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The Hospice of St Francis is a registered charity and exists to provide specialist palliative care to adults in West Hertfordshire and the Chiltern area of Buckinghamshire. This care is complementary to that provided by the NHS.  It is our aim to work cooperatively with local Primary Care Trusts, West Herts Hospitals Trust, Mount Vernon Cancer Network, local primary care teams and neighbouring hospice and palliative care providers
The Hospice is dependent on charitable and NHS funding to enable all care to be given free of charge.

Vision

Our vision is of a future where excellent palliative care is available to all those patients and families living with a terminal illness in our catchment area, when they need it and wherever they are.

We will achieve this vision by building on the best of our current services with direct provision of care together with indirect provision through collaboration and education .

We will keep our guiding principles of “whole person, respectful care” at the heart of all we do. A holistic model, combining excellent biomedical care with psychological and spiritual care, is the hallmark of our approach.

Values and Guiding Principles that underpin our Clinical Care
· Patients and those close to them are at the centre of our care - their world, wishes and choices are paramount and we respect the uniqueness and dignity of all

· Responsive, imaginative, innovative and cost-effective care to help patients and families maximise potential in the face of suffering and uncertainity

· Recognising the needs of patients with illnesses other than cancer and those in our community who traditionally don’t access hospice care

· Supporting patients and families in their decisions about place and direction of care

· Care is given regardless of age, race, sexuality, gender, religion, social class, or ethical belief of the patient

· Belief in collaboration and partnership leading to consistency and continuity of care wherever people are

· Sharing of knowledge and skills and palliative ethos to enhance care in all settings - we see St Francis as a resource for others 

· Promoting clinical leadership and advanced practice

· Promoting education and professional development for all our staff and those  we work with 

· Promotion of well-being for all staff and volunteers

· Ensuring a framework for audit, clinical governance, decision making and ethical practice

Strategic Aims 2009 - 2012

1. Continue to deliver excellent palliative care through direct provision of care in our Hospice beds, Day Care, Outpatient Services and at Home in line with the NHS End of Life Care Strategy 2008
2.  Promote outreach and collaborative models to develop a more cohesive and responsive palliative care service in the community and in other settings where patients die
3.  Develop a sustainable and robust Education service to bring the attitudes and knowledge of palliative care to many more professionals and the public outside the Hospice, whilst also recognising the need for continuing professional development of our own staff
4.  Achieve an increased, diverse and sustainable level of voluntary, trading and NHS income.
5.  Nurture, motivate and get best value from all our resources – this includes our people: staff and volunteers together with our places : new building, garden and shops.

6.  Ensure that appropriate outcome measures and governance frameworks underpin all clinical, financial, staffing and Board activity to support safe, effective, wise and economic use of resources.  
The Hospice of St Francis – the organisation
The Hospice organisation is large – much larger than the building ! The Hospice of St Francis is a Registered Charity no. 280825.  Over 80% of its costs are raised from charitable donations and fundraising.

At any one time we care for about 300 people affected by a life limiting illness, in our beds, in the community and via our day care and outpatient service

The Hospice relies heavily on volunteers – there are over 900 volunteers currently working throughout all branches of the Hospice. Their involvement is supported by a Volunteer Policy and newly developed Volunteer Strategy (2009)

The Board of Trustees provides governance and strategic leadership to the Hospice and ensures resources are used wisely

Board Committees comprise the Care Committee, the Finance and Fundraising Committee, the Nominations and Governance Committee, Remunerations Committee and the Estates and Facilities Committee

The Senior Management Team is led by the Hospice Director, Dr Ros Taylor DL and consists of 4 Senior Clinical Managers together with the Directors of Finance, Fundraising and Human Resources – see Structure Chart page 6

The Hospice currently employs 128 staff many of whom are part-time (70 FTE), plus 24 bank staff

A Staff Forum and Volunteers Forum provide 2 way channels for communication and consultation with all staff and volunteers
Registered Provider:
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Chairman Mrs Josephine Connell DL

Hospice Director

Dr Ros Taylor DL MA MB BChir 
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Mrs Hilary McNair, RN





Member of the Board of Trustees





Retired Hospice Matron





Vice President Help the Hospices

Registered Manager:
Alison Briant





Director of Nursing and Clinical Governance

Qualifications:

RGN MSc Health Law BSc Hons Diploma Palliative Care

Experience:


Director of Nursing and Clinical Governance August 2009





Director of Clinical Governance at St Francis since 2005




Bank Staff Nurse at Hospice of St Francis 1999 - 2002





Director of Clinical Management and Risk Barnet PCT 2002-5

Contact details:

The Hospice of St Francis





Spring Garden Lane





Northchurch





Berkhamsted





Hertfordshire HP4 3GW

Telephone:


01442 869550

FAX:



01442 877685

Email:



alison.briant@stfrancis.org.uk

Services provided include
· Inpatient care for 14 people on the site - currently only have funding for 12 beds
· Day care for up to 12 people twice a week on site.

· Home care provided by the St Francis Specialist Palliative Care Nursing team

· Specialist medical support for inpatients, outpatients and those in other settings

· Social work, physiotherapy, occupational therapy, chaplaincy and complementary therapies for inpatients, outpatients and patients at home

· Pre and Post Bereavement Psychological Support services for adults and children facing loss

· Outreach support to local acute hospitals and nursing homes

· Carer Support Service

· Education, training, research and placement programmes
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Criteria for referral include
· Symptom control – complex symptoms which may benefit from a multidiscliplinary team approach

· Assessment and planning of care by the multi-disciplinary team 

· Psychological and spiritual support
· End of Life Care
· Respite care to support carers

We  offer specialist palliative care on the basis of need, regardless of diagnosis. 

Referrals are made to St Francis using the Specialist Palliative Care Referral Form, developed locally for all providers of palliative care. This can be downloaded from our website or obtained directly from the Hospice. Referrals are accepted from any healthcare professional – usually these are initiated by the patients GP, Community Nurse, hospital team or other hospice provider. Patients and families can contact us directly – we would then seek a referral form to be completed by the patient’s GP.

For urgent referrals, contact can be made by phone to the Senior Sister.

Inpatient facilities
The Inpatient Unit is situated within the Hospice of St Francis building and provides 24-hour care for adult patients (over the age of 18 years) every day of the year. 
We have 14 beds (10 single rooms and 2 twin rooms), but are currently operating 12. All the bedrooms have access to our beautiful gardens. There are a variety of baths and showers to cater for all needs. There is a chapel (suitable for all faiths), patient dining room, conservatory and lounge with well-equipped childrens area. All patient areas are on the ground floor with excellent disabled access.

Care is provided by a team of specialist doctors together with specially trained nurses. 
Other members of our team include our supportive care team, catering staff, chaplains, complementary therapists, physiotherapists, occupational therapist and social workers.

There are usually 6 nursing staff on a morning shift, 4 on a late shift and 3 on overnight, with round the clock medical cover. 

Volunteers are a vital part of the team and help with practical tasks which make all the difference. 
It is recognised that everyone is anxious about coming to a hospice. The Hospice aims to provide dignified, calm and safe care for the patient and those close to them, managing anxiety and distress wherever possible.
For those returning home, the team will assess the need for extra help or equipment and arrange for it to be available for when the patient goes home.
· Inpatients have access to a telephone in their room – please ask staff for details. Mobile phones can be used by patients and relatives.

· There is free wireless internet access for patients and visitors so laptops can be brought in and if needed, the Hospice has it own for temporary loan to patients

· Smoking – there is a small room available for patients to smoke in.  Visitors and staff are not allowed to smoke in the building.

· Dietary requirements – all dietary needs can be catered for.   Our Chef discusses menus with the patients on a daily basis. Our Chef won the National People’s Award for Dignity in Care Award in 2009 !
· Pets – we are happy for pets to visit patients whilst they are in the Hospice as long as the animals are kept under control !
· Please see our leaflet “Information for your Stay” for further information and Floor Plans on the wall near Reception.

St Francis Specialist Nurse Community Team

 
The St Francis Specialist Nurses are based at the Hospice and work closely with GPs, District Nurses, Hospitals and Social Services, visiting patients in their homes throughout Berkhamsted, Hemel, Amersham and Chesham and surrounding villages 
They are Registered Nurses who have specialist training and experience in Hospice care. They will offer advice on pain and symptom management and give holistic support and information to patients, their families and friends. 

The Team can be available from the moment someone is diagnosed with life-limiting  illness and support may continue throughout the course of the illness.

The Team provides a 24hour on-call service for patients known to St Francis.

Day Hospice
The Day Hospice offers a comprehensive approach to care providing a broad range of therapies. The aim is to provide a safe place for patients allowing them to discover ways of dealing with the change to their lives that the diagnosis has brought. 

Nurses, therapists and volunteers staff the Day Hospice, where a comprehensive approach to care for the whole person under medical supervision includes information, creative therapies, counselling, complementary therapies and relaxation as well as nursing and medical review if needed.

Supportive Care Team

This team consists of staff specially trained in counselling and family support working with a team of highly skilled and trained volunteers. 

This service includes: 

One to one sessions to offer psychological care for those living with serious illness

Family meetings 

Social work assessments to assist with care needs and finances

Support for children and parents facing loss. 

Bereavement care through telephone support, counselling and group work
Chaplaincy

Our Chaplaincy team are available to support patients and families of any or no faith. 
The Team are available weekdays in the In-patient Unit and visit the Day Hospice regularly. A patient’s own priest, vicar, pastor, rabbi etc is welcome to visit at any time.

Complementary Therapies

The Hospice employs a part time complementary therapist who offers sessions by arrangement. We also have a growing team of volunteer therapists who are all accredited in their particular therapy.

Medical Team
Patients with serious illnesses who may not need admission to the In-patient Unit may book an out-patient appointment with a Hospice doctor via the medical secretaries. Medical cover is available 24 hours per day, 7 days per week.

Lymphoedema Therapist

The lymphoedema therapist is our senior physiotherapist who has specialist training for this condition. She offers patients advice and help in treating swollen limbs. Patients are seen by appointment and may also be seen at home.

Physiotherapy and Occupational Therapy Service

The Hospice employs 3 part time physiotherapists and an occupational therapist.  All Hospice patients have access to these professionals according to need.  They aim to help patients manage their symptoms and gain greater independence,


Carer Support
Our Carer Support group is held monthly at the Hospice. Our Carers Support Team offers carers some respite by sitting with the patient in their own home.

Staffing
The Hospice of St Francis employs 128 staff including nurses, doctors, physiotherapists, occupational therapists, social workers, chaplain and complementary therapists – see attached Staff List on page 13 & 14.
All staff are experienced in their field of practice and many have additional experience and qualifications in palliative care.  The Hospice actively encourages its staff to develop both professionally and personally.  There are opportunities for staff to attend outside courses and there is also an extensive in-house education programme.

The Hospice of St Francis relies heavily on volunteers in most areas of its work. The volunteers all have training and support appropriate to their role.

Education, Training and Research
Our Team won the Educationalist Team of the Year Award in 2009 awarded by Macmillan and the International Journal of Palliative Nursing.

The department provides a range of highly evaluated courses for all St Francis staff and volunteers. We support continuous learning and development and encourage our staff to gain the necessary skills and knowledge they require for their roles. 

Many external professionals also attend St Francis courses and others visit the Hospice on placements for short periods of intensive mentoring. Patients will always be asked in advance if they are happy to be seen by a student. 

A total of 2000 education contacts were made in 2009.
St Francis has formal links with the University of Hertfordshire and Education for Health (Warwick), participating in the design and delivery of degree and masters level academic programmes.
The Hospice of St Francis is just beginning a formal research programme and is developing a Research Strategy. Currently there is one PhD student in post.

Mandatory Training for Staff (see Mandatory Training Policy 2010)
The Hospice requires all staff to have annual training updates in :

· Fire safety with additional training for Fire Marshalls

· Moving and handling

· Food hygiene

· Health and Safety

· Protection of Vulnerable Adults and Children

· First Aid with additional training for designated First Aiders

In addition, all clinical staff are updated annually re :

· Mental Capacity Act

· Deprivation of Liberty Safeguards

· Basic Life Support and Anaphylaxis

· Syringe Driver Use and Controlled Drugs Procedures

Consultation with patients and families about their care

Leaflets about Hospice services are available for all patients.
Involvement of patients and those close to them in difficult decisions about treatment, is very important to us. The medical and nursing teams welcome discussions with patients and their family about preferences, concerns and questions.

No  discussion  will  take  place  between  Hospice  staff  and  relatives or carers  if  a patient is unwilling for such  discussions to take place. 

Further investigations, treatments or a change in medication may well be suggested by the clinical team - our aim is always to promote the best possible quality of life supporting people through all the problems and uncertainty that illness brings. Our care is holistic – helping to address  physical, emotional and spiritual concerns.

The question of resuscitation is very sensitive and will be discussed with patients if appropriate. The Hospice clinical staff are all trained in basic life support – we do not have advanced resuscitation equipment. 
We promote the use of Advance Care Plans, Statements of Preferences and Advance Decisions to Refuse Treatment regarding decisions about care. Staff are trained to have important conversations and support patients in capturing their choices and all senior clinicians have undergone Advanced Communication Skills training.
Visitors – arrangements for contact between patients, their relatives and friends

Visitors are welcome at any time (although a rest time for patients between 1.30pm and 2.30pm is encouraged).  To comply with Health & Safety Legislation visitors are asked to ring the door bell and a volunteer will welcome them and check with a nurse that it is appropriate for a visitor to proceed to see a patient. 

Part of the Hospice ethos is to welcome visitors, recognise their anxiety and engage with them, always in line with the patient’s wishes.

There are facilities for those close to the patient to stay overnight, particularly if the the condition of a patient is critical.
Meals for visitors who are spending a lot of time with a patient can be booked and paid for at Reception

Privacy, Dignity and Respect for patients and those close to them

Staff are trained to help to preserve and maintain the autonomy, dignity, individuality and privacy of all patients, families and carers. This is one of our guiding principles. 

This is achieved by :

Our Facilities

Private consultation rooms with soundproofing

Individual en­suite bedrooms 

There are several quiet, secluded areas available where patients can discuss their condition with the clinical team if they wish

Space for reflection and contemplation – conservatory and chapel 

Privacy signs for doors 

Blinds / voile on windows of all clinical spaces

Tone and style of care  

Assessing health needs in a timely, appropriate and accurate manner.  

Fully informing patients of any recommendations regarding care.  Gaining full consent for any treatments or examination.  

Respecting patient confidentiality at all times - confidential information will remain safe and secure. We only share relevant clinical information within our team and with other health care providers if important to support treatment. Addressing patients by their preferred name and title.  

Treating patients with courtesy and consideration at all times.  

Ensuring that our services are accessible to people of different cultures, 

ethnic backgrounds and language
Quality Control, Outcomes and Patient Involvement

The Hospice staff carry out regular audits to ensure that the quality of care is maintained. Patients will be informed when an audit is taking place.  As part of the audit process patients may be asked their views or to comment on their experience.

Copies of completed audits are available from the Director of Nursing.

The Board of Trustees discusses quality of care and clinical strategy at the quarterly Care Committee.

The senior clinical staff debate and plan clinical developments at a monthly Clinical Leads and Audit Group.

The measurable clinical outcomes of care (Key Performance Indicators) are reported quarterly and distributed to the Board and all staff in a summary form (Balanced Scorecard)

Patient and Carer Experience Surveys are carried out frequently and all feedback is acted on.

The Hospice of St Francis is committed to consulting users of the service and all stakeholders regarding all aspects of the service and its development. 

It does this by :

Regular Patient and Carer Experience Questionnaires - Results of patient surveys can be accessed on request

Focus sessions with Carers Groups, current and previous users of St Francis services.

Volunteer Forum

User Framework being established in 2010

Access to patient records
Patients have the right to access their Hospice records and to have the records explained to them if they do not understand them.

Where a copy of the record is required applications should be made in writing to the Hospice Director or Director of Nursing and Clinical Governance.

Comments, Compliments and Complaints
The Hospice has a Comments, Compliments and Complaints Policy and Procedure

All complaints, comments and concerns about any aspect of our service or care are  taken seriously and will be dealt with by the appropriate Senior Manager as quickly as possible.

Complaints should be addressed to the Hospice Director or the Director of Nursing and an acknowledgment will follow within 2 working days, with an invitation to a face to face meeting to discuss the complaint or concern. A full response will follow within 20 days

The Hospice of St Francis is registered under the Care Standards Act 2000 as an Independent Hospital.  It is inspected by the Care Quality Commission (CQC).  

Unannounced Provider Visits are also carried out by the Board of St Francis Trustees

If you are unhappy with the way that the Hospice deals with your concerns or complaint, then it is possible to contact the Care Quality Commission at

Care Quality Commission 

Citygate

Gallowgate 
Newcastle upon Tyne NE1 4PA   

Telephone: 03000 61616          Email: enquiries@cqc.org.uk
A copy of the latest Inspection Report is available at reception and can be copied on request for individuals who wish to take a copy away with them.

Contact us

01442 869550

email     admin@stfrancis.org.uk
www.stfrancis.org.uk   for travel directions and full service details

Staff list
	Department
	Position
	Establish
f.t.e.
	Actual f.t.e.
	Vacancies
f.t.e.

	Director
	Chief Executive
	1
	1
	1

	Medical Team

 

 
	Macmillan Consultant
	0.7
	0.7
	0

	
	Doctors
	1.88
	2.05
	0

	
	Pharmacist
	0.2
	0
	0.2

	IPU

 

 

 

 
	Director of Nursing and Clinical Governance
	1
	1
	0

	
	HCA
	6.23
	6.23
	0

	
	Senior Sister
	1
	1
	0

	
	Sisters
	1.6
	1.6
	0

	
	Staff Nurse
	11.8
	11.8
	0.4

	
	Audit Staff Nurse
	0.6
	0
	0.6

	Specialist Nurses

 
	Senior Homecare Nurse
	1
	1
	0

	
	Homecare Nurses
	4.2
	4.2
	0

	Day Hospice

 

 

 

 
	Sister
	0.45
	0.45
	0

	
	Reg Nurse
	0.34
	0.34
	0.03

	
	HCA
	0.4
	0.4
	0

	
	Comp Therapist
	0.44
	0.44
	0

	
	Admin asst
	0.38
	0.45
	0

	Education

 

 

 
	Director of Education
	0.64
	0.64
	0

	
	Director of Practice Dev
	0.35
	0.35
	0

	
	Advance Care Plan nurse
	0.6
	0.6
	0

	
	Education Coordinator
	0.75
	0.75
	0

	Therapy

 

 

 

 
	Comp Therapy Coordinator
	0.37
	0
	0.37

	
	Occ Therapist*
	1
	0
	0

	
	Physiotherapist
	0.43
	0.43
	0

	
	Clinical Physio Specialist
	0.8
	0.8
	0

	
	Senior Physiotherapist
	0.4
	0.4
	0

	Supportive Care

 

 

 

 

 

 

 
	Bereavement Coordinator
	0.48
	0.48
	0

	
	Chaplain
	0.75
	0.75
	0

	
	Children's Support Worker*
	0.48
	0.48
	0

	
	Director of Supportive Care
	1
	1
	0

	
	Admin Assistant
	1.13
	1.13
	0

	
	Home Volunteer Coordinator
	0.32
	0.32
	0

	
	Social Worker
	0.7
	0.7
	0

	
	Social Work assistant
	0.69
	0.69
	0

	Clinical Administration & Data

 
	Referrals Secretary
	1
	1
	0

	
	Information Analyst
	0.4
	0.4
	0

	
	Medical Secretary
	1
	1
	0

	
	PA to Med Director
	1
	1
	0

	
	Ward Secretary
	1.13
	1.13
	0

	HR & Vol Services

 

 

 

 

 
	Director
	0.66
	0.66
	0

	
	HR Admin
	1.2
	1.2
	0

	
	HR Officer
	0.69
	0.69
	0

	
	Receptionist
	1
	1
	0

	
	Vol Serv Asst
	0.61
	0.61
	0

	
	Vol Serv Manager
	0.8
	0.8
	0

	Finance

 

 
	Director
	0.9
	0.9
	0

	
	Deputy Finance Manager
	0.75
	0.75
	0

	
	Bookkeeper
	0.48
	0.48
	0

	Fundraising

 

 

 

 

 

 

 

 

 

 
	Director
	1
	0.83
	0.17

	
	Donor Care Asst
	1.4
	1.4
	0

	
	Donor Dev Manager
	1
	1
	0

	
	E comms Manager
	0.64
	0.64
	0

	
	Comm FR Manager
	0.6
	0.6
	0

	
	Comm FR Officer
	1
	1
	0

	
	Trusts FR Officer
	0.6
	0.6
	0

	
	FR Project Manager
	0.6
	0.6
	0

	
	Trusts & Corp Dev Manager
	1
	1
	0

	
	PR Officer
	0.4
	0.4
	0

	
	Publications Officer
	0.58
	0.58
	0

	Retail

 

 

 

 

 
	Retail Manager
	1
	1
	0

	
	Relief Shop Manager
	0.64
	0.64
	0

	
	Shop Manager
	5.76
	5.76
	0

	
	Deputy Shop Manager
	3.6
	2.24
	1.36

	
	Shop Assistant
	0.4
	0.4
	0

	
	Handyman/Driver
	0.6
	0.6
	0

	IT
	IT Systems Manager
	1
	1
	0

	Catering

 

 

 
	Manager
	1
	1
	0

	
	Cooks
	1.66
	1.33
	0.33

	
	Catering Asst
	1.16
	1.16
	0

	
	Kitchen Asst
	0.833
	0.833
	0

	Facilities
	Maintenance Engineer
	1
	1
	0


* are grant funded posts

All staff are recruited with reference to a person specification setting out the skills, experience and qualifications required for the job. 

Copies of professional registration, PIN numbers and certificates are held by the HR department in personnel files.[image: image3.png]
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