
Our Care

Information for you

This leaflet is about Princess 
Alice Hospice. It includes 
information on who we are 
and the services we offer. 



For Excellence. For Compassion. For People. For Living.

Welcome to Princess Alice Hospice

Hello, I’m Lesley, 
the Deputy 
Chief Executive 
and Director of 
Patient Care  
and Communities 
at Princess Alice 
Hospice.  

For 40 years, staff at Princess Alice 
Hospice have been offering the best 
possible specialist palliative care to 
adults who have life-limiting illnesses. 
Throughout that time, I am proud to 
say that compassion and respect for 
each person has always been at the 
heart of all we do.
 
Our skilled and experienced team 
serve large parts of Surrey, South 
West London, and Middlesex. They 
are dedicated to supporting you, your 
family, friends, and unpaid Carers.  
 
When people think of Princess Alice 
Hospice, many think of our main 
building in Esher. However, whilst we 
provide some of our care in the In-
Patient Unit, most of the support we 
provide happens in people’s homes.  
For some, this care may be over 
several months, while for others we 
may only be involved in the last weeks 
or perhaps days of life. 

Hospice care is there for everyone 
who needs it, whatever their beliefs, 
culture, or identity. Our care is 
completely free. Princess Alice Hospice 
is a charity, funded by donations and 
income from our shops, events and 
legacies, with some funding from the 
NHS. It is the continuous, generous 
support of the local community that 
makes it possible for us to do our work.  
 
You are welcome to visit the Hospice, 
to stop for a drink in our coffee lounge, 
to enjoy a meal in our excellent dining 
room, or just to view the beautiful 
gardens that are open year-round. 
 
This booklet is offered as an 
introduction to our services. I hope the 
pages that follow give you a sense of 
how we may be able to help you. If you 
have any questions or would like more 
information, please speak to a member 
of our team. 

 
Lesley Munro 
Deputy Chief Executive and Director 
of Patient Care and Communities   

The Hospice provides the following services, which are designed to 
support your palliative care needs.
  
 �	Hospice at Home

	� Our team of healthcare professionals can provide expert advice, support 
and recommendations about your care. They can do this in your home, in a 
clinic or virtually (on the phone or on a video call). They will work with your 
local healthcare professionals, including your GP and District Nurses, who 
will continue to provide your care. You will find more details about Hospice at 
Home on pages 4-5. 

 �	Wellbeing Centre

	� Our team runs sessions aimed at building your confidence and supporting you 
to manage your symptoms and wellbeing. The Centre also runs sessions for 
family and friends who would benefit from our expertise. You will find more 
details about the Wellbeing Centre on pages 6-7.

 �	 In-Patient Unit (IPU)

	� While under our care, you may be admitted to the IPU at our Hospice in Esher. 
Our IPU is a short stay unit that allows us to deliver high-quality end-of-life 
care and assess troublesome symptoms. You will find more details about the 
IPU service on pages 8-9.

 �	Compassionate Neighbours 

	� Compassionate Neighbours are trained volunteers supported by the Hospice. 
They offer friendship and a listening ear to people with a life-limiting illness, or 
people who are bereaved, who are feeling lonely or isolated. You will find more 
details about the Compassionate Neighbours service on page 10.

Introducing our services  
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Some people prefer to be cared for in their own home. Our Hospice 
at Home service aims to make this possible. Our team of healthcare 
professionals will get to know you and understand your preferences. 
They will support you to make informed choices about how you want 
to be cared for, now and in the future.

What happens once I have been referred to the Hospice at Home team? 

Once you have been referred to us, a triage nurse will telephone you to have an 
initial conversation about your care needs. They will gather more information 
from you and discuss how we can help.

The triage nurse will pass your information on to your Princess Alice Nurse who 
will arrange a telephone call or a face-to-face visit with you. 

Who will be involved in my care?

Your key Hospice contact will be your Princess Alice Nurse. These nurses are 
specially trained and experienced in providing palliative care. They will assess 
your needs and offer advice on how to manage your symptoms. Your Princess 
Alice Nurse does not offer direct physical care. They work within a team of 
healthcare professionals at the Hospice, including doctors, therapists and social 
workers to support you. They will also work alongside professionals outside of 
the Hospice such as your GP and district nurse.

Your Princess Alice Nurse works within a nursing team at the Hospice. If your 
Princess Alice Nurse is unavailable, their colleagues will be able to support you. 

How do I contact you?

Your Princess Alice Nurse will plan visits, phone calls or video consultations 
with you, according to your needs. If you need support outside these planned 
visits, you can call us during daytime hours (Monday to Friday 8.30am–5pm). 
Dial 0300 10 20 100 and choose Option 1. If your Princess Alice Nurse is 
unavailable, there will be a different nurse able to help you.

Princess Alice Hospice at Home  

Outside these hours, including the weekend, you can call the Princess Alice 
Hospice Careline (020 8744 9414). Careline will take a message and pass this 
to the Hospice Nurse who is on-call. They will call you back to give you advice 
over the phone. 

Some of our care areas have access to our Night Response Team (10pm – 7am). 
This team of specially trained nurses and healthcare assistants can give you 
advice over the phone or visit you at home overnight if necessary. If this isn’t 
available to you, other areas have District Nurse teams overnight. Your Princess 
Alice Nurse will let you know what service is available to you.

What if my needs change?

Your care can be adjusted as your illness changes. If your illness seems stable, 
your Princess Alice Nurse will talk with you about the support you need from us. 
If your illness improves, responsibility for your care may return to your GP. But 
be assured that, if your needs change again in the future, your GP, district nurse 
or hospital team can refer you back to Princess Alice Hospice.   
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Being able to live as independently as possible is important to 
everyone. Our Wellbeing Centre offers a range of sessions that aim 
to build your confidence and support your independence. The Centre 
is part of our main Hospice building in Esher. You and your carers are 
welcome to join these sessions.

We have designed the Wellbeing programme to be as flexible as possible. You 
can tailor the programme to suit you, choosing the sessions that are most 
relevant to you. Most sessions take place in our Wellbeing Centre, but some are 
online only. We offer some hybrid sessions where you can decide whether to 
attend in person or via video link.

What sessions are available? 

We offer a variety of group sessions including talks on managing breathlessness, 
managing fatigue and dealing with anxiety. Other sessions provide opportunities 
for seated exercise, relaxation, yoga, and music for wellbeing.

While at the Wellbeing Centre, you will have access to nursing support. 
Depending on your needs you may also access physiotherapy and occupational 
therapy. Physiotherapy helps restore movement. Occupational therapy teaches 
you how to adapt by using assistive devices. 

You can be referred to a complementary therapist. Complementary therapies are 
non-traditional treatments used alongside conventional medical treatments. Our 
complementary therapy staff and volunteers can offer: reflexology, acupuncture, 
massage, aromatherapy, hypnotherapy or reiki. 

We also offer a variety of social activities. Here, you can talk with others who 
may have similar experiences. 

Wellbeing Centre 

Can my carers attend too? 

Yes. We recognise that carers also need support. That’s why we organise 
sessions for those close to you who could benefit from our expertise. We also 
have a dedicated member of staff who supports carers. We run a Carers’ Café 
and an online Family & Carers’ Support Group. 
 
For details on the Wellbeing Programme, please ask a staff member.
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Where will I be cared for?

Our IPU enables us to provide high-quality end-of-life care and to address 
symptoms that may be difficult to treat at home. We provide short-term care 
and are unable to offer long-term care. Our average length of stay is just under 
two weeks.

During your stay with us, you will have a private en-suite room, equipped with 
TV, radio, Wi-Fi and a small fridge. Our light airy rooms have large doors that 
open onto the garden, courtyard or decking area. 
 
Who will look after me?

While on the IPU, you will be assessed and cared for by a highly trained team 
of specialist doctors, nurses, and healthcare assistants. Our care will always be 
guided by your needs and preferences. Our primary aim is to make sure you are 
as comfortable as possible and our team will be happy to discuss any questions 
you have.  

In addition to our nurses and doctors, we have a Therapy team on the IPU. They 
can provide a number of therapies including: dietetics, lymphoedema therapy, 
occupational therapy, physiotherapy and speech and language therapy. Every 
member of the team wears a badge with their name and job title. 

We also provide emotional, social and spiritual support at the Hospice. Our social 
workers provide advice on practical and financial matters as well as extended 
emotional support. Our Spiritual Care team offer emotional, spiritual and 
religious support to you and your carers, whatever your beliefs. 

Princess Alice In-Patient Unit (IPU)

Can I have visitors?

Visitors are welcome at any time of day, and we can accommodate a limited 
number of visitors overnight. We have a welcoming coffee shop and dining room 
open daily, serving lunch and snacks. We welcome children on the IPU and have 
an unsupervised Children’s playroom with toys, games and TV near our Main 
Reception. Well-trained pets are welcome too. Please speak to the Nurse in 
Charge if you would like to arrange an animal visit. 

Could I be discharged?

We provide specialist care for those with complex needs. Sometimes, people 
need nursing care, but don’t require the level of complex care that our IPU 
provides. If this happens, we will work with you and those closest to you, to 
find an alternative care setting that is suited to your needs. We will make sure 
that you remain under the Hospice at Home team or a community palliative care 
team so that you can still access specialist advice.
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What are Compassionate Neighbours?

Compassionate Neighbours are trained volunteers supported by the Hospice. 
They offer friendship and a listening ear to people with a life-limiting illness, or 
people who are bereaved, who are feeling lonely or isolated.

What can Compassionate Neighbours do?

Compassionate Neighbours can support you by:
• 	Coming round for a cup of tea and a chat
• 	Helping you to stay connected to your friends and the community
• 	Joining you for hobbies or tasks you enjoy

A team of Compassionate Neighbours also host a Compassionate Café that gives 
you, and those important to you, an opportunity to get to know others in your 
community.

What training do Compassionate Neighbours have to complete?

All Compassionate Neighbours complete a 2-day training course run at the 
Hospice by the Compassionate Neighbour Team employed by the Hospice. This 
is supported by a range of other mandatory training that is completed regularly.

Before starting their role Compassionate Neighbours have an enhanced DBS 
(Disclosure and Barring Service) check too. 

How do I access the support from the Compassionate Neighbours Team?

You can contact our Compassionate Neighbours team on 01372 461 862.

Compassionate Neighbours 

How will I know who to call if I’m being cared for by the Hospice at Home 
team?

During the day (Monday – Friday, 8:30am – 5pm) please call us on  
0300 10 20 100 (Option 1). Outside of these hours and at weekends,  
please call Careline on 020 8744 9414.  

What is the difference between my Princess Alice Nurse and my District / 
Community Nurse?

Princess Alice Nurses are experts who have completed specialist training in 
palliative care. They give advice on managing complex symptoms and some of 
them can prescribe medications. They will share their advice with your GP, who 
continues to be responsible for your care. They can support you with advance 
care planning (a way to express and record your wishes for future care). 

District Nurses provide general care and may also be able to support with 
physical care. Examples of care they would provide include administering 
medication, supporting with wound care and helping with devices such as 
catheters. 

Your Princess Alice Nurse is part of the Multi-Disciplinary Team who provides 
your care. For example, if you were feeling breathless, your Princess Alice Nurse 
could advise on techniques to relieve symptoms and medications that may help. 
Your GP would prescribe the medications and your District Nurse could support 
with administering the medication. 

How much will I be involved in the decisions about my treatment and 
care?

You will be involved as much as you like in decisions about your current and 
future treatment. We will work with you to ensure that the care that we provide 
is in line with your wishes wherever possible.   

Frequently Asked Questions (FAQs)
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Will I receive advice on practical matters, such as financial concerns or 
family concerns?

Your Princess Alice Nurse can advise you about other services that may help 
you. We also have a social work team who can direct you to advice on practical 
and financial concerns. We’re here to support your family too and can help with 
having difficult conversations with family members and children. 

Will I receive support for my spiritual or religious needs?

Yes. We have a dedicated pastoral, spiritual and religious support team to help 
you and your family. Our team can talk with you about how your beliefs have 
been affected by your illness. The team can also help with any religious needs 
you may have. Please speak to a member of your nursing team if you or your 
family would like this support.
    
Can I park at the Hospice? 

There are free parking spaces reserved for patients and visitors at the front of 
the Hospice. There is also some street and off-street parking available nearby.  
The rear car park is for staff only and you cannot park in the Ambulance Bay.

How will you support my family and carers?

We are here to support your family and those who care for you throughout your 
illness. There are more details on support for carers in the Wellbeing section of 
this booklet (pages 6-7). Those close to you will continue to have access to our 
Bereavement support.

Do I have to pay for your services? 

No. All services offered by Princess Alice Hospice are completely free of charge.

Will my identity be respected?
Compassionate, person-centred care is at the heart of our values. This means 
that we are not only concerned about your care as a patient, but we also 
want to support you as a person. We will respect the things that make you an 
individual, such as your culture, your beliefs and your sexual identity. You will not 
have to share more about yourself than you feel comfortable doing so.  

Can the Hospice support me in any other ways?
We can provide support to you and your loved ones in a variety of ways. For 
example, you can access carer support, a Compassionate Neighbour for friendly 
visits, and support from our Bereavement team. We will ensure you are made 
aware of other support that is available to you. If you would like any information, 
please ask a member of the team.
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At Princess Alice Hospice, we appropriately document information about you 
in an electronic care record, which is held securely. In order to deliver care, 
your information may be shared with other external healthcare professionals, 
such as your GP. You can find out more about how we use and look after your 
information in our privacy notice on our website: 

www.pah.org.uk/privacy-notices 

Every patient has a right to access their information, which is called a Subject 
Access Request (SAR). For more information please speak with a member of 
staff or email our Data Protection Officer at DPO@pah.org.uk. We also support 
the Caldicott Principles in Health and Social Care. We have appointed our 
Caldicott Guardians, whose duty it is to protect personal information.

How we use your information

Your views are important to us and we welcome your 
comments and suggestions. All feedback helps us to 
know what we are doing well and where we can improve. 
Please feel free to complete our online feedback survey 
by scanning the QR code below, or complete one of our 
“Share your views” cards in the Hospice.  

Our Friends and Family test:

We are committed to providing the best care we possibly can. However, we are 
aware that sometimes we may not get it right. If that happens, we would like 
to know about it as soon as possible. This helps us to give you the service you 
deserve and means we can improve our services for others. If you have an issue 
or complaint that you would like to bring to our attention, you can do so in the 
following ways:  
  
 �	Speak to a member of staff currently caring for you. They will deal with the 		
	complaint themselves or advise on how to contact the right person.  

 	Contact the Quality Team via any of the following means:  
	o Telephone: 01372 461 866  
	o Email: quality@pah.org.uk  
	o Post: Princess Alice Hospice, West End Lane, Esher, Surrey, KT10 8NA  

Comments, Compliments and 
Complaints  
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Useful contacts 

Hospice at Home team: 0300 10 20 100, Option 1
(Monday – Friday, 8:30am – 5:00pm) 

Careline: 020 8744 9414  
(5:00pm – 8:30am weekdays and all times at weekends)  
In-patient unit: 0300 10 20 100, Option 2

Wellbeing centre: 0300 10 20 100, Option 3
(Monday – Friday, 8:30am – 4:30pm)

Compassionate Neighbours: 01372 461 862

Bereavement Support: 01372 461 836

Add your other important contact numbers here: 

 

Contact Us

Princess Alice Hospice
West End Lane
Esher
Surrey KT10 8NA

customerexperience@pah.org.uk

Main Reception: 0300 10 20 100

If you have any feedback on this publication, please contact quality@pah.org.uk
Publication date: November 2024, Next review date: November 2027, Version: 1


