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INTRODUCTION

On partnerships, accomplishments and the future.

NEW DEVON HEALTH & SOCIAL

ORGANISATIONS FACE A

BY

IN NORTH,
EAST AND
WEST DEVON

2021

(ESTIMATE)

CEO of St Luke’s Hospice Plymouth

STEVE STATHAM

This has been an important year
for me, not only has it been my
first 12 months in the role, but this
year marks 50 years of the hospice
movement, the brainchild of Dame
Cicely Saunders. If it was not for
her vision to revolutionise the
treatment of people with
terminal illnesses, we may
not be here today.
My priorities over the last 12 months
have been to build and strengthen
partnerships locally and ensure
financial stability, reducing any
reliance on reserves. It was all about
how can we stretch resources,
but still deliver brilliant care. We
have therefore been having lots of
discussions with commissioners and
other local hospices on joined-up
working and how we can collaborate
effectively as part of the NEW Devon
Success Regime. There is no doubt
that as a collective of South West
Hospices we are working closer
than ever.

This year we created two new
leadership teams, our Senior
Leadership Team and Operational
Management Group, their focus
being to support discussion, debate,
improve communications and create
a greater understanding of our
strategic direction of travel at every
level. This has been reinforced by our
Senior Management Team, who have
been ensuring our strategic priorities
line up with the expectations
outlined in the national framework
for Ambitions for Palliative and End
of Life Care. We have also recruited a
Commercial Director to think outside
the box and explore innovative
ways of raising income outside of
traditional fundraising outlets.
Staff or volunteers, it’s the people at
St Luke’s that make us stand out in
the community and something I am
incredibly proud of. This year we have
been encouraging staff development
by asking staff to embrace our core
values through new training sessions.
We are also making sure we celebrate
our successes, something which can
easily get overlooked in our busy day
to day work.

In terms of our care, we are now
reaching more people than ever
before, and most importantly,
wherever they want to be cared
for. Pioneering projects reaching
out into the homeless and prison
communities, the expansion of our
Crisis Team into South East Cornwall
and a new multi-agency end of life
care hub with Livewell South West
and Marie Curie can only mean better
patient care in the long run. I am very
proud of our CQC ‘outstanding’ rating,
it gives me the confidence we are
making a difference, but as always,
there is still much more work to do.
I would like to thank our Chair Stuart
Elford, who has led our charity for
the last seven years. He has been an
excellent ambassador for St Luke’s
and I am sure he will continue to be. I
look forward to welcoming Christina
Quinn to the role and wish her
every success.

As we strive to reach more people
wherever they need us, we face many
challenges in the years ahead. An
ageing population, an increasing
number of patients with complex
conditions and a significant rise
in dementia will all play their part
in how we shape our services.
We will rise to the challenge and
continue to be at the heart of our
local community, delivering the
outstanding care we are proud of. But
we can only achieve this by working
together and with your support.

“Staff or
volunteers, it’s
the people at
St Luke’s that
make us stand
out in the
community...”

Finally and most importantly, I
would like to say thank you to all our
stakeholders, we never take your
support for granted and I am
truly grateful.

NUMBER OF PEOPLE WITH
DEMENTIA IN THE UK BY 2051

OUR CARE
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67,000

At home, in hospital and at Turnchapel.

MILES DRIVEN

(EQUIVALENT TO WALKING TWICE
AROUND THE WORLD)

1212
PATIENT VISITS BY
OCCUPATIONAL
THERAPISTS

8821
PATIENT VISITS
AT HOME

In addition to last year’s hospital rating, our
delivery of care at home and at our specialist unit
has also been commended by the Care Quality
Commission, meaning all our services are now rated
as ‘outstanding’.
Our St Luke’s at home team travelled over 67,000 miles
this year, now reaching far wider than ever before,
including into vulnerable communities, such as prisons
and the homeless, with our pioneering work even being
shortlisted for an RCNi national award.
Our Crisis Team have expanded into South East
Cornwall, meaning they can now help even more
people in times of crisis. They have also launched a
new patient centred leadership pilot, another step in
improving end of life care within the local community
and avoiding unnecessary admissions to hospital.
The St Luke’s at Derriford team have seen an increase
in referrals and our team is now fully established in
operating a seven-day working pattern. Close working
with the Crisis Team has enabled rapid discharge from
hospital to honour many of our patients’ wishes to die
at home.
Care and support at our specialist unit at Turnchapel
has gone far beyond hands-on compassionate care.
Staff have been trained in pre-bereavement care for
patients with young children, preparing them for
the death of a parent, our virtual tour takes away the
anxieties of visiting for the first time and our new
Garden Studio allows time out for families away from
the medical environment.

VOLUNTEER HOURS
LISTENING TO PATIENTS
AND BEREAVED

WHERE DID WE SEE
OUR 3480 PATIENTS?

43% at home

31% at hospital

7% at Turnchapel

19% Outpatients and
Lymphoedema

This year we have made it possible
for one patient to have a final boat
trip, one couple to have their last
date night together, one football fan
to meet Plymouth Argyle players
and see a final match, one man to
say goodbye to his horse and one
member of our staff even gave a
loving home to a patient’s dog.
Since implementing patient
pathways, our Lymphoedema team
has seen an increase in referrals, but
are working more efficiently than
ever, with a reduction in the average
appointment time.
Our social care team have initiated
listening sessions in GP surgeries and
have been working in collaboration
with local music charity Plymouth
Music Zone to introduce music
sessions for those going
through bereavement.
The St Luke’s Care agency was the
proud winner of Plymouth City
Council’s award for ‘Innovation
and Good Practice in Service User
Involvement in Domiciliary Care’.

“We are proud
to have been
awarded a CQC
‘outstanding’
care rating.”
We have undergone an Information
Governance project to ensure our
patients’ and supporters’ data is kept
safe, and enable our charity to work
more closely with partner healthcare
providers, to ultimately deliver
outstanding patient care. Regulated
by Department of Health, we are
now compliant to level two on the
Information Governance toolkit.
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PARTNERSHIPS
Care is co-ordinated.

MEMBERS OF OUR

CARING COMMUNITY

“Our work
didn’t just
remain in the
South West, it
crossed waters
globally...”
Our focus this year has been on building and
strengthening our local partnerships. A monumental
step has been delivered with our new multi-agency
partnership with Livewell Southwest and Marie Curie,
allowing us to manage a new end of life hub pilot which
co-ordinates care across Plymouth and West Devon. Colocating Livewell and Marie Curie into St Luke’s premises
has ensured patient care in our locality is co-ordinated,
resulting in an overall improved experience for the
patient.
We are proud to be working in collaboration with other
South West Hospices as part of the NEW Devon Success
Regime, tackling any current and future challenges facing
end of life care in the region.

Our hospital team are proactively ensuring end of life care
is at the top of the agenda across Plymouth Hospitals NHS
Trust. Developing a new end of life strategy for the trust,
establishing end of life link nurse forums and delivering 17
training sessions to equip NHS staff with end of life skills,
have all helped to ensure this.
We have not just delivered care across the region, we have
given our partners the skills and tools to do the same.
Not only have we delivered training to nurses, GPs and
paramedics, but we have created end of life champions
and renewed care homes’ Six Step memberships. We
are committed to ensuring our staff have the skills to
effectively care for patients across all aspects of end of life
care, including championing dementia friends forums, in
a bid to support dementia friendly and compassionate
communities.

ESTABLISHED DERRIFORD NHS

DELIVERED

LINK NURSE FORUMS

DERRIFORD WITH EOL SKILLS

END OF LIFE

17
SESSIONS
TO EQUIP NHS STAFF AT

Our work didn’t just remain in the South West, it crossed
waters globally, with one of our community nurses delivering
a week’s worth of training and workshops to help launch a sixbed hospice in the Seychelles.
In May 2016 we were proud to put end of life care firmly on the
local agenda by hosting our Big Conversation conference as
part of Dying Matters Awareness Week. Attended by over 100
health and social care professionals it paved the way for a new
approach to end of life care.

(ALONG WITH
90 OTHER HEALTH
AND SOCIAL CARE
PARTNERS)

TOTAL
SPENT ON
PATIENT CARE
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MONEY

Controlling costs and new income streams to deliver outstanding care.

Generous donations from our valued
supporters has meant that the £4.2 million we
need to raise each year has been possible. This
year we have sent out 5,500 thank you letters to
our supporters, reinforcing how important your
support is to us.
Careful budget control on behalf of all staff has
delivered a positive and stable position for the
forthcoming financial year, reducing our reliance
on reserves, while still delivering outstanding care
and reaching even more patients.
This year we witnessed our retail income break the
£1 million profit margin. More than half a million
customers purchased over three million items to
generate the £1 million profit, a big part of the
£10 million it costs to run our organisation. This
includes over 30,000 shoppers subscribing to the
retail gift aid card to ensure an additional 25% of
the sale goes to our charity.

36%
GOVERNMENT
CONTRIBUTION

We have been exploring new ways outside of
traditional fundraising to generate income for
patient care. Our White Goods project has proved
a revolutionary move in not only providing a new
income stream, but also playing a part in reducing
our environmental impact.

Our Men’s Day Out was a complete sell out for the
first time ever, while our Midnight Walk was voted
‘Best Community Event’ at the Herald City and
Waterfront Awards 2016 for a second consecutive
year. All our key fundraising events have benefited
from corporate sponsorship from both local and
national companies, including our first ever five
year partnership deal. But it is not just about the
money, our corporate volunteers have dedicated
hours upon hours of their time to us, saving us the
equivalent of nearly £30,000.
We received an incredible £300,000 donation from
Garfield Weston foundation to part-fund our Crisis
Team for two years to keep our nurses on the road
and our patients at home and out of hospital.
Fast approaching the £10 million mark since it first
launched 23 years ago, the Lottery this year went
digital, allowing online direct debit sign up and
now attracting over 12,000 players.

“Thank you for your
support, we couldn’t
deliver our care
without you.”
TO THE
COST OF
PATIENT
CARE

£4,200,000

540,000

5500
THANK YOU

LETTERS SENT
CHARITY SHOP

CUSTOMERS
SERVED

13

PEOPLE

Investing in the people that make
delivering our care possible.

891
VOLUNTEERS

WITH 5+
YEARS
SERVICE

Here at St Luke’s we are not only proud of
the care we deliver, but we are proud of all
the people that make it possible. Almost a
third of staff reached the five year service
milestone this year, with many reaching over
and above, up to 25 years.

40

QUESTIONS
ASKED IN
OUR STAFF
SURVEY

We are continuing to strengthen our leadership and
coaching within the organisation: we are delivering
the first palliative care nurse specialist curriculum to
cement end of life care as a specialism for both our
hospital and community nurses; we have introduced a
roll out of a Volunteer Management Training programme
pilot for managers who work with volunteers; and our
shop managers have been awarded an Advanced Level
Apprenticeship across three courses - retail management,
sales and visual merchandising.
We couldn’t operate without the work of the 891
volunteers who work across our shops, at our fundraising
events, our wards and support services. This year we set
up a new Volunteer Forum to ensure that our volunteers
play a pivotal part in shaping our service and improving
communication with them.

2857
INDIVIDUAL
INTERNAL
LEARNING
SESSIONS

This year continues to see investment into staff
development with nearly 3,000 training sessions
taking place. Our investment goes beyond
training, we have introduced a new health and
well-being week, regular forums such as St Luke’s
Stories to share the emotions of our work and
St Luke’s United, to promote cross-department
team building.

312

EMPLOYEES

241
IDENTIFY

FEMALE

71
IDENTIFY

MALE

We have reviewed our welcome day and
inductions, to ensure every member of staff or
volunteer is fully inducted into the organisation
and understands our goals. This includes the
roll out of our IT training, ensuring all staff are
confident in the use of computers and software.
Our staff survey was a major focus of the year;
a health check of the workforce to find out
what we are doing right, and what could be
improved. It was reassuring that over 90% of
staff understood our aims and are proud to work
for St Luke’s.

“Our family feel
privileged to have had
the support of the
incredible team when
we were in a situation
where my Dad needed
care at home. Thank you”
Written by a relative,
November 2016

OUR VOLUNTEERS
ARE AGED BETWEEN

AND

“Nothing was too much
trouble and they absolutely
went the extra mile. Their
kindness, care, expertise,
sensitivity and reliability
was incredible. They should
all feel proud of themselves”
Written by a relative,
November 2016

“All aspects of care
and support have been
phenomenal and we
can’t thank everyone
enough!”

NS

FUTURE
FOCUS

AMBITIO
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Written by a family member,
December 2016

“The compassion of all the staff was really excellent, as
was the response time from me making a call to getting
an appointment for bereavement support.”
Written by a family member, February 2017

We are committed to embedding
the Ambitions for Palliative and
End of Life Care national framework
within our community to achieve the
following overarching six ambitions:
Each person is seen as an individual
We will renew our commitment to the
vision of St Luke’s, that no-one has
to die alone, in pain or distress. This
means developing and innovating on
the scope of our services, reaching new
people, new places and continually
striving to serve as advocates for
new ideas that benefit the entire
community.
We will further develop our Volunteer
Forum which gives these vital
volunteers the opportunity to meet
others and receive information about
the hospice.
Each person gets fair access to care
We will look at outcome measures that
fit the needs of St Luke’s and fulfil any
future national dataset requirements.
Also on the agenda is to ensure that
these clinical outcome measures are
useful in the daily management of
patient care.
We will expand the contact hours
provided by our domiciliary care team
and grow our pool of professionals
across Tavistock and Ivybridge to
explore how their work can support
the care provided by our Crisis Team.

Maximising comfort and well-being
We will push for the people we serve to
get their preferred place of death.

succession planning, business skills
identification, prioritisation and
development.

We will promote carers’ rights via our
Carers’ Strategy and we will advocate
for bereavement support networks
with strong roots across our area
of work.

We will continue coaching, leadership
development and succession planning
to allow our staff to develop personally,
alongside growth for the organisation.

Care is coordinated
We will focus on the need for shared
data in our new ambitions and
investigate opportunities for shared
clinical records within our local health
sector. This fits into the new agenda for
healthcare laid out by the Government
and will help ensure we are a key
player in the coordination of care.
We will seek opportunities to
integrate and consolidate our services,
and wherever possible, explore
opportunities for partnership working
within the NEW Devon CCG.
All staff are prepared to care
We will develop a competency-based
curriculum for our staff during the
first few years in a specialist post to
aid recruitment and retention. We will
also look at the possibility of rotational
posts across clinical departments.
We will identify opportunities to
improve the quality and effectiveness
of the organisation. This includes
thinking about how to improve

We will commit to supporting quality
end of life education for teams across
diverse disciplines, from care homes to
hospital doctors to district nurses.
We will build more integrated
frameworks into our partnership with
the NHS and expand on this to our
mutual benefit in the future.

“Professional and
fantastic were the
nurses who cared for my
husband at home to the
end of his life. Thank you
so much.”

Each community is prepared to help
We will foster better links with the
communities that have historically
had little focus around end of life care,
such as the homeless, and support
compassionate networks to help them.
We will stand together with partner
organisations, either locally or
nationally, that improve comfort,
well-being, information-sharing, care
or support to anyone affected by a lifelimiting illness.

Written by a family member,
January 2017

“All staff and volunteers
very friendly and
supportive. Nothing is too
much trouble and they
are very accommodating,
for example the visit
by our family dog was
encouraged.”
Written by a patient,
July 2016

8821
VISITS TO PATIENTS
AT HOME

390

AT OUR
OPEN
GARDENS

PATIENTS RECEIVED
OCCUPATIONAL THERAPY

