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“The vision of Saint Francis Hospice is to achieve excellence in palliative care
for our community”

Saint Francis Hospice is a registered charity which was founded on Christian principles to offer high
quality specialist palliative care to patients who have cancer or other life-limiting illnesses. This care is
provided to people of any age, race, sexuality, religion or ethical belief. Support is also given to their
families and carers, both during iliness and after the death of the patient.

The hospice staff work as a multidisciplinary team. Our aim is to alleviate suffering which may be
physical, emotional, social and spiritual, in order to enhance the quality of life of each patient.

We believe that patients, their families and carers are partners with us in the planning and
implementation of their care. Wherever possible, information is provided to enable patients to make
their own choices about the care they receive and the setting in which it is provided.

The hospice is an education and resource centre which aims to teach others about the needs of patients
who are seriously ill and dying, so that all who are involved in their care may feel well equipped for their
responsibility, whether they are in hospices, hospitals or in the community.

With over 26 years experience, the trustees, management and staff of Saint Francis Hospice aim to offer
high quality specialist palliative care services for the local community.

To achieve this aim a variety of services are provided including a 19 bedded in-patient unit, a day hospice,
a community palliative care team and a hospice at home service. Family and psychological support
services are provided for patients, families and carers. Bereavement services are provided for those who
have been looked after by any of the hospice services. All these services provide holistic care utilising the
skills of a multidisciplinary team of staff, including medical, nursing, psychotherapy, physiotherapy,
occupational therapy, social work, chaplaincy and complementary therapy, all of whom have received
specialist training in palliative care.

There is also an on site education centre providing a wide range of mandatory and specialist palliative

care specific education for in-house and external participants, to support the development of palliative
care knowledge and skills of specialist and generalist health and social care workforces.
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Hospice Management

The hospice is run by a board of Trustees, called the Council of Management. The Council meet regularly
on the hospice premises.

Chairman of the Council of Management - Robert Weatherstone MA, MB. B.CHIR, FRCP

Bob Weatherstone, qualified in medicine from Cambridge University and Guys Hospital in
1970. After working in training posts in Cardiff and London he was appointed to the post
of Consultant General Physician with a special interest in respiratory disease to Barking,
Havering and Brentwood Health Authority in 1979 and awarded Fellowship of the Royal
College of Physicians in 1989. Recently retired from NHS practice, Bob has been involved
with the development of the hospice as a Council member for over 20 years.

The day to day management of the hospice is carried out by a Chief Executive and four Directors:-
Chief Executive Officer - Pam Court

Pam Court qualified as an Occupational Therapist in 1976. She worked clinically in the
fields of spinal injuries and stroke rehabilitation in Northumberland and London. She
increasingly took on management posts for therapy services and then general
management roles in the NHS covering women and children, general medicine, community
services and mental health. Pam has over 10 years experience as a Chief Executive, initially
at Harlow PCT from 2001 until 2006 and lately NHS South West Essex from 2006 to
2011. She joined the hospice in May 2011.

Medical Director - Dr Corinna Midgley MB, BS, MRCGP, FRCP

(Consultant in Palliative Care, Lead for Clinical Governance)

Corinna trained to be a doctor at University College and then as a GP within the London
based vocational (GP) training programme. She worked as a GP for several years before
spending a year in a hospice doing specialist palliative medicine. The specialty captured her
and she went on to complete specialist training in 2001. At first Corinna worked as a part
time Consultant at Saint Francis Hospice but in 2005 she became a full time Palliative
Medicine Consultant and Medical Director.

Corinna retains a real passion for caring for people with complex needs and works clinically,
predominantly on our inpatient unit. She also has a strong interest in education, becoming
training programme lead for specialist (higher) training in Palliative Medicine for NE London
in 2008, and over the last few years has linked the hospice into two local GP vocational
training schemes, which allows local training GPs to gain core skills in palliative care as they
train.

She has also been proud to develop the Consultant and Associate Specialist team here to
meet the increasing number of patients we support both in the hospice and at home. She
and her fellow Directors have worked with the hospice care team to develop better access
to timely support for people with advanced cancer, also for people with advanced non
cancer illness, and to develop a special interest in supporting vulnerable people such as
people with learning disability who develop a serious illness. Corinna was awarded the
Fellowship of the Royal College of Physicians in 2008.
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Director of Patient Services - Jane Sutherland RGN

(Registered Manager for Care Quality Commission)

Jane qualified as a nurse in 1979 after completing a comprehensive three year training
programme. For the first 13 years of her 32 year nursing career Jane specialised in acute
neurosurgical nursing at the Brook Hospital in South London. Caring for high dependency
patients with a range of neurological conditions, cerebral tumours and brain injuries led to
her developing a special interest in the provision of quality end of life care within a busy
acute NHS unit. This work fuelled an ongoing passion for specialist palliative care and in
1992 resulted in a career move into palliative care and the hospice movement. Jane has
now specialised in palliative care for 19 years working in clinical nursing and managerial
roles in three hospices - in Kent, Oxford and, since 1994, here at Saint Francis Hospice as
Director of Patient Services and Registered Manager for the Care Quality Commission.
Jane remains enthusiastic about, and committed to, developing high quality specialist
palliative services through clinical teambuilding and enhanced teamworking.

Director of Fundraising - Jane Frame Dip DM.

Jane is a member of the Institute of Direct Marketing and the Institute of Fundraising as
well as a board member of NAHF (the National Association of Hospice Fundraisers). Jane
started her career in direct marketing working on national and international campaigns for
Lloyds of London, before moving to Informa plc and then on to Butterworths (part of the
Lexis Nexis group). Jane moved to Australia for a year and then upon her return to the UK
managed the direct marketing accounts for the Economist and Financial Times. In 2003
Jane moved from the commercial sector into the charity sector to become Fundraising
Manager for an international charity. In 2006 Jane joined the team at Saint Francis Hospice
as Director of Fundraising and Marketing.

Director of Finance and Support Services - Sara Glover, BSc, CPFA.

(Lead for Health and Safety)

Sara joined Saint Francis Hospice in June 2007. She started her career in the private sector
before moving into the third sector to work for charities such as Tearfund and Age
Concern. Prior to coming to Saint Francis Hospice, Sara worked for the NHS for 10 years,
having joined as a National Finance Management Trainee. Her predominant experience was
in primary/community care, working latterly as a Deputy Director of Finance for a Primary
Care Trust (PCT).
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We provide ‘hospice at home’ services, day care and in-patient care to people resident in the boroughs of
Barking, Dagenham, Havering, and Brentwood and in-patient and day care services to patients living in
Redbridge and near West Essex who are suffering from a life-limiting illness. We also offer support to the
families and carers of our patients.

Most patients are referred via their GP or another healthcare professional, but people can, and do, refer
themselves.

South West Essex

. Havering

’ Barking & Dagenham

“_-. Redbridge

Dagenham

Inpatient Service (19 beds)

Staffing: Ward Manager, Ward Sister, 25wte Nurses, 10.9 wte Healthcare Assistants

The inpatient unit, managed by Sue Lakey, Ward Manager, offers specialist palliative care for those
patients with the most complex needs associated with any life limiting iliness. Admissions can be for
assessment, control of symptoms, rehabilitation and end of life care. The key aim is to help patients to
get on with living — almost half of all admissions lead to patients returning home. We are unable to
provide long term inpatient care, however we would support anyone for whom long term care is
required by exploring future care options with them. This service extends to residents of Barking &
Dagenham, Havering, Brentwood, Redbridge and West Essex.
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Day Hospice Service (17 places per day/85 patients per week - Monday to Friday)

Staffing: Day Hospice Manager, 2.5 wte Nurses, 2.3wte Healthcare Assistants

The day hospice unit is an integral part of our specialist palliative care service, enabling patients to access
the hospice and specialist palliative care teams during regular weekly or fortnightly visits whilst continuing
to live at home. With the support of a complex multi-professional team it aims to enhance the
independence and quality of life of patients by responding to their physical, psychological, social and
spiritual needs. This service extends to residents of Barking & Dagenham, Havering, Brentwood, Redbridge,
and local West Essex.

Community Palliative Care Service

Staffing: Community Palliative Care Team Manager, 7.2 wte Clinical Nurse Specialists,

The community palliative care team supports people in the community by providing specialist advice,
working in close liaison with a patient’s own doctor, district nursing team and other health and social care
providers. They provide support for the whole family enabling more patients to remain at home if that is
their wish. This service extends to residents of Barking & Dagenham, Havering and Brentwood.

Hospice at Home Service

Staffing: Hospice at Home Team Manager, 5 wte Nurses, 6.1wte Healthcare Assistants

This team of trained nurses and health care assistants provides care for patients at home in the last 2-3
weeks of life. They work closely with the triage service, community palliative care team, district nurses,
Marie Curie carers and social care teams to provide extra professional home support at a critical time. The
service extends to residents of Barking & Dagenham, Havering and Brentwood.

Triage Telephone Support Service

Staffing: 2.7wte Clinical Nurse Specialists,

The triage service is a telephone advice and support service provided by clinical nurse specialists during the
hours of 09.00 — 17.00 each week day. It is the first point of contact from the hospice to patients who
have been referred for the triage service or for community palliative care. On receipt of all community
referrals the triage team will contact all patients within 48 hours of the referral being received to assess
priority for a community visit and to provide timely advice and support for those patients. The triage
service provides a contact point for patients to call back as needs change, and in addition they follow up
patients by telephone at regular intervals. The telephone line also provides a helpline for professionals who
need advice.

Education Service

Staffing: Head of Education, 3.2wte Lecturer Practitioners, 4.2wte Support Team

Education is an essential part of our specialist palliative care service. The NICE Guidance for Supportive and
Palliative Care (2004) sets out clear guidelines for the development of specialist palliative care education to
support the delivery of palliative care at all levels and in all locations. As a provider of specialist palliative care,
Saint Francis Hospice is required to provide educational opportunities to develop the palliative care knowledge
and skills of all professionals and carers providing that care.

The hospice also offers the following:

Outpatient appointments

Family and psychological support services
Physiotherapy service

Lymphoedema service

Occupational therapy service

Spiritual support and chaplaincy

Extensive multi-professional teamworking
Complementary therapy service.
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Staff and Staff Training

The hospice employs 243 staff. This includes medical, nursing, social work, psychotherapy, physiotherapy,
occupational therapy, complementary therapy and chaplaincy staff as well as administration, fundraising,
works, and ancillary staff. The catering service is provided on the premises by contract caterers. The
recruitment and selection policy and procedure ensures that all staff are carefully screened and
references are always checked thoroughly.

All staff undergo an induction programme organised and supervised by experienced staff. An overall
welcome and induction interview is carried out by the personnel manager during the first week, on the
first day if possible.

The induction of a new member of staff is an important managerial responsibility and is an opportunity
for the new employee to establish rapport with colleagues and learn something about the hospice.
Where a senior member of staff joins the hospice, he or she is given an opportunity to request particular
meetings or Visits.

The personnel interview is a very detailed exchange of information process where the employee is given
a wide range of employment-related documentation. Formal payroll, pension, contract of employment
documentation, and other important matters are dealt with; and the joiner has the opportunity to learn
more about hospice policies and procedures and ask questions.

Departmental induction takes place over a longer period of time and deals with all the necessary
operational activities as well as instructions concerning the employee’s day-to-day duties. Each quarter a
formal 3-4 day induction training programme takes place which is mandatory for all staff. This includes
sessions on fire, health and safety and equal opportunities. In addition staff are informed about hospice
strategy and governance and are given a series of informative sessions about all areas of the hospice’s
work — corporate, fundraising and clinical.

Each year all staff attend mandatory health and safety training which includes fire lectures and manual
handling and relevant staff attend food hygiene courses.

The hospice employs a large number of professionally trained staff a high percentage of whom have
obtained qualification in palliative care. All qualified nurses joining the hospice team are supported in
obtaining recognised accredited training in palliative care. Competence in the administration of drugs by
qualified nursing staff is assessed annually. Many of the health care assistants are also working towards
obtaining their NVQ level 3.

Many other education and training sessions relevant to the speciality of palliative care are run by the
Education Centre including two modules on a degree pathway validated by South Bank University and a
Masters module to be introduced later in the year. Staff are actively encouraged and supported to obtain
a vast range of external qualifications and training.

Financial arrangements and fees

There is no charge for the hospice services. However, as a registered charity we are always grateful for any
donations that will help us continue to provide our service to the local community.

Privacy and dignity
All staff strive to preserve and maintain the dignity, individuality and privacy of all our patients and their

families within a warm and caring atmosphere.
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Comments Compliments and Complaints

Comments and Compliments
We are always interested to hear your views and if you have any comments or suggestions, please let us know
by using a comments leaflet available from the ward lounge, ‘the Hub’ information area or the day hospice.

Complaints

Sometimes mistakes happen and, when they occur at the hospice, we would like to know. If any aspect of
your care gives you cause for dissatisfaction, please speak to us. All complaints are taken seriously and will be
dealt with promptly, sympathetically and in complete confidence. Firstly, ask to talk to the nurse in charge who
will try to deal with your concerns straight away.

If you are not satisfied, ask to see, write or send an email, to the Director of Patient Services, the Medical
Director, Director of Fundraising or the Director of Finance and Support Services to discuss your concerns
further. Receipt of your complaint will be acknowledged within 2 working days by the appropriate Director,
unless a full reply can be sent within 5 working days. Alternatively, every endeavour will be made to
investigate the complaint and provide a full response within 20 working days of receipt of the complaint.

In cases where a more lengthy investigation is required, you will be kept updated on a fortnightly basis. On
conclusion, you will be contacted and given a full report of the outcome of the investigation within 5 working
days.

Whilst the Care Quality Commission no longer investigates individual complaints they are keen to hear of
your experience of using our services, good or bad. If you would like to share your experience with them
please write to them at the address given below.

Care Quality Commission

Citygate

Gallowgate

Newcastle upon Tyne

NE1 4PA or by email at enquiries@cqc.org.uk

Monitoring quality through user involvement

The hospice is committed to maintaining standards of the very highest and carries out quality monitoring to
ensure this is the case. We have worked hard to create a patient-focussed culture in line with national
recommendations that place emphasis on user feedback to monitor service quality, facilitate quality
improvement and ensure that services are developed to meet the needs of all that use them.

We have developed our user involvement to ensure that we ask the full range of our users for feedback on
our services. We currently seek the views of users through:

The service user group

Patient service user focus groups

Patients and carer experience surveys
Bereaved carer experience surveys

Volunteer experience surveys

Focus groups for external stakeholders

Focus groups for users of our education service

Too To Too Too T Do I
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If you would like this information in other languages or formats, please contact the Ward Manager at the
address below.
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Sue Lakey
Ward Manager
Saint Francis Hospice

The Hall

Havering-atte-Bower -
Romford saint )
Essex francis
RM4 1QH

hospice T
Email: suelakey@sfh.org.uk =

Tel: 01708 753319 RGN QTS
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