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At Willow Wood Hospice, our strength comes from the dedication, compassion and innovation
of our workforce—our staff, volunteers, and trustees. This strategy reflects the shared ideas and
values of everyone who helps make Willow Wood what it is today.

From the outset, this plan has been created collaboratively through workshops, surveys and
open discussions. It focuses on strengthening and supporting our workforce and internal
processes. While our commitment to compassionate care remains central, we recognise the
need to adapt to a constantly changing health and social care environment.

Our Hospice and beautiful gardens provide a tranquil space for patients and those closest to
them, offering a sanctuary of peace and comfort during challenging times. Alongside this,
around 70% of our care is provided by our Community Services team, both in the Hospice and
across Tameside and Glossop.

Importantly, all of our services are free of charge, ensuring they are accessible for everyone who
needs them. However, we currently face significant financial challenges. We have budgeted
for a substantial deficit for the second successive financial year. Without addressing these
challenges, we cannot sustain the high-quality care and support our community relies on.

At the same time, we are committed to working with the wider healthcare system. By helping to
manage hospital flow, support timely discharges and provide care in the right settings, we not
only benefit individual patients but also ease pressure on the broader NHS system.

As we look ahead, we anticipate a significant increase in demand for our services, driven by
the needs of our deprived neighbourhoods with complex patients and a projected 42% rise
in palliative care requirements by 2040, as highlighted by recent research in BMC Medicine
magazine.

This strategy is our commitment to growth and innovation through stronger partnerships,
improved care, sustainable practices and a supported workforce. As well as offering a brief
insight into our services, this publication is primarily a plan to guide us through the next five years
and ensure we remain at the heart of our community.

Thank you to everyone who contributed to this strategy. Together,
we'll tackle the challenges ahead and shape a future filled
with care and compassion for all.

7 Mo

Tracy Minshull, Chief Executive Officer

T Jodoe.

Timothy Jackson, Chair of the Board of Trustees
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ABOUT OUR SERVICES SIEe

Our patient-facing teams - including Maintenance, Catering and Housekeeping — work
together as we provide person-centred, individualised, high-quality and responsive care
for local people living with any life-limiting iliness.

For more information on any of these services, please speak to a member of our clinical
team by calling 0161 330 1100. They will be happy to discuss in further detail and ask any
questions. Information can also be found on our website www.willowwood.org.uk

INPATIENT CARE

Our Inpatient Unit provides short-term care and support for
patients with a life-limiting illness. Our team provides symptom
management and palliative rehabilitation for patients who may
be struggling with disease progression and can often enable
them to return home with any support they may require. We also
provide high-quality specialist palliative and end-of-life care for
patients entering the last days or weeks of their life. Patients and
those closest to them can also access support from other Hospice
services.

FAMILY SUPPORT

Our quadlified and experienced Counsellors are dedicated to

addressing emotional and psychological needs through individual 3
counselling sessions, closed therapeutic groups and drop-in e /
sessions. Our spiritual support volunteers within the team offer ad
individuals an opportunity to reflect on spiritual and religious beliefs.

Family Support is available to patients and those closest to them.

i

sy

“The care he
received at Willow Wood
was absolutely fantastic. | couldn’t
have asked for a nicer place for him
fo spend his final days on earth. He
passed away peacefully, with dignity.”
Feedback from a patient
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ABOUT OUR SERVICES EAE

DEMENTIA SUPPORT

Our dedicated team support individuals living with advanced
dementia, through holistic, person-centred care. The team's goal
is to support patients and their carers to manage their symptoms
effectively and live well in a variety of ways, both in the Hospice
and in a patient’s own home, often collaborating with other teams
to achieve this.

EDUCATION

We aim to ensure our workforce — both clinical and non-clinicall
— and our community are equipped to provide the best care
to our patients and those closest to them. Our tfeam provides
up-to-date training tailored to each department on essential
fopics such as symptom management,

communication, bereavement

support, dementia care and

| spiritual guidance. Did you know?
Around 70 per cent of our care is
provided by our Community Services
feam - in the Hospice and in a
patient’s own home.
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OUR MISSION,

VISION AND VALUES

Our Mission

Our mission is to lead and deliver
high-quality specialist palliative
and end-of-life care, support and
education across Tameside and
Glossop.

Our Vision

Our vision is fo ensure that
everyone affected by a
life-limiting illness receives timely
specialist care and support.

Ouvur Values

coOLP

Compassionate Accountable Respectful Excellent
to those we for our of each other when we collaborate,

support actions

innovate and
educate

“Thank you for taking care
of our dad, grandad and great
grandad. Without you, we would
have been lost.”

Feedback from a patient
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ABOUT OUR HOSPICE ENVES
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OUR COMMITMENTS SNAE
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By 2028, Willow Wood Hospice aims to achieve a balanced and sustainable financial
position, ensuring long-term stability for our care. Key to this vision is increasing statutory
funding to reflect our essential role in community healthcare, alongside a balanced
approach to fundraising and retail income.

Hospices like ours save the wider health and social care system money. In Greater
Manchester, the seven adult hospices alone provide a current net value of £20 million
annually, plus £10 million in volunteer time based on the minimum wage. This excludes
savings from not needing GP appointments, mental health services, preventing hospital
admissions, reducing A&E visits, ambulance trips, and offering training and education.

Our strategy is built on our pledges to deliver excellence. We are committed to
enhancing workforce development, training and digital innovation, while strengthening
partnerships and community connections. By prioritising quality assurance, impactful
communications and sustainable income generation, we pledge to provide outstanding
care and support, meeting the unique needs of our community and reinforcing our role
at the heart of Tameside and Glossop.

WORKFORCE DEVELOPMENT (Staff and Volunteers)

) ! g

We recognise that our workforce is at the heart of providing compassionate and
exceptional care to our community. Over the next five years, we are committed to
nurturing a culture of continuous learning, professional growth and wellbeing for every
member of our team.

We will continue to maximise training and development opportunities to ensure
our workforce remains at the forefront of hospice care. We aim to
build a resilient, skilled and motivated workforce, ready to meet “I enjoy working

the evolving needs of our patients and those closest to af Willow Wood. I starfed
them as a volunteer at our Stalybridge

shop, then became the shop manager
at Ashton and later in Stalybridge. Now,
as Head of Retail, I'm proud to lead a team
that makes a real difference every day in the

communities we serve.”
Pavuline Lunt, Head of Retail

Willow Wood Hospice Strategy 2025-2030 9



OUR COMMITMENTS Xl
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We are deeply grateful for the incredible dedication of our volunteers, who generously
give us the gift of their time and skills. From helping out in our shops, supporting our
operational tfeams and maintaining our beautiful gardens to singing in our choir, putting
on Coffee Mornings and crafting handmade creations to raise funds, they make a
positive impact on our Hospice community.

As proud recipients of the Queen’s Award for Voluntary Service, we are committed
to honouring our volunteers' contributions by fostering a rewarding and inclusive
environment where their efforts are valued and celebrated.

Over the next five years, we will continue to enhance our volunteers’' experience,
ensuring their invaluable support remains at the heart of everything we do.

“I'd recommend
volunteering to anyone. It's
not just about what you do; it'’s
about the friendships you build and
becoming part of the Hospice family.”
Sue Fagan, Volunteer Receptionist

10 Willow Wood Hospice Strategy 2025-2030
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THE VALUE OF OUR VOLUNTEERS (j

o0 76 Ooo VOLUNTEER oo
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OUR COMMITMENTS
- —,——

EQUALITY, DIVERSITY AND INCLUSION (EDI)

We understand that people are different, and we are committed
41 to creating an environment where everyone feels valued,

| respected, and included.

We pledge to ensure that our care, opportunities, and services
are accessible to all and to actively support people from all
backgrounds and walks of life. To achieve this, we must reach into
4 our community to extend our offer to those who are not currently
accessing our services as readily, ensuring no one feels left behind.
We are dedicated to actively listening to and learning from our
community, striving to reflect the diversity of the people we serve —regardless of their
age, gender, disability, race, religion, sexual orientation, or diagnosis.

EDUCATION AND TRAINING

Together we learn and we will continue to ensure our clinical
and non-clinical workforce are equipped to provide the best
compassionate and person-centred care to our patients and
those closest to them.

Through tailored training and education on essential topics,
everyone will receive the knowledge and skills they need to
excel in their roles and drive excellence in every area of the
organisation.

INFORMATION AND DIGITAL TECHNOLOGY

We will embrace the power of information and digital technology
to enhance our services, streamline operations and improve care.

We will consider innovative solutions to support patient care,
enable effective communication, and ensure secure and efficient
data management.

This will ensure we remain responsive to the evolving needs of our
patients, families and community, whilst upholding the highest
standards of care and service.
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OUR COMMITMENTS ERAE
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I At Willow Wood Hospice, we are dedicated to developing positive

NHS, education providers, the Greater Manchester Hospices
Provider Collaborative, other charities, local community groups
and our wider community.

This collaborative approach enables us to provide the highest
standards of care and support, and improve our services through
sharing of experience and best practice across the health and
social care sector.

Over the next five years, we will build upon innovative fundraising,
sustainable income generation, and impactful communications to
support our vital services.

We will strengthen relationships with donors, supporters and local
businesses, as well as inspiring the fundraisers of the future through
connection with schools and young people.

By sharing our patients’ experiences, we will raise awareness of our e
work, inspire community engagement, and uphold our reputation
for excellence.

Together, these efforts will help us continue providing exceptional care to patients and
those closest to them for years to come.

» We are committed to strengthening our retail operations by
creating and embedding a clearly defined brand and image
across all our charity shops, ensuring consistency and recognition
_ within the community. We will develop community initiatives
through our shops, fostering engagement and connection with
local supporters.

Each shop will work towards delivering a budgeted contribution,
supported by a focus on generating Gift Aid and carefully
managing costs. Additionally, we will explore opportunities to
expand our retail operations into new areas, enabling us to reach more
people and increase vital income to support our services.

— i\ P 7 q
" _Wi“n-,., "

Of the £9,500
it costs to run the
Hospice each day,

around £7,500 is raised by
the community
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OUR COMMITMENTS ERAE
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QUALITY ASSURANCE AND IMPROVEMENT

L .~ A We use a variety of information and data, including

' compliments and complaints, to understand what good
quality looks like. Through evaluation, accountability, and
learning, we will strengthen our commitment to quality
assurance and continuous improvement, ensuring our
services consistently meet and exceed expectations for
our patients and those closest to them.

Central to this is building a culture of continuous listening
and learning. We will actively seek feedback from

our patients, families, staff, volunteers, communities,

and partners, using these interactions to guide our
development and growth.

As a responsive and reflective organisation, we will embrace opportunities for innovation
and maintain excellence in everything we do to deliver outstanding, compassionate
care. Through a proactive and robust monitoring approach, we will ensure that quality,
safeguarding, and safety remain at the heart of our services, driving continuous
improvement and best practice.

SYSTEM PARTNERSHIPS AND THE LOCALITY

We are dedicated to working collaboratively with
the Greater Manchester Integrated Care Board,
our local councils, and community champions to
enhance palliative and end-of-life care.

We are grateful for the ICB's continued support,
including with increasing our statutory funding.

Over the next five years, we aim to strengthen our
position as a lead specialist provider, delivering
exceptional care and sharing our expertise across
the region. As a valued asset of Tameside and Glossop, we . :

will continue to support our local communities, fostering Wciggei;r\)/eerrxmpvc\)/,rlrfg\r/wvt
strong partnerships that ensure we meet the needs enabling us to provide holistic
of patients and families while contributing fo end-of-life care for the residents of

the wider health and social care system. Tameside. Adult social care works closely
with our palliative care colleagues at Willow
Wood by providing emotional, psychological
and practical care for the person we are

“Working

supporting and their loved ones.”
Tameside Adult Social Care
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THE VOICE OF OUR
PATIENTS AND FAMILIES

We deeply value the voice of our patients and their families, ensuring their feedback
shapes the care we provide. Through our Tell Us About Your Care
feedback system, as well as informal conversations, we actively listento  SCAN HERE

. . . . . . o i

their experiences and use this valuable input to continuously improve [ | [_._;l;.-_._

our services. This feedback plays a key role in shaping the quality and o o 'l1"I - N

standards of our care, as it is regularly reviewed by our team and used =|_"-_'|'.|' T

transparently for learning and service development. E‘ﬁ-}g
[ S

We are committed to consistently developing this process to meet the
evolving needs of our patients and the local community.

Paper feedback forms can be found at the Hospice Reception
and in our family lounge, or feedback can be given

) ) “The Hospice is not
online at www.willowwood.org.uk/your-feedback

only a beautiful warm place
but has a special home-from-home
feeling, which was so meaningful and
important to us at a difficult time.”

Feedback from a patient

Willow Wood Hospice Strategy 2025-2030 15
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Our entire workforce played a vital role in
shaping this five-year plan and deciding
our four key strategic priorities.

CEO Tracy Minshull led a series of
workshops to bring together staff,
volunteers, frustees and patrons to
conftribute to our future vision.

Split up intfo small teams, they consisted of
members from different departments and
sparked a broad and diverse range of views.

Everyone individually identified what we need to become an M sl e
outstanding Hospice, before working as a team to group ideas sessions very interesting
together into key themes to help form our strategy. and informative. It was
nice for staff and volunteers to
work together. It made you feel
appreciated and valued.”
Viv Ogden, Volunteer Administrator

“It was

interesting to hear
everyone's opinions and
great to know that my views are
important and valued.”
Trish Oliver,
Housekeeping Assistant

Our four strategic priorities, as highlighted by our workforce:

Communication People

Quality of care Sustainability

-_<
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OUR STRATEGIC PRIORITIES
T T T

INTERNAL
COMMUNICATION

WE WILL KNOW THAT
OUR ACTIONS HAVE BEEN
SUCCESSFUL BY:

<« The ongoing attendance
and engagement of our
workforce at our quarterly
workforce engagement
sessions.

4 Levels of employee
satisfaction monitored through
staff surveys, particularly
relating to workforce
engagement, communication
and culture.

< A more agile, confident and
resilient workforce.

EXTERNAL
COMMUNICATION
AND COMMUNITY
ENGAGEMENT

WE WILL KNOW THAT
OUR ACTIONS HAVE BEEN
SUCCESSFUL BY:

<« Anincrease in the number of
patient and carer referrals to our
Community Services and Inpatient
Unit.

< More collaborative working
with the Greater Manchester
Infegrated Care Board (ICB), local
partners and key stakeholders.

< Representation at a strategic
level on any integrated care
partnership or at a local
commissioning level.

iV
N
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BRANDING
AND IDENTITY

WE WILL KNOW THAT
OUR ACTIONS HAVE BEEN
SUCCESSFUL BY:

< Achieving consistent and
up-to-date branded signage
across all of our charity shops
and estates.

< Analysing and
evaluating the impact of
our ongoing Marketing
and Communications to
influence our key audiences,
in order to better reach our
patients and families.

< Updating our website to
be more user friendly and
patient focused.

o
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OUR STRATEGIC PRIORITIES
- —,——

Quality of care

Our focus will be on the care and
experience patients receive, support
for families and carers, a commitment
to excellence and improvement as an

organisation, and valuing
recognifion and
feedback.

CARE AND
ORGANISATIONAL

EXPERIENCE FOR

PATIENTS, FAMILIES
AND CARERS

EXCELLENCE AND
IMPROVEMENT

RECOGNITION AND

FEEDBACK

WE WILL KNOW THAT
OUR ACTIONS HAVE BEEN
SUCCESSFUL BY:

< Anincrease in the number

WE WILL KNOW THAT
OUR ACTIONS HAVE BEEN
SUCCESSFUL BY:

<« Patient experience being

WE WILL KNOW THAT
OUR ACTIONS HAVE BEEN
SUCCESSFUL BY:

<« Demonstrating we have

of patients accessing our
services, so we can confinue
to provide care for as many
local people living with a life-
limiting illness as possible.

< Developing new services for
patients, families and carers,
where there is an identified
gap or local need.

< Changes or developments
in services directly linked to
more people receiving the
care that matters to them.

captured and reviewed across
all services, including fransparent
reviews of trends, incidents

and lessons learned, through
robust compliance and quality
monitoring.

47 Patient-focused outcome

measures being developed and

agreed with patients and families.
< Our Care Quality Commission

rating being ‘Good’ for care as a
minimum.

acted upon feedback we
receive through a culture

of openness, to ensure

our patients and those
closest fo them receive the
best possible care and to
influence and inform service
development.

< Strengthening involvement
and consultation with the
workforce (through our
engagement sessions),
including regularly
recognising excellence.

<« Developing a variety of
tools fo enable patients,
families and carers to
provide feedback on their
experiences, in formats
which are accessible to all.
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OUR STRATEGIC PRIORITIES &
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LEADERSHIP AND WORKFORCE AND WORKFORCE
MANAGEMENT TEAM CULTURE DEVELOPMENT

WE WILL KNOW THAT WE WILL KNOW THAT WE WILL KNOW THAT

OUR ACTIONS HAVE BEEN OUR ACTIONS HAVE BEEN OUR ACTIONS HAVE BEEN

SUCCESSFUL BY: SUCCESSFUL BY: SUCCESSFUL BY:

<« The Board of Trustees and < Workforce and department < Maintaining and growing
the Senior Management Team plans being in place, aligned to the number of active
(SMT) being visible, accessible our Strategy, by Summer 2025. volunteers across all
Svré?kfe;ggged with the whole & Continuing to analyse and departments of the Hospice.

’ benchmark key data sefts, to <V Developing more

< Recruiting trustees from help make informed decisions to career pathways and
varied backgrounds, to bring optimise workforce performance apprenticeships within the
fresh perspectives and to and enhance employee Hospice to support retention
stfrengthen our governance. safisfaction. and internal progression.

< Personal Development < Further embedding our <« Keeping respect, equality
Reviews (PDRs) being carried comprehensive training and and diversity awareness
out in a fimely manner, development programme for the and training at the heart of
maintaining a 95 per cent wider workforce. workforce development,
target for all participation. which will include diversifying

our workforce.

o
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OUR STRATEGIC PRIORITIES P A
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INCOME FINANCIAL GOVERNANCE AND
GENERATION MANAGEMENT QUALITY ASSURANCE

WE WILL KNOW THAT WE WILL KNOW THAT WE WILL KNOW THAT

OUR ACTIONS HAVE BEEN OUR ACTIONS HAVE BEEN OUR ACTIONS HAVE BEEN

SUCCESSFUL BY: SUCCESSFUL BY: SUCCESSFUL BY:

4 Income surplus < Seeking new opportunities to 4 Meeting and striving to
improvements annually across review and improve our financial exceed the requirements of
retail, lottery and fundraising. management systems, utilising the regulators and the Care

technology and computerised Quality Commission.

< Legacy income delivery

. ; financial systems.
increasing year on year. Y

< Strengthening our

% Our community (third party) <7 Achieving qnd maintaining governance onpl quality
. . excellent audit results to ensure controls to continue to focus
and corporate relationships accountability, transparency and on guality improvement and
confributing to new sources of the highest s’rglndcurd?of coré fo Snsureyexcillence in care
sustainable income by 2027. 9 ’ delivery

4 Retaining six months free
reserves. < Continuing to be
compliant and up to
date with all regulatory
requirements.




ABOUT OUR LEADERSHIP R
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Our strategy will be monitored through our existing internal structures, supported by
committees led by staff and frustees. These committees will ensure accountability, guide
progress and uphold the values central to Willow Wood Hospice.

The role of our trustees is to ensure

the organisation’s strategic direction,
governance and financial sustainability.
They work collectively to ensure the
Hospice meets legal and regulatory
requirements, and uses resources
effectively. Trustees act as ambassadors
for the Hospice, supporting its mission
and values while helping to shape its
future.

Our Senior Management Team provides
leadership across all areas - including
clinical services, income generation,
marketing and communications, HR and
finance. They are responsible for directing
the organisation, ensuring its smooth day-
to-day operations and delivering on its
strategic objectives.

To see our Board and Committee Structure in full, visit our website
www.willowwood.org.uk/our-leadership-structure/

SCAN HERE
m]fTis
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CONCLUSION
- —,——

Our strategy reflects our commitment to
providing excellent care while adapting to future
challenges and opportunities. It focuses on \
supporting and developing our workforce—our
staff, volunteers and trustees—so they feel valued
and equipped to thrive. We are dedicated

to creating an inclusive environment where
everyone feels welcome and respected.

We are currently facing financial challenges
which will impact our ability to provide the
care our community relies on if they are not
addressed. We will continue to work with our MPs, partners and Hospice UK to help
secure fair, sustainable funding for the long term. Sustainable fundraising and income
generation are key to securing our future, along with using digital technology to
enhance how we connect with and care for those who need us.

Local and national challenges will shape our growth and development — our strategy
reflects this. We are committed to contributing to the local healthcare system to drive
improvements so that our community benefits. At the same time, our population is
growing and has more complex health needs, meaning our services must evolve to
meet these demands.

To continue delivering high-quality care, we will focus on improving our services through
quality assurance, supported by education and training. We will also strengthen our
local and national partnerships to better support our patients and those closest to them.

This strategy is our plan for meaningful progress over the next five years. By working
together with our workforce, supporters and partners, we will rise to the challenges and
confinue to deliver the high-quality, specialist care that defines Willow Wood Hospice.

TOGETHER WE COLLABORATE, TOGETHER WE CARE

Thank you to our staff, volunteers, trustees and patrons for helping to shape this strategy.
Their hard work, ideas and passion for Willow Wood Hospice have been key in creating
a plan that reflects our shared vision and commitment to care. We look forward to
developing our services with their continued support.

Progress in the implementation of this strategy will be reviewed every year by our Senior
Management Team and Board of Trustees.







Darnton Rd
Car Park

STAMFORD
PARK

Ashton-un-
der-Lyne

FlND US Stalybridge

Parking at Willow Wood Hospice is Glossop
restricted to patients, families, Blue PUR SEREHS
Badge holders and our workforce.

Alternative parking is available nearby
at the Darnton Road Pay & Display car
park. Post Code: OL6 6RL (see map
above)

Hyde

For information about local tfransport
links, please visit:

www.tameside.gov.uk/traveltransport For other useful contacts and support
% lines, please visit

ﬂ www.willowwood.org.uk/support
CONTACT US SCAN HERE

Willow Wood Hospice
Willow Wood Close, Mellor Road
Ashton under Lyne, OL6 6SL.

Tel. 0161 330 1100
info@willowwood.org.uk
www.willowwood.org.uk
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