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Throughout this Quality Account, we have included excerpts from patients’ 
and families’ cards and letters. In all cases, they are anonymised and 

reproduced with only minor edits for length and clarity.



1.0 Statement on Quality 

1.1. CEO Statement 



We know this is what you do 
every day but we want you to know 
that what you do is amazing and we 
thank you for making our mum's last 
few days so comfortable and caring. 
She passed away so peacefully with 
us by her bedside so she could not 

have wished for more 

 

http://www.sthelena.org.uk/


1.2. Statement from Board 
of Trustees 



  



1.3. Executive Summary 

 



2.0 Priorities for Improvement in 2022-23 

2.1. Priority One 

1



2.2. Priority Two 

Mum died peacefully at home 
surrounded by her family. It was 
the support we received from you 

that enabled us to do this…. Please 
pass on our thanks to all, we are 

really grateful for the support you 
gave us and our large family will 



forever be supporters of your 
work. 

2.3. Priority Three 

2.4. Priorities for 
Improvement from 2021-
22 

2.4.1. 21-22 P1 Embed our 
revised operating model to 
ensure we can provide 
support to local people who 
need us regardless of 
diagnosis 





She was a beautiful lady who had 
fought a long fight, but with the 

care you all gave, enabled our mum 

the most dignified and peaceful end 
to her life, and we are eternally 

grateful for this. 

2.4.2. 21-22 P2 Support our 
workforce to deliver 
excellent personalised care 
to all our patients 





2.4.3. 21-22 P3 Develop a 
compassionate community 
programme 

     

   

   

 

   

 

   



 

2.5. Mandatory Statements 
Relating to the Quality of 
the NHS Service Provided 

2.5.1. Review of Services 

• 

• 

• 

• 

• 



2.5.2. Funding of Services 

2.5.3. Clinical Audits 

We didn't manage to get him home 
but he was happy to stay with you. 



• 

• 

• 

• 

• 

• 

• 



• 



• 

• 

• 

• 

• 

• 

• 

My family and I wish to Thank 
You All most sincerely for the 

kindness and compassion shown to my 
husband … From the diligence of 

your telephone staff to the 
magnificent care, compassion and 

humour of your nurses… The hurt 
will go on forever, but, the memory 
of how ALL of you at SinglePoint 
assisted at this difficult time will 

remain with us!  





2.5.4. Participation in 
Research 



2.5.5. Use of the CQUIN 
Payment Framework 



2.6. Clinical Governance 

2.6.1. Quarterly Quality 
Report 

Although she was only with you 
for a short while, you enabled us as 
a family to be with her during her 
final days. Your care and compassion 

is above the role of nurses, and 
your genuine sympathy shines from 
you all. Thank you seems such a 

small word. 





3.0 Review of Quality Performance 
3.1. Overall Referrals to St 
Helena 

3.2. The Hospice MDT 









3.3. Medical Team 





3.4. Hospice in the Home 
MDT 



I would like to thank each and 
every one of St Helena staff to 
whom I spoke to or met during my 
husband's last difficult days. Their 

kindness, gentleness and 
professionalism was of enormous help 
to myself and my family in fulfilling 
his wish to stay with us at home. 

We had no idea the hospice services 
are so far reaching 

3.4.1. PCN CNSs 



3.4.2. SinglePoint 

SinglePoint is a phenomenal 
service that makes all the 

difference when dealing with a 
terminal illness 

• 



• 

• 

• 

• 

• 

• 

3.4.3. Virtual Ward 



As a family, we cannot express 
how grateful we are for the service 
we received. The care and support 

our family member received was of 
the highest quality and we cannot 

thank the ladies who came to 
support him enough. He was far 
from the easiest patient, he could 
have been described as having a 
sense of humour or in the carers 

words 'he has character' but despite 
this they still ensured he was 

clean, comfortable and had 
everything he needed. They also 
ensured that as a family we were 

listened to and provided us with lots 
of support through a very difficult 
time. They made everything so much 
easier for us and nothing was too 
much to ask. This service meant 
that he was able to stay at home 

for his final days surrounded by his 
loved ones, exactly as he would have 

wanted.



3.5. Compassionate 
Communities 



3.5.1. Bereavement Service 



3.5.2. Breathlessness 
Service 



From our very first video 
consultation you have been so 
professional, supportive and 

extremely knowledgeable. As you 
know the last 12 months have been 
a rollercoaster of events, you have 
definitely seen me at my best and 
worst but you have always been 

able to provide me with a listening 
ear and I am so grateful to you and 

the service that the hospice 
provide. 

3.5.3. Chaplaincy Service 
• 

• 

 



3.5.4. Complementary 
Therapies 

 

 

   



 

Can't thank you enough for all 
the wonderful treatments you gave 

me. 
3.5.5. Safe Harbour Project 



3.5.6. Outreach Social 
Prescribing 

3.5.7. Personalised Care 
Project 



Throughout these very difficult 
months you all made a difference 
with a smile, a nod, a gentle move 
and tender touch and wise words. 

3.5.8. Addressing 
Inequalities 

• 

• 

• 

• 



• 

• 

• 

• 



3.6. MyCareChoices 
Register 

3.7. Safeguarding 





3.8. Education & Training 



3.8.1. Mandatory Training 

 



 



3.9. Freedom to Speak Up 



3.10. Quality of the 
Environment 





3.11. Volunteering at St 
Helena 





• 

• 

• 

• 

You have always been incredibly 
polite, respectful & professional, 

despite my many tantrums & 
general misbehaviour! We always 
felt well supported by you & you 
helped us through dad's illness - 
thank you. Most importantly, you 
empowered us so dad achieved his 
wish to pass away at home - again 

thank you. 

 



3.12. Quality Markers 

3.12.1. Tissue Viability 

 



although she only needed to use 
the service for a short period of 

time, she felt that everyone treated 
her with respect and like a long 

lost friend. 

3.12.2. Falls 









It is now six weeks since Dad 
died, and much of our time has been 

taken up by the administrative 
procedures following his death. 

However, we have also had time to 
think, and appreciate how easily the 
'caring community' helped us to cope 
with his last days. From when I 

dialled in on Saturday morning until 
the following Wednesday when he 

died the NHS and the hospice swung 
into action so efficiently and 

caringly. 

3.12.3. Medicines 
Management 



• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 



• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

The outcome is heart-breaking 
but you made it so much easier for 

us both. 

3.12.4. Infection Control 







I have many years of experience 
in dealings with Health 

Professionals and [you have] stood 
out for me as one of the best. 

3.13. Risks and Incidents 

 









• 

• 

• 

• 

• 

3.14. Information 
Governance 

https://www.sthelena.org.uk/about-us/governance
https://www.sthelena.org.uk/about-us/governance
https://www.sthelena.org.uk/privacy-policy
https://www.sthelena.org.uk/privacy-policy


 
I have tried all week to find the 

right words to express my thanks 
for what you have done to help her, 
my family and I over the last few 
weeks. Thank-you is not enough for 

what you have all done. Her 3 
visits meant everything. During this 
time, you made her feel welcome, 
happy and safe. Most importantly 
you all befriended her, gave her 

hugs and made her smile 



3.14.1. Data Security & 
Privacy Toolkit 3.15. Duty of Candour 



3.16. Complaints and 
Feedback 

3.16.1. Complaints 



• 

• 

• 

• 

• 

• 











3.16.2. Cards and Letters 



 

3.16.3. iWantGreatCare 

 



This Charity couldn’t be closer 
to our hearts as the level of care 
we received for our lovely husband, 
dad and grandad was second to none. 

They went above and beyond in 
every way possible to make his final 
weeks as comfortable as they could 
possibly be. They accommodated not 
only him but also the whole family 
by allowing us to stay by his side 
day and night for however long we 
wanted so he was never alone even 
at his last breath, something we 
will always be grateful for. Even 

after he passed the care and 
support that was offered by St 
Helena's Hospice was beyond 

compare. 

https://www.iwantgreatcare.org/hospitals/st-helena-hospice-1
https://www.iwantgreatcare.org/hospitals/st-helena-hospice-1




3.17. What Others Say 
About Us 

3.17.1. 2017 CQC Inspection 
Report 



 

http://www.cqc.org.uk/location/1-116828568


3.17.2. Response from Healthwatch Essex 

• 



• 

• 

• 

 



3.18. Contacting St Helena 

You picked us up when we were down and shared our tears and fears. You 
gave a wife a bed to cuddle her husband when he was dying and made room for 
a daughter to be with her dying dad so she could hold his hand. The compassion 
you shared with us made the very worst situation the best it could be and for 

this we will always be truly grateful for your care and support. 

 




