
“We want  
to ensure  

that your care 
meets your 

needs.”

Princess Alice
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Our services: 

Princess Alice In-Patient Unit
During your care with us, you may be admitted to the In-Patient Unit 
(IPU) in our Hospice. With the capacity to care for up to 24 patients at any 
one time, our IPU enables us to provide high quality end of life care and 
to address troublesome symptoms that can be difficult to treat at home. 
We have a “two ward” approach enabling us to look after patients who 
require a high level of complex interventions as well as those who may need 
less specialist input. You will be allocated a bed on the appropriate ward 
according to your individual needs. The unit does not offer long term care.
Your ongoing care may mean you are invited to stay with us for one or more 
short periods and care in other settings might also be considered.

The majority of patients who stay with us have their own private,  
ensuite room. The light airy rooms have large doors that open out onto our 
garden, courtyard or decking area. They include a small fridge in which to 
store drinks, food or other items. They are also equipped with TV, radio and 
free wifi. 

Once in the IPU you will be cared for by the highly trained team at the 
Hospice. Our specialist doctors and nurses bring with them a wealth of skills 
and knowledge to ensure you have the best care and support. The majority 
of nurses are experienced in the delivery of palliative care and support 

Who we are 
At Princess Alice Hospice we are 
dedicated to providing free high 
quality care and support for adults 
with cancer and other life limiting 
illnesses. Our Hospice in Esher is 
more than a building - it is the 
heart of a huge multi-professional 
network delivering care and support 
to a community of more than a 
million people living in a large part 
of Surrey, south west London and 
Middlesex. We have been delivering 
our services for nearly 30 years.  

As your local charity, we are here 
to provide you, your family, friends 
and carers with the right support, 
comfort and advice at every stage 
of your illness and in the place you 
most want to be. 

Caring where and when it matters
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more junior, newly qualified nurses and students. The medical team includes 
associate and specialty doctors, specialty registrars, GP trainees and other 
qualified doctors who spend time with us to gain experience in palliative 
medicine. 

Our specialist therapists team may visit you in the IPU, providing a 
number of therapies including: dietetics, lymphoedema therapy, occupational 
therapy, physiotherapy and speech and language therapy. They can also 
provide a number of complementary therapies to you and your carer 
depending on your needs.  

Our help also includes psychological, social and spiritual support at the 
Hospice. Our Patient and Family Support team provides advocacy and advice 
on practical and financial matters as well as emotional support. Our Hospice 
Chaplain works with specially trained volunteers who offer spiritual, religious 
and cultural support to you and your carers whatever your beliefs.  

Throughout your care, our goal is to help you maintain your independence 
and quality of life within the limits of your condition.  

We want to ensure that your care meets your needs. Our staff will spend 
time with you, listening to you and answering any questions or concerns you 
have about what is happening and why. We will plan your care with you so we 
can anticipate issues before they arise and your future wishes can be identified. 

Our Hospice staff will consider and discuss all treatment options, 
including cardio-pulmonary resuscitation (CPR), with you and your family,  
as far as is appropriate. Our emphasis for your care is to ensure maximum 
comfort. Any concerns you or your carers may have will be discussed  
with you.

Common questions
It can be a little unsettling to be invited to spend some time in the IPU and 
we know there are many questions you may have about what it is like, what 
you need to bring and what will happen. So, to help you, we’ve put together a 
number of the common questions we are often asked about staying in the Unit.

How will I know who is who?
To ensure that both you and your visitors are able to seek and receive help 
from the most appropriate person, here is a guide to the uniforms worn in 
Princess Alice Hospice: 
Ward Manager   Navy blue or no uniform
Nurse Consultant  Black epaulettes or no uniform 
Clinical Lead Nurses  Purple tunic
Senior Staff Nurses  White with a burgundy trim
Staff Nurses   White with a navy trim
Healthcare Assistants  White with a green trim
Therapists   Sky blue tunic
Complementary Therapists Lilac tunic
Housekeeping Staff  Pale blue tunic (female)
    Light and dark blue tunic (male)
Ward Services Assistants Dark pink blouse and navy tabard
Ward Volunteers  Blue tabards 
All our staff including our doctors (and other non-uniformed staff and 
volunteers) wear identity badges.  
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Should I bring my medicines? 
You should bring in any tablets, medicines, inhalers, eye drops, etc., which 
you have been taking at home and hand them to a nurse or doctor as soon 
as possible after you arrive at the Hospice. While you are staying in the IPU, 
our doctors will prescribe medicines for you.

What about my personal equipment?  
If you usually use a walking aid or wheelchair while indoors, please bring it 
with you. It would be helpful if you could label any equipment so that we can 
make sure it is returned to you.  

What personal items should I bring with me?  
Towels are provided for you. We suggest you bring:  
• Pyjamas/nightdresses/sleepwear  
• Dressing gown and slippers  
• Day clothes and shoes – if you are dressing during the day  

(we encourage this where possible)   
• Face flannel, soap, talcum powder, etc  
• Toothpaste and toothbrush  
• Razor  
• Hairbrush and comb  
• Tissues  

What about my valuables? 
We ask that you don’t bring valuables to the Hospice and only bring in a 
small amount of cash for personal use. If you do have to bring valuables in 
with you, please let one of our nurses know and we will lock them away 
for safekeeping. We do not accept responsibility for loss of or damage to 
personal property. 

Are meals provided?   
We serve meals for our patients three times a day, as follows:  
• Breakfast from 8am   
• Lunch from 12.15pm  
• Supper from 5.30pm  
Coffee and tea are served in the morning and afternoon. Drinks, light meals 
and snacks are readily available to you at all other times on request. Our 
“Patient Catering Information” leaflet contains more detailed information.  
You will be given a copy shortly after you arrive. 

“The majority of patients who stay with us 
have their own private, ensuite room.”
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The coffee shop is open for patients and visitors from 10am until 7pm 
each day. Coffee, tea, soft drinks and hot and cold snacks are available for 
purchase. Patients and visitors are also welcome to have lunch in the dining 
room during its opening hours between 12pm and 2pm.

Will there be a laundry service?
We would appreciate it if your family or carers are able to take care of your 
personal laundry. If this is not possible, please talk to one of our nurses and 
we will do our best to help. 

Will I be able to receive a newspaper?
If you would like a newspaper delivered please speak to a nurse. We make no 
charge for daily newspapers. While we can order other publications such as 
magazines, we ask that you pay for them.  

Can I smoke?  
The Hospice building is designated a no smoking area for both staff and 
visitors. However, there are designated smoking areas available in the 
grounds. Please ask the nursing staff for further information and directions.

Can I have visitors?   
Your family and friends are welcome at any time during the day. We ask that 
they bear in mind that mornings are often very busy times for both our staff 
and patients and that patients do need space to be able to rest and sleep. All 
visitors must report to reception and sign in and out at every visit.  

We try to create a relaxed, friendly atmosphere in patient rooms. However, 
our beds and mattresses are highly technical pieces of equipment so we ask 
you to ensure that your visitors do not sit on them or operate the controls. If 
you require extra chairs in the room, please ask a member of staff for help.

Children are very welcome and there is a designated area with toys, games, 
TV, DVD and internet facility (please be aware that this area is unsupervised).  
We also welcome well-trained pets.

Respect is one of our core values. We respect our patients and one another 
and ask that you and your visitors treat us the same way. We will always try 
to alleviate any concerns that you or members of your family may have, so do 
let us know if something is worrying you.

Your family and friends are welcome to a choice of hot and cold meals 
which are available for purchase in the dining room from 12pm until 2pm. 
Supper can be purchased from the dining staff.

“Our highly trained specialist doctors 
and nurses bring a wealth of skills and 
knowledge with them to ensure you have 
the best care and support.”
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Will my family/carer be able to stay?  
Having a large number of visitors can be tiring for you. It is also important 
that visitors ensure they themselves have enough rest. While our facilities are 
limited, we can usually accommodate one or two visitors overnight. Please 
discuss this with the nurse-in-charge. We are able to offer a reclining chair next 
to the bed or occasionally a fold away bed (single size) may be available. 

Will my family be able to telephone me?    
The IPU’s telephone number is 01372 461963. Our normal hours are 
between 8am and 4pm. At other times, please ring the main Hospice number 
on 01372 468811. To help reduce the number of calls we recommend that 
your family and friends appoint one person to make enquiries. Mobile phones 
may be used within the Hospice but with consideration for other patients, 
visitors and staff.  

 

Can I park at the Hospice?   
There are parking spaces reserved for patients and visitors at the front of the 
Hospice.  There is also some parking in the nearby recreation ground. The rear 
car park is for staff only. Please do not park in the Ambulance Bay as this can 
cause accidents and delays for patients. 

“Our help also includes psychological, social 
and spiritual support at the Hospice.”
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Other information
Health and Safety
While at the Hospice you must take reasonable care of your own health and safety 
(and that of other persons who may be affected by your acts or omissions). If you 
have any concerns about Health and Safety please let our staff know.

Data Protection
In accordance with the Data Protection Act (1998) we hold your health 
records on our computer systems. We take every care to safeguard 
confidential information and every patient has the legal right to access their 
information on request - you just need to ask our medical or nursing staff. At 
times we may need to share your information with other service providers 
and organisations in order to improve your care. Your confidentiality will be 
protected and any information transferred safely and securely.

Research
The Hospice is a research active organisation so we may ask patients and  
families if they would like to take part in our research studies. There is no 
obligation to do so.

Tissue Donation
Tissue donation is something you may have considered and you may already 
be carrying a donor card or be registered on the National Organ Donor 
Register. Although the new donation criteria can be tough, we would hope to 
support your wishes to help someone after your death. To ensure your wishes 
are known please speak to your patient representative or to the person you 
have nominated to act on your behalf. If you have any questions please ask a 
member of our medical or nursing staff.

Comments, Compliments and Complaints
You will find comments boxes dotted around the IPU and in our reception area. 
We welcome your comments. Your compliments let us know when we are getting 
things right and it is good to be able to tell staff and volunteers that they are 
doing well.

We work hard to deliver high quality services. Despite our best efforts we may 
not always get everything right for you. When this happens, we would encourage 
you to tell a member of staff as soon as possible so that we can try our best to 
resolve the problem. If you are not satisfied with the way that the problem has 
been resolved, you may want to make a complaint.
Your complaints are also welcome; they help us to reflect on how we can improve 
and to get things right next time. We treat all complaints very seriously and you 
are welcome to have a copy of our formal complaints procedure. Please ask any of 
our nursing staff.

Duty of Candour
As an organisation we recognise the importance of openness and honesty. When 
things go wrong we will acknowledge where we went wrong, and we will be clear 
and swift in our apology. We will take responsibility, reflect and learn and put in 
place what is required to reduce risk and improve the way that we care so that 
you and your family can remain confident in the service that we provide.

Private Health Insurance Contribution
If you have private health insurance it may be possible for you to claim a 
contribution towards the cost of care provided by the Hospice (without any 
change to policy contributions). Please ask any member of our staff for details as 
soon as possible, even a short delay can prevent a successful claim. 
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It costs over £9.3 million to provide our services. As a charity, we rely on our local 
community to generate 78% of our income through fundraising, retail operations, 
donations and legacies. For every £1 that is donated: 86p is spent on delivering our care 
and support; 10p is spent on fundraising to secure further donations and 4p is spent on 
management and administartion. To help us, visit www.pah.org.uk

your hospice, your care
All our care is provided free of charge for our community. Our highly trained team 
provides care and support in the place you most want to be. In the year ended 31 March 
2016, we received more than 3,600 referrals for our services - a 6% increase on the 
previous year.

Notes

Hospice at Home
Our Princess Alice Nurses made  

over 13,000 home visits, helping  
to care for some 2,300 patients  

in their own homes

In-Patient Unit
We cared for nearly 500  
highly complex patients  

in our ward

Therapies
We provided over 6,800 therapy 
sessions to patients – including  
some 4,400 occupational and 

physiotherapy sessions

Patient and  
Family Support
Our social work, chaplaincy  

and bereavement care teams 
provided over 8,400  

support sessions

Medical Team
Our team of 7 consultants  
treated patients aged from  

19 to 104 with a wide  
range of conditions 

Day Services
There were 2,600 attendances 
across the five days of different 

activities provided by Day  
Services, supporting 235  

different people
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Contact us
For more information about the services provided in the In-Patient Unit, you 
can call 01372 461963 (Ward Office: 8am to 4pm) or the main switchboard 
01372 468811.

The therapy team can be contacted on 01372 461971 from 8.30am to 
4.30pm, Monday to Friday (messages can be left on answerphone out of hours) 
or you can email therapy@pah.org.uk

The Patient and Family Support team can be contacted on 01372 461801 from 
9am to 5pm, Monday to Friday.

More information
If you would like more information about any of our other services please ask 
your Princess Alice Nurse, Doctor or other member of staff for our literature. You 
can also find more information on our website. Our website also provides access 
to Hospice news and events as well as volunteer and supporter information on 
our Facebook and Twitter pages.  
 
www.pah.org.uk 
www.facebook.com/pahospice 
www.twitter.com/pahospice                

Princess Alice Hospice 
West End Lane 
Esher 
Surrey 
KT10 8NA

Switchboard 01372 468811

Join us at pahospice

© Princess Alice Hospice 2015. Princess Alice Hospice is a registered  
charity no.1010930 and a company limited by guarantee in England and  
Wales no 1599796.
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