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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 covering the financial year 2023/2024.  
In it you will read highlights and stories about local people who have 
benefitted from the specialist care and social support our extraordinary 
Hospice teams have delivered this year. We have connected more with 
people who need us most; we have expanded the reach of our teams into 
our local community with dementia care and provided a wider education 
programme; we launched a compassionate house clearance and cleaning 
service to help raise much-needed funds; and more people than ever have 
benefitted from calling our free telephone support service, GriefLine.  

We have done all this whilst the costs of providing care have risen 
dramatically – fuel is more expensive to keep our patients warm, and we took 
the decision to give our staff a pay increase so we could ensure we are a fair 
local employer. 

We never take for granted the incredible support of our local community, 
and I am so proud that for every £1 donated, we still spend 88p on caring 
directly for our families. Each year we ask for your help with donations, and 
each year you step up and give what you can. I am aware that every pound 
donated has been hard earned, and for that we appreciate it even more.  
I promise you that we will continue to use every gift carefully – and where it is 
needed most. Thank you.

Sarah Thompson

A message 
from our CEO,

We continue to work to deliver our 
strategy for 2022 and beyond – 
where we plan to 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+.

 

 

 

https://stclarehospice.org.uk/us/strategy-2022/
https://stclarehospice.org.uk/us/strategy-2022/


PAGE 4

Our vision, mission and values 2 

A message from our CEO,  
Sarah Thompson 3

Our year in numbers 4–5

Highlights of the year 6–8

Education programme 9–10

Inpatient Unit 11–13

First Contact Service 14–16

Specialist Community Palliative 
Care Team 17–20

Therapy Service 21–23

Community Engagement 24–26

�Patient and Family Support  
Service 27–29

St Clare Hospice finances 30–31

�Retail and e-commerce 32

Our plan for the future 33

Our trustees 34

It’s all thanks to YOU 35

ST CL ARE HOSPICE IMPACT REPORT 2023/24

PAGE 4

episodes of care

people cared for, with

3,989
1,517

Our year in numbers  

Our Clinical Nurse Specialists supported
people 
through407 advice and support 

phone calls738 face-to-face 
visits and 3,562

people were supported by our Therapy 
team to live well, remain independent 
and manage their symptoms, with298

face-to-face sessions and
1,315  797

support phone calls

This report spans 30 March 2023 to 1 April 2024.

people volunteered 
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

534
people were cared for  
on our Inpatient Unit, 

180
their symptoms had been brought 
under control by our skilled 
medical and nursing team

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

1,167
referrals were 

received by our First 
Contact Service – a 
triage referral and 
advice service for 

the right advice to be 
given at the right time 
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Our year in numbers  

patients and their families 
were cared for by our 

Hospice at Home team, with 
6,525 visits made  

over the year.

people were cared 
for by our Patient and 

Family Support Service

attendances were made 
at our Bereavement 

Cafés

people benefitted 
from our  

Introduction to 
Namaste Workshop

calls were made to our 
free telephone support 

service, GriefLine

was raised through donations, events and  
general fundraising 

9

571
Did you know the 

average length of stay on 
our Inpatient Unit is

2,131

114

601 

380 The cost to 
provide our 

specialist care 
services

£7.2 

million

we spent was on 
care for patients 
and their families

of every £1
88p

£2.3 million
was gifted to us in wills via single donations 
or as a percentage of someone’s estate

£1.8 million
days?
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Adapting our space to ensure efficiency 
and comfort for all
Our Inpatient Unit is a safe haven for some to spend 
their final days and for others to come to have their 
distressing symptoms addressed so they can return 
home. Over the past year, we have looked at how some 
areas are used, including rooms and offices where the 
medical team work, and restructured them so the nurses, 
doctors, Therapy team and Patient and Family Support 
Service members can work together in a bespoke Multi-
disciplinary Team room. This has resulted in better team 
work and communication for the benefit of our patients 
and their families. 

Placing the person at the centre of their 
care
We have been actively involved in teaching and 
training since 2004, with a commitment to work with our 
partners to further professional knowledge of palliative 
and end of life care and confidence in its delivery at 
all levels, thereby improving the lives of those in our 
community.

In September 2023, we welcomed 132 delegates 
from hospitals, care homes and hospices to our second 
conference. They heard from expert speakers on topics 
around this year’s theme of ’Placing the person at the 
centre of their care’.

St Clare Hospice has been 
actively involved in teaching 
and training since 2004
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Helping people have a ’good 
death at the right time’
We have been working in partnership 
with Essex Partnership University NHS 
Foundation Trust (EPUT) as they roll out 
the Hospital at Home (former Virtual 
Hospital) service. This means that people 
who aren’t already receiving our help can 
be referred to us by Hospital at Home. 
They then get the specialist palliative care 
they need, at the right time and place for 
them, alongside support for their family 
and carers. It also means that Hospital 
at Home staff can administer procedures 
which cannot be carried out by our  
St Clare medical team – thereby avoiding 
unnecessary trips to hospital. Through 
this partnership, we can help people 
have a ’good death at the right time’, 
without unnecessary and often distressing 
interventions.

Delivering the best training for carers
As our population ages, 
and people live for longer, 
often with multiple illnesses 
and conditions, we are 
aware of how important 
domiciliary carers are in 
the homes of the ones we 
love. Here at St Clare, 
we are committed to 
ensuring domiciliary carers 
get the best possible 
training when it comes to 
recognising and caring for 
those with frailty, palliative 
and end of life care 
needs. In a post funded by 
Hospice UK, our Frailty Lead, Paula Bavetta, trained over  
40 carers employed by care agencies across West Essex in a  
few months.

The training has helped these carers better identify frailty and end 
of life needs of local people, with the ultimate goal being to of 
reducing unnecessary interventions at the end of their clients' lives.

The partnership with Hospital 
at Home aims to avoid 
unnecessary trips to hospital
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Connecting with nature when living with 
dementia
We have 
expanded the 
work we have 
been doing 
in the field of 
dementia so we 
can reach more 
people earlier 
in their journey, 
as well as those who may not have thought hospice 
care was for them – when in fact early contact with 
St Clare leads to an improvement in their lives as they 
live them today. Our Dementia Gardening Group, and 
dementia carers group, have brought people together 
in the St Clare space to enjoy company and laughter. 
We were delighted to be awarded Dementia Friendly 
organisation status by Harlow Dementia Friendly 
Community. 

Widening the reach of hospice care for 
local people
Our Community 
Engagement team 
have forged excellent 
relationships with 
Action for Pulmonary 
Fibrosis, the local 
Motor Neurone 
Disease Association 
and the local Stroke 
Association. This 
means that local 
people living with 
these conditions can 
gather on a regular 
basis in the Hospice 
dining room, and not only benefit from their usual 
support from the group, but also from Hospice specialists, 
should they need it. We hope to dispel fear of the word 
“hospice” and offer people care earlier on in their 
journeys.

Compassionate house clearance and cleaning
Compassionate house clearance and cleaning isn’t just a marketing strapline for our 
house clearance team. They practise this every day. Set up in December 2023, the house 
clearance and cleaning team assess then quote for jobs throughout West Essex and 
eastern Hertfordshire, and carry out the work with the utmost professionalism. Items from 
the clearance are then either sold on in our charity shops to raise money for the Hospice 
or disposed of responsibly. The team are going from strength to strength as word spreads 
about their property clearing and cleaning service for people who want a stressful and 
time-consuming job well done.

ClearanceClearance
by St Clare
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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 teach at the University of Cambridge School 
of Clinical Medicine and Anglia Ruskin University, and to host five GP trainees 
here at St Clare Hospice 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 2023, we held our second Palliative Care Conference, where 
our excellent speakers presented to 132 attendees. The diverse topics and the 
theatre performance were well received. The date of our next conference is 10 
October 2025.

The morning Sheila died, the carers had 
gone in for their usual call. She was 
semi-conscious, and smiling from time 
to time. The carers had received the 
training – they knew what to expect. 
Because they were calm, Sheila’s family 
were calm. Sheila said, ’I’m probably 
not going to see you again. Thank you 
for everything – night night.’ And she 
died with her family around her. It was 
a really lovely experience.

Feedback from a care 
agency

Education 
programme
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masterclasses were held on topics 
as varied as Sexuality in Palliative 
Care, Team Wellbeing, Tissue and 
Corneal Donation in Palliative Care, 
and Spirituality in Palliative Care 

study half 
days were 
held for

regional EPUT/East of England 
ambulance staff and care home staff, 
covering topics such as Advance Care 
Planning and Diagnosing Dying

regional senior clinicians were supported to achieve key 
competencies in relation to Do Not Attempt Cardiopulmonary 
Resuscitation (DNACPR). In the right circumstances, a DNACPR 
order helps ensure a patient’s death is dignified and peaceful.

St Clare staff and resident doctors on placement undertook the highly 
respected European Certificate in Essential Palliative Care (ECEPC).  
The qualification assesses candidates on palliative care topics, including 
symptom issues, emergency conditions, the last 48 hours, difficult conversations, 
bereavement and common ethical issues.

webinars were held, 
including Care of the 
Dying Patient, Pain 
Management, and 
Advance Care Planning10

4 36
18
9

4
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We make every moment count
The multidisciplinary Inpatient Unit team, 
who work on the eight-bed Unit, provide 
high-quality specialist care, alongside 
other Hospice services, including the 
Patient and Family Support Service and 
the Therapy team. 

The specialist Inpatient Unit ensures those with the 
most complex conditions are cared for in a supportive 
environment. Once on the Unit, patients (and families) 
often experience immense relief at having their distressing 
symptoms – which have been difficult to manage at home – 
controlled and their quality of life improved. Family members 
can then become husbands, wives, sons and daughters 
again, rather than carers. 

Inpatient Unit
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Inpatient Unit
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In their own words:

This is because 
people dip in and 
out of our care and 
can be discharged 
once their symptoms 
are under control. 

180 197people 
were  
cared for

Nick’s story
You’ve brought me back from the brink 

Nick’s time on the Inpatient Unit brought him calm, 
joy and a sense of peace. Something he wasn’t able 
to achieve at home. Within four months of his liver 
cancer diagnosis, he needed the help of St Clare.

’It completely knocked me for six – I never thought 
I’d get cancer,’ said Nick. ’Then I started getting this 
trouble breathing, which was so frightening. I ended 
up in hospital because they didn’t know what was 
going on. I was there for three weeks, and then they 
sent me home, but it was still happening.

’That is when St Clare got involved. It turned out I  
was having panic attacks and couldn’t breathe. I 
didn’t know what St Clare was all about and I was 
quite frightened. I came in for a day meeting with  
the doctors to see what they could do for me. 

on our Inpatient Unit,

 with

admissions 
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is the average 
length of 
stay on our 
Inpatient Unit 

days
9

’We decided it would be good if I stayed for a bit so 
they could get the pain in my stomach and my panic 
attacks sorted. I see a psychologist here to help with 
my thoughts. They have sorted out some relaxation 
films and special twinkling lights in my room. I put them 
on when the panic starts, but it’s not easy to get out of 
it once it does.

’There are plans for me to move into a nursing home 
soon, which is great because it’s close to my family in 
Harlow. I never thought I’d make Christmas, and here 
it is, the end of January, and I’m here.’ 

Nick spent much of his time on the Hospice Inpatient 
Unit sitting on the patio outside his room, looking out 
onto the garden.

’I’ve always been an outdoors person, and here I can 
sit outside and watch the birds and nature. The robin 
is my favourite. I’ve been lucky enough to see a blue 
tit and blackbird, all manner of wildlife, and even 

I haven’t got long left, 
and I’ve accepted that.

glimpses of a fox. It’s been a dream come true to be 
given this chance to be here. I know I haven’t got long 
left. You’ve got to make the most of each day, and I’ve 
accepted that.’
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A pathway that joins up teams and services
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 and triaged, and then the caller is either referred 
to other St Clare Hospice services or to the most helpful 
and appropriate service for them outside St Clare. 

 

 

 

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. 

First Contact Service
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In their own words:

First Contact Service

telephone referrals came through the First Contact Service, 
which were then triaged and referred on to other St Clare 
Hospice services, or relevant external services

people referred 
themselves to the 
Hospice for assessment

1,167

Thank you
Malcolm, 86, lived at home in Harlow with his 
wife, Alice. They had no care package in place 
and were struggling. Malcolm was having panic 
attacks as his lung cancer progressed and was 
finding it hard to breathe. Alice was living with 
dementia. The couple’s son rang the St Clare 24 
Hour Advice Line because a bank holiday was 
approaching and his dad didn’t have enough 
oxygen to last the weekend. The couple were not 
already known to St Clare – their son’s friend had 
recommended he contact the Hospice. 

Their son’s phone call set a chain of events in 
motion. The First Contact Service (FCS) liaised with 
the respiratory nurse and organised more oxygen. 
They spoke to the GP and asked for an urgent 
re-evaluation of Malcolm and organised for the 
Hospice at Home team to visit him that same day. 

157



PAGE 16

Our vision, mission and values 2 

A message from our CEO,  
Sarah Thompson 3

Our year in numbers 4–5

Highlights of the year 6–8

Education programme 9–10

Inpatient Unit 11–13

First Contact Service 14–16

Specialist Community Palliative 
Care Team 17–20

Therapy Service 21–23

Community Engagement 24–26

�Patient and Family Support  
Service 27–29

St Clare Hospice finances 30–31

�Retail and e-commerce 32

Our plan for the future 33

Our trustees 34

It’s all thanks to YOU 35

ST CL ARE HOSPICE IMPACT REPORT 2023/24

PAGE 16

First Contact Service

The FCS explained ’fan therapy’ to Malcolm’s 
son, which would help his dad breathe more 
easily, and encouraged him to call back if 
he had any other queries. The occupational 
therapist also carried out an updated assessment 
within two hours. 

Malcolm died at home, as was his wish, the 
next day, and the Hospice at Home team leader 
called to offer condolences and support his 
son. In the short space of time the Hospice First 
Contact Service were involved with Malcolm, 
many teams pulled together to ensure Malcolm 
was able to die in the place of his choosing. 

The Hospice works to the following principle 
for people across West Essex: ’That care is 
coordinated so people get the right help at 
the right time from the right people. That there 
is a team around them who know their needs 

and their plans and work together to help each person 
achieve them. That they can always reach someone who 
will listen and respond at any time of the day or night.’

The First Contact Service is at the frontline of this 
principle, and Malcolm and Alice’s story shines a light 
on what can be achieved with coordinated care. 

’That care is coordinated 
so people get the right 
help at the right time 
from the right people.
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Specialist Community Palliative Care Team

We give expert  
care at home
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 Specialist Community Palliative Care Team, 
which includes our Clinical Nurse Specialists (CNSs) and specialist 
doctors, and our Hospice at Home service. Together, these teams 
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 calls.

They also work closely with other 
healthcare professionals, spending 30%  
of their time on education and skill-
sharing sessions to ensure our specialist 
palliative care knowledge is rolled out 
across West Essex.

Our Hospice at Home team visit patients at home, to provide 
personal care and support for the family when the patient is in the 
last two weeks of life.
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In their own words:

Community Palliative Care Service
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Our CNS team also have a focus on supporting District Nurses and 
GPs remotely, which means they can indirectly help another 407 patients directly supported by our Clinical Nurse Specialists.

Michelle’s story in mum Debbie’s 
word
When our 35-year-old daughter, Michelle, was 
diagnosed with a terminal brain tumour almost six 
years ago, our world was turned upside down.

Everything we thought we had to look forward to 
in life disappeared overnight and was replaced 
instead with worry and anxiety over what might 
happen.

Having access to the specialist help and support 
Michelle needs has made all our lives easier, 
calmer and happier. Visits from the Hospice at 
Home team have taken the strain of caring for 
Michelle off our shoulders, allowing me and my 
husband to simply be Michelle’s mum and dad 
again. Something that she desperately wanted.

320 patients per year, by providing specialist 
advice to community colleagues.

...it has made all our lives 
easier, calmer and happier.
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patients were supported by our Hospice at 
Home team, who deliver care to families who 
need help at home, in the last few weeks of life

380

As part of Michelle’s fight with this terrible 
illness, we’ve all had tattoos – a grey ribbon 
for brain tumour awareness alongside a white 
butterfly in memory of her two grandads and 
the words “I’ve got you” because that’s what 
we – and the St Clare team – always say to 
her. I think that’s a wonderful sentiment.

Michelle has developed such a wonderful 
bond with the St Clare nurses and healthcare 
assistants who come out to wash, dress and 
make her feel like herself again. They are just 
fantastic, delivering care where it counts and 
doing everything they can to ease people’s 
pain and bring comfort. They have so much 
empathy for the people they care for, and 
hearing them chatting and giggling with 
Michelle is just wonderful. We couldn’t ask  
for more.

“I’ve got you” is what 
the St Clare team say to 
Michelle
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6,525

patients benefitted 
from 579 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 
their loved one is 
being well cared for.

face-to-face visits 
by Hospice at Home 
to patients and their 
families 

supportive phone calls from the CNS team 
to patients and family members, as well as to 
healthcare professionals, giving guidance on 
specialist palliative care queries

3,562

120
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We empower people to be independent
Our team of physiotherapists and occupational therapists 
support people with life-limiting conditions such as cancer and 
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 help people live  
life to their full potential. 

To achieve this, we provide occupational therapy and 
physiotherapy within our Inpatient Unit and Wellbeing Hub. This 
is part of a palliative rehabilitative approach, focussing on what is 

important to patients and their families. 

Our therapists also lead groups, such as Breathlessness, the Living 
Well Programme and Fatigue Management, and provide clinic 
sessions to assess holistic needs. One of the aims of these sessions 
is for the attendees, as they get to know one another, to offer 
support in the group.  

Partnership working is essential, and our Therapy team have links 
to our therapy colleagues based in the community and in local 
hospitals, such as those in the Princess Alexandra Hospital NHS 
Trust, and support the St Clare education programme. 

Therapy Service
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by our Therapy team, which include 
physiotherapists and occupational therapists

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

298 
patients were supported

1,315

In their own words:
Thomas’s story
Thomas admits that when he was first told 
about St Clare Hospice he didn’t want to know 
– or think – about hospice care. 

’I ignored the advice to start with, because 
I thought that you only go to the hospice to 
die. It was really down to Esme [the hospital 
heart nurse] that I got interested again in the 
Hospice. She said, ”It’ll be worth a try, Tom.“ 
So I went to your four-week breathlessness 
course, which I found very positive, very 
realistic. The team at St Clare don’t make 
false promises. But they show us breathing 
techniques to try and help the breathing 
process. It helps with the panic attacks you 
get when you can’t breathe. They can be very 
frightening.’
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797
supportive and informative phone calls 
were made by our Therapy team to our 
patients and their families 

St Clare and the drugs have 
somehow kept me going

Thomas added: ’The course relates your heart to your 
everyday life. One of the exercises I’ve learned, and 
will always practise, is what I call the picture frame 
exercise. I always practise that when I’m feeling 
unwell. And the way they teach you to climb stairs. 
I use that all the time too. 

’I also learned pacing myself is important. The 
physios at St Clare did the old battery analogy, 
where I kick off in the morning and I’ve got so much 
in the tank and if I use it all up at once, I’m no good 
for the day, so I’ve got to spread it out.’
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We engage with our community at every 
opportunity
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 programme, a thriving Community Space where 
we run art sessions, and host groups including the U3A, our 

Café Clare drop-in facility, our Namaste Dementia Care 
programme 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. 

Community Engagement
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The aim is for carers to feel 
supported and less isolated so they 
can improve the care they give to 
the person with dementia

were held in our Community Space, bringing 
people into the Hospice who may not have felt 
St Clare was relevant to their lives

114 343people benefitted 
from the Introduction 
to Namaste  
Workshop

In their own words:
Nadine’s story
Like a lot of families, we had heard of St Clare, 
but never thought we were going to need them. 
When Mum was diagnosed with cancer, we 
were absolutely devastated. She had been 
living independently for a long time, but started 
to deteriorate very quickly, which came as a 
complete shock to us all.

When we arrived at St Clare, my brother and I 
couldn’t believe how wonderful it was. We couldn’t 
have wished for Mum to be anywhere else but there 
at the time.

One day, after spending hours at my mum’s bedside 
on the Inpatient Unit, I decided to stretch my legs. I 
wandered through the Hospice’s beautiful gardens 
and saw an open door. I looked inside and saw a 
group of people crafting together.

The group were making cards and asked if I wanted 

group meetings

I wandered through 
the Hospice’s beautiful 
gardens and saw an 
open door.
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26 1,164Compassionate Neighbours 
were trained to support 
people living with serious, long-
term or terminal illness, as well as 
the elderly, who often struggle with 
loneliness and could do with some 
extra support 

attendances were made to our Café 
Clare coffee mornings, where you can 
meet and connect with people

to join them. They were so friendly and inviting and 
asked me what I would like to make. I explained that 
my daughter Elysa was going travelling for four months, 
and I wanted to make her a Christmas card. It was an 
extremely emotional time for us all, and she wanted 
to know if she should come home for her grandma’s 
funeral, but I reassured her that Grandma wouldn’t want 
that. She’d want her to continue her adventure of a 
lifetime.

As Elysa wouldn’t have much room for extra things in 
her rucksack, I wanted to make a card, which she could 
open on the beach at Christmas. I wanted her to know 
we were thinking about her, thousands of miles away.

The crafting group found me a daughter sticker and a 
Christmas sticker, and I started painting. I got completely 
lost in my own world for two hours, just creating this 
card for Elysa. Whilst sitting by Mum’s bed, my head 
had been full of so many things – knowing I’ll have 
to arrange her funeral and who to invite, sorting out 

the utilities once 
she’s gone… but 
I can honestly 
say, my mind 
was completely 
clear whilst I was 
painting. It was 
so calming. I was 
just so focussed 
on creating the 
card. It was 
a complete 
escape for me. 
St Clare is so 
much more than we had ever imagined. 
Many people don’t realise the full extent of what the 
Hospice offers. Being welcomed into the craft group 
meant the world to me and demonstrated that their 
care goes above and beyond supporting the patient; 
it extends to everyone involved.
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We are here for 
family, friends and 
carers

Patient and Family Support Service

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 
people 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, for spiritual 
and pastoral support

Therapists to support people, and their circle of 
family and friends

Family support workers, for bereavement, 
psychosocial and practical support  
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Gracie’s story told by her  
mum, Ellie
Gracie started attending the St Clare Echo Connect 
arts and craft group after her dad died. She was 
only five when he was diagnosed and seven when 
he died. They were really close. He adored her, 
and she was like his little shadow. His death hit her 
really hard, and that is where St Clare Hospice 
was able to help.

After he passed, Gracie found it very difficult. 
Simon had two older daughters, and I’d say to 
her that they were sad too. She’d reply that they’d 
had more time with him than she had because 
they were older. Her being sad made me sad, but 
she told me she didn’t want to cry in front of me 
because she didn’t want me to be sad. That was 
terrible. It was like a vicious circle. And then the 
Echo Connect group came up – she’s now like a 
different girl.

people were supported by 
our Patient and Family 
Support Service 

571 601
calls were made to our 
free GriefLine telephone 
support service

1,304
people were supported 
by our social worker, 
counsellors or chaplain

In their own words:

I like going to Echo 
Connect – I call it my 
Daddy’s Talky Group

people were part of our 
Bereavement Café 
Facebook groups

225
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We don’t talk about what happens at the 
sessions in any detail. I never pry because I think 
it’s her private thing. She told me she’s making 
a memory box, and if she wants to ask me 
anything, she can. I think it’s nice for her to 
have something for herself. She says, ”It’s my 
little special thing.“

I think it’s the fact she's with people who have 
lost someone as well, so she doesn’t feel she’s 
on her own. And do you know what – I’m okay. 
I’m okay as long as she’s okay.

people were 
supported by our 
social workers 

70 1,304187 
people were 
supported by our 
chaplain

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

people were part 
of our Youth 
Bereavement Café 
support group

64

Her being sad made me sad, 
but she told me she didn’t 
want to cry in front of me
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Donations, events 
and fundraising

£2,302,254

In 2023/24, the total annual cost of providing our specialist care services, which are free to the people of West 
Essex and eastern Hertfordshire, was £7.2 million. The Hospice received £2.1 million 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

£1,822,440
Retail contribution 
and e-commerce

£490,577
Lottery 
contribution

£419,645
NHS income
£2,104,991

Interest, research 
and other income

£524,832

Income 
£7,664,739

St Clare Hospice finances

Every donation 
made to our Recycle 
Your Christmas Tree 
campaign helped 
pay for hours of vital 
nursing care.

Leave a gift in 
your will and 
help it live on for 
now, for always, 
forever.

’You looked after 
my grandad, and 
I can’t thank you 
enough. Winning 
£1,000 was 
incredible. I never 
win anything!’

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

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

Income

’I’m delighted with 
my purchase! The 
kids are going to 
love him and I’m 
happy to support a 
good cause like St 
Clare.’

NHS income as %  
of total expenditure	

29.3%
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Expenditure:
£7,189,185

St Clare Hospice finances

Money spent on caring 
and supporting patients 
and their families

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

Other costs
£6,254,723 £877,394 £57,068

£2,561,506 £848,404 £899,217 £878,012 £748,079 £319,505
Inpatient 

Unit
Living 

Well and 
Outpatients

Community 
Clinical Nurse 

Specialists

Hospice at 
Home

Patient 
and Family 

Support 
Service

Development 
of Patient 

Care Services 
(Strategy 2022+)

88p  

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

12p  

For every £1  
we spent 

Expenditure

With a lively and enquiring mind, Margaret 
decided to stop active treatment for her
condition. ’I’m at the stage in my illness where  
I know it won’t be long now and I’m having to 
think about where I want to be when the end 
comes.
Our Clinical Nurse Specialist Sam visited regularly with advice and medication reviews.
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Our 10 charity shops in West 
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a wide range of both pre-loved 
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SCAN 
HERE  

www.ebay.co.uk/str/stclarehospice

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 five conventional high street charity shops, which trade 
alongside our 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.

https://www.ebay.co.uk/str/stclarehospice
http://www.ebay.co.uk/str/stclarehospice
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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 one 
another and to remain 

independent for as 
long as possible.

3 
We will equip 
our healthcare 
colleagues with 

the confidence and 
skills to provide 

outstanding end of 
life care. 

4
We will seek 
partnerships 

to deliver 
outstanding care 
to 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 our key aims and vision.

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

Clavering

Bishop’s
Stortford

Sawbridgeworth

Harlow

Waltham
Abbey

Debden

Royston

Buntingford

Stevenage

Welwyn
Garden City

 Ware

Hertford

Potters Bar

Romford

Buckhurst Hill

Ongar

Kelvedon
Hatch

Brentwood

Ingatestone

Chelmsford

Little Waltham

Braintree

Finchingfield

Haverhill

Great Dunmow

Hastingwood

Loughton

Epping

Takeley

Stansted
Mountfitchet

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:

Nik Wright
Chair

Mark Astarita OBE 
Vice Chair

Jeff Phillips

Andrew Balfour

Sarah Howe

Melanie Wright

Monica Bose 
Vice Chair

Jill Rowlinson  
Company Secretary

Phil Birch

Muntazir Haji

Lawrence Slade St Clare Hospice
is located here

Our shops are
located here

Our service covers
Harlow
Epping Forest
Uttlesford
East Hertfordshire 
border

We are sad to tell you about the death of 
trustee Mark Astarita on 26 April 2024. We 
are so grateful to Mark for his extraordinary 
service and contribution to the Hospice.
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•	 BBC Children in Need
•	 Essex Community Foundation
•	 Florence Nightingale Aid in Sickness Trust
•	 FSJ Charities
•	 Green Hall Foundation
•	 Harlow Health Centres Trust
•	 Loughton Men’s Institute

•	 National Lottery Community Fund
•	 R.U.B. White Charitable Trust
•	 The Albert Hunt Trust
•	 The Childwick Trust
•	 The February Foundation
•	 The Hobson Charity

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’s 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: 

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

•	 The Joseph & Lilian Sully 
Foundation

•	 The McLay Dementia Trust
•	 The Mulberry Trust 
•	 The Thomas Family Charitable Trust
•	 The Thomas J Horne Memorial Trust

Our vision, mission and values 2 

A message from our CEO,  
Sarah Thompson 3

Our year in numbers 4–5

Highlights of the year 6–8

Education programme 9–10

Inpatient Unit 11–13

First Contact Service 14–16

Specialist Community Palliative 
Care Team 17–20

Therapy Service 21–23

Community Engagement 24–26

�Patient and Family Support  
Service 27–29

St Clare Hospice finances 30–31

�Retail and e-commerce 32

Our plan for the future 33

Our trustees 34

It’s all thanks to YOU 35
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