
1

Reflections
Annual Review 2020/21



2

Our continuing aim is to provide 
the best possible care to those 
who need it in terms of:
- Quality (measurement & 

evaluation – understanding the 
competition)

- Professionalism (through 
training and personal 
development)

- Meeting Clients’ and their 
families’ needs

St Teresa’s Hospice aims to 
provide “CHOICE”
- Complete
- Holistic Palliative Care
- Offered Free of Charge
- In The Patient’s
- Chosen
- Environment

The Board of Trustees and 
Senior Management Team are 
responsible for the management 
and the governance of the 
Hospice. 

 

The Board of Trustees  
April 2020 to March 2021

• Alasdair MacConachie OBE, 
Honorary President 1

• Dr Harry Byrne – Hon 
Chairman, NEHL Board 
Member 2

• Alex Spurr 3

• Charles Clinkard 4 
• Sasha Warr 5

• Col Nick Millen OBE 6

• Dr Helen McLeish 7

• Carol Charlton 8

• Cyndi Hughes 9 
• Martin Brown 10

Hospice Executive Strategic 
Management Team

• Jane Bradshaw, Chief 
Executive Officer 11

• Nicola Myers, Finance Director, 
Deputy CEO 12

• Alison Marshall, Head of Care 13

• Diane Farrell, Head of 
Workforce Development 14

Our Mission

*NEHL is the North East Hospices Lottery, known as One Wish

Darlington & District Hospice Movement:  
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This year in particular, I am reflecting on 
the humbling amount of support we have 
received from our staff, volunteers, and 
supporters, and also with pride on our 
services and our achievements despite the 
pandemic.

We have had to work in different ways, and 
at a different pace, to respond to changing 
circumstances and I am lost in admiration 
for the way in which our core services have 
responded. People adopted new practices 
and adapted their usual ways of working, 
always with the patients at the heart of 
everything we do.

Our core Inpatient and Community Services 
continued their vital work 24/7 throughout, 
despite the challenges of PPE and 
sometimes personal risk of providing hands-
on care – they are quite simply amazing!

Live Family Support for patients and carers 
and daytime outpatient sessions changed to 
telephone and Zoom support but at the time 
of writing are now being re-established back 
at the Hospice. 

We have asked our community at large 
for help as never before and they have 
responded amazingly well, despite their own 
challenges at home or at work.

Welcome to our
Annual Review

My reflections...
Jane Bradshaw, Chief Executive Officer

Jane Bradshaw, CEO

We have launched our new online Wellness 
Hub which is providing support, comfort 
and advice 24/7, and we have a new set 
of strategic goals for the next 10 years, 
captured in the infographic below.

We have begun to work with our 
new partners in Tees Valley Clinical 
Commissioning Group and look forward to 
contributing to the development of their 
vision and strategic plan for palliative and 
end of life care.

Our Head of Care, Alison Marshall, retired in 
October 2020 after 16 years’ service with the 
organisation. This was a real blow, as I lost 
a crucial work partner who had been key to 
the development of our all our services, and 
to the Inpatient Unit in particular. 

Since the birth of her son’s twins, Alison is 
now granny to three, and I know is keeping 
very busy indeed! 

We are lucky that, as a lymphoedema expert, 
she has also remained on our bank staff 
team, as expertise in this field is rare and this 
is an area at which Alison excels. 

Words can’t adequately express the massive 
thanks owed to Alison by me, by the Board, 
by the staff and volunteer team, and by the 
many, many people and families she has 
helped over the years!

We continue to work to extend what we do 
outside of health care to also meet some of 
the social care needs which are so vital to 
quality of life for palliative patients and their 
families, and we are committed to exploring 
partnership work in collaboration with other 
charities and relevant organisations to 
ensure the right care is accessible in the 
right place. 

In respect of these ambitions, I am delighted 
to report that social work professional 
and former Family Support Team Manager 
Deborah Robinson successfully applied to 
become our new Director of Care Services, 
fending off strong competition from outside 
the Hospice. 

This is a ground-breaking appointment which 
will focus on sustaining our core services 
and support our ambitions to bridge the 
health and social care gap. It is early days, 

but Deborah is already making inroads in 
establishing a new model of care in The 
Woodlands which matches and develops 
themes already present in the online 
Wellness Hub, and the two will work together 
in harmony going forward.

Over the next year, a review of all staff 
positions and consultations with potential 
new partners will inform any necessary 
structural changes, in order to ensure 
that we have the right skill mix across 
departments and in senior management 
in the future, to work sustainably, reliably 
maintain our core services, and to ensure we 
remain relevant and responsive to need. 
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I include here a message from our Chairman 
Dr Harry Byrne (who retires November 2021)

“For a number of years now it has been my 
honour, on behalf of the Board of Trustees of 
St Teresa’s Hospice, to endorse our annual 
report and in this extraordinary year I take 
particular pride in doing so.  The many 
challenges that the COVID pandemic has 
presented us with cannot be overstated 
and in what has been an ever-changing 
environment, our Chief Executive and her 
Senior Management Team have worked 
tenaciously and creatively from the outset 
to define plans of action, addressing every 
conceivable eventuality. 

Every member of our Hospice Family, be 
they clinical, administrative, support staff or 
volunteer, has shown tremendous courage 
and commitment in their efforts to deliver on 
those plans. The fruits of their labours fill the 
pages of this document.

A cornerstone of good Palliative and End 
of Life Care is the provision of a “blanket” 
of safety and security to those patients and 
families in need of such care. Overcoming 
all obstacles, our teams have managed to 
deliver outstanding care at a time when 
there can be no doubt that the pandemic will 
have heightened the feelings of stress and 
anxiety already felt by our patients. 

Some of our more traditional methods of 
delivery of care have had to be suspended 
or curtailed but other methods have been 
explored and delivered with measurable 
benefit. 

Our digitisation agenda has certainly been 
advanced apace and, in relation to delivery 
of care is an area that will no doubt blossom 
going forward.

The year has not been defined solely by 
COVID, however, and our Hospice has 
worked hard, in spite of the challenges, 
to maintain high standards and embed 
new initiatives in relation to Clinical and 
Corporate Governance, Education and 
Training, and Patient Safety.

We acknowledge that we are in transition 
to what will be the new normal and bear 
witness to the fact that we will do all that we 
can to remain true to our reason for being, 
namely the provision of outstanding End of 
Life Care to the community we serve.” Our lovely Dr Harry Byrne retires at the 2021 

AGM after 8 years’ service as the Chair. 

Harry has been a Hospice supporter for even 
longer, being one of the former Darlington 
GPs who consistently referred to our 
services and helped ensure they were used 
for the good of many patients and families. 
Harry has been an absolute rock to me in my 
role as CEO, always smiling and professional, 
always there in person, or at the end of 
the phone, whenever I or the organisation 
needs him, and he will be a big miss, though 
I know he will always support us. Words are 
inadequate really, but I am sure I say a big 
thank you to Harry and to his wife Jean for all 
their support, on behalf of the whole Hospice 
team.

I will also be leaving the Hospice, retiring 
as Chief Executive in March 2022, after 
over 25 years’ service, so this is my last 

opportunity in the Hospice’s annual review to 
formally thank our amazing team of staff and 
volunteers including the Board of Trustees 
for everything they do. 

It is an absolute privilege to work in an 
organisation which has such a strong mission 
and one key goal - to help local people 
who are affected by life limiting illness. The 
existence of the Hospice is a testament to 
the good will of the people of Darlington and 
district and I know it will go from strength to 
strength.

 Thank you to all staff, 
volunteers and supporters.
It’s a time to look forward now and I remain 
optimistic about the future. We truly are part 
of a compassionate community, and I am 
very grateful for having been blessed to 
have been involved.

Dr Harry Byrne

OUR STRATEGIC PRIORITIES

O
U

R
 S

T
R

A
T

EG
IC

 G
O

A
LS

Understanding 
the Diverse 

Needs in our 
Community

Enhance Wider 
Strategic 

Partnerships

Charity and Business 
Governance, which is 
well led and quality-

assured

• The Hospice is a special place and there are certain 
things which make it different, We are a part of the 
broad health and social care environment but we’re 
also an independent charity, able to determine our own 
future.

• We are an influential force, advocating and pioneering 
excellent palliative and end of life care.

• Patients are at the heart of everything we do.

• Our workforce is supported by a large number of 
volunteers.

• The majority of our funding comes directly from our 
supporters and local communities.

• We don’t charge for our core service at the point of 
delivery.

• Our reputation is the key to our future and the type and 
quality of service we provide is therefore directly linked 
to that reputation.

• We are a true local charity, serving our local 
communities.

• There is a recognition that if St Teresa’s remains an 
organisation of choice, excellent provision of care will 
be assured for those who need it at such a difficult 
time in their lives.

Working within 
our means but 
still responsive

Enhance Local 
Partnerships

Safe, quality-assured 
and continuously 
improved Clinical 

Governance

Sustainability Communicate

Managing Risk, ensuring 
Regulatory Compliance 

and maintaining 
appropriate Information 
Governance throughout 

the organisation

Appropriate
Sustainable
Dependable

Clearly 
positioned as  

hub of palliative  
& e.o.l.c.

Excellently 
Governed

To be the place 
where...

And so farewell...
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The Community Hospice Team

Community has been very much business as 
usual, with the addition of risk assessments, 
PPE (Personal Protective Equipment) and 
support for staff. 

I initially found it difficult to take on board the 
enormity of the challenges, but I was pleased 
to be working and doing my bit for the 
organisation, the team and most importantly 
our palliative patients. 

I found it hard to imagine how our patients, 
already living with a life-limiting condition, 
would cope with the implications of the 
pandemic, subsequent lockdown and 
its impact on how patients, families and 
loved ones could interact with each other 
in the last days, weeks and months of a 
patient’s life. 

The organisation made it clear that all 
staff should feel safe and supported as 
we continued to provide the 24/7 Rapid 
Response service. Due to the risk, we had to 

suspend some services, such as Hospice at 
Home and Volunteer Visitors. Thankfully PPE 
has been available throughout and my door 
has been open to anyone requiring support.

Initially, I undertook several shifts to support 
the service as members of the team were 
advised to self-isolate with symptoms 
of the virus.  At this point, support in the 
community was limited with GP’s and other 
services restricting home visits. There was 
a level of confusion among patients and 
care providers alike, and at times it could 
be difficult to access some of the services 
usually readily available.  

We also found that patients and families 
were frightened and worried about letting 
anyone in the house which meant that we 
were getting referrals far later; patients 
were very close to end of life with complex 
or unmanaged symptoms. This made some 
of the shifts particularly challenging and 
emotionally draining. 

As you can imagine, the restrictions of the 
lockdown had an impact on how therapeutic 
relationships and trust are established.  
Then, if you add in limited services, masks 
inhibiting communication, and lack of touch, 
(which are usually the basis of building 
trusted palliative care relationships) it was a 
particularly difficult time for the team. 

Yet, we quickly learnt new ways of 
expressing empathy and support; time and 
responsiveness being a crucial element to 
this and something we could offer.  We also 
supported District Nurses by taking some 
regular visits to provide support, this in turn 
freed up more of their time to deliver general 
nursing support to the community.

As a team, we also gained support from 
the general public, boosted by the weekly 
clap for carers and the support for the NHS 
generally which led to individual acts of 
kindness and generosity from the general 
public. I personally received a clap and thank 
you from some small children playing in a 

garden as we left a patient’s home following 
a visit. Obviously the children had no idea 
why we were there but the support and 
kindness from even the youngest members 
of our community was touching to both 
myself and the Healthcare Assistant (HCA) 
with me.  This heart-warming support was 
reflected by several members of the team 
who experienced similar recognition in the 
street as they went about their work. 

There have been several poignant situations 
throughout the pandemic. We have 
supported several families who have only 
been able to say goodbye from a window 
or partners who have been completely 
alone with their loved one at the time of 
death. Families have also lived through 
this experience with the added burden 
that friends and family could not attend the 
funeral in the same way as before.  

Denise Hughes, Healthcare 
Assistant and Helen Wrigley, 
Community and Outpatient 
Services Manager

Community
Outpatients& St Teresa’s Hospice 

Community and 
Outpatients teams 

have had very different 
experiences as a 

result of the COVID-19 
pandemic, with 

challenges facing both. 

My reflections...
Helen Wrigley, Community & Outpatient 
Services Manager
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Outpatients

Due to the risk associated with social contact 
it was apparent from the beginning that 
some of our services would need to be 
suspended. However, it was also recognised 
that social isolation would be a factor that 
would impact on many patients as we took 
the advice to stay at home.  It was therefore 
agreed very quickly that the Hospice would 
maintain contact with those attending 
Outpatient appointments via regular 
telephone support. Many groups were 
affected including our Volunteer Visitors, 
CHOICES Sessions and Complementary 
Therapies.

It is difficult to measure the value of this 
support, however feedback indicates 
that this has been well received by those 
involved. Over 100 patients received 
weekly or bi-weekly support. Unfortunately, 
5 patients from these groups sadly died 
and bereavement support was offered 
to relatives.

In some instances, as a result of this contact, 
it became evident that the patient would 
benefit from further specialist support at 
home, thus onward internal and external 
referral were made. 

As the weeks and months have passed, 
everyone has been amazing as they adapted 
to support our patients and each other, 
to ensure that the high standard of care 
expected of our specialist services continued 
to be delivered.  I am very proud to say that 
I have been part of the provision of care 
and proud of the entire team at the Hospice, 
working through such a challenging and 
unprecedented time.

“My mam would visit the hospice when she 
was diagnosed with terminal cancer and had 
acupuncture therapy sessions with Keith. She loved 
it so much and found huge value in the treatment. 
Thanks so much to Keith for his amazing work”

Examples of our support: 

• A patient diagnosed with a brain 
tumour became very low in mood 
due to the restrictions of the 
pandemic. She had young family 
and following a very emotional 
conversation was referred to Rapid 
Response for review. Following 
review, an ongoing referral was 
made to a Macmillan Nurse and 
palliative care consultant, and 
the Family Support Team at the 
Hospice.  The patient advised that 
she felt supported and her symptoms 
were better managed due to this 
intervention.

• During a telephone contact a 
patient identified that she had 
suffered a skin tear to her leg. She 
had contacted local services but 
had been declined a home visit 
for support. We contacted her GP 
on her behalf and requested a 
telephone consultation and referral 
to the District Nurses for wound 
management. The patient was 
extremely happy for this intervention 
and regular visits from the District 
Nurses in her area followed.

• Family Support had contacted 
a patient on their caseload and 
were concerned that the patient’s 
condition was deteriorating. They 
referred to Rapid Response for 
review and they were able to 
provide support.

Keith Thomas, 
Complementary 
Therapy Lead

Helen Wrigley, Community 
and Outpatient Services 
Manager and Gillian Beadle 
Healthcare Assistant
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My reflections...
Sheila Dawson, Nurse Consultant

The Specialist Palliative Care Team 

Staff absences due to COVID-19 infections, 
self-isolation and safety precautions put 
a strain on our services and staff in order 
to maintain effective and sensitive care to 
palliative patients on the IPU.

Some of the hurdles that we had to cross 
included wearing PPE which is hot and 
uncomfortable. For patients and relatives 
this put up barriers to verbal communication 

by obscuring the mouth, and the comfort 
of touch which is hindered by staff wearing 
rubber gloves. However, probably the most 
trying aspect for visitors was the restrictions 
on visiting times and on the reduced number 
of people allowed in the unit at any one time. 

As the weeks went on, we soon adapted to 
these changes and now they are part of the 
“new normal”. We have been able to keep 
the IPU open and continue to care for our 
patients. Furthermore, patients and visitors 
accepted the COVID restrictions and they 
quickly adopted the visiting routine, as if it 
had never been anything different.

Specialist Team

A view of our Inpatient Unit

Sheila Dawson, Nurse 
Consultant and Sarah Metcalfe, 
Clinical Nurse Specialist 

“I’d like to thank all of you for the care and attention 
you all gave to my Dad. He was with you for less than 
2 weeks before he died. He couldn’t be looked after at 
home and I’m so glad he was under your care at the end.”
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The Inpatient Unit

It is fair to say that the COVID-19 pandemic 
has brought lots of challenges to the IPU. It 
has been a stressful time for all concerned, 
both in the day-to-day care of our patients 
and on a more personal level for the staff.

PPE was one challenge; having to wear 
surgical masks for a 12.5 hr shift in hot 
weather is not pleasant. Furthermore, it 
makes communication with patients more 
difficult as they cannot see your facial 
expressions. All of the staff had to be fit 
tested at the Darlington Memorial Hospital 
for our masks. However, when we received 
our second batch of masks, prior to the 
Easter weekend, we found them to be a 
completely different make and shape to the 
initial ones. Unfortunately, this meant we 
couldn’t use these new masks without staff 
being re-tested. We quickly had to arrange 
for staff to get tested again over the bank 
holiday weekend! This had to be done 
sooner rather than later as we only had a 
small supply of the original masks left. As 
our supplies were coming in from different 
sources, we were not in control of what we 
were receiving, and we were not alone in 
this as it happened to other local hospitals. 

Another challenge was that the guidelines 
from the Government were not particularly 
clear at times. Some procedures weren’t 

correctly classified, and it was important that 
we had clarification to when we needed PPE. 
PPE was in short supply nationally at the 
time, and we could only ask for supplies that 
we were justifiably needing to use.  

Prior to COVID-19, visiting to the IPU 
was open between the hours of 08.00 
– 20.00hrs and then at the discretion of 
the nurse in charge. Initially during the 
pandemic, we reduced the visiting down 
to one nominated visitor for a 2-hour, pre-
booked visit per day. Staff understood the 
necessity of this, in order to keep patients 
and staff safe, but in practice they found this 
hard, as it went against everything that they 
knew to be right about involving the family. 
Hospice care is as much about looking 
after the families as it is the patient.  Staff 
assisted the patients to use technology such 
as mobile phones and tablets to keep them 
connected with their families. In some ways 
the staff became the patient’s family, so that 
no patient ever felt alone. On the plus side 
the reduced visiting did allow patients to 
have some restful time and enabled staff to 
have some difficult conversations with the 
patient. It is sometimes difficult to have these 
conversations with the patient on their own 
as they do not always feel they can be totally 
honest in front of their families. 

It was an anxious time for clinical staff who 
were caring for patients who tested positive 
for COVID-19, including a patient who had 
a cough who required a lot of close contact 
from the staff.  However, at no time did they 
complain; they were totally professional 
through the whole pandemic and followed 
all the new guidelines with care. Another 

“I had the total wrong idea of a hospice and I work in 
health – the thing that hit me first when dad was admitted 
was the air of calmness and tranquillity.  Everyone was 
so lovely and welcoming and allayed any fears. He was 
treated with exceptional care and compassion and it 
didn’t feel like hospital. It doesn’t have that clinical feel – 
it was most definitely home from home.”My reflections...

Lin Vaughan, Inpatient Unit (IPU) Manager
group of staff who were anxious were the 
Housekeeping team as they were also 
going into patients’ bedrooms and were in 
close contact with COVID-positive patients. 
Wearing masks was something new for 
the team and they were given support and 
reassurance from the clinical staff on IPU.  

It has not been easy for other staff who have 
been medically suspended or on long term 
sick leave as they have wanted to be at 
work, to help their colleagues through such a 
difficult time. We have also missed the input 
from other teams like Family Support who 
have been working from home and have not 
been able to give any face-to-face support to 
families. 

My own furlough was full of mixed emotion. 
I was more than happy to help the Hospice 
(albeit in a small way) at a very difficult time. 

There have been many changes on the 
IPU, from reduced visiting, wearing PPE, the 
reduction in support from other teams, which 
all created additional tasks to be undertaken 
and different ways of working. In addition to 
this were the general concerns and anxieties 
of the staff and I wanted to be there to 
support them, particularly those who were 
returning to work having tested positive for 
COVID-19.  However, in my absence I am 
grateful for other staff who stepped in and 
provided that support. 

We have all learned a great deal over the 
past few months and with this new-found 
experience and knowledge we will hopefully 
be better prepared to cope with whatever 
challenges lie ahead.

Inpatient Care
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The Family Support Team

Initially, as we approached the lockdown, 
the Family Support Team focussed on the 
practicalities of translating our Hospice-
based service into a remote one. With 
over seventy individuals and families open 
to the team, how could we continue to 
support people in a meaningful way? What 
would this look like? What were the risks? 
How could we be pragmatic yet effective, 
flexible yet ethical? What systems did we 
need to set up to enable all this? Some staff 
were furloughed, some volunteers were 
“benched”, whilst the rest of us set about 
creating a confidential workspace at home, 
alongside a home school in some cases! And 
we all evaluated our stocks of loo roll. 

From telephone counselling for a woman 
privately secluded in her shed, to completing 
benefits forms for a frazzled carer or 
supporting a dad to tell his children that their 
mum is dying, our work continued. 

My reflections...
Deborah Robinson, Family Support Team 
Manager

“My counsellor 
helped me to work 
through what my 
mum’s illness means 
for me and adjust to 
being her carer.”

“Thank you from the bottom 
of my heart for everything.  
No words will ever be enough 
to show our appreciation for 
the love and care given to us. 
God bless you all.”

We felt more and more encouraged by what 
we could do, and confident in how we could 
do it. We soon re-opened the bereavement 
drop-in group (albeit online) and, as time 
rolled on, accompanied more people 
through relaxation and well-being practices 
over the phone. This soon led to plans for 
a wider range of virtual services with the 
intention of connecting people to their 
supportive community again.  

And as we all stayed apart, we all came 
together… mainly on the phone but 
sometimes on Zoom (where had that been 
hiding?). From regular contact with our own 
staff and volunteers, to keeping in touch 
with the wider team still in the Hospice, 
communication was the backbone of 
our work. 

We felt supported by information from 
national organisations and sustained by 
a network of colleagues across the UK, 
who offered solace and encouragement. 
There were new connections too! Inspired 
by the lockdown, various agencies across 
Darlington came together to form a local 
bereavement forum. New connections and 
new ideas that will hopefully continue to 
bear fruit.

Yet in the middle of all this activity we took 
time to reflect on the loss that surrounds 
us; loss of the familiar, of routine and of 
usual ways of coping, loss of security, and 
then sadly there were redundancies and 
bereavements.

It became increasingly apparent that we 
were all in the same storm but not all in the 
same boat. Our work with individuals and 
families reflected growing concerns in the 

media that this pandemic was highlighting 
the cracks in our society. But there are also 
signs of hope, as symbolised by rainbows 
and manifested through altruism and 
resilience. So, as we emerge into a “new 
normal” we must acknowledge the pain of 
what has gone and embrace the possibilities 
of what could be, and never ever run low on 
loo roll.

Family Support & 
Bereavement Care

Deborah Robinson, Family 
Support Team Manager
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The Family Support Team 

My current role is as Specialist Social Worker 
within St Teresa’s Hospice’s Family Support 
Team, working alongside counsellors, 
offering information, advice and support 
to patients, families and colleagues. I 
also facilitate the St Teresa’s Hospice 
Carers Support Group which meets twice 
each month.

The number of people affected directly 
and indirectly by the COVID-19 pandemic 
has been phenomenal. Behind these 
numbers are individual accounts of grief and 
continuing difficulty. 

Like many people, I live with a disability and 
health condition which responds well to 
medication. However my medication and 
the COVID virus placed me in the clinically 
extremely vulnerable group, advised to 
shield, as much as possible from direct social 
interaction.

And like many people, I have lost loved ones, 
family, friends and neighbours during the 
pandemic. If you, or someone you know, has 
been involved in arranging a funeral during 
this period, you will not need me to tell you 
how this feels.

My reflections...
Stephen Holmes, Specialist Palliative Care 
Social Worker

The Family Support & Bereavement Team 

2020 was a year that none of us anticipated 
and although working from home brought 
about its challenges at times it showed 
what can be achieved through team work 
and quickly adapting to a new set of 
circumstances to allow services to continue.

Instead of looking at what wasn’t possible 
we tried to focus on what we COULD do. As 
a result we were able to provide vital advice 
and support via telephone and utilised 
technology such as Zoom.

This enabled continuity of support for the 
Bereavement Support Group, which had 
always met at the Hospice once a week. 
Through a Zoom video group we continued 
to meet weekly, allowing me to facilitate 
crucial peer support and provide contact 
to normalise the grieving process and give 
members the opportunity to discuss their 
emotions in a safe, supportive environment.

I found it a great privilege to be able to listen 
to and actively assist people to focus on 
ways to aid their mental health and resilience 
levels during that time.

My reflections...
Ben Bourne, Family Support &  
Bereavement Worker

“The counselling for my 
daughter was a great 
help and support. From a 
parent point I was safe in 
the knowledge my child 
had a safe space to speak 
openly about her loss”

 “I can’t recommend St 
Teresa’s Hospice enough. 
It was such a support to my 
family in our darkest hour. 
We received counselling 
and guidance on how to 
deal with grief. As a family 
we benefitted from a tepee 
sleepover to create memories 
before my husband passed. 
My husband really felt his 
acupuncture helped with 
his chemo. Thank you all for 
the support and wonderful 
service you provide.”

Towards the end of 2020 I was approached 
by St Teresa’s Hospice and was recruited, 
initially as a volunteer working from home 
(I later re-joined the staff team in February 
2021) , to provide support to patients and 
their carers. This was done by telephone, 
and subsequently via Zoom video-
conferencing. 

This opportunity has provided me with a 
bridge back into face-to-face contact with 
people as the pandemic restrictions have 
eased. The technical and personal support I 
have received has been first class.

Caring for each other is what makes us 
human. Supporting the work of St Teresa’s 
has been, and continues to be, a privilege.

Ben Bourne, Family Support 
& Bereavement Worker
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346
appointments were 
attended by people at our 
Bereavement Group

Our Year in
 Numbers

2020/21 was a year like no other with the COVID-19 pandemic 
affecting everything. Despite the pandemic, this is how much 
care and support St Teresa’s Hospice was able to provide:

“Thank you from the bottom of my heart for 
looking after my mum so well. I really do 
appreciate the support, kindness and socially 
distanced cuddles you have given me! I could 
tell by your eyes and under your masks. You 
are angels. Mum said she loved you all.”

“Your team was amazing with my Dad right 
up to the day he passed away at home last 
May. You were only at the end of a phone 
24 hours. On the many times my Mam 
phoned during the night you were there.  
Nothing was too much. When Dad passed 

away it was during the first lockdown. 
They then put some clean clothes on Dad 
and gave him a wash and shave.  They 
talked to him asking if it was OK. We 
were so moved to tears listening to them.  
Thank you so much.”

The average 
length of 
stay in the 
IPU was 
13.55 days

63%
Wellness Hub users viewed 
site via Assistive Technology 

77 
patients were admitted  
to our IPU in 2020/21

438
appointments were attended 
in our Lymphoedema clinic

500 
Each week in 2020/21, we 
used 500 masks & aprons

2337
The Rapid Response Team 
had over 2,337 hours of 
direct patient contact!

11

60 
It takes approx. 60 minutes to 
fully clean a room on the IPU

St Teresa’s
Hospice

1312

IPU 56.3% 
56.3% of all pages on the 
Wellness Hub used assistive 
Technology

97% 
of people helped by our Teams 
were supported to die in their 
preferred place of care

140
appointments were attended 
at our Carers Groups

1150 
Each week in 2020/21, we 
used over 1150 pairs of gloves!

£9,205 
We need to raise an average 
of £9,205** per day to keep  
our services running

70 
On average, we have  
had contact with 70 people 
every single day!
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The Admin Department

My experience of working though COVID-19.

When the coronavirus pandemic was first 
evident in England I went through a range 
of emotions, the main one being extremely 
fearful. Fearful that I would contract the virus, 
fearful that members of my family and friends 
would contract the virus but I was mainly 
fearful that I may be at risk of losing my job 
and the worst case scenario we may lose the 
Hospice. I have worked at the Hospice for 21 
years, my husband also works in the Hospice 
as a Healthcare Assistant in the Inpatient 
Unit and I love my job. 

The first two weeks were the worst for 
me, I was extremely anxious and at times 
tearful. As the pandemic unfolded I think the 
Hospice was really on the ball with our safety 
measures for both staff and patients. I attend 
the weekly COVID task group meetings via 
zoom where we discussed and reviewed 
procedures already in place and new 
measures we need to incorporate.

Several members of the admin team were 
furloughed, 1 member of the team is working 
from home and we relocated switchboard 
into the General Office. The staff that 
remained working at the Hospice developed 
new skills and adapted to work across other 
departments, we assist and support HR and 
Finance and we continue to support the 
Family Support Team who are working from 
home. We don PPE and take donations from 
people dropping in on spec with donations 
of anything from cheques to PPE. 

As we continued to work in these strange 
times one of my greatest fears was realised, 
my husband tested positive for COVID-19. 
This meant that I had to isolate for 14 days. 
My husband was really ill for several weeks 
which almost resulted in a hospital stay. I was 
very lucky, I did not contract the virus and 
managed to work from home. 

Admin, Workforce
Human Resources& 

My reflections...
Lynne Wright, Admin Department Manager

Lynne Wright, Admin 
Department Manager

Part of the work I carried out at home was 
to contact approximately 40 lymphoedema 
patients to offer a telephone review and 
reordering lymphoedema garments for them 
from their GP practice. Most of the patients 
I contacted were really pleased we had 
contacted them and in some cases surprised 
that we had taken the time to do this. They 
could not praise the Hospice highly enough. 

I regularly contacted my furloughed staff and 
volunteers by telephone and I know they 
appreciated this. It has been very strange 
working in the Hospice with our new way 
of working; wearing PPE where necessary, 
social distancing and making sure we 
sanitise our work spaces.  
 
 
 
 

The staff all work together helping each 
other, supporting each other and in some 
cases working extra hours voluntarily. Even 
in these strange times we are all working 
together to keep the Hospice safe, raise 
awareness where and when we can and 
support each other. This is from the very top 
to each and every staff member working in 
the Hospice. I feel sure that we will be like 
the phoenix rising from the ashes with new 
work practices and procedures to make the 
Hospice a success for many years to come.



13

It’s fair to say that COVID-19 has greatly 
impacted every aspect and department of 
the Hospice, and Education & Training are 
no different. It presented many challenges 
but also opportunities.

In the time before COVID, most of our 
training was face to face, and often delivered 
by people from outside of the Hospice; 
experts in their own field who would come 
in and host training sessions. That had to 
change overnight, and our training went 
virtual. Most of our training shifted online, 
and we swapped face to face contact with 
Zoom and Teams sessions or attended 
Webinars. We all had to learn at the same 
time – we had to learn how to deliver remote 
education and staff had to learn how to 
engage with it. 

We also took a look at our staff education 
workbooks and revamped them, so that 
they could be completed digitally. However 
we were also granted time to take a 
broader look at all education, including our 
Volunteers. Although we had to suspend a 
lot of our Volunteer programmes for safety, 
we were able to roll out education for them 
as well, and see how our volunteers worked 
in different settings. We’ve been able to 
change how we look at things. As we start 
to introduce volunteers back, we now have 
much better information for them. 

From the clinical side, rapid and immense 
changes occurred within a short period 
of time within health and social care, and 
at times we couldn’t keep up with the fast 

changing information; what may have been 
correct in the morning was incorrect by the 
afternoon. Audits, Medicine Management 
and Infection Control where all massively 
impacted.

We worked closely with the Lead Clinical 
Nurses at the Foundation Trust to ensure 
information was correct. Staff needed 
PPE training and some were frightened 
by the ever changing situation, needing 
reassurance and support. The building 
had to be changed to allow for safe social 
distancing. 

A massive change occurred when we had to 
modify our Controlled Drugs (CD) policies. 
The NHS warned of a shortage of morphine, 
which meant we had to build up our stocks 
just in case. Normally, Patient CDs are 
destroyed every 2 weeks by a pharmacist 
and manager at the hospice. Because of 
COVID the pharmacist couldn’t come into 
the hospice, it meant we had to train more 
managers to carry out this task. Also, we 
were able to put the systems in place to be 
able to divert those CDs into our stockpile in 
case they were needed and we built up an 
emergency supply. Thankfully, this came to 
pass without us ever having to dip into those 
stocks.

The pandemic also granted me time. The 
CQC publishes a massive medicine auditing 
tool for us to use, and I had time to go 
through this document thoroughly and 
complete a thorough audit against their 
standards.

My reflections...
Diane Farrell, Head of Workforce 
Development

“We had a family member who had a short stay in  
St Teresa’s before his passing. All we can say is what a 
lovely place to spend your last couple of weeks.  He was 
made very comfortable, allowed to bring some home 
comforts into his room. At the end the staff were amazing, 
how they looked after us.”

Diane Farrell, Head of 
Workforce Development



14

The HR Team

The COVID pandemic has created 
challenges across the Hospice, with HR 
being no exception. 

We had to quickly adapt to working from 
home with our 2-person team suddenly 
being split between Darlington and Cheshire! 

Our fantastic Hospice admin team stepped 
in with remote services in support of our day 
to day work and, although I have always felt 
it a privilege to be part of the Hospice family, 
I was shown in a different way the strength 
of teamwork in our organisation. This was 
even more important when HR Adviser 
Esther made her relocation permanent, and 
I became the whole department for a few 
months!

There have been difficult decisions (and 
calculations) to make around use of the 
furlough scheme to manage work shortages, 
including services limited due to COVID 
restrictions and temporary charity shop 
closures. We have worked hard to ensure 
the sustainability of our organisation, whilst 
also considering the wellbeing and retention 
of our workforce. 

We have also had to work with managers 
making decisions around staff health and 
safety, including medically suspending staff 
who were more vulnerable.

We had the challenging job of supporting 
managers through redundancy processes; 
this is something HR would usually do in 
person. Although working from home was 
the responsible thing to do, we wished we 
didn’t have to be so detached from this 
process, as we would always prefer to be 
able to give face to face support.

All staff have really gone the extra mile 
during this strange year, and we really 
appreciate people for bearing with us whilst 
we may not have been able to offer pay rises 
across the board.  

We’re anxious to be more competitive 
and priorities for 2021/22 are therefore 
around reviewing terms and conditions, and 
focussing on issues raised in our latest staff 
survey, where we were delighted to see a 
massive 81% response rate from employees, 
with a great mix of positive feedback and 
constructive suggestions. 

Looking forward, we now have a great new 
HR team, and volunteer HR support has 
been incorporated into our responsibilities. 
We are excited to see what the future brings 
as more staff and volunteer roles return to 
the Hospice. 

My reflections...
Lucy Daynes, HR Manager

Lucy Daynes, HR Manager

“I had the total wrong idea of a hospice and I work in 
health – the thing that hit me first when dad was admitted 
was the air of calmness and tranquillity. Everyone was so 
lovely and welcoming and allayed any fears. He was treated 
with exceptional care and compassion and it didn’t feel 
like hospital it doesn’t have that clinical feel – it was most 
definitely home from home.”
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The Establishment 
Team

Editor’s note: For the majority of 2020/21, Tony Curran was Head of Facilities. At the 
start of March 2021, Tony left us and we welcomed Stuart Hodgkins in a new role as 
Estates and Facilities Manager. We also welcomed Jack Dodds as Facilities Assistant. 

The Establishment Team

Working during the Coronavirus pandemic 
has been challenging in many ways, the 
experience has been both positive and 
negative. 

It has been a difficult time at the Hospice, 
and some of the changes due to COVID-19 
have been restrictive so we can keep people 
safe. It’s been hard not being able to meet 
patients and families face to face in IPU to 
discuss catering needs/likes and dislikes as 
normal, and seeing colleagues be worried 
about the future. 

Although it was challenging at times, some 
positive things came from the situation:

The support from my manager was great; 
it helped me to get essential tasks done 
to ensure the Hospice was COVID secure. 
The close relationship during this time 
helped as there were several significant 

items required which were not simple and 
working closely with my manager helped to 
get these completed to make the Hospice 
safer for all staff. It helped me personally as I 
felt supported in completing these tasks and 
allowed us to discuss complex issues and 
resolve them as well as other things going 
on during this period. 

I also developed a closer relationship with 
the Retail Team and Manager to ensure 
that the shops were ready for reopening. 
This in turn also provided me with a better 
understanding of the Retail operations. I 
enjoyed getting involved and being part of 
the process which got them reopened, as I 
know how important it was to get these open 
for income purposes. 

I feel that everyone has pulled together and 
there is a lot more patience and tolerance 
from others where requests may take a 
little longer than normal. The Hospice has a 
feeling of a team effort to work through this 
challenging time. While there was the anxiety 
of COVID around, there has also been a 
sense of camaraderie within the Hospice 
to help each other out when possible. I 
certainly see that within my own teams and 
within others I work with.

My reflections...
Tony Curran, Head of Facilities,  
(until March 2021)

Gaynor Regan, Housekeeping 
Team Leader

Stuart Hodgkins, Estates 
and Facilities Manager
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The Establishment Team

Having joined the Hospice in early March 
2021, I understood from the start that the 
Hospice had needed to restructure and 
prioritise many aspects of its day to day 
operations, these decisions would have 
been extremely difficult to make but were 
needed to ensure the Hospice could 
continue to function and offer its highly 
important and specialist service to the local 
community and families in the Darlington and 
District area. 

With all that in mind I was privileged to be 
appointed and take over the management of 
a highly dedicated Housekeeping & Catering 
team whom have worked hard from the 
outset of the pandemic to ensure their high 
standards were maintained and continue to 
be met to this day, all under Manager Paul 
Frankland’s direct guidance. Paul’s historical 

knowledge of the Hospice has been highly 
beneficial to myself, I would like to take 
opportunity to commend the whole team for 
their dedication during what must have been 
an extremely difficult time.

Although Jack, our handyman in the Estates 
Department, started only a few months 
ahead of me in his role, his continuity 
and knowledge from working with my 
predecessor within the lockdown period has 
also been a great help on a daily basis. 

Many of my colleagues have told of how 
busy the Woodlands was in the past and 
I look forward to hearing the activity and 
voices in the corridors once more.

Paul Frankland, Catering and 
Housekeeping Manager

Jack Dodds, Facilities 
Assistant

My reflections...
Stuart Hodgkins, Estates & Facilities 
Manager (March 2021 to present)

“Thank you to everyone who helped our 
dad go to rest peacefully. We appreciate all 
the help and support you gave to the whole 
family in such a supportive, caring way. A 
special thank you to the Rapid Response team 
who arrived within 10 minutes of us calling. 
AMAZING. Many thanks again.”
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Financially 2020/21 has been quite extraordinary. The 
outcome for the year was a surplus of £1,838,438 which 
compares with a deficit of £271,280 for the previous year. 

In March 2020 all the Hospice shops were closed due to 
lockdown restrictions and all of the Hospice’s traditional 
fundraising events and activities were cancelled. This was 
a devastating immediate blow to income. During 2020/21 
the Hospice was fortunate to be granted monetary support 
from the Government via Hospice UK in return for providing 
bed capacity to the wider health sector should that be 
required, plus, towards the end of the year, it was in receipt 
of an unusually high value of legacy donations, both of 
which have resulted in this hugely positive financial result. 

Furthermore, the Hospice took advantage of the Local 
Authority grants provided to the retail sector and where 
applicable the Coronavirus Job Retention Scheme (CJRS). 
However, these are non-recurrent income sources which 
will not be available to the Hospice in future years.
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Finance
Statement 

& Review

The Hospice auditors are Tait Walker 
LLP of Bulman House, Regent Centre, 
Gosforth, Newcastle upon Tyne.

There are no matters contained in the 
audit report which need to be brought 
to the attention of the members.

INCOME  

Restricted:  

   Grants  

   Donations and gifts 

   Donations from events and trusts

    Total Restricted

Unrestricted:  

 Donations and legacies 

   Grants

   Donations from events

   Donations and gifts

   Legacies

   One Wish Lottery

  

 Other trading activities 

   Shops

 Investment income 

   Bank interest receivable

 Other income 

    Total Unrestricted

  

    TOTAL INCOME

EXPENDITURE  

Restricted:  

    Total Restricted

Unrestricted:  

 Expenditure: 

   On Charitable activities

 Expenditure on raising funds: 

   Costs of raising donations and legacies

    Total Unrestricted

  

    TOTAL EXPENDITURE

  

SURPLUS/ (DEFICIT) IN YEAR  

  

NET ASSETS AT END OF YEAR  

 Fixed Assets 

 Debtors 

 Cash 

 Creditors amounts falling due within one year 

 Creditors amounts falling due after more than one year 

    TOTAL NET ASSETS

2021

£

981,748

40,050

1,021,798

1,704,594

421,060

158,905

880,823

65,254

3,230,636

195,649

1,316

120,862

3,548,463

4,570,261

149,523

149,523

2,397,385

184,915

2,582,300

2,731,823

1,838,438

2,858,227

898,949

1,848,864

(184,814)

241,667

5,179,559

2020

£

160,136

5,182

165,318

1,520,328

408,077

178,800

49,052

78,565

2,923,822

662,545

3,057

23,485

2,923,909

3,089,227

186,028

186,028

2,926,693

247,786

3,174,479

3,360,507

(271,280)

2,968,620

388,100

160,830

(176,429)

3,341,121
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Looking at the income lines in more detail 
total voluntary income was both higher than 
budgeted expectations and that reported in 
the previous year. 

Donations and gifts were lower than the 
previous year (2020/21 £158,905).

The fundraising team look to secure 
ongoing support from individuals, schools, 
groups and businesses, as well as provide 
assistance to donors organising their own 
external events. However, because of the 
pandemic physical events ceased overnight 
and fundraising was severely restricted. 
The Hugs Appeal, launched almost 
immediately after the Hospice’s usual means 
of fundraising was curtailed, generated 
over £100,000 of income. The Trustees 
recognise that this stands testament to the 
high regard the local community has for the 
Hospice and its willingness to support it 
during unprecedented times. Some relevant 
fundraising activity moved online and the 
fundraising team continued to engage with 
supporters very successfully. Furthermore, 
trust funders have shown very generous 
support in response to the crisis. As a result, 
income from events and trusts was higher 
than the previous year (2020/21 £461,110). 

As restrictions began to ease St Teresa’s 
fundraising team made their first steps into 
hosting physical events for the supporters 
into the autumn and winter months. These 
were successful but income was impacted 
by COVID restrictions and rules on social 
distancing. 

Donations from the North East Hospices 
Lottery (NEHL) show a decrease on the 
previous year (2020/21 £65,254).

Although unpredictable in nature, legacy 
income provides a valuable resource to the 

charity; in the year the Hospice was notified 
of and recognised over £880,000 in legacy 
donations which had been bequeathed to 
the Hospice. This amount far surpasses 
any annual total in the Hospice’s history. 
The generosity of those individuals who 
remembered St Teresa’s in their wills by 
leaving a legacy is recognised. The Hospice 
has a legacy marketing strategy, which 
includes leaflet drops to local solicitors, and 
the promotion of a free will campaign on an 
annual basis. 

As in previous years, the Hospice received 
partial funding from the NHS, there was a 
small uplift to the core grant at the start of 
the financial year.

The NHS also continued to contribute 50% 
of the funding towards the Rapid Response 
service. The Hospice continues to work 
locally and nationally to try to improve the 
levels of funding it receives for each of its 
charitable services. 

The retail sector had an extremely 
challenging year with lockdown restrictions 
meaning that they were closed for significant 
periods during the 2020/21 financial year. 
While shops remained closed, the majority 
of their staff were furloughed and the 
Government cancelled business rates for 
shops for the tax year, so the fixed costs 
of retail largely consisted of rents. Rent 
reductions were negotiated with some 
landlords. When the shops could open, 
they performed exceptionally well given the 
challenging conditions and reported income 
of £195,649 for 2020/21. This exceeded the 
revised ‘COVID’ budget prepared at the 
start of the financial year. The eBay shop 
continued its operations throughout the 
pandemic, somehow trebling the budget 
figure provided for it. The dedicated retail 
staff and volunteer team made all this 

possible. Stringent cost control ensured that 
a high proportion of the revenue from the 
sale of donated goods found its way towards 
funding patient care.

Investment income has decreased from the 
previous year (2020/21 £1,316).

The Hospice also took advantage of the 
Coronavirus Business Interruption Loan 
(CBIL).

Expenditure was well below budget and was 
lower than the previous year. The average 
head count of employees decreased from 
133 in 2019/20 to 112. Even though the 
Hospice utilised the CJRS organisation-wide 
reviews were conducted and very sadly 
some posts were made redundant during the 
year. Staff costs remain by far the greatest 
type of expenditure the Hospice incurs. 
Without the dedicated professional staff and 
volunteers the Hospice could not continue to 
provide its services.

Summary
The Hospice relies on the support of the 
local CCGs, the community and businesses 
and its own commercial activities to continue 
operating. Never more has the support from 
the community and businesses been critical 
than in 2020/21 with the impact of the global 
pandemic. 

The standout positive variance, aside 
from the financial support provided by the 
Government, is income generated from 
legacies. The culture of being cost-conscious 
has continued throughout the year. 
Applications to grant-making charitable trusts 
have also proved very successful during 
the year. The cash position is extremely 
healthy at the end of the year, however, 
with the Government support ceasing the 

future position will depend, firstly, on how 
well retail and fundraising income recover 
and also on the continued implementation 
and success of the Hospice recovery plan. 
Funding remains a key focus and challenge 
to the future security of the Hospice. The 
staff, trustees and volunteers are committed 
to maximising income and controlling 
expenditure without compromising services 
to help ensure that the Hospice can continue 
to offer the high quality care and support 
that has made it an essential part of the 
community. Therefore, on this basis, the 
Trustees are satisfied with the financial 
position of St Teresa’s Hospice as at the year 
ended 31 March 2021.
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Nicola Myers, Finance Director 
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As with everything in 2020, we couldn’t host 
our AGM in person, so instead, we held it 
virtually via Zoom!

The AGM is an opportunity to honour 
our fabulous volunteers and excellent 
supporters, including our many fundraising 
heroes, all of whom were especially 
important to the Hospice during the 
COVID-19 pandemic. Their vital contributions 
ensured that St Teresa’s Hospice could 
continue caring during one of the hardest 
times it’s faced.

From lockdown challenges to mini-
marathons, head shaves to zip wiring, 
volunteers, friends, staff and supporters 
were all recognised for their dedication, 
commitment and crucial fundraising efforts 
at the first St Teresa’s Hospice virtual Annual 
General Meeting.

Addressing the audience via Zoom, St 
Teresa’s Hospice Honorary Chair of Trustees 
Dr Harry Byrne said: “This time last year 
we met face-to-face and it was business as 
usual but within months of that everything 
changed. No one foresaw the pandemic, 
and its effects on the hospice have been 
dramatic to say the least.

A video showcasing fundraisers, 
honoured for their efforts, was played 
to delegates during the meeting. You 
can watch that video on the St Teresa’s 
Hospice YouTube channel here - 
https://youtu.be/fhi4dbWjYos

It highlighted the achievements of young 
supporters including Eliza Skitt, who 
completed a mini-marathon in her garden 
raising over £2,200; Liam Evans who 
collected £350 with a football dribbling 
challenge; seven-year-old Cian Crang, who 

smashed his £700 target to run seven miles 
by raising £5,371.50; and Alex Brown who 
took up running raising £500.

Excellent supporter awards were received 
by runners Ben Bourne, Craig Hayward, Lyn 
Vine, Honorata Devlin, Michelle Boshier, 
Craig Stephens and Darlington College staff 
who raised a combined total of £9,668.13.  

Certificates were presented to Durham 
University BioSciences Society and Gillian 
Campling for staging a ‘Bark Off’ virtual dog 
walk, Muriel Joy for a sponsored head shave, 
Sheila Dawson for completing a daredevil 

zip wire, Grant McTaggart for undertaking 
a Yakman challenge, Hurworth COVID-19 
Support Group for donating uniform bags 
and hearts, Blackwell Grange Golf Club 
Ladies’ Section for their fundraising during 
the pandemic, and Maureen Hogg for 
promoting the Hospice through the local 
media.

Hospice staff who received awards in 
recognition of their tremendous work 
and dedication throughout the pandemic 
included Lin Vaughan, Helen Wrigley and 
Deborah Robinson.

The Annual
General
Meeting

2020
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With the COVID-19 Pandemic worsening, 
to ensure everyone’s safety and following 
Government guidelines, we had to postpone 
or cancel all in person events. There was 
massive disruption to our usual fundraising 
activities, and our chain of charity shops 
also had to close their doors. The national 
lockdown prevented us from raising money 
in the usual ways and, at the end of March 
2020, we were worried that we might have 
to close our doors. Anticipating the impact 
on our fundraising abilities, we quickly 
launched an emergency appeal, asking 
donors to Send a Hug to St T’s!

The Hospice needs to raise £3m a year to 
provide free inpatient and community care, 
as well as outpatient services and family 
support and bereavement care, for people 
living with life-limiting illnesses and their 
families in Darlington, South Durham and 
North Yorkshire.

We were humbled by the support we 
received as a response to the appeal. The 
public rallied to the cause by donating and 
staging a plethora of virtual fundraisers that 
helped to raise over £100,000 (and counting, 
as donations continue to be received)! 

 

Funds donated to the appeal ensured that 
the Hospice has been able to continue 
providing 24/7 care and support in the IPU 
and in patients’ own homes, and through 
the Community Hospice Services, including 
the Rapid Response Team. This also 
helped reduce the burden on the NHS at a 
critical time.

Ingenious fundraisers responding to the 
Emergency Appeal included Darlington 
College staff and students running a virtual 
marathon, Durham University’s Bioscience 
Society staging a Bark-off, a virtual charity 
dog walk, café-goers donating the price of 
their coffees, commuters offering the cost 
of a tank of fuel, people donating what 
they would have spent on a haircut and 
sponsored head-shaves and hair-colours.

This vital emergency appeal is continuing 
until a deficit is no longer predicted,  
and donations can still be made at:  
www.justgiving.com/campaign/hugtostts

OurEmergency 
Appeal

“I cannot begin to thank our incredible community 
enough for standing by us throughout this massively 
difficult period in all our lives. They have been the silver 
lining and we really are touched by the response which 
has allowed us to continue our work to help patients and 
their families at their most critical time.” 

Jane Bradshaw 
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3M UK Plc

Alexandra Nicholson

Ann Mines

B&Q and Screwfix

Barnard Castle School

Brown Welch

Café Spice

CAG Management Solutions Ltd

Chris Smith

City Plumbing

Cleveland Fire Brigade

Darlington College

EMX Dynamics Ltd.

G4B

Glaxo Smith Kline Plc.

Helena’s Hospice Foundation

Hummersknott Academy

Hurworth COVID-19 Support Group

Iceland Darlington

Jacquie Hauxwell

Joseph Wakefield

Lorna Wilson

Lyn Hatch

Lyn Vine

MT Print

New Look Darlington

Primary Health Care Darlington

“Rate Your Restaurant” Darlington 
Facebook Group

Royal Mail Darlington

Ruck Engineering

Sandra Heeney Body Shop at 
Home

Scrub Hub North East

Shaun Cockfield

Subsea Innovation Ltd

The Angel Trust

The Clinkard Group Ltd

The Provincial Grand Lodge of 
Mark Master Masons of Durham

Benevolent Fund

Tracey Dale

Trish Brown Hairdressing

UTC South Durham

Wilton House Nursing Home

It was humbling to see so many 
businesses and individuals donating 
PPE and hygiene products, as well as 
other practical items, to St Teresa’s 
Hospice during the initial national 
lockdown, and throughout the year 
as the pandemic has continued. 
We created a roll of honour to 
acknowledge their excellent support at 
what has been a difficult time for them 
too. 

We’re incredibly grateful to all the 
organisations and individuals listed 
below for their practical donations 
that have helped us to respond to the 
COVID-19 pandemic. Please join us in 
sending them all our love!
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The Income Generation Team (IGT)

I celebrated 10 years of working for St 
Teresa’s Hospice in 2020, but it will be a 
memorable year for so many other reasons.

Like everyone else I watched with growing 
anxiety as the coronavirus spread, until the 
first cases were reported in the UK. 

In March we were in the thick of the Car 
Draw and this took some of the first hits 
as venues began to cancel visits, and 
volunteers had to pull-out because of health 
concerns and shielding. Bark in the Park 
went next as venues announced they would 
by closing to the public and events had to be 
postponed. 

Then we went into lockdown, and everything 
was turned upside down.

The IGT was reduced to just 3 staff, with the 
remaining team members being furloughed 
or shielding. It was a strange time, and it took 
a while to get used to how quiet it was with 
so few people around. 

My reflections...
John Paul Stabler, Communications 
and Marketing Manager

The Income
Generation
 Team

For me, whilst this was a daunting time 
and completely impossible to plan for, 
the pandemic and the resulting lockdown 
gave us a new focus and also affirmed 
the new fundraising strategy we were 
working towards. I felt a real energy and 
sense of urgency as we responded first by 
launching an emergency appeal and then 
by communicating directly with supporters 
to encourage them to get behind their 
local Hospice through fundraising and also 
support-in-kind. 

We – Matthew, Emily and I – were able to 
work from the office throughout lockdown, 
following social distancing and hygiene 
guidelines. Being here helped as we were 
able to respond in real-time to people 
offering support – sometimes simply turning 
up to hand over money raised or to drop 
off donated goods and PPE. Seeing the 

incredible efforts our clinical colleagues put 
in on a daily basis, and hearing first-hand 
about the frontline response also helped us 
to keep up that sense of urgency. 

It has been a challenging time but there 
have been many positives. I continue to be 
surprised and inspired by our supporters, 
from 7 year old Cian Crang and his 7-7-7 
running challenge which raised over £5,000 
to 85 year old Muriel Joy who raised nearly 
£2,000 from a sponsored headshave. All of 
us in the IGT have been blown away by the 
response from our local community. 

Making keeping-in-touch phone calls with 
the Friends of the Hospice was a positive 
experience. Some of these supporters were 
isolated from friends and family to begin 
with, and some had recently lost loved ones, 
and they were all so pleased that we had 

taken the time to call and have a chat with 
them; not just to ask for another donation, 
but to ask genuinely “how are you doing?” 
The common theme was that they could not 
be more grateful to have the Hospice here 
for when it’s needed, and they wanted us to 
thank everyone for the great work they do.   

There are still plenty of difficulties and 
challenges ahead and we are adapting 
constantly to changing guidelines. The 
pandemic has forced us to assess where 
we go next, and that can only be a good 
thing as we re-engage with our supporters. 
Above all, what the last year has shown 
me is that individuals and organisations in 
our community recognise the difference St 
Teresa’s Hospice makes to the people they 
love, and they will do anything they can to 
keep it going. With their help we can get 
through anything!
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In a year where in-person events 
weren’t possible, digital fundraising and 
communication took centre stage. The 
Hospice’s website, emails, and social media 
pages became ever more important tools 
to keep in touch with our supporters about 
fundraising and what was happening at the 
Hospice. 

During the first national lockdown, IGT staff 
utilised existing skills to ensure a regular 
feed of communication was maintained, 
engaging with supporters online and sharing 
stories from the frontline. We adapted to 
offer “virtual” events, such as an online Bark 
in the Park inspired photo competition. Later 
in the year, this became a full blown virtual 
Bark in the Park, with walkers taking part 
from all corners of the UK. Other events 
receiving a virtual makeover included our 
Car Draw raffle, with tickets being sold 
online, and the Santa Run, which attracted 
over 130 runners taking part from across the 
North East!

As the year went on and the pandemic 
showed no sign of letting up, we recruited 
a new team member to meet the demands 
of the changing fundraising landscape. In 
September 2020 we welcomed Beccy Myles 
in to the team as Digital & E-Commerce 
Officer, tasked with planning and 
implementing the charity’s digital fundraising 
and communications activities.

The Income Generation Team

I joined the team in September 2020, and 
hit the ground running, helping to plan and 
organise the virtual Moonlight & Memories 
event in October 2020. I then went on to 
promote the Christmas Campaign utilising 
my digital knowledge to move it online. 
Our Light up a Life Service was broadcast 
digitally for the first time, and was a 
huge success.

Service promotion and provision also 
required a re-think because of the pandemic, 
and one of my first major projects was to 
develop an entirely new website aimed at 
providing care and support remotely. The 
result – the innovative Wellness Hub – was 
launched in early 2021 and has proved to be 
an essential resource for patients, some of 
whom would not otherwise have been able 
to come to the Hospice (even before COVID).

As a member of the wider IGT, between us, I 
believe we have a set of Skills which enable 
us to adapt to almost any situation!

My reflections...
Beccy Myles, Digital and  
E-Commerce Officer

Digital 
Social& 

Media

Beccy Myles, Digital and 
E-Commerce Officer

“You all do an amazing job, you 
looked after my dad and family 
with high quality care”

ANGELA DYKE

“My cousins had the care 
required at St T’s, and were 
very happy there. I hope some 
time to come up and visit St. T’s. 
Thank you for your care.”

ALLANAH MASSEY

“I will never forget the care and 
compassion that was shown 
to my dad from Joanne when 
he was taken into St Teresa’s 
in April as he neared the end 
of life. All the staff that work 
there are angels on earth, I am 
a nurse myself but these people 
are something else - carry on 
doing the amazing work you do 
I will always be eternally grateful 
for what you gave to us as a 
family xx”

JO PETTY

   stteresashospice 

   @StTeresas 

   stteresashospice

At the year-end (March 2021) we have...

4000+ FACEBOOK 
FOLLOWERS

1,641 FOLLOWERS 
ON TWITTER 

568 FOLLOWERS 
ON INSTAGRAM

In total, reached over 145,000 People 
from April 2020 to March 2021 up 

134.5% from the previous year!

*total reach according to Hootsuite.  
This metric is estimated.
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In a year like no other our retail sector 
was hit hard financially by lockdowns and 
COVID-19 restrictions.

Thankfully the government’s furlough 
scheme meant we could hang on to our 
precious staff but shop doors remained firmly 
closed and tills stayed depressingly silent. 

Budgets had to be dramatically revised and 
retail premises had to be inspected regularly 
to make sure no water, heating or damp 
problems were emerging.

While we realised nothing would ever be 
the same again we hung on to our resolute 
determination that we would be fully ready 
to forge ahead whenever we were given the 
green light.

Days turned into weeks and weeks into 
months but at last we could see the end of 
lockdown, and in preparation every shop 
was given a deep clean by a professional 
company and any repairs which were 
needed were carried out ready for re-
opening.

All of our units from Cockerton to Leyburn 
and Shildon to Thirsk saw brisk trading but 
dealing with donations became a much more 
complicated process. We were only able to 
collect items of furniture from homes in the 
Darlington area and could not accept goods 
at any of our individual shops.

My reflections...
Marjorie McIntyre, Head of Retail

To progress our business further and with a 
constant close eye on future developments 
we were keen to introduce e-commerce 
into our sector and began with the launch 
of our retail Facebook page followed by the 
introduction of a Facebook Market Place 
page - initially concentrating on items which 
were for sale in our superstore. We have now 
extended the process to all of our Darlington 
shops including Cockerton, Mowden, No 8 
Skinnergate and High Row.

A measure of its success came in the first 
few days of Facebook when all items posted 
were sold.

Our latest overall figures have revealed that 
all our shops have not only reached target 
but have exceeded the budget. 

With a host of plans in hand we are all 
working towards a full retail financial 
recovery to help secure the future of the 
hospice.

A special central area at the MacMullen Road 
Superstore warehouse in Darlington was 
earmarked for the receipt and storage of 
donations and a timetable was drawn up for 
accepting donated goods.

Appointments were mounting and on a 
number of occasions the shutters had to 
come down as the allocated space became 
full and we were faced with calling a 
temporary halt to proceedings. Donations 
literally poured in and with all staff back at 
their posts hopes were high that we would 
gradually regain our lost trade.

Business was buoyant and hopes remained 
high as we watched takings climb to 
budgeted targets.

With our restoration department also back 
in full swing it was decided to re-assess the 
range of paint colours we were using on 
refurbished pieces of furniture and looked to 
new trending pallets. 

To accompany our existing range of paint 
colours of delicate creams to pastel blues we 
added a shade of lichen green and brought 
out an entire range of black painted furniture.  
It has proved a good move with our painted 
furniture and it is selling well in all our 
outlets. 

The House 
Clearance TeamRetail

Marjorie McIntyre, 
Head of Retail
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House clearance

We have a professional team available 
to carry out comprehensive full or part 
house clearance services at a fair and 
competitive charge. All proceeds will 
go directly to the Hospice.

Our services include:
• Free house clearance assessments
• Follow all specific requirements
• Remove all items
• Handle any sensitive material 

professionally and discreetly
• Excellent customer care

For enquiries contact our Distribution 
Centre on 01325 488701.

Enquiries and Donations

For all other enquiries regarding 
general donations of goods, please 
call our Distribution Centre on 01325 
488701 or go to our website and 
complete the online enquiries form.

Online Shopping

You can shop online with and support 
St Teresa’s Hospice at the same 
time! Whether you’re looking for 
merchandise or Charity Gifts, you’re 
sure to find something with our 
online options! 

www.darlingtonhospice.org.uk/ 
online-shopping/

Our stores include our eBay Store 
and Depop Store: 

Darlington

A1(M)

A1(M)

Thirsk

Richmond

Leyburn

Shildon

St Teresa’s
Hospice

Bowes

Scotton

Scotch
Corner

Scorton

Northallerton

Brompton

Picton

Yarm

Sadberge

Bishopton

Newton
Aycliffe

Raby Castle

Summerhouse

Redworth

Brafferton

Thorpe
Larches

Sedgefield A689
A689

A688

A167

A66

A66

Ellerton
Abbey

Bellerby
Castle 
Bolton

Masham

Kirkby
Fleetham

Yafforth

North
Cowton

Great
Smeaton

Barningham

Ravensworth

Forcett

Little 
Newsham

A1(M)

A1(M)

Bedale

Leeming
Bar

A66

A68

A68

A61

A19

A168

x4

Darlington

Hospital

South Park

Blackwell

Cockerton

Mowden

Lingfield Point

Eastbourne

Staindrop Rd

Woodlands RdSt Teresa’s
Hospice

M
cM

ullen Rd

Darlington
St T’s Superstore
Unit A, McMullen Road,  
Darlington, DL1 1XY  
Tel: 01325 488701

St T’s Charity Shop
8 Skinnergate, DL3 7NJ  
Tel: (01325) 240040

St T’s Interiors
90 Fulthorpe Avenue,  
Mowden, Darlington 
DL3 9XT  
Tel: (01325) 382755

St T’s Home Shop,  
Cockerton,
305 Woodland Road, 
DL3 9AA  
Tel: (01325) 288423

High Row Home Shop
10 High Row, Darlington 
DL3 7QQ,  
01325 464831

Thirsk
St T’s Charity Shop
89 Market Place, Thirsk,  
YO7 1ET  
Tel: (01845) 523897

Leyburn
St T’s Charity Shop
Ivy House, Market Place 
Leyburn DL8 5AS  
Tel: (01969) 623600

Shildon
St T’s Charity Shop
67 Church Street, DL4 1DT  
Tel: (01388) 775445

For up to date opening hours, please 
check our website

stores.ebay.co.uk/ 
St-Teresas-Hospice-Shop

www.depop.com/ 
stteresashospice/
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During this extremely difficult year, to 
ensure that all staff, patients and carers 
were kept safe, we had to suspend many 
of our in-person services, and we know this 
was a tremendous loss to so many. In light 
of this, we have worked hard to create a 
new virtual resource – a Hub of information 
that you can access digitally. We are 
delighted with our new Wellness Support 
Hub, which launched in January 2021, and 
we invite you to join this virtual resource!

It’s a portal through which patients and their 
families can pass for support via the internet, 
providing help and advice, counselling and 
staff time through videos and podcasts to 
help patients.

Patients are able to register for an account, 
complete with their unique login details, so 
they can access the new virtual resource. 
The initiative has been developed with 
funding from Darlington Borough Council.

We want The Hub to benefit and support 
patients and carers, at exactly when they 
need it. It will keep evolving for years to 
come and it’s an innovation which we have 
been able to develop during lockdown. The 
Hub provides a 24/7 source of support for 
patients and families using the multi-skilled 
team at the Hospice. It will benefit patients 
whether they are in the Hospice or at home 
in the community. We also think that this will 
prove useful to people who may not normally 
access hospice services, perhaps because 
they are reticent, or maybe because they are 
continuing to work until late in their illness. 

We will be able to reach out to them and 
give them access to all the help available at 
the Hospice.

The WellnessHub

If you or your family would benefit from being 
part of our Hub, please get in touch with the 
Hospice who will refer you to the service.
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After the events of the last 18 months or 
so, it would be easy to paint a cautious, 
non-committal picture about the future for 
our Hospice and for charities generally, but 
I am convinced of a brighter future and new 
opportunities.

We have all taken stock and, despite the 
pandemic, have been able to celebrate the 
best in humanity and human kindness. 

We have been reminded about the 
importance of community…

We have been reminded of this, when the 
pandemic struck, because of the way that 
people responded when we really needed 
survival help to continue to provide our 
services. 

We have been reminded of this because 
of the way in which our own multi-faceted, 
multi-talented hospice teams responded 
by going the extra, extra mile to support 
patients and carers and each other in our 
own hospice community.

We have been reminded of this through the 
actions of people nationwide to support 
each other in neighbourly, caring ways and 
to raise money for good causes.

Our charity is a product of our community at 
large who outlined the need for a hospice in 
our area and rose to the challenge of making 
it happen. 

There are many opportunities to develop the 
way this charity works, to remain responsive 
and relevant... 

The Wellness Hub online and the 
forthcoming developments in our Woodlands 
Wellbeing Hub here at the Hospice are 
two excellent examples of innovation. The 
reintroduction of our volunteer visiting 
service is an innovation, and it also takes us 
right back to our roots, providing support 
for people at home with a wonderful team 
of volunteers.  There are opportunities for 
our core services in the Inpatient, Family 
and Bereavement Support, Community 
and Outpatient departments to create 
new volunteering roles, which will bring 
fulfilment to many people, providing direct 
care and support to patients and families. 
There are opportunities to collaborate with 
other groups and organisations in our area 
to provide care by working together to 
maximise resources for local people.

A Brighter
Future

As we focus on becoming more sustainable, 
there are many opportunities in terms of 
income generation. We’re looking forward 
to building on our corporate / business 
partnerships, developing our retail and 
e-commerce, and to seeing the fruits of our 
long-term strategy, which centres around 
relationships and involvement, telling our 
story and showing supporters how they can 
be directly involved to make a difference.

We also have the opportunity provided by 
becoming a part of the Tees Valley Clinical 
Commissioning Group and working closely 
with our partner hospices in the region.  
 

I am always impressed by the willingness 
of my colleagues to share and collaborate 
to improve palliative and end of life care 
both in terms of quality and accessibility for 
everyone in the community.

Tremendous commitment is demonstrated 
on a daily basis by our Trustees, Team 
Leaders and Managers, and every member 
of our staff and volunteer workforce and, 
with the continued support and inspiration 
from across the area we serve, thousands 
of patients and families can continue to be 
helped by this true, community charity.

Jane Bradshaw, CEO
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Hospice Movement 

91 Woodland Road, 
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We need your help
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  @StTeresas
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 enquiries@darlingtonhospice.org.uk

 www.darlingtonhospice.org.uk
Registered Charity No: 518394

We are still feeling the ongoing 
effects of the COVID-19 
pandemic this year.

To donate please visit our 
website or contact us to find 
out how  you can help.

A Special thank you to Stan Seaton for the Photography.


