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Throughout the pages of this Impact Report, you will meet 
some of our Sue Ryder staff and volunteers who are there 
when it matters. To start, we’d like to introduce you to Sarah. 

Sarah	is	a	Clinical	Nurse	Specialist	in	the	community	team	at	Sue	
Ryder	Duchess	of	Kent	Hospice	in	Reading.	Sarah,	who	cares	for	people	
in	their	own	homes,	said:	“The	job	can	be	tough;	you	have	to	be	made	
of	special	stuff	to	be	a	palliative	care	nurse.	You	can	have	challenging	
days,	but	then	on	the	other	hand	you	get	really	rewarding	days	where	
you	know	you’ve	made	a	difference	to	someone’s	life,	whether	it’s	
something	small	or	really	big.	I	personally	get	a	lot	of	job	satisfaction	
out	of	doing	this	role.”
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Supported living
14.    Sue Ryder Supported Living Unit, Aberdeen 
15.    Sue Ryder Supported Living Unit, Ipswich
16.    Sue Ryder Supported Living Unit, Lancashire

Sue Ryder Online 
Bereavement Support 
(National)

Preston

Palliative care
1.    Sue Ryder Duchess of Kent Hospice, Reading, 

including Reading, Wokingham and Newbury 
community services

2.    Sue Ryder Leckhampton Court Hospice, Cheltenham, 
including Gloucestershire community services

3.    Sue Ryder Palliative Care Hub South Oxfordshire 
4.    Sue Ryder St John’s Hospice, Moggerhanger, including 

Sue Ryder Palliative Care Hub Bedfordshire 
5.    Sue Ryder Thorpe Hall Hospice, Peterborough, 

including community services
6.    Sue Ryder Wheatfields Hospice, Leeds, including 

community services
7.    Sue Ryder Manorlands Hospice, Keighley, including 

community services

Neurological care
8.    Sue Ryder Neurological Care Centre 

The Chantry, Ipswich
9.    Sue Ryder Neurological Care Centre 

Lancashire, Preston
10. Sue Ryder Neurological Care Centre 

Dee View Court, Aberdeen
11. Sue Ryder Neurological Care Centre 

Stagenhoe, Hitchin

Homecare and neurological 
community services
12. Sue Ryder Homecare, Stirling 

(until April 2022)
13. Sue Ryder Dementia 

Together, Suffolk 
(until 31st March 2022)
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There when it matters –  
thanks to your support 
A	very	warm	welcome	–	I	am	delighted	to	introduce	our	Impact	Report	for	2021–22.	
Over	the	following	pages,	you	can	find	out	more	about	our	charity	and	how	our	
palliative,	neurological	and	bereavement	support	made	a	difference	to	people	going	
through	the	most	difficult	times	of	their	lives.

I	would	like	to	take	this	opportunity	to	say	a	special	thank	
you	to	everyone	who	supported	us	over	the	past	year.	It	is	
thanks	to	your	generous	donations,	unwavering	efforts	to	
raise	vital	funds	and	time	spent	volunteering	that	we	are	
able	to	support	people	to	live	the	best	lives	they	can.	Your	
help allows us to keep providing our compassionate and 
expert	care	and	being	there	when	it	matters	most.	

A	number	of	challenges	were	thrown	our	way	
throughout	the	year	because	of	the	continuing	
coronavirus	pandemic.	Our	resilient	healthcare	teams	
still	had	to	contend	with	working	extra	shifts	to	cover	
for	colleagues	who	had	tested	positive.	They	also	had	
to	wear	personal	protective	equipment	(PPE)	for	hours	
at	a	time,	implement	strict	infection	prevention	and	
control measures, and manage restrictions on visitors 
to	our	centres.	I	want	to	pay	tribute	to	our	inspiring	and	
committed	staff	who	have	worked	tirelessly	day	in,	day	
out	to	provide	the	very	best	care.	

Despite	the	challenges,	there	were	many	achievements	to	
celebrate as we made positive progress in delivering our 
five-year	strategy.	Our	work	was	shaped	by	our	two	aims	
–	to	provide	more	care	for	more	people,	and	to	influence	
new	models	of	care	across	the	UK.	We	were	supported	by	
the	passion	and	dedication	of	more	than	12,000	incredible	
volunteers,	who	contributed	more	than	1.3	million	hours	
of	support.	

To	be	there	for	people	with	life-limiting	conditions,	we	
increased	our	use	of	technology	and	developed	our	virtual	
care.	We	piloted	our	first	specialist	palliative	care	Virtual	
Ward	from	our	hospice	in	Leeds	and	are	proud	to	see	the	
model	being	adopted	across	the	city,	in	partnership	with	
other	healthcare	providers.	

As	we	continue	on	our	mission	towards	a	future	where	
everyone	can	access	the	quality	of	care	they	need	and	
deserve,	we	were	delighted	to	secure	the	support	of	more	
than	35	MPs	for	our	#FundHospiceCare	campaign.	We	
raised	awareness	of	the	growing	demand	for	palliative	
care	and	the	need	for	a	sustainable	funding	solution	for	
the	sector.	

Our expert neurological care helped people to live their lives 
to	the	fullest.	This	included	helping	more	people	to	get	their	
independence back through our neurological rehabilitation 
services	in	Lancashire	and	Suffolk.	Overall,	we	were	able	to	
care	for	26%	more	people	compared	to	the	year	before.	

We	believe	that	nobody	should	grieve	alone	and	so	our	
bereavement	support	is	an	important	priority	for	Sue	Ryder.	
Over	the	past	year,	we	focused	on	growing	our	Online	
Bereavement Support services to help even more people 
who	are	grieving.	More	than	ever	before	used	our	Online	
Bereavement	Community	–	over	150,000	visitors,	which	
was	an	increase	of	20%	from	the	previous	year.	The	number	
of	people	who	were	assessed	for	our	Online	Bereavement	
Counselling	increased	too,	by	35%,	and	we	completed	52%	
more	video	counselling	sessions.											

We	feel	that	as	a	society,	much	more	needs	to	be	done	
when	it	comes	to	improving	our	approach	to	grief.	That	is	
why	we	launched	our	Grief	Kind	campaign	in	2021	in	a	bid	
to	equip	the	nation	with	the	knowledge	and	tools	to	meet	
grief	with	warmth	and	acceptance,	instead	of	shying	away	
from	open	conversations.	
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Find out more about our work and how 
you	can	support	us	at	  sueryder.org

Last but not least, building a more inclusive and 
empowering	culture	for	everyone	who	works	or	
volunteers	for	us	has	remained	high	on	the	agenda.	
We	hope	the	changes	we	are	making	via	our	Equality,	
Diversity	and	Inclusion	programme	will	not	only	help	us	
to	better	reflect	the	people	who	use	our	services,	but	also	
enable	us	to	further	extend	our	influence	into	harder	to	
reach	communities.

We	hope	you	will	enjoy	finding	out	more	about	how	Sue	
Ryder	was	there	when	it	mattered	in	this	report.	You	can	
also	read	stories	from	some	of	the	people	who	have	
benefitted	from	our	care.

My	heartfelt	thanks	for	your	interest	in	our	charity	–	 
your	support	really	does	make	all	the	difference.	

Heidi Travis  
Chief	Executive
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Our vision, mission and values – 
what we believe
At	Sue	Ryder,	we’re	passionate	about	giving	people	the	 
quality	of	care	they	deserve.

To	make	this	possible,	we	have	a	clear	vision	of	what	we	want	to	achieve,	an	ambitious	mission,	 
and	we	operate	with	three	organisational	values.	

Our vision 
We	see	a	future	where	our	palliative	
and neurological care reaches 
more communities; where we can 
help more people begin to cope 
with bereavement; and where 
everyone	can	access	the	quality	of	
care	they	deserve.

Our mission
Sue	Ryder	supports	people	
through	the	most	difficult	times	of	
their	lives.	Whether	that’s	a	terminal	
illness,	the	loss	of	a	loved	one	or	
a	neurological	condition	–	we’re	
there	when	it	matters.	Our	doctors,	
nurses and carers give people the 
compassion	and	expert	care	they	
need	to	help	them	live	the	best	life	
they	possibly	can.

Our three values
1. Supportive  

We’re	here	for	people	when	it	
matters, and that includes each 
other.	We	encourage,	inspire	
and help one another, and 
celebrate	success.	

2. Connected  
When	we	work	together,	we	can	
achieve	so	much	more	for	the	
people	we	support.	We	respect	
that	everyone	at	Sue	Ryder	
plays	a	vital	part	in	delivering	
quality	care.

3. Impactful 
We	find	new	and	inspiring	ways	to	
positively	impact	the	people	we	
support	–	from	small	gestures	to	
big	breakthroughs.	This	proactive	
attitude	drives	us	forward	to	
achieve our ambitions and 
transform	lives.

⊲ Our	Sue	Ryder	Nurses	and	Nursing	Assistants	
continue to be there when it matters             

There when it matters | How we made an impact 2021–22
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Putting our work in context –  
what we do
Sue	Ryder	supports	people	through	the	most	difficult	times	of	their	
lives.	For	over	65	years	our	doctors,	nurses	and	carers	have	given	
people	the	compassion	and	expert	care	they	need	to	help	them	live	
the	best	life	they	possibly	can.

We	take	the	time	to	understand	what’s	important	to	people	and	give	them	choice	and	control	
over	their	care.	This	might	be	providing	care	for	someone	at	the	end	of	their	life,	in	our	hospices	
or	at	home.	It	could	be	helping	someone	manage	their	grief	when	they’ve	lost	a	loved	one.	Or	
providing	specialist	care,	rehabilitation	or	support	to	someone	with	a	neurological	condition.

We	want	to	provide	more	care	for	more	people	when	it	really	matters.	We	see	a	future	where	our	
palliative and neurological care reaches more communities; where we can help more people begin 
to	cope	with	bereavement;	and	where	everyone	can	access	the	quality	of	care	they	deserve.

▲ Therapists 
and a Sue 
Ryder	Nursing	
Assistant 

Louise	is	a	Clinical	Lead	Physiotherapist	at	Sue	Ryder	Neurological	
Care	Centre	Lancashire	in	Preston.	She	helps	people	who	have	
neurological	conditions	to	improve	their	movement	and	function.	
Louise said that her role is “about enabling people to achieve as much 
functional	independence	as	possible”.	She	recalled	one	recent	service	
user	who	she	supported	to	return	home	after	he	finished	his	time	at	
the	neurological	rehabilitation	unit.	She	said:	“To	see	his	little	boy	run	
up	to	him	and	hug	him	was	a	really	special	moment”.

                 Meet our team ▼
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Supported living
14.    Sue Ryder Supported Living Unit, Aberdeen 
15.    Sue Ryder Supported Living Unit, Ipswich
16.    Sue Ryder Supported Living Unit, Lancashire

Sue Ryder Online 
Bereavement Support 
(National)

Preston

Palliative care
1.    Sue Ryder Duchess of Kent Hospice, Reading, 

including Reading, Wokingham and Newbury 
community services

2.    Sue Ryder Leckhampton Court Hospice, Cheltenham, 
including Gloucestershire community services

3.    Sue Ryder Palliative Care Hub South Oxfordshire 
4.    Sue Ryder St John’s Hospice, Moggerhanger, including 

Sue Ryder Palliative Care Hub Bedfordshire 
5.    Sue Ryder Thorpe Hall Hospice, Peterborough, 

including community services
6.    Sue Ryder Wheatfields Hospice, Leeds, including 

community services
7.    Sue Ryder Manorlands Hospice, Keighley, including 
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Neurological care
8.    Sue Ryder Neurological Care Centre 

The Chantry, Ipswich
9.    Sue Ryder Neurological Care Centre 

Lancashire, Preston
10. Sue Ryder Neurological Care Centre 

Dee View Court, Aberdeen
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Homecare and neurological 
community services
12. Sue Ryder Homecare, Stirling 

(until April 2022)
13. Sue Ryder Dementia 

Together, Suffolk 
(until 31st March 2022)

Bedford IpswichHitchin

Our service map – where we work

Please	note	this	map	is	for	guidance	and	is	not	true	to	scale.

We	provide	expert	palliative	and	neurological	care	from	our	specialist	centres	and	in	
people’s	homes	in	many	areas	of	the	UK.	We	offer	our	Online	Bereavement	Support	
services	nationally.
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Our five-year strategy –  
more care for more people
Our	strategy,	from	2018	to	2023,	outlines	our	two	strategic	aims:	 
•	Provide	care	and	support	for	more	people 
•	Influence	new	models	of	care	across	the	UK	

We	know	that	everyone,	regardless	of	their	diagnosis,	
wants	to	make	their	own	choices	about	their	care.	
They	also	want	to	know	they	are	supported	and	that	
what	is	important	to	them	is	taken	into	account.

We	care	for	people	with	complex	conditions	in	our	
hospices and neurological care centres, and we also 
provide	care	in	people’s	homes,	in	the	community	
and	online.	We	look	to	use	our	expertise	and	
experience	to	influence	commissioners	and	policy	
makers,	as	well	as	partners	from	other	 
health	providers.

Between	now	and	2023,	we	will	continue	to	
change	the	way	we	provide	services,	adding	more	
community-based	support,	as	well	as	investing	in	and	
taking	advantage	of	new	models	of	care.	

In	2021–22	we:	

•	 Introduced new end-of-life service models – 
ensuring	we	are	adapting	to	meet	people’s	needs	and	
providing	the	best	possible	care.

•	 Focused on our neurological rehabilitation impact 
– helping more people get their independence back 
through	our	specialist	services,	offering	dedicated	beds	
and	shorter,	more	intense	periods	of	treatment.

•	 Grew our Online Bereavement Support – helping 
more	people	who	were	grieving	through	our	flexible	and	
easy-to-access	services.

•	 Launched our Grief Kind campaign – giving people 
the	confidence	and	tools	to	support	their	friends,	family	
and	colleagues	through	grief.

•	 Raised awareness of our #FundHospiceCare 
campaign and collaborated with others to 
influence the Health and Care Bill – working towards 
a	future	where	everyone	can	access	the	quality	of	care	
they	need.

•	 Took steps to develop our workforce and build 
a more inclusive culture – so we can continue 
delivering our expert care and compassion to more 
people.

You	can	read	our	five-year	strategy,	‘More	care	for	
more	people’,	on	our	website	at	  sueryder.org 

⊲ Our Hospice at Home teams 
provide their expert and 
compassionate palliative care 
in	people’s	own	homes

Kikko	is	Shop	Manager	at	our	Upminster	Sue	Ryder	
shop	in	East	London.	He	took	part	in	our	December	
Daily	Dash	in	2021	to	raise	vital	funds	for	our	care.	
He	said:	“I	like	what	Sue	Ryder	stands	for	and	I	love	
working	for	them.	We	are	living	through	some	very	
difficult	times.	It’s	easy	to	just	sit	down	and	think	
things will get better, but 
if	we	could	all	walk	
an extra mile, to 
make someone 
else’s	life	better,	
then that would 
make	my	day.”

                 Meet our team ▼
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Our year in numbers
Thanks	to	the	generosity	of	our	incredible	supporters,	and	the	efforts	
of	our	dedicated	staff	and	volunteers,	we	were	there	when	it	mattered	
during	2021–22.	Here’s	our	year	in	numbers.

12

We have around  
1,000 doctors and  
Sue Ryder Nurses 

We provide almost 2 million 
hours of care to thousands of 
people every year

was donated by Trusts and 
Foundations to support 
our work

£800,000

Over 800 people walked, ran 
or jogged 5k every day of 
December and raised more than 
£100,000 through the December 
Daily Dash 

Over £180,000 was 
raised through our 
‘Room full of love’ 
campaign, which 
showed how we help 
families fill their final 
days together with love 

We secured the support 
of over 35 MPs for our 
#FundHospiceCare 
campaign 

Our incredible volunteers gave 

1,330,000 
hours of their time to Sue Ryder 

We welcomed 2 new Sue 
Ryder Ambassadors, 
Lisa Riley and Richard 
Arnold, who, together 
with our other 
ambassadors, helped 
to raise valuable 
awareness 

Over 11,000 people volunteered 
in our shops 

£8.5  
million 
was donated by 
people leaving a 
gift in their Will 

There when it matters | How we made an impact 2021–22
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More than 250
people were supported by our 
neurological care centres

We cared for over 8,100 people in 
our hospices or in their homes 

packs of our Grief Kind cards, featuring meaningful 
messages to help people support their loved ones 
through grief, were ordered 

We provided 525,000  
hours of palliative and  
end-of-life care in our hospices 
and in people’s homes

We provided over 1.37 million 
hours of neurological care 

We provided 
free Online 
Bereavement 
Counselling and 
delivered over 

4,700 
sessions

Over 150,000 
people visited our Online  
Bereavement Community 

It costs us over 

£55m 
 to run our services 

of people agreed that talking to a trained 
bereavement counsellor through our Online 
Bereavement Counselling service helped them to 
feel less alone in their experience 

97%
72,000

1,300 
supporters did 10,000 steps 
a day for a month in February 
2022, which is the average 
distance covered by a Sue Ryder 
Nurse in one shift 

79p in every £1 spent goes 
towards patient care

How we helped



Managing the impact of Covid-19

•	 We	helped	to	keep	people	safe	by	following	national	
infection	prevention	control	measures	and	guidance	in	
our	hospices	and	palliative	care	hubs.	We	also	carefully	
managed	the	flow	of	visitors	and	worked	with	families	so	
they	could	safely	spend	valuable	time	with	loved	ones.	

•	 Strong relationships with hospital discharge teams were 
built, so that patients who were discharged into our care 
could	be	referred	as	quickly	and	smoothly	as	possible.	

Developing our virtual care

•	 When	the	pandemic	suspended	our	hospices’	face-to-
face	day	services,	we	started	providing	virtual	care	in	
people’s	homes.	As	this	proved	to	be	successful,	this	year	
we	developed	our	online	offering.	We	provided	a	variety	
of	virtual	sessions,	from	complementary	therapies	and	
chair-based	exercises,	to	art	and	discussion	groups.	

•	 Some	of	our	hospices	also	collaborated	to	deliver	
shared	virtual	Writing	for	Wellbeing	sessions,	where	
patients were able to express themselves through 
writing and connect with others, no matter where 
they	lived.	Patricia	Fleming,	Volunteer	and	Befriending	
Coordinator	at	Sue	Ryder	Leckhampton	Court	Hospice	
in	Gloucestershire,	said:	“Writing	for	Wellbeing	supports	
resilience and good mental health and encourages 
patients	to	explore	their	thoughts	and	feelings.	They	
say	there	isn’t	a	feeling	in	the	world	that	a	poet	hasn’t	
already	felt,	so	I	choose	poems	that	reflect	life	in	all	its	
ups	and	downs.”

In	2021–22,	we	continued	to	face	challenges	caused	by	the	Covid-19	pandemic.	
However, this did not stop our teams providing the specialist and compassionate 
palliative	and	end-of-life	care	we	are	so	proud	of.	

There when it matters – for people  
with life-limiting conditions

•	 Our	virtual	day	sessions	helped	people	to	stay	
independent,	manage	symptoms	and	improve	wellbeing.	
They	also	meant	that	people	who	might	not	have	been	
able	to	travel,	because	of	limited	mobility	or	increased	
vulnerability	to	Covid-19,	were	able	to	take	part.

		 	I	think	going	virtual	has	allowed	us	to	get	to	know	
the	people	we	care	for	more	than	ever.	We	have	
more	time	to	listen,	talk	and	share	things.	We	
have	received	lovely	feedback,	including	from	one	
person	who	said:	‘These	sessions	have	become	
my	lifeline.’	   

  Johanne Hazell, Registered Nurse at Sue Ryder 
Thorpe Hall Hospice in Peterborough

Caring for people in their own homes

•	 It	is	important	for	us	to	develop	our	community	
services, as our research discovered almost three 
quarters	of	people	(74%)	would	want	to	receive	end-
of-life	care	at	home.1	This	year	we	piloted	our	first-ever	
specialist	palliative	care	Virtual	Ward	from	Sue	Ryder	
Wheatfields	Hospice	in	Leeds.	Through	it,	we	provided	
specialist	palliative	care	to	patients	with	complex	end-
of-life	needs	in	their	homes.	

•	 	The	pilot	was	a	success	and	meant	that	patients	didn’t	
need	to	be	admitted	to	the	hospice	or	a	hospital	–	they	
could	be	cared	for	in	familiar	surroundings.	We	are	
really	proud	that	our	specialist	palliative	care	Virtual	
Ward	model	is	now	being	adopted	across	Leeds,	in	
partnership	with	other	healthcare	providers.	

1	 Sue	Ryder	research,	March	2022

Award-winning care 

The	Sue	Ryder	Duchess	of	Kent	Hospice	team	won	the	Chris	Tarrant	prize	at	the	Pride	of	Reading	 
Awards	in	2021	for	their	hard	work	during	the	Covid-19	pandemic.
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Adapting our specialist inpatient care 

•	 Our	inpatient	units	offer	expert	medical	care	in	a	
calm,	home-from-home	setting.	This	year,	we	have	
been working on an ongoing project to make sure we 
are	adapting	to	people’s	needs	and	providing	the	best	
possible	care.	We	have	looked	at	factors	that	have	
impacted	our	units’	occupancy.	This	included	asking	
our	patients,	their	families	and	staff	for	feedback	
and	reviewing	our	processes.	As	part	of	this	project,	
we	have	developed	our	referral	and	admissions	
procedure	to	make	it	as	smooth	as	it	can	be	for	our	
patients.	For	example,	we	have	focused	on	clearly	
communicating	what	patients	can	expect	when	they	
are	admitted	to	us,	to	make	sure	they	have	the	best	
possible	experience.

Collaborating

Working	with	others	to	make	sure	people	get	the	
specialist	end-of-life	care	and	support	they	need	is	really	
important to us:

•	 We	partnered	with	Oxford	Health	NHS	Foundation	
Trust	to	support	the	development	and	opening	of	
two	palliative	care	beds	at	Wallingford	Community	
Hospital.	We	used	our	expertise	to	support	end-of-
life	patients	and	shared	our	knowledge	with	local	
community	teams.

•	 Staff	at	Sue	Ryder	St	John’s	Hospice	started	developing	a	
first-of-its-kind	public	health	campaign	in	Bedfordshire.	
They	teamed	up	with	Keech	Hospice	Care	and	Bedford	
Daycare	Hospice	to	work	on	the	‘Your	Hospice	Care’	
campaign.	Funded	by	the	Bedfordshire,	Milton	Keynes	
and	Luton	Integrated	Care	System	(ICS),	the	campaign	
encourages people to get in touch as soon as possible 
after	they	have	been	diagnosed	with	a	life-limiting	
condition,	so	they	can	receive	support	at	the	earliest	
opportunity.	It	will	also	look	to	ease	pressures	on	GP	
surgeries	and	acute	healthcare	partners.	

•	 Sue	Ryder	Thorpe	Hall	Hospice	collaborated	with	
Dove	Cottage	Hospice,	LOROS	Hospice,	residents	and	
partners to launch two Bereavement Help Points in 
Rutland.	These	community	drop-in	services	provide	
people	with	a	safe	and	friendly	place	to	access	
information	and	talk	to	others.	To	date,	we	have	trained	
18	volunteers	to	support	the	project.	

•	 In	Peterborough	and	Cambridgeshire,	an	education	
partnership	with	Arthur	Rank	Hospice	Charity	led	us	
to	deliver	ReSPECT	training	across	the	area.	ReSPECT,	
which	stands	for	Recommended	Summary	Plan	for	
Emergency	Care	and	Treatment,	helps	discussion	and	
documentation	of		the	care	people	wish	to	receive	at	
the	end	of	their	lives,	putting	them	in	control.	

Not one size fits all – accessible services

•	 At	the	beginning	of	2022,	we	launched	a	health	
inequalities	project	to	learn	more	about	the	
communities we serve, better understand what death 
means to them and make sure we deliver our services 
in	a	supportive	way.	Our	aim	is	for	our	services	to	be	
accessible	to	people	from	all	religions	and	cultures,	and	
ensure	as	many	people	as	possible	have	their	needs	
met	at	the	end	of	their	lives.	We	are	piloting	this	project	
in	Cambridgeshire	and	hope	to	expand	it	in	future.	

•	 We	also	focused	on	the	things	that	matter	to	patients	
in	our	hospices.	Thanks	to	a	grant	from	the	John	Sykes	
Foundation,	staff	at	Sue	Ryder	Duchess	of	Kent	Hospice	
in Reading now wear clearer name badges to help 
people	with	dementia	and	visual	impairments.	They	were	
created	as	an	adaptation	of	the	national	‘Hello,	My	Name	
is…’	initiative	led	by	the	late	Dr	Kate	Granger,	reminding	
healthcare	staff	about	the	importance	of	introductions.	

		 	A	small	gesture	can	make	a	huge	difference	in	
providing	personalised	care.

  Abby Pearson, Quality and Improvement 
Manager at Sue Ryder Duchess of Kent Hospice 

Leah	is	a	Sue	Ryder	Nurse	at	Sue	Ryder	Thorpe	Hall	Hospice	in	Peterborough	
and	cares	for	people	with	life-limiting	conditions.	She	said:	“It	is	such	an	
achievement	when	you	know	you	have	helped	someone	to	have	a	peaceful	
death	–	being	there	for	them	and	their	family,	helping	them	through	the	
process	and	helping	to	achieve	the	things	that	matter	to	them.”

                 Meet our team ▼
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		I	know	that	Sue	Ryder	
Manorlands Hospice  is going 
to	be	there	for	me	through	my	
whole	journey,	the	good	and	the	
bad,	which	is	so	reassuring.	

  Molly
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Molly’s story 
Molly	is	a	patient	at	Sue	Ryder	Manorlands	Hospice	in	
Yorkshire.	She	is	being	supported	by	the	hospice’s	expert	
community	team,	which	includes	Sue	Ryder	Nurses.	 
They	care	for	people	in	their	own	homes	by	providing	
advice,	managing	physical	symptoms	and	working	
closely	with	GPs	and	health	and	social	care	professionals.	

Molly,	57,	was	originally	diagnosed	with	breast	cancer	in	2015.	She	had	
a	family	history	of	the	disease	so	she	went	along	to	a	drop-in	clinic	for	a	
check-up.	She	said:	“I	went	through	surgery,	chemo	and	radiotherapy.	 
It	all	finished	in	2016	and	I	just	felt	so	very	lucky.”

But,	in	2020,	Molly	found	out	the	cancer	had	returned	and	spread	to	the	
bones	in	her	pelvis.	“It	was	quite	a	shock	and	I	had	a	lot	of	different	emotions.	
You	go	from	feeling	fairly	normal	one	day	to	suddenly	being	in	a	really	bad	
place.	That’s	why	it’s	been	so	great	to	have	a	really	good	healthcare	team	
around	me.

“When	it	got	to	a	point	where	I	was	in	a	lot	of	pain,	the	doctors	put	me	in	
touch	with	Sue	Ryder	Manorlands	Hospice.	Vicki,	a	palliative	care	nurse,	
came	out	to	see	me	at	home.	I	can	call	her	if	I	need	anything.	I	know	that	
Manorlands	is	going	to	be	there	for	me	through	my	whole	journey,	the	good	
and	the	bad,	which	is	so	reassuring.”

Vicki	has	also	helped	Molly	to	talk	about	her	wishes	and	made	sure	that	
everyone	involved	in	her	care	is	aware	of	what	she	wants.	“It	means	I	have	
been	able	to	put	things	in	place.	I	will	have	an	ongoing	need	for	Sue	Ryder’s	
help	and,	when	it	comes	to	it,	I	would	like	to	go	to	the	hospice.”

Molly	is	determined	to	make	the	most	of	the	time	she	has	left	and,	with	the	
help	of	her	friends,	is	fulfilling	some	long-held	ambitions.	“One	of	my	doctors	
told	me	to	embrace	each	day	and	don’t	try	to	look	too	far	forward,	so	I	try	to	
follow	that	advice.	And	that’s	where	Manorlands	has	been	so	reassuring.”

How we helped
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There when it matters – for people with 
complex neurological conditions
In	2021–22,	we	provided	specialist	neurological	care	to	help	people	live	their	lives	to	the	fullest.	
Whether	we	were	supporting	someone	in	one	of	our	neurological	care	centres,	through	
our	day	services	or	supported	living,	we	tailored	our	care	to	their	needs	and	aspirations.

Neurological rehabilitation services 

•	 This	year,	we	helped	more	people	get	their	
independence back through our neurological 
rehabilitation	services,	which	we	provide	at	two	of	our	
centres	in	Lancashire	and	Suffolk.	These	services	offer	
dedicated	beds	and	shorter,	more	intensive	periods	of	
treatment	for	people	with	acquired	brain	injuries.	Our	
teams,	which	include	therapists,	neuro-psychologists,	
nurses and social workers, help people to build strength, 
relearn	skills	or	find	new	ways	of	doing	things.	

Our neurological rehabilitation services in 
Lancashire and Suffolk: key facts 

• We	have	20 rehabilitation beds	(14 at  
Sue	Ryder	Neurological	Care	Centre	Lancashire	
in Preston, six at	Sue	Ryder	Neurological	Care	
Centre	The	Chantry	in	Ipswich).

• 	Overall,	we	cared	for	78 people in those  
beds,	compared	to	62	the	previous	year	–	 
an increase of 26%.

• 	We	helped	people	regain	independence	–	 
more than half	of	those	cared	for	returned	
home	after	their	rehab.

• At	Sue	Ryder	Neurological	Care	Centre	The	
Chantry,	most of those using the service had 
experienced	a	stroke	(18	in	total).

• At	Sue	Ryder	Neurological	Care	Centre	Lancashire,	
the	average	length	of	stay	was	74 days.

• The	average	age	of	people	using	the	services	
was 58	at	Sue	Ryder	Neurological	Care	Centre	
Lancashire and 63	at	Sue	Ryder	Neurological	 
Care	Centre	The	Chantry.	Across	both	centres,	 
the	youngest	person	was	22.

Person-centred approach

It’s	important	to	us	to	take	the	time	to	find	out	what	
really	matters	to	those	we	care	for	–	including	those	little	
extra touches:

•	 Staff	at	Sue	Ryder	Neurological	Care	Centre	Dee	View	
Court	in	Aberdeen	created	a	thoughtful	‘wishing	well’,	
which	saw	service	users	make	a	wish	list	of	things	
they	wanted	to	do	in	the	centre	during	the	pandemic	
restrictions,	when	retail	and	hospitality	outlets	were	
closed.	Staff	worked	really	hard	to	bring	the	‘outside	in’	
and	make	their	wishes	a	reality.	This	included	creating	
a	restaurant	in	the	centre,	as	well	as	a	pub	for	football	
fans	who	wanted	to	watch	the	Euros.	

•	 Sue	Ryder	Neurological	Care	Centre	Dee	View	Court	
also	made	sure	service	users	could	stay	connected	and	
involved	in	family	life	and	with	their	local	communities.	
Staff	offered	access	to	tablets	and	set	up	a	Zoom	
video	call	account	for	each	person	so	they	could	
communicate	virtually.

•	 We	also	worked	with	tenants	at	our	Sue	Ryder	Fourways	
Supported	Living	service	in	Suffolk	on	projects	such	
as	improving	the	garden.	This	included	creating	a	
new	wheelchair-accessible	pond,	which	made	a	big	
difference	to	everyone’s	enjoyment	of	nature	and	the	
outside	space.

New ways of working

•	 We	encouraged	our	therapy	and	care	teams	to	work	
more	closely	together,	to	make	sure	we	provided	the	
best	possible	care.	Our	Collaborate	Project	at	Sue	Ryder	
Neurological Care Centre Lancashire saw our carers 
and	therapists	move	away	from	holding	individual	
sessions	with	the	people	they	supported.	Instead,	they	
teamed	up	and	worked	alongside	each	other.	This	
meant	they	could	learn	more	about	each	other’s	roles,	
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do	informal	training	and	broaden	their	knowledge	and	
skills.	Importantly,	it	also	meant	the	people	we	cared	for	
had	a	more	personal	experience.	We	hope	this	model	of	
working will be something other rehabilitation units in 
the	UK	will	aspire	to.

A new Parkinson’s Helpline 

•	 To	be	there	for	people	living	with	Parkinson’s	disease,	
their	carers	and	health	professionals,	Sue	Ryder	
Neurological	Care	Centre	The	Chantry	launched	a	
new	helpline.	It	started	in	July	2021	and	was	delivered	
with	the	Ipswich	and	East	and	West	Suffolk	Clinical	
Commissioning	Groups.	It	offered	a	single	point	of	
contact	for	information	and	support	for	people	at	all	
stages	of	the	illness,	empowering	them	to	make	their	
own	choices	and	feel	in	control	of	their	lives.	

Neurologic Music Therapy (NMT) 

•	 We	introduced	NMT	at	Sue	Ryder	Neurological	Care	
Centre	Lancashire.	NMT	uses	musical	elements	such	
as	rhythm	and	melody	to	connect	with	the	brain,	as	
research	shows	that	used	alongside	other	techniques,	
music	therapy	can	dramatically	transform	the	
rehabilitation	of	people	with	brain	injuries.	

Sharing expertise at first-of-its-kind conference

•	 Our	team	at	Sue	Ryder	Neurological	Care	Centre	
The	Chantry	hosted	their	first	conference	for	health	
and	social	care	professionals	in	March	2022.	The	
conference’s	theme	was	Establishing	Effective	
Neurorehabilitation Services and it brought together 
speakers	from	across	the	east	of	England	for	an	
inspiring	day	of	discussion	and	learning.

Emma	was	the	first	Occupational	Therapist	to	join	the	team	at	Sue	Ryder	Neurological	Care	
Centre	Stagenhoe.	Emma	supports	people	to	improve	their	ability	to	do	everyday	tasks.	She	
said:	“Looking	at	a	person	as	a	whole	is	really	important.	I	look	past	their	diagnosis	and	ask	
them	what’s	important	and	meaningful	to	them,	and	ask	their	family	too.	One	service	user	
really	wants	to	cook	for	his	wife,	so	we	are	doing	cooking	practice.”

		 	Some	service	users	may	have	difficulty	
communicating	through	speech,	but	amazingly	they	
can	sometimes	recall	and	sing	lyrics,	because	music	
is	stored	differently	in	the	brain	to	regular	speech.	
Music	can	be	joyful	and	uplifting,	sometimes	calming	
and	soothing,	and	I	think	that	this	is	so	beneficial	for	
all	of	our	service	users.	It	might	just	be	the	highlight	
of	their	week.   

  Volunteer Caroline, who supports the music 
therapy sessions

                 Meet our team ▼

“Going above and beyond’’ 

Staff	at	Sue	Ryder	Neurological	Care	Centre	
Stagenhoe	in	Hitchin	were	deserving	finalists	in	the	
2021	Hertfordshire	Care	Awards.	This	recognised	
their	achievements	during	the	Covid-19	pandemic.	
Sally	Davies,	Regional	Service	Director,	said:	“I	am	
proud	of	each	and	every	person	for	pulling	together	
and	going	above	and	beyond	during	what	has	been	
an	extraordinary	year.”

How we helped
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Virginia’s story
When	Virginia	arrived	at	our	Sue	Ryder	Neurological	Care	
Centre	Lancashire,	she	couldn’t	stand	or	even	pick	up	a	
pen.	But	three	months	later,	she	was	able	to	walk	out	of	
the	centre	by	herself.

Virginia	developed	Guillain-Barré	Syndrome,	a	rare	and	potentially	life-
threatening	condition	that	affects	the	nerves,	in	April	2021.	Within	four	weeks,	
Virginia	was	completely	paralysed	and	at	one	stage	was	admitted	to	intensive	
care	amid	concerns	she	might	stop	breathing	for	herself.	She	was	discharged	
from	hospital	after	six	months,	still	unable	to	stand	by	herself.	She	said:	“I	felt	
depressed.	I	couldn’t	see	where	I	was	going.”

The	turning	point	for	Virginia	came	when	she	was	transferred	to	Sue	Ryder	
Neurological	Care	Centre	Lancashire	for	specialist	rehabilitation	in	September	
2021.	She	said:	“The	whole	place	is	so	inspirational.	Within	two	weeks,	they	had	
got	me	standing	on	my	own.”

In	the	gym,	Virginia	was	able	to	move	with	the	support	of	parallel	bars,	
progressing	rapidly	to	using	a	zimmer	frame	and	then	crutches.	“It	was	 
just	miraculous.”

As	a	veterinary	surgeon,	the	loss	of	her	manual	dexterity	had	been	particularly	
upsetting.	She	had	played	the	piano	when	younger	and,	after	being	provided	
with	a	keyboard	and	exercises	by	Sue	Ryder’s	music	therapist,	was	soon	able	to	
play	a	tune.	Another	big	breakthrough	came	when	she	was	finally	able	to	hold	
a	pen	and	write	out	her	request	from	the	lunch	menu.

Virginia	was	discharged	on	December	8th	2021.	She	said:	“I	walked	out	the	
centre	unassisted,	only	a	few	yards,	but	it	was	an	amazing	feeling.”

Now	home	with	husband	James,	she	continues	to	improve	with	the	help	of	
daily	exercise	and	has	returned	to	work	for	three	hours	a	week.	She	said:	“An	
experience	like	this	really	makes	you	realise	what	you	take	for	granted,	even	
just	standing	outside	in	the	rain	or	the	sun.”
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		The	whole	place	is	so	inspirational.	
Within	two	weeks,	they	had	got	me	
standing	on	my	own.	

  Virginia

▲ Photo credit: 
Thank	you	to	the	
Lancashire Post
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There when it matters –  
for people coping with bereavement
In	2021–22,	we	continued	to	grow	our	Online	Bereavement	Support	to	help	more	
people	who	were	grieving.	We	did	this	through	easy-to-access	virtual	services	including	
a	community	space	where	people	can	share	experiences,	free	video	counselling	
delivered	by	trained	professionals,	and	resource	pages	full	of	advice.	We	adopted	the	
National	Bereavement	Alliance	and	NICE	three-tiered	model	of	service	delivery,	to	make	
sure	each	part	of	our	services	had	a	clear	remit.

Online Bereavement Community –  
a place to chat to others who understand

Online Bereavement Community: key facts

• We	had	153,866	visitors,	an	increase	of	20%  
from	last	year	(128,253)

• Average	of	3,540 posts per month

• Average	of 565	new	registrations	per	month.	

We	found	that	more	people	than	ever	before	used	our	Online	
Bereavement	Community,	where	they	could	talk	to	others	
who	were	grieving,	share	feelings	and	support	each	other.	

Other	highlights	saw	us	working	closely	with	the	
Information	and	Advisory	Service	(Online	Harms)	at	
Samaritans	to	ensure	we	had	best	practices	in	place.	We	
also	launched	a	new	LGBTQ+	space	on	the	site.	

Insights from our annual Online Bereavement 
Community user survey

• 95%	visited	the	community	because	they	 
were bereaved

• 93%	had	not	used	a	Sue	Ryder	service	before	(of	
this group, 14%	had	never	heard	of	Sue	Ryder)

• 74%	said	the	community	helped	them	feel 
less alone

• 55%	said	the	community	helped	them	feel	more	
able to cope

• 81%	felt	that	members	of	the	community	cared	
about each other

• 17%	did	not	have	any	additional	sources	of	
support	outside	of	the	community

• 81%	were	able	to	find	their	way	around	the	site	
easily/without	any	major	issues.	

▲ Our Online Bereavement Support helps 
people who are grieving

Kim is an Online Bereavement 
Counsellor and supports people 
coping	with	grief	through	free	
video	counselling.	She	said:	
“It’s	really	wonderful	to	see	the	
process	work.	To	see	someone	
start raw, overwhelmed, not 
managing	and	when	you	end	
they’re	coping	differently	and	are	
more	resilient,	it’s	very	rewarding.”

                 Meet our team ▼
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Online Bereavement Counselling –  
free sessions from the comfort of home

Online Bereavement Counselling: key facts 

• 925 people had initial assessments, with 766 
going on to attend at least one bereavement 
counselling session

• We	delivered	4,715 sessions in total

•  98%	of	people	reported	a	positive	experience	 
of	support.

We	responded	to	a	greater	demand	for	our	services,	
initiated	in	part	by	Covid-19	as	well	as	a	greater	need	for	
bereavement	support	generally.	We	continued	to	grow	
our team, including recruiting additional bereavement 
counsellors and two clinical administrators, to help keep 
things	running	smoothly.	

To best support people and respond to more complex 
presentations	of	grief,	we	developed	a	new	assessment	
process	and	incorporated	the	Adult	Attitude	to	Grief	scale,	
developed	at	Keele	University	by	Linda	Machin.	

Insights from feedback we received at key points 
in people’s counselling journey

• Across	the	year,	our	users	reported	an	average	
rating	of	4.6 out of 5	for	their	experience	of	the	
platform

• 98%	agreed	they	benefited	from	counselling

• 95% agreed that having counselling online made 
it	easier	for	them	to	access	support

• 97%	agreed	that	the	counselling	helped	them	feel	
less alone in their experience

• 96% agreed that their sessions helped to improve 
their emotional wellbeing

• 82%	felt	better	equipped	to	cope	with	their	grief	
and	bereavement	following	their	sessions.

Find out more about our Online Bereavement Services at 
 sueryder.org

Bereavement information and grief advice –  
a wealth of resources at your fingertips

Bereavement information and grief advice:  
key facts 

• 347,506 people visited the bereavement 
information	pages	on	our	website	

• Our top five advice pages by page  
views were:

1.	 Supporting	someone	else:	What	to	say	to	
someone	who	has	been	bereaved	(9%	of	total	–	
55,132	views)

2.	 Grief	Kind	(8%	–	48,465	views)

3.	Someone close to me has died: How long does 
grief	last?	(6%	–	35,433	views)

4.	How we can help – Online Bereavement 
Support	(6%	–	35,189	views)

5.	 Support	for	yourself:	How	long	does	grief	last?	
(5%	–	33,234	views)

This	year,	we	enhanced	our	information	pages	to	make	
sure we were providing people with the best possible 
experience.	We	also	created	new	content	to	support	
bereaved	young	people.	This	included	inviting	young	
people	who	had	been	through	the	death	of	someone	
close	to	them	to	take	part	in	a	virtual	focus	group,	to	
discuss	the	bereavement	support	available	and	the	types	
of	support	they	would	like	to	see.	We	used	their	valuable	
feedback	to	shape	our	content.	

Turn	to	page	26	to	read	about	how	we	created	a	national	
movement	of	kindness	around	grief.

		 	Previously	I	had	no	outlet	to	express	my	grief	and	
was	really	struggling,	the	sessions	helped	me	to	
express	my	feelings	and	get	helpful	feedback	and	
advice.	   

		 	Without	this	service	I	don’t	think	I	would	be	where	
I	am	today,	which	is	a	much	stronger	and	more	
understanding	version	of	myself.	   

Online Bereavement Counselling Service feedback

How we helped
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		Grief	doesn’t	get	better	but	it	gets	
different.	The	kids	and	I	came	up	
with	the	idea	of	honouring	Don,	
and	I	think	for	me	to	try	and	live	
a	life	that	I	enjoy	and	a	life	that’s	
productive	is	in	some	ways	also	
honouring	Don.	

  Anne 
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Anne’s story
Anne’s	husband	Don	was	diagnosed	with	oesophageal	
cancer	five	years	ago.	After	his	death	in	November	2020,	
aged	65,	Anne	actively	looked	for	resources	that	might	
help	her	and,	when	she	came	across	Sue	Ryder’s	Online	
Bereavement	Counselling,	she	decided	to	give	it	a	try.

“I	was	really	pleased	for	two	reasons:	one	of	them	was	that	my	counsellor	was	
superb	but	also	it	was	the	process	of	booking	that	I	found	very	empowering.	
You	are	given	access	to	the	counsellor’s	diary	so	you	can	book	your	session	
for	when	you	would	like	it.	It	was	just	having	some	agency,	I	had	never	come	
across	that	before.	I	used	to	go	to	the	office	upstairs	and	set	myself	up	for	the	
counselling	sessions	and,	I	think	because	I	did	the	sessions	in	my	own	home,	
they	remain	very	vivid	for	me.”

Anne	said	the	six	free	counselling	sessions	gave	her	an	opportunity	to	talk	
without	feeling	like	she	was	burdening	friends	and	family.

“Having	somewhere	where	I	felt	I	could	just	say,	‘this	is	my	grief	and	this	is	hard’	
was	really	useful.	I’m	quite	a	stoical	person	but	it	was	great	to	just	have	some	
space	that	felt	like	mine.

“One	of	my	friends	had	said	that	I	would	need	to	plan	to	live	a	different	life	and	
I	think	I	used	the	counselling	to	help	me	with	that	and	what	that	life	might	look	
like.	It	was	a	great	opportunity	for	me	to	self-reflect.

“Grief	doesn’t	get	better	but	it	gets	different.	The	kids	and	I	came	up	with	the	
idea	of	honouring	Don	and	I	think	for	me	to	try	and	live	a	life	that	I	enjoy	and	a	
life	that’s	productive	is	in	some	ways	also	honouring	Don.”

How we helped
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Famous faces showed their support

To	help	spread	the	word	about	Grief	Kind,	Sue	Ryder	
Ambassadors Lottie Tomlinson and Richard Arnold, 
and	celebrities	Malin	Andersson	and	Davinia	Taylor,	
shared	their	personal	experiences	of	grief	in	a	moving	
photo	and	video	series.	They	shone	a	light	on	what	
helped them, or what would have helped them, 
through	their	grief.	

‘I don’t know what to say, but I am sending you so 
much love’

We	offered	people	helping	their	family	and	friends	
through	grief	a	range	of	cards	they	could	send	to	show	
their	support.	These	featured	meaningful	messages	
that bereaved people told us had helped them, 
including	‘You	never	need	to	lie	when	I	ask	how	you’re	
doing’.	The	cards	proved	popular	and	72,000	packs	
were	ordered	during	the	year.	

		 	We	need	to	start	meeting grief with	warmth	and	
acceptance,	rather	than	fear. It’s	time	to	begin	the	
conversation,	instead	of	shying	away	because	we 
are	worried	about	saying	the	wrong	thing,	or	think	 
it	might	make	the	bereaved	person	feel	worse.	   

  Bianca Neumann, Sue Ryder’s Head 
of Bereavement

Opening up about grief 

This	was	followed	by	our	first	Grief	Kind	podcast	series	
in	October	2021.	Sue	Ryder	Ambassador	and	journalist	
Clover	Stroud	interviewed	celebrity	guests	Candice	
Brathwaite,	Pearl	Lowe	and	fellow	Sue	Ryder	Ambassador	
Lisa	Riley.	They	shared	their	personal	experiences	of	
bereavement	and	gave	listeners	advice.	The	podcast	was	
well-received	by	the	public	and	reached	number	24	in	the	
Apple	podcast	charts	when	it	was	first	launched.	By	the	
end	of	March	2022,	it	had	more	than	21,000	listens.	

Expert video tutorials

We	also	produced	five	Grief	Kind	video	classes	that	saw	
our	Sue	Ryder	bereavement	experts	talk	about	topics	
including	whether	there	was	a	normal	way	to	grieve.

Our	exciting	future	plans	include	raising	awareness	of	how	
men	deal	with	grief	and	a	second	series	of	the	Grief	Kind	
podcast.	You	can	find	out	more	about	Grief	Kind	at	 

 sueryder.org/griefkind  

Spotlight on... Grief Kind
Grief	can	be	isolating	and	scary.	But	thousands	of	people	grieve	without	the	support	
they	need	and	the	pandemic	has	made	getting	help	even	harder.	That’s	why	we	
launched	our	Grief	Kind	campaign	in	the	summer	of	2021,	to	help	people	support	their	
loved	ones	who	are	grieving.	We	wanted	to	start	conversations,	share	as	many	different	
stories	as	we	could	and	give	people	more	confidence	to	help	someone	they	love.

Our research  
showed	almost	half	
(44%)	of	the	general	public	
weren’t	sure	what	to	say	when	
someone told them a close 
relative	or	friend	had	died.

Did you 
know?
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2021–22 highlights included:

Health and Care Bill

We	collaborated	with	other	charities	in	the	sector	to	
influence	the	Health	and	Care	Bill	that	went	through	
parliament.	In	February	2022,	we	were	delighted	to	see	an	
amendment	laid	by	the	Department	for	Health	and	Social	
Care	(DHSC)	to	the	Bill,	making	it	a	legal	requirement	for	
all local areas to commission appropriate palliative care 
services	in	England.	We	hope	this	will	mean	more	people	
will	be	able	to	access	the	end-of-life	care	they	need,	no	
matter	where	they	live.

Impact of Covid-19 on healthcare

We	drew	on	the	experiences	of	our	specialist	care	teams	
to	respond	to	consultations	on	the	issues	Covid-19	has	
caused	in	care	pathways,	and	how	the	government	and	
the	NHS	could	mitigate	these.	

Advance Care Planning

As	members	of	the	Ambitions	Partnership,	Sue	Ryder	was	
able	to	give	feedback	on	NHS	England	guidance	‘Universal	
Principles	for	Advance	Care	Planning’.		

Neurological Alliance and Community  
Rehab Alliance

We	continued	to	support	the	Neurological	Alliance	and	
Community	Rehab	Alliance	to	make	sure	patients	can	
access	person-centred,	high-quality,	joined-up	care.	

Bereavement leave and expertise

We	continued	to	call	for	the	introduction	of	two	weeks	of	
statutory	paid	bereavement	leave	for	all	UK	employees.	
We	also	lent	our	expertise	to	organisations	such	as	Acas,	to	
help	employers	better	support	employees	through	grief.	

Using our voice to help the people we 
support be heard
We	are	passionate	about	a	future	where	everyone	can	access	the	quality	of	care	
they	need	and	deserve.	Over	the	past	year,	we	campaigned	and	engaged	with	the	
government	and	stakeholders	to	improve	the	landscape	for	palliative,	neurological	
and	bereavement	care.	We	worked	against	the	backdrop	of	ongoing	challenges	
caused	by	a	second	year	of	living	with	Covid-19.

▲ Leanne	Creighton,	our	Senior	Influencing	Manager,	 
with	Baroness	Finlay	of	Llandaff,	celebrating 
the	amendment	to	the	Health	and	Care	Bill.	

52,000	people	have	
signed our petition 
calling	on	the	government	for	
two	weeks	of	statutory	paid	
bereavement	leave.

Did you 
know?
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Integrated Care Systems

An	evolving	area	of	our	work	was	around	the	NHS’s	new	
Integrated	Care	Systems	(ICSs).	We	engaged	with	the	
NHS	and	associated	bodies	at	a	national	and	local	level.	
We	want	to	ensure	the	needs	of	end-of-life	patients	are	
heard	within	this	new	structure	and	can	influence	and	
improve	services.	

We also focused on two overarching issues that 
must be addressed to ensure that we – as a sector 
– can always be there for those who need us: 
workforce and funding.  

Workforce planning

The	expert	care	delivered	by	our	Sue	Ryder	teams	
underpins	all	that	we	do	as	an	organisation.	We	
collaborated with others in the sector to secure legislative 
commitments	to	future	workforce	planning	in	line	with	
population	projections.	This	will	help	tackle	health	and	
care	staff	shortages	across	the	entire	system;	while	the	
end-of-life	care	sector	is	not	fully	funded	by	the	NHS,	our	
teams	are	a	vital	part	of	frontline	healthcare	in	the	UK.	

Future of funding for the hospice sector

We	took	our	#FundHospiceCare	campaign	to	the	
Conservative	and	Labour	party	conferences	in	autumn	
2021,	to	raise	awareness	of	the	growing	demand	for	
palliative	care	and	the	need	for	a	sustainable	funding	
solution.	Our	stand	sparked	discussion	about	our	
independent research into the expected rise in demand 
and	cost	of	end-of-life	care	services.	A	London	Economics	
report	for	Sue	Ryder	has	shown	the	number	of	people	
receiving palliative care services is expected to increase 
by up to 55% over the next decade2.	Overall,	we	secured	
the	support	of	over 35 MPs	for	our	campaign	calling	on	
the government to commit to covering 70% of the costs 
of	hospice	provision	across	the	sector.

Feedback from our service users about our care

		 	Thank	you	for	looking	after	my	dad	in	his	final	 
days	and	for	your	kindness	to	me	and	my	family	
when	he	slipped	away	peacefully.	You	do	an	
amazing	job.	  

		 	Thank	you	so	much	for	all	your	hard	work,	
kindness	and	compassion.	You	make	the	world	 
a	better	place	and	we	really	appreciate	everything	
you	do.	   

		 	I	thank	you	for	all	of	the	care	you	gave	to	my	mum.	
There	were	two	amazing	nurses	who	were	there	
with	my	mum	at	the	moment	she	passed	away.	
I	never	got	their	names	but	at	the	most	painful	
moment	they	were	there	for	both	of	us.	    

		 	I	don’t	know	how	anyone	would	get	through	 
it	without	all	the	help	I	have	had	–	the	Sue	 
Ryder	Community	team	has	been	so	patient	 
and	just	amazing.	    

▲	Emma	Vasey,	Sue	Ryder’s	Head	of	Influencing	
and	Engagement,	speaking	to	Sajid	Javid	MP,	previously	
Secretary	of	State	for	Health	and	Social	Care,	at	the	
Conservative	party	conference.

2		 	‘Modelling	demand	and	costs	for	palliative	care	services	in	England’	report,	conducted	by	London	Economics	and	commissioned	by	Sue	Ryder.	See	more	at:	 
 www.sueryder.org/hospicefunding
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In 2021–22, our volunteers contributed 
more than 1.3 million hours of support. 

Our shops 

•	 Our active retail volunteers	increased	by	5%,	from	
5,888	to	6,183.		

•	 As well as being rewarding, volunteering can open 
the	door	to	new	pathways	and	possibilities.	Last	year,	
we recruited 100 of our volunteers into paid  
Sue	Ryder	roles.	

•	 The	average	number	of	volunteers	per	shop	increased	by	
over 8%,	from	14	volunteers	to	15.2	volunteers	per	shop.

		 	Volunteering	brought	me	back	into	the	world.	   

  Retail volunteer, Sue Ryder Altrincham

Befriending

•	 Over	60	patients	received	regular	support	from	our	
friendly	and	caring	volunteer	befrienders.

Partnerships

A	number	of	exciting	partnerships	flourished,	despite	the	
challenges	caused	by	Covid-19:

•	 We	created	a	new Volunteer Life Story Biographer 
role	to	record	patients’	stories.

•	 Our volunteers supported bereaved people through 
community	drop-in	Bereavement Help Points  
in	Rutland.	

•	 We	partnered	with	Paintings in Hospitals to develop 
a	new	volunteer-led	art	therapy	project.	

Bike workshop volunteers 

•	 Since	2017,	volunteers	from	Her	Majesty’s	Prisons	 
have raised £450,000	by	repairing	bikes	to	be	sold	at	
our	shops.	

Our volunteers are there when it matters
We	were	incredibly	lucky	to	benefit	from	the	support	of	over	12,000	volunteers	last	year.	
They	made	a	difference	in	vital	roles	such	as	befriending,	manning	the	tills	at	our	shops	
and	raising	funds.	Without	them,	we	simply	couldn’t	have	been	there	when	it	mattered.

Paul	has	volunteered	at	Sue	Ryder	Manorlands	
Hospice	near	Keighley	for	nine	years.	Paul,	who	helps	
to maintain the grounds, was inspired to volunteer 
after	his	mum	was	cared	for	by	the	hospice.	

He	said:	“When	I’ve	given	patients	and	families	my	
time	and	energy,	I	always	come	away	feeling	good	
about	myself	because	I’ve	done	something	that	has	
potentially	made	someone’s	life	just	a	little	bit	better.”

                 Meet our team ▼

Learning and development

We	offered	opportunities	to	ensure	our	volunteers	felt	
valued and had a more inclusive experience:

•	 Volunteers completed over 3,000 training courses to 
support	them	in	their	roles.	

•	 We	started	working	on	a	new online hub for	our	
volunteers,	which	launched	in	2022.	This	space	has	
a	focus	on	inclusion,	wellbeing,	and	learning	and	
development.	

•	 More than 1,300	people	were	members	of	our	
Volunteer	Facebook	Group,	staying	connected	with	
each	other.	

		 	I	am	no	longer	lonely	–	I	have	a	reason	to	get	 
out	of	bed	in	the	morning.	I	feel	part	of	a	 
community	again.	   

  One of our volunteers
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Some of the steps we took in 2021–22 
included: 

Enhancing our understanding

We	delivered	masterclasses	and	online	learning	sessions	
for	staff	and	volunteers	on	topics	such	as	valuing	
difference	and	disability	inclusion.	

Not putting a label on it

Our	Sue	Ryder	shops	removed	all	references	to	gender	
from	fashion	barcodes	and	children’s	clothing	labels,	to	
make	sure	they	are	as	inclusive	as	possible.

Spotlight on...  
Equality, Diversity  
and Inclusion
Building a more inclusive and empowering  
culture	for	everyone	who	works	or	volunteers	at	 
Sue	Ryder	has	been	high	on	our	agenda	this	past	year.	 
The	changes	we	are	making	will	increase	awareness	of	
Equality,	Diversity	and	Inclusion,	and	ensure	minority	
communities	are	heard	and	represented	across	Sue	Ryder,	
so	that	we	better	reflect	the	people	who	access	our	services.	

Community	Fundraiser	Nick	works	at	Sue	Ryder	St	John’s	Hospice	near	Bedford,	
supporting	people	to	raise	vital	funds.	

He	said:	“I	haven’t	always	been	in	fundraising.	My	first	job	after	graduating	was	as	a	
personal	tax	adviser.	At	this	time	in	my	life,	I	was	fully	sighted,	but	in	2014	I	lost	my	
eyesight	due	to	cancer.	Being	blind	meant	that	I	had	to	learn	and	adapt	the	way	I	lived	
and	worked.	Going	through	this	experience	made	me	want	to	change	my	career.”

With	his	support	worker	Donna	and	guide	dog	Amber,	Nick	started	working	as	a	
charity	fundraiser.	In	2021	he	joined	Sue	Ryder.	

“My	fundraising	team	is	incredible	and	very	understanding	of	my	visual	impairment	
and	the	way	I	adapt	to	different	situations.	Interacting	with	our	amazing	supporters	and	
families	and	hearing	their	stories	has	been	inspiring,	and	drives	me	on	every	day.	There	 
have	been	a	few	hurdles	to	get	over,	mainly	learning	how	to	use	Google	Apps	and	the	 
shortcut	keys	that	come	with	them!	Amber	has	also	had	to	learn	a	few	new	routes	to	get	us	
around	the	hospice	safely.	She	particularly	likes	checking	out	the	kitchen	as	we	pass.”

Improving our recruitment processes

To prevent unconscious bias, we removed the personal 
information	of	people	applying	for	staff	and	volunteer	
roles	from	our	recruitment	process.	This	is	helping	to	
ensure	all	candidates	are	evaluated	solely	on	their	skills	
and	experience.	

Introducing new policies

These	included	our	new	menopause	policy	and	trans	and	
non-binary	policy.

                 Meet our team ▼
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Financial summary 2021–22
Overview 

The	year	started	with	our	retail	shops	closed	as	the	
Covid-19	pandemic	continued	to	impact	our	finances.	
Trading	resumed	in	England	and	Wales	when	our	shops	
reopened	on	12th	April,	with	the	first	week’s	sales	the	
highest	on	record.	We	slowly	returned	to	face-to-face	
and	public	fundraising	activities	as	lockdown	restrictions	
eased.	This	was	not	without	challenge,	as	many	events	
continued to be cancelled or postponed due to reduced 
public	confidence	caused	by	the	pandemic.	We	ran	a	

number	of	fundraising	campaigns,	which,	combined	with	
local	and	central	government	Covid-19	support	funding,	
ensured	that	we	could	continue	with	the	provision	of	
our	charitable	activities	throughout	the	year.	The	results	
are	inclusive	of	£6m	of	government	support	(2020–21:	
£36.1m)	made	available	to	Sue	Ryder	in	ongoing	response	
to	the	pandemic.	Sue	Ryder	reported	a	net	surplus	of	
£6.7m	in	2021–22	compared	to	a	net	surplus	of	£11.1m	
in	the	previous	year.

Unaudited	accounts	for	the	year	ended	31st	March	2022.

Summary	and	net	calculations	of	the	Statement	of	Financial	Activities

⊲ Our healthcare teams give 
people the compassion and expert 
care	they	need	to	live	the	best	life	
they	possibly	can

Income
£000s

Expenditure
£000s

 2021–22 Net
£000s

 2020 –21 Net
£000s

Charitable activities

–	End-of-life	care 15,828 (24,617) (8,789) 7,619

– Neurological care 20,398 (20,720) (322) (1,554)

– Homecare Scotland 1,291 (1,133) 158 316

–	International - (80) (80) (80)

Raising funds

– Fundraising 19,248 (4,521) 14,727 17,797

–	Retail	contribution	surplus/(deficit) 4,835 - 4,835 (26,081)

Other

– Other 1,646 - 1,646 2,456

– Support - (8,299) (8,299) (5,456)

–	CJRS	and	RHLGF	Covid-19	support 1,575 - 1,575 14,150

	Net	income/(expenditure) 64,821 (59,370) 5,451 9,167
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Thank you for your support
We	want	to	say	a	very	special	thank	you	to	everyone	who	supported	us	over	the	past	year.

From doing the December Daily Dash and walking 
in memory of loved ones, to making generous 
donations and supporting our appeals – and 
everything in-between – we’ve been blown away by 
your incredible fundraising. 

We can only be there for people when they need 
us most because of your kindness. Your support 
makes all the difference. 

Every pound and penny you give allows our 
specialist teams to continue providing their expert 
care and being there when it matters most.

There	are	lots	of	ways	you	can	support	our	work	and	help	
people	get	the	most	from	life.	Find	out	more	about	how	
you	can	donate,	fundraise,	or	volunteer	your	time	at	 

 sueryder.org/support-us

Did you 
know?

When	Nicola	found	herself	hospitalised	with	Covid-19	just	a	few	weeks	after	the	death	of	
her	brother	at	Sue	Ryder	Wheatfields	Hospice	in	Leeds,	it	was	a	life-changing	experience.	
After	recuperating,	the	recently	retired	midwife	spotted	an	advert	for	Sue	Ryder	and	
decided	the	time	was	right	to	fulfil	a	long-held	ambition	to	work	in	palliative	care.

Nicola	now	works	as	a	Nursing	Assistant	with	the	Hospice	at	Home	team	at	Sue	Ryder	
Palliative	Care	Hub	South	Oxfordshire.

She	said:	“It	might	sound	strange,	but	I	actually	get	more	job	satisfaction	from	palliative	
care	than	I	ever	did	as	a	midwife.	When	my	brother	was	nursed	at	Wheatfields	it	made	
me	realise	what	a	lovely	job	palliative	care	is	–	to	be	able	to	provide	that	reassurance	
for	patients	and	families	in	their	final	weeks.	My	brother’s	family	still	talk	about	the	
experience	so	positively.”

                 Meet our team ▼
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▲ Supporters ran, jogged or walked 
5k	every	day	in	December	2021	to	
raise	vital	funds	in	our	December	
Daily	Dash

		Every	pound	and	penny	you	give	allows	
our specialist teams to continue providing 
their expert care and being there when it 
matters most.	  
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There when it matters
Sue	Ryder	supports	people	through	the	most	difficult	time	of	their	lives.	For	over	65	years	our	
doctors,	nurses	and	carers	have	given	people	the	compassion	and	expert	care	they	need	to	help	
them	live	the	best	life	they	possibly	can.

We	take	the	time	to	understand	what’s	important	to	people	and	give	them	choice	and	control	
over	their	care.	This	might	be	providing	care	for	someone	at	the	end	of	their	life,	in	our	hospices	
or	at	home.	Or	helping	someone	manage	their	grief	when	they’ve	lost	a	loved	one.	Or	providing	
specialist	care,	rehabilitation	or	support	to	someone	with	a	neurological	condition.

We	want	to	provide	more	care	for	more	people	when	it	really	matters.	We	see	a	future	where	our	
palliative and neurological care reaches more communities; where we can help more people begin 
to	cope	with	bereavement;	and	where	everyone	can	access	the	quality	of	care	they	deserve.

For more information about Sue Ryder
call: 0808 164 4572 
email: info@sueryder.org 
visit: www.sueryder.org

 /SueRyderNational 

 @sue_ryder

Sue Ryder, 183 Eversholt Street, London, NW1 1BU

This document	is	available	in	alternative	formats	on	request.

Sue	Ryder	is	a	charity	registered	in	England	and	Wales	(1052076)	and	in	Scotland	(SCO39578).	Ref	no.	07482	©	Sue	Ryder.	December	2022.


