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St Catherine’s Hospice, Crawley

This literature is intended to be read in conjuncti on with the St Catherine’s Hospice
Patient Handbook

www.stch.org.uk

St Catherine’s Hospice is a charity dedicated to providing specialised end of life care to local people,
their families, friends and carers.

Hospice care is based on a belief that each person is more than their illness, and each of us has
unique physical, emotional, social and spiritual needs. St Catherine’s responds to the needs of each
individual. We are committed to relieving pain and anxiety, and to helping people achieve the best
possible quality of life.

Providing this highly personal, holistic approach to care requires time, skill and experience from a
multi-professional team. We care for people in the hospice, in their homes and in nursing homes. We
also offer training, advice and support to other health professionals.

Our Vision, Mission and Values

VISION

St Catherine’s aspires to a time when every individual can approach death informed, supported and
free of pain; a time when the needs of the individual, and of those close to them, are met with
personalised care at the end of life.

MISSION
St Catherine’s Hospice is a charity dedicated to providing specialised end of life care and support to
local people, their families, friends and carers.

VALUES

Our patients at the heart of what we do

Patients, their families and carers are at the heart of what we do. We are responsive to individual
needs, and a commitment to supporting choice and independence is central to the care we offer.
Care with compassion

We care for all with compassion, ensuring respect and dignity. We communicate with honesty and
sensitivity to enable understanding and choice.

Striving for excellence

We strive for excellence in all we do. Our commitment to continual learning and development in the
field of palliative care underpins the high quality of care and expertise for which we have a valued
reputation.
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Inclusive of patients, carers and health profession als

We are committed to working in partnership with patients and their families and carers, to shape the
care we provide. We share knowledge with other professionals and organisations to improve the
services offered.

Access

We offer patients access to St Catherine’s services with fairness, without discrimination or charge. We
identify needs, and collaborate with others to create access to the best care possible for patients and
their families and carers.

Our approach

We aim to demonstrate a sense of shared purpose, whilst valuing individual differences and
recognising individual potential.

Accountable

St Catherine’s critically relies on the financial support of our local community and we aim to be open in
our communications and accountable for our actions.

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 Debenham’s 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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The need for a hospice in this area was identified in 1978 at a time when only around 40
hospices existed nationwide and our nearest neighbours were St Christopher’s in south east
London and St Barnabas in Worthing. A steering committee was formed to look at the
possibility of raising the funds to build a hospice for the people of Crawley, Horsham and Mid
Sussex.

In 1980 a public meeting was held in Crawley to launch St Catherine’s and in July of the same
year the land was donated by Sir Norman Longley. By August our Memorandum and Articles
of Association had been signed and by the end of the year five Fundraising Support Groups
based in the five main towns in the area were well established.

St Catherine’s opened on 3rd October 1983 when our first patients were admitted to just one
ward. The second ward opened in June 1984 and the formal opening of the hospice by our
Patron HRH The Duchess of Kent took place in July.

In 1985 it was clear that a significant portion of our patients were being referred from the area
of south east Surrey, so fundraising was extended to the towns of Horley, Dorking, Reigate
and Redhill as well as the surrounding villages.

We remained just an in-patient unit until January 1986 when our specialist community service
was established. Day care — now day services — started two years later in January 1988.
Bereavement, spiritual support, counselling and welfare advice have always been part of our
multi professional approach and supported clinical care.

January 1993 marked the opening of our first Education Centre. Our new Education and
Training Centre is now on that site.

To celebrate St Catherine’s 21st anniversary, an appeal to develop the gardens for the
enjoyment of patients and their visitors raised over £73,000. This appeal is just one example
of the development of fundraising activities in recent years to meet increasing need.

Today we continue to receive approximately 19% of our income in NHS funding, and remain
reliant on the financial support of our local community to provide our services for local people.
Each year, we aim to raise around £4.5m of voluntary income. Local people support the
hospice with regular gifts (through a standing order or by playing the St Catherine’s Lottery), by
participating in events and by remembering St Catherine’s in their will. We are extremely
grateful to all those who provide this critical support.
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We have an in-patient unit with two wards — Heaselands and Beeches. We try to make the
environment welcoming and relaxed. We staff the wards to nurse up to 18 patients, allowing
nurses more time to spend with patients and relatives. Each ward has single rooms, four-
bedded bays and deep Jacuzzi baths. Most of the rooms open out on to the garden and
paved 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.

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 improve 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.

Day services are available at our Crawley and Surrey sites. The day services provided
include day hospice, access to outpatient support and groups.

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. Available on both the Crawley and Surrey sites, the team includes nurses and
experienced volunteers. The day services at Crawley takes up to 15 patients, and at the
Surrey site takes 10 patients.

The hospice is accessible to disabled visitors via ramp and automatic doors. There are
disabled toilets. There is a baby change facility.
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Plan of St Catherine’s Hospice SURREY
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Map of the area from which the Hospice accepts refe rrals
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Company Number 1525404

Charity Number 281362

Registration Number H110000470

Date of Registration 1 April 2002
Registered Address St. Catherine’s Hospice

Malthouse Road
Crawley

West Sussex
RH10 6BH

Tel: | 01293 447333
Fax: | 01293 447390

Board of Trustees (Chairman) Mrs Rosemary Cowley
Mr Alex Cuppage

Mrs Molly Finch Hatton
Dr Jim House

Dr Mike Waldron

Mr John Mansfield

Mr Gareth Jones

Mr A Wates
Registered Person  (Chief Executive) Shaun O’Leary
Registered (Patient Services Manager) Gina Starnes

Manager

Care Quality Commission
London SE/NE Regions
Finsbury Tower

103-105 Bun Hill Row
LONDON EC1Y 8TG
Tel: 020 74487 9200
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Shaun O’Leary joined St Catherine’s Hospice as Chief Executive in May 2005. Prior to this he was

Director of Operations at The Prostate Cancer Charity, responsible for nursing, support and
information services, and for raising the profile of prostate cancer through the media.

For the ten years before that, he fulfilled a number of roles in the HIV/AIDS sector, initially managing a
local support, advice and prevention organisation in Leeds, and later in London managing an HIV day
centre, The Landmark. Latterly, Shaun worked for The Terrence Higgins Trust, managing the
integration of services to provide a London-wide HIV specialist counselling service.

Gina Starnes qualified as a Registered General nurse in 1988 and since that time has
concentrated her further nursing experience within the field of surgery / oncology and over the
last 12 years moved into a career in palliative care. Two years were spent at the Royal
Marsden Hospital in Surrey working with the Palliative Care team and then in 1998 Gina joined
the team at St Catherine’s as a Ward Sister.

Gina, through further study and career opportunity, has progressed to the role of Patient services
Manager and has been the Registered Manager for the hospice since October 2003.

Gina is currently undertaking a MA in Hospice Leadership at Lancaster University and hopes to
have completed her studies by Mach 2010.
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Dept Role Establishment | Vacancies Relevant experience
Community Team Leaders 2 nil
\
Community Nurse Specialists - 9 3
Community Trained Nurses 4 4
Community Nursing Assistants 35 4.5
Community / IPU oT 1 1
Community / IPU Physio 1 1
Medical Consultants 3 1 +-- !
Medical cover 26.5 sessions | nil 7% I
9 -1
IPU Ward Sister 2 nil $
Senior staff nurse 8 .5
Staff nurse 10.2
Nursing assistants 15.6 /o g
$ 9
Day Services Team Leader 1 nil 'S 3
Senior staff nurse 1.6 nil Pl
Nursing Assistant 1.2 nil -1 8
Lymphoedema Nurse Specialists 1.6 nil -
Patient & Family Support Counsellors / bereavement 1.9 nil [
Team support co-ordinator -1 $$ 15
- - Spiritual Care Co-ordinator 1.3 nil
Welfare advisor 0.8 nil
Administrators HR / Vol dept 1.16 nil
Clinical services 3.5 2 7
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Patient & Family Support Team 2 1 .
Facilities and Estates 1 nil
! 7%
Facilities and Estates Manager 1 nil 'l
Maintenance team 2 1 9 -1
Housekeeping Manager 1 nil $
Housekeeping team 4.2 nil -5
Catering Manager 0.8 nil
Catering team 6.2 nil $ $3% !
HR department HR Advisors 1.7 nil '
Education Team 6.6 nil $ 11 I-
Fundraising Team 12 nil I ,
Pharmacy Pharmacist service locally - nil o
Volunteer Volunteer co-ordinator 1 nil '
$ !'- 8
Volunteers 370 5
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St Catherine’s Hospice Management at April 2009

Board of Trustees

Personal Assistant to Chief Executive
Anne Blackburn
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Specialist palliative care for adults (over 18yrs)

Acute hospital
/Local
agreements

Private
Arrangement
/ SLA

Hospices

Inpatient service

Day Services
Surrey / Sussex sites

Outpatient
Medical / Nursing / Counselling / Lymphoedema
/

Community services
Advice / Practical care

Details of arrangements for the following (if
applicable):

Sterile supplies and decontamination of re-
usable medical devices

Obtaining and storage of blood and blood
products, pathology services, pharmacy,
radiology, any other diagnostic or screening
services, and counselling

Any cancer and palliative care services

The management of specific departments, such
as pharmacy, radiology, pathology,

Organisational and clinical governance

Specialist palliative care to be provided

Chemotherapy and lymphoedema services

The management of specific conditions

Patient review (if applicable)

Medical practitioners with practising privileges
(PPs) and medical cover and/or hospital cover
(if applicable), such as RMO and out-of-hours
arrangements

Access to independent trained interpreters
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Access to other therapeutic practitioners and
services (where applicable), such as
counselling, physiotherapy, psychotherapy,
dentist education and therapeutic activity

Independent advocacy services

All staff receive induction training, a period of orientation, fire training, relevant training specific to service
provision eg blood products, lone working.

Your experiences of our care are very important to us. We are pleased to hear any comments
about your experience of the Hospice. Please speak to any member of staff.

As a local charity, it is very important that we demonstrate the impact of our work. One of the most
powerful ways for us to communicate this is to include a patient’s, or their family’s or carers’
experience of St Catherine’s in our communication materials. If you would be prepared to help us
please contact our Communications Officer on 01293 447362.

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. We participate in national
surveys such as Help the Hospices and also conduct in house surveys monitoring patient
satisfaction for example.

We invite suggestions from patients and staff via Suggestion Boxes.

Our Patient Handbook has a suggestions page and there is a feedback facility via our website.

Results of surveys can be obtained by contacting the Registered Manager.
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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.

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.

The medical and nursing teams are always willing to discuss your illness and treatment and
will answer any questions you may have. If you would like to access your health records
please address your requests to the Registered Manager,

St Catherine’s Hospice, Malthouse Road, Crawley RH10 6BH.

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.

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.
When arriving at the hospice please enter through the main doors into the
reception area.

A receptionist is always on duty between Monday to Friday 8.30 am and 8.00 pm, and
weekends between 8am and 5pm.

To comply with health and safety procedures you will be asked to sign the visitors book when
you arrive and when you leave the building.

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.

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
sign-posted.
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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 and car registration number .
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Procedure for registering and dealing with complain ts
The Trustees and staff of St Catherine’s Hospice endeavour to provide a high standard of care and
support for patients and those close to them.

Verbal Complaint

In the event of a patient or visitor wishing to make a verbal complaint regarding any of St Catherine’s
services, please act as follows:

In the first instance, please speak to the nurse in charge of the wards, your St Catherine’s community
nurse, the day hospice nurse co-ordinator or the ward doctor on duty.

If you are not satisfied with their response, an arrangement will be made for you to speak with the
head of the relevant department within 2 working days:

In-patient Services (Ward, Catering

and Housekeeping): Patient Services Manager
Community Services (Community

Team, Occupational/Physio Therapy

and Day Hospice): Lead Nurse for Community Services
Access to Clinical Services Consultant

Facilities: Facilities and Estate Manager
Fundraising/Public Relations: Director of Fundraising & 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

Written Complaint

If you wish to make a written complaint, then please address this to the relevant manager as outlined
above, or to the Chief Executive. An acknowledgement will be made within two working days from
the Human Resources Department and the matter will be fully investigated. A full response will be
made as soon as possible, usually within 20 working days.

The Chief Executive
St Catherine’s Hospice
Malthouse Road
Crawley

RH10 6BH

If you are still unhappy with our handling or the outcome of your complaint, then you may refer
matters to the Care Quality Commission:

Email: enquiries@cqc.org.uk Telephone: 03000 616161

CQC National Correspondence
PO Box 1258

Newcastle upon Tyne

NE99 5AU
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Privacy and Dignity

At present the wards are a mix of 4 bedded bays (single sex) and single rooms. There are
quieter, more private areas available where patients can discuss their condition with the
clinical team if they wish. There are single sex toilet facilities on each ward and in the public
areas.

The staff base is mostly female within the clinical areas but we do have a few male staff nurses - the
nurse looking after you each shift will introduce themselves to you — if you have any particular reasons
for not having that nurse look after you please speak to the nurse in charge.

There is a quiet space/area for conversations / contemplation.

The hospice team will work with patients, families and carers to ensure that the care we provide

is suited to individual needs as far as is reasonably possible. Confidential information will

remain secure and safe and we will request patients consent before sharing this information with other
professionals.

All windows have reflective film, allowing maximum light into rooms and bays and views of the garden
but preventing occupants of rooms being viewed. In addition to blinds/curtains

Signed:

Designation :  Patient Services Manager

Date: 7 May 2009
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