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 Well, what a year!! Last March 2020 we saw the start of the pandemic, our shops 
had to close in an instant and our services either ceased to fully operate or to be 
adapted with new ways of working.   

What we didn’t know then is what would be in front of us and what would be 
coming our way.  There was the expectation from the Government and Councils, 
that charities like ours would have to respond to the pandemic by providing, as an 
example, hot meals for all and to give as much support and services as possible! 

Our staff did not disappoint us and l have to start by saying an enormous THANK 
YOU to so many staff and volunteers who took up the challenges that were 
needed to provide the many services that were vital to so many people. 
Volunteers just seemed to appear offering to do so much such as shopping, 
preparing and delivering 4,684 hot meals and working in our warehouse at Kiln 
Farm sorting the mounds of kind donations. l must also mention the 
supermarkets, restaurants and people who supplied so many of the essential 
products that were needed and not just food. Without their kindness and 
generosity many older people would have suffered a great deal. 

Not only did we have to deal with the pandemic, but our Chief Executive sadly had 
to resign from her position and for a time we were without a leader to steer our 
ship through these turbulent times. However, l must thank our Senior 
Management team who took on the challenge of providing leadership and 
support to our workforce and  ensuring that the organisation continued to 
provide the vital services for older people, so that they knew there was someone 
there for them.

In February, we started to look for a new Executive Director by advertising 
through social media and undertaking interviews on ZOOM, which was a very 
different experience! Despite all the difficulties, l am delighted that we were able 
to appoint our new Executive Director, Denise Stygal-Watson, who took up the 
position in early April. Certainly not the easiest of times to begin a new career.

Although l would like to report we are up and sailing, the waters are still very 
turbulent, not only have we had the struggles of getting the shops open and 
recommencing some of the services, but like many charities, the financial 
situation has been very difficult, and we are certainly not free from problems. 

Once again, I would like to thank all our staff, volunteers and supporters for 
seeing us through what has been a very difficult year and ensuring that Age UK 
Milton Keynes continues to be there for older people.  

Sue Graham, Chair of Board of Trustees
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Executive Director's  Report - Looking to the Future 

Denise Stygal-Watson  

Having joined Age UK Milton Keynes at the beginning of the new 21/22 
financial year, I immediately realised the huge challenge I had taken on.   

The focus for 2020/21 was to ensure we could provide key services through the 
pandemic and as has already been said by our Chair, Sue Graham, we managed 
to continue to support the older people of Milton Keynes with our wonderful 
staff and volunteers who went beyond the call of duty. You will see throughout 
this report the changes that we had to implement quickly to adapt our services. 

There is no way of hiding that the next few years are going to be the most 
difficult yet.  The COVID Pandemic has definitely changed the way we all go 
about our    everyday life and certainly forced us, as a charity, to be more 
innovative about how we deliver our services going forward.  Technology has 
played a huge part and will continue to help us with supporting many people 
with on line and telephone calls rather than face-to-face visits.  

Our next focus for 2021/22 has to be to get back out there to see and support 
our clients, fully open our shops and stabilise and grow our services as we begin 
a gradual move to a new normal.  

We need to listen and hear what our clients' experiences are and validate our 
understanding of what they now need in this different world.

Loneliness is not uncommon to our clientele and the pandemic has raised 
the issue even more with everyone understanding what loneliness and 
isolation is about.  

Pandemics may end but loneliness continues......

Executive Director
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Although 20/21 was an unusual year, Age UK Milton Keynes still supported 
the local community with over £2.2M of services, delivered by our team of 
committed employees and volunteers.  

This illustrates the impact we had: 

Impact Report 

How did we spend it? Where did our income 

come from? 
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Emergency Response Service 

On 16th March,  people were told to stop 
essential travel and contact. Our Emergency 
service offering - shopping essential packs, 
prescription collection and IT support, was up 
and running on 17th March with the first 
provision of the service on 18th March. 

People were already panic buying, with older 
people left scared to go out and without access 
to vital essentials. 

The service continued for many months and 
during that time, we provided over 5,394 
connections with new and existing clients. Every 
interaction was also a welfare check on the most 
vulnerable of society.  

A highlight of the year was our delivery of 
Christmas gifts and lunches to local residents.  In 
all over 150 5-course lunches were delivered 
and over 400 gifts - for many this might be the 
only gift they received.

From this essential service the new Meal Delivery 
service was formed.

Befriending 

Our volunteers were key to making this service a 
lifeline for so many people, very quickly adapting 
from a face-to-face service to a telephone 
befriending service. Clients were called every 
week to ensure they were safe and had someone 
to talk to.

In all, 1,258 calls were undertaken with over 
8,000 hours of chatting, listening and laughter.

Volunteers were happy to assist new clients who 
were often just desperate for someone to talk to, 
having been alone for months.

Walking Befriending

Losing confidence to go out by yourself or 
developing a life-changing illness that prevents 
you staying active, are two of the most common 
issues that Walking Befriending can address.  

As the lock down made many people more 
anxious about leaving their home, our friendly 
volunteers have been able to accompany many 
people on a walk in their local area.

Our volunteer was the only person this lady saw 
week after week for months.  

Sam Snelus, our Befriending co-ordinator 
chatting with one of our clients
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Lunch Clubs
Unfortunately, our popular lunch clubs had to 
close due to Covid restrictions.  However we still 
kept in touch with our clients.

The volunteers who support the service invested 
a great deal of time and commitment  by 
carrying out welfare telephone calls which were 
greatly appreciated.

In all, over 720 such contacts were made.

The importance of the clubs is embodied in the 
quote below from the son of one of the 
attendees - clubs such as these really are crucial 
to people's wellbeing.

Hospital Aftercare Service

During the pandemic, the need for our  traditional 
service was reduced due to the lower number of 
non-Covid patients in hospital.   

However, our team continued throughout the 
pandemic to support the NHS in other ways by 
undertaking new services . Prescription collection 
for those shielding, transport to essential medical 
appointments including Covid vaccine and 
telephone welfare checks to former patients were 
just some of the essential services we were able to 
provide.  

Thanks to donations of PPE and the use of a 
wheelchair accessible vehicle, we were able to 
keep both patients and staff safe.  This was vital 
and during the year we achieved 1,341 contacts 
with clients under the most difficult 
circumstances.

Our wheelchair accessible vehicle which was 
such an asset during Covid restrictons Moving to a new way of providing lunch 

during these challenging times
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Information & Advice (I & A)

This service became a lifeline for many people 
who had nowhere to turn.  The ability of the 
service to adapt from face-to-face to telephone 
assistance so quickly was a credit to all involved.  

During the year, the service had 4,468 contacts 
with clients and claimed £668K in Benefits for 
clients who were either confused by the Benefit 
system or were not claiming all they were 
entitled to.

Despite this phenomenal figure, this is only one 
aspect of this  service, which offers free 
information and advice on a whole range of 
issues faced by older people. 

Independent Living Service

Our Independent Living Service saw one of the 
greatest pandemic impacts with staff unable to 
visit client’s homes.

However with the wide variety of services such as 
Cleaning, Shopping, Relief Care, Footcare, Deep 
Clean, Handymen and Gardening, we were still 
able to provide help and support.

For example, the Handyman service became 
essential in carrying out emergency safety 
maintenance and fitting key safes for access to 
clients who were housebound.  

Even with the restrictions, the service delivered 
4,377 contacts across all of its services with the 
core being to maintain contact with its clients by 
telephone

A key safe being fitted by a volunteer The way the service was offered pre-pandemic 
but we quickly adapted to telephone support
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Social Prescribing

Our Social Prescribing service helps find non-
medical solutions to worries and problems that 
affect health. 

Our 8 link workers continued to provide the 
service throughout the year by telephone, 
outside visits and online.  

Even in these challenging times, they completed 
3,945 contacts and were still able to reach 
people, signpost, connect and support them, 
working in partnership with other local 
organisations.

Memory Club

Our Memory Club not only helps those suffering 
with Dementia by offering a structured course of 
stimulating tasks, both mental and physical but 
also offers their carers  a well earned break.

Once the pandemic restrictions began we had to 
look at other ways for contact with those locked 
at home who very quickly became lonely and 
isolated.  Our team sent out mental agility  quiz 
packs to complete  and set up a puzzle/game 
swap scheme where we collected, sterilised and 
passed on the puzzles and games to others.

 We also set up a Pen Pal scheme with schools 
and a children's centre. The children wrote 
letters and drew pictures and we became the 
postman, forwarding the communications 
between Memory Club and Lunch Club Members, 
and the children.

One of the social activities we've helped clients 
enjoy

A group enjoying the sunshine and activities
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Volunteers

Our heartfelt thanks go out to our army of 
volunteers, without whom we would never have 
got through this difficult year.  

We were so lucky that people really rose to the 
challenges that the pandemic presented . At 
some points during the height of the pandemic 
we were receiving up to 30 new volunteer 
applications each day.  And by the end of the 
year, we had a team of over 400 volunteers 
willing to help. 

 The numerous  tasks carried out by our 
volunteers were varied - battling long waits to 
collect prescriptions, delivering thousands of 
meals, queuing for shopping, often having to 
search for essential items, collecting and 
organising donations, prepping and cooking 
meals, keeping in contact with new and existing 
clients to name but a few.

All of this was always done with a smile on their 
face and a genuine desire to ensure the older 
people of Milton Keynes were supported during 
the toughest period of the pandemic.

Income Generation

Trading

2020-2021 was probably one of the most 
challenging years for our shops and retail 
outlets.  Along with everyone else, our normal 
activities were curtailed by lock downs and 
restrictions. Our shops ,who rely on footfall for 
revenue .were closed for over six months during 
the year.  Our furniture warehouse in Kiln Farm 
fared better as we were able to introduce an 
appointment only system and also increase our 
online presence which provided some income. 

However, during the time our retail was limited, 
we still had to pay rents, utilities, etc and the 
charts on page 5 illustrate the impact this had on 
our finances - over 37% of our expenditure was 
spent on keeping our shops whilst revenue 
received from retail was only 14%!  In a normal 
year, the retail from our shops accounts for over 
50% of our income - a significant reduction 
which cost us over £1M.

Fundraising
Our fundraising efforts very quickly came to a 
halt, however we did raise over 10k from 
donations which included a Go Fund Me appeal.  
We were featured on various media platforms 
including articles by the local BBC news teams, 
highlighting not only our own predicament as a 
charity but also the predicament of older people 
living in Milton Keynes and generally. 
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Thank you also to the trusts 
and individual donors who 
wish to remain anonymous, 
to players of our Weather 
Lottery, to the knitters who 
make the many hundreds of 
hats for the Innocent drinks, 
to those who have made 
online donations or via 
online shopping, and to the 
many other individuals and 
organisations that have in 
some other way supported 
our work. 
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Our charity's purposes, as set out in the Objects contained in 
the Company’s Memorandum of Association, are to promote 
the relief of elderly people in any manner which now or 
hereafter may be deemed by law to be charitable in and 
around Milton Keynes (hereinafter called “the area of 
benefit”). 

The Executive Committee (Chair: Sue Graham, Vice chair: 
John Goodman, Meg Bates, Janet Deeley, Stewart Jones,  Jan 
McMeekin,  Anne Dodds, Diana Payne MBE, Maria Lang) 
constantly reviews the major risks to which the charity is 
exposed.  Where appropriate, systems or procedures have 
been established to mitigate the risks the charity faces. 
Significant external risks to funding have led to the further 
development of the strategic business plan which will allow 
for the diversification of funding activities.  Internal control 
risks are minimised by the implementation of procedures for 
authorisation of all transactions and projects. 

Procedures are in place to ensure compliance with the health 
and safety of staff, volunteers, clients and visitors.  These 
procedures are periodically reviewed to ensure that they 
continue to meet the needs of the charity. 

The figures in this annual report are as accurate as we can 
make them at the time of printing. 

© All photos Age UK Milton Keynes 

Age UK Milton Keynes 
The Peartree Centre 
1 Chadds Lane 
Peartree Bridge 
Milton Keynes  MK6 3EB 

t  01908 550700 

info@ageukmiltonkeynes.org.uk 
www.ageukmiltonkeynes.org.uk 

Registered charity 1079773 
Company limited by guarantee registered number 3897291 
(Cardiff) 

Together we can help everyone in Milton Keynes 
make the most of later life 

Age UK Milton Keynes 

@AgeUKMKchatter 

@ageukshops 

@ageukmiltonkeynes_charity 

Improving 
later life in 
Milton Keynes 

https://www.facebook.com/ageukmk
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