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Delivering outstanding care together
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A message to staff and volunteers posted on Facebook by our patient, 
Simon Shilston, who died earlier this year.

Princess Alice Hospice cleverly implements care, treatment and support beyond 
the boundaries of medicine. For me the Hospice is an extraordinary place. I do 
more in a day than normal, achieving seemingly insurmountable tasks, yet nothing 
is obligatory. It just happens which is a testament to the attention to detail, 
organisational effectiveness and expertise prevalent throughout this community.
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Recent estimates* are that those 
aged 60 and over will account for 
29.5% of the total population by 
2037 and the number of people 
aged 75 and over will nearly double 
to 9.1 million. A report in the 
BMC Medicine**, forecasts that if 
mortality trends continue, nearly 
161,000 more people in England 
and Wales will need palliative care  
by 2040. 

The impact of these trends is being 
felt now! 

Carers UK says more than 2 million 
adults have given up their work 
to care for an elderly, disabled or 
seriously ill relative. The financial, 
emotional and social effects of these 
changes are immense. 

Princess Alice Hospice is intensely 
aware of this acute need. We have 
been actively caring and supporting 
people in our communities for more than 30 years. Today, 
we look after more than 800 people at any one time.  
Last year our specialist teams made over 15,200 home 
visits – helping to care for more than 2,200 patients in 
their homes. 

Against a backdrop of increasing demand for our services 
we have continued to deliver to the highest possible 
standard. This was recognised by the Care Quality 
Commission in 2016, when it rated us “Outstanding” in 
all five of its key service measures – the first hospice in 
England to achieve this.

But we are eager to do more. 

We have been consulting widely to test and explore new 
ways of developing and exploiting our skills and services 
to widen their impact. The result – revealed in this booklet 
– is a new five year strategy for our Hospice which 
sets ambitious and challenging goals in response to the 
increasing need we see.

We want to ensure that everyone in our communities  
will have the best care and support before, during and 
after death. 

At this pivotal moment, you can help us enormously by 
getting involved – by engaging in our public events and 
discussions, by helping fund our vital work or by giving 
your valuable time and skills and by providing your unique 
insights and experience. 

Please help us shape a better future for those in need.

The unmet need – a call to action 
to reach more people
The next few decades will see enormous pressure put on the provision of end of life care and 
support for families and carers. 

*  Office for National Statistics. Table A1-1 Principle Population Projection UK Oct 2017.
** Etkind et al. BMC Medicine (2017) 15:102 DOI 10.1186/s12916-017-0860-2.

Fiona Ross 
Chair

Nicki Shaw 
Chief Executive
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A vision to ensure:

Our Communities will have the best care and support 
before, during and after death.

We are making it our mission: 

To reach out to more people by delivering outstanding 
care, nurturing compassionate communities, sharing our 
knowledge and expertise and influencing the debate 
around death and dying.

We want to empower communities with the knowledge, 
skills, confidence and support to engage with death, 
dying and loss.

Princess Alice Hospice is very well placed to reach 
out to more people - to begin to address this urgent 
demographic need. Our care embraces patients, their 
families, close friends and carers providing wide-ranging 
support, comfort and advice at every stage of a loved 
one’s illness and after death. We have grown significantly 
using the Hospice building in Esher as a hub from which 
to develop and deliver free services. We have shared our 
expertise and worked to improve end of life care in care 
homes and other locations. We have drawn closer to the 
community, raising awareness of our work and the ability 
to deliver the services by increasing income to pay for it.

But for all the experience, skills and expertise we have, 
we cannot deliver our plans alone. The increased need 
in our community is a call for action for everyone. If we 
don’t act now, as a hospice - and as a community - more 
and more people will go without the care and support 
they desperately require and will not be cared for in the 
place and way they would prefer.

The new Strategy



To deliver these ambitious plans to help communities - 
now and in the future – we will need to grow net income 
from £9.5m to £12m by 2022 and increase the number 
of active supporters to 10% of our local communities. We 
will seek to increase legacy giving and develop fundraising 
opportunities.

We will invest in our physical infrastructure - improving  
the Hospice building and enhancing and increasing our retail 
presence in the High Street. 

We will grow our own talent by introducing new 
development programmes - including apprenticeships, 
graduate traineeships, coaching and management courses. 
We will create new opportunities for volunteers - so vital to 
the Hospice services - to harness their commitment, skills 
and life experiences to support patients, carers and families.
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We will be recognised  
for the outstanding care  
we provide 
We will use our specialist expertise to 
develop wide ranging approaches to 
end of life care and support to help 
more people live life to the full, and 
when the time comes, to have a  
good death.

We will nurture 
compassionate communities
We will inspire individuals, groups and 
communities, giving them the skills and 
confidence to support people through 
caring, dying, grief and loss.

We will share our 
knowledge & expertise 
and influence the debate 
around death & dying
We will raise awareness of high quality 
end of life care by sharing skills, 
knowledge, research and opinions.

The Strategic goals
To deliver the ambitious mission we have set ourselves for the next five years, we have identified 
three interlinked strategic goals which are summarised below and explained in more detail on the 
following pages.

Enabling our Vision: 
It costs over £9.5 million to provide free high quality care. More than 74% of our income is 
generated by fundraising, retail operations, donations and legacies. 



DEDICATED
LOCAL 
TEAMS

EDUCATION, 
TRAINING AND 

RESEARCH

PARTNERSHIPS AND 
COLLABORATIONS ENGAGING IN WIDER 

DISCUSSIONS

PAH SHOPS

SCHOOLS

COMMUNITY AND 
FAITH GROUPS

COMPANIES

BUILDING LINKS

SETTING UP 24 
HOUR ONLINE & 
PHONE SUPPORT

WORKING 
ALONGSIDE CARERS

INTRODUCING HOME 
FROM HOME WITH 

PRINCESS ALICE

EXPANDING 
PRINCESS ALICE 

HOSPICE AT HOME

BEREAVEMENT 
SUPPORT SERVICES 

OPEN TO MORE 
PEOPLE

WE WILL BE 
RECOGNISED FOR 

THE OUTSTANDING 
CARE WE PROVIDE

WE WILL NURTURE 
COMPASSIONATE 

COMMUNITIES

WE WILL SHARE OUR 
KNOWLEDGE AND 

EXPERIENCE

7



8

Goal 1: We will be recognised for 
the outstanding care we provide

• By expanding the Princess Alice Hospice at Home 
service to create dedicated local teams which will give 
personalised care and support in the right place at the 
right time

• By exploring new ways of providing high quality care in 
the Hospice – including introducing Home from Home 
with Princess Alice

• By opening Bereavement Support Services to more 
people, diverse communities and groups 

We are: 
• Widening the mix of patients we care for on the 

wards, introducing new roles and ways of working and 
increasing training placements to colleagues from non-
specialist settings 

• Restructuring the Hospice at Home Service aligning 
the new teams with the geographical footprint of local 
health commissioners. This will allow all our specialists 
to be involved from the start of the patient’s journey 
– improving the responsiveness and empowering 
frontline staff 

• Investing in the successful ward volunteer scheme to 
improve patient and carer experience and to release 
trained staff to provide even more care

By 2022 we will have:
• Reduced the number of our patients dying in hospital 

by 25%   

• Increased the number of patients for whom we 
prevented an inappropriate hospital admission by 50% 

• Increased the number of people we directly support:
  – With a non-cancer diagnosis by 50%
  – From under-represented groups by 50% 

• Increased the number of people that receive at least 
one episode of direct contact/support from us each 
year to 4,500

• Integrated digital technology into our care delivery

We will use our specialist expertise to develop wide ranging approaches to end of life care and 
support to help more people live life to the full, and when the time comes, to have a good death.

1



I first experienced Princess Alice 
Hospice’s support when, after her 
diagnosis of cancer, my wife Janet 
was referred for respite care. The 
hospice was so, so helpful. Even after 
Janet died they still kept in contact. 

Just a few months later, I was 
diagnosed with cancer. I am now a 
regular at the Day Hospice’s weekly 
social group and have started to 
visit the Man Shed. I’ve made some 
smashing friends. When you walk 
into the hospice it feels like the sun 
has come out and the heaviness is 
lifted from your shoulders. Talking 
to people that know what you’re 
going through really helps. The staff 
and volunteers have helped me to 
manage my problems and my pain – 
to live my life. 

9

Norman Parsons 
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Goal 2: We will nurture 
compassionate communities 

• By working alongside carers and introducing ways to 
help them develop and share their expertise 

• By setting up a 24 hour online and telephone support 
service to provide advice and guidance to both the 
public and professionals 

• By building links with schools, community groups, 
companies and other organisations to encourage the 
discussion around death, dying, grief and loss  

We are: 
• Creating a plan to increase bereavement support and 

to target areas of priority need with initiatives such as 
Compassionate Neighbours and Bereavement Cafés 
- inviting new faith, youth and other voluntary sector 
organisations to get involved with us 

• Exploring new ways to employ technology to provide 
patients, families and healthcare professionals with 
efficient and effective access to specialist expertise 
wherever they are based 

By 2022 we will have:
• Upskilled 5,000 carers  

• Developed and rolled out 100 “Compassionate 
Community Charter & Toolkits” to promote the concept

• Identified and supported 50 “Community Champions” 
to help us to motivate schools, companies and other 
groups to provide care and support

• Facilitated more than 250 events in our communities to 
discuss grief and loss

We will inspire individuals, groups and communities, giving them the skills and confidence to 
support people through caring, dying, grief and loss.

2



11

There is a great opportunity for 
hospices to take the lead in society’s 
discussions on death and dying 
– enabling ordinary people and 
professionals to do more to help 
those approaching the end of their 
lives. Hospices already handle the 
discussion beautifully. They can help 
take it further into society. 

If we could all begin to work closer 
together - sharing clinical records; 
providing patients and families with 
greater access to expertise and 
information - we might develop and 
broaden the discussion. We could 
make death and dying a little less 
scary, changing perceptions, sharing 
end of life care and concentrating on 
having a good quality of life.

Dr Richard Strickland GP



12

Goal 3: We will share our knowledge 
and expertise and influence the debate 
around death and dying  

• By developing a far-reaching education and training 
programme  

• By nurturing an organisational culture in which applied 
research is a core activity that underpins all aspects of 
our work

• By seeking partnerships and collaborations and 
engaging in wider discussions locally, nationally and 
internationally 

• By publishing and promoting our work and fostering 
strong research links to create networks with other 
hospices and key academic research centres 

We are: 
• Building on our success as a centre of excellence for 

learning and training to develop new digital solutions to 
support the learning of others

• Using our experience of partnership with other 
organisations and community groups to create new 
opportunities – in the wards, in the home and other 
settings – to extend and deepen reach by empowering 
and enabling our people to help in the delivery of wider 
end of life care and support 

By 2022 we will have:
• Demonstrated measurable improvements in the care 

of our patients and other beneficiaries through robust 
evaluations of all aspects of our care using validated 
tools

• Provided 500 high quality education programmes to 
7,000 participants

• Published 10 research/evaluation papers and delivered 
20 academic posters/oral presentations  at conferences 

• Established 6 research collaborations with partners - 
including other hospices, higher education institutions, 
academic and science networks 

• 15 research active staff across the clinical workforce

We will raise awareness of high quality end of life care by sharing our skills, knowledge, research 
and opinions.

3
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We were delighted to be the first care 
home to partner with Princess Alice 
Hospice in the Together2Care project. 
Our Home provided access to - and 
support for - a number of beds for 
Princess Alice Hospice at Home and, 
in turn, we received hospice training in 
end of life care. 

My colleagues and I are now much 
more confident and comfortable when 
talking about - and providing - end 
of life care to our residents and their 
families. Staff at the Hospice say they 
have benefited too - learning more 
from us about dealing with elderly 
frail and dementia patients. I would 
definitely recommend the scheme to 
other nursing homes.

Oksana Savka

Manager, Milverton Nursing Home
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Help us create compassionate 
communities. 
As a hospice we form a vital part of creating 
compassionate communities. We want to be able to reach 
as many people as possible but we recognise that we need 
the support of the community to be able to meet the 
ever growing demand for end of life care. By working and 
pulling together, a compassionate community can help a 
dying person, and their family and friends, get the support 
and care they need, helping them to deal with dying 
and death and the subsequent bereavement and loss of 
those left behind. You could help us create compassionate 
communities. 

How you can help us raise funds.
All our care is provided free of charge. As a local charity, 
we depend on people like you to keep the doors open. 
74% of what we provide 24 hours a day, 365 days a 
year is funded by the community. By 2022 we need to 
generate at least £12m in annual net income to help us 
be there for patients, their families and their carers, when 
they need us most. Whether you leave a gift in your Will, 
donate to one of our shops, run a marathon or have a 
tea party or golf day, every penny counts and helps us to 
provide care, compassion and support for local people and 
those who love them.
Let us know if you’d like to fundraise for us or visit our 
website for more ideas

Become a valued part of our team. 
You can make a real difference as a member of staff, as 
a volunteer and as a supporter. Our website lists all our 
current opportunities where you can share your skills, 
expertise and commitment.  

Let us know if something sparks your interest and if you’d 
like to get involved. 

Share your thoughts. 
While we have decided upon our overarching strategy, 
we know we will not have thought of all the ways we can 
make a difference. So let us know what you think. We 
need your ideas. 

We are your local Hospice – we want to hear your 
suggestions, questions and proposals. 

Thanks again for taking the time to read this booklet. 

Help us make our strategy a reality 
We are really enthusiastic about our plans and keen to get started. If you are enthusiastic 
about the ideas we have put forward, please join us and help make the plan a reality.
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Contact us
Princess Alice Hospice 
West End Lane, Esher  
Surrey KT10 8NA

01372 468811 
enquiries@pah.org.uk 
www.pah.org.uk

Join us at pahospice

Working together because we care
Our team of specialists are experts in palliative and end 
of life care. But it takes more than skill and experience to 
deliver outstanding care. It takes compassion - and it’s 
at the heart of everything we do. And because everyone 
is different, we tailor our care around the needs of the 
patient so they get the right care, by the right person at 
the time that’s right for them.

We care for you. And for everyone who 
cares about you.
But we don’t just look after our patients. We’re there to 
give practical and emotional support to carers and families, 
helping them make the most of their time with their loved 
one. And after bereavement, we’ll still be there - for as 
long as we’re needed.

At the end of the day, there’s only one 
place most of our patients want to be. 
Home. 
The hospice is in Esher but our patients come from a wide 
area which includes a large part of Surrey, south west 
London and Middlesex. It might surprise you to know that 
we care for most of our patients - about 800 at any given 
time -  in their own homes or care homes.

We’re helping shape the future 
As a hospice we want to share our knowledge and 
expertise so that more people can receive excellent end of 
life care. We influence the debate around death and dying 
through education and research and through partnerships 
and collaborations locally, nationally and internationally.

Our compassion and commitment come 
free. For all the rest, we need to raise 
£9.5m a year. 
We strongly believe that everyone deserves high quality 
end of life care. That’s why we’re a charity and give our 
care and support free of charge. You can help keep the 
care free by donating to our work or shops or donating 
time to volunteer for us.  With your support and your 
compassion, we can be there for you, your family and  
your community. 

Princess Alice Hospice - Your hospice 
at the heart of your community
At Princess Alice Hospice we’ve been looking after local families living with life limiting illness for 
over 30 years. We’re in your community, giving the best possible care to your community. 


