 65 and over
National average 18.4%

By 2039 more than half of people 
living in East Lindsey will be aged 
over 65 years

By 2035, a total of 2,555 adults 
aged 65 or over in West Lindsey are 
predicted to have a diagnosis of 
dementia, which equates to 7.81% of 
the population.

By 2040, the number of older 
people aged 65 - 79 years in North 
Lincolnshire will increase by some 
6,800, which is equivalent to a 25% 
rise on current numbers

Total area Age UK 
Lindsey covers

twice the size of 
Greater London

3766m2 98% 97% 94.3%
2% 3% 5.7%

White 
population

White 
population

White 
population

East Lindsey West Lindsey North Lincolnshire

Non-White 
minorities

Non-White 
minorities

1.2% are from the Asian 
community

3.3% are from the Asian 
community

Non-White 
minorities

East Lindsey West LindseyNorth Lincolnshire

33rd 127th

The number of people 
developing late onset dementia 
in our area is increasing 
incrementally and at a faster 
rate than nationally. 

North Lincolnshire already has 
higher than average and rising 
unscheduled hospital admission 
rates for older people with acute 
and chronic long term conditions.

Mablethorpe and Skegness in East Lindsey 
show significantly poorer health for older 
people and those suffering limiting long term 
illnesses than elsewhere in Lincolnshire and 
has high health inequalities along the coast.

National average life expectancy in the UK (median age at death) of 82.3 years for 
males and 85.8 years for females and the modal (most common) age at death of 
86.7 years for males and 89.3 years for females.

The Index of Multiple Deprivation 
suggests that high levels of 
deprivation exist around the East 
Lindsey coast of Lincolnshire, 
particularly around the towns 
of Mablethorpe and Skegness, 
compared to the national 
picture. These areas are in the 
top 10% of England’s most 
deprived places.

out of 326 out of 326
‘Health inequality’ along 
the coastal area of East 
Lindsey is one of the 
highest in England.

A large percentage of the 
pensioner population in 
Scunthorpe is affected by 
a lack of income.

Three wards in Gainsborough are the most 
deprived in the district, particularly Gainsborough 
South West and Gainsborough East, with streets 
including Bridge Road, Clinton Terrace and Trent 
Street named as the poorest in Lincolnshire.

Life Expectancy

1 in 4
of the population 
are reported to 
have a limiting 

long term illness 
or disability
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North Lincolnshire

Health of our area

Deprivation within our area

The proportion of pensioners in Lincolnshire and North Lincolnshire that claim pension credits is similar to the national 
average. However, in Gainsborough, Scunthorpe, Mablethorpe and Skegness the number of claimants is significantly higher.

161st
out of 326
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SWOT Analysis

STRENGTHS WEAKNESSES
• We have committed and professional staff 

drawn from the local area.
• We have over 160 volunteers working more 

than 10,000 hours per year for the charity.
• We have an experienced and responsible Board 

of Trustees.
• We are able to generate income from our 

network of charity shops. 
• We are clear about the issues facing our clients 

and deliver ‘needs led’ services.
• We have shown resilience to survive Covid 

when many other charities have closed.
• We have a very well-known and good local 

reputation.
• We are a brand partner of one of the best 

known charities in the UK.

• We need to improve the publicity and promotion 
of our charity as a local concern.

• We need to develop our financial sustainability 
including strong stakeholder partner 
relationships, diversified funding, sufficient cash, 
realistic and justifiable levels of unrestricted 
reserves, robust risk management, and 
awareness of overheads.

• We need to be better at fundraising and income 
generation to support our future sustainability.

• We need to build our staff and volunteer 
capacity to manage current demand and deliver 
more services and activities.

• We need more income to continue delivering 
services at current level.

OPPORTUNITIES THREATS
• We want to develop our approach to digital 

technology, in particular around fundraising.
• We want to positively develop our digital 

approach to better support our staff, volunteers 
and clients.

• We want to develop better strategic 
partnerships with other key and like-minded 
providers, including Age UK.

• We want to expand our social enterprise 
activities.

• We want to expand our range of services and 
activities.

• We want to be seen as the leading local charity 
for older people.

• We have an increasing number of older people in 
our area who require services and our support.

• We need to review how services are delivered 
and better focus resources.

• We need to be able to respond to the political, 
social and economic changes affecting our 
clients and wider sector.

• We need to be more aware of who our 
competitors are and who our partners need to be.

• We need to ensure better income generation, 
increase reserves and reduce reliance on our 
shops as the largest source of income. 

• We need to strive for excellence and not 
become complacent or risk averse.

• We may not be able to deliver our services at 
current levels without more income.

• We need to be in more suitable and accessible 
premises for back office functions and delivery 
of services.

PESTLE Analysis

 Political 

• Unstable political environment.
• Covid-19 continuing challenges.
• Changing social care policies and NHS funding.
• Imbalance between demand and capacity.

 Social 

• Mental health issues as a result of Covid-19 and the ‘cost of 
living crisis’.

• Increased ageing population requiring more health and 
social care.

• Rising automisation resulting in increased isolation.
• The over 65’s population in Lindsey and North Lincolnshire is 

higher than the national average. 
• Higher demand for care for the elderly along with increasing 

costs for care homes.
• High vacancy and staff turnover rates in the social care sector.

 Legal 

• Government intention regarding the repeal of EU regulations 
and whether they replace them with UK-drafted alternatives. 
These include:

• The Working Time Directive.
• Procurement and competition law. 
• Regulation of medicines and medical devices.
• Regulation to enable common professional standards 

in medical education.
• The transition from the European Human Rights Act to 

the proposed British Bill of Rights.

 Economic 

• Economic uncertainty and the ramifications of Covid-19.
• Cost of living crisis.
• Shortfall in funding for the NHS to meet demand, leading to 

increased demand on our charity.
• The Government’s economic agenda to reduce inflation and 

drive growth.
• Continuing pressure on public finances.

 Technological 

• Continued implementation of good communication and 
digital technology systems. 

• Continued investment in IT and moving from a physical 
server to the ‘cloud’.

• Continued investment in our new client database – Salesforce.
• Embedding our new HR system (Sage HR) to make the most 

of new developments and ways to support staff. 
• Continued development of our website and social media 

channels.

 Environmental

• To reduce the environmental footprint of the ageing 
population of our area by promoting greener attitudes and 
behaviour, sustainability and individual lifestyle choices.

• Continued recycling of donated clothes and bric-a-brac 
through our shops.  

• Continued disposal of clothes that we cannot sell using 
textile recycling companies – giving additional income.

• Consideration of the environmental impact in the projects 
we develop.
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Finance
The charity income sources are currently derived from:

Charity Shop 
Sales

Home Support and Deep 
Clean ‘paid for’ service

(in partnership with Age UK Lincoln 
and South Lincolnshire)

Grants including 
Henry Smith, National 
Lottery, Nationwide 

and Key Fund 

Fundraising 
including District 

Lotteries

Legacies

Finance Chart
 

During the lifespan of the strategic plan, it 
is likely that funding will remain a challenge 
for the charity and therefore it is imperative 
that we control our finances to ensure:

• Our unrestricted income keeps up 
with the pace of growth 

• Our services continue to develop, 
grow and innovate 

• Our systems and infrastructure 
can support and facilitate growth

Our aim is to have an operational surplus 
by the end of year three, utilising efficiency 
and innovation in our operations to improve 
the sustainability of services, whilst 
maintaining quality. Digital technology will 
play a huge part in this, but we will also 
continue to pro actively source income 
from fundraising, grants, legacies, paid-for 
services, charitable activities and our shops.

Fundraising & Investments

Charitable Activities

Trading Activities

Income Expenditure

Raising Funds

Charitable Activities

1200

£000’s

1000

800

600

400

200

0

Year 1 Year 2 Year 3

Over the next three years, it is likely that finance will remain a real 
challenge for the charity and new ways to generate income will 
have to be secured in order to meet the needs of an increasing 
older population in our area.

We need to develop our financial sustainability including strong 
stakeholder partner relationships, diversified funding, sufficient 
cash, realistic and justifiable levels of unrestricted reserves, robust 
risk management and awareness of overheads.

The aim is to have an operational surplus within the third year of 
the plan and we will need to identify additional sources of income 
for projects. Age UK Lindsey are pro actively fundraising and seeking 
grant funding, to enable service delivery to continue in what is a 
difficult time for charities. These grants supplement the income 
from our successful network of charity shops across the region. 

We will also look at what efficiencies and innovations can be 
found within our operations over the next three years to improve 
sustainability of services, whilst maintaining quality. Digital 
technology will play a huge part in this and finding new ways to 
support our service delivery and capacity will be vital.

Over the next three years Age UK Lindsey will move towards all of our 
services being self-sustaining by operating a full cost recovery model, 
enabling the charity reserves to be used to develop new services. 
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Single Point of Contact –
THRIVE Team

 

In our last Strategic Plan (2019 – 22) we had said that we would 
commit to a ‘Single Point of Contact’ approach to managing client 
contact.  This is now in place and all enquires coming into the 
charity asking for service support, come via our Client Support Team 
(THRIVE Team).

Over the next three years, the THRIVE Team will be responsible 
for the day-to-day coordination of service requests coming into 
the charity, aiming to help alleviate client frustration, leading to 
increased customer satisfaction. 

THRIVE stands for Together we will support older people 
to stay at Home and Remain Independent by reducing 
Vulnerability through positive Engagement (THRIVE).

The THRIVE Team will enable us to give a person-centred approach 
to our clients and manage interactions more effectively and 
efficiently. The aim is to increase client satisfaction and confidence 
in the services and support we provide and for us to better 
understand the issues our clients are facing.

The THRIVE Team will also have a key focus for the following area 
of concern for older people. 

Safe and Warm Homes 

Age UK Lindsey can help older people stay safe and warm within 
their home. Our Safe and Warm Homes Programme will aim to help 
and support older people to maximise their income, improve energy 
efficiency and to stay warm and safe during the winter months. 

Our Safe and Warm Homes Plan will target the most vulnerable 
and ‘fuel poor’ older people to offer help to those who contact or 
are referred to our charity. 

We class a vulnerable older person as someone who is over 55 
years of age, with a focus on those 65 and over and have at least 
one of the following:

• a low income (means-tested benefits or on an income below 
£16,190 per annum).

• a long-term health condition.
• lives in a ‘hard to heat home’.
• has been a victim of a scam or fraud or is worried that they 

might be at risk of a scam or fraud. 

Scams Awareness
 

As well as struggling with the cost of living crisis, we know that 
many vulnerable people are at risk of being targeted by scams 
and fraud, as unscrupulous people see opportunities to take 
advantage of older people when they are at their lowest point and 
therefore we will also look at initiatives that can help prevent and 
support victims and potential victims of scams. 

Age UK Lindsey are a ‘Friends Against Scams’ organisation and 
this will help older people know they are getting a trusted person 
in their home. 

Along with the focus on scams through our THRIVE Team we will, 
during the first year of the new Strategic Plan, pilot a scheme in 
the north of our area where we offer support and advice to victims 
and those identified as potential victims of scams and fraud.  

Age UK Lindsey’s Focus for Service Delivery Information, Signposting and Advice 
Service 

The provision of Information, Signposting and Advice, free to 
customers at the point of service delivery, will again remain a key 
charitable service for Age UK Lindsey over the life of this Strategic 
Plan and is one of the main requirements of our Brand Partnership 
Agreement with the national Age UK charity.
 
The Age UK Lindsey Information, Signposting and Advice Service is 
extensively used and very highly regarded by our clients.  

In 2021/22, our Information, Signposting and Advice Service 
delivered nearly 6000 hours to over 1000 clients referred to the 
service.  The service made over 3986 telephone calls and visited 
many vulnerable older people once the Covid restrictions eased.

Most of the enquiries we received were regarding the cost of living 
and entitlement to means tested and health related benefits.

Due to the involvement of our Information, Signposting and Advice 
Service team we secured over one million pounds of unclaimed 
benefits for older people in 2021/22 across our area; although 
because of a reduction in the capacity of our team this is less than 
in previous years, we are still aiming to secure at least one million 
pounds of unclaimed benefits every year during the life of the new 
Strategic Plan.

This still places us as one of the leading Information, Signposting 
and Advice Services in the East Midlands Region, rivalling many 
larger Age UK’s across the country. 

Our Information, Signposting and Advice Service currently holds 
the Age UK Information and Advice Quality Programme (IAQP) 
and we aim to secure this again during the next three years of 
our Strategic Plan, along with the new Quality of Information and 
Signposting Standard (QISS) as we aim to continue our high level 
of performance.

The service also provided information on a wide range of other topics, 
such as residential and non-residential care and housing issues.

Age UK Lindsey’s Information, Signposting and Advice Service 
is currently delivered through a range of telephone contacts, 
home visiting and community drop in’s and this will remain a key 
priority for Age UK Lindsey over the next three years. 

Befriending Service

The provision of a Befriending Service will remain a key charitable 
service for Age UK Lindsey over the next three years, providing 
companionship for isolated older people and the opportunity 
for them to develop new relationships and be supported to 
participate in social group activities. 

Mental health

The Befriending Service offers both one-to-one support and 
opportunities to help older people engage with others through 
social activities such as Friendship Groups and Coffee Clubs. 
Currently, we have over 60 volunteers working to support the 
service and we deliver over 300 hours per month of support.

Over the next three years, we will especially target support on the 
East Coast of our area through funding we have received, with a 
focus on those 65 years and older, who are at risk from loneliness 
or social isolation.

We will also signpost clients to other services offered, such as 
those delivered by Age UK Lindsey and also by other key partner 
organisations.

Keep Connected Service

The Keep Connected Service will offer support to older people 
living in East Lindsey, West Lindsey or North Lincolnshire who are 
at risk of social isolation or exclusion because of where they live or 
due to lack of digital resources or digital knowledge. 

This service includes a number of projects, all designed to ensure 
that older people can keep connected in a growing ‘digital world’ 
and have equal opportunity to access information and support 
and our other services. 

Over the three year life of this Strategic Plan, Age UK Lindsey will have a more targeted focus on several key 
areas of service delivery, which we feel will bring the most benefit to older people and be the best use of charity 
resources.
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Mobile Outreach Project – The Keep Connected Infobus
 
The Keep Connected Infobus is our Community Outreach Support 
Project. We make visits to locations across East Lindsey, West 
Lindsey and North Lincolnshire; such as supermarkets, community 
centres and local markets. We offer the opportunity to meet our 
staff and volunteers for free information about our services, to 
find out more about volunteering opportunities and ask us for help 
with getting online and improving digital skills. 
 
We are often joined by other local service providers, including 
Lincolnshire Fire & Rescue, Lincolnshire Police, the Safer 
Neighbourhoods team, Magna Vitae and Carers First, ensuring 
that older people have access to information about topics that are 
important to them.

Digital Support Project

Age UK Lindsey are part of a group of other local Age UK’s taking 
part in a Digital Support Project with the national Age UK charity.  
It will be a priority to secure further funding to ensure we can 
continue to deliver digital support to older people.

The project will strengthen digital leadership within the charity and 
produce an agreed digital strategy for the charity to implement.

Tablet Loan Scheme

In addition to the digital skills support we offer, we have also 
rolled out a Tablet Loan Scheme, so that older people can borrow 
a tablet with internet connectivity on a loan basis.  This allows 
them to ‘give it a go’ and improve their confidence ahead of 
making the decision about buying their own technology.

Home Support, Gardening and Deep 
Clean Service

Age UK Lindsey and Age UK Lincoln and South Lincolnshire have 
been working closely with one another in different ways over a 
number of years, more so recently when we worked together to 
deliver the Volunteer Visitor Host project funded by Lincolnshire 
County Council.  

We have identified the benefits to both older people and to our 
organisations by exploring this approach further by working in 
partnership to provide a much needed Home Support and Deep 
Clean Service across Lincolnshire, helping more older people to 
remain independent in a home of their choice for longer.

This partnership approach will provide ‘Home Support’ such as 
light domestic cleaning, shopping, prescription and pension 
collection. 

The service will also provide Gardening and a ‘Deep Clean’ service 
to clients who might be struggling to keep on top of hygiene in 
the home, or are returning from hospital and needing additional 
support to clean the house.

All of the Home Support Assistants will be insured, DBS checked 
and regularly supervised. 

Community Social Activities

We will look to provide social activities within local communities, 
which can help address isolation and loneliness. This will include 
linking with targeted care homes to deliver activities which help 
stimulate and engage and providing Friendship Groups and Coffee 
Clubs in targeted areas, such as along the East Coast and in rural 
locations.  We will also have a focus on older people with dementia.

Dementia Support

Over the next three years of this Strategic Plan we will be looking 
at how we can better support older people living with dementia. 
Through our services and projects, we will look at ways in which 
we can support both those with dementia and those in a caring 
role. This will be through identifying staff and volunteers who 
will be our ‘Dementia Champions’, offering information and 
signposting for those needing more help and also having specific 
activities such as Friendship Groups giving support to those 
suffering with dementia and their carers.

Fundraising and Events

Age UK Lindsey will provide opportunities for our staff, volunteers, 
supporters and membership to come together to celebrate the 
work of the charity, raise money to support the work of our charity 
and find out more about the services we offer, whilst bringing 
local communities together.

We will identify new ways to fundraise, including digital 
fundraising and harness the enthusiasm of staff, volunteers, 
partners and supporters within local communities. 

The charity will aim to deliver four key events on an annual basis, 
including our Summer Festival, Staff and Volunteer Awards and 
our Annual General Meeting with Christmas Fair, along with one 
other major fundraising event.

Charity Shops

Our Charity Shops are in the heart of local communities offering 
employment and volunteering opportunities, whilst providing a 
gateway into our services with customers having the opportunity 
to ask about what we do as a charity, or by picking up a leaflet or 
information sheet.

For those who volunteer in our charity shops it can help tackle 
depression and loneliness. Research carried out by the Royal 
Voluntary Service has shown volunteering can reduce feelings of 
depression and social isolation and improve satisfaction with life.

Our Charity Shops provide high quality items at affordable prices, 
generate income to support our charitable services, recycle and 
reuse unwanted donated items, employ people from the local 
economy and provide a community interaction for our volunteers 
and customers.

Online Selling

We are looking to develop our online selling during the next 
three years of this Strategic Plan.  We currently have a Charity 
eBay Shop and we are looking at how we can better support this 
and improve income.

We will also look at other ways we can utilise online selling over 
the next three years. 
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Key Strategic Priority Areas 
Creating this Strategic Plan has been a comprehensive and robust process involving trustees, staff, 
volunteers and clients. We have identified five key strategic priority areas that we will focus on over 
the next three years.

Thriving at 
Home 

Healthy and Well

Influencing and 
Campaigning

 Socially Active 
and Connected

Resilient in 
Challenging 

Times

Over the next three 
years our aim is:

To support older people to thrive in their 
home for as long as possible.

Our reason
for this is:

Older people tell us that maintaining their 
independence and continuing to thrive in 
their home is very important to them as 
they grow older, even when they need help 
to manage their day-to-day tasks. 

The key outcome
will be:

Older people will remain living 
independently for longer and be less likely 
to need to go into hospital or care.  

Our goals over the next three years
to achieve this are:

To deliver home support, deep cleaning and gardening services to 
older people in their own homes, through a partnership approach 
with Age UK Lincoln and South Lincolnshire.

To develop a new Trusted Trader Scheme so older people can 
find trusted local tradesmen or tradeswomen, who have been 
assessed and endorsed by Age UK Lindsey.

To continue to deliver safe and warm home projects supporting 
older people to thrive in their own homes, including providing 
energy saving advice and practical ways to stay warm for those at 
risk of fuel poverty.

To further develop the Organisational Accounts Database (OAD) of 
local statutory and non-statutory partners for onward referral and 
signposting of clients who need help from other services.

To develop a new Handy Person Service to support older people 
with small, practical jobs to make their lives easier and safer. 

We will know we have 
succeeded when: 

We have consistently increased the number of older people 
receiving home support, deep cleaning or gardening services 
across East Lindsey and West Lindsey over the three years of this 
Strategic Plan and received 85% satisfaction rating from clients.

We have identified a range of local tradespeople, who can provide 
‘trusted’ help to older people in our area by January 2025.

We have received 90% positive feedback by April 2024 from those 
older people who have been supported during the winter months 
through our safe and warm homes projects; such as the Warm 
Homes Programme and our Winter Warmth Packs.

We have been able to provide a range of support to vulnerable 
older people through signposting and referring clients to other 
services and the most appropriate sources of community help 
over the three years of this plan.

We have developed a new Handy Person Service across targeted 
areas by September 2024.

  Thriving at Home
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Over the next three 
years our aim is:

To support older people to enjoy a healthy 
later life, enabling more years to be spent 
in good health with positive mental 
wellbeing.

Our reason
for this is:

We know that older people tell us that 
having good health and good mental 
wellbeing in later life benefits them and 
the whole of society, by maintaining 
older people’s social and economic 
contributions, minimising the cost of care 
and improving quality of life. 

The key outcome
will be:

Older people will stay healthy, active 
and independent for as long as possible 
through accessing support, which will 
sustain their physical, mental and 
emotional health and wellbeing. 

Our goals over the next three years
to achieve this are:

To provide opportunities for older people to access health and 
wellbeing activities through developing a partnership with Magna 
Vitae Leisure and other key partners.

To provide accessible information and signposting on a range of 
social activities and health and wellbeing related topics to support 
older people to enjoy the best possible quality of life and find the 
right services (often in their local area) to support them.

To focus our resources on those older people with the highest 
identified needs to ensure they receive the highest levels of support.

To support older people to understand the wellbeing benefits of 
volunteering and finding suitable volunteering opportunities as 
they grow older.

To actively promote Health and Wellbeing Campaigns being 
run locally and nationally, which support older people to stay 
healthier in later life.

We will know we have 
succeeded when: 

We have a Memorandum of Understanding in place with key 
partners which enables us to signpost older people to physical or 
emotional wellbeing activities across our joint area of benefit by 
January 2025.
 
We will have provided clients with information and signposting on 
a range of social activities and health and wellbeing related topics 
to support them to remain healthy and well over the three years 
of our Strategic Plan.

We will have mapped the areas of greatest health inequality 
across our area by December 2023 to ensure we can deliver 
targeted interventions, which make best use of charity resources.

We have seen a 15% increase from our current baseline number 
of volunteers aged 65 and over volunteering for our charity by the 
end of this plan. 

We have actively promoted through our social media and our 
website, a minimum of two campaigns per year, highlighting the 
need to be healthy and well.

  Healthy and Well 

Over the next three 
years our aim is:

To help reduce levels of loneliness and 
isolation and the negative impact on 
health and wellbeing by supporting older 
people to be more socially active and 
connected.

Our reason
for this is:

Older people tell us that being socially 
active and maintaining positive social 
connections, is central to their wellbeing 
and health. Having contact with friends, 
family and others fulfils a natural human 
need to feel supported, valued, and socially 
connected, providing many other health 
and well-being benefits.

The key outcome
will be:

Older people will feel less isolated and 
alone and have opportunities to be socially 
connected within their community.

Our goals over the next three years
to achieve this are:

To provide a Befriending Service to older people who are isolated, 
housebound or living with poor mental health across East Lindsey, 
West Lindsey and North Lincolnshire, with a particular focus along 
the East Coast.

To develop Friendship Groups/Coffee Clubs along the East Lindsey 
coastal area to encourage social interaction and new friendships.

To deliver Friendship Groups/Coffee Clubs within targeted care 
homes across East Lindsey, West Lindsey and North Lincolnshire, 
providing a creative and active community life for residents.

To encourage and promote older peoples use of digital services and 
information technology that positively supports them to access local 
activities, support and services and provides digital skills support in 
the most ‘digitally deprived’ areas of our local communities.

To deliver a three-year programme of targeted outreach sessions 
providing support and charity services in the most socially isolated 
areas through the Keep Connected InfoBus. 

We will know we have 
succeeded when: 

We have supported older people to feel less socially isolated and 
lonely through receiving a befriending visit, telephone call or 
having ‘virtual’ interaction with others over the life of the Strategic 
Plan and by September 2025 developed a way to benchmark 
how older people’s confidence levels improve because of their 
engagement with our Befriending Service.

We have new Friendship Groups/Coffee Clubs in operation in 
coastal areas by March 2024.

We have Friendship Groups/Coffee Clubs operating in targeted 
care homes by May 2025.

We will have feedback from 75% of older people using digital 
services, saying they feel more confident online following support 
across the life of this plan. 

We have a programme of targeted mobile outreach sessions in 
place across East Lindsey West Lindsey and North Lincolnshire, 
between April and September in each year of this Strategic Plan.

 Socially Active and Connected
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Over the next three 
years our aim is:

To develop a range of interventions and 
services that can help older people to 
develop their resilience in challenging times.

Our reason
for this is:

Older people have told us that later life can 
bring specific challenges such as poor finance 
and poverty, bereavement, ill-health such as 
dementia, career transitions and retirement 
or the break-up of a close relationship, 
making it harder for them to ‘stay strong’ and 
cope with their situation.

The key outcome
will be:

Older people will feel supported to cope 
with changes and challenges in their lives 
and be helped to exercise control and 
choice when making informed decisions.

Our goals over the next three years
to achieve this are:

To provide accessible and quality assured information, signposting 
and advice to older people on topics such as money & benefits, 
legal matters, costs of care and other issues important to them.

To work in partnership with key agencies such as Lincolnshire 
Police, Humberside Police, Trading Standards, Citizens Advice and 
Action Fraud to offer help to those affected by scams and fraud 
and provide practical support as needed.

To continue to promote the Age UK Lindsey’s Gertrude Penny 
Fund, enabling it to be used to provide better support to those 
most vulnerable older people affected by poverty, including fuel 
and food.

To identify and develop a range of support for older people 
suffering from dementia through our ‘dementia champions 
team’ who will offer support to those with dementia and provide 
information about local support services.

To provide a person-centred approach and assessment of the 
needs of older people at their first point of contact with the 
charity through our Single Point of Contact, Thrive Team.

We will know we have 
succeeded when: 

We have secured at least one million pounds of previously 
unclaimed benefits per year and of those clients supported 80% 
are ‘very satisfied’ with service received over the three years of 
this Strategic Plan.

We have directly helped vulnerable older people at risk of scams 
and fraud in our area through provision of one to one support, 
group awareness sessions and targeted events and outreach 
sessions over the life of this plan.

We have supported the most vulnerable older people by providing 
direct help through the allocation of hardship monies from the 
Gertrude Penny Fund over the next three years.

We will have ‘scoped’ a plan and new approach for supporting 
those suffering with Dementia and identified a range of 
interventions we can offer by April 2024.

We will have provided information and signposting for a minimum 
of 6000 individual clients over the three years of this plan, 
through our Single Point of Access (Thrive Team), with the team 
also achieving the new Quality of Information and Signposting 
Standard by April 2024.

  Resilient in Challenging Times

Over the next three 
years our aim is:

To work closely with older people to ensure 
they can influence and campaign on issues 
that can help change the narrative around 
ageing and older adults.

Our reason
for this is:

Older people tell us that they benefit 
from participating and being involved 
by feeling that they are ‘making a 
difference’, feeling useful, gaining 
confidence and skills, and ‘having a say’ 
on issues that they care about.

The key outcome
will be:

Older people will be more engaged in 
their local communities and will have 
increased their confidence to identify 
issues of importance to them both locally 
and wider spread.

Our goals over the next three years
to achieve this are:

To focus our campaigning on where we believe we can achieve the 
greatest impact with decision makers on local and national issues, 
such as funding for health, care and support systems, cold homes 
and loneliness.

To identify ways to ensure older peoples voices are heard through 
the formation of an Older Peoples Forum in East Lindsey, West 
Lindsey and North Lincolnshire.

To extend the ways by which we gather feedback from older 
people about our services and activities and encourage better 
engagement with our charity. 

To review the charity membership scheme to ensure it is still fit 
for purpose and makes sure the charity is accountable to a wider 
body of stakeholders.

To raise the issues surrounding loneliness and isolation in Lindsey 
and North Lincolnshire through the commission of a video through 
Lincoln University, which can support social media campaigns.

We will know we have 
succeeded when: 

We have identified and actively promoted two key campaign 
issues per year over the next three years that are relevant to 
older people.

We have established three Age UK Lindsey Older Peoples forums 
in key identified locations by April 2025.

We have expanded the Customer Service feedback form into 
shops and services by the end of 2023.

We have a introduced a new membership scheme by January 
2024, which enables our supporters make an invaluable 
contribution to the life of our charity.

We have produced an intergenerational partnership video about 
loneliness and isolation in our area by December 2025, that can 
be used to support social media campaigns.

 Influencing and Campaigning
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Key Areas of Development
During the next three years Age UK Lindsey will look to focus on five Key Areas for development, 
improvement and innovation, which will ensure the successful execution of our strategy.

These five areas are:

Excellent 
Fundraising 

Volunteering Developing Digital 
Maturity

People and Organisational 
Development

 Financial Stability 
and Efficiency 

Over the next three 
years our aim is:

To ensure volunteering is at the heart of 
everything we do by providing access to 
volunteering opportunities, enhancing the 
volunteers experience and recognising the 
volunteer’s contribution to Age UK Lindsey 
and to older people in our area.

Our reason
for this is:

Volunteers are key to our workforce and 
volunteering can bring measurable benefits 
to the volunteer, individual beneficiaries, 
groups and organisations, communities, the 
environment and society at large. 
Volunteering helps sustain our charity and 
we depend on harnessing the enthusiasm, 
creativity, skills and abilities of our local 
volunteers.

The key outcome
will be:

Volunteers will feel valued and supported 
and feel a sense of achievement through 
volunteering, which in turn will support the 
capacity and structure of our charity.

Our goals over the next three years
to achieve this are:

To establish a reputation for excellence in volunteering and 
establish ways in which we recognise and value the key 
contribution volunteers make to our charity.

To have a clear Volunteering Plan in place that demonstrates 
our commitment to volunteering and gives clarity about the 
recruitment, management and support of all volunteers working 
for Age UK Lindsey.

To identify a team of volunteers who can support and make a 
difference to people living with poor mental health or behaviours 
associated with distress and/or impaired functions and their carers.

We will know we have 
succeeded when: 

We have developed a quality approach to volunteering by achieving 
the ‘Investing in Volunteers” accreditation by December 2026.

We have formally recognised the value of volunteers, through the 
delivery of an Annual Celebration event taking place each year for 
the next three years.

We have in place a Volunteering Plan by January 2024 that 
underpins Age UK Lindsey’s approach to volunteering and 
integrates with our Strategic Plan.

We have actively recruited a team of volunteers by March 2024, 
who will be able to support our approach to poor mental health or 
behaviours associated with distress and/or impaired functions and 
their carers.

  Volunteering
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Over the next three 
years our aim is:

To develop the use of digital technology 
across the charity, improving services and 
communication and providing cost savings 
through increased operational efficiency.

Our reason
for this is:

By embedding a digital approach across 
our charity, we will be better able to deliver 
our strategic priorities, create value, give 
our clients a better experience, streamline 
service delivery, develop a competitive 
advantage in fundraising and engage 
better with clients and stakeholders.

The key outcome
will be:

We will increase our ability to 
fundraise, enhance our marketing and 
communications approach and be 
better equipped to support day-to-day 
operations, with staff and volunteers 
better able to adapt and respond to the 
needs of our clients.

Our goals over the next three years
to achieve this are:

To migrate from having a physical server to storing charity 
information and data on the ‘Cloud’. 

To identify digital champions across the charity to promote, 
support and drive our approach to digital transformation ensuring 
our workforce and volunteers develop the digital skills and 
confidence required. 

To achieve increased fundraising revenue and improve ways to 
engage with clients by embracing new technology and digital 
transformation. 

We will know we have 
succeeded when: 

We have moved from having a physical server to a ‘virtual’ server 
by January 2024.

We have identified charity ‘Digital Champions’ by December 2023 
to offer support across the charity.

We have carried a review of all charity IT equipment and resources 
by December 2024 and prioritised a programme of replacement 
and upgrade.

 Developing Digital Maturity

Over the next three 
years our aim is:

To establish an approach to Excellent 
Fundraising that will inspire people to give 
money to our charity and improve our 
income generation over the next three years.

Our reason
for this is:

We need to build a secure financial future 
by developing a wide range of innovative 
strategies for generating income and 
fundraising, in order to sustain the charity 
over the next three years and beyond.

The key outcome
will be:

We will have developed sustainable and 
respectful relationships with individual 
and business supporters to ensure they 
are better engaged in fundraising for our 
charity and supporting income growth.

Our goals over the next three years
to achieve this are:

To develop a programme of fundraising activities that increases 
our unrestricted income.

To develop a strong brand identity with effective communication, 
marketing and fundraising operations that is understood and 
embraced by all staff, volunteers, clients and donors.

To maximise the sales and profit potential of each of our charity 
shops and further develop the approach to online selling of 
charity goods.

We will know we have 
succeeded when: 

We have in place a Fundraising Team by January 2024 made up of 
one paid member of staff and four volunteers, increasing annual 
fundraising revenue by 10% per year over the next three years.

We have developed a clear local brand identity by January 2025 
making clear to clients and donors that we are a local charity.

We have developed a programme of income maximisation for 
all shops by January 2024, which will include targeted shop 
refurbishment, staff development and volunteer recruitment.

We have identified two new opportunities to increase the number 
of charity shops in targeted key locations by January 2025. 

We have further developed our online sales and increased revenue 
by 20% by September 2024 from current baseline.

  Excellent Fundraising
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Over the next three 
years our aim is:

To develop a high achieving workforce 
of paid staff and volunteers within 
an environment that is beneficial to 
attracting and retaining people, offering 
an organisational culture that values 
diversity and ensures people are effectively 
developed and motivated, with their 
contribution recognised and valued.

Our reason
for this is:

Age UK Lindsey wants to create a charity 
where we deliver high quality customer 
based services, focused on the needs of 
our customers and on the efficient, flexible 
and environmentally sustainable use of 
our resources. Therefore, the workforce of 
paid staff and volunteers and the Board 
of Trustees need to have the skills and 
knowledge to deliver our strategic vision and 
take the charity forward.

The key outcome
will be:

Staff and volunteers working for the charity 
are appropriately skilled, developed, 
involved and engaged. 

Our goals over the next three years
to achieve this are:

To identify a clear Learning and Development Plan for all of our 
workforce (paid staff and volunteers).

To ensure our workforce has a forum where they can share their 
views about working for Age UK Lindsey and highlight their 
satisfaction and any areas for development.

To develop an Annual Staff Feedback (ASF) survey to focus on 
workforce support, development, health and wellbeing, and better 
engagement with the charity. 

To offer development opportunities to support the Board of 
Trustees to meet good governance requirements as required by 
the Charity Commission and also by Age UK through the Charity 
Quality Standard (CQS).

We will know we have 
succeeded when: 

We have developed a comprehensive Learning and Development 
Plan by December 2023. 

All staff have up-to-date Personal Development Plans reviewed as 
part of the annual performance review and development cycle by 
April 2024. 

We have developed an Age UK Lindsey Staff Forum by July 2024 
with representation from all charity departments.

We have developed an Annual Staff Feedback (ASF) survey by 
May 2024, with feedback from staff showing 85% satisfaction in 
working for Age UK Lindsey. 

We will have in place by January 2024, a Trustee induction and 
training programme, which identifies learning and development 
needs of all Trustees.

  People and Organisational Development

Over the next three 
years our aim is:

To remain financially viable by generating 
new sources of income, reviewing and 
improving existing sources of income and 
introducing realistic organisational and 
service efficiencies to ensure a secure 
future for the charity.

Our reason
for this is:

Age UK Lindsey wants to start building 
towards a sustainable future where we 
operate within our means and can better 
react to changing circumstances.

The key outcome
will be:

There will be enough finances to fulfil 
the mission of the charity and enable 
financial resilience.

Our goals over the next three years
to achieve this are:

To remain financially viable and enhance our financial 
independence by focusing on generating increasing levels of 
unrestricted income each year.

To constantly review organisational and service efficiencies to 
ensure that costs are affordable and realistically based on the 
resources available.

To develop new sustainable and diverse sources of income, such 
as the new Handy Person Service.

We will know we have 
succeeded when: 

We have increased the levels of unrestricted income for the 
charity from charity shops, our online shop and community 
fundraising by 10% from the current baseline for each year of this 
Strategic Plan.

We have introduced organisational and service level efficiencies 
and changes to the way we work each year of this plan, in order to 
better manage with our existing resources.  

We have implemented a pilot of a new sources of income by 
September 2024 with a ‘Handy Man’ service being delivered in 
targeted areas such as Horncastle, Caistor and Barton upon Humber.

Financial Stability and Efficiency
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Plans which underpin the Strategic Plan  
Sitting alongside this three year Strategic Plan will be a number of other plans, which give more detail about 
key areas of development across the charity.  These are as follows:

Fundraising and Events Plan

Our Fundraising and Events Plan will be an integral 
part of our wider Strategic Plan and will set out our approach 
to fundraising and delivering events for the coming three 
years. This plan will reference relevant ethical standards and 
codes of conduct, identify clear and realistic goals and map a 
pathway for achieving more income into the charity.

Community Engagement Plan

Our Community Engagement Plan will ensure that we 
engage with our local communities and stakeholders 
as fully as possible and we will need a plan to ensure this 
happens appropriately. It will ensure that the community 
are informed about and/or invited to contribute, through 
consultation or involvement, to projects, service delivery or 
policy changes relating to our charity including; services, 
events, strategic planning, campaigns and projects. 

Communications and Marketing Plan

Our Communications and Marketing Plan will support us to 
communicate effectively and meet our core organisational 
objectives. The key purpose will be to make people more 
aware of our brand and bring together our approach to the 
media, raising our profile, reducing negative impacts and 
increasing fundraising opportunities.

Learning and Development Plan 

Our Learning and Development Plan shows our intent as 
a charity to support individual, team and organisational 
learning, so assisting us to meet our mission and goals and 
drive improvement, as well as offering support and guidance 
on a range of staff health and wellbeing initiatives.

Volunteering Plan

Our Volunteering Plan will enable us to raise the 
profile of volunteering in our charity and give clarity about 
the recruitment, management and support of all volunteers 
supporting Age UK Lindsey.

Service Delivery Plan

Our Service Delivery Plans will clearly outline how 
each service and department across the charity will deliver 
their area of the business in the most efficient and cost 
effective way whilst meeting the aims within the Strategic 
Plan. This will include a Dementia Support Delivery Plan and a 
Safe and Warm Homes Delivery Plan.

Evaluating and Sharing Success
In order to measure our social impact we have set out our goals and priorities within this Strategic Plan. 

We have exciting but realistic aspirations and want to develop our core services within a robust strategic and service planning process, 
which is mindful of the financial restraints we are working in.

This Plan is reviewed at Board meetings, with robust 
targets set for our managers, which measure 
performance on both a financial and outcomes basis. 
 

The objectives and priorities within our Strategic Plan 
are monitored at regular strategic meetings, where 
our Executive Team and Board of Trustees review both 
business and outcome performance ambitions and define 
how we will be successful as a local charity, in what is a 
challenging and changing time.  

Alongside our last Strategic Plan, Age UK Lindsey 
developed reporting mechanisms which allowed key 
targets to be monitored and evaluated as we aimed to 
be accountable, transparent and give better performance. 

We developed a reporting tool, which we used when 
reporting back to the Board of Trustees and we intend 
to develop this further over the next three years.

We gather evidence of need from collecting the 
views of our clients through feedback obtained 
from questionnaires, volunteers mapping the area, 
monitoring user feedback, examining current research and 
analysing and interpreting statistical information. This data 
is then reviewed and where necessary changes are made to 
our business model. 

 

We now use the Sales Force client database to 
record interactions with clients, with each contact 
with a client being recorded. This allows the 
Service Managers to measure how objectives are 
being met, ensure quality, monitor performance 
and evaluate the work being delivered.

We measure client’s satisfaction through our 
Impact Survey which is sent out to every client 
after we finish our interaction with them. Changes 
to services have occurred as a result of feedback 
received from this information.
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Our Tiered Approach
Age UK Lindsey will operate a tiered approach to the delivery of our services, which will be designed to ensure that we work 
productively with our clients and support their needs in the most appropriate way and within the resources that we have.

We have identified the three tiers of intervention to be offered by Age UK Lindsey as Universal, Targeted and Intensive 
and we have clearly identified which services will be offered at each stage of these three interventions.

The 4 key principles which underpin this approach are as follows.

Better prevention and help

We will support older peoples care and wellbeing in our local 
communities by offering good quality information and advice and 
supporting older people in local communities to feel safe, less 
isolated and more resilient to problems when they arise.

Better understanding of needs

We will ensure that we understand what matters to the people we 
work with. To help people to maintain as much independence as 
possible, we will help them to build on their strengths and abilities 
and provide an appropriate level of support.

Better cost effectiveness

We will ensure we deliver services more efficiently and cost 
effectively. This means we can ensure that every penny spent by 
the charity is used to maximise the health and wellbeing of our 
older population.

Better service delivery

We will take a positive approach to service delivery and respond 
within the resources we have to older people’s needs. We will 
ensure everyone is treated with respect, dignity and fairness.

We will work in partnership with other agencies to better integrate 
our services and ensure that services are efficient, avoid waste and 
are more effective in meeting all of a person’s needs.

Achievements against our 2019 - 2022
Strategic Plan Priorities
During the ‘Covid years’ we had to take decisions that were difficult. Our income and resources were hit hard 
and we had to accept that some of our aspirations would not come to completion.

Despite this, we are proud that our charity survived Covid-19 and that a number of key goals set within our last 
Strategic Plan were achieved.

• We signed up as a Friends Against 
Scams Organisation.

• We launched our new Mobile 
Outreach Project and promoted 
better access to digital 
opportunities including the 
provision of the tablet loan scheme. 

• We continued to promote 
loneliness as a major issue older 
people face through our social 
media and service delivery. 

• We worked in partnership with 
North Lincolnshire Citizens Advice 
Service and Public Health to deliver 
a support programme for those 
older people who have been 
bereaved and needed support.

• We continued to secure high levels 
of unclaimed benefits for older 
people across our area. 

• We produced new guidelines for 
our Gertrude Penney Fund which 
provides aid to the most vulnerable 
older people. 
 

• We introduced a new Client 
Database (Salesforce) allowing 
better management of client 
interactions across the charity. 

• We appointed a Volunteer 
Coordinator to lead our 
volunteering approach across all 
areas of the charity. 
 

• As part of our delivery of digital 
transformation we now send out 
a monthly digital newsletter to all 
staff and volunteers. 

• Using Covid grant monies we 
upgraded our charity IT equipment 
and provided laptops for staff to be 
able to work from home along with 
other new IT resources. 

• We introduced a new Single Point 
of Access Team (Thrive Team) for 
people contacting the charity. 

• We have continued to promote 
key and relevant influencing 
campaigns such as reforming social 
care through our social media and 
website.  
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TIER 1 – UNIVERSAL
 
General needs, high levels of independence, minimal support 
needed.

Interventions designed to support the initial needs of clients.

The role of Age UK Lindsey is to ensure all clients aged 50 and 
above receive a service.

INTERVENTIONS

Provided to all our clients at the initial stage of their 
involvement with our charity.

We will expect these interventions to ensure that 
all older people in Lindsey and North Lincolnshire 
communities, who might be at risk of future health 
or wellbeing problems, receive the services they need 
and ensure they engage with and are supported within 
the resources we have.

INTERVENTIONS MIGHT INCLUDE:
• Providing community information and fact sheets 

through the Thrive Team.
• Making appointments for home visits. 
• Signposting to other organisations.
• Signposting to volunteering opportunities.

Tier 2
TARGETED

 (Higher needs, moderate risk) 
Interventions to support identified needs

Tier 3
INTENSIVE 

(Complex needs, higher risk) 
Interventions to support high level or 

complex needs

Tier 1
UNIVERSAL 

(General needs, low risk)
Interventions to support initial needs 

TIER 2 – TARGETED
 
Higher needs, lower independence levels, more focused levels 
of support needed. 

Targeted interventions designed to support identified needs 
of clients.

The role of Age UK Lindsey is to ensure that clients are able to 
have a good quality of life.  

TIER 3 – INTENSIVE
 
Complex support needs, reduced independence and high 
levels of support needed.

Intensive (Complex needs) interventions to support high level 
or complex need.

The role of Age UK Lindsey is to ensure we offer clients support 
within the resources we have when health and wellbeing 
issues threaten someone’s independence. 

INTERVENTIONS

Provided to support clients to stay active, healthy, 
avoid loneliness and isolation, keep informed and 
remain connected to their local community. 

We will expect these interventions to identify and 
support those people who might be at risk of future 
health or wellbeing problems and ensure that they 
are engaged with and supported within the resources 
we have.

INTERVENTIONS

Provided to identify and reduce risks as soon as 
possible and will focus on supporting people to retain 
or regain as much independence as possible.

We will expect these interventions to identify and 
support those people who might be at high risk of 
future health or wellbeing problems and ensure that 
they are engaged with and supported within the 
resources we have, or referred to services who can 
offer the support needed.

INTERVENTIONS MIGHT INCLUDE:
• Providing domestic support in the home.
• Supporting clients into social group activity or 

community Friendship Groups.  
• Supporting with scam prevention initiatives.
• Proving information and assistance to enable people 

to find the support they need.
• Providing volunteering opportunities that help people 

to stay active and involved.
• Campaigning on issues which older people find 

important.
• Providing Safe and Warm Homes support. 

INTERVENTIONS MIGHT INCLUDE:
• Providing domestic support in the home to clients 

coming home from hospital.
• Befriending Home-visiting Service.
• Information and Advice Home-visiting Service.
• Referring to Health and Social Care services.
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Trustees Structure Chart
 

As a registered charity we have a Board of Trustees who have the 
legal and financial responsibility for governing the charity and 
who make decisions on policy matters relating to Age UK Lindsey.

The Board of Trustees along with the Executive Management 
Team and nominated staff will meet as task specific 
sub-committees, to focus on a particular duty or area, 
such as finance or personnel.  
 

The sub-committees will make recommendations to the Board of 
Trustees for a final decision.

The Board of Trustees delegate the task of managing the day to 
day strategic and operational direction of the charity to the Chief 
Executive Officer and Executive Management Team, who keep 
them updated on progress through reports given at bi-monthly 
Board meetings.

Claire Parker-Robson
Chair of Trustees

Ian Brown
James Brindle

Cllr William 
Gray 

Health and Safety Sub 
Committee

Ian Brown

Cllr Karen 
Carless
WLDC Rep

Claire 
Markham

Cllr Owen 
Bierley
Treasurer

James Brindle

Cllr William 
Gray

ELDC Rep

John Thorold
Vice Chair

Rose Dobbs  Annamarie 
Watson

VACANT
President

John Thorold
Cllr Owen 

Bierley
Claire Markham
Finance Sub Committee

John Thorold
Claire Parker-

Robson
Personnel Sub 

Committee

Claire Parker-
Robson

Claire Markham
Cllr Owen 

Bierley
Ian Brown

Asset Management 
Sub Committee

Ian Brown
Annamarie 

Watson
Policy Development 

Sub Committee

Correct as at October 2023Correct as at October 2023

Staff Structure Chart

Chief Executive Officer

Director of
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Sales Assistant

Louth
Shop

Shop Manager
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The Old School House, Manor House Street,
Horncastle, Lincolnshire LN9 5HF

01507 524242

www.ageuk.org.uk/lindsey  
info@ageuklindsey.co.uk

Making a difference in East Lindsey,
West Lindsey & North Lincolnshire

Main Funding Providers
 

Age UK National
Clothworkers Foundation
Henry Smith Charity
Humberside Police and Crime Commissioner
Nationwide Building Society
Nuclear Waste Services
Shine Lincolnshire
Tesco Community Grants
West Lindsey District Council
East Lindsey District Council
National Lottery

Main Sponsors
 

Dexter & Sharpe Accountants
F H Manning Financial Services
Laurels Service Station
Morrisons Louth
Wilkin Chapman LLP Solicitors
Viking Link

(Correct as at October 2023)

Age UK Lindsey is a charitable company limited by guarantee and 
registered in England and Wales. Registered Charity Number: 1079691 

Company Number: 3917990. Registered Office is The Old School House, 
Manor House Street Horncastle LN9 5HF

We would like to express our sincere thanks to the above funding 
providers and sponsors, along with everyone who supports Age UK 
Lindsey and the work we do.


