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Welcome to St Luke’s Impact 
Report 2020. We would like to 

thank all our donors and supporters, 
our staff and volunteers who have 
helped us successfully navigate  
a year of crisis. 

In the first quarter of 2020, it was 
apparent that we were in the middle 
of a crisis the likes of which none of 

us had experienced. St Luke’s was in 
the eye of this storm as North West 
London was the epicentre of the 
first wave of the pandemic. When 
the Prime Minister announced that 
we were going to lockdown, we had 
to rethink our working practices to 
continue to safely look after people in 
our community who needed our care 
and support more than ever.

Message from our Chair, Gillian Schiller 
and Chief Executive, Alpana Malde
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A year like 
no other2020
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We quickly found our feet and 
embraced new technology and ways 
of working, which enabled us to reach 
people in the community who needed 
us, while supporting the local NHS by 
enabling more people to be cared for 
at home and in our inpatient unit. 

We are also very proud of the fact 
that we enabled families to safely 
see their loved ones who were being 
looked after in the hospice so that 
they could spend time with them and 
say farewell at the end of their life.

The local community were absolutely 
fantastic and supported us in many 
ways. When we asked for PPE, we 
were inundated with it. The morale of 
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staff was boosted by the donations of 
delicious food that arrived each day. 
When we put out a crisis appeal we 
had a phenomenal response. It is this 
outpouring of love and support that 
has sustained us and kept us wanting 
to do as much as we could. Thank 
you one and all, we are humbled by 
your affection for St Luke’s.

Finally, we need to recognise that 
the Government supported the 
Hospice sector during this last year, 
with the Chancellor making £200 
million available across the country 
to hospices, to enable us to support 
the NHS. We have therefore recorded 
a financial surplus of £2m for 2020 
which will stand us in good stead 
as we emerge stronger and more 
resilient as an organisation. We are 
now setting out our strategic plans 
for the next 3 years. We will continue 
to do all we can to be here, doing ever 
more for our local community so that 
people across Harrow and Brent have 
the best possible last phase of life.

“The whole Hospice 
came together as one 
with everyone doing what it 
took to get things done, so 
we could emerge stronger 
and more resilient as an 
organisation.”
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Our care  
in numbers

Tripled the number 
of people waiting 
less than 2 working 
days for an initial 
assessment (25% 
to 79%) by our 
community service.

In 2020,  our teams:

Cared for 

1,824 
people (1,677 
in 2019), an 
increase of 8.8%

Provided 

3,031 
days and nights of 
care to people in our 
inpatient unit

Cared for more people 
at home: our Hospice at 
Home service cared for  

508  
people (384 in 2019),  
an increase of 32.2%

Our Community 
Specialist Palliative 
Care Team cared for
 548  
people; 14.6%  
more than in 2019

 Extended the hours  
of support provided 
by the Community 
Palliative Care Team  
to 7 days a week from
 8am  
till 6pm 
(from 5 days a week 
9am-5pm)
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Our impact
We created a number of new 
roles in 2020 to improve what 
we do

  We developed and established a 
Clinical Quality Manager post to 
lead our improvement work across 
the organisation.

  We recruited a new Wellbeing 
Manager post to develop and 
establish wellbeing services in the 
hospice building and out in the 
community. 

  We appointed our first Social 
Prescribing Link Worker to work 
in partnership signposting and 
referring people to appropriate 
services, reducing social isolation 
and loneliness, keeping people living 
as well as possible. The service has 
exceeded expectations, with our link 
worker supporting 295 patients and 
carers between April and December 
2020 (target 200).

Innovations due to COVID-19. 
During 2020 our team: 

   Produced a range of videos to 
assist the confidence of carers to 
support patients at home during 
COVID-19 restrictions, which 
were viewed 991 times on our 
website and 621 times on the 
Hospice YouTube channel

  Delivered Zoom training events 
to nearly 500 people including 
GPs, care home staff, primary 
care colleagues, pharmacists 
and residents and relatives of a 
national care home charity

  Implemented new virtual 
services including art, music, 
physiotherapy and emotional and 
social support

  Developed and gave out 
COVID-19 carer kits in the 
community

We recruited a Hospice Care 
Navigator role, which resulted in  
60% of all referrals to be admitted to 
a bed within 1 day and a further 22% 
within 3 days of referral. The number 
of people waiting more than 4 days 
was reduced by more than 50%.
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  We successfully prevented any 
outbreak of COVID-19 in our 
inpatient unit by introducing high 
level of infection control systems, 
PPE provision and testing of staff, 
patients and visitors.

  We facilitated final farewell visits 
for family members on the inpatient 
unit during the COVID-19 pandemic.

   We trained all nurses in the inpatient 
unit, community services and 37 
nurses in local care homes to 
verify expected death. This enabled 
speedier funeral arrangements and 
reduced the pressure on GPs during 
the pandemic.

  We developed the first ever hospice-
funded PhD Fellowship. Based at 
Cambridge University, the research 
will look into “the factors which 
contribute to the quality of medical 
care in care homes” and help our 
work in this area in future.

Things we are proud of! 

We won the Markel  
3rd Sector development 
project National Award 
for collaborative work 
between our 24 hour 
palliative helpline and 
the London Ambulance 
Service during COVID-19. 
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  Work on an improvement plan to 
support the complex psychosocial 
needs of people we look after

  Support people to be more involved 
and in control of decisions about 
their care

  Improve access to our services, 
for example by reviewing practical 
issues such as transportation to 
and from the Hospice building for 
patients

  Increase feedback from our patients 
and their families so that we 
continue to develop and improve 
services

  Use changes in the structure and 
delivery of Community Services in 
Harrow as an opportunity to improve 
patient experience by further local 
integration with partners

  Review and increase access to 
our bereavement service 

   Work on improving the ability 
of the inpatient unit to meet 
demand for beds

  Extend the reach of our current 
education programme both in terms 
of topics and geographical areas 
covered

   Increase utilisation of volunteers 
in all our clinical services by 
developing roles to support better 
service delivery in all areas

  Continue to develop more initiatives 
to enhance people’s wellbeing and 
improve their quality of life

  Support people with palliative 
care needs who are experiencing 
isolation so that they are able to 
access practical help and emotional 
support

Looking ahead –  
our plans in 2021
We are working hard this year to:

Continue to 
evidence the 
impact of new 
initiatives such  
as the 7/7 
Community 
Service and 
consultant on 
call service
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Words from 
our patients 
and their 
families

‘Words cannot express how grateful 
we are for the care and comfort you 
provided Mum and us in her final 
weeks. We were all so well looked after 
by you and the team. We want you 
to know how much Mum valued the 
kindness, care and respect with which 
you treated her. Thank you always.’

‘This was the first time 
I had ever had any 
experience with a hospice 
and I did not know what 
to expect. I have been 
completely blown away by 
everything and everyone 
there. The care my mother 
has received has been 
exemplary. Every single 
member of staff, no 
matter what their position 
have shown nothing but 
kindness. I couldn’t wish 
for my mother to have been 
anywhere else and I feel 
lucky and blessed to have 
met such lovely people.’

‘I have just come out of St. 
Luke’s, having been admitted with 
serious heart conditions.  First of 
all my perceptions of a Hospice 
have changed completely.  
These places are there to cure 
people, as well as offering the 
highest standard of palliative 
care. The positive attitude and 
professionalism of all the staff 
have inspired me to recovery.’

‘Thank you for coordinating 
our farewell visit in the 
beautiful hospice garden and 
for the beautiful hearts you 
gave to the family the hearts 
give us so much comfort. 
We know that mum was in a 
place surrounded by beautiful 
people. The community in 
Brent and Harrow are so 
lucky to have the hospice.’
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‘My pain was terrible before I was 
admitted to St Luke’s Hospice.  At 
the hospice I have received really 
wonderful care and I am now being 
discharged back home with my pain 
better controlled: it is just a slight 
ache now.  The care at the hospice 
has been superb with the staff always 
seeing what else they can do for you. 
As I have become older I have found 
there are angels in life and I have 
found them here at the hospice.’

‘We have been very lucky in 
using the 24/7 care helpline 
and thank the whole team 
for their fantastic service.  It 
has been an enormous help 
to us who have no one else 
to turn to for a quick reply to 
concerns and we have felt 
extremely supported. Thank 
you again for the wonderful 
service for all carers and 
the ill.’
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2020 total income was £9.6m  
and expenditure was £7.7m
The Hospice’s principal funding sources  
(as % of gross total income) during 2020 were:

Our finances

10%  
Legacies  
(gifts in wills) 

26% 
NHS (Harrow & Brent 
Clinical Commissioning 
Groups) 

30%  
Trading (people  
shopping in our  
shops and online)

14%  
One-off grants 
(COVID support) 

5%  
Investment and 
other income
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15%  
Fundraising (people 
giving donations and 
taking part in events) 

For the financial year 2020, we are reporting a surplus of just under £2 million, 
enhancing our sustainability greatly. This surplus comes primarily from one-
off sources (COVID support from NHS England, support from HM Treasury 
through the Job Retention scheme and increased NHS Commissioning 
income) and is not sustainable, multi-year income. This will stand us in good 
stead as we emerge stronger and more resilient as an organisation, and we 
are now setting out our strategic plans for the next 3 years.
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We are so grateful to every one of our 
supporters, who enable us to continue to 
provide end of life care to our patients and 
offer support for their families – making 
every moment matter. Everyone who makes 
a contribution, through making donations to 
and buying from our shops, making a cash 
donation, setting up a regular gift, taking 
part in an event, supporting through their 
business, playing our lottery, or making a 
gift in their will, is helping St Luke’s to give 
the people we care for the best possible 
quality of life, making every moment matter. 
We could not do what we do without each 
and every one of you. We are thankful 
to have such a remarkable community 
standing alongside us.  

10 
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could fund a specially designed book to help 
children cope with the difficulties of having a 

parent approaching the end of their life. 

could fund a Health Care Assistant’s  
shift in our In-Patient Unit, giving  

local people personal care and  
emotional support.

could provide a specially prepared 
nutritious meal for a patient, respecting 

their culture and beliefs.

could enable a nurse to provide 2hrs of 
personal end of life care, helping to manage 

peoples’ pain, ensuring all their needs are 
met and providing support to their families. 

St Luke’s Hospice, Kenton Grange, Kenton Road, Harrow, HA3 0YG
t: 020 8382 8000 e: info@stlukes-hospice.org

@stlukesharrow            /stlukeshospice            stlukeshospice
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www.stlukes-hospice.org/20

The difference your 20th birthday gift could make to a person’s life 

Your special birthday gift could ease a person’s  
pain and help them feel more comfortable in  

St Luke’s In-Patient Unit

The NHS only fund 40% of the cost of our care. It is only because  
of your generosity, local people and their families can receive expert 

care delivered with compassion and dignity at a difficult time.  
We hope we can rely on your support -Thank you!
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www.stlukes-hospice.org/inmemory

St Luke’s Hospice, Kenton Grange, Kenton Road, Harrow, HA3 0YG
 020 8382 8000       donations@stlukes-hospice.org 

  @stlukesharrow   stlukeshospice    stlukeshospice

Registered Charity Number: 298555
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