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Quality of life
to the end of life,
for everyone.

Founded in 1987, we are an established, successful and much-loved

charity providing complex, specialist palliative and end-of-life care

and support to our community.

We have witnessed a period of significant
growth, unprecedented change and
challenges during our previous strategy.
There is increasing demand for our services,
driven by an ageing population with more
complex diagnoses, and an urgent need to
do more to reach parts of our community
who have not had access to our care.

This strategy sets out our ambitious plans
and priorities for the next three years to meet
the challenges ahead. Our priorities focus

on delivering the best quality of care to
support patients and families, improving
equity of access to our services, developing

a thriving workforce and ensuring we remain
financially sustainable in the wake of rising
costs and funding pressures.

We are committed to ensuring that we

are a place of hope and are dedicated to
providing care and support to all those who
need us today and for generations to come.

Thank you for taking the time to read our
2024-2027 strategy. We hope it gives you
greater insight into our work and ambitions.
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Dr Rachael de Caux
Chief Executive
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Chris Aitken
Chair of Trustees

Thames fhospice

Our vision
Quality of life to the end of life, for everyone.

Our purpose

To provide complex, specialist palliative
and end-of-life care to local people facing
a life-limiting diagnosis, giving them dignity,
comfort and the best possible quality of life
in their preferred place of care.

Patients &
Families




About us

We are immensely proud of all that we have achieved over the last Our care in numbers in 2023
37 years, providing specialist palliative and end-of-life care and support
for our community across East Berkshire and South Buckinghamshire. 2:938

people received palliative and

end-of-life care from us

Today we serve a population of over 500,000 ways by donating, fundraising, volunteering,
people and employ more than 350 staff who, as well as shopping in our charity stores |8 078
with the support of 940 volunteers, provided and so much more. !

calls answered on our
24 hour advice line

16,426

visits made to patients at home

outstanding care to 2,938 local people last

year at the Hospice and in patients’ homes. Thank you for your unwavering generosity

and support.

Our care is free at the point of use, but unlike

the NHS, we are not fully government funded.

Our care is only made possible through the 2 m,
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charitable support and generosity of our local z‘z 8 708
ity. O ters help us | & !
community. Qur supporters neip us in many ‘QQ hours of compassionate care given
& m to 322 patients on our Inpatient Unit
S e
N =
In 2024 we need to raise ) 9,7’40

counselling, pastoral and
bereavement sessions held to
support patients and families

2,846 £~

days of care were provided by E
our Hospice Outpatients Team

£34,000 each day to fund

our services and support all
those who need our care.

Bracknell m W

visits were made by patients for services
such as physiotherapy, lymphoedema
and complementary therapy.
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Care and support for
our community

Our care, delivered at the Hospice and in peoples’ homes, supports the physical, emotional and social
needs of every patient and their loved ones.

Referrals to our four key services are centrally co-ordinated by our Single Point of Access Team and
delivered by our multi-disciplinary colleagues, who work closely together to give our patients dignity,
comfort and the best possible quality of life in their preferred place of care.

Inpatient Services are delivered in our 28-bed Inpatient Centre at the
Hospice for patients who need specialist palliative and end-of-life care.

Physiotherapists

Doctors Pastoral Care
Workers

Hospice at Home Services are delivered to people living in their own
homes, who need specialist palliative and end-of-life care. Our community
care is delivered in partnership with GPs, District Nurses and other healthcare
professionals. Services include proactive and responsive clinical support,
consultant-led care on our Virtual Ward and end-of-life domiciliary care.

Health Care
Assistants

Paramedics

Pharmacists Counsellors

Hospice Outpatient Services help people diagnosed with a life-limiting
condition remain independent by supporting them through tailored
programmes of wellbeing and therapeutic care within our Paul Bevan
Wellbeing Centre at the Hospice. We also offer early care planning

to help anticipate and achieve patients future care needs. Our provision
includes structured outpatient programmes, lymphoedema services,
physiotherapy and complementary therapy.

Single Point of
Access Team

Referrals, 24/7 Telephone
Advice Line, Admissions &
Discharges

Clinical
Specialists

Consultants

Complementary
Therapists

Occupational
Therapists

Counselling, Pastoral and Bereavement Services offer psychological,
emotional and spiritual support for patients and families up to and
following bereavement. This includes counselling for children and young
people. We also support essential outreach work for under-represented
groups of patients.

Lymphoedema Nurses

Specialists Clinical

Administration



Why is demand
for our care rising?

The number of people dying and those living with
life-limiting conditions are increasing. The care and
support these people need will put a huge strain on the
local health and social care system, of which we are

a vital part. It is estimated that in our catchment area,
overall demand for palliative and end-of-life care is
expected to grow by at least 9% by 2030, with the
number of deaths rising to 4,150 in 2030.
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Number of deaths in our catchment area

Etkind et al. How many people will need palliative care in 2040?
Past trends, future projections and implications for services. BMC Medicine. I5. 102. (20I7).

An ageing population and
more people living with frailty
By 2030, one in five people in the UK
will be 65 or over. Around 10% of
people aged over 65 live with frailty.
This figure rises to between 25%
and 50% for those aged over 85.

Increasing patient complexity
and co-morbidities

An ageing population means that
more and more people are living with
complex long-term conditions such
as obesity, neurological and other
chronic diseases. The number of
people diagnosed with dementia

is expected to rise from 900,000

to 1.2 million by 2030.

Greater demand for counselling
and bereavement support

The demand for counselling and
bereavement support is taking on
anew importance, as the benefits

of these interventions are better
understood.

Inequalities in access
to hospice care
There is a pressing need to reach

under-represented communities
who are missing out on our care.

Medical advances

Advances in medicine mean that more
children with life-limiting conditions
are living into young adulthood and
beyond. Many of these young people
will transition from children’s to adult
hospice care services.

Changes to how and where

our services are delivered

There is growth in demand for
hospice care services to be delivered
in different locations including homes,
care homes, and virtually.

Health/CareAssistant Sharon with
Angela who accesses our Hospice
Outpatient Services.




Our strategic priorities

The needs of patients and families are at the heart
of everything we do. We will continue to build on our
successes, excellent track record and reputation for
delivering outstanding care to all who need support
in our community.

We have identified four key strategic priorities that
together will enable us to offer a wider access to our
services. These priorities will give more patients, and
those important to them, choices about where and how
they are supported towards and at the end of their lives.

We can't achieve our
ambitious strategy without your
support. To find out how you can help

us reach our vision of ‘Quality of life to
the end of life, for everyone’, please visit
thameshospice.org.uk/support-us

Strategic priority @) - Care with agility
We will deliver excellent care and support that is agile

and responsive to the needs of patients and their
families in their preferred place of care.

Strategic priority €) - Financial sustainability

We will work with integrity and ambition to develop
and deliver cost-efficient, sustainable and diverse
income generation streams to fund the provision
of excellent care for our community.

Strategic priority € - Supportive culture

We will have a supportive, inclusive and compassionate
culture, recruiting and retaining the right staff and
volunteers; focussed on outstanding care, management
of people and finances.

Strategic priority @) - Extending reach

We will extend our reach to provide equitable access
to our services across all our communities, particularly
for those who traditionally do not access palliative and
end-of-life care and support.



Strategic priority o

Care with agility

We will deliver excellent care and support that is agile and responsive

to the needs of patients and their families in their preferred place of care.

Matt accessed our Inpatient Services and is
pictured with his wife Jess & son Elijah.

To achieve this, we will...

 Provide responsive care by optimising our
triage, clinical assessment and discharge
planning processes, ensuring we react
quickly to patients’ needs and minimise
waiting times.

 Deliver agile care within a culture that
keeps patient safety at the heart of our
provision. We will ensure our systems
support learning from patient experience
to develop and improve care and safety.

» Work with Hospice teams and cross
boundary healthcare partners to offer
choice across our community and
hospice-based services. Our Outpatient
Services will help us reach patients by
introducing them to our services earlier
and supporting proactive advance care
planning.

How we will measure our success

 Patient focused outcome measures
will be reviewed alongside patient and
family feedback. We will develop our
data capture and reporting to evaluate
our service delivery.

» Patient experience will be captured and
reviewed across the range of our services
and include transparent review of trends,
incidents and lessons learned through
robust compliance and quality monitoring.

» QOverall referral rates to the Hospice will
be monitored, with a particular focus
on outcomes from outpatient care. This
will be correlated with feedback from
multi-disciplinary team meetings and
collaborative work with primary and
secondary care to ensure we are meeting
patients’ preferences for care.



Strategic priority 9

Financial sustainability

We will work with integrity and ambition to develop and deliver cost-efficient,
sustainable and diverse income generation streams to fund the provision

of excellent care for our community.

To achieve this, we will...

» Continue to engage with NHS Commissioners and other
statutory bodies to help shape and fund our clinical care.

» Present a balanced budget over the course of the three year
strategy.

« Build a diverse and profitable range of income streams, working
in partnership across our fundraising, retail and trading activities
to secure sustainable, recurring income.

» Redesign our processes and optimise our data insights to support
our decision-making and provide an excellent experience to
supporters, volunteers and shoppers.

» Explore and develop sustainable recurring income, being agile
to trends and new fundraising, retail and commercial streams.

» Ensure all our facilities remain fit for purpose.

How we will measure our success...

» Generate sufficient funds to deliver our strategy and live within
our means.

 Retain six months free reserves.
« Deliver 2% efficiency savings per year.
» Grow our supporter base and engagement.

Clinical Nurse Specialist Julie visiting Maureen at home.




Strategic priority 9

Supportive culture

We will have a supportive, inclusive and compassionate culture, recruiting and retaining the
right staff and volunteers, focussed on outstanding care, management of people and finances.

To achieve this, we will...

Recruit, develop and retain a diverse workforce in accordance
with our values, remaining competitive in the recruitment market
and aspire to become an employer of choice.

Continue to invest in training, education and development to
upskill our colleagues, empowering them to be competent,
confident and accountable.

Support and develop managers to fulfil their people management
role, empowering them to energise and motivate their teams
to be the best they can.

Review, develop and implement improved processes and policies
that support a well-led organisation.

Foster a culture of cost-consciousness and income generation
among staff and volunteers, enhancing operational and financial
sustainability.

Create a safe space and environment where staff and volunteers
feel motivated and empowered to provide feedback to improve
performance and workplace satisfaction.

How we will measure our success...

We will analyse and benchmark the below key data insights to help
make informed decisions to optimise workforce performance and
enhance employee satisfaction:

o Staff retention and turnover.  FTE vacancy gap.

« Equality, diversity and inclusion. ¢ Training and development.

 Sickness. « Exit interview insights.

* Employee engagement and
satisfaction (annual staff survey,
Peoples’ Voice, Wellbeing Week).

Some of our multi-disciplinary colleagues.




Strategic priority Q

Extending reach

We will extend our reach to provide equitable access to our services across all our communities, particularly
for those who traditionally do not access palliative and end-of-life care and support.

Nurse Consultant Katherine visiting-Tahir and his faraily at home.

To achieve this, we will...

» Work with leaders and representatives within the communities we serve to
understand their unique and diverse needs, ensure our care is accessible
and tailored to meet them with respect and authenticity.

» Think differently about how we influence the palliative and end-of-life care
of a complex and growing patient population. Work in partnership with
primary, secondary, voluntary and private sector care homes to share care
with mutual exchange of knowledge, skills and attitudes which enhance
patient access and experience.

« Tell our story to raise awareness of our work, dispelling myths about hospice
care and changing perceptions around death, dying and bereavement to our
key audiences and stakeholders.

How we will measure our success
» Become active members of local groups and forums in the wider community.

» Record the number of patients we collaborate in caring for and capture
who we are working with when sharing care and experience.

» Analysis and evaluation of data insights to ensure we capture the impact
of our ongoing marketing and communications programmes to influence
our key audiences and stakeholders.

» Become a local voice which advocates for the care of life-limited people
and help shape the national debate on equitable access to palliative and
end-of-life care for all who need it.






Thames thospice

Our vision
Quality of life to the end of life, for everyone.

Our purpose

To provide complex, specialist palliative and end-of-life care to local people facing a life-limiting diagnosis,
giving them dignity, comfort and the best possible quality of life in their preferred place of care.

Our values

Ambition
The desire and determination to serve everyone in our community

Respect
Respect for everyone’s dignity

Compassion
Compassion for everyone in a safe and caring environment

E Excellence
Committed to excellence in everything we do

® www.thameshospice.org.uk

® 01753 812121 Qe
[ f]in] o Thames Hospice
Windsor Road, Maidenhead, SL6 2DN CQC overall rating

Thames Hospice is a company limited by guarantee. Company No 5316964 Qutstandi ng
Registered in England and Wales. Charity no 1108298. Registered address: As above.




