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Introduction 
 

As a patient, you may have mixed feelings about bei ng referred to  
St Catherine’s Hospice and this may have raised som e questions 
for you. We hope that this handbook will answer som e of these.  
We are here to help you and your family, and to sup port your 
carers and friends. If there is anything else at al l that you would 
like to know, please do ask us. 
 

Why have I been referred to St Catherine’s? 
You have been referred to St Catherine’s to receive specialist palliative care. 
 
Every aspect of life can be affected when you are told that your illness is no longer 
responding to curative treatment.   
 
We understand that trying to come to terms with this stage of your illness can bring 
great anxiety, stress and a sense of loss of control. 
 
 

What is specialist palliative care? 
The role of specialist palliative care is to treat your pain and other symptoms.   
At St Catherine’s, as well as giving expert medical and nursing care, we also 
provide you and your family, carers and friends with practical and emotional advice 
and support.  Our goal is to help you achieve the best possible quality of life and to 
help you live your life as normally as possible. 
 

Hospice care is based on the belief that each person is more than their illness and 
that each of us has unique physical, emotional, social and spiritual needs. 
 

Does being referred to the hospice mean that I won’ t see the other 
people currently involved in my care?  
No, the hospice team works in partnership with the other professionals involved in 
your care. 
 

Your GP and district nurse  – we work closely with your GP and district nurse and 
will discuss with them any changes or suggestions we have and keep them 
informed.  
 
Your GP  remains responsible for your medical care and prescribing your 
medication whilst you are at home. 
 
Your district nurse  remains key in the planning of any nursing care and support 
you may need at home. 
 
Your hospital consultant  – most of the people referred to St Catherine’s are also 
seeing a hospital consultant and may still be having treatment. We have close links 
with all the local hospitals in the area and will liaise with the hospital teams as 
necessary. 
 
Other specialist NHS nurses – for example, a specialist heart failure nurse, 
modern matron or specialist Multiple Sclerosis nurse. We will liaise with them as 
necessary. 
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Social Services/Home Care support  – if you are receiving help at home from 
Social Services or through an agency, this will need to continue as the hospice 
does not provide this service.  
 
Care Home staff  – if you are in a residential or nursing home your care will 
continue there, but we will provide advice and support for the care home staff. 
 
Is St Catherine’s Hospice part of the NHS? 
St Catherine’s Hospice is an independent registered charity.  Although we work 
alongside the NHS, we are separately governed and managed.  The hospice 
receives around 35% of its funding from the NHS. This means that the hospice is 
funded by many people - individuals, groups, businesses – all of whom choose to 
support the work of the hospice because they think it is important that expert end of 
life care is available for local people (see pages 45-46). 
 
 
 
 
 
 
 
 
Where will I be seen? 
Either at home, in the hospice outpatient room or at one of the local community  
hospitals. We will let you have the details when we contact you.  Out patient 
appointments are also available at the Crawley and Surrey hospice sites. 
 
Who will see me? 
Initially, one of the St Catherine’s community nurse specialists (see page 8) or one 
of the hospice doctors (see page 13). 
 
How will I know when the hospice nurse/doctor will visit? 
Generally, we will contact you or the person who has referred you to St Catherine’s 
within two working days of receiving a referral, to discuss your referral or to 
arrange an initial assessment. 
 
You will generally receive a telephone call to discuss your current situation.  It may 
be that you will need to see us soon after this.  Alternatively, a visit will be booked 
in advance at a mutually convenient time.  
 
It would be appreciated if you could let us know as soon as possible if you need to 
change the time and date. 
 
What happens if English is not my first language? 
If you do not have a family member or friend who is willing to interpret for you or 
would prefer an independent interpreter, we will try and arrange this for you. 
 
What if I have other special needs? 
If you have a specific difficulty, for example, a hearing impairment or use a 
wheelchair, please let us know so that we can help. 
 

Sharing Information 
We would also like to make you aware that it is normal practice for us to 
exchange relevant clinical information with other professionals such as GPs, out 
of hours doctors and hospitals.  If you have any questions about this practice, 
please discuss it with one of the members of the team. 
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What happens next? 
Following discussion with the community nurse or hospice doctor, the outcome of 
our initial assessment could be that:- 
 
·  You will be offered the support and advisory service provided by one of our 

community nurses who will visit you in your own home (see page 8). They will 
be your hospice contact whilst you are at home. 

 
·  You will be cared for on an outpatient basis, followed up by prearranged 

appointments by a nurse or doctor.  
 
·  In some circumstances following assessment, an admission to the hospice  

in-patient unit is required. The hospice team will keep you and your family/ 
close friends informed of when a bed is available. 
 

·  It may be that you will need the support of our practical care team at home. 
This aims to provide hospice care in your home for short periods of time.  As 
this is a new service being rolled out over our catchment, please ask about 
availability in your area.  

 
·  You may have been referred for a specific service, e.g. counselling. In this 

event, the relevant professional will contact you to make arrangements to see 
you. 

 
·  You may not have a specific need that the hospice can help you with at this 

time.  In this event there will not be any contact from us unless you are 
re-referred. 

 
Our multi-professional team (see page 6) will work with you in partnership with your 
current healthcare professionals to address your needs as they arise. 
 
Do I have to pay for my care?  
No, all our care is free to patients, their families, friends and carers, based on their 
need for palliative care and all our services are offered without charge. 
 
St Catherine’s Hospice is however a registered charity, and we rely on the financial 
support of our local community, legacies and in memoriam donations. 
 
Sometimes we are able to make claims on patient’s private medical insurance.  If 
you are covered in this way, please let us know as it would be of great help to us. 
 
Is St Catherine’s Hospice a religious organisation?  
No.  Hospices do have their origins in Christian Europe and 40 years ago, when 
hospices were being established, it was common to name them after saints 
although they are not religious organisations. People are referred to hospices 
based on their need for palliative care. Central to hospice philosophy is a profound 
respect for the beliefs of every individual. We care for people of any faith or no 
faith. 
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Meet St Catherine’s multi-professional team 
 
Community care team 
Our community care team provides specialist advice, support and short periods of 
hospice care in the home in addition to the care being provided by your GP, district 
nurse and other healthcare professionals. This allows you to be cared for in your 
own home if this is what you wish. 
 
Consultants 
There are three consultants in palliative medicine at St Catherine’s who are 
responsible for leading the medical care of in-patients and offer specialist advice to 
the community nurses and other professionals. 
 
Doctors 
The team includes speciality doctors, local GPs and other qualified doctors who 
spend time at St Catherine’s to gain experience in palliative medicine. 
 
Nursing Staff 
St Catherine’s has a large team of experienced palliative nurses and nursing 
assistants who bring their wealth of experience to caring for people when they are 
in-patients or attending day hospice. 
 
Physiotherapy and Occupational Therapy 
Our team of physiotherapist, occupational therapists and technicians work to help 
keep people mobile, active and independent, including suitable treatments tailored 
to your needs. 
 
Complementary Therapists 
A team of trained professionals specialising in massage, aromatherapy, reflexology 
and relaxation. 
 
Welfare Advisor 
Our welfare advisor can provide advice and support for patients and their families 
on a range of financial and practical issues like benefits and grants. They can also 
offer practical help with matters after someone dies.  
 
Counsellors 
Some people find that one of the best ways to address their feelings is to talk 
about them to other people. Our team of counsellors respond to individual need 
and support patients, families and carers in the most appropriate way. 
 
Spiritual Care Team 
When people are ill many issues are raised which might be termed spiritual.  
Spiritual care includes religious care, but also covers whatever gives your life 
meaning – your culture, your values, your relationships. 
 
Lymphoedema Nurse Practitioner 
Nurses specialising in treating lymphoedema.  
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Care at Home  
St Catherine’s community care 
 
St Catherine’s Hospice has two teams of community n urses who 
visit people in their homes. Offering specialist su pport and advice 
and short periods of hospice support in the home, t hey provide 
the link between you and the rest of the hospice te am to ensure 
you receive the most appropriate support and care.  
 
Each community care team consists of an integrated team of 
CNSs (clinical nurse specialists), trained nurses a nd nursing 
assistants co-ordinated by a team leader. 
 
The team is currently available between 8am and 8pm . 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
What is a St Catherine’s CNS?  
The St Catherine’s CNS works as part of our integrated community care team. 
They are experienced nurses specialising in palliative care.  They visit people in 
their own homes and work alongside your GP, district nurse and other healthcare 
professionals who are already involved in your care.  Their role is to provide the 
specialist palliative care input you now need. 
 
The CNSs are available to provide specialist advice, assessment and support 
through home visits from 8am to 8pm on weekdays and 9am to 3.30pm at 
weekends. Although you may see one of the nurses on a regular basis as your 
current contact, in order to provide the service over seven days, we work as a team 
to respond to your concerns as rapidly as possible. 
 

 
 
“I would have fallen to 
pieces if it hadn’t been for 
them …. despite the fact 
that I had the district 
nurses coming in every 
day as well.  I would not 
have been able to handle 
it emotionally as well as 
physically.” 
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What about practical nursing care in my own home ?   
From January 2009, and over a phased period, the team will be developing to 
provide hands-on nursing care for patients at home from 8am to 8pm.  This 
practical care aims to provide hospice care in your home for short periods of time.  
As this is a new service, please ask about availability. 
 
Where are they based? 
The community care team are based at the main hospice building but spend most 
of their time visiting patients in their homes and meeting other health professionals 
to ensure the best possible service for you. 
 
How often will I be in contact with a St Catherine’ s community 
nurse? 
The frequency of our contacts will depend on your individual need and will be 
discussed with you or your family. Our contacts may be by telephone or a visit. 
This may be daily, weekly or monthly depending on your needs.  
 
We will only visit with prior arrangement and with your permission. When this 
arrangement is made we will provide you with an indication of the time band in 
which we aim to visit you.    
 
Sometimes due to unforeseen circumstances, nurses can be delayed or may have 
to rearrange at short notice. Of course we will try to minimise these occasions, but 
we ask you to understand that these changes are unavoidable at times.   

Our community care service operates over seven days a week.  This means you 
may be visited by several members of the community care team, which will 
minimise delays and provide a more effective, integrated service. 

Will you always visit me at home? 
Generally, yes.  However, if you are attending day hospice (see page 15) your 
nurse may arrange for you to be seen by the day hospice team instead of visiting 
you at home.   Out patient appointments are also available at the Crawley and 
Caterham hospice sites. 
 
If neither of these options is suitable, please discuss this with your community 
nurse.  
 
What will you do during the visit?  
The purpose of our assessment visit is to provide care, advice and support, giving 
you an opportunity to discuss your main concerns.  These may be about your 
physical symptoms, the future, your condition or treatments you have been offered 
or are currently undertaking.   It may be about listening and addressing any other 
worries or concerns you or your family may have.   

Then what happens?  
The outcome of our visit may be to suggest a change to your current care plan. 
This may include liaising with your GP about medication changes or your district 
nurse, Social Services or others involved in your care. It may involve referring you 
to other hospice services, including day hospice, the occupational therapist, 
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physiotherapist or the welfare advisor. It may also include discussion about 
potential admission to the hospice (see page 18), a short period of hospice care at 
home or arranging for one of the hospice doctors to review you,  
 
At the end of the visit, your St Catherine’s community nurse will always let you 
know when they will be in touch with you again. This may mean booking another 
visit or arranging to telephone you at a convenient point. 
 
 
 
 

 
Can I get in touch with the community nurses betwee n arranged 
visits or telephone contacts? 
In the first instance call the central phone number 01293 447333 if you need to 
contact us.   This number can be used seven days a week.  
 
If you call the hospice between 8am and 6pm Monday to Friday , the receptionist 
will transfer your call to one of our two clinical administrators who are based in the 
community care team.  They will take details and assess the urgency of your call 
with you.  After agreeing a plan with you, they will pass a message to the 
community care team member who will be in the best position to respond to your 
enquiry or concern. 
 
If the clinical administrators are busy when you call, the hospice receptionist may 
suggest that your call is put through to an answer-phone in the first instance.  If you 
call goes through to the answer machine, we will always endeavour to get back to 
you as soon as is possible. 
  

What about weekday evenings and weekends? 
Members of the community care team work up until 8pm and the team is available 
seven days a week (see page 8 and 9 for details). 
 
During the week after 6pm and at weekends , the receptionist will pass your call 
directly to a member of the CNS team.  If the CNSs on duty are busy or out on a 
home visit, the hospice receptionist may suggest that your call is put through to an 
answer-phone in the first instance.  We will always endeavour to get back to you as 
soon as is possible if this is the case. 
 
What if I have a problem after 8pm? 
Advice and support are available from the hospice 24 hours a day.  If you call the 
hospice after 8pm in the evening , an automated telephone system will guide you 
through a number of options dependent on the nature of your call. 
 
If your call is non-urgent , e.g. you wish to leave a message for one of the team to 
cancel a visit, please follow the automated directions and leave a message on the 
community care answer-phone.  This will be picked up at 8am the following 
morning.  One of the team will call you in the morning to confirm the message has 
been received. 
 
 

“Your nurse was able to advise our GP which medications to prescribe and the 
necessary dosage so that my father could be looked after by us and not have 
to be admitted to hospital.” 
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If your call is for urgent hospice advice or suppor t, follow the automated 
instructions.  In the first instance your call will be taken by one of the hospice  
in-patient nurses.  They will take details of your call and explain the next steps.  It 
may be that the next step is for the on-call CNS to contact you.  If so, the on-call 
CNS will call you back within half an hour to discuss your concerns and make a 
plan with you. 
 
Can my family or friends contact the community care  team for 
advice? 
Yes, as long as we have your consent, we are happy to be contacted by your 
family and friends as well. 
 
However, no discussion will take place between hospice staff and your relatives or 
carers if you are unwilling for this to occur. 
 
Do you provide nursing in the home? 
In addition to practical nursing care (see page 9) we can advise you about the 
provision and availability of home nursing care in your area and can liaise with the 
people who provide this type of care.  This may be Social Services, district nurses, 
or independent care agencies. 
 
How does St Catherine’s community care team differ from other 
nurses that visit people in their homes? 
District nurses  are allocated to your GP’s surgery and are part of the NHS 
Primary Care Team.  A district nurse is typically the key worker in the provision of 
your practical care at home.  St Catherine’s Hospice provides the specialist 
palliative input which is not available via the NHS. 
 
Marie Curie nurse  is the term applied to a nurse night sitting service which is 
jointly funded by the Marie Curie charity and the NHS. This is a limited service 
available across all geographical areas served by St Catherine’s Hospice.   
Marie Curie nurses are generally arranged via your district nurse. 
 
Macmillan nurse is the term applied to nurses who are, or were previously funded 
by the Macmillan Cancer Care charity.  Macmillan nurses work in a wide number of 
settings to help patients with cancer.  In this area they mainly work in hospitals. 
There are no Macmillan nurses providing community hospice care in this area. 
 
Specialist NHS nurses 
The NHS has a wide range of nurses who specialise in supporting people with 
many different conditions. You may also be under the care of a specialist nurse at 
your local hospital.  St Catherine’s works in partnership with hospital teams to 
ensure effective exchange of information. 
 
If I am under the care of one of the St Catherine’s  community 
nurses, how often will I see a doctor from the hosp ice? 
It depends on your medical needs.  You may see a doctor from St Catherine’s 
soon after you are referred.  The doctor may arrange to see you again at home or 
as an outpatient at the hospice. 
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The community care teams work closely with the medical team.  We hold regular 
team meetings when we may discuss the problems you are experiencing, in order 
to suggest options which may help. 
 
If you, your community nurse or GP think it would be helpful, then we can arrange 
for one of our doctors to review you either at home, when you attend day hospice 
or as an outpatient. 

 
Will I always remain under the care of St Catherine ’s? 
No, not necessarily.  Occasionally we will discharge you back to the care of your 
GP and district nurse or to another health or social care agency. We can also 
follow up via GP surgery meetings. This is because your palliative care needs can 
change.  Your illness may require increasing hospice input over time. However, 
some patients’ needs may decrease to the point that they no longer require regular 
input from the hospice. 
 
You can also request to be discharged if you no longer wish to receive palliative 
care. 
 
Your care is constantly reviewed and any changes to your care will be discussed 
and planned with you and others involved in your care. 
 

“As a family we would not have been able to have done what we did without you 
and that means a lot to each and every one of us, and we will always be 
grateful.” 
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Medical Team 
 

The medical team is the collective title for the gr oup of doctors 
who provide medical care at St Catherine’s Hospice.  The team 
includes consultants in palliative medicine, a staf f grade doctor, 
local GPs – all of whom are permanent staff – and o ther qualified 
doctors who spend time at St Catherine's Hospice to  gain 
experience of palliative medicine. 
 
Who leads the medical team at St Catherine’s? 
The medical team is led by three consultants in palliative medicine. 
 
Who are the other doctors? 
Our doctors have specialist experience in palliative care and see patients both at 
home, as outpatients  and on the ward.  They help to provide continuity of senior 
medical expertise.   
 
Registrars are fully qualified doctors training to become consultants in palliative 
medicine. They usually spend a year at a time at St Catherine’s. 
 
Our ward doctors are qualified doctors undertaking a four month placement to gain 
experience in palliative care as part of their GP training.  
 
Why do you have GPs as part of the St Catherine’s m edical team? 
Local GPs working at St Catherine’s provide an important link to our primary care 
colleagues (for example GPs and district nurses). It also enables them to maintain 
their interest and skills in palliative care. 
 
Do St Catherine’s doctors take the place of my GP o r hospital 
consultant? 
No.  We think it is very important that your GP remains in charge of your medical 
care when you are at home.  We work closely with him or her and may suggest 
that he/she prescribes medicines for you.  We liaise closely with the doctors 
looking after you in hospital but you remain under their care unless you are 
admitted as an in-patient onto our wards. 
 
If I am an in-patient, is a doctor always available ? 
There is nearly always a doctor on site at the hospice during normal working hours.  
  
You will meet with one of the members of the medical team on the day of your 
admission. They will discuss your current problems, examine you and agree the 
initial plan with you. 
 
There is always a doctor on call during evenings and weekends.  They will see you 
if your condition changes or you develop new problems.  The doctor on call is able 
to contact a consultant for advice if necessary.  
 
The consultants do ward rounds twice a week and can arrange to see you or your 
relatives at other times if necessary.   
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Appointments may also be made for the relatives of in-patients to see a doctor at 
evenings or weekends if they are unable to visit during normal working hours.  This 
does need to be arranged in advance so please ask them to telephone 
beforehand. 
 
Can one of your doctors come out and see me at home , at night 
or at the weekend? 
We cover a very large geographical area and our doctors are not able to visit you 
at home outside normal working hours.  However you can telephone us for advice 
24 hours a day, seven days a week.  
 
If you are in hospital, the team looking after you there will also be able to telephone 
for advice at any time.  

 
 
 
 
 
 
 
 
 

Providin g palliative care in the future  
St Catherine’s plays a vital role in providing doctors with the experience of 
palliative care they need to specialise in this area. 
 
The registrars and ward doctor at St Catherine’s Hospice are supervised and 
assessed by our consultants. 
 
Assessment requires the consultants to observe the doctors in training while 
examining patients, or undertaking practical procedures.   This is often carried 
out during the normal working day, for example during a consultant’s ward 
round. 
 
Gaining your consent 
The consultant will always ask for your permission to observe the junior doctor 
undertaking a medical procedure, intervention or examination. 
If you do not want the assessment to take place while the junior doctor is seeing 
you, you have the right to decline. This will not affect the care you receive in any 
way. 
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Day Services 
 

Day services are available at our Crawley and Cater ham 
sites.  The day services provided include day hospi ce, 
access to outpatient support and groups. 
 
Day Hospice 
Day hospice is an integral part of the care we offer but is not necessarily right or 
suitable for every patient.  It provides a friendly and supportive environment for you 
to explore and address any worries or anxieties that you may have.  It is also an 
opportunity for you to meet up with other people in a similar situation to yourself, 
and to give your family and carers a short break.   

 
How do I find out more about attending day hospice?  
Your St Catherine’s community care team will probably be the first people to 
discuss whether or not attending day hospice may be of help to you and your 
carers.  However, other members of the hospice team (see page 6) may discuss 
this with you as well. 
 
Where does day hospice take place? 
Day hospice is available at the specifically designed area of the main hospice 
building in Crawley and at our satellite site in Caterham.  If you have access to the 
internet, you can take a virtual tour of the Crawley hospice building and gardens by 
visiting our website www.stch.org.uk.  This will be available for the Caterham site in 
due course. 
 
How often would I come? 
Most patients benefit from attending once a week on a fixed day but it is flexible 
and some people come every other week.  Day hospice is open from 10am to 3pm 
on differing days of the week on both sites.  Up to 15 people can attend on any one 
day at the Crawley site and up to 10 at the Caterham site. 
 
How long will I attend day hospice for? 
There is no standard length of time. The length of your attendance will depend on 
your individual circumstances.  The hospice team regularly reviews your care to 
ensure that attending continues to be of benefit to you and your carers. This is 
because your palliative care needs can change.  The needs of some patients may 
decrease to the point that they no longer require input from the hospice and 
sometimes we will discharge you back to the care of your GP and District Nurse or 
to another health or social care agency. 
 
Any changes to your care will be discussed and planned with you and others 
involved in your care. 

“I gain so much support and strength from the others.  We’re all in the same boat 
here so we just accept each other as we are. Simple things like having a good 
chat over a drink and leisurely lunch helps make me feel more normal.” 
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What typically happens during the day? 
Your time at day hospice depends on what you would like to get out of it and which 
things will make a difference to you.  For some people, this might mean joining in 
with a group activity or chatting and socialising over a pre-lunch drink.  For others it 
might mean taking part in arts activities, going out on one of the day trips, enjoying 
a massage or reflexology session or joining in a relaxation class (see pages 25 and 
27).  The day is structured around a range of planned activities but no two days are 
ever the same.   
 
Attending day hospice also provides an opportunity for you to meet up with other 
members of the hospice team, for example our welfare advisor or spiritual care  
co-ordinator (see page 29-33).  
 
What are the benefits of day hospice? 
·  You can discuss your worries and concerns with the members of the hospice 

team and volunteers and be reassured that we understand how you feel and 
that we are here to support you.  

·  You can give your loved ones and carers a short break.  
·  You can access beneficial treatments like massage and physiotherapy that 

may help you feel better and more relaxed.  

�
How do I get to day hospice? 
If you do not have access to transport, we have a team of volunteer car drivers 
who can pick you up and return you home. 
 
If getting into a car is difficult, we have a specially adapted traveller bus which is 
able to take wheelchairs.  An appropriately trained member of staff accompanies 
the traveller bus to assist you from the house and on to the bus. However, if there 
any difficulties for you getting in and out of the house, please discuss this with us 
and we will arrange for an assessment to be made to ensure your comfort and 
safety. 
 
In certain circumstances ambulance transport may be required which will be 
organised by the day hospice nursing staff. 
 
Do I need to bring any refreshments with me? 
No, we provide refreshments throughout the day, including pre-lunch drinks, home 
cooked lunch and afternoon tea with freshly baked cakes. There is no charge for 
food and drinks, but you can make a donation if you wish to do so. 
 
What do I do if I need medication during the day?  
You need to bring your own drugs with you if you require them during the day.  
They remain your property and responsibility while you are with us. 

“Before I came to day hospice I was alive but not really living.  In the last few 
weeks I have been out and about more than I have in the last year! I can honestly 
say that I never thought I would have this quality of life again.” 
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What happens if I need assistance to take my medica tion? 
If for any reason you cannot self-medicate, one of our nurses will discuss this with 
you and your carers and make arrangements for this to be possible. 
 
Do I see the doctor regularly at the day hospice? 
No, you may see one of the hospice doctors as part of your three monthly review, 
but whilst you are a community patient your GP remains primarily responsible for 
your medical care.  Sometimes there may be a specific reason for you to have an 
additional medical review which will be organised by your St Catherine’s 
community nurse or the senior nurse in day hospice.  
 
Groups and outpatients 
Within day services an opportunity to attend a group over a number of weeks will 
be available.  The content and availability of these groups will vary over the two 
sites, so please ask for more details.  Information regarding opportunities to attend 
groups is distributed by the team visiting you or by mail and is also available in the 
information stands at the two sites. 
 
Outpatients rooms for your appointments with the members of the team - nursing, 
medical, counselling, welfare and spiritual care - are also available across both 
sites. 
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Care on our wards 
 
We have an in-patient unit with two wards – Heasela nds and 
Beeches.  We try to make the environment welcoming and 
relaxed. We staff the wards to nurse up to 18 patie nts, allowing 
nurses more time to spend with patients and relativ es.   Each 
ward has single rooms, four-bedded bays and deep Ja cuzzi baths.  
Most of the rooms open out on to the garden and pav ed patio area 
to allow easy access to the peace and tranquillity of the gardens.  
We also have a relatives’ room where family members , friends 
and carers can stay overnight. Over 50 per cent of our patients 
are discharged after a short stay. 

 
Who is responsible for suggesting that I should be admitted? 
Admission may be suggested by any of the healthcare professionals involved in 
your care, for example your GP, your St Catherine’s community nurse or your 
hospital consultant. 
 
Why might I be admitted as an in-patient? 
A common myth is that people only come into a hospice to die. The reality is very 
different.  Patients are admitted for a variety of reasons: 
 
·  Assessment  – a period of close observation to clarify your palliative care 

needs and to plan further care. 
 
·  Symptom control  – to alleviate the symptoms you are currently experiencing. 

This may involve a specific, pre-planned intervention, e.g. blood transfusion.  
 
·  Respite  – a planned admission for an agreed period of time to provide a break 

for both patients and carers. This is typical when a patient has a high level of 
ongoing palliative care need and is being cared for at home with support from 
the St Catherine’s community nurse and other healthcare professionals. 

 
·  End of Life  – to provide care and support in the last few days of life.  
 
How long will I have to wait before a bed is availa ble?  
Admission requests are discussed every working day and prioritised accordingly.  
A member of the hospice team will keep you and your family/close friends informed 
as to bed availability.   We obviously hope to offer you a bed as soon as possible 
but there may be a short delay before we can arrange admission.  If there is a 
delay, we will be available to offer you support and advice in the interim via the 
community team or you may need to be admitted to hospital.  We would then make 
arrangements for your transfer when a bed is available. 

“They were just so gentle, so understanding, gave me one hundred per cent of 
their time and their compassion and you could see it was real.  They were really 
interested in you and how best to help you.” 
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Who will look after me on the ward? 
Nursing Staff  
The ward nursing team will be primarily responsible for your day to day care.  The 
nursing team will vary depending on the time of day, but the team is made up of a 
ward sister, staff nurses, plus nursing assistants.  We try to ensure that the staff to 
patient ratio is higher than in hospitals to enable staff to spend more time with you 
and your family. 
 
St Catherine’s plays an important role in training student nurses in palliative care 
by providing placements for students from Brighton and Guildford Universities.  All 
student nurses are carefully supervised.  If you would prefer to be looked after 
purely by hospice staff, we will respect your wishes. 
 
If you have specific requirements or requests, please ask a member of the nursing 
team.  As far as possible we will try to meet your individual requests. 
 
Medical Team 
You will meet with one of the doctors on the day of your admission and a member 
of the medical team will usually see you on most days to review your treatment and 
discuss any suggested changes to your care.  Please ask a nurse if you would like 
a family member or close friend to be present. 
 
The consultants do a ward round twice a week.   
 
If you or your relative, carer or friends wish to see a doctor or nurse at other times, 
then please discuss this with the nursing team who will arrange a time, date and 
venue. 
 
Should you wish to discuss any aspect of your care with any team member away 
from your bedside, we will endeavour to make an alternative space available. 
 
No discussions will take place about you between hospice staff and your relatives 
or carers without your consent. 
 
Housekeeping staff  
You will also meet our dedicated housekeeping staff who are responsible for 
ensuring a clean and pleasant ward environment.  
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What is the routine of the day? 
There is a welcome booklet at each bedside detailing the times of daily activities, 
for example: meal times, day hospice and other services. 
 
Each patient’s day will differ depending on their individual care plan. You may see 
other members of the hospice team (see page 6) to help with specific areas of your 
care or just spend time in the garden or resting in bed. 
 
You are welcome to visit the day hospice (see page 15) to participate in any 
activities or take lunch in the conservatory. 
 
As a local charity we are often visited by our supporters and donors. You may see 
these visitors being accompanied by a non medical member of hospice staff but 
they will not interfere with your care or routine. 

 
Does the hospice provide everything that a hospital  does? 
No, occasionally, medical situations can occur which require specialist equipment, 
investigation and management which cannot be provided at St Catherine’s.  In this 
event we will discuss a temporary transfer to hospital with you and your family or 
carer. 
 
 
One of these situations may be a sudden unexpected collapse or  
cardiac arrest.  If this happens, we would aim to r elieve any pain or 
distress but would not be able to provide full resu scitation or intensive 
care support.  If we felt you needed this level of care, we would arrange an 
urgent transfer to hospital.  Please feel free to d iscuss this with one of the 
medical or nursing team if you have any concerns. 
 

 
Does St Catherine’s provide long term care? 
No, we are unable to provide long term care.  However there are certain 
circumstances when continuing palliative care is offered. For example: 
 
·  When a discharge from the hospice to home or to a nursing home is not 

appropriate due to the complexity of palliative care needed. 
 
·  If continuing deterioration is anticipated in the near future. 
 
·  If a patient is awaiting a booked nursing home place. 
 
·  If your physical status is stable but your social situation is such that it is unsafe 

for you to be at home, then we will offer continuing care whilst you or your 
family organise a nursing home placement. 

 

“The staff are so caring, nothing is too much trouble. I can’t speak highly enough 
of any of them.” 
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What do I need to bring in with me? 
·  Please bring in all your medication that you are currently using. You will need to 

arrange for a family member, carer or friend to take your medication home after 
the doctor has seen you on the day of your admission.  Medication left at the 
hospice may have to be destroyed, which will mean your medication will not be 
available on your return home. 

 
·  Any clothes, toiletries or special items that will make your stay more 

comfortable. 
 
·  We do have a safe for valuables but would advise you to leave large sums of 

money/jewellery at home. 
 
·  Any electrical goods you bring in must be checked by our maintenance team 

prior to use.  
 
What if I carry a donor card? 
If you carry a donor card, it is important that you discuss this with one of the nurses 
because there are specific rules and regulations regarding organ donation.   
 
What are the visiting times? 
Relatives and friends are welcome to visit at any time but the wards are particularly 
busy in the morning.  It can be tiring for patients to receive visitors, so it may be 
wise to bear this in mind.  Please talk to the nursing team if you are concerned. 
We also have restricted visiting during meal times.  Please ask our receptionist for 
details of meal times. 
 
Can my relatives and friends telephone to ask how I  am? 
Yes, but consideration is appreciated as the nurse caring for you may be busy 
when they telephone.  In this event, the receptionist will take their number and the 
nurse will call them back as soon as is possible. 
 
Is there a patient telephone? 
There are telephones available so that you can receive/ make calls.  
 
To respect patient privacy, we request that you and your visitors have your mobiles 
set to silent.  In addition we ask that visitors use their mobile phones away from 
patient areas.    
 
Can I smoke? 
Smoking is not permitted within St Catherine’s Hospice. This is for the safety and 
comfort of all our patients and staff. Smoking may take place outside the hospice 
building in the designated smoking area, away from windows and doors.  Please 
dispose of your cigarette ends responsibly. 
 
If you need to smoke but are unable to smoke independently, please ensure a 
member of your family, friend or carer is available to help you.  Please discuss this 
with your community nurse prior to admission.  You can speak to any member of 
the hospice team on how to cut down or stop smoking. 
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Can my pets visit? 
Yes, as long as they are kept under control and are housetrained.  
Pre-arrangement with the nursing team is required.  
 
Is there a choice of meals and will I be able to ch oose myself? 
Yes, there is a multiple choice menu for each day and you may choose as much or 
as little as you require.  A member of the nursing staff will bring you a menu each 
day to choose the next day’s meals. They will help and assist you with your choice. 
 
Would I be able to have an alternative if there is nothing on the 
menu I like? 
Yes, simply ask the member of staff who is doing your menu with you to ask the 
kitchen for an alternative.  
 
If I follow a specific diet, how can the catering t eam help? 
Please ask a member of the nursing team if a chef from the kitchen could call and 
see you so you can talk about any concerns you may have. 
 
Do I have to wait for the tea trolley to come round  to get a 
tea/coffee?  
No, a member of the nursing staff will always be happy to get you a hot drink when 
you would like one. 
 
A visit to our coffee shop may also make a welcome change of scene. 
 
Are there any facilities for my visitors? 
When away from your bedside, your visitors are welcome to use the relatives’ 
rooms, main octagon sitting area, quiet room, conservatory and garden. Please 
feel free to use these areas for time on your own or with your visitors. 
 
Unfortunately it is not possible to provide meals to relatives but meals are available 
from our coffee shop, which also has a limited vending service for out of hours.  
The coffee shop offers a wide range of light meals, snacks, confectionery, hot and 
cold drinks.  It also sells toiletries, gifts and cards. The coffee shop is run with the 
help of many volunteers.   
 
It is open Monday to Friday between 9am and 4 pm and between 10am and 
2.30pm on Saturdays, Sundays and Bank Holidays.  Light lunches are served 
between 11.30am and 2.30pm. 
 
Visitors may be offered a drink from the ward trolleys. Donations towards the cost 
of providing this service are always greatly appreciated.  
 
If your nursing team have discussed the possibility of your relatives staying 
overnight, then they will explain the arrangements available to you. 
 
Visitors’ toilet facilities are located in the main reception area. 
 
 

Please be aware that we request that visitors use t he alcohol hand rubs on 
entering and leaving our wards.  The gel dispensers  are clearly labelled 
and located in the entrance corridors. 
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Discharge arrangements from the ward  
 
What happens when I am ready to leave the ward? 
At St Catherine’s Hospice we have an admission and discharge co-ordinator who 
is a registered nurse and works alongside staff in the in-patient unit and medical 
staff. 
 
Do not be alarmed if discharge is discussed within a few days of admission.  This 
is because some discharge arrangements can take some time to sort out and 
therefore it is better to start earlier.  Plans can be changed, delayed or cancelled 
right up to the day of discharge. 
 
What preparations will be made prior to my discharg e home? 
Sometimes discharge home is straightforward.  In this event, the time and date will 
be discussed with you and your relatives or friends.  Please note it is sometimes 
advisable to have a designated family member or friend to liaise with as it helps to 
eradicate any possible miscommunications. 
 
Prior to discharge we will order one week’s supply of medications and provide you 
with a drug card and explanation of your medication regime.  A nurse will sit with 
you and go through the regime with you and a family member if required. 
 
We will either give you a letter for your GP and district nurse, or we will post it to 
them.  The discharge co-ordinator will also re-instate any previous care 
arrangements, for example social services, so that the transition from hospice to 
home is as smooth as possible for you and your family and friends. 
 
What if the discharge is more complicated? 
Do not worry, your needs will have been assessed on an ongoing basis and any 
necessary arrangements made.  It may be necessary to arrange a home visit so 
that any equipment needs can be assessed in your own home.  It may also involve 
an arranged meeting with other professionals who can help with your care at 
home. 
 
The admission and discharge co-ordinator works within the in-patient nursing team 
and will liaise with you and your family, relatives or friends.  Please do ask if you 
have any questions or concerns. 
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Physiotherapy  
 

Physiotherapy* in palliative care can play an impor tant part in 
providing relief from pain and other distressing sy mptoms and 
can help people manage their condition.   
 
*We are currently actively recruiting to fill our physiotherapy vacancies and 
therefore this service is limited. Technician support is available on the ward and at 
the Crawley day services site.  
 
How can physiotherapy help me? 
Advice or treatments provided by our fully registered chartered physiotherapist or 
the physiotherapist/occupational therapy technician can help relieve pain and 
discomfort, aid relaxation and mobility, minimize problems with breathlessness and 
fatigue, and help address problems of balance and co-ordination.  
 
How can I find out more about having physiotherapy treatments? 
The hospice team will continually review your care plan and if it is felt that 
physiotherapy will be of benefit, this will be discussed with you.  If you are an  
in-patient or attending day hospice, you can ask any of the staff about the 
possibility of having treatments during your day. 
 
Where do physiotherapy treatments take place? 
Treatments take place at the hospice, either during a visit to day hospice or by 
appointment. If you are an in-patient, the physiotherapist is able to see you on the 
wards.  If this is not possible our physiotherapist can also arrange to visit you in 
your home. 
 
Our physiotherapy team also have input into the groups offered in day hospice. 
 
What can the Physiotherapist advise on? 
·  mobility 
·  breathing techniques 
·  life style 
·  exercise 
·  assessment for equipment 
 
Further information will be provided by the physiotherapist at the time of your 
treatment. 
 
Who can the physiotherapist treat? 
The physiotherapist is only able to treat and advise patients under the care of  
St Catherine’s.  She can advise your carers regarding your care but is unable to 
treat or offer advice for family and friends’ conditions. 
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Occupational Therapy  
 
Occupational therapy* is an important element of pa lliative care, 
enabling people to retain optimal levels of indepen dence and a 
sense of control, wherever possible, in all areas o f their lives.  
 
* We are currently actively recruiting to our occupational therapy vacancies and 

therefore this service is limited. Technician support is available on the ward and 
at the Crawley day services site.  

 
What is an Occupational Therapist? 
Occupational therapists (OTs) believe that it is important to a person’s well being 
that they are able to continue with their everyday activities and occupations.  OTs 
aim to address the impact of illness and to support individuals in adapting to 
change and to continue life as normally as possible.   
 
How can occupational therapy help me? 
 
Everyday activities  
We can provide advice, assessment, equipment to assist you and training for 
independence and conserving energy in areas such as dressing, bathing, toileting 
and other daily activities. We can also advise and support in continuing interests 
that are a priority for you.     
 
Anxiety management, fatigue management and life ski lls  
We can support you in ways to conserve your energy and manage your fatigue and 
anxiety which can affect many areas of everyday life including the things that are 
most important to you.  We do this either as a group programme or on a  
one-to-one basis. 
 
Equipment and adaptations 
Assessment for the provision of equipment and advice on minor home adaptations 
to enable you to remain safe and independent as possible. This includes the 
assessment and short term loan of wheelchairs and other items.  

 
Relaxation therapy  
Techniques and skills are taught to assist, for example, with stress, pain, anxiety 
and sleeplessness.  After assessment we can provide you with materials to use at 
home or at the hospice and there is a relaxation group in the day hospice. 
 
Planning for being cared for at home 
If you want to be cared for at home we will assist other members of the hospice 
team in planning for your care needs, safety, independence and carer support.  
This may involve us visiting your home to help us assess your needs and 
environment. 

“Now we have a wheelchair I can take my wife out to  our local garden 
centre and National Trust property again.  She love s to look at all the 
flowers and we can have lunch out.” 
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How can I arrange to see the occupational therapist ? 
You can be referred to the occupational therapist by any member of the hospice 
team (see page 6). 
 
How soon and how often will I see the occupational therapist?  
This will be assessed depending on your needs and level of risk.   
 
For equipment provision and adaptations, the OT and OT technician work in close 
conjunction with OTs from local service providers like an NHS Primary Care Team 
or a local council’s Health and Social Care department. 
 
If you are a patient on our wards, your level of need will be assessed and reviewed 
as needed. 
 
The OT and OT technician can also be involved in care in the day hospice setting. 
 
Who can the occupational therapist treat?  
The OT is only able to treat and advise patients under the care of St Catherine’s.  
She can advise your carers regarding your care but is unable to treat or offer 
advice for family and friends’ conditions. 
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Complementary Therapies 
 
St Catherine’s offers complementary therapy treatme nts 
alongside standard medical care because they have m any 
beneficial effects such as aiding relaxation, reduc ing stress and 
boosting the body’s immune system.  We have a numbe r of fully 
qualified volunteer therapists who work with the ho spice team on 
a regular basis.  

 
What are complementary therapy treatments? 
Complementary therapy treatments are non-medical treatments that help people 
feel better by: 

·  helping control symptoms – for example, relieving muscle tension, 
soothing dry and brittle skin 

·  inducing a deep sense of relaxation - the systematic, therapeutic use of 
touch in massage helps relax the soft tissues of the body and can help 
trigger a release of emotions 

·  making someone feel special, pampered and cared for 
  
Who can have a complementary therapy treatment? 

·  Patients under the care of St Catherine’s  
·  Family members, relatives and carers 
·  Bereaved relatives 

 
Therapy treatments are subject to the availability of a therapist.   
 
How can I arrange to receive a treatment? 
You can request an initial therapy session through St Catherine’s community care 
team, the day hospice team or any other member of the hospice team.   Following 
referral we will contact you to make a suitable appointment or arrangement if the 
treatment is being offered as part of your day hospice visit. 
 
Reasons for asking for a referral 
If you are having problems with any of the following: 
anxiety, depression, relaxation, pain, fatigue, breathlessness, stress, sleeping 
problems, bowel problems, nausea and vomiting, mouth care and problems with 
body image. 
 
Which complementary therapies can St Catherine’s of fer? 

·  Massage 
·  Aromatherapy 
·  Reflexology 
·  Relaxation 

The appropriate treatment and further information will be provided at your initial 
complementary therapy assessment. 

“When I was feeling really ugly and angry she was just so gentle with me and the 
treatments helped” 
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Where do the complementary therapy treatments take place? 
We have a therapy room which is situated on Beeches Ward at the Crawley site 
and have plans to offer complementary therapies at the Caterham site in due 
course. Treatments may also take place on the ward.   
 
Will I have to pay for the therapy? 
No charge is made for any of the complementary therapy treatments.  However, 
donations towards the cost of your treatments are always gratefully received. 
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Patient and Family Support Team  
 
A very important aspect of the work of St Catherine ’s is 
recognising that great comfort and peace of mind ca n be found by 
addressing the social, practical, emotional and spi ritual needs of 
patients, families and carers when they are dealing  with a serious 
illness.  
 

The Patient and Family Support Team provides welfar e advice, 
counselling and spiritual care. 
 
WELFARE ADVICE 
St Catherine’s welfare advisor offers advice, help and support on the practical and 
financial issues that arise when someone is living with an advanced progressive 
illness.  For example: 
 

·  Government benefits, allowances and grants 
·  Re-housing issues 
·  Disabled parking badges 
·  Claiming industrial compensation 
·  Arranging financial affairs and wills 
·  Mandatory notifications following a death 
·  Re-homing of pets 

 
How can I arrange to see the welfare advisor?   
You can ask any member of the hospice team (see page 6) about arranging to see 
the welfare advisor or you can make contact directly by calling 01293 447345.  
Welfare advice is available to you at any stage in your care with St Catherine’s. 
 
Can family members or carers see the welfare adviso r? 
Yes, we are here to support patient’s families and carers at any stage during a 
patient’s care with St Catherine’s.  Should it be necessary, we can help with 
registering a death, funeral arrangements, financial assistance with funeral costs, 
advice on probate, cancelling benefits and a host of other official and practical 
issues that occur following bereavement. 
 
If I am currently receiving benefits, will these be  affected if I 
become an in-patient at St Catherine’s? 
No, the majority of your benefits remain unaffected while you are an in-patient at  
St Catherine’s. 
 

“She navigated the benefit system, through the maze of forms and jargon which 
would have defeated us…. she arrived with all the forms filled in and all we had 
to do was sign them.”  
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I’ve always put off making a will and now I need to  do something 
quickly.  What can I do?  
Our welfare advisor can come and see you and tell you about the options available 
to you for making a will.  Depending upon your circumstances, we can help you to 
draft a simple will for yourself.  Alternatively, we can arrange for you to see a 
solicitor.  Solicitors are available at short notice if required. 
 
What if I need to change my will? 
If you need to re-write or add a codicil to your will, the welfare advisor may be able 
to help you make the changes yourself or seek help from a solicitor if more 
complicated.  
 
Do I need to pay a fee for welfare advice?  
No, every aspect of care offered to patients and families by St Catherine’s is free of 
charge.  
 
 
COUNSELLING 
We recognise that during a serious illness there may be times when you feel that 
you would like to share your feelings with someone else who is not a close friend 
or family member.  Our team of counsellors respond to individual needs and seek 
to support patients, families and carers in the most appropriate way, at the most 
appropriate time.  
 
Support from the counselling team is available from the time someone is referred 
to St Catherine’s until long after bereavement.   
 
How can I contact the counselling team? 
You can telephone directly on 01293 447343 at any time.  Initial calls will be 
handled by the Patient and Family Support Team Co-ordinator who will pass your 
details on to a member of the counselling team.  If you call when the line is busy or 
out of hours, you will be automatically diverted to our confidential voicemail facility.  
Please leave a message so that we may return your call. 
 
You can also contact the counselling team by speaking to any other member of 
hospice staff (see page 7). 
 
 
What does counselling do?  
Counselling works by giving you the chance to be heard.  Your counsellor will give 
you time to talk, cry, shout or just think.  It is an opportunity to look at a problem in 
a different way with someone who will respect and explore your opinions and 
decisions with you. 
 
What happens during a counselling session? 
When we arrange to see you on an individual basis we will talk through any of the 
issues or experiences that are giving you concern.   Every counsellor has their own 
style and way of working but broadly speaking the counsellor will help you to work 
through the following three steps: 
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1. Exploring your experiences - the nature of your problems and what impact 
they are having on you. The history of how your problems arose and what 
changes you'd like to see.  

2. Understanding your experiences - why you are struggling with these 
problems and what may be preventing you from overcoming them.  

3. Working with your experiences - finding the strengths and resources to 
resolve your difficulties, or at least make them more bearable.  

Initially we offer six sessions which can take place at home if you are unable to 
come to the hospice. 

 
 
Is counselling confidential? 
Any details which you share with the counselling team remain confidential within 
the team, unless otherwise requested. 
 
 
BEREAVEMENT SUPPORT 
An important aspect of St Catherine’s work is to support families, friends and 
carers following the loss of a loved one who was under the care of the hospice. 
 
What support is available? 
There are two main types of support available: Individual support is offered for 12 
sessions on a one to one basis by our team of bereavement counsellors or support 
volunteers. These sessions are available at both our main hospice building in 
Crawley and our site in Caterham.  Home visits can be arranged if required.  
Group support is provided through a ‘drop in’ bereavement group which gives 
people an informal opportunity to gain support by meeting others in similar 
situations.  
 
Short term groups can be organised for people in similar circumstances e.g. 
parents of young children. 
 
We will also invite you to attend memorial events like Time to Remember and our 
December Tree of Light service.  
 
Do you offer any bereavement counselling for childr en or young 
adults? 
Individual support is offered to children from 11 years and above.  For younger 
children, we currently refer on to other local organisations that have the specialist 
expertise required to support this age group.  We work with parents/carers to help 
them support their children, as well as with schools and we provide training to 
teaching staff. 
 
 

“I had no idea what to expect from my counselling sessions but the counsellor’s 
in-depth, perceptive questions enabled me to look inside myself and understand 
what is going on.” 
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How can I arrange support? 
You can telephone directly on 01293 447343 at any time.  Initial calls will be 
handled by the Patient and Family Support Team Co-ordinator who will arrange a 
meeting with a member of the team.  If you call when the line is busy or out of 
hours, you will be automatically diverted to our confidential voicemail facility.  
Please leave a message so that we may return your call. 
 
You will receive a letter from the bereavement support team about 4 – 6 weeks 
after the death of your loved one, reminding you that support is available either 
now or at anytime in the future. 
 
 
SPIRITUAL CARE 
The purpose of spiritual care at St Catherine’s is to enable those living with illness 
to reflect on, and find meaning in their experiences. At times of crisis in a person’s 
life, many issues are raised which might be called ‘spiritual’. The spiritual care 
offered by St Catherine’s aims to help people discover meaning, direction, purpose 
and where possible, answers to difficult questions. 
 
How do the team help? 
By providing an open, sensitive, listening ear.  Every individual has their own 
spiritual needs and concerns that are unique to themselves. Our spiritual care team 
will help you to explore your thoughts and feelings.  You will not be ‘preached at’ or 
pressured to accept anything that you are not comfortable with.   Spiritual care is 
not just about religion, rather, it is about meaning, purpose and connection which 
may or may not include religion. 
 
The Spiritual Care Co-ordinators would also be happy to discuss your thoughts 
about marriage ceremonies, renewal of vows, wedding blessings and other 
significant ceremonies.  They can help and advise on the options available 
regarding funeral planning. 
 
Who are the spiritual care team? 
We have two spiritual care co-ordinators, one full time and one part time, who are 
supported by trained and experienced volunteers.  If you are an in-patient, a 
member of the team will come and introduce themselves to you soon after your 
admission.  The team also work closely with the community team and the day 
hospice staff, in both our Crawley and Caterham hospice sites.  It is also possible 
to be visited by a member of the team at your own home, if necessary. 
 
How can I ask to see a member of the team? 
If you would like to speak to a member of the spiritual care team, just tell any 
member of staff on the wards or in day hospice and they will pass on your request.   
 
If you are receiving care at home, please call directly to arrange a meeting on 
01293 447343 or ask your St Catherine’s community nurse to pass on your details. 
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If I am a practising Christian, what can you do to help me while I 
am in the hospice? 
You may wish to receive Holy Communion or prayers, perhaps with anointing, at 
your bedside.  Your own minister is very welcome to come in to continue his or her 
ministry to you, or you can ask one of the spiritual care team who will be pleased to 
pray with you.   
 
Services of prayer and reflection are held in the quiet room.  They are  
non-denominational and last about 20 minutes.  Services are held on different days 
to allow day hospice patients the option of attending.  All are welcome to attend.   
 
 
 
 
What if I am not a Christian? 
Central to hospice philosophy is a profound respect for the beliefs of every 
individual. The spiritual care team is there to support anyone being cared for by  
St Catherine’s who may be of any faith or no faith. We are also in close contact 
with a number of other faith leaders in the community who are willing to be called 
on for advice or a visit.  
 
What about my own church minister or faith leader? 
If you are a member of a church or other faith community, then your minister or 
faith representative is very welcome to visit you in the hospice. They are also 
welcome to bring Holy Communion or other sacraments on behalf of your own 
church/ faith. Please let a member of staff know if your minister/ faith 
representative is planning to visit you. 
 
Is there a chapel? 
No, we don’t have a chapel, because although St Catherine’s Hospice is named 
after a Christian saint, it is not a religious organisation.   Instead, we have a quiet 
room offering peace and quiet for reflection or prayer, for people of any faith or 
none.  It houses a small library of spiritual and religious books. 
 
 

“They taught me to live for today … to see the beauty … how to find good in 
everything” 
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Lymphoedema Clinic 
 
Our Lymphoedema Clinic provides advice and treatmen t to 
people who have swelling which is commonly caused a s a result 
of surgery or radiotherapy for cancer.  The service  is also a stand 
alone outpatient clinic – treating patients who hav e been referred 
to the hospice for their lymphoedema only. 

 
What is Lymphoedema? 
Lymphoedema is a form of swelling due to damage or failure within the lymphatic 
channels and/or lymph glands.  It most commonly affects the limbs but can affect 
any part of the body. 
 
Can Lymphoedema be cured? 
Lymphoedema cannot be cured but treatment can be given to control and reduce 
the swelling.  The condition can be managed with compression hosiery, exercise, 
skin care and self-massage. More intensive treatment with multi-layer compression 
bandaging and manual lymphatic drainage may be offered to some patients. 
 
Who runs the Lymphoedema Clinic? 
The clinic is run by two specialist nurses with input from other members of the 
multi-professional team if necessary. 
 
How are patients referred to the service? 
You can be referred to the service by your GP, hospital 
consultant or a specialist nurse involved in your care.  
The lymphoedema clinic is a stand alone service, 
therefore patients can be referred for treatment of their 
lymphoedema only. 
 
What happens after I have been referred?  
You will be offered an appointment with one of the 
specialist nurses and on occasions the hospice doctor.  
The treatment options will be discussed with you and a 
plan for your care made. 
 
Where will I be seen? 
Most people are seen as outpatients at the hospice in 
Crawley.  If you have difficulty coming to the clinic, it is 
sometimes possible to make other arrangements. 

“I felt that I was being offered hope, that someone was prepared to help me and 
recognize my concerns and frustrations. I feel that I am no longer suffering 
alone and can speak to friendly experts who want to help me.” 
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Visiting St Catherine’s Hospice 
 
You may have to visit the hospice to attend an outpatient appointment or day 
hospice.  If you are admitted as an in-patient, your relatives and friends are 
welcome to visit at any time (see page 18).  
 
On arrival 
When arriving at the hospice please enter through t he main doors into the 
reception area. 
 
A receptionist is on duty between 8.15am and 8.00pm Monday to Friday, and 
between 9.00am and 4.45pm at weekends.  
 
To comply with health and safety procedures, please sign the visitors book both 
when you arrive and when you leave the building.  
 
If you are attending an outpatient appointment, the receptionist will inform the 
relevant member of the hospice team you are due to see that you are in reception. 
 
Please inform the receptionist when you visit a relative or friend. They will ensure 
that the person you have come to see is receiving visitors.  
 
If you have any other questions in regard to directions or whereabouts of local 
amenities, our receptionist will be more than happy to help point you in the right 
direction.  
 
If there is no receptionist on duty please go through the double doors and ask one 
of the nurses to help you. 
 
Is there visitors car parking?  
Patients and visitors can park in the bays to the front of the main building and at 
the Education & Training Centre to the rear of the site.  Both areas are clearly  
signposted. 
 
If you or your relatives are unable to walk from the car park, you may briefly park 
outside the main entrance in the space reserved for ambulances in order for you, 
your relative or friends to gain access.   
 
Limited disabled parking bays are available and clearly marked. Please display 
your disabled parking badge. 
 
If for any reason you need to leave your car parked at the hospice overnight, we 
suggest you park at the front of the main building, leaving a note at reception with 
your name, car registration number and make. 
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Queries, comments and complaints 
 
We listen carefully to our patients and families, paying attention to detail and 
delivering honest answers to questions. We endeavour to provide the best possible 
care. 
 
One of the ways we can ensure that we keep our standards high is to ask you to 
tell us when we get it right and when we get it wrong. If your family, friends and 
carers have any comments, suggestions or complaints, please tell us. It is 
important that we receive your feedback. 
 
Does the hospice have a data protection policy? 
Maintaining your privacy and dignity is of paramount importance to us. Confidential 
information given by you will remain safe and secure. We share clinical information 
within our team and with other health care providers if we feel it is important to help 
others care for you. No other information will be shared without your consent. If you 
specifically ask for something to be kept confidential and not shared we will not 
repeat this. No discussions will take place about you between hospice staff and 
your relatives/carers unless you agree to this. 
 
How can I get information about my medication? 
Your doctor or nurse will be happy to discuss your medication with you.  We, like 
other palliative care and hospice teams, sometimes use medications in a different 
way - this is referred to as off licence.  Your doctor or nurse can discuss this 
further.  Alternatively, there is a leaflet available from the hospice. 
 
Can I have copies of hospice correspondence relatin g to my 
care? 
If you wish to have copies of your correspondence relating to your treatment/input 
from the hospice, please ask one of the members of the team. 
 
What about access to my records? 
The medical and nursing teams are always willing to discuss your illness and 
treatment and will answer any questions you may have. 
 
Does St Catherine’s have a policy for accessing hea lth records? 
Yes.  If you would like to access your health records please address your request 
to the Registered Manager, St Catherine’s Hospice, Malthouse Road, Crawley  
RH10 6BH. 
 
Is there an information area where I/we can access further 
information about issues affecting us? 
Yes, there is a limited resource area in the hospice coffee shop/ day hospice area 
where leaflets and booklets are available.  Please ask a member of staff if you 
would like a personal copy of any of the leaflets. 
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Who could I talk to about the experience of my care ? 
Your experiences of our care are very important to us. We are pleased to hear any 
comments about your experience of the hospice.  It would be very helpful if you 
could complete and return the Comments and Suggestions section on page 43. 
 
As a local charity, one of the most powerful ways we can demonstrate the impact 
of our work is to gather individual case studies based on our patients, families’ or 
carers’ experience of St Catherine’s services.  If you would be happy to share your 
story by taking part in a short interview, please complete the form on page 43.  
For further information contact our communications officer on 01293 447362. 
 
How else do you monitor the quality of hospice serv ices?  
Occasionally we may ask for patient’s feedback by interview or survey.  All 
responses are treated in the strictest confidence and will not affect your care in any 
way. 
 
Results of surveys can be obtained by contacting the Patient Services Manager. 
 
Hospice Patient Survey 2008/2009  
In accordance with Care Quality Commission requirements, all independent 
hospices must conduct an annual patient survey.  In response to this, a Patient 
Survey Group (with representation from independent hospices, Marie Curie Cancer 
Care and with input from the Care Standards Commission) was set up by Help the 
Hospices. Its goal was to develop a questionnaire suitable for use in all adult 
hospices. The 2008/ 2009 survey is now the third survey conducted in response to 
this requirement.   
 
The survey was conducted by the Centre of Health Services Studies which is one 
of three research units of the University of Kent’s School of Social Policy, 
Sociology and Social Research.   
 
The 2008/2009 survey demonstrated very high levels of satisfaction across the 
wards and day hospice.  Copies are available from the Patient Services Manager 
as below. 
 
Who is responsible for managing the hospice?  
 
 Registered Person:  Registered Manager:  
 Mr Shaun O’Leary Mrs Gina Starnes 
 Chief Executive Patient Services Manager 
 
An up to date organisational structure diagram is displayed on the ward corridor.   
If you would like a copy, please contact the Patient Services Manager. 
 
More background information about the hospice and its staff is available via our 
website in the ‘About Us’ section or in our Statement of Purpose document which 
can be obtained from the Registered Manager or the CE at the above address. 
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How is the Hospice assessed? 
The Hospice is assessed yearly using the standards of the Care Quality 
Commission (CQC), previously known as the Healthcare Commission.  The 
hospice submits a self-assessment document and for the last three years, as a 
result of the information provided, St Catherine’s has not required a full inspection.  
The most recent self-assessment is posted on the Care Quality Commission’s 
website www.cqc.org.uk.  Copies can be obtained by writing to the hospice’s 
Registered Manager or contacting the CQC on 03000 616161. 
 
Following the last physical inspection in 2006, a report recognised the 
improvements made to the general environment through the garden refurbishment 
and the creation of a further four single bedrooms. 
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Procedure for registering and dealing 
with complaints 
 

St Catherine's Hospice endeavours to provide a high standard of care and support 
for patients and those close to them, at all times. It is the intention of St Catherine’s 
that all complaints are dealt with promptly.  
 
Verbal Complaint Patient Services 
In the event of a patient or visitor wishing to make a verbal complaint regarding any 
of St Catherine’s Patient Services, please act as follows:  
 
In the first instance, please speak to the Nurse in charge of the wards, your 
Specialist Community Nurse, the Day Hospice Senior Staff Nurse, or the ward 
Doctor on duty.  
 

If you are not satisfied with their response, make it known and an arrangement will 
be made for you to speak with the Manager of the relevant department within two 
working days.  
 

Other Services 
In the first instance, please speak to a member of staff within the appropriate 
department. If you are not satisfied with their response an arrangement will be 
made for you to speak with the Manager of the relevant department within two 
working days.  
 
Written Complaint  
If you wish to make a written complaint then please address this to the relevant 
manager as outlined on page 40 or the Human Resource Manager.  An 
acknowledgment will be made within two working days and the matter will then be 
fully investigated. A full response will be made as soon as possible, usually within 
20 working days. If we are unable to make a full response within 20 days an 
explanatory letter will be sent to you.  
 
If you are still unhappy with our handling or the outcome of your complaint, then 
you should write to: 
 
The Chief Executive, St Catherine's Hospice 
Malthouse Road, Crawley, West Sussex RH10 6BH  
 

Finally, if you are still not satisfied you may refer matters to the Care Quality 
Commission: 
 
Care Quality Commission  
PVH HQ  
London SE/NE Regions  
Finsbury Tower  
103 – 105 Bun Hill Row  
London EC1Y 8TG  
 
Tel:  020 7448 9200  
Web:  www.healthcarecommission.org.uk 
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Department  Title  
Inpatient Services (Ward, Catering, 
Housekeeping)  
 

Patient Services Manager  

Community Services: (Community Team, 
Occupational/Physiotherapy, Day Hospice)  
 

Lead Nurse for Community 
Services  

Access to Clinical Services  
 

Consultant  

Facilities  
 

Facilities and Estate Manager  

Fundraising/Public Relations  
 
 

Director of Fundraising and 
Marketing  

Education Centre  
 

Head of Education  

Human Resources (Including Volunteer 
Services)  
 

Human Resources Manager  

Social Support Services (Welfare, 
Counselling, Spiritual Care)  
 

Social Support Services Manager  

Trading Company (Shops)  
 

Retail Development Manager  

Lottery  Donor Development Manager  
 
 
How we deal with a complaint 
All departmental complaints are monitored in an established structure and 
feedback which covers all areas across the organisation – clinical, fundraising and 
human resources.  All complaints are dealt with by the appropriate head of 
department and then collated and reviewed by a team of senior staff as part of the 
governance structure, with an aim to improving our services.  Anonymous 
summaries are circulated to members of St Catherine’s governance team on a 
three monthly basis and themes are discussed as appropriate at the clinical 
governance meeting.  The Board of Trustees receives a copy of this summary. 
 
We are keen to improve our services and to learn through our complaints process.  
We encourage feedback from patients and visitors through both written and verbal 
suggestions.
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Providing a safe and pleasant environment 
 
It is very important to St Catherine’s Hospice to provide a safe and pleasant 
environment for patients to receive care in, and for staff to carry out their duties. 
 
To assist in providing this, we expect anyone coming into contact with our 
services, either in person or by telephone, to demonstrate behaviours that 
respect the rights of others and their work environment. 
 
The following behaviour falls outside of our expectations and is therefore 
considered to be unacceptable: 

 
·  excessive noise which is obtrusive to others in the vicinity 
·  use of threatening, abusive or obscene language 
·  offensive remarks of a racial, sexual or personally derogatory nature 
·  damage to property 
·  theft 
·  spitting 
·  threatening or aggressive gestures and/or actions 
·  inappropriate behaviour involving alcohol or substance misuse 

 
Any person acting in an unacceptable manner will be asked by a member of 
staff to stop behaving in such a way.  If the behaviour of patients or relatives 
persistently fails to meet our expectations, the hospice will make alternative 
arrangements to provide specialist palliative care support.  These arrangements 
will be advised to the patient in writing.   
 
Violent behaviour is never tolerated and could result in police prosecution of the 
aggressor. 
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Your Notes 
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Comments and Suggestions 
 
We endeavour to provide the best possible care.  We welcome your suggestions or 
comments - good or bad - about your care or this handbook. Please complete this 
page and return it to the address below. Thank you. 
 
Your details (optional) 
 
Name     ……………………………………………………………………………….……. 

Address ..…………………………………………………..……………………………….. 

………………………………………………………..    Postcode ….……………………. 

Tel no    ……………………..…… email …………….…………………………………… 

 
To: Patient Services Manager 
 St Catherine’s Hospice 
 Malthouse Road 
 Crawley 
 West Sussex 
 RH10 6BH 
 
 
 
Your comments and suggestions: 
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Public Relations & Marketing Consent 
 
We greatly appreciate the support of patients, families and carers in 
communicating the work of the hospice.  If you would be prepared to share your 
story, provide a quote about how St Catherine’s has helped you, and/or have your 
photograph taken, please complete the form below and hand it in to any member 
of staff. You may want to discuss participation with your family. 
 
Name ……………………………………………………………………………………… 
 
Contact details 
 
Tel no:  ……………………………………………………………………………………… 
 
Mobile:  ……………………………………………………………………………………… 
 
Email:  ………………………………………………………………………………………. 
 
 
 
I am a: patient / relative / friend / carer 
Please delete as appropriate 
 
 
 
 
Please return this form to: 
PR and Communications Executive 
St Catherine’s Hospice 
Malthouse Road 
Crawley 
West Sussex 
RH10 6BH 
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Fundraising  
 

Help us to help others 
 
St Catherine’s is dear to many people’s hearts and we are reliant on the financial 
support of our local community. 
 
Many of our patients and their families feel that they would like to give something 
back and any help you give, no matter how big or small is very gratefully received - 
every single penny contributed makes a difference to our patients and families. 
Below are some simple ways you could give to help others. 
 

Remember St Catherine’s in your will  
One third of our annual income comes from gifts made in wills. If you would like to 
help St Catherine’s in this way, please ask to see our legacies leaflet or call  
01293 447355 and ask for David Pond who would be happy to speak with you.  
 
 
 
 
 
 
 

Giving in memory 
As part of your funeral service you may like to ask for donations in lieu of flowers or 
hold a collection in aid of St Catherine’s. To find out more about giving in memory, 
please call Kath Millward on 01293 447361 or ask to see one of our giving in 
memory leaflets. 
 

Donate to our shops 
You could also donate your unwanted quality items to our chain of 13 charity 
shops. We accept clothes, bric-a-brac, books and furniture and can arrange 
collections.  Call Kath Millward on 01293 447361 
 

Join St Catherine’s Lottery 
For a minimum payment of £1 per week, you could win up to £1,000. A draw takes 
place every Friday and winners are sent their cheques automatically. If you would 
like to join our lottery, please ask to see our lottery leaflet or call Zoe Dolding on  
01293 447374. 
 

Participate in our community activities 
You may wish to take part in one of our events, hold an event of your own, involve 
your workplace or join our Friends Groups. To find out more, ask to speak to one of 
our fundraising team, call Barbara Dryden on 01293 447319  
 

Tell us your story 
Many patients and their families are happy to share their stories with us. We use 
these in our communications to reassure and inform those who are new to the 
hospice and to inspire those who are considering supporting St Catherine’s. If you 
would like to share your story, no matter how long or short, please ask to speak to 
Debbie Plentie or call 01293 447362. 

“I hope that by leaving a legacy to St Catherine’s, others in similar 
circumstances may benefit from the same kind of care we were able to 
receive, enabling us to make the most of the time we had together which  
I’ll treasure.  I owe St Catherine’s the world.” 
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Our regular newsletter keeps supporters up to date with what is going on 
and all the latest hospice news. If you would like to receive the newsletter, 
please call Kath Millward on 01293 447361 or ask a member of St Catherine’s 
staff. 
 
The fundraising department is based at the hospice and the team are always 
happy to meet you; please ask a member of staff abo ut this, visit our website 
www.stch.org.uk/howyoucanhelp or call 01293 447361.   
 
www.stch.org.uk/howyoucanhelp 
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I would like to help St Catherine’s Hospice 
 
Title ……….  Forename/s  ………………………….……   Surname   …………..…………...………… 

Address  ……….……………………………………………………………………………………………… 

………………………….……………………………………………………………………………………… 

……………………………………………………………………………..….Postcode …………………… 

Tel. no. ……………………………………..……  Email ………..………..………………………….…… 

Please pay St Catherine’s Hospice £ …..… per month from my account until further notice starting 

on ……………………….…………… 

 
Bank Name …………………………………………………………………………………….……………… 

Bank Address ………………………….……………………………………………………………………… 

……………………………………………………  Postcode  ……..…………………………..…………...  

Account no  ………………………………….…  Sort code ………………………...….………………… 
 
Signed …………………………………..………   Date ………………….………..………………………. 
 

 

 
 
 
 
 
I would prefer to make a donation of £ ………… and enclose a cheque/postal order/CAF voucher 
payable to St Catherine’s Hospice. 
 
Credit card/Debit card and CAF card donations are welcome. 
 
Please debit my Visa       Mastercard           CAF card             Debit Card 
 
Name on card ……………………………………….  Card no. ……………………………………………. 

Start date  ……/……    Expiry date  ……/……    Issue no. (debit card only) ....../……   

Security no. ……….. (last 3 digits to be found on the signature strip on the back of your card) 

Signature  ……………………………………………………………………………………………………… 

  
 

..… and make your gifts go further  
 
If you are a UK tax payer and would like St Catherine’s Hospice to reclaim the tax paid on any donations you 
have made over the previous six years and on all donations in future, until you notify us otherwise, please sign 
below.  This will allow us to reclaim an extra 28p for every £1 donated - at no extra cost to you. 
I confirm that I am a UK taxpayer and pay an amount of income or capital gains tax at least equal 
to the tax St Catherine’s Hospice will reclaim on my donations in the tax year. 
 
Signature ………………………………………………………………….  Date…………………………… 
 
St Catherine’s Hospice will not pass your details on to anyone else.  However, we would like to keep in touch 
with news and information about our work.  If you DO NOT wish us to contact you by the following means, 
please tick the relevant box:     Phone            Mail 
 
If you DO wish us to contact you by email to tell you about our work, please tick this box:              
 
St Catherine’s Hospice, Registered Office: Malthouse Road, Crawley, West Sussex RH10 6BH 
A Company Limited by Guarantee.  Registered as a Charity no. 281362 and as a Company in England no. 1525404

For official use only:  
Please pay to  
Barclays Bank plc, 90/92 High Street, Crawley RH10 1BP, sort code 20-23-97 
crediting St Catherine’s Hospice Account no. 30773603.   Please quote …………………………… 

Patient Handbook 
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Visiting the hospice 
 
 
 
 
 
 
 
 
 
 
From London or Brighton  
Exit M23 at Junction 11 (Pease Pottage)  
Follow signs for Crawley town centre (A23) 
At the first roundabout, turn right (A2004) 
Take the first turning on your left into Brighton Road 
Take the fourth turning on the right into Malthouse Road 

 
From East Grinstead  
Follow the A2011 
Pass Central Sussex College on your left and the back of Debenhams on your right 
Go straight on at the first and second set of traffic lights; go straight passing under 
the railway bridge 
At the third set of traffic lights take the right hand filter lane and turn right into 
Southgate Drive 
Pass the school on your right and take the first right into Brewer Road 
At the end of Brewer Road turn left into Malthouse Road 
The hospice is on the left, close to the end of the road 
 
From Horsham  
Take the A264 then A2220 
At Cheal’s roundabout go straight across following signs for Crawley 
Take the second turning on the right into Goffs Park Road 
At the end of the road turn right and then immediately left into Malthouse Road 
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St Catherine’s Hospice (Surrey) 
Foxon Lane, Caterham CR3 5SG 
 

 

 
St Catherine’s Hospice (Surrey) is 
approximately 18 miles from Crawley 
 
From the M25 
·  Leave the M25 at Junction 6 
·  At the roundabout, take the first exit on to 

Godstone Hill (A22) – signposted London 
and Caterham 

·  At the traffic signals, turn left on to 
Godstone Road (B2030) signposted 
Caterham 

·  At the roundabout, take the first exit on to 
Station Avenue, signposted Caterham Hill 

·  At the Golden Lion mini-roundabout, bear 
right on to Town End (B2030) 

·  Turn left on to Banstead Road (B2030), 
signposted Coulsdon 

·  Turn right on to Foxon Lane 
 

Caterham 

St Catherine’s Hospice (Surrey) 


