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Welcome to Our Impact 2021

Our year in numbers

Our highlights

We make every moment count –  
our Inpatient team

We give expert care at home –  
our Community Palliative Care team

We empower people to be independent – 
our Day Therapy team

We support people to face  death, dying and loss – 
our Community support

We are here for the whole circle of family, friends 
and carers – our Patient & Family Support team

We make every penny count – our finances

It’s all thanks to you

We will reach more people – our future

Our Patrons and Trustees

THIS IS AN 
INTERACTIVE 
IMPACT REPORT  
You can click on 
arrows, buttons 
and text to move 
through the report, 
see videos and 
expand sections. 
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WALK  
THROUGH THE  

HOSPICE WITH US
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From our topmost priority of keeping our patients and staff safe from infection, 
to our need to fundraise more than ever, every single aspect of how the 
Hospice is run and operated had to be re-thought during the past 12 months. 
These have been very difficult issues for all organisations delivering 24/7 
healthcare services to navigate, but as a small organisation with extremely 
dedicated, creative and responsive staff, we are proud that we have found 
ways around the different obstacles the pandemic threw at us. 

We believe that St Clare Hospice has more than ‘survived’ the past 12 months, 
and has in fact become stronger in many ways.

Welcome to our Impact Report for 2020-21, a year 
which has been significantly marked by the Covid-19 
pandemic and has affected every part of St Clare 
Hospice – as well as the lives of all of us, locally, 
nationally and around the world.

WELCOME TO OUR 
IMPACT 2021

A message  
from our CEO, 

Sarah

WATCH VIDEO
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We are very proud that last year, in March 2020, just as the Covid-19 
pandemic hit, we were rated as ‘Outstanding’ by the Care Quality 
Commission (CQC) a testament to the hard work and commitment of all our 
staff and volunteers to provide local people a very high standard of care.

We have continued to provide this level of care over the past year, whilst 
also committing to working collaboratively with other healthcare providers 
across our region, and reacting swiftly to adapt with the fast-moving pace 
of the pandemic. We have been working with our NHS partners to identify 
how best the Hospice could support the system. This has included working 
with hospital teams at critical moments of strain on their capacity, to identify 
palliative patients who could be cared for out of the hospital – either at 
home or in the Hospice – to stop the hospital becoming overwhelmed. 
Whilst we did care for patients with Covid-19, we remained focused on 
continuing to deliver excellent end of life care to patients who would die of 
non-Covid related illnesses, to ensure that all people across West Essex and 
East Hertfordshire would receive excellent end of life care, no matter what 
their cause of death.

Additionally, we flexed and changed our services during the pandemic to 
virtual or telephone services to offer much-needed support when face-to-
face support groups or clinics were not safe to run. We also set up new 
services to meet local need during the pandemic, such as the Bereavement 
Support Helpline and online bereavement groups – knowing that social 
isolation and coping with loss had been exacerbated for local people 
during lockdown. We are also proud of the support we have offered to 
care homes, both residents and staff, during the year.

We would not have been able to face the Covid-19 pandemic with such 
fortitude, or have been able to expand our care for local people over 
the past 12 months, without the incredible ongoing support of our local 
community: volunteers, businesses, individuals, community groups, local 
health organisations and partners
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people were supported by 
our Therapy team to live 
well, remain independent, 
and manage their symptoms 713

 

We cared for 1,409 
people with 3,507
episodes of care

892

201

1,409
IN NUMBERS

OUR YEAR

people were 
cared for on our 
Inpatient Unit

Our Clinical Nurse 
Specialists supported 892 
people through 868  
face to face visits and  
4,124 supportive  
phone calls

10:10
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Our Hospice at Home team 
made 5,638 home visits

people were 
supported by the 
Patient & Family 
Support team

783

507
634  

patients and their families  
were cared for by  
our Hospice  
at Home team

168 socially isolated people 
were matched with a 
Compassionate Neighbour 

5,638 

attendances at 
our new virtual 
Bereavement 
Café groups

There were
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200
52

carers were supported 
by our new Namaste 
Care Dementia  
Support project

people joined 
our 6 new 
Bereavement Café 
Facebook groups

Bereavement

129
people were supported 
by our new Bereavement 
Support Helpline with

121 HOURS
given through the 
Listening Ears service 

of every £1 we spent went 
directly on care for patients 
and their families86p
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We also received
£1.8 million in NHS 
funding, which covers 
44% of our costs

was given to us in emergency 
Covid-19 funding from the 
Government to ensure we 
could carry on caring when 
our fundraising was severely 
impacted

Thanks to YOU last 
year we raised more 
than £3.1 million
in donations from 
our community

£3.1
MILLION

£1.8
MILLION

£1.8
MILLION

*NB that all figures have been affected by the Covid-19 pandemic 
and the Therapy Team worked with a revised service 

Sources: 2020/21 Annual Report and Financial Statements and 
2020/21 Quality Accounts

The cost to 
provide our 
specialist care 
services

£4.6  
MILLION   
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Emergency PPE and fundraising 
appeal

OUR HIGHLIGHTS
Care continued 
throughout 
Covid-19
We are proud to have kept 
our clinical services going 
throughout the pandemic, with 
stringent infection control, and 
whilst being busier than ever. 
All thanks to the dedication and 
commitment of our staff.

The support we’ve received during the Covid-19 
pandemic from our local communities has been 
awe-inspiring. Over £120,000 was donated to our 
Urgent Fundraising Appeal and we were given more 
than 100,000 items of vital PPE (Personal Protective 
Equipment) including scrubs, face masks, aprons and 
gloves. These donations meant we could keep our 
staff safe whilst working and gave them confidence 
to continue to care and support patients 
and families whilst working in 
the eye of the storm. 
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New Bereavement  
Support Helpline 
In June 2020 we founded a new Bereavement Support 
Helpline to offer immediate emotional support to those 
facing grief and loss all across West Essex and East 
Herts – whether recently or in the past. People grieve 
in lots of different ways – there is no right or wrong 
way –our Helpline builds resilience, and improves the 
wellbeing of bereaved people in our community

In December 2020 we launched the Namaste Care Dementia Support project, 
which offers training and support for the paid and unpaid carers of people with 
advanced dementia.

Namaste Care is a respectful and supportive approach which uses therapeutic 
activities in a group setting. These activities include sensory stimulation of the five 
senses through things like music, therapeutic touch and massage, aromatherapy, 
and food and drink. Studies show that Namaste Care can alleviate distressing 
symptoms caused by dementia so improving the quality of life of both the person 
with dementia and their carer. 

Namaste Dementia Care Support launches

The Bereavement Support Helpline was launched thanks 
to National Lottery funding in 2020 and has been 
kindly funded for 2021 by Barclays.

St Clare Hospice Our Impact 202111
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A revitalised and refreshed Education programme was 
delivered by our Hospice team of specialists to support 
the skills and confidence of healthcare colleagues from 
across West Essex and East Hertfordshire through a 
range of online masterclasses during the year – with 
several classes oversubscribed and all highly valued. 
Sharing our specialist knowledge with follow healthcare 
professionals impacts positively on those living with a life 
limiting illness across our communities and builds on best 
practice to help more people 
benefit from palliative care.  

Leaders in End of Life Care education

Volunteers are award-winning

Bereavement Cafés turn virtual
Our Bereavement Café project adapted to the Covid-19 pandemic 
immediately and in April 2020, 6 new Bereavement Café Facebook groups 
were set up with over 200 members joining them.

The groups also continued over video conference call with more than 189 
hours of support offered via Zoom Bereavement Cafés last year. The 
people who used the Bereavement Services reported that they’ve been able 
to return to work; felt more confident, less isolated and more supported; 
developed new support networks and made genuine friendships.

The team of 38 bereavement volunteers were 
trained to run face-to-face Bereavement Cafés, and 
adapted their role overnight during the pandemic lock-down to run virtual 
bereavement café events, online communities, and our new Helpline – 
offering crucial support to those facing loss and grief during the pandemic. 
Their work ensured we were still able to reach those that needed us the 
most.

Our team of bereavement volunteers were named 
‘Volunteer Team of the Year’ in the Epping Forest 
District Council Civic Awards 2021.
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The multi-disciplinary Inpatient team provides high-quality specialist care in our 
eight-bed unit, providing patients, their families and friends with compassionate 
care and support. The specialist unit ensures those with the most complex 
conditions are cared for in a supportive environment meaning family members 
can become husbands, wives, sons and daughters again, rather than carers. The 
patient and families often experience immense relief as distressing symptoms, 
that have been difficult to manage at home, are controlled and the patient’s 
quality of life is improved for however long they have left.

OUR INPATIENT TEAM
WE MAKE EVERY MOMENT COUNT:

In their own words: 
The environment at St Clare’s was amazing. Everyone 
there cares so much for the whole family, as well as 
the patient. Everything the nurses do is so caring and 
so exceptionally thought out. I don’t quite know how to 
express how much of a relief and a weight off our minds it 
was, to have St Clare’s. 

St Clare Hospice Our Impact 202113
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Our Inpatient team cared for people with conditions 
and illnesses including Cancer, Motor Neurone 
Disease, Parkinson’s, Dementia, respiratory disease 
and renal failure

The average length of 
stay for people admitted 
to the Inpatient Unit 8 days

people were cared for 
on our Inpatient Unit 
with a total of 214 

admissions201

The national average is 
13 days

this is because people dip in 
and out of our care and can 
be discharged to home after 
distressing symptoms are under 
control. 

This is because our short-stay unit specialises in, wherever possible, 
stabilising distressing symptoms so patients can return home, if that is their 
wish.  For others it is a safe haven in which to spend their final days. 

59 people

30% 
Around were well enough to be 

discharged home or to another 
place of care such as a care 
home or nursing home.
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COMMUNITY PALLIATVE 
CARE TEAM

WE GIVE EXPERT CARE AT HOME: 

The Community Palliative Care team includes our Clinical Nurse 
Specialists and specialist doctors, as well as our Hospice at Home 
team. Together they help to support and care for our patients, their 
families and carers, in their homes – including residential nursing 
homes and local community hospitals.

In their own words: 
We are so grateful for the help and care we received from the lovely 
ladies in your team. It meant so much to be able to keep mum at home 
with us and for her to slip away peacefully in surroundings she knew.

St Clare Hospice Our Impact 202115
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783 were cared for by our Hospice 
at Home team who provide 
personal care and practical and 
emotional support for people in 
the last weeks of their life. 

patients and their families

892
patients were supported by our Clinical 
Nurse Specialists whose experience and 
expertise mean they can support the 
patient’s physical, emotional, social and 
spiritual needs.

They also support the family and 
carers and work closely with GPs 
and Community Nurses to make sure 
care is as seamless as possible. 

1,400 
hours 

The amount of hours 
we spend every month 
caring for people in 
their own homes

Our Hospice at Home team 
made 5,638 home visits

St Clare Hospice Our Impact 202116
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The amount of nights our 
Night Sitters spent caring 
for patients at home720
Our Night Sitters cared for 
202 patients overnight at home 
enabling family members to 
get some much needed sleep 
safe in the knowledge that their 
loved one was being cared for

202
Annette, the Clinical Nurse Specialist, was 
amazing – she was so knowledgeable, and not 
only was there for Dad, but really took the time 
to check my Mum was coping too. We couldn’t 
have got through it all without St Clare, especially during 
Lockdown – they were our real life line. They were always 
there when we needed them

In their own words: 

– Gill
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OUR THERAPY TEAM
WE EMPOWER PEOPLE TO BE INDEPENDENT: 

The Therapy team supports people to enhance their quality of life, 
promote independence and build self-confidence. Our team of 
nurses, physiotherapists and occupational therapists support people 
to live well, remain independent, and manage their symptoms such 
as breathlessness, and heart and lung conditions.

When you become ill, it can be difficult to be the 
person you once were. You can’t do certain things 
anymore, but coming to St Clare gives you a break 
from your weekly routine and allows you to feel 
equal, or on top of your game, rather than focusing 
on the things you can’t do…it helps you to cope with 
your own symptoms better.

In their own words: 

 – John
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1,699 telephone 
consultations

people were 
supported  
by our Day 
Therapy team 713

Our Physiotherapists and Occupational Therapists 
supported people with

444

* NB due to the Covid-19 pandemic the Therapy Team worked with a revised 
service and group therapy sessions were unable to take place face-to-face

the amount of attendances at 
our virtual Café Clare drop-in 
group during the year344

face-to-face 
sessions and
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COMMUNITY ENGAGEMENT
WE SUPPORT PEOPLE TO FACE 
DEATH, DYING AND LOSS: 

Community Support includes our Compassionate Neighbours project. It 
supports people who are living with a life-limiting illness and experiencing 
social isolation. It also includes our Bereavement Support services. 
They offer help and social support for anyone in West Essex and East 
Hertfordshire experiencing grief and loss. These services rapidly adapted 
during Covid-19 and took their support online and via the telephone, so 
that people didn’t have to face their grief or isolation alone.

Following Peter’s death, I got so lonely. St Clare 
suggested the Listening Ear service. Carol, my 
listening ear, is brilliant – we chat and put the 
world to rights. I would recommend the Listening 
Ear because it helps bring the feelings out of 
yourself. – Pat

In their own words: 

St Clare Hospice Our Impact 202120
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members connecting and 
sharing experiences200

people have been supported 
by the Bereavement 
Support Helpline in its  
first 10 months

121
 hours

129

carers supported so far with the aim 
of ensuring they feel supported and 
less isolated and helping them to 
improve the care they give52

A Listening Ears service was set up in November 2020 to 
give emotional support to bereaved people by telephone

A new Bereavement Support Helpline was set up in June 
2020 to give immediate support to people facing grief

of support has been 
given by our new 
Listening Ears service 
for bereaved people in its 
first 5 months

new Bereavement Café 
Facebook groups were 
set up in response to the 
Covid-19 pandemic,
with over6Bereavement

A new Namaste Care Dementia Support 
project was set up in December 2020
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of support since they launched in 
April 2020 ensuring that even during 
lockdown, people were able to talk 
about love and loss in a supportive 
environment

There were

634

168

attendances at our new  
virtual, Zoom 
Bereavement 
Café groups 
which have 
delivered

189    hours
socially isolated people 
were supported by a 
Compassionate Neighbour

71 new volunteer 
Compassionate Neighbours 
were trained which will 
mean we are able to widen 
the reach of the project and 
match more people
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PATIENT & FAMILY 
SUPPORT SERVICE

WE ARE HERE FOR THE WHOLE CIRCLE 
OF FAMILY, FRIENDS AND CARERS:

In their own words: 

The Patient and Family Support Service works holistically, considering 
patients’ practical, emotional, spiritual and social needs, as well 
as offering support for friends and family. The team includes social 
workers, bereavement counsellors and a Chaplain. 

– Steve

I have had so much support from St Clare. They 
will help you with anything along the way. The 
social workers even helped me with financial 
matters and managed to get my welfare benefits 
sorted. People are frightened when they hear the 
word ‘hospice’. But the difference St Clare has 
made to me is unbelievable. 
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278

95

190

507
people were 
supported by our 
Patient & Family 
Support team 

sessions were provided across 
the team by counsellors, social 
workers and our Chaplain771 

people received one-to-one 
counselling or bereavement 
support

children and young people, 
and their families, received 
counselling and support70 

people were supported by 
our Chaplain

people were 
supported by our 
social workers
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went on essential support 
and administration for our 
hospice, and includes our 
fundraising activity to raise 
the next £1

went directly on 
care for patients 
and their families

OUR FINANCES 
In 2020/21 the total annual cost of providing our specialist care services, 
which are provided free to the people of West Essex and East Herts was 
£4.6 million. The Hospice received £2,050,135 (44%) towards our annual 
costs through our contract with the NHS. This agreement covers essential 
palliative care provision on behalf of the NHS and is how the NHS 
ensures that everyone can access hospice services, no matter where they 
live. As with all hospices, we know that outstanding end-of-life care goes 
beyond these essential services, and that is why we need to fundraise from 
our generous local community to be able to fund our wider holistic care 
approach. 

14p
86p

WE MAKE EVERY PENNY COUNT: 

FOR  
EVERY £1  
         WE SPENT...
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Retail and Ecommerce 
St Clare Hospice has a thriving retail and ecommerce operation 
with eight shops including 3 specialist shops including a vintage 
and retro shop, Scarlet, a designer boutique in Buckhurst Hill and a 
specialist music and book shop in Bishop’s Stortford. 

Our ecommerce operation includes eBay, Vinted and Depop shops 
where we sell donated items, sending them all over the world. 

In their own words: 
Recent feedback on an eBay sale “Beautiful item, as 
described and arrived in good time, a perfect win win 
helping a good cause, thank you! 
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Expenditure total: 

£4,647,406
£000

Income total: 

£7,117,242 
£000

0

750

1500

2250

Covid-19 Govt. funding	 1,830
Interest, research & other income	  136
NHS income	  2,050
Lottery contribution	 524
Retail contribution	  -37
Legacies (Gifts in Wills)	  927  
Donations, events and fundraising	  1,687

Other costs	  2
Fundraising expenditure	  620
Patient and Family Support	  369
Hospice at Home	 764
Community Service	  577
Day Therapy and Outpatients	  484
Inpatient Unit	  1,833

39%

10%12%

16%

8%

13%

St Clare Hospice Our Impact 202127

CONTENTS

http://
https://stclarehospice.org.uk/how-you-can-help-us/donate/make-a-donation/


Co
m

m
un

ity
 

Su
pp

or
t

In
pa

tie
nt

 
Te

am
Hi

gh
lig

ht
s

Th
er

ap
y  

Te
am

 Fa
m

ily
 

Su
pp

or
t

O
ur

 
Fu

tu
re

Fin
an

ce
s

W
el

co
m

e
N

um
be

rs
Co

mm
un

ity
 

Ca
re

For lending a hand and 
giving your time
For doing the miles 
– walking, cycling, 
running and trekking 
For making us smile! 
For being brave, and 
taking on a challenge
For donating, giving, 
sponsoring and 
supporting
For being there for us
You make the difference
Thank you!

IT’S ALL THANKS TO YOU
It is only thanks to the incredible kindness of our friends, supporters and local 
community, that we are able to support local people facing one of the most 
difficult journeys in life. We want to say a huge and heartfelt thank you to 
everyone who has volunteered, fundraised, donated, collected, shopped with 
us and supported us over the past year. Thank you also to everyone who has 
played our weekly lottery and everyone who has left St Clare a gift in their Will 
as this income helps ensure we can care for future generations. If you would like 
to find out more about signing up to our Lottery or leaving a gift in your Will 
please go to:

ThankThankThankyouyouyou

Thank you.
Because you care, 
we can.

Thanks to you, last year we raised 

£3,237,000
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OUR PLAN
FOR THE FUTURE
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WHAT DO WE 
WANT TO CHANGE? 
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 �Dr Ronald Morgan, MB ChB FRCP  
Dip Pall Med (Interim Chair)

 �Andrew Balfour
 �Phil Birch
 �Jill Rowlinson ACIS, MBA
 �Wendy Adams RGN
 �Mark Astarita OBE

 �Monica Bose
 �Mike Guinan
 �Barney Bannington
 �Fabian Bullen
 �Jeff Phillips
 �Katrina Leighton-Hearn

Our Trustees

Our service covers

Bishop’s
Stortford

St Clare Hospice
Hastingwood Road, Hastingwood, Essex CM17 9JX
Tel. 01279 773700

St Clare Hospice could not continue caring for local people without the generous support of our 
local community; the St Clare team are very grateful indeed for this. To the many kind individuals, 
companies, groups, clubs, trusts and societies who support us, we sincerely thank you all for all 
you do. 

Thank you

Harlow
Epping Forest
Uttlesford
East Hertfordshire 
border

Our shops are  
located here

Harlow

Hastingwood
OngarEppingWaltham  

Abbey

Buckhurst Hill
Debden
Loughton

Beauchamp
Roding

Romford

WareWelwyn 
Garden City

Potters Bar

Hertford

Kelvedon  
Hatch

Brentwood

Chelmsford

Royston

Buntingford

Braintree

Ingatestone

Stevenage

Witham

Haverhill

Little Waltham

Great Dunmow

Saffron Walden

Stansted 
Mountfitchet

Clavering

Sawbridgeworth

Newport
Thaxted

Hatfield  
Heath 

Finchingfield

St Clare Hospice  
is located here

stclarehospice.org.uk
Registered Charity No. 1063631

Where We Care
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