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Our Vision and Mission
Vision
 All people in West Cumbria have timely access to personalised high quality  
palliative and end of life care.

Mission
To be at the heart of our community and provide home nursing,  
emotional support, complementary therapies and lymphoedema care  
when and where needed.

Values

We provide care 
for the local 
community

We allow people 
a realistic choice 
regarding end of 

life care

We acknowledge a 
person’s physical, 

psychological, 
social & spiritual 

needs 

We care for 
families

We maximise 
opportunities to 
work with others

We share good 
practice & learn 

from others

We safeguard our 
financial future

We respect & care 
for each other
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Welcome
Welcome to Hospice at Home West  
Cumbria’s 2018/19 Annual Review  
which celebrates some of the many  
achievements of the past year.
It is our privilege to lead this remarkable 
charity.  Over the past year the 
organisation has carried out a series of 
service and process reviews, to ensure 
that we are able to meet our mission of 
providing excellent, compassionate care 
every day free of charge to all who need it.

Once again, we were confronted with 
the considerable financial challenges of 
meeting demand for our services and the 
associated costs. The income we received 
from the NHS towards our costs means 
that we still need to raise over one million 
pounds.

We 
aim to 
become 
even better at 
demonstrating the 
impact of our work so we can continue to 
drive investment and donations and ensure 
our continued sustainability.

The prospect of helping more patients, 
the ambition of our growth plans and the 
incredible team we lead, make this a very 
exciting time to share our Annual Review 
with you.  Without the amazing and vital 
generosity of the financial donations we 
receive and the input from our volunteer 
support, many of the successes and 
examples of excellent care outlined in this 
review would simply not be possible.

So thank you, your generosity means that 
families across West Cumbria can go on 
living every moment with comfort and 
compassion.

Dr Robert Walker 
Chair of Trustees

Julie Monk 
Chief Executive

Nevertheless, Hospice at Home West 
Cumbria is not standing still in the 
year ahead, we will: 

•  Set ourselves more ambitious 
fundraising targets.

•  Apply to more trust and grant 
giving bodies to support our work.

•  Develop and implement a patient 
charter to ensure that we are 
improving and developing our 
services to meet patient and 
service user needs.

•  Revamp and relocate our shops 
to increase profit and raise our 
profile.

•  Review our volunteer support.
Above: Dr Robert Walker and Julie Monk 
receiving the Inspiring People Award from  
the BECBC Business Awards 2018
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Our Strategy for 2018-2021
Themes Service 

Delivery
Presence & 
Reputation Sustainability Governance

Goals Deliver the best 
possible care for 
our patients and 
their families

Reach more 
people through 
working in 
partnership 
and raising 
awareness

Ensure our 
organisation is 
sustainable and 
relevant in the 
ever changing 
external 
environment

Ensure our 
organisation is 
compliant and 
manages risk

Strategic 
Objectives

Maintain high 
quality care 
in our existing 
services

Develop 
services to meet 
emerging needs 
and national 
and local end 
of life care 
priorities

Increase use of 
existing services 
and facilities 
to maximise 
outcomes, 
reach and early 
intervention

Engage with 
and respond to 
the changing 
commissioning 
environment

Engage with 
new and 
existing partners 
to develop 
collaborative 
working

Educate and 
promote 
understanding 
of our 
organisation 
within our 
community 
and wider 
stakeholders

Deliver 
strategies 
to maximise 
income 
generation, 
voluntary and 
corporate 
support

Explore 
opportunities 
to improve 
efficiency and 
effectiveness

Implement and 
work to a suite 
of performance 
and financial 
controls

Implement 
succession plans 
that support 
recruitment, 
retention and 
development of 
skilled staff and 
volunteers   

Ensure 
compliance 
with regulatory 
standards
 
Ensure all areas 
of strategic risk 
are identified, 
reviewed and 
managed

Ensure systems 
are in place to 
support our 
governance 
framework so 
that the Board 
is effective
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 What ’s next?
• We are going to undertake a 

review of the patient support 
volunteer service, which we hope 
will encourage referrals at an 
earlier stage.

• We will continue to improve 
collaborative working and 
establish strong and sustainable 
partnerships.

Service Delivery 
& Home Nursing

We would like to say thank 
you so much for all your care, 
love, support and kindness 
to our loved one during his 
final months. It was a pleasure 
to meet you all and we will 
always be so grateful to you – 
every single one a true angel.

We were beginning to feel 
overwhelmed by everything 
in the last week but knowing 
you were coming to us to 
spend the night meant so 
much to us – you are without 
a doubt angels of mercy. You 
do marvellous work in the 
community and it is something 
we won’t forget.

What we have achieved
• Increased home visits for patients with 

complex problems, enabling patients 
and carers to receive appropriate 
support.

• Improved collaborative working 
by visits to Allerdale and Copeland 
District Nursing team meetings. 

• Revised and updated our referral 
form enabling us to gather relevant 
information to improve the care and 
support for patients and allow families 
to express their needs and wants.

• Secured agreement for participation in 
a research project that will look at the 
referrals to our home nursing service 
across different areas of deprivation in 
West Cumbria. 
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Family & 
Bereavement  
Support
What we have achieved
• Continued work with health and care 

organisations to promote what we 
offer, hence encouraging people to be 
referred for support at an earlier stage.

• Strengthened our links with partner 
organisations including the Motor 
Neurone Disease Association and  
Adult Social Care. 

• From the ideas of a bereaved client, 
formed a steering group to produce 
and pilot the ‘Bags of Sunshine’ project 
giving the Family and Bereavement 
Support team and other clinical teams 
a vehicle to widen the understanding of 
the support services that we offer.

• Bereavement awareness training was 
delivered to staff and bereavement 
nurses at West Cumberland Hospital 
focussing on knowledge of reactions to 
loss, theories of loss and bereavement, 
normalising grief reactions, awareness 
of risk factors, and how we care for 
ourselves.

Professional, timely and 
compassionate…I no longer  
feel like my emotions and views 
are wrong.

I feel able to get on with the 
rest of my life, a weight has 
been lifted, I appreciate that my 
feelings are valid and acceptable.

 What ’s next?
• We will develop a new volunteer 

role within our complementary 
therapy service supporting 
patients in the community.

• We will review how we currently 
support carers within the service 
to ensure that we are offering 
appropriate support.

• We will embed a new audit within 
the service that has been designed 
in line with the Bereavement 
Care Standards. This will look 
at response times from when a 
referral is received into the team, 
to the time a service is delivered.

Supporter Joanne Brown delivering ‘Bags of 
Sunshine’ to patients on the palliative care 
suite at the West Cumberland Hospital



Lymphoedema

 What ’s next?
• We will begin rolling out the care 

home education programme in 
September.

• Work with Breast Cancer Care on 
their ‘Moving Forward’ course, 
which is due to begin in February 
2020. This is aimed at primary 
breast cancer patients once they 
have completed their treatments, 
looking at raising awareness and 
reducing their risk of developing 
lymphoedema.

• Continue to monitor service 
demands and delivery via our 
quarterly audit programme.

What we have achieved
• Increased the awareness of 

lymphoedema and the services we 
provide, by working collaboratively with 
the community nursing teams, GPs, 
community hospitals and care homes, 
facilitating appropriate and timely patient 
referral and effective management of 
lymphoedema conditions.

• Participated in the British Lymphology 
Society (BLS) Lymphoedema Awareness 
Week bringing the condition to the 
attention of the wider general public and 
healthcare professionals.

• Developed a pilot education programme 
to increase awareness and knowledge 
of lymphoedema for staff in local care 
homes; aiming to upskill care home staff 
and increase their confidence when 
caring for patients with oedema.

• Continued to receive positive feedback 
from new and existing patients via our 
bi-annual questionnaires.

• Worked collaboratively with the Trusts & 
Grants Officer to source funding in order 
to purchase specialist lymphoedema 
equipment. This equipment facilitates 
patient assessment and care 
management that is evidence based, 
effective, and is at the forefront of 
technological developments.
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From years of suffering with my 
right leg, my lymphoedema nurse 
is getting it under control which 
has improved my self-confidence.

The service has been excellent, 
with caring, professional staff 
who maintain high standards 
whilst being friendly.
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Presence  
& Reputation
What we have achieved
• Communications strategy developed 

and implemented.

• Launched new website which attracted 
4,480 new users and 19,396 page views 
in the first 6 months.

• Local television coverage for our 
Hospice Choir as part of Dying Matters 
Week, and our craft group volunteers 
who raised over £10,000 selling their 
knitted sheep doorstops.

• Created a compilation video of Hospice 
Choir recordings which reached an 
amazing 76,411 people in over 20 
countries on social media, spreading 
the message that talking about death, 
dying and bereavement improves care.

• Presented to a number of community 
groups to highlight our work.

• Increased our collaborative 
working with health and social 
care professionals to respond to 
the changing environment in a 
way that supports improvement 
and sustainability in the delivery of 
palliative and end of life care.

• Enhanced joint working and support 
for the Specialist Palliative Care Team 
and our Clinical Admin Team ensuring 
data quality and improved efficiencies 
with the referral process.

 What ’s next?
•  We will map local community 

groups and monitor the number of 
presentations we make within the 
local communities we serve.

•  We will strengthen our collaborative 
working by having a greater 
presence within each local 
Integrated Care Community (ICC) 
to identify and develop innovative 
and sustainable ways to deliver 
integrated care and support.

•  We will develop a robust education 
programme, both internal and 
external, to a standard that can 
demonstrate a change in clinical 
practice that promotes self-
management and can be delivered 
jointly with existing health and 
social care organisations. 

•  We will increase our engagement 
on social media platforms.

•  We will further enhance our 
website by launching an online shop 
and posting regular news stories.
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Sustainability

 What ’s next?
• We will continue to develop 

volunteer roles to offer 
more flexibility and build on 
opportunities to improve our 
profile including developing a plan 
to focus on annual recruitment for 
key roles.

• We will introduce a programme of 
e-learning for clinical volunteers.

• We will develop a robust capacity, 
contingency and succession plan 
that will ensure the continued 
delivery of efficient, high quality 
care and support from each 
clinical care stream.

What we have achieved
• Introduced a web based system to 

improve internal communications 
and save on emails and printing of 
information.

• Explored and developed new income 
streams including a review of our 
lottery programme and community 
fundraising initiatives.

• Investigated benefit of electronic point 
of sale tills which save time, show sale 
trends, provide detailed reports and 
improve gift aid income.

• Reviewed recruitment/induction 
processes for volunteers to ensure ease 
of access and consistency.

• Identified efficiencies and new ways 
of working within all care streams 
(home nursing, lymphoedema, 
family and bereavement support and 
complementary therapy) to ensure 
patients, carers, families and those 
who are identified as important to 
them, have access to safe, responsive, 
effective, compassionate and high 
quality care.



Governance Above: President Dr Brian Herd and  
some of our Board of Trustees

What we have achieved
• Worked collaboratively with colleagues 

from Eden Valley Hospice and Hospice 
at Home Carlisle and North Lakeland 
to develop a reporting dashboard 
consistent with the North Cumbria 
Clinical Commissioning Group (NCCCG) 
Quality Strategy. 

• Strategic Risk Strategy and processes 
developed and launched with Strategic 
Risk Register reviewed each quarter.

• Developed a Governance Handbook 
and induction process for new Trustees.

• Appointed 7 new Trustees with a 
broad range of professional skills and 
expertise.

• Reviewed the Memorandum and 
Articles of Association resulting in a 
new Committee structure with Terms 
of Reference and delegated authority 
from the Board.

• Developed a balanced scorecard for 
performance reporting to Board and 
Committees.

• Undertook a mock inspection of our 
clinical services in order to prepare 
for a future Care Quality Commission 
inspection.

 What ’s next?
•  We will continue to monitor 

the quality of services delivered 
by analysing Key Performance 
Measures (quality dashboard/
performance scorecards) and 
clinical audit.

•  We will appoint a new Chair to 
lead the organisation into the 
future when the existing Chair 
steps down at the end of his term 
in October 2019.

•  We will appoint two new Trustees 
in 2019/20 to replace those ending 
their term in October 2019.

•  We will take steps to ensure that a 
balanced and sustainable budget 
is set, identifying value for money 
and efficiencies where possible.
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 What ’s next?
•  We will establish regular health & 

wellbeing sessions for staff.

•  We will launch a new e-learning 
package for staff and volunteers.

•  We will continue to support 
staff through the Health Assured 
Programme.

•  We will introduce monthly staff 
bulletins.

•  We will enable staff to share 
knowledge and expertise with 
peers in other hospices across 
Cumbria.

Supporting Staff 
& Volunteers
What we have achieved
•  Carried out a staff survey which 

identified that a high proportion of staff 
understand the aims of the organisation 
(98%) and enjoy the work they do 
(94%). 96% of the staff feel that they 
are treated with fairness and respect.

•  Developed a health & wellbeing 
strategy and introduced an employee 
assist programme.

•  Collaborated with The Wordsworth 
Trust, to enable patients, carers, staff 
and volunteers to discover the creative 
and healing power of words. 

•  Supported and enabled staff to 
complete professional qualifications 
in Leadership, Cancer Care & 
Complementary Therapy, Specialist 
Lymphoedema and Fundraising. 

•  Created a personal development folder, 
encouraging staff to reflect on their 
achievements and concerns at work. 

•  Established a regular volunteer update 
which informs volunteers of news, 
opportunities and training.
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100% of staff 
believe in the 
aims of the 
charity

98% of staff 
understood what 
the charity wants 
to achieve as an 
organisation.

98% of staff 
enjoy working 
with the people 
at HHWC

98% of staff  
are proud to work 
for our charity

96% believe 
diversity is 
valued & they 
are treated with 
fairness & respect

2018 Staff survey results



How We Raised Our Money
Trusts and grant makers 
We are extremely grateful for the grants 
received from charitable trusts and foundations. 
Through their generosity we raised £58,384 
and have been able to deliver home nursing in 
Millom, enabling the teams to provide expert 
one-to-one care for patients, and purchase 
lymphoedema equipment so that staff could 
deliver even better specialist treatments. We 
also received funding for our patient support 
volunteer service, providing companionship for 
patients with life limiting conditions.  

Many grants are from long-standing supporters 
who know the value of our work, giving regular 
or multi-year grants, helping us have the 
confidence to plan our services. We really do 
value the funding we receive and thank each 
and every one of them.

What we have achieved
•  £52,845 raised through our Colour Run 

events.  The main event took place in 
the stunning surroundings of Muncaster 
Castle and seven local schools took part 
in their own “Mini-Colour Run”.

•  £17,365 raised through supporters in 
our local community completing their 
own sponsored challenges including 
swimming, cycling and running a mile 
each day for a month, the Great North 
Run, a London to Paris cycle ride and 
taking on the New York Marathon.

•  £136,594 was raised through the sale of 
donated goods in our shops and online. 

•  We are thankful for our partnerships 
with local businesses in West Cumbria 
who raised and donated £29,242.

•  Local community groups got together to 
raise an incredible £67,969 throughout 
the year.  Crafts groups sold knitted 
goods, community groups held coffee 
mornings, friendship groups held quizzes. 

•  Individuals from across our local 
communities gave an amazing £64,106.  
Many gave in memory of a loved one, 
and some made personal contributions 
after hearing about the work we do in 
their local communities.

 What ’s next?
•  We will launch a new regular  

giving programme entitled 
‘Friends of Hospice’.

•  We will introduce new fundraising 
events including the “KAPOW! 
Super Hero Challenge”; challenge 
events and a Christmas Tree 
collection project.

•  We will review how we engage 
with our supporters and encourage 
people to come and meet us 
and see the difference that their 
donations and support have made. 

•  We will explore new opportunities 
to expand our retail locations and 
communicate with our supporters.
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Home Nursing
257 patients were cared for 
and supported by our Home 
Nursing team.

Lymphoedema
Our lymphoedema team 
provided specialist advice 
and support to other 
healthcare professionals and 
assessed and managed the 
needs of 331 patients.

Complementary 
Therapy
Our staff and volunteers 
delivered 569 
complementary therapy 
sessions.

Care and Support  
Provided at Home
Across all our services 2307 care and  
support sessions took place at home.

Hours of  
Nursing Care
We provided 9549 hours  
of nursing care:

919 night shifts

409 day shifts

Family & 
Bereavement 
Support
257 patients, carers and 
those bereaved were 
supported.

Group Sessions
Our family & bereavement 
support team facilitated 49 
group sessions.

Volunteers
Our clinical volunteers gave 1841 hours of 
their time to support patients, carers and 
those bereaved.

Our Care in Numbers
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£16,077 

£29,242 

£58,385 

£21,260 

£32,885 

£56,291 

£136,594 

£316,540 

£244,012 

£232,885 

Gift Aid

Corporate

Charitable Trusts

Investment
Income

In Memoriam

Other Funding

Trading Company

Legacies

NHS Funding

Donations &
Events

Income - £1,144,171

£3,949

£7,022

£125,561 

£152,928

£174,046 

£319,313 

Governance

Investment Management Fees

Trading Company Costs

Lymphoedema

Marketing & Income Generation

FABS

Home Nursing

Expenditure - £1,247,095
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Statement of Financial Activity
For the year ended 31st March 2019
 Total  Total 
 Funds Funds 
 2018-19 2017-18
   
 £ £
INCOMING RESOURCES   
Donations & Legacies 742,305 635,898
Income from charitable activities 244,012 241,596
Income from other trading activities 136,594 134,702
Investment income 21,260 23,582
Other Income 0 0
TOTAL INCOMING  
RESOURCES 1,144,171 1,035,778
   
OUTGOING RESOURCES   
Expenditure on raising funds   
   
Costs of raising donations and legacies (174,046) (179,035)
Commercial trading operations (125,561) (117,079)
Investment management costs (7,022) (8,260)
Expenditure on charitable activities (940,466) (920,195
TOTAL OUTGOING RESOURCES (1,247,095) (1,224,569)
   
NET INCOME/(EXPENDITURE) BEFORE GAINS/ 
(LOSSES) ON INVESTMENTS (102,924) (188,791)
   
net gains/(losses) on investments 6,490 (8,887)
NET MOVEMENT IN FUNDS (96,434) (197,678)
   
RECONCILIATION OF FUNDS   
Total funds brought forward 936,867 1,134,545
   
TOTAL FUNDS CARRIED FORWARD 840,433 936,867
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Head Office
Hospice at Home West Cumbria, Upper Floor, Cumbria House, 
New Oxford Street, Workington, Cumbria, CA14 2NA

Telephone: 01900 873173 | Email: info@hhwc.org.uk 
www.hospiceathomewestcumbria.org.uk

 @HospiceatHomeWC

 @hospice.Cumbria

 @hospice_at_home_wc
Hospice at Home West Cumbria is a company limited by guarantee

Registered Company No. 4191126 registered in England and Wales 
Registered Charity No: 1086837 
Registered with the Care Quality Commission.  Certificate No: 1-183623894

Hospice at Home West Cumbria
Officers 2018/19
PATRON 
HRH The Prince of Wales

PRESIDENT 
Dr Brian Herd

VICE PRESIDENTS 
Lord Judd of Portsea 
Mrs Mary Todd 
Mr Richard Stout

Trustees
CHAIR 
Dr Robert Walker

VICE-CHAIR 
Richard Stout (retired) 
Janet Ferguson

Steven Bostock 
Joanne Bowe 
Dennis Lydon 
John Knewstubb 
Bill Mavir 
Sian Beaty 
Sarah Taylor-Howe 
Barbara Stephens 
Brendon Cook 
David Harper 
Maggie Bober (retired) 
Noleen Devlin (retired)

CHIEF EXECUTIVE 
Julie Monk

HEAD OF FINANCE 
Dawn Elliot

HEAD OF CARE  
& QUALITY 
Lorraine Dixon

HEAD OF FACILITIES 
Anne Farrer

HEAD OF MARKETING &  
INCOME GENERATION 
Hayley McKay


