
Quality Account
2021-2022



Contents
3 Introductory statement from the Chief Executive
5 Welcome to St Andrew’s Hospice
6 Mission, vision and values 
7 Our services
8 Enhancing understanding and meeting the needs of 

patients and families
12 Looking back on 2021-22
14 Our achievements
16 Feedback from the Director of Governance and Quality
20 Identified priorities for 2022-23
23 Statement of assurance 
25 Infographics: A year in numbers
27 Staff survey
31 Supporting statement by patients and carers from St 

Andrew’s Hospice TREE Group
32 Supporting statement: The Hospice Board of Trustees
33 Supporting statement by North East Lincolnshire Clinical 

Commissioning Group
34 Supporting statement by North East Lincolnshire 

Healthwatch

Please note: All images within this document were compliant with Government 
guidance at the time of taking.



Introductory statement from the 
Chief Executive 

On behalf of the Board of Trustee Directors and Senior Management Team, it 
gives me great pleasure to present this year’s Quality Account for St Andrew’s 
Hospice. Our aim is to be transparent and engaging and give assurance of the 
quality and safety of the care and support we provide. The account reviews the 
achievements we have made during 2021-2022, outlines our key priorities for 
improvement to services for patients and their families, and demonstrates the 
excellent work of our hospice teams.

Quality is central to the care and support that we provide. The hospice has 
developed a strong framework in both corporate and clinical governance. Our 
culture of continuous quality monitoring identifies potential shortfalls and 
allows us to act swiftly to improve. We have developed a governance and 
assurance framework to record how we comply with regulatory requirements 
and recognise how we can further improve on our quality and performance. 
Our Patient & Carer Involvement Group is represented within our governance 
framework and play a key role in communicating feedback and advice to ensure 
that all our services and activities are responsive and deliver on quality.

We have continued to focus on partnership working across North East 
Lincolnshire, as local health and care partners work together in a more 
integrated way, to form new solutions to respond to the increasing demand 
for care and support as well as other complex issues facing us collectively. We 
have also developed our working relationships across a Northern Lincolnshire 
footprint, focussing on palliative and end of life care services, including with our 
neighbouring hospice. This collaboration will help improve the experiences of 
people with a palliative diagnosis and those who care for them.  

We have seen a significant increase in admissions for symptom management 
and end of life care, reducing inappropriate admissions into hospital and 
providing an improved experience for the patients and their families.Michelle Rollinson
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The landscape of hospice care is ever changing with challenges of reducing income and increasing cost pressures. In an era where 
charitable giving has been hit by austerity, and where research is clearly indicating demand for services is growing, costs have also 
increased due to recent NHS pay rises having an impact on the recruitment and retention of hospice staff, and by greater regulation 
and the demands of commissioners and quality inspections.

Despite the current economic climate, the hospice has continued to provide a high quality service and remains financially sound. 
We have achieved this by providing high quality, cost-effective services to our patients, their families, friends and carers. Our teams 
continue to strive for excellence in all they deliver.

We are only able to provide this high standard of care 24 hours a day, 365 days a year because of the commitment and dedication of 
our skilled teams and for the continuing support we receive from the wider community, our volunteers, retail team and fundraisers. I 
would like to take this opportunity to thank everyone for their valuable contributions and their ongoing support to the charity.

We are grateful for the financial contribution we receive from the NHS and value our close partnership working with the 
commissioners and all health and care providers to improve the care and experiences for the children, young people and adults of our 

wider geographic area.

We recognise there will always be challenges and we 
will continue to strive for the highest quality in all care 
provided, putting our patients, their families, friends 
and carers at the heart of everything we do.

I am responsible for the preparation of this report 
and its contents. To the best of my knowledge, 
the information reported in this Quality Report is 
accurate and a fair representation of the quality of the 
healthcare services provided by St Andrew’s Hospice. 
The safety, experience and outcomes for all those 
using our services is of paramount importance to us. 

Michelle
Michelle Rollinson
Chief Executive



Welcome to  
St Andrew’s Hospice

St Andrew’s Hospice is a charity providing care at no 
cost to patients, their families and carers.  The hospice 

has been providing palliative care, advice and support to 
people with life-limiting illnesses for more than 40 years.

5



Our vision, mission and values

Vision
Providing excellence 

and choice for 
everyone affected by 
a life-limiting illness.

Values
• Delivering holistic care 

for all.
• Transforming 

communities.
• Making a difference.

• Striving to improve and 
innovate.

Mission
To make each day 

count for people with 
life-limiting illnesses 
and support those 
who care for them.



St Andrew’s Hospice offers a number of different services to provide 
care and support to people experiencing life-limiting conditions.

St Andrew’s, the adult inpatient service, and the services offered to 
adults by the Support and Wellbeing Team, delivers care to people 
aged 18 and above with a life-limiting illness who live in Grimsby, 
Cleethorpes, Immingham and the surrounding areas.

Andy’s is the children’s and young person’s service, which delivers 
care to people aged from birth to 25 years old. It includes services 
offered by the Support and Wellbeing Team. Andy’s services are 
available to young people with a life-limiting illness living in Northern 
Lincolnshire and the counties of Lincolnshire, Hull and the East 
Riding of Yorkshire.

Our services include the following:

• In-patient beds (consisting of sixteen single rooms) providing  
24-hour care.

• Andy’s Amigos.
• Wellbeing Service, providing clinical and therapeutic booked 

services Monday to Friday. These services aim to give patients 
extra support to manage symptoms, live independently at home 
and maximise their quality of life. Wellbeing group sessions 
include Coffee and Chat, Craft Group, Games Club, Dementia 
Group, Chatty Craft Café. relaxation, Tai Chi and chair-based 

exercise groups. Please note, some of these are only available 
currently through a virtual offering.  Virtual services are now in 
place to support patients and carers, including telephone contact 
and virtual 1:1 consultations. There is also a Wellbeing patient 
Facebook group for peer support and information.

• Community Paediatric Service, providing hospice care in the 
home.

• The Retreat, offering therapies and rehabilitation in a spa 
environment, including: Lymphoedema care and treatment, 
physiotherapy, hydrotherapy, complementary therapies, hair and 
nail studio, assisted bathing.

• Support and Welfare Service, providing support and guidance to 
patients and their families, including spiritual care.

• Bereavement Support and Counselling Service, providing support 
to all families accessing St 
Andrew’s Hospice and anyone 
requiring support who resides 
in North East Lincolnshire.

• The Butterfly Suite, a 
temperature controlled suite 
where care can continue for 
the child after their death.

• Fully equipped family 
accommodation.

• Training and education, both 
in-house and external.

Our services
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Enhancing our understanding 
and meeting the needs of 
patients and families
Duty of Candour

Whilst we pride ourselves on providing safe, 
quality care, from time to time we know 
incidents can happen. The effects of harming 
a patient can have devastating emotional 
and physical consequences for patients, their 
families, and carers. It can also be distressing 
for the professionals involved. Being open and 
honest about what happened - discussing the incident fully, openly 
and compassionately - can help all those involved cope better with 
the consequences of harm, whether potential or actual, in managing 
the event and also in coping in the longer term. In addition, being 
open and candid when things go wrong ensures that the investigation 
gets to the root cause of the event and promotes organisational 
learning. The Duty of Candour is a contractual requirement for all 
bodies delivering patient care in the UK and St Andrew’s Hospice 
supports this approach wholeheartedly, as we recognise our 
responsibility to patients and their families and staff. 

Concerns and complaints

All concerns and complaints are fully investigated within agreed 
timescales. We ensure an open and honest approach to investigations 
and responses. We always offer meetings with a view to resolution, to 
all complainants and those raising concerns.

Governance

Governance is integral to the organisation as it maintains the 
strategic direction of policy development and implementation. Using 
digital technology (in the form of Vantage incident management 
system), we are provided oversight of desirable/undesirable trends. 
This oversight from an organisational perspective, especially since 
having the dedicated governance role in late 2018, has enabled the 
organisation to be more transparent, accountable and well led. This 
is steered through Service, Quality and Improvement and Operational 
Governance meetings, which include lessons learnt as part of their 
agendas. Key performance indicators are discussed on a case-by-
case basis within the Service, Quality and Improvement meetings.
As a hospice we continue to engage with the local Clinical 
Commissioning Group (CCG), Controlled Drugs Local Intelligence 
Network (CDLIN) and Hospice UK, in reporting all of our quality data. 
We work closely with Hospice UK to assist with the development of 
patient safety reports and how they will inform our practice in the 
future.  A considerable amount of work has been undertaken on the 
frameworks which underpin governance throughout the organisation.  
This has brought clarity for staff on the processes and responsibilities 
they have to follow, including the direction of work which is left to 
develop. The governance work has also supported our trustees in 
their knowledge, and provided the assurances they need to steer the 
organisation, ensuring we are fulfilling our strategic commitments to 
our patients and stakeholders.
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Workforce and staffing: What we have done and what we will do

The staff who work for St Andrew’s Hospice are our greatest asset 
and are key to delivering the high-quality care we provide for our 
patients and their families. This has never been more evident 
than throughout the Covid-19 pandemic with staff demonstrating 
remarkable resilience and commitment. We are also incredibly proud 
of our team of amazing volunteers who regularly give their time to 
support the work we do here at the hospice.

The impact of the Covid-19 pandemic on our staff, at work in 
responding to the patient care during these unprecedented times, 
working from home, or at home shielding, as well as in keeping 
themselves, their family and loved ones safe, has been apparent. We 
remain absolutely committed to working with our staff to promote 
good physical, mental and psychological health and wellbeing, and 
to support those who need our help. We draw on the experience and 
expertise we have within the hospice from a range of departments, 
including human resources to coordinate our efforts and guide us on 
best practice in making staff health and wellbeing our a key priority.

During 2021 we introduced an ambitious, three-year project in 
transforming our employment offer. We believe we are now starting 
from a good place with a workforce that is committed and motivated 
to achieve the hospice’s vision. Our workforce strategy sets out what 
we will do over the next three years to make our ambitious plans a 

reality through enabling our current staff to fully utilise their potential 
and enriching our workforce by attracting new staff, who share our 
values and have the ability and motivation to achieve our vision.

As we continue to move forward we want to be sure that our 
workforce strategy reflects the things that matter most to our staff 
through active staff engagement, making sure we reflect their most 
up to date views in helping us shape and develop our workforce 
of the future.  We aim to empower our staff to be the best they 
possibly can and continue in creating an environment that supports 
our aim in broadening their skills, supporting staff to work flexibly to 
achieve great outcomes and being adaptable and responsive to the 
changing world around us. Here at St Andrew’s we value each other’s 
differences and the contribution everyone makes towards making St 
Andrew’s Hospice what it is today.

Drop-in sessions

Covid–19 has halted our drop-in sessions for 
the time being, however alternatives have been 
arranged for our community as detailed below:

The drop–in coffee morning continued to be 
very successful until it was suspended due to 
the pandemic. A virtual coffee morning is now 
available through the Wellbeing service on a Monday morning and 
although not as busy as the drop in session, a number of patients 
attend on a regular basis and enjoy a catch up and chat. We also 
provide information and support over Zoom.

The Friendship group held on a Tuesday afternoon is still available 
to patients and carers. This has remained popular, enabling patients 
and carers to maintain contact with other patients/carers and having 
access to a professional for support and advice.  

The Bereavement Service continues to develop and although there 
have been no further drop-ins, support is available via telephone and 
virtual consultations continue to be offered. Other ways of supporting 
are being considered e.g. using Facebook.



Children’s Hospice At Home Service

The Hospice at Home service supports children and their families 
in the home by providing respite from the 24/7 care some of the 
children require. Staff provide activities suitable to each individual 
child/young person’s needs, enabling them to experience normal day-
to-day activities e.g. going for a walk and collecting leaves to make 
leaf pictures/leaf printing, as well as providing personal and specialist 
nursing care.

Providing care in the home gives parents a break and time 
for themselves to read a book, go out, meet friends or attend 
appointments. It also enables Andy’s to provide care and support to 
more children and families and reaching those who may have trouble 
travelling to the hospice.

The service is constantly being reviewed and families are now offered 
longer sessions which are more beneficial to them and through 
planning can be offered on a regular basis depending on the child/
young person’s needs.  By having regular visits, we have been able 
to maintain 1-1 relationships, which are so important for trust, and 
lead to better nurse and patient relationships, engagement and 
understanding.  This has been hugely important through these very 
difficult times during the pandemic.  

We have had positive feedback from families. One mum has stated: 
“My son is sleeping far better since the project visits started, and is 

more actively engaged with his brother and us, he is also less moody, 
which is great!  He is more like his old self.  He has loved seeing his 
friends on Zoom and FaceTime, with the nurses who helped set this 
up.”

Mum said: “It has been a definite help to have the nurses here, 
especially as at the moment we have no other support in place and 
son has struggled understanding what’s going on, not seeing his 
friends.  He has been so down.”

Parents have also reported that they have seen an improvement in 
their children’s moods and that they are eating and sleeping better.

Also as part of this community, a new service called ‘Andy’s Amigo’s’ 
has been set up. This service offers therapeutic group sessions, 
enabling children to come together to socialise and interact whist 
undertaking a variety of activities such as fun and games, crafty 
kids, physiotherapy through play, storytelling 
through massage and family splash sessions 
in our hydrotherapy pool.

Over the coming year we will be building and 
embedding both of the services as part of our 
core offer, to ensure we are reaching as many 
of the children/young people who require our 
support and care.
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Good morning – hi – it’s nice to see you!
Welcome, come in, we’re ready for you!
Here’s your chair and a rug to keep you cosy.
Tea or coffee? – A biscuit or two?
Smiles and laughter; hugs and grins,
Friends together - let the fun begin!
Quiz or bingo? Paint a pot?
Chat and laughter – we’ve got the lot.
Stories, tales and sharing too,
And always a caring eye on you.
A chance to share – good things or bad, 
Knowing someone’s listening 
(and that they really care).
Noticing each little thing
(even those you do not share).
Always ready with a helping hand,
And – most importantly a smile.
A gentle touch, a caring hug, are you with all the while.
Then, too soon, it’s time to go,
But with us when we do
Will always be those angels,
And their smiles with us will stay
Until next time we meet again
- To brighten up our day
So when the day seems lonely,
And worry clouds our sky,
We just think back to Wednesday
And relax again – and smile.

*Rose is a wellbeing patient using services at the hospice.

A poem by Rose



Community engagement

Community engagement 
continues to be important 
to everyone at St Andrew’s 
Hospice.  Due to the 
Covid-19 pandemic this work 
has had to be put on hold, 
but will be a priority moving 
forward into 2022-23.

Our aim remains the same: 
through increasing our 
community engagement, we 
will:

• Endeavour to reach more 
people who are facing 
death, dying and loss in 
our catchment areas.

• Listen to and engage with community groups to find out what 
local people want at the end of life.

• Work within schools and colleges, helping them understand the 
work of St Andrew’s Hospice and promote awareness of palliative 
care services in the community.

• Work with GP practices in understanding services available.
• Host awareness events, i.e. Dying Matters, Children’s Hospice 

Week, Hospice Care Week etc. 

It is important to us at St Andrew’s Hospice for people to be 
supported in their communities, and by engaging with others we 
hope to equip them with a knowledge and understanding of palliative 
and end of life care that will enable people to be supported within 
their own community, knowing where they can seek support. We 
wish to reduce the risk of social isolation and loneliness and enable 

Looking back on 2021-22
people to maintain their independence for as long as they can.
Project ECHO (Extension of Community Health Outcomes) continues 
to be a priority for St Andrew’s Hospice. With the successful 
completion of our two year pilot, undertaken jointly with Lindsey 
Lodge Hospice, we made the decision to extend our support through 
a Project Echo Transitions network jointly with St Luke’s Hospice, 
Sheffield. This project was enabled with the successful funding bid 
received to support us from a Humber Coast and Vale perspective, 
by Hospice UK. This is an exciting development that uses technology 
such as Zoom to deliver teaching to a wide variety of professionals. 
The aim is to improve understanding around transition related issues 
and share good practice, thereby ensuring the young people we care 
for get the best experience. As this project is funded for two years, it 
will continue into 2022-23.

Vantage development

Vantage is an internal data management system working to provide 
highly efficient and customisable live data across all areas of 
the hospice, saving time 
and resources. Since 
implementing the Vantage 
system, 32 modules have 
been developed, helping 
improve how we record and 
monitor information across 
all our businesses within the 
hospice. Vantage is helping 
St Andrew’s Hospice become 
more responsive and move 
into the digital world, 
helping us to become more 
environmentally friendly 
by reducing our carbon 
footprint.



Kickstarters

The hospice was keen to 
support the Government 
Kickstarter scheme, 
recognising it as a way of 
providing opportunities for 
young people whilst bringing 
a young person’s perspective 
into the organisation into 
relevant areas.

We have supported a number 
of Kickstarter’s who were 
deployed primarily in our retail 
business, working in our stores 
and our warehouse alongside 
experienced managers and 
volunteers.  We are proud 
and delighted to have been 
able to provide this real 
work experience, that puts 
the young person in a much 
stronger position for future 
job applications through the 
development of their skills and 
exposure to the world of work. 

We have also been able to offer full-time trainee and deputy manager 
jobs to some of the Kickstarter’s who showed particular promise in 
their roles.

Better impact

Digital Transformation remains a key objective in moving our entire 
workforce forward, with the introduction of a Volunteer Management 
Portal.  Our volunteers are the backbone of St Andrew’s Hospice, and 
having in place Better Impact (a volunteer management platform) 
is essential in improving our volunteer operations and on boarding.  
We are committed to making the whole process of volunteering as 
easy and seamless as possible, in not only supporting our existing 

volunteers family, but recruiting new volunteers who are dedicated to 
supporting the St Andrew’s Hospice. This exciting direction in digitally 
transforming our volunteering engagement will also allow us not only 
to plan long-term strategically, but build and support our positive 
relationships with our volunteer community.

Integrated care partnership working

We have continued to work collaboratively with health and social 
care providers that seek to maximise the connectivity and benefits of 
collaboration across the local health communities, to raise awareness 
of how our services can support the wider healthcare system and our 
patients.
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We are very proud to announce that St Andrew’s Hospice won 
this year’s Campaign For Learning getAbstract Impact Award, for 
Inspiring a Lifelong Learning Culture.

Jayne D’Silva, VP Sales UK at getAbstract said: “Learning happens 
in all walks of life. And this has been truer than ever in this 
extraordinary and challenging year.

“As the sponsor of this year’s Learning at Work Week Impact Awards, 
getAbstract is proud to announce St Andrew’s Hospice is one of our 
award winners.  St Andrew’s Hospice, put emphasis on in-house 
knowledge sharing and skill development.  By offering a broad range 
of workshops open to all staff, St Andrew’s showed a commitment to 
living a learning culture.”

We offered a programme of 29 workshops over seven days to give 
staff the flexibility to attend what they found of interest.  The range 
of workshops covered IT skills in Word, Vantage, SystemOne and 
Zoom, alongside clinical topics such as falls and hydration, dementia 
awareness, safeguarding and mental capacity assessments. We 
also used the opportunity to promote staff wellbeing, and offered 
workshops on managing anxiety, self-care and relaxation and 
mindfulness.

The majority of workshops were facilitated by St Andrew’s staff 
showcasing the wealth of knowledge we have internally. Learning 
at Work Week also provided opportunity to develop workshop 
delivery and presentation skills, share knowledge and build working 
relationships across the organisation.  Learning at Work Week will 
continue to feature on our annual program of events next year.

Integrated Excellence Award

The Integrated Support, Welfare and Bereavement team was created 
following the development of the end of life care partnership 

between Care Plus Group (Macmillan) and St Andrew’s Hospice, in 
2017. We are proud to announce that staff from Care Plus Group and 
St Andrew’s Hospice won the Integration Excellence Award category 
at the Macmillan Cancer Support Professionals Excellence Awards, in 
November 2021.

The Team has brought together Macmillan palliative care social 
workers and Macmillan social welfare advisers from Care Plus Group, 
with palliative care social workers, a spiritual care lead, bereavement 
coordinator and caseworker from St Andrew’s Hospice in Grimsby. 
The aim of the team is to provide excellent, diverse, quality end of 
life care and support for adults and children with cancer and other 
end of life conditions. The service provides holistic support including 
financial, spiritual, emotional, social and physical reducing the impact 
of the illness at end of life and support following bereavement.

Our achievements during 2021-22

Integrated Excellence 
Award celebration.
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Macmillan Social Welfare Officer, Kevin Moore said: “Because we’re one 
team, patients aren’t constantly being referred from one service to 
another. That takes time, and we’re working with people who don’t 
have that time.”

“Patients should be spending the rest of their lives doing the things 
that they want to do, not fighting their way through systems and 
bureaucracy,” agrees Lead Macmillan Specialist Palliative Care Social 
Worker Dawn Trigg.

By integrating support services the team has been successful in 
reducing workload duplication, maximised sharing of knowledge 
across disciplines enabling a multi-disciplinary approach to be 
achieved for each individual and ensuring patient and family are 
involved in all decisions around their care. 

Pride of Britain Local Award

Almost a decade ago, young George Kavanagh suffered the loss of 
dad Greg, aged 48 years, to lung, brain and spinal cancer.

Supported by the hospice, George and his family were so touched 
by the help they received during that time, George in particular has 
continued to give back to the hospice, helping hundreds of others 
since 2013.

Now 17-years-old, George has become a staunch supporter of the 
hospice and its services and is very busy as one of the hospice’s 
ambassadors.  Since losing his father, George has gone on to raise 
thousands for the charity, recognised by numerous awards bodies for 
his efforts in fundraising.

While personal recognition is not the main goal for George, the 
attention he has received in the last 10 years has brought plenty 
of attention to St Andrew’s, locally, regionally and nationally.  In 
October, 2021, George was nominated for, and won, an ITV Pride of 
Britain regional award.  Shortlisted out of 100 nominees, George was 
invited to the national event, where he donned his tux and once 
again proved his commitment to the hospice, bringing plenty of 
publicity to St Andrew’s Hospice and all the it can offer patients and 
their families.  His bubbly personality and passion for the hospice 
will charm everyone who crosses his path, and you simply can’t buy 
that kind of publicity.



As author of this Quality Account 2021-22, I, Shelley Burrows, am 
delighted to be able to share my knowledge and thoughts with you 
all.

Looking back on the previous year as Director of Governance and 
Quality, I am proud of the work that has been achieved under 
such volatile circumstances and the workforce effort to make the 
identified priorities a reality. There have been some difficulties in 
achieving some of our identified priorities, one being community 
engagement for instance.

When we wrote the last set of quality accounts it was envisaged 
community engagement would be hospice staff spreading the 
word of hospice care through schools, local community groups or 
event stands. However due to Covid-19 this has been achieved in 
a very different way.  The support shown to the organisation, our 
patients, families, and other stakeholders through virtual means, 
PPE donations, food-making for our staff etc has really shown the 
true community spirit we have within our locality, and has meant we 
have come into contact with many people we would not usually have 
reached – so thank you.

This includes the relationship building and work we have undertaken 
with our Health Care Partnership, working to maximise the 
connectivity and benefits of collaboration across the local health 
communities to raise awareness of how our services can support the 
wider healthcare system and our patients.

Our greatest asset is our staff and without the commitment and 
dedication of our staff throughout these challenging times, we would 
not be able to care for our patients with the safe, high quality and 

personalised care that we pride ourselves on. In order to equip our 
staff with additional support to do this, as an organisation we value 
the investment in training and education. I am so pleased that our 
commitment to the delivery of this, saw us win 2021’s Campaign for 
Learning getAbstract Impact Award for Inspiring a Lifelong Learning 
Culture.

I, along with the Leadership Team, are fully committed to building on 
the investment in training and education with the identified priorities 
of 2022-23 with the introduction of a new role of Clinical Educator 
and the introduction of Single Nurse Administration of Controlled 
Drugs (SNACD). Both of these priorities will directly and positively 
impact on the care delivery we 
provide to our patients.

As the Care Quality Commission’s 
(CQC) Registered manager for St 
Andrew’s Hospice, I am pleased to 
say that all correspondence and 
transitional monitoring approach 
calls have been positive with no 
concerns highlighted. Our last full 
inspection was in 2015.

Patient safety and the delivery of 
quality patient care is at the heart 
of everything we do within our 
clinical services. The hospice is 
committed to a ‘no blame’ culture, 
helping staff to feel comfortable 
regarding raising any concerns 

Feedback from the Director of 
Governance and Quality

Hospice Director of Governance and 
Quality Shelley Burrows.



they may have, or incidents 
they feel need reporting. We 
have been using Vantage our 
incident management system 
since 2019, which is now 
embedded in practice and 
allows staff to promptly report 
any incidents they may have 
witnessed or been made aware 
of.

The hospice has a Duty 
of Candour Policy as per 
Regulation 20 of the Care 
Quality Commission (CQC) 
and the Statutory Duty of 
Candour for Health and Social 
Care Providers (Department 
of Health 2014). If any patient 
safety incident occurs as 
part of the care given by St 

Andrew’s Hospice staff, patients and families will receive an apology 
from the most appropriate person. Assurance will also be given to 
give the patients and families the confidence that the incident will 
be effectively investigated as per hospice policy by a member of the 
Senior Leadership Team.

Myself, as the Director of Governance and Quality along with the 
members of the Service Quality and Improvement group managers, 
continue to monitor our Vantage incident management system 
each meeting for any patient safety incidents, view themes and 
disseminate any learning from incidents with staff and external 
healthcare organisations involved in their care (if appropriate) in a 
timely way. An overview of this is reported to the Board of Trustees 
every quarter.

It is very pleasing to see that all of the patient safety incidents which 
are managed by the hospice services have decreased in the previous 
three years. These figures encompass both Adult and Children’s 

services and are reflective of the measures to support patient safety 
throughout this time.

Patient safety 
Incidents

2019 - 20 2020-21 2021-22

Patient slips, 
trips and falls

39 29 25

Medication 
errors 
(*including 
inherited errors 
from other 
organisations 
or home)

77* 51* 22*

Pressure 
damage 
(New/ hospice 
acquired)

18 17 12

Pressure 
damage 
(Acquired 
before 
admission)

60 93 93

In addition to the data above, our trustees take their role very 
seriously and are committed to a rolling programme of trustee 
visits to each department during the year. The visits are usually 
conducted by two trustees on a rotational basis. They provide an 
excellent opportunity for working relationships and give trustees 
the opportunity to observe the activities of the hospice, talk to 
patients, visitors, staff and volunteers about their experiences and 
concerns. These visits continued throughout the pandemic albeit 
with restrictions.

St Andrew’s Hospice Support, Bereavement and Wellbeing and 
Outpatient services have continued to remain responsive to the 
needs of our patients and families throughout the challenges of the 
pandemic, through a mixture of virtual means, sometimes with
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pre-planned crafts sent to them at home, reduced patient capacity 
wellbeing groups and face to face appointments where required. 
Their ways of utilising new technology has been challenging and 

frustrating at times but has been balanced with humour and 
gratitude with our supportive patients at the other end of the call 
too.

Our Children’s Unit pressed pause in May 2021 for much needed 
renovation work to be undertaken. This saw our staff greatly alter 
their way of working to deliver care to children within their own 
homes in the community. Their confidence and determination 
to support these children through the use of personal goals has 
been nothing short of inspiring. At times they have had to, at short 
notice, alter their ways of working to be responsive to the need of 
dying children in the community who have later come to rest in 
our Butterfly Suite (cool bedroom). The dynamics and support from 
within the team continues to grow.

Our Adult Inpatient Unit has continued to support palliative and end 
of life care patients for symptom control and respite too. Some of 
the patients were Covid-19 positive. The adapted ways of working 
with the ever-changing Covid-19 guidance to keep the patients 
in our care safe, has been nothing short of phenomenal. I am 
extremely pleased that our adherence to the Covid guidance, and 
the staff infection prevention and control techniques, has meant 
that we have been free from a Covid outbreak for the whole of the 
pandemic. This is an amazing achievement considering we have 
continued to allow restricted visiting throughout the whole time. 
The team should be very proud of themselves. 

On behalf of the Leadership Team, I would like to thank you all 
for not only delivering on our hospice values but personalising 
them too, to make the care we deliver to our patients and families 
exceptional.

Take Care,

Shelley
Shelley Burrows
Director of Governance and Quality



Emily’s story 
Emily lost her husband to pancreatic cancer in 2012. Here 
she tells us about her experience at St Andrew’s Hospice: 

In 2009, my husband was diagnosed with pancreatic cancer and 
we came to have a look around the hospice. I really wanted to 
care for Gary myself and didn’t see the hospice as a good fit for 
us at that time – he was only recently diagnosed and thought 
we could do everything by ourselves. But I didn’t envisage the 
journey that was ahead of us. 

After a year, Gary’s cancer had progressed and was very 
aggressive. He had a big operation and then basically came home 
to die. We had a bed set up in our front room and I gave up work 
to look after Gary. I was with him 24 hours a day and slept on 
the settee next to him. I had an amazing support network but 
it was awful and I was so scared – what would I do if I woke up 
and he had died overnight? 

One day the district nurse asked me to reconsider the hospice. 
I hadn’t realised that Gary really wanted to go there, as he 
wanted to live and the hospice gave him a feeling of safety and 

hope. We came into the hospice and 
straight away the doctors sorted 
out his medication and he improved 
significantly and was able to eat and 
talk again.

I describe the nurses as being like 
angels. I stayed with Gary all the 
time, just nipping home to shower 
but they encouraged me to step away 
and take breaks, whilst also letting 
me care for him – they didn’t try to 
take over. They let me do whatever 

I needed – so one day I 
went and got us a kebab, I 
knew he wouldn’t eat it, but 
he wanted it so I brought 
one in. They allowed us to 
just love each other; forget 
about everything else that 
was going on – the syringe 
drivers, the other visitors, 
everything else – just 
forget about those and 
concentrate on loving each 
other.

Gary’s last words were: 
“I love you”. 

After Gary died we sat and had a drink in his memory. The nurses 
knew it was the right thing for us to be doing and they made it 
happen for us. 

The support didn’t stop at Gary’s death. I attended bereavement 
counselling, which I desperately needed and it allowed me 
to form a friendship with other widows, and gave me that 
companionship.  

There’s no way I would have got through it all without the 
hospice.  All my preconceptions were completely changed and 
they were just amazing.  

Looking back, going to St Andrew’s Hospice was completely 
the right decision for us. They made everything easier so when 
Gary died he was surrounded by love, and that’s all I could have 
hoped for. 
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Single Nurse Administration of Controlled Drugs (SNACD)

A significant amount of the working day within our Adult Inpatient 
Unit involves the management and administration of controlled drugs 
(CDs). The use of these controlled drugs currently requires checks 
by one Registered Nurse and another competent person/ Registered 
Nurse. This ensures our patients have the necessary required 
medications to control their symptom management, keeping them as 
comfortable as possible in our specialist palliative care setting.

Practicing in this way takes time away from the second nurse and 
with the introduction of the SNACD, it is hoped that this will generate 
more time for the Registered Nurse/ second checker to be able to 
provide more care and reduce the wait time of our patients for their 
medications, thus improving the  quality of care for our patients.

In order for this to be successful, a robust training and policy plan 
is to be developed as a team approach with other hospices within 
our regional Executive Clinical Leads in Hospice and Palliative Care 
(ECLiHP) group. During this time there will be a period of engagement 
with the staff within the IPU, other relevant stakeholders and pilot 
of the project (involving a small group of staff) before a full launch. 
We recognise that all of our staff may not feel confident in working in 
this way and as such additional support, training and guidance will be 
given.

Patient and staff safety remains paramount to this identified priority 
and as such close monitoring and support is integral to the success 
of this.  Whilst this identified priority is for the year 2022-23, we 
recognise that a robust period of planning and implementation may 
run over into 2023-24.

Clinical Educator

Here at St Andrew’s we pride ourselves on the quality of care we 

deliver to our community. In order to do this, is it imperative that our 
staff have access to a range of training programmes and teachers 
to develop their competence and to keep up to date with the best 
evidence based practice. Therefore an identified priority for 2022- 23 
is a new role to the organisation, a Clinical Educator.

Clinical Educators aim to provide support and education to clinical 
staff and students to improve their professional practice. They will 
assess the training needs of all nursing, support and social teams 
across the organisation and design a programme to meet those 
identified needs, whilst working closely with staff to deliver the 
programme and improve the competencies and skills. We hope to 
have this person in role by autumn 2022.

Until this point, we will continue to work on the development of the 
competency frameworks in both the adult and children’s services, 
ensuring our staff are working to the most up to date evidence based 
practice to provide the best possible care with the skills they have. 
Extended skills will also be incorporated into these documents to 
allow staff to extend their reach and care for more patients with 
complex needs.

Bereavement Services

Our bereavement services support more and more patients and 
families each year. The value of good bereavement support is 
immeasurable  and there isn’t a consistent tool which can be used 
to demonstrate the impact. The service allows our families the 
understanding that their grief is ‘normal’ and enables them to come 
to terms and adapt to the loss of a loved one. With the continued 
demand for this service, we have now reached the stage of re-
evaluation. Scoping work is required to be undertaken in 2022-23 to 
understand the need and demand for the service in the coming years 
and where there could be the potential to reach more people in need 
through partnership working.

Identified priorities for 2022-23



Digital Transformation

As organisations evolve the amount of digital assets increase over 
time, St Andrew’s identified that a silo approach to digital system 
adoption had the potential to reduce productivity and increase 
administration over head. St Andrew’s has recently recruited a 
brand new position of Head of IT and Digital transformation,.  This 
position is to look at our existing digital landscape and develop a 
digital transformation roadmap that will leverage technology and 
systems to reduce costs, increase productivity and quality reliability. 
Digital transformation done right will enable proactive performance 
management by providing a holistic real-time view of business data 
and performance.

Detailed Delivery Plan

Business discovery and technology intelligence discovery exercises 
have identified that St Andrew’s Hospice has already started a 
number of digital initiatives. Based on the finding of both discovery 
exercises a 36 month strategic roadmap has been created to pull all 
projects together into one strategic vision.

IT Infrastructure Upgrade Project

Building our digital capabilities is only possible if the hospice  has a 
reliable network infrastructure,  the intelligence discovery identified 
areas requiring improvement. Local area network upgrade project 
will improved service performance and active real-time monitoring 
of equipment, these improvements are critical as we move to more 
interconnected systems.

This upgrade will provide patients with better wi-fi, increased 
connectivity and allow additional services such as Sky TV to be 
installed into each of our patient bedrooms and communal areas.

Data warehousing project

The data-warehousing project has identified areas needing 
improvement related to our use of Systmone. Systmone 
improvements and the data-warehousing project are to be combined 

as one single project. 
Combining these two pieces 
of work will improve the 
quality of data on existing 
dashboards and provide 
improved administration 
efficiency for our front line 
clinical staff.

The Data Warehousing 
Project, once complete, will 
allow staff to have a better 
insight into patient care and 
the interventions they may 
need to deliver in the future.

Health and Care Partnerships

The way that care is being 
organised and delivered by the NHS is changing following publication 
of the white paper ‘Integrating Care’. The white paper presents a 
number of challenges but it also presents a number of opportunities 
– not least to bring local government, the NHS and all other key 
stakeholders in our system much closer together, aiming to speak 
with one voice for the benefit of patients, residents and service 
users, and maximising both the influence and role of our health and 
care system in the wider place shaping agenda to keep pace with the 
increasingly complex needs of people and being more reflective of 
local issues. 

The governance model for embedding the health and care agenda 
into North East Lincolnshire’s broader place arrangements builds 
upon a history of strong collaborative working and partnership across 
North East Lincolnshire through the introduction of a formal Joint 
Committee, which binds together North East Lincolnshire Council, 
Humber Coast and Vale ICS and Provider partnerships such as 
ourselves at St Andrew’s Hospice to lead and drive the health and 
care agenda locally.
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My name is Glenn.  It is fair to say everyone has their ups and 
downs in life, yet it is easy to say I’ve drawn the short straw.

Surely the short straw is for those terminally ill people?  It is 
easy to come to terms with the fact you are dying once you have 
had the cry in the hospital.  But what is hard is watching your 
family knowing they share your pain.  I’ve thought for hours as to 
what I should say, but sometimes it’s all right in front of you, all 
you have to do is just see it from a personal view.

To put it bluntly, wellbeing is a lifeline to my sanity, and if it 
wasn’t for the hospice I doubt I would be alive today.  Right from 
the door, the staff greeted me with a smile and within the first 
few days of my time being here I was already becoming myself 
again.

Wellbeing is a small part of the building that offers so much 
more, but everywhere you go your treatment is of respect, 
friendship and love.  I feel as though I am more of a friend than a 
patient.  If you need someone to speak to, they are always there 
to listen.  Even when you’re having a bad day, the staff adjust 
themselves accordingly to our needs.  Even if I come in on a low, 
I will always be going home on a high after being with them.

I particularly like that my wife is always considered as well; 
we’ve not laughed this much in ages.  Saying thank you doesn’t 
seem to be enough, but on behalf of Lillian and myself, thank 
you from the bottom of my  heart.  I want the staff to know that 
their friendship and dedication will forever be appreciated by me.  
You’ve given me the spirit back to face the future.

All my love,

Glenn

A letter from Glenn



Statement of assurance
The following are statements that all providers must include in their 
Quality Account. Many of these statements are not directly applicable 
to palliative care providers and therefore explanations of what these 
mean are also given.

Review of Services

During 2021-22 St Andrew’s Hospice provided the following services 
through its main clinical areas listed below: 

Three core services:

• Inpatient Care
• Support, Welfare and Wellbeing
• Paediatric Community Care
 

Delivered by two units:

• Adult Services
• Andy’s (Child and Young People’s Services)
 

Supported by multi-disciplinary teams comprising of:
• Medical Practitioners
• Nursing Professionals
• Social Work Professionals
• Spiritual Lead
• Counselling and Support Professionals
• Allied Health Professionals
• Physiotherapists
• Occupational Therapists
• Complementary Therapists
• Therapeutic Activity Co-ordinator

Income Generated

The income generated by the NHS represents 18% of the overall 
cost of running these services. The balance is raised by the hospice 

through voluntary donations, trusts and grants, its lottery, fundraising 
and retail activities. 

Participation in Clinical Audit

As a provider of specialist palliative care, St Andrew’s Hospice is not 
eligible to participate in any of the national clinical audits or national 
confidential enquiries. This is because none of the 2021-22 audits or 
enquiries relate to specialist palliative care.

Local Audit

Audit at St Andrew’s: Over the past year we have redefined our 
audit process, undertaking training on induction to the organisation 
ensuring that all staff are aware of the importance of audit and those 
directly involved with audit have developed the skills to undertake 
high quality audits. Considerable emphasis has been placed upon 
the audit cycle and the need to re-evaluate action plans during the 
auditing process.

Any changes to practice are identified, implemented and re-
evaluated.  All learning is shared through the relevant team meetings 
with an overview at board level.

Non-clinical audits have included a number in retail, focusing on the 
General Product Safety Regulations, Trading Hours and Consumer 
Rights.  As well as these, our fundraising team have reviewed CRM 
and Lottery compliance, and the HR team have audited a number of 
processes including professional registration, disclosure and barring 
service and recruitment.

Clinical audits have covered nutrition and hydration, intentional 
roundings, management of pressure ulcers and record keeping.  We 
have also carried out overarching audits which cover all clinical 
services such as environmental and infection control audits and 
information governance.
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Financial Audit

An independent audit of our financial statements for the year ended 
31st March 2021 has been carried out and no concerns raised.

Research

We have continued to participate in clinical research in the year 
of 2021-22 with research approved by the Local Research Ethics 
committee.

Resolve

This project is one part of a large 4-year collaborative programme 
of research at the Universities of Bradford, Hull and Leeds funded 
by Yorkshire Cancer Research. In Yorkshire, 14,000 people die 
from advanced cancer each year. In the weeks or months before 
they die, these patients often experience high levels of physical, 
psychosocial, and existential symptoms, which significantly reduce 
quality of remaining life. This research project will enable clinical 
teams to implement and evaluate routine symptom assessment 
and outcome measures within palliative care to ensure patients’ 
symptoms and other concerns are identified systematically. This 
will comprise of forming a new Yorkshire-wide Outcomes and 
Assessment Collaborative in hospice and palliative care settings to 
transform how the symptoms and other concerns of those living 
with advanced cancer in Yorkshire are identified and addressed. The 
aim is to develop an evidence-based training package, tailored to 
the needs of individuals and teams within our hospice, to support 
with the implementation of outcome measures in routine clinical 
practice. The materials developed will include workshops, e-learning 
and online material. These materials aim to increase professionals’ 

knowledge and competencies about outcome measurement, foster 
understanding of the proposed measures, raise confidence, and 
develop competencies in the use of proposed measures. The training 
process will be facilitated by a Quality Improvement Facilitator from 
the University of Hull. After the implementation process, the project 
team will evaluate its impact and provide analysis of each service’s 
data, giving provider level feedback in regular 6-month reports. To do 
this, we need to understand what the current barriers and facilitators 
are to using and implementing outcome measures in routine clinical 
practice from the perspectives of nurses, doctors and allied health 
care professionals.

We would consider ourselves to be a research generating hospice 
according to Hospice UK definition – contributing to the development 
of, or generating, evidence.

St Andrew’s Hospice is keen to engage and support research which 
can influence any aspect of our organisation and is continuously 
scanning the horizon for participation in relevant studies.

We have two additional research studies planned for the year 2022-
23 subject to ethical approval.



The Care Quality Commission And Monitoring

Our services are monitored by the Care Quality Commission (CQC), 
with our last inspection being carried out in March, 2015.

Care Quality Commission Inspection – 17th & 18th March, 2015

Safe Good
Effective Good
Caring Outstanding
Responsive Good
Well-led Good
Overall Good

We hold regular engagement meetings with our inspectors, where we 
discuss any significant incidents, complaints, accidents and it gives 

us opportunity to update each other with any changes occurring in 
either
organisation. Our last meeting, in November 2021, was very positive 
with no concerns raised.

NELCCG also monitors our services, as do Environmental Health.
We retained 5 stars for Scores on the Doors for food hygiene, in both 
the main and children’s kitchens, in May 2020.  Healthwatch Enter 
and View visits – our last visit by Healthwatch was undertaken in 
2019 with a very positive outcome - see page 34.

NHS Data Security And Protection Toolkit 2021-22

We have again successfully completed and published the NHS Data 
Security and Protection Toolkit for 2021-22 (DSPT) and are compliant 
at NHS Business Partner level.
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Infographics: A year in numbers

We cared for 223 
patients in our 
adult inpatient 
unit.

The average length 
of stay in our 

Adult Inpatient 

Unit is 14 days.

39% of the patients cared for 
within our Adult Inpatient Unit were 
discharged home.

We cared for 
52 Children in 
the community 

through our 
Hospice at 

Home service

Our average 
occupancy for 
the year was 

86%.

We cared for 137 
patients in 2021-

22 in our Wellbeing 
Services.

We cared 

for 106 
patients in our 
lymphoedema 
service.

The Support, Welfare and 
Bereavement teams supported 

1667 patients and families 

with 1458 of these patients 
and families being new 
referrals within the year.

On average for both the Adult and 
Children’s Hospice services (when 

at full capacity), an average of 
518 medications are administered 

in a 24-hour period. This means 
on average there are 189,070 

medications are administered each 
year.

There were 0 
reportable safety 
incidents to the 

Care Quality 
Commission 
(Registration) 

Regulations 2009: 
Regulation 18.

There were 3 clinical complaints, 
however none of the complaints 

were upheld and were resolved with 
the complainant.

There were 0 reportable 
safeguarding concerns raised 

within or about the organisation. 
Staff have contacted 

safeguarding regarding the 
safety of other establishments 

and families as their duty of 
care.

110 days
Average length of 
time for patients 
supported by the 
Support Welfare and 
Bereavement team.

The number of new 
referrals to the whole 

organisation in 2021 – 22 

was 2098 (including 
Support Welfare and 
Bereavement Team).



Every year we provide our staff with the opportunity to take part 
in an annual staff survey and following these unprecedented times 
over the last two years, it was extremely relevant to focus on the 
importance of our staff wellbeing as part of our survey.

We therefore, sought the views and comments of our entire 
workforce and were pleased to receive the following results, which 
scored more than 90% satisfaction response rate:

• I understand the importance of making new staff feel supported 
and valued in helping to support staff turnover.

• I am aware of the processes to follow should I become unwell 
and how to report my absence.

• I know where to raise concerns I have in relation to my own or a 
colleague’s wellbeing.

• I know who to talk to if I need support.
• The Hospice continues to take the Covid 19 situation seriously.
• I have been provided with adequate PPE/resources to do my job.
• My line manager cares about my health and wellbeing.
• I know where to find the Hospice’s Policies & Procedures.
• I feel safe when at work.
• My line manager is accessible.

It is clear our employees enjoy working for us and most importantly 
following such a turbulent two years, continued to feel well 
supported. We are proud of our staff and their resilience over the last 
two years, and in knowing they feel safe and well cared for.

A full report is produced and shared with all employees.

Staff survey 2022
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Lily-Mae’s story 
Lily-Mae Hutton and her family have been coming to Andy’s at St 
Andrew’s Hospice for a number of years. Here, her parents tell 
us about their life and how the hospice has helped them enjoy 
more ‘golden moments’ with Lily-Mae.

When we first found out we were having Lily-Mae, we were so 
excited for the world of possibilities having a baby brings: her 
first words, first steps, first day at school, graduation ... the list 
is endless. We dreamt of all these special milestones and how 
we would love sharing her life with her. But Lily-Mae was born 
three months early and although we love our daughter beyond 
measure, life with a severely disabled child is very different to 
those dreams we had.

From the day she was born we were told to prepare for the 
worst. She suffered with a number of rare conditions which left 
her with brain damage as well as a type of cerebral palsy called 
Asymmetric Quadriplegia and West Sydrome, which causes 
spasms, neurological abnormalities and learning difficulties.

All of these conditions mean that Lily-Mae 
can’t see, walk or talk – though that doesn’t 
mean she doesn’t communicate with us, she 
absolutely loves to laugh and once laughed 
so hard when someone sneezed that the 
whole café got the giggles!

Lily-Mae was 6-years-old before we found 
somewhere we felt comfortable to leave 
her for the night, knowing that she would 
receive all the care and attention that she 
needs. It was a really important day for us, 
not only in that we had found that support 
we so desperately needed, but also because 

we were able to celebrate our 20th wedding anniversary together 
as a couple – just like a normal family would. And Lily-Mae had a 
whale of a time too!

In fact Lily-Mae has so much joy, we sometimes wonder where 
she gets it from. The staff at Andy’s really help bring out the 
fun in her, and she definitely picks up on the vibe when it’s 
time to play and be silly. Lily-Mae’s favourite things are crinkly 
paper, music and using the hairdresser at Andy’s. Another of 
her favourite things is the outdoor play area there – it’s full of 
equipment like swings and roundabouts that lots of kids take for 
granted, but for a child in a wheelchair are so hard to find. Those 
are really special days when Lily-Mae gets to play in a ‘normal’ 
way and experience the wonders of childhood like this, we call 
them her ‘golden moments’.

Our whole family will treasure moments like that forever, and we 
feel very lucky to have been blessed with such a happy, kind and 
special little girl. Of course life is different to how we imagined 
– it’s definitely harder – and that’s why spending time at Andy’s 
is such a welcome comfort to us all. It gives us the chance to 
spend quality time with our other two children who also need to 
have that undivided attention sometimes. 

It’s really difficult to explain the impact that people like Vicki 
and the other nurses at Andy’s have on our life together. 
Sometimes we really need them to take the pressure off us, and 
other times we just crave those ‘golden moments’ for Lily-Mae, 
and know that Andy’s the place where she is comfortable and 
happy enough to play like this. They’re our support group when 
life is stressful and frustrating, they’re our comfort when we’re 
uncertain and they give us the time we need to pick ourselves 
back up, rebuild and carry on.



What our community says about us

Thank you from the bottom 
of our hearts for all you’ve 
done for Glenn and me. 
We’re going to miss you lots. 
Enjoy your retirement and 
grandchildren. Lv Lillian and 
Glenn.

Wishing you all good luck 
with raising funds. You are 
Grimsby’s heroes.

Looking forward to Lily-
Mae having her hair done in 
the retreat nikki is amazing 
missed coming to the 
hospice.

We would have been lost 
without them when my 
grandaughter Lavaya died .. 
we have so many memories 
and keep sakes in which they 
did for us, earths angels.

I appreciate all you did for 
my mum recently and also 
what you do for lots of other 
adults and children … keep 
up the great work xx

They really are angels. The 
place helped my mum 
and family so much and 
gave us things that are so 
sentimental that mum made 
xx

All you guys are amazing and 
gave my dad the upmost 
dignity and respect until the 
very end and I will never be 
able to thank you enough xx

Thank you for all the 
wonderful work you do!
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These guys do an amazing 
job.

‘I take my hat off to 
everyone who works at the 
hospice, I can’t believe how 
amazing the nurses are. 

The hospice is a special 
place giving wonderful care 
and support.

Keep up your excellent work 
in supporting the many 
terminally ill children you 
support.

My mum loved the art 
gardening and social 
sessions as well as the 
pampering ones. Thank you 
so much.

Always give to the hospice 
barry and I whenever we 
could stay local give to your 
own.

Thank you all for your hard 
work and the support you 
give to patients and families 
at end of life.

In what was the worst week 
of our lives, the compassion, 
care and understanding the 
hospice nurses showed me 
and my family was beyond 
outstanding. Thank you 
again.

He was well and truly looked 
after in the hospice bless him. 
Can’t thank them enough. 
He wouldn’t be here if it 
wasn’t for them. Thank you 
to all nurses and doctors that 
looked after dad xxx



Supporting statement by patients 
and carers from St Andrew’s 
Hospice TREE Group
The patient/service user involvement group meet three times a year. 
However, due to the current situation the group have been in contact 
via email. 

The group reviewed the key priorities for 2021-22 and were all in 
agreement that priorities set would maintain and improve the high 
quality of care and support provided by the hospice. The group also 
agreed that the priorities would support the wider community in 
understanding the work of the hospice, whilst bringing down the 
barriers of public hospice perception. 

All whom emailed said that they supported the work the hospice 
undertakes and appreciate all the hard work the hospice does.
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Chair statement: The Hospice 
Board of Trustees

I am very pleased to 
share with you the Quality 
Account for 2021-22.

This year has continued 
to test our staff and 
volunteers’ resilience 
and fortitude, however 
they have continued to 
push forward in the face 
of adversity. I am proud 
to report that due to the 
outstanding commitment of 
these staff and volunteers, 
patient care has again this 
year remained safe and of 
an extremely high quality in 
nature.

I, and my fellow trustees 
on the board, have had 
the opportunity to see 

this for ourselves, first hand as part of our rolling programme 
of trustee visits. This programme enables us to build valuable 
professional relationships with our workforce and have an equipped 
understanding of the everyday challenges they face. The visits also 
provide us the opportunity to celebrate successes, speak with 
beneficiaries as well as remind us of what is at the heart of what we 
and our staff and volunteers do, every day.

As Chair of the Board, it is my responsibility to ensure that the 

Board of Trustees have the appropriate oversight of information to 
provide them with the confidence to fulfil their governance duties, 
and ensure the Senior Leadership Team provide us with oversight of 
progress and performance against our agreed strategic objectives 
and priorities whilst at the same time effectively manage risk. We 
are fully satisfied that the senior team and the board are fulfilling all 
of our duties and can evidence ‘well-led’ Care Quality Commission 
requirement effectively, in the interests of our stakeholders.

I firmly believe that the hospice has created innovative ways 
of working throughout this pandemic, and due to the ongoing 
collaborative working through the Health Care Partnerships, have 
provided the hospice with a sound basis to build from over the next 
year and beyond. As a board we are pleased to endorse the priorities 
and content we have committed to deliver in the 2022-23 Quality 
Account and to the best of our knowledge these are accurate.

On behalf of the board I would like to extend our continued 
appreciation to everyone who has 
supported us throughout the lifetime 
of the hospice, but especially during 
the challenging pandemic. Your 
unwavering support has enabled us to 
do what we do best and ‘make each 
day count’.

Rachel
Rachel Harvey
Chair of Trustees



St Andrew’s Hospice delivers high quality care to people within their 
state of the art hospice facility in Grimsby as well as within the 
patient’s own home.

St Andrew’s Hospice is held in high regard by the public and this is 
evidenced by the positive messages received from service users and 
the low level of complaints.

St Andrew’s is a key partner our delivery of high quality Palliative 
End of Life care within North East Lincolnshire, and play an active 
role our system wide multi agency End of Life Steering Group, 
including taking an active leadership role in some of its working 
groups.

The year 2021 has been a challenging for everyone as a result of 
the Covid-19 pandemic, and St Andrew’s has been a positive and 
proactive partner in our community-wide response to managing the 
pressures and issues that have arisen during this time.  They are 
also activity participating in the work we are doing to create a more 
integrated model of care across providers, to enable us to better 
meet the needs of the population we serve.

As we shape the architecture going forward we see St Andrew’s 
Hospice as a critical part of it, supporting people at one of the most 
vulnerable times in their lives.

Supporting statement by  
North East Lincolnshire  
Clinical Commissioning Group
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Supporting statement by North East 
Lincolnshire Healthwatch

Healthwatch North East Lincolnshire accepts the 
Quality Accounts for the forthcoming year and 
acknowledges the key priorities that St Andrew’s 
Hospice has identified to focus on.

In addition to this, Healthwatch applaud the 
efforts of all staff and volunteers to improve 
services offered to those that live within North 

East Lincolnshire. We hope that we can develop our working 
partnership into 2022/23. Healthwatch North East Lincolnshire 
supports the work that St Andrew’s Hospice carries out for the 
benefit of residents within North East Lincolnshire, especially during 
this difficult couple of years.

St Andrew’s Hospice is open to improvement and has made it a 
priority to listen to the views of the public and their staff in a bid 
to improve services provided, even during the difficult year we all 
have had.  A priority for 2022/23 is to re-evaluate the bereavement 
service and ascertain from individuals and their families what works 
well and do changes need to be made. 

Healthwatch North East Lincolnshire has not carried out an Enter & 
View since 2019 but we do intend to visit in the near future, when 
regulations allow.

Some of the developments that you intended in 2021/22 have not 

been able to reach fruition due to the pandemic, but you are striving 
forward and as you open up more of your services that will allow 
those that access groups and drop in sessions to have more face to 
face contact. 

You have adapted your services to accommodate the new ways of 
working, this has included offering support by online means. All the 
hospice staff have maintained the level of service and continued to 
work under extreme circumstances but also still support individuals 
and their families through a difficult time in their lives. 

Here at Healthwatch North East Lincolnshire we hope that you can 
further develop the work you have prioritised in the coming year. 
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