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Chief Executive’s Statement  

 
On behalf of the Board of Trustees and the Senior Leadership Team, I am delighted 
to present Treetops Hospice Care’s 2018-2019 Quality Account. 
 
Treetops Hospice Care is an independent charity that last year provided palliative 
care and support to 1,833 people across Southern Derbyshire and Nottinghamshire.  
 
I was very fortunate to be appointed as Chief Executive in November 2018 at a 
pivotal point in the development of Treetops Hospice Care.  The Board had taken the 
bold decision to pursue its objective of building an In-Patient Unit; this is seen as the 
last piece in our jigsaw of services.  There is no independent bedded hospice within 
the boundaries of Southern Derbyshire or Southern Nottinghamshire, when the need 
for this service has been clearly evidenced.  Acute hospital beds and nursing homes 
are not always the ideal choice for those with a terminal illness who do not have the 
option of dying in their own homes. 
 
We have obtained planning permission and have plans to build a “state of the art” 12 
bedded nurse-led Unit within our beautiful 12.5 acres of grounds in Risley.  We have 
embarked upon an ambitious campaign to raise the £5 million required to build the 
Unit and to pay for the first couple of years’ running costs. This is proving to be a 
very challenging target, especially in the current economic climate and when we 
need to raise £7.5k a day to maintain current services. 
 
During the past year, we have continued to see our services develop and improve. 
Our Wellbeing Service is providing positive outcomes for our guests with a much 
wider variety of activities, all designed to keep people as well, physically and 
emotionally, for as long as possible. We also tailor our approach to support carers 
and families.  Our Drop-In Café on a Thursday is proving to be immensely popular 
with over 800 attendees since the beginning of the year, many of whom are new to 
us. There is a wider description of our suite of services in the main body of the 
report. 
 
I am always heartened by the feedback I regularly receive from those who use our 
services; our clinical team members are often described to me as “angels”. I wish to 
take this opportunity to thank our teams and volunteers for their warm, 
compassionate and unstinting contribution which makes such a difference to so 
many, at possibly the most challenging and vulnerable time of their lives. Treetops 
Hospice Care is committed to providing the highest possible quality in End of Life 
Care and will continue to succeed in this endeavour. 
 
Across the whole spectrum of our services, the care of our patients and their 
significant others is based upon need and is independent of age, disability, gender 
reassignment, marriage and civil partnership, race, religion or belief, sex or sexual 
orientation. All services provided by Treetops Hospice Care are free of charge and 
not means tested due to the collaboration of funding between the NHS and the 
generosity of our local community. 
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I am responsible for the efficacy of this report and its contents. To the best of my 
knowledge, the information reported in this Quality Account is accurate and a fair 
representation of the quality of healthcare services provided by Treetops Hospice 
Care. 
 

 
 
Julie Heath, Chief Executive, July 2019 
 
 
What is a Quality Account?  
  
Producing a Quality Account is a requirement of the Health Care Act (2009) and 
according to the Department of Health, ‘Quality Accounts aim to enhance 
accountability to the public and engage the leaders of an organisation in their quality 
improvement agenda’.   
 
The Quality Account should provide information about the quality of the services that 
the organisation delivers and their main purpose is to encourage providers to take a 
robust approach to quality.   
 
All providers of NHS healthcare services, including independent organisations such 
as Treetops Hospice Care, should produce a Quality Account and in doing so each 
provider, led by their Board, is committing to improve the quality of care it delivers 
locally and invites the public to hold them to account.  
  
The Quality Account covers two main areas:  
 

1) A review of how we performed last year, covering three main areas of quality; 
patient safety, patient experience and clinical effectiveness  

 
2) A set of key priorities for improvement next year and plans for how we aim to 

achieve that improvement  
  
The public, patients and other interested parties will use the Quality Account to 
understand:  
 

• What an organisation is doing well  
 

• Where improvements in service quality are required  
 

• What the organisation’s priorities for improvement are for the coming year  
 

• How the organisation has involved people who use their services, staff and 
others with an interest in their organisation in determining these priorities for 
improvement  
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Part 1: Looking back at what we achieved in 2018-2019 

 
The hospice was last inspected by the Care Quality Commission (CQC) in April 2016. 
The area of focus was the Hospice at Home service.  The final report awarded the 
rating of “Good” across the five domains of Safe, Effective, Caring, Responsive and 
Well Led. The exemplary report can be found on Treetops’ website and on the CQC 
website. 
 
Philippa Shreeve (Director of Clinical Services) is the registered manager for the 
organisation.   
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The priorities that we set for 2018–2019 
 
1. Support, Information and Day Services   

 
The priority for this year was to implement the changes identified from the service 

review conducted the previous year.  This highlighted that the traditional model 

previously offered was not meeting the needs of everyone with a life-limiting 

condition, in particular people under the age of 60 or from different social, ethnic or 

cultural backgrounds.  In contrast, the introduction of the Wellbeing programme had 

demonstrated that people respond extremely well to a more educational-based 

approach alongside the benefits of interaction and support.  

In addition the original concept of the Support and Information Service was for a 

‘drop in’ model whereby people would access support at Treetops Hospice Care and 

that volunteers would be used to provide this service with support of the Clinical 

Nurse Specialist.  Since 2014, very few people have visited the hospice for ‘drop in’ 

support as envisaged, with the majority of support and information being offered via 

email or over the telephone. 
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Over the year, these two services have merged to ensure that every contact counts, 

ensuring that people obtain the support and information they require either from 

Treetops Hospice Care, or are sign-posted and assisted to obtain it from another 

source. 

A programme of activities has now been introduced based on sessions, workshops, 

and groups for individuals to participate in to address their needs whilst helping them 

maintain independence and control of their lives. The programme focuses on every 

area of life including physical, emotional, spiritual and social aspects. The new 

Wellbeing Service offers support to help people deal with concerns that may arise as 

a result of their condition, as well as sharing skills and knowledge to be able to 

manage and maintain quality of life. 

The re-structure has also seen the introduction of a Support and Information 

Wellbeing Café on a Thursday.  The café is open to anyone with a life-limiting illness 

or bereaved – and their family, carers and friends. Individuals do not need to be 

referred and can just turn up at any time during the day.  The Café provides a 

relaxed environment, where over coffee and cake, conversations can be undertaken 

and support and information provided.   

 

 

2. LISTEN Person-Centred Care  

 
Over the last year, the Support and Information Service has continued to focus on 
delivery of person-centred care following the organisations involvement in the 
Personal Health Budget pilot project in conjunction with NHS England.   
 
Our Clinical Nurse Specialist has developed the ‘LISTEN’ model, to engage staff and 
volunteers in facilitating structured conversations with users of our services. This 
approach is now embedded into the assessment and support planning process. This 
model continues to evolve and in conjunction with the University of Derby is now in its 
second research year.  The findings so far have generated significant interest and 
have been presented at a national Hospice UK Conference along with the Association 
of Palliative Medicine Conference. 
 

3. Hospice at Home Service   

 
It was anticipated that the Hospice at Home team would deliver 42,000 hours of care 
over the coming year.  However clinical activity did not reach this level as the CCG 
were keen to ensure that the activity remained as close as possible to contracted 
levels.  As a result 32,467 hours of care were delivered. 
 
In order to provide high quality care to our patients, it was decided that the HCA staff 
should be trained to undertake the administration of some anticipatory medications.   
Over the year, collaborative working with Marie Curie enabled the development of 
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training packages that ensure consistency of approach and quality across both 
services.   
 

4.  Compassionate Communities 

 
During the year, Treetops Hospice Care 
completed delivery of an 18 month project 
developing Compassionate Communities for 
Derbyshire County Council in two distinct 
localities.   
 
The project focused on volunteer 
befriending, education and awareness 
raising with emphasis on opportunities to talk 
about death, dying, loss and bereavement 
and finally engagement with employers and 
commitment to the ‘Dying to Work’ Charter.   
 
Learning from the two pilot areas is now being implemented across the locality. 
 
 

5. ‘SystmOne’ deployment and migration  

 
During the year all the clinical services were migrated from an in-house clinical 
database to ‘SystmOne’ a ‘one patient, one record’ clinical system that shares 
patient information across health services.  This was not without its challenges but 
has been a very positive move operationally for the organisation.  The teams are 
now able to communicate more effectively with the wider health care system. There 
have been challenges with the procurement process predominantly due to the 
organisation sitting outside of the internal NHS business support system but 
hopefully this will be resolved for 2019–2020. 
 
 

6. To progress to construction of an In-Patient Unit on our Risley campus.   

 
Planning approval was granted for the proposed 12 bedded In-Patient Unit.  Prior to 
any construction starting, a capital campaign has been launched with the target of 
£5million to fund both construction and support initial running costs.  This is a 
significant undertaking for Treetops but a very positive move for the population that it 
serves. 
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Part 2: Mandated Statements  

 
Statements of Assurance from the Board  
Within a submitted Quality Account, all providers must include the following 
statements, despite some of them not being applicable to hospice services. 
 
Review of Services  
 
From 1 April 2018 to 31 March 2019, Treetops Hospice Care was commissioned to 
provide Day Care and Hospice at Home services to three CCGs in Derbyshire and 
four CCGs in Nottinghamshire. 
 
Counselling and Emotional Support for those who have been bereaved and support 
for people who are facing, or supporting someone who has been diagnosed with, a 
life-limiting illness are commissioned by the three Derbyshire CCGs.  
 
Treetops Hospice Care raises 68% of the funding for these services through retail 
outlets, lottery and fundraising. The remaining 32% comes from the NHS via the 
above CCGs through block grant and cost and volume contracts.  
 
Treetops Hospice Care offers a Support and Information Service, Complementary 
Therapy and Art Therapy. We also host outpatient clinics for the Royal Derby 
Hospital. The clinics are run by a Clinical Nurse Specialist and two consultants and 
support patients with non-malignant respiratory diseases and palliative care needs. 
 
Our Clinical Services are governed by the Clinical Sub-committee of the Board of 
Trustees, who meet quarterly and receive individual service reports, which enable 
them to review the management and quality of care provided by the hospice. The 
reports are then submitted to the whole Board of Trustees at their meetings. 
 
Participation in Clinical Audits 
 
During 2018–2019, Treetops Hospice Care did not participate in any national or local 
clinical audits. 
 
The regulations require providers to complete the following two statements: 
 

1. The reports of zero national clinical audits were reviewed by the provider in 
2018-2019 reporting period and Treetops Hospice Care intends to take the 
following actions to improve the quality of healthcare provided [none].  

 
2.  The reports of zero local clinical audits were reviewed by the provider in 2018-

2019 reporting period and Treetops Hospice Care intends to take the 
following actions to improve the quality of healthcare provided [none].   

 
Research 
 
During 2018–2019, the hospice was involved in one research project in conjunction 
with Derby University.  
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NHS Quality Improvement and Innovation Goals  
 
Treetops Hospice Care has quality requirements set by the Derbyshire CCGs: 

• All quality requirements for 2018-2019 were met (Quality Schedule available)  
 

• To be an active participant in the Workstream 4 (End of Life and Care Home) 
innovation and improvement initiative, the Derbyshire Sustainability and 
Transformation Programme (STP) End of Life Care Group and The Derbyshire 
Alliance for End of Life Education. 
 

 

Part 3: Quality Overview 

Activity data across the year reveals the following trends 
 
 
Day Care and Wellbeing Service   
 
Day Care / Wellbeing Service Data 
 

 
 
Following the review of the Day Care Model, steps were taken to move from the 
existing service structure to the new Wellbeing model.  Over the course of the year 
conversations were held with all guests to ascertain how best to support them going 
forward. A new programme structure was introduced which required the gradual 
relocation of guests to different sessions.  A decision was taken to introduce the new 
programme over time rather than shut and reopen with a new service.  As a result, 
there was a period of reduced capacity whilst these changes were made and this is 
reflected in the activity data.   
 
 
Wellbeing Programme Data  
 
As part of the changes the Wellbeing Day was reformatted to a programme of 8 
sessions.   
 
 
 
 
 
 

 

2018 – 2019 2017 - 2018 

Treetops 
Hospice  
Care 

Treetops 
Hospice 
Care 

Percentage 
Change  

Total number of sessions delivered 2,778 3,128 -11.19% 

Total number of new patients 99 179 -44% 

% New patients with a non-cancer diagnosis 46% 58% -12% 
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This programme has unfortunately continued to under-perform to the level originally 
anticipated.  Although the feedback from attendees is positive, referral levels are low 
and as a result this programme will be reviewed further. 
 
 
Support and Information Wellbeing Cafe 
 
The Café opened its doors 
for business at the 
beginning of 2019 and in 
the three months for this 
report, 330 guests have 
been through our doors on 
a Thursday.   
 
It has grown steadily in 
popularity and in the first 
month (January) there 
were 98 guests in total.  
 
 
By March this was 123 and the numbers continue to grow month on month.     
     
 

 
 

 

2018 - 2019 2017 - 2018  

Treetops 
Hospice  
Care 

Treetops 
Hospice  
Care 

Percentage 
Change 

Total number of sessions delivered 248 338 -26% 

Total number of new patients 42 65 -35% 

% New patients with a non-cancer diagnosis 61% 70% -9% 
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Hospice at Home Service   
 
Hospice at Home Data 
 
 

  

2018 - 2019 2017 – 2018 

Treetops 
Hospice 
Care 

Treetops 
Hospice 
Care 

Percentage 
change  

Total number of hours of care  32467 41898 -22% 

Total number of new patients 802 1150 -30% 

% New patients with a non-cancer diagnosis 18% 26% -8% 

% all patients aged 85 and over  36% 31% 4% 

% Home deaths 90% 90% 0% 

 
 
The prognosis criteria for referral to our Hospice at Home Service is six months.  
The number of patients who died at home has remained consistent with previous 
years.  The number of people supported by the Hospice at Home Service fell this 
year, but this was in order to bring it into line with the activity level commissioned by 
the Southern Derbyshire and Erewash Clinical Commissioning Groups.   
 
 

1%

16%

49%

33%

1%

% of Guests Attending By Age Group

18-29 30-49 50-69 70+ Not Specified
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Counselling and Emotional Support  
 
Adult, Children and Families Bereavement Service Data 
 

  

2018 - 2019 2017 - 2018 

Treetops 
Hospice 
Care 

Treetops 
Hospice 
Care 

Percentage 
change 

Total number of counselling sessions  4059 3866 5% 

Total number of new users 435 431 1% 

% New service users are children and families 42% 62% 20% 

 
 
Our commissioned Bereavement 
Support is unusual in hospice 
terms as we accept referrals from 
anyone in the community 
regardless of any previous 
association with Treetops Hospice 
Care.  
 
We also provide Bereavement 
Support to children and young 
people under 18 years old and this 
service, has seen increasing 
demand.   
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Life-Limiting Illness Counselling Support Data 
 

  

2018 - 2019 2017 – 2018 

Treetops 
Hospice 
Care 

Treetops 
Hospice 
Care 

Percentage 
change 

Total number of counselling sessions 603 487 24% 

Total number of new users 92 83 10% 

 
 
Again, this service is not only for people who have accessed end of life care at the 
hospice but is for anyone in our community facing life-limiting illness.  
 
In 2013, the Bereavement Services Association and Cruse Bereavement Care 
Services introduced the Bereavement Care Service Standards as a national 
evaluation tool.  This tool has been now endorsed by the National Bereavement 
Alliance, to which Treetops Hospice Care is affiliated, and sets three levels of 
achievement within seven separate standards. These are Planning, Awareness and 
Access, Assessment, Support and Supervision, Education and Training, Resources, 
and Monitoring and Evaluation. 
 
We are confident that we are achieving the highest level across all seven of the 
standards.  Work has been undertaken nationally by the Association of Bereavement 
Service Co-ordinators to develop a new service audit tool which incorporates the 
Bereavement Care Service Standards.  It is our intention to use this tool to evaluate 
our service in the future. 
  

 
What others say about us 
 
1. Care Quality Commission 
 
Treetops Hospice Care is registered with, and regulated by, the Care Quality 
Commission in accordance with the Health & Social Care Act 2008. 
 
Our most recent inspection report dated 7 April 2016 is available on the CQC 
website and finds us meeting the standards and rating us “Good” in all five core 
areas inspected. The report can be found at: www.cqc.org.uk 
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2. What our patients and carers say about us 
 
 
Day Care Service 
 
Day Care Guest Evaluations 
 
Due to the implementation of changes from our Day Care service to the new 
Wellbeing model, it was agreed that the quarterly ‘Guest Voice’ rolling programme of 
questionnaires was no longer suitable for evaluating the new model of service. As a 
result, a new evaluation has been implemented and as yet a full set of results has 
not been produced.   
 
As a temporary measure, comment cards were utilised in order to monitor guests’ 
feedback with 47 completed. 
 
Dignity, Safety and Privacy 
 
Our aim is that our guests’ privacy 
and dignity is maintained, 
especially during intimate 
procedures. That they feel treated 
as individuals, their needs are 
addressed, and that they find it to 
be a safe and secure 
environment.   
 

 
 

 
 

“At my first visit, I was made very welcome. It’s so peaceful and lovely with calming 
music. I had a coffee and some cake. The amazing compassionate staff made time 

to chat and saved my sanity today when I am feeling so overwhelmed with grief. I will 
leave today feeling a little more able to cope than I did when I arrived.  

Thank you so much x.” 
 
 

“This place is so welcoming, calm and engaging.  The staff are amazing as well as 
the volunteers.  It is a place in which you feel really cared for” 

 
 

“There’s help to get in the bath so I’m not using all my energy to get in or back out. 
There’s plenty of privacy and the staff are brilliant at maintaining your dignity.  

It’s only one member of staff and they keep you covered with towels.  
They will only do what you want them to do so there’s  

no taking your independence away.” 
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Your Care 

We always aim to meet guests’ clinical and emotional needs unobtrusively and with 
care and compassion. 

“I was very impressed when we first came and it’s not what we imagined. 
It’s much more active and the people are so nice and sociable.  

It’s all men and we chat about our lives and interests.” 

“Mike was getting a bit depressed and not getting up, so he started going to the 
Men’s Group. He loves it. He’s up and dressed and ready to go on a Monday 
morning and thoroughly enjoys it. He seems less down and a bit more back to 
himself. He’s mixing with other people and not just sitting at home with me.” 

“This is my first visit as a carer and the kindness of the staff is so unreal.  
What fantastic support and nothing is too much trouble. What special people your 

staff are. How welcome they made me and my daughter feel and special.  
My daughter loves Treetops. The physical and emotional support is fabulous.” 

“Lovely welcome for my first time here – a lovely atmosphere and staff. 
Very helpful information about benefits for my Mum.” 

“I really like spending time in the Wellbeing Café. I find it so relaxing and therapeutic 
here, a safe space to come after my counselling session. The staff are so friendly an 
always makes us so welcome. The food is lovely and I feel it is a place I “want” to be. 

The service is invaluable to me as a bereaved patient – losing my young son in a 
tragic accident.” 

“It is very pleasant here.  The company is very good and the atmosphere is excellent 
and the food is delicious.   I have learnt lots from the Monday Wellbeing sessions” 
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Catering in Day Care 
 
We offer a range of catering options across the week ranging from a two-course 
meal to café style options.   
 
 

“Lovely food, good company - what more could I need. Thank you” 
 
 

“Food was excellent and the right amount.  
Love having fresh fruit to eat and the water with lemons in it.” 

 
 
 
 

 
“Brilliant. Superb staff. Very helpful and informative.” 

 
“It’s so lovely and relaxing. Feel as though I can tell the lovely volunteers anything 

about my illness.” 
 

“Lovely friendly Wellbeing Café with nice friendly staff/volunteers. Made to feel 
homely and cared for. Would use it again whilst here with my mother as she gets 

counselling. I am so grateful for the services provided by Treetops especially for my 
family and the support.  

Wonderful variety and accessible for variety of people, no matter age, etc. Keep up 
your wonderful work!!! You’re top class!!” 

 
 

Day Care / Wellbeing Space Patient Quotes, 2018-19 
 

 
 
 
Complementary Therapy (CT) Service 
 
As in previous years, clients of 
the service who completed a full 
course of CT sessions were sent 
an evaluation questionnaire. 
 
6 forms were issued for 
community CT (this figure is low 
because many of the clients die 
before completing their treatment) 
and 6 (100%) were returned.   
 
45 forms were issued for in-house 
CT and 21 (47%) were returned.   
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Evaluation results show: 
 

• 89% patients thought that the time between referral and first session was 
acceptable. 

• 100% patients said that they were given information about the available and 
appropriate therapies on their first visit. 

• 100% patients said that their therapist acted professionally at all times. 

• 100% patients said the environment in which therapies took place was 
satisfactory. 

• 100% patients found the Complementary Therapies beneficial. 
 
 
The above results demonstrate the continued high level of professionalism that our 
therapists display, particularly now that there is a formal assessment process with a 
comprehensive signed agreement with the client. Alongside the positive therapeutic 
environment Treetops provides, these factors combine to create a hugely valuable 
service to clients.   
 
 

“I attended today for alternative therapy with Claire who is amazing.  
She puts me at ease and I’m totally relaxed at the end of the session.  

I am so grateful for all the support I have received both for myself and my family. 
Many thanks.” 

 
 

“Helped with a migraine I’d had and also helped with painful legs which the chemo 
had left me with.” 

 
 

“Very soothing treatment that helped with pain, nausea, dizziness (ears aggravated 
by chemo). The gentle massage has been relieving swelling and discomfort [in feet].” 

 
 

“I found I was resting better through the day as well as sleeping quality  
(less waking up due to pain and discomfort).” 

 
“Both during and after a session, I find that my mental and physical well-being 

improved dramatically to alleviate my Parkinsons symptoms.   
In fact I feel happier in myself.” 

 
Quotes from evaluations, 2018-19  
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Hospice at Home Service 
 
Family or Carer Evaluation 
 
Each year we send out a service evaluation to the 
carers of (1 in 4) patients who died under our care 
during the year.  
 
147 evaluations were sent out between January 
and December 2018 to carers of patients who died 
under our care and 71 (48%) were returned. 
 
Referrals are received from many sources but 
predominantly they come from health 
professionals with 38% from district nurses, 27% 
from Macmillan/Community palliative care nurses 
and hospitals referrals this year have risen to 19% 
 
 
Of those who returned the questionnaire: 
 

• 88% thought that the referral to the service was timely. 

• 70% said that the amount of day time care provided was enough. 

• 79% said that the amount of night time care provided was enough. 

• 99% were totally at ease or comfortable about the way we cared for their loved 
ones. 
 
 

“I would like say how helpful and caring the nurses were to both me and my husband 
and the people on the other end of the phone always asked how I was, 

 as well as my husband” 
 

“The co-ordination was great, all the nurses were excellent.  
The sensitivity and the support of the co-ordination team made the last week of my 

mum’s life bearable” 
 

“The service is invaluable at a time when you are so vulnerable” 
 

“The care for my husband was person-centred” 
 

“The nurses were my saviours; they took control but in the nicest possible way” 
 

“They were very considerate and respectful being in someone’s home.  
The care received was second to none” 

 
 

Hospice at Home - Carer evaluations, March 2019 
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Counselling and Emotional Support Service and Art Therapy  
 
Since last year, all clients who finish receiving support during the year from the 
Counselling and Emotional Support and Art Therapy Services are asked to complete 
an evaluation of their experience. 
 
Adult Bereavement: 
 
162 evaluation forms were sent out and 74 forms were returned (46%): 
 

• 97% said that the support they received had been helpful in their experience of 
bereavement.   
 

• 97% said they were satisfied with how quickly the service was provided. 
 

• 99% said they would recommend the service to other people. 
 

 
Parents/Carers 
 
57 evaluation forms were sent and 18 were returned (32%): 
 

• 89% were happy or very happy with the speed of response to the referral.  
 

• 89% reported a decrease in their level of concern about their child after the 
support had finished.  
 

• 95% were happy or very happy with the extent to which the support had 
addressed their child’s bereavement needs. 
 

• 78% were happy or very happy with the number of sessions/length of support 
their child received.  

 

• 94% would recommend the service to other people. 
 
 
Children/Young People 
 
57 evaluation forms were sent out of which 18 were returned (32%): 
   

• 94% reported an improvement in their feelings after the support.  
 

• 95% said the sessions had been helpful or very helpful.    
 

• 61% said they would recommend the service to other people. 
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Life-limiting Illness 
 
35 evaluation forms were sent out. 23 of these were in relation to work with adults 
and 9 (39%) were returned. The other 12 were in relation to work with children/young 
people but sadly only one of these was returned.  
  
In view of the relatively low numbers, the figures have been amalgamated: 

• 100% said the support they had received was helpful. 
 

• 100% were happy or very happy with the speed of response of the service. 
 

• 80% said the number of sessions provided was just right. 
 

• 90% said they would recommend the service to others. 
 
 

“Made the difference between coping and going under.  
Gave me permission to feel the way I did without thinking I was losing it!” 

 
 

”It was a relief to offload what I had kept inside for all these years.” 
 
 

”As a result of my sessions I have been able to gain the strength to face  
many issues and this has resulted in me regaining confidence  

to go forward with life alone.” 
 
 

”I’m not ‘broken’ anymore!”                      “I can carry on, I can do this!” 
 

 Bereaved Adults 
 

 
 

 
”I feel like I can cope with my grief better and I do not get any images in my head 

about their death.” 
 

”It helped me understand more and control my feelings.” 
 

”It opened up my feelings/emotions that I had tried to hide away.” 
 

”I feel less angry.” 
 

”I know how to manage my feelings and know it’s ok to cry.   
I had a private space to express my feelings.” 

 
Bereaved Children/Young People 

 
 



 20 

“We are so grateful for the help provided, X has gradually 
turned back into the boy we used to have!” 

 
“The difference it has made to both X and the family is huge.   

I can’t thank you enough for what you have done for my little girl.” 
 
 

“She is much more settled now, understands her tummy aches  
and is able to say if it is a worried tummy ache.   

She is working much better at school and is much calmer.” 
 
 

“I think he was able to come to terms with the subject of death.   
More able to talk about what is bothering him. Very happy with the service.” 

 
 

“She has started to spend a bit more time with us and  
we’ve seen her beautiful smile!” 

 
 Parents/Carers of Bereaved Children 

 
 

 
 

“Helped me to come to terms with our situation and  
become more positive in my outlook.” 

 
 

“It helped me/us get through a prolonged period of distress which affected several 
areas of my life.  I/we are now better equipped to continue managing the situation.” 

 
 

“It has helped me feel more at ease with living with cancer and  
made me realise I can live a normal life like any other person.” 

 
 

“It helped me offload all my fears and emotions  
that I will have to deal with in the future.” 

 
“It changed my emotions generally from quiet and upset  

to bubbly and happy/calm.” (Child) 
 

Life-Limiting Illness clients 
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“It was a more comfortable way of communicating and expressing  

my thoughts and feelings.” 
 

“It provided a great way to make links between pieces of artwork  
which reflected onto me to reveal themes in my thoughts and grief process.   

Also, continuing and resuming therapy in each session was easier  
when we had the art to come back to.” 

 
“The art therapy sessions really helped X to process her grief.  

 In this respect [she] is in a much better place.” 
 

Art Therapy Clients 
Quotes from evaluations, 2018-19 

 
 

 
 
What our staff say about the organisation  
 
For many years we have used the Birdsong staff survey for employee 
feedback/engagement. In 2017, we branched out and used the Sunday Times Best 
Not for Profit staff engagement survey which resulted in us achieving 4th place in the 
Sunday Times Best 100 Not for Profit Company Awards.  We repeated this survey the 
following year, again scoring extremely highly to achieve 6th place in the annual 
awards.   
 
However, we are concerned as a company not to send out the message to staff that 
we are only interested in employee feedback/engagement to win awards.  As a result, 
we have taken a step back to review all avenues for staff engagement / feedback and 
will implement a new survey in due course.   
 
In the meantime, we engage with our staff through regular two-way communication 
through 1:1s and appraisals, a quarterly staff meeting open to all employees, 
bimonthly management group meetings and Senior Leadership Team meetings 
monthly.  We also have a monthly Team Talk newsletter that is shared with staff and 
volunteers. 
 
 
Complaints and Compliments 
 
Complaints 
 
During 2018–2019, we received five clinical service complaints. All incidents were 
investigated, documented and action taken if required.  Feedback on the outcome 
and action was provided to the complainant.  All complaints were reviewed to see if 
there was an underlying theme, but none could not be identified.   
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Compliments 
 
In addition to the positive evaluations of our services, we also received over 145 
individual cards and letters of thanks to our full range of services during the year.   
 
It has come to our attention that many people now post their thanks and praise for 
the service they receive on social media.  We do not at present keep a record of 
these but are currently looking at ways in which we can log this feedback. In total 
72% of our in-memoriam donations came from the families and carers of those who 
were cared for by our services. 
 

 
 

“The kindness and the professional, dignified care they showed to our Mum  
and our family in the last week of her life was truly amazing.  

They helped us to get through a very tough time. 
Thank you xxx” 

 
 

“I can’t rate Treetops enough. These people were amazing when my dad was ill.  
We begged for help from other places but only Treetops was there to help  

and support us.” 
 
 

“My mother is in the final stages of her illness. Treetops are providing night cover 
and other support to keep her at home. The cover is allowing me to get some rest. 

Thank you all for your support at Treetops.” 
 
 

“We could never have managed without the help of Treetops nurses  
doing the night shifts during the last month of my brother life.  
Each and every one of them have a special place in my heart. 

Thank you to everyone” 
 
 

“The care, kindness and night sitting allowed my husband to stay at home.  
Always there, only a phone call away. The feeling of security with someone there 

with you. Many thanks. My husband passed away at home where he wanted to be.” 
 

Quotes from individual thank you cards and letters received during 2018-2019 
 

 
  
 
Patient Safety Indicators  
 
Patient safety is paramount to our services and all incidents are reported and logged. 
We ensure that every incident is assessed, relevant risk assessments reviewed, and 
any wider implications are considered, resulting in policy and training updates as 
identified. 
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We have a Health and Safety Committee made up of staff and trustees, who meet 
quarterly and receive departmental reports. They review and drive forward the 
Health and Safety Action Plan and scrutinise all accidents and incidents in order to 
identify trends. 
 
During the period April 2018 – March 2019, there were 13 fall incidents recorded: 8 
reported by our Hospice at Home service and 5 by the Day Care/Wellbeing service. 
Three falls had happened to patients living alone and before the Treetops nurse was 
in attendance. The Treetops nurse called for assistance in each of these cases. One 
patient was attended and assisted back to bed by paramedics, one by family members 
and one by the out of hours service.  Of the remaining falls, two falls resulted in injury: 
one a minor skin tear (Hospice at Home patient) and the other an injury to the patient’s 
ear (Wellbeing patient) which was attended by paramedics and treated in hospital. 

 
 

Part 4: Priorities for 2019–2020 

 
1. Wellbeing, Support and Information Service    

 
Following the changes to the model of care, the introduction of the Wellbeing 

Services is now established.  For some service users the change has been 

unsettling but the staff team have utilised person-centred conversations based on 

the developing LISTEN model to help everyone accessing the service identify how 

we best support them.  We are in the process of training all our Wellbeing, Support 

and Information staff and volunteers in this model and work will continue this year to 

embed this fully.  This model continues to evolve and in conjunction with the 

University of Derby is now in its second research year.  The findings so far have 

generated significant interest and have been presented at national Hospice UK and 

the Association of Palliative Medicine conference.  

The Wellbeing Space now offers a weekly programme based on a model of 

enablement and focus this year is to promote this new service to referrers with the 

aim of increasing referral numbers.    

 

Support and Information Wellbeing Cafe 

The restructure has also seen the introduction of a Support and Information 

Wellbeing Café on a Thursday.  The Café is open to anyone with a life-limiting illness 

or bereaved – and their family, carers and friends. Individuals do not need to be 

referred and can just turn up at any time during the day.  The Café provides a 

relaxed environment where over coffee and cake conversations can be undertaken 

and support and information provided.  There is no pressure or expectation that 

people engage in conversations as soon as they walk through the door and for some 
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just coming to the Café for a coffee is the level of engagement that they require at 

that moment in time. 

The Café opened its doors for business at the beginning of 2019 and in the six 

months so far 633 guests have been through our doors on a Thursday.  It has grown 

steadily in popularity with 131 people visiting in January and by May this had grown 

to 178 guests.  

Work will continue this year to further develop the Café as initial findings highlight the 

value of this approach.  

 

2. Hospice at Home Service  

 
Over the prvious year the activity levels within Hospice at Home have been 
maintained at the contracted levels.  This is in contrast to the previous year when 
perfomance was significantly above contract.  Over performance carrys a significant 
cost to the charity and it was felt that this level of delivery was not sustainable for the 
organisation.  As a result it is anticipated that the team will work to deliver activity 
levels in line with the NHS contract again this year.  This means that priority is given 
to those patients who are classified as Red and Amber using the Gold Standard 
Framework.  This ensures support to those who are rapidly deteriorating, or requiring 
symptom control, and less is offered to those settled patients or where families 
require respite care only.   
 
Work continues to improve the scope and quality of the service and this year will see 
the introduction of competency training for the clinical staff in medication 
administration.  This will enable the staff team to support patients with their 
medication and avoid the need for call outs to the out of hours service.  The training 
programme is being developed in collaboration with Marie Curie in order to ensure 
continuity of care for patients and their families.  This year will also see the 
introduction of a yearly shadow sit to review practice.  These developments will 
assist us in monitoring the quality of care being delivered to our patients and 
maintaining the current high standards we expect for our service users.   
 
 

3.  Compassionate Communities 

 
Treetops Hospice Care has now completed the 18-month pilot project commissioned 
by Derbyshire County Council.  This work has provided a solid base for future 
development and it has begun to facilitate conversations and changed the way the 
organisation approaches these topics. Partner organisations are now more informed 
about the topics of death, dying and bereavement and the services and support 
available to those at the end of life or looking to plan for the future. 
 
A priority for this year is to secure funding for the project, to build on the work already 
done and to take it to the wider community and areas not covered in the pilot.  
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Businesses will be offered awareness sessions to help support those line-managing 
people with a life-limiting condition and build knowledge about choices and where 
support can be accessed. Organisations will still be encouraged to sign the Dying to 
Work Charter to demonstrate their commitment to their workforce. 
 
Once funding is secured, a review of all aspects of the Befriending Service will be 
undertaken, focusing on the challenge of recruiting and retaining volunteers, and 
supporting those who are isolated. A Compassionate Neighbours Service will also be 
considered to see if this can be introduced alongside the befriending, or as an 
alternative along with the potential of technology to offer support.      
 
Further work will be carried out with diverse communities to find culturally 
appropriate ways of engaging them in conversations and events. An assets-based 
approach will be adopted focusing on what works best for communities, building on 
local capacity to support those at the end of life or who are bereaved.  
 
Treetops will also work with other hospices working within community development 
to share best practice. The organisation is proud to have started the conversations 
about death, dying and bereavement in communities and endeavour to continue 
breaking down fears and taboos to enable people to plan better and support each 
other at the end of life. 
 
 

4. Therapeutic Services Project for Traumatically Bereaved Children 

 
Mollitiam Projx 
 
In March 2019, we were successful in bidding for a grant of £20,000 from the 
Masonic Lodge (via Hospice UK) to fund a ‘non-talking’ therapies project for children 
and young people traumatically bereaved of a significant family member. This project 
is aimed at reaching children/young people who struggle to benefit from traditional 1-
2-1 talking therapy.  
 
Evidence shows that people experiencing trauma benefit most from interventions 
that assist with regulation of emotion, positive sense of self and social support.   
 
The project will create a group-work programme providing a range of ‘non-talking’ 
therapies such as drumming therapy, equine therapy, trauma yoga, 
meditation/mindfulness and complementary therapy and will be working in 
partnership with other local charities/specialists.  Peer and parental support will be 
key factors in the project.   
 
The Director of the Nottingham-based Centre for Trauma, Resilience and Growth, 
Steve Regel OBE, has agreed to act as a consultant in the development, monitoring 
and review of the project as it comes to fruition.   
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The project starts on the 1 June 2019 with a three 
month planning phase.  Preparations are well 
underway with the six week programme already 
developed.  This will be delivered 6 times 
throughout the year starting in September 2019.  
 
As part of the development of the project, a 
scoping meeting was held with past service users.  
This was an enthusiastic, positive meeting with the 
young people providing lots of input about the 
plans and coming up with the name and logo for 
the project Mollitiam Projx.  Mollitiam means 
resilience in Latin.  Mollitiam Projx has its own 
webpage on the hospice website and, during the 
next phase of planning, local professionals will be 
visited/contacted to promote the programme. 
 
 
 

5. To progress to construction of an In-Patient Unit on our Risley campus.   

 
Following a successful planning application for the proposed 12 bedded In-Patient 
Unit, the focus this year is on capital campaign to fund the build. 
 
The £5 million-pound funding for the In-Patient Unit is being raised through the Lime 
Tree Campaign which is Treetops most ambitious fundraising campaign to date.   
 
New relationships will need to be nurtured and new fundraising initiatives will need to 
be undertaken in order to secure significant gifts from philanthropists, companies 
and grant making trusts and foundations. Communication with the organisation and 
wider community will need to be undertaken in order that much-needed income 
currently given to fund our £3.5 million annual revenue costs, is not diverted to the 
Campaign.    
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NHS Southern Derbyshire Clinical Commissioning 

Group (CCG) Statement 

 
 

Quality Account 2018/2019 
Treetops Hospice Care 

 
STATEMENT 

 
 

GENERAL COMMENTS  
 
Derby and Derbyshire Clinical Commissioning Group (the CCG) is the commissioner 

for the NHS contract held with Treetops Hospice Care on behalf of Derbyshire.   

Derby and Derbyshire CCG is a newly formed organisation of the previous 4 

Derbyshire CCGs, Southern Derbyshire CCG, North Derbyshire CCG, Erewash 

CCG and Hardwick CCG. 

COMMENTARY  

I am pleased to confirm that the Quality Account submitted by Treetops Hospice 

Care has been reviewed and I am pleased to confirm that I agree with all the 

contract related data and quality improvement work that is stated in the Quality 

Account.  

This Quality Account produced by Treetops Hospice Care gives a detailed overview 

of the year 2018-19, fully reflecting the tremendous amount of work that has been 

undertaken within the organisation.   

The Quality Account outlines the innovative ways in which Treetops are developing 

their services with particular reference to the move towards the Wellbeing 

programme, allowing a more flexible approach to caring for people with life limiting 

condition.  Their further development of the LISTEN model and links with Derby 

University to further research is to be commended.  The Hospice at Home service 

continues to provide a flexible and responsive service to patients in their own homes, 

supporting over 90% of people to achieve their preferred place of care and death at 

home.  The patient experience feedback across all the services speaks volumes for 

the services that Treetops provide.  



 28 

Treetops Hospice Care continue to take an active part working with the Derbyshire 

CCG and partner organisations across Derbyshire to ensure the voice of the hospice 

is heard in designing and leading End of Life services for the future.   

Treetops Hospice Care is to be congratulated on the completion of their seventh 

quality account which is exceptionally well written and presented. 

 

 
Brigid Stacey 

Chief Nursing Officer 

Derbyshire CCGs 

 


