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NEXTPREVIOUS St Clare Hospice is a local 
charity and each year we  
care for hundreds of people 
across West Essex and the  
East Hertfordshire borders.  
We provide free, compassionate 
care and support to adults who 
are living with a life-limiting 
illness, facing the end of life or 
experiencing bereavement.

OUR  
VISION

OUR  
MISSION

OUR  
VALUES

To provide both specialist 
clinical services and volunteer-
led social support that meet 
the complex medical and 
social needs of local people 
around the issues of death, 
dying and loss.

Every adult with a life-limiting 
condition in our local communities 
should have access to palliative 
care services wherever and 
whenever they need them so that 
they can make the most of every 
moment, no matter how long they 
have left to live.

Compassion   
Integrity   
Respect   
Excellence  
Team working
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Welcome to our Impact Report for 2021/22. During this time we published 
our bold strategic plan for the next 10 years, flexed and adapted the way we 
care for more people across West Essex and the East Hertfordshire borders, 
and strengthened our teams so we can continue to care for many more years. 
Our future plans include building on firm foundations with partners, stakeholders 
and community supporters as well as ensuring our teams are resilient and 
forward-looking. We are delighted to share that their continued hard work was 
recognised with some prestigious award wins, which you can read about later in 
this report. 

Our new and adapted services have enabled us to reach more local people, 
earlier in their journey. However, we know there is so much more we can do to 
achieve equity in the provision of palliative care so that where you live, who you 
love and what condition you have is not a barrier.

We hope you enjoy reading the stories of families who have benefitted from our 
care. They are at the heart of all we do, and we could not do any of it without 
your support. 

Thank you.

Sarah Thompson
A message from our CEO,

Our Strategy for 2022 and 
beyond – we will deliver:

 
�improved access to  
St Clare Hospice services

 
high-quality care

sustainability across our 
Hospice, strengthening our 
people, services and facilities.

You can find out 
more about the 
change we want 
to see and how we 
will deliver it in our 
Strategy 2022+.

 

 

 



4
P A G E

Our vision, mission and values 2 

A message from our CEO,  
Sarah Thompson 3

Our year in NUMBERS 4–5

Impact Report highlights 6–8

Education programme 9

Inpatient Unit 10–12

Community Palliative  
Care team 13–15

Our Therapy team 16–18

Community engagement 19–21

�Patient and Family Support 
Service 22–24

St Clare Hospice finances 25–26

�Retail and e-commerce 27

Our plan for the future 28

Our trustees 29

It's all thanks to YOU 30

ST CL ARE HOSPICE IMPAC T REPORT 2021/22

NEXTPREVIOUS

episodes of care

The number of people 
cared for, with

3,420
1,551

Our year in NUMBERS  

people 
through738

Our Clinical Nurse Specialists supported
advice and support 
phone calls624 face-to-face 

visits and 4,552

people were supported by our Therapy 
team to live well, remain independent 
and manage their symptoms, with395

face-to-face 
sessions and701 1,263 support 

phone calls

*This report spans 30 March 2021 to 1 April 2022.

people were cared for  
on our Inpatient Unit, 

In January 2022, we launched 
our First Contact Service, a 
triage referral and advice 
service so the right care is 
given at the right time. 

people volunteer 
their time to support St Clare 

Hospice across our wide 
range of activities from on our 
Inpatient Unit to in our shops, 

gardens and people’s own 
homes – their support is vital 
to our financial stability as a 

charity

634 186
their symptoms had been brought 
under control by our skilled 
medical and nursing team

50 of whom were able 
to go home, or to a 
nursing home, once 863

referrals were made to the 
Hospice through the FCS

From From 1 January to  
31 March 2022*



**January to April 2022
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Our year in NUMBERS  

patients and their families 
were cared for by our 

Hospice at Home team, with 
7,265 hours of care  

over the year

people were cared 
for by our Patient and 
Family Support team

attendances at our 
Bereavement Cafés in 

venues across West Essex

carers were supported 
by our Namaste Care 

Dementia Support 
project

people were supported 
by our new GriefLine 
telephone service**

Thanks to YOU, last year we raised more than  
£2.6 million in donations from our community

11

535
Did you know the 

average length of stay 
on our Inpatient Unit is

856

30
359

467 THE COST TO 
PROVIDE OUR 

SPECIALIST CARE 
SERVICES

£5.1  

MILLION

we spent was on 
care for patients 
and their families

of every £1
87p

£2.6 million
was gifted to us in wills via single donations 

or a percentage of someone’s estate

£596,000
DAYS?



Impact Report highlights6
P A G E

Our vision, mission and values 2 

A message from our CEO,  
Sarah Thompson 3

Our year in NUMBERS 4–5

Impact Report highlights 6–8

Education programme 9

Inpatient Unit 10–12

Community Palliative  
Care team 13–15

Our Therapy team 16–18

Community engagement 19–21

�Patient and Family Support 
Service 22–24

St Clare Hospice finances 25–26

�Retail and e-commerce 27

Our plan for the future 28

Our trustees 29

It's all thanks to YOU 30

ST CL ARE HOSPICE IMPAC T REPORT 2021/22

NEXTPREVIOUS

Nurse Leader of the Year  
award shortlist
In July 2021, Carolanne Brannan, Director of 
Patient Care at the Hospice, was shortlisted in 
the Nurse Leader of the Year award category 
of the prestigious Nursing Times Awards 2021. 
The awards shine a light on the brightest talent 
in the nursing profession, recognising those 
who are making nursing innovative, patient-
focused and inclusive. Carolanne was one 
of 11 nurse leaders to be shortlisted for the 
national award. A registered nurse, Carolanne 
has been recognised for her transformative 
leadership in the three years that she has been 
working at St Clare Hospice. A visible mark of 
her success as a nurse leader has been taking 
the Hospice from Care Quality Commission 
(CQC) rating ‘Good’ to ‘Outstanding’.

Bereavement Support services scoop national 
charity award
In September 2021, we were 
recognised for our bereavement 
services’ response to the 
COVID-19 pandemic with the 
award for ‘Change Project of 
the Year’ in the national Charity 
Times Awards, which celebrate 
excellence and best practice 
within the charity sector.

The award highlights how, in response to the lockdown restrictions 
in March 2020, we rapidly changed our approach to delivering 
bereavement support to local people. The aim was to ensure that 
those facing loss during the pandemic were not socially isolated 
during their grief. Within a matter of weeks, we adapted our 
Bereavement Cafés from face-to-face groups to a mix of social 
media and video conferencing. We established six Facebook 
support groups with approximately 200 bereaved adults and 
young people. We also launched GriefLine in June 2020 to 
provide emotional and practical support over the telephone – in 
addition to signposting people to other services – and we added 
our Listening Ear service. 

In the early part of 2020, West Essex had one of 
the highest death rates from COVID in the UK, and 
the changes to our Bereavement Support services 
helped us reach more people at a time when it was 
needed most.

https://www.ons.gov.uk/peoplepopulationandcommunity/birthsdeathsandmarriages/deaths/bulletins/deathsinvolvingcovid19bylocalareasanddeprivation/deathsoccurringbetween1marchand17april
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St Clare Hospice playlist 
features on the Jeremy Vine 
radio show
In November 2021, as part of the BBC 
Children in Need ‘takeover day’, we had 
a selection of songs played on the Radio 
2 Jeremy Vine show. The songs, chosen by 
children who had been supported by our 
Patient and Family Support Service as well 
as Hospice staff, spanned different decades 
and each choice had a personal story 
behind it. 

BBC Children in Need wholly funds the St 
Clare Hospice Echo bereavement project, 
which gives children and young people 
the tools and space to talk about their loss, 
improve their ability to cope with their 
situation and feel less isolated.

First Contact Service
In January 2022, we launched our First Contact Service (FCS).  
FCS is a central hub for all external referrals and enquiries. Staffed 
by clinicians and supported by a specialist administrative team, FCS 
provides a pathway for both professionals and for patients and 
families who want to refer themselves to our Hospice. Each call is 
assessed, triaged and then the caller is either signposted to other  
St Clare Hospice services or to relevant external services.

The key aims of the First Contact Service are to:
ensure everyone contacting St Clare is able to access the 
Hospice’s clinical and non-clinical services through an 
equitable, clinically led triage and referral process

promote self-referrals to improve access to our services

reach more people within our communities through the 
promotion of our services. 



Our Health Heroes Awards
In March 2022, the Hospice was recognised for its 
delivery of end-of-life care to people across West Essex 
at a national awards ceremony. The Our Health Heroes 
Awards champion people at the heart of the healthcare 
system who work to achieve better outcomes for patients. 
A panel of expert judges awarded St Clare Hospice the 
‘Most Progressive Integrated Care Workforce Programme’ 
prize for their impactful collaboration with West Essex 
CCG and Essex Partnership University NHS Foundation 
Trust (EPUT).

With a hospital death rate of 49%, West Essex is higher 
than the national average. This prompted the Hospice 
to partner with West Essex CCG and EPUT in late 2019. 
They worked together to develop a programme aimed at 
reducing hospital admissions so that a greater proportion 
of patients can receive end-of-life care in more familiar 
surroundings, such as their own home.

To deliver on this aim, the partnership devised a localised 
model of care to empower skilled health and social care 
professionals to deliver person-centred care in patients’ 
preferred places. Not only does this provide a better 
standard of care, but it enabled the Hospice to support 
local partners throughout the pandemic by freeing up 
hospital beds for COVID patients and mitigating risk of 
exposure to COVID for vulnerable patients.

St Clare Hospice needs 
to be a hospice fit for 
an uncertain and ever-
changing future.

Impact Report highlights
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Sharing our specialist knowledge with fellow healthcare professionals impacts 
positively on those living with a life-limiting illness and builds on best practice to 
help more people benefit from palliative care. 

The medical team continues to contribute to teaching at the University of 
Cambridge School of Clinical Medicine and Anglia Ruskin University and host  
five GP trainees here at St Clare Hopsice who are in the last year of their  
medical training. 

Our team of specialists delivered a refreshed education programme to support 
the skills and grow the confidence of healthcare colleagues from across West 
Essex and East Hertfordshire. As part of the programme, we held nine online 
masterclasses and a wide range of webinars.

In September 2022, we held our first Palliative Care Conference, with our excellent 
speakers presenting to 173 attendees. Our 2023 conference will be held this 
coming autumn.

Fifty-two candidates including nurses, healthcare staff and therapists attended four 
End of Life Care study days run by St Clare Hospice.

Three face-to-face education workshops, organised by St Clare Hospice and Essex 
Partnership University NHS Foundation Trust, gave 13 attendees an opportunity to 
learn from experts in the field of palliative care and increase their confidence, skills 
and knowledge in relation to caring for patients who are actively dying. 

Palliative Care for Dementia 
Patients

Concept of Total Pain 

Palliative Care for Learning 
Disabilities Patients.

Ten candidates benefitted from 
Advanced Communication Skills 
Training (ACST), which was delivered 
in partnership with St Clare Hospice 
and Saint Francis Hospice.

Monthly lunchtime 
masterclasses in palliative 
care were delivered, 
including

Education 
programme
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Inpatient Unit

We make every moment count
The specialist Inpatient Unit ensures those with the 
most complex conditions are cared for in a supportive 
environment. Once in the Unit, patients (and families, 
too) often experience immense relief on having their 
distressing symptoms – which have been difficult to 
manage at home – controlled and their quality of 
life improved. This improvement in their loved one’s 
physical, spiritual and mental wellbeing means family 
members can become husbands, wives, sons and 
daughters again, rather than carers. 

The multidisciplinary Inpatient 
team that works in the eight-bed 
Inpatient Unit provides high-
quality specialist care, working 
alongside other Hospice services 
including the Patient and Family 
Support Service and the Therapy 
team. 



Inpatient Unit
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Keely was a mother of three from Harlow, who was 
admitted to our Inpatient Unit in October 2021.

Keely had been living with back pain, her mum had 
recently died, she’d lost weight and was suffering 
from gastric problems. The family thought this was 
all part of her bereavement, but as the back pain 
continued, Lee, Keely’s husband, insisted she went 
for an MRI.

“Keely was stubborn, so we had to really persuade 
her to go for the scan,” said Lee. “We all thought it 
was going to be a slipped disc, but the consultant 
wasn’t happy with what he was hearing and what 
he saw on the MRI. When she went back two 
weeks later, the doctor said, ‘Unfortunately, I have 
to tell you that you have cancer, and I want you to 
go immediately to A&E.’”

Keely had untreatable lung cancer, which had 
spread to her bones. She was admitted to hospital. 
Her whole family were in complete shock.

In their own words:

on our Inpatient Unit, with a total of 217 admissions.  
This is because people dip in and out of our care and can  
be discharged once their symptoms are under control. 

were well enough to be discharged 
home or to another place of care such 
as a care home or nursing home.

186people 
were 
cared for 50 {26%}

 people

Being here has made 
a huge difference for 
me and the kids. 



Inpatient Unit
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“I would get phone calls from Keely at 3am saying 
she was in pain and was waiting for her painkillers. 
Everyone was doing their best, but they just couldn’t 
get her pain under control. I reached out to anyone 
I could think of and sent an email to St Clare 
Hospice. It got picked up and St Clare Hospice’s 
Palliative Care Consultant, Jonathan, came to visit 
us in hospital. Keely was a bit confused and started 
crying. I’ll never forget Jonathan’s reaction. He got 
down on his knee in front of her and gave her a 
tissue. The compassion and empathy were there from 
the start.”

“That made such a difference. We all relaxed,” 
Keely added.

“They explained that they would like to admit Keely 
to the Hospice, but she wasn’t happy about it,” Lee 
continued.

“I thought it was going to be very depressing,” Keely 
said. “I thought it was a place where people come 
to die and it would be very sombre. It’s the complete 

opposite. It’s almost like a hotel, which is a strange 
way to put it. It looks nice; it’s pretty; it has flowers 
everywhere. Everyone is smiling and caring, and they 
have the time for me. Whether that’s the volunteers, the 
cleaner, the cook – everyone.”

“Being here has made a huge difference for me and the 
kids. When they came into Keely’s room, they chucked 
themselves on the bed and chilled. We all felt relaxed. 
To be able to be all together as a family – honestly, I 
don’t think people realise it’s the small things that are 
big. That is what we would like to get over to other 
people about the care here at St Clare.

“Here, they have time for Keely – it’s Keely-focused. If 
she is upset or distressed, there’s always time for her. I 
don’t have to worry so much when she’s here. I honestly 
don’t want to think about what it would have been like 
without St Clare in our lives. We are so grateful and 
want to do all we can to thank everyone.” 

Keely sadly died on our Inpatient Unit in April 2022.

is the average 
length of stay on 
our Inpatient Unit 

18,661
hours of face-to-face care was provided by our 

nursing and medical teams on the Inpatient Unit  

days11



One of our key aims is to keep people at 
home for as long as they wish and avoid 
unnecessary hospital stays. One of the ways 
we do this is with our Community Palliative 
Care team, which includes our Clinical Nurse 
Specialists (CNSs) and specialist doctors, 
as well as our Hospice at Home service. 
Together, these teams help support and 
care for our patients, their families and their 
carers, in their homes, care homes or local 
community hospitals.

Our CNSs provide 
complex symptom 
management and 
psychological support 
for patients and their 
families with home visits 
and telephone support. 
Our Hospice at Home service visit patients at 
home, to provide personal care and support 
for the family when the patient is in the last 
two weeks of life.

Community Palliative Care team

We give expert 
care at home

13
P A G E

Our vision, mission and values 2 

A message from our CEO,  
Sarah Thompson 3

Our year in NUMBERS 4–5

Impact Report highlights 6–8

Education programme 9

Inpatient Unit 10–12

Community Palliative  
Care team 13–15

Our Therapy team 16–18

Community engagement 19–21

�Patient and Family Support 
Service 22–24

St Clare Hospice finances 25–26

�Retail and e-commerce 27

Our plan for the future 28

Our trustees 29

It's all thanks to YOU 30

ST CL ARE HOSPICE IMPAC T REPORT 2021/22

NEXTPREVIOUS



In their own words:
Community Palliative Care team
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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.

of care were delivered by our 
Hospice at Home team to families 
who needed help at home, in the 
last few weeks of the patient’s life

738 patients were 
supported by our 
Clinical Nurse 
Specialists,

Ian and Doreen’s story 
“Ian has been ill since 2016,” explains Doreen.  
“He was initially diagnosed with one brain tumour 
but since then, things have got worse and he now has 
four masses in his brain. When my daughter-in-law 
suggested I go to Café Clare, Ian was well enough to 
be left by himself, although I had been caring for him 
for a long time. I really needed a break and I loved 
the instant feeling of welcome you get at the Café. 
I didn’t know anyone when I walked in but people 
came up and introduced themselves, and I soon was 
chatting away.”

Café Clare opened a whole world of hospice care.

“While I was there I told them about Ian, about how 
we didn’t have any care in place to give me any kind 
of a rest. I really had got to the stage where I just 
didn’t know if I could go on any more. The staff at  
St Clare immediately started to sort things out for me. 
Any problem I came across, someone at the Hospice 
said ‘Leave it with me’ and they solved it. Now we 

have a care package in place, the Hospice at Home 
team have stepped back for a bit. I do miss them; they 
had become like friends. I know that as things get more 
difficult, I can call them back, and I know they are on 
the end of the phone for me if I need them.”

hours
7,425



Community Palliative Care team
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5,639

patients benefited 
from 454 night 
sits. The Hospice 
at Home team 
care for patients 
from 9pm to 9am, 
enabling family 
members to get 
some much-
needed sleep, safe 
in the knowledge 
that their loved 
one is being well 
cared for.

face-to-face visits 
to patients and  
families 

supportive phone calls 
were made by our Clinical 
Nurse Specialist team

4,552

110



Our team of physiotherapists and occupational therapists 
support people with complex neurological, heart and 
lung conditions to live well, remain independent, and 
manage symptoms such as fatigue and breathlessness. 

With a focus on supporting emotional wellbeing, as well 
as physical wellness, our multidisciplinary team are there 
to help people live life to their full potential. 

To help achieve this, we provide occupational therapy 
and physiotherapy within our Inpatient Unit and as part 

of our new Living Well programme. We also run therapy-led 
groups as part of the St Clare Wellbeing Hub based at the 
Hospice building in Hastingwood.

For those who are unable to attend the Hospice 
breathlessness group, we offer expert therapy support in the 
management of breathlessness at home.

Our Therapy team also provide advice and support to our 
therapy colleagues based in the community and in local 
hospitals such as those in the Princess Alexandra Hospital 
NHS Trust.
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Our Therapy team

We empower people 
to be independent



Our Therapy team
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NEXTPREVIOUS Andy’s story
Being diagnosed with multiple sclerosis (MS) 
aged just 26 changed the path of Andy’s life 
forever. When working as a mechanic for his 
dad, Andy would lose his balance every time he 
pulled himself out from under a car.

“Dad, and my wife, June, insisted I see a doctor. 
After some tests and scans, I was told, ‘You have 
MS and you’ll never have children. There is 
nothing we can do for you.’”

That was 26 years ago. Andy now has three 
beautiful daughters, and he is making the best 
of his life, with the help of St Clare Hospice and 
our Living Well programme.

“I didn’t want to think about having MS for a 
long time. I didn’t want to think of myself as ill. 
When my MS nurse suggested St Clare get in 
touch with me, she told me, ‘They’re not just for 
cancer, you know.’

In their own words:

by our Therapy team, which includes 
physiotherapists and occupational therapists

face-to-face therapy sessions 
were delivered by our Therapy team

395 
patients were supported

701 

I am making the best of my 
life, with the help of St Clare 
Hospice and their Living Well 
programme.



Our Therapy team
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“I’ve been on two six-week courses in the Hospice 
itself. The first was the Fatigue and Breathlessness 
one, and then, recently, I’ve been on a Living Well 
course at the Wellbeing Hub.

“Once you sit back and listen 
to the others talking, you 
understand they are going 
through what you are. You 
might be sitting in a chair on 
your own, but you’re not on 
your own. You’re with a group 
of people who understand what 
you’re going through, and what 
you need to carry on.“

“St Clare Hospice has given me a better quality of 
life because you get an understanding of why you 
are feeling so tired or breathless. They’re such good 
sessions. They start with a whiteboard and there is a 
topic, and then they ask ‘What does that mean to you?’  
We go through it one by one and although there may 
be 10–12 words up there, they all link and it all comes 
to the same conclusion: how you are going to tackle it, 
get through it. Which makes a lot more sense. It makes 
things better and easier. It’s such a good course to 
come along to. I can’t praise it enough.”

1,263
supportive and informative phone calls 
were made by our Therapy team to our 
patients and their families. 



Community engagement is an important strand of our 
strategy at St Clare. We seek to engage and involve local 
people in the design, development and delivery of our 
services and projects that support those facing end-of-life 
issues. 

Community engagement includes our compassionate 
Neighbours project, a thriving Community Space, our Café 
Clare drop-in facility, Namaste Dementia Care and our 
Dementia Carers’ Café. 

The impact of these projects has included bringing people 
into the Hospice who may not have thought hospice care 
was relevant to their lives. By providing specialist support, 
we are able to meet their needs at a particular time and 
they can dip in and out as their needs change. 
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Community Engagement

We support people to face 
death, dying and loss



Community Engagement
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“I was diagnosed with Parkinson’s when I was 
46. I was an entertainer by trade. A compère, 
fire eater, magician – you name it, I’ve done it! 
And I supplemented that with driving taxis and 
buses.

“I’d been to the doctor, and they’d diagnosed 
me with a dystonic tremor. Then, in around 
2014, I was doing Jesus Christ Superstar in 
Cannock and the choreographer said ‘John, 
stand still.’ I didn’t even know I was doing it. 
I had a shaky right leg and right arm. So I 
went back to the doctor and I said I wanted a 
second opinion. 

“I will never forget the day I was diagnosed 
with Parkinson’s. It was 20 May 2015, at half 
past three. It was the most crushing blow you 
could ever imagine.

In their own words:

The aim is for carers to feel 
supported and less isolated, to help 
them to improve the care they give 
to the person with dementia

people were part of 
our Bereavement 
Café Facebook 
groups

were part of 
our Youth 
Bereavement Café 
support group

30 172
52 

St Clare has been a godsend. 
It just brightens your soul, 
every time you come.

AND
Bereavement

carers were 
supported as part 
of our Namaste 
Dementia Care 
Support project.



Community Engagement
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“I had been to the Hospice’s Living Well 
programme, which gave me a sense of purpose 
– and a social network. Once I’d completed that, 
I began attending Café Clare, a drop-in café 
for anyone to attend at the Hospice. We were 
discussing the fact that we wanted another group 
for men to attend, and my friend Hugh came up 
with the idea of the Men’s Shed. 

“The Men’s Shed, held in the Hospice Community 
Space, is a place for men to come where they 
can forget about everything else – their troubles, 
their diagnosis – and just have fun. It shows you 
that there is more to life after you’re given the 
diagnosis of a terminal illness. I find the Shed 
a real release, where I can forget about my 
Parkinson’s and put my efforts into woodworking, 
or just chatting and making friends.

“If I hadn’t had St Clare around for the last six or seven 
years, I’d be at home rocking backwards and forwards 
on heavy medication. St Clare has been a godsend. It 
just brightens your soul, every time you come. You walk 
in and you get a positive experience.”

856 
where they can meet people who 
have had similar experiences to 
themselves and feel supported

454
to socialise and get drop-in support 
from our Community Engagement team 
members

people 
attended our 
Bereavement 
Cafés,

people came 
along to our 
Café Clare coffee 
mornings,



St Clare Hospice support is holistic, 
taking into consideration the 
person’s overall wellbeing, as 
well as their hopes and goals. Our 
multidisciplinary Patient and Family 
Support Service team includes 
compassionate professionals who 
will listen to and support peoplee at 
their own pace. 

Counsellors for emotional and psychological support

Social workers for emotional support and for help working 
through any practical arrangements people would like to make

A chaplain and local faith leaders, who can offer spiritual and 
pastoral support

Therapists to support people, and their circle of family and 
friends
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Patient and Family Support Service

We are here for family,  
friends and carers



Patient and Family Support Service
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Amy’s story
Amy has been accessing bereavement 
support from our Echo Project since March 
2021. Amy hopes that by sharing her 
experience she will be helping other children 
to access the support they need to help them 
cope.

Amy, aged 10, started seeing the Hospice’s 
Adult, Child and Family Therapist in March 
2021, as part of the Echo Project – our 
BBC Children in Need-funded bereavement 
counselling and support service for children, 
young people and their families. Amy’s dad 
died suddenly in his sleep when Amy was 
just five years old, and she was experiencing 
some ‘big emotions’ when she returned to 
school, after the second lockdown.

In their own words:

people were supported by our 
Patient and Family Support 
team 

535 359 164

AMY'S MUM SAID
As she’s got older,
Amy's level of understanding has 
changed, so her grief keeps on 
coming in waves almost, because 
he’s missing in all different ways

people called our GriefLine 
for support with loss and 
bereavement

people received one-to-one 
counselling or bereavement 
support



Patient and Family Support Service

24
P A G E

Our vision, mission and values 2 

A message from our CEO,  
Sarah Thompson 3

Our year in NUMBERS 4–5

Impact Report highlights 6–8

Education programme 9

Inpatient Unit 10–12

Community Palliative  
Care team 13–15

Our Therapy team 16–18

Community engagement 19–21

�Patient and Family Support 
Service 22–24

St Clare Hospice finances 25–26

�Retail and e-commerce 27

Our plan for the future 28

Our trustees 29

It's all thanks to YOU 30

ST CL ARE HOSPICE IMPAC T REPORT 2021/22

NEXTPREVIOUS
“I felt a bit suicidal sometimes,” Amy recalls. “I just 
didn’t know how to control all of my emotions at 
once. So I’d let it out with some really big emotions. 
We did sessions at school every week. The therapist 
came into my school and we talked about things 
and we did some pictures and drawings.”

Amy’s mum, Louise, explains, “As she’s got older, 
her level of understanding has changed, so her 
grief keeps on coming in waves almost, because 
he’s missing in all different ways.”

Louise says the counselling sessions have helped 
Amy manage her feelings. “Amy did a lot of 
artwork and she started a memory book, and it just 
gave her things to talk about around Daddy and 
how it felt, which I think helped. One of the big 
things that Amy talked about during her sessions 
was that she ‘felt quite alone because she didn’t 
know anybody else who felt like her’. She joined a 
group run by St Clare with other children who were 
also bereaved.”

“We do stuff that involves 
arts and crafts,” explains 
Amy, “and we talk a lot about 
grief and how to handle it, 
and coping strategies, but, 
really, we just do lots of arts 
and crafts and stuff. In a 
way, it’s been really helpful 
because I get to meet other 
children who feel the same 
as me, and it means I’m not 
alone any more.”

people were supported by 
our social workers 

67 1,192220 
people were supported 
by our chaplain

face-to-face sessions were provided 
across the team by counsellors, social 
workers and our chaplain



NHS income 
as % of total 
expenditure	

38.8%
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Donations, events, 
and fundraising

£1,564,569

In 2021/22, the total annual cost of providing our specialist care services, which are free to the people of West Essex and 
East Herts, was £5.1 million. The Hospice received £2 million (39%) 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 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 fund our wider 
holistic care approach.

Gifts made in wills
£595,999

Retail contribution 
and e-commerce

£449,090

Lottery contribution
£512,074

NHS income
£1,998,047

COVID-19 
government funding

£933,933

Interest, research 
and other income

£192,639

Income, 
fundraising 
activity, essential 
support and 
administration

£6,246,351

St Clare Hospice finances

This Pyrenees trek has been the fulfilment of an idea I have had 
ever since Mum was cared for at St Clare. It really was the trip 
of a lifetime, and I now feel like I could die happy having finally 
completed this long-planned challenge.

When I wrote my will, during the pandemic, I went online. It really is so 
easy. I want to leave the world in a better place and leaving a gift to 
St Clare is such a positive thing to do.

There is always something to buy in here. Sometimes it’s 
clothes for the kids and sometimes it’s something for the house. 
It helps us save money too as things are so tight.

I’ve known about St Clare Hospice for a long time. The nurses gave 
support to my mum and visited her at home. They were always on the 
end of the phone, offering advice and support. I signed up to play the 
St Clare Lottery as a way to support a good cause locally.

St Clare Hospice has a strong and positive relationship with 
our local Integrated Care Board with whom we negotiate 
NHS funding each year.

Hospices across the UK played a critical role in supporting patients 
and their families through the COVID pandemic. This funding 
supported that vital work.

We generate some income from interest on our reserves, and our 
education and training activities, as well as from providing our 
clinical expertise to other organisations and hospices.

Income
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Expenditure:
£5,151,097

St Clare Hospice finances

Money spent 
on caring and 
supporting patients 
and their families

Money invested in 
fundraising activity to 
ensure we can continue 
to fund patient care

Other costs
4,466,291 679,483 5,323

2,030,732 517,086 606,448 779,434 532,591
Inpatient Unit Day Therapy 

and Outpatients
Community 

Service
Hospice at 

Home
Patient and 

Family Support 
Service

87p  

was spent 
directly on care 
for patients and 

their families

was invested in 
essential support and 
administration for our 
Hospice, and includes 

our fundraising 
activity to raise the 

next £1

13p  

For every £1 we spend… 

Expenditure

“I am making  
the best of my 
life, with the 
help of St Clare 
Hospice and 
their Living Well
programme.”

“They came 
throughout the 
pandemic and 
made us feel safe 
and listened to. 
They knew so 
much; they had 
all the answers.”



Our nine charity 
shops in West Essex 
and East Hertfordshire 
offer a wide range of 
both pre-loved and new 
goods, including clothing, 
homeware, and collectables - 
and everything in between!
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Retail and 
e-commerce
St Clare Hospice has a thriving retail and e-commerce 
operation, the profits of which contribute directly 
to patient care and supporting our vital Hospice 
infrastructure. We have four conventional high street 
charity shops, which trade alongside our Clearance 
Outlet Store in Harlow and three specialist shops – 
Scarlet Vintage & Retro in Harlow, Scarlet Boutique 
in Buckhurst Hill and specialist music and bookshop 
Music & Books in Bishop’s Stortford.

Our e-commerce operation includes eBay, Vinted 
and Depop shops, where we sell everyday, specialist, 
collectible and antique items to be sent all over the 
world. Our shops are supported by a dedicated 
team of volunteers, who sort, price and display the 
wonderful donations. Each item sold contributes 
directly to patient care in our community. 

In June 2021, our Scarlet Vintage & Retro charity 
shop won the Best Shop Window award in the 
Harlow Town Centre Awards. 

https://www.depop.com/stclarehospice/
https://www.ebay.co.uk/str/stclarehospice
https://www.vinted.co.uk/member/56857013-scarletvintageretro


OUR OBJECTIVES

1
We will reach 

significantly more 
people in our local 
communities who 
are facing death, 
dying and loss. 

2
We will work alongside 

our communities to 
become more resilient, 

to support each 
other and to remain 
independent for as 
long as possible.

3 
We will equip 

healthcare 
colleagues to have 
the confidence and 

skills to provide 
outstanding end-of-

life care. 

4
We will seek 
partnerships 

to deliver 
outstanding care 
for patients and 

local people.

5 
� We will grow 

as a strong, 
sustainable 

and effective 
organisation.

Our “St Clare Hospice 2022+ Strategy” is an ambitious 
continuation of the key aims and vision.

Our plan for the future
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https://stclarehospice.org.uk/us/strategy-2022/
https://stclarehospice.org.uk/us/strategy-2022/


Saffron Walden

Clavering

Stansted
Mountfitchet

Bishop’s
Stortford

Sawbridgeworth

Harlow

Waltham
Abbey

Loughton

Epping

Debden

Royston

Buntingford

Stevenage

Welwyn
Garden City

 Ware

Hertford

Potters Bar

Romford

Buckhurst Hill

Ongar

Kelvedon
Hatch

Brentwood

Ingatestone

Chelmsford

Little Waltham

Finchingfield

Haverhill

Great Dunmow

Hastingwood

Our service covers
Harlow
Epping Forest
Uttlesford
East Hertfordshire 
border

St Clare Hospice
is located here

Our shops are
located here

St Clare Wellbeing Hub 
Saffron Walden
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Our trustees
Our Board of trustees is responsible 
for the overall governance of St Clare 
Hospice.

All our trustees are unpaid volunteers, 
who contribute a wealth of specialist 
skills, experience and knowledge relevant 
to the aims and objectives of our charity:

Graham Randall 
Graham served on the  
St Clare Hospice Board for 
five years and sadly died in 
October 2021.  We miss him 
and are most grateful for his 
service to the Hospice.

Nik Wright
Chair

Thank you to our former trustees for 
your service:
•	 Wendy Adams
•	 Barney 

Bannington
•	 Fabian Bullen 

•	 Deborah Fielding
•	 Mike Guinan
•	 Ronald Morgan 
•	 Andy Skelton

Monica Bose 
Vice Chair

Mark Astarita OBE 
Vice Chair

Jill Rowlinson  
Company Secretary

Phil Birch

Jeff Phillips

Katrina Leighton-Hearn

Andrew Balfour



•	 National Lottery Community Fund  
Compassionate Neighbours  
https://www.national-lottery.co.uk/

•	 BBC Children in Need  
Children and YP Bereavement Service 
 https://www.bbcchildreninneed.co.uk/

•	 Essex Community Foundation  
https://www.essexcommunityfoundation.org.uk/

•	 RUB White Charitable Trust
•	 Florence Nightingale Aid in Sickness Trust 

http://fnaist.org.uk/
•	 The February Foundation 

https://www.thefebruaryfoundation.org/
•	 McLay Dementia Trust  

https://www.mclaydementiatrust.com/
•	 Joseph and Lilian Sully Foundation
•	 Thomas J Horne Memorial Trust
•	 The Linder Foundation  

https://thelinderfoundation.org.uk/

•	 The Lockett Trust
•	 Souter Charitable Trust 

https://www.soutercharitabletrust.org.uk/
•	 Harlow Health Centres Trust  

additional “supported by” logo attached to any mention of 
Education for Healthcare Professionals / conference etc 

•	 The Albert Hunt Trust 
https://www.alberthunttrust.org.uk/

•	 Beta Charitable Trust  
https://www.betacharitabletrust.org/

•	 Mulberry Trust
•	 Loughton Men’s Institute 
•	 Saffron Walden Round Table   

https://swrt.org/

You make the difference!
Thank you to the following trusts and grant-giving organisations for supporting us:
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Donating, 
giving, 

sponsoring and 
supporting

Being 
there for 

us
Lending a 
hand and 

giving your 
time

Doing the  
miles – walking, 
cycling, running 

and trekking
Making us 

smile!

Being brave 
and taking on 
a challenge

It’s all thanks to YOU
It is thanks to the incredible kindness of our friends, supporters and local communities that we are able to help people facing 
one of the most difficult journeys in life. 

Thank you for: 
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