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What is Palliative Care?

Palliative care aims to improve the quality of life for people with life-limiting 

illnesses, by controlling pain and other symptoms. It also helps patients 

and families deal with emotional, spiritual or practical issues arising from 

the illness.

Who needs Palliative Care?

People suffering from an incurable progressive illness may require 

palliative care - for example, those with heart failure, advanced respiratory 

disease, dementia, the end stages of progressive neurological diseases or 

cancer. People of all ages can benefit from palliative care at all stages of 

their illness.

Where can I get more information?

You can ask the professionals looking after you or you can contact the 

local Information and support centre:

Macmillan Cancer Information and Support Centre

Lister Hospital, Coreys Mill Lane, Stevenage, Hertfordshire, SG1 4AB 

Switchboard: 01438 284 657 

Mobile 07554 436 746  |  01438 284 697 (voicemail only)

The centre is open Mon - Fri 10.00am - 4.00pm

Who provides Palliative Care?

A number of different people/teams provide palliative care:

•	 Primary	Heath	Care	Team

This team is directly responsible for your medical and nursing care, 

including palliative care, while you are at home. It is made up of your GP, 

district/community nurses, practice nurse, practice manager and other 

healthcare professionals such as community matrons and social services.
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•	 Your	GP	(family	doctor)

Your general practitioner (GP) or family doctor is responsible for your 

medical care at home.

During surgery hours you can contact the surgery. Outside normal surgery 

hours you are advised to call 111.

•	 Community	Nursing	Services,	Hertfordshire	Community	Trust

The community nursing service provides skilled nursing care in your 

home. You will have a named nurse who will talk with you and plan your 

care. Community nurses are based locally and have a good knowledge 

of local services and resources. They work closely with other health care 

professionals and agencies such as GPs, community matrons, social 

services, physiotherapists, occupational therapists, dieticians, speech and 

language therapists, pharmacists and specialist palliative care services.

•	 Community	Pharmacy

There are more than 200 in Hertfordshire and many are open for long 

hours. Pharmacists provide information and advice to help patients get 

the most benefit from their medicines. They liaise with GP practices on 

potential problems with medicines as well as ‘signpost’ patients to other 

sources of help. Many pharmacies have a consultation room so you can 

talk to the pharmacist in private.

Regularly using the same community pharmacy, will help the pharmacist 

get to know you and help you and/or your carer to:

•	 Understand your medicine 

•	 Identify any problems 

•	 Get the best from your medicines to improve their overall effectiveness 

•	 Have the medicines available when you need them

If you need help understanding your medicines, please consult your GP or 

pharmacist who will be able to offer you some advice and guidance.
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•	 Specialist	Palliative	Care	Services

Specialist palliative care services provide advice and support for patients 

and carers with complex problems. This may include emotional support, 

advice on pain and symptom control, and help to deal with spiritual 

questions. They can also refer you to other services to make sure your 

palliative care needs are met. Care can be delivered at home, as an 

outpatient, in hospital or at a local hospice.

Specialist	Palliative	Care	Teams

These may include:

• A doctor who is a specialist in all areas of palliative medicine

• Specialist palliative care nurses known as Macmillan  

 nurses in hospitals; Specialist Palliative Care nurses in North Herts  

 Community and Isabel Nurse Specialists in East Herts Community

• Other professionals who may be called on, if required, include:  

 physiotherapists, occupational therapists, dieticians, pharmacists,  

 spiritual support teams, speech and language therapists,  

 psychology services, social workers, complementary therapists and  

 lymphoedema specialists.

How can I get help from Specialist Palliative Care Services?

Specialist palliative care teams may be based in the community, in hospital 

or hospice, or may work across these locations. If you are in hospital and 

think you would benefit from seeing a member of a specialist palliative 

care team you should discuss it with ward staff.

If you are at home you should talk to your GP or district nurse.

Assessments can be offered Monday to Friday between 9.00am and 

5.00pm and for urgent/crisis needs at weekends and Bank Holidays.

Hospice at Home nursing care can be offered in collaboration with 

community nursing services over a 24hr period.
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Palliative Care Advice Line

A palliative care advice line is a 24-hour telephone helpline for patients, 

carers and healthcare professionals.

It gives direct access to nurses with experience in specialist palliative  

care who can provide advice and support or signpost you to other 

appropriate agencies.

Specialist	Palliative	Care	Multidisciplinary	Team	Meetings

When you have been referred to a specialist care team, your care may be 

discussed at a weekly multidisciplinary team meeting known generally as 

an MDT. The aim of the meeting is for all of the different people who are 

looking after you to discuss your diagnosis, treatment and care and to plan 

a way forward for you and your family. The MDT consists of people who 

are experts in different areas of palliative medicine and care. You may not 

have direct contact with all members of the team but they will be involved 

in planning your care. The team will ensure that you are given the most 

appropriate care and treatment at all stages of your illness and will keep 

you informed of decisions made about your care.

A typical team may include:

• A doctor who is a specialist in palliative medicine 

• Team administrator or secretary 

• Palliative care clinical nurse specialist 

• Palliative care social worker 

• A member of the psychology services 

• A physiotherapist or occupational therapist 

• A member of a spiritual support team

GP surgeries hold MDTs on a monthly basis and work with primary  

and specialist palliative care teams to ensure your care is monitored  

where appropriate.
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Your	Key	Worker

Your key worker is someone from the health care team who has an 

understanding of your illness, treatment and care.

They should also know about local sources of information and support that 

may be helpful to you, and be able to answer any questions or concerns. If 

they don’t know the answer, they will try to find someone who does. If your 

key worker changes you should be informed. Your key worker is your GP 

when you are home but this may also be a specialist nurse.

Holistic Needs Assessment

A holistic needs assessment is a discussion between you and your 

healthcare professional - usually a nurse or doctor - to discuss your 

physical, emotional, spiritual and social needs. The focus is on you,  

not your illness. It is an opportunity for you to share your concerns  

and identify your needs so that you can be referred to the appropriate 

services. Your key worker will be your main point of contact if you are 

unclear or concerned about any aspect of your care or have issues  

you wish to discuss.

The person who carries out your assessment will seek your agreement to 

refer you to other services that you may need, or to provide you with more 

information about these services. The holistic needs assessment will be 

offered at key points during your illness or you can request it at anytime.

Lymphoedema	Treatment

Specialist lymphoedema therapists/nurses create a treatment programme 

for you that involves manual lymphatic drainage (a special form of 

massage) and/or self-massage, multi-layer lymphoedema bandaging 

where appropriate, and provision of compression garments. Referral to 

this service is made via your GP, community nurse, specialist palliative 

care team, hospice or hospital.
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Complementary	Therapies

Complementary therapies are helpful in the relief of stress and stress-related 

symptoms. They are intended to complement conventional treatments and 

are not intended as a substitute for medical treatment.

There are many different types of complementary therapies and it is 

important to seek advice from your key worker or health care professional 

to choose one that is right for you. All therapies are given in a relaxed, quiet 

atmosphere and are a gentle non-medical, non-invasive form of treatment.

Referral to this service is made via your GP, community nurse, specialist 

palliative care team, hospice or hospital.

Hospices

In the East and North area of Hertfordshire there are three local hospices 

which can provide support for you and your family at different stages of 

your illness.

• North Herts is Garden	House	Hospice 

• East Herts is Isabel Hospice 

• East Herts border area, including Bishop’s Stortford and  

 Sawbridgeworth is St Clare Hospice

The focus of care is on enabling patients to live their lives to the full and 

providing the best quality of life when a cure is not possible.

Your local hospice offers a range of services to support you, your family, 

including children and teenagers.

Referral to your local hospice and the range of out-patient services can be 

made by the hospital, your GP and community nurses.

What	if	I	am	unable	to	immediately	return	home	following	my	
admission to Hospital or the Hospice?

Where medical treatments and care have achieved as much as they can 

during your stay, the multidisciplinary team will work with you and your 

family to find the best options available, going forward.
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Discharge from Hospital/Hospice to Preferred Place of Care

When the time arrives for discharge home or handover from the visiting 

service to outpatient care, it is important that you are safe and able to 

manage. The team caring for you will discuss discharge plans and you can 

raise any concerns or problems at this stage.

When you have been visited or seen in a clinic and complex issues, such as 

symptoms, have stabilized you will be discharged for this episode of care. 

But if your situation changes you can call for assistance again. If you have 

been discharged and are concerned seek advice from your GP or hospital 

team or community nurse.

You may require care at home and the team caring for you should assist 

with the planning of this care.

Rehabilitation Services

Rehabilitation services in palliative care aim to support you in promoting, 

maintaining and restoring your physical, psychological and social wellbeing 

to enable you to continue activities you enjoy. They will work with you and 

your family to help maximize your independence, sense of control, and 

quality of life.

Some activities are delivered as group sessions or on an individual basis 

depending on your needs.

Psychology	Services/Counselling	Services

Living with serious illness can result in many different feelings for patients 

and those close to them. Sometimes these can seem overwhelming and 

cause people to worry about how they will cope. This is where a member of 

psychology services can help. The service aims to provide a comprehensive 

assessment of psychological need and specialist interventions using a range 

of therapeutic approaches.

Referral to this service is made through your GP, specialist palliative care 

team, hospice or hospital.
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Spiritual Support Services

Spirituality means different things to different people. For some, ‘spiritual 

wellbeing’ means feeling at peace while for others it may mean a strong 

religious belief.

Questions such as ‘why me?’ or ‘what have I done to deserve this?’ may 

surface. Some people choose to talk to friends or family, others may not 

wish or feel able to do so.

There are people who are used to helping with these difficult questions. 

Spiritual support is for everyone, whatever their beliefs, life orientation, 

culture or religious background.

Referral to this service can be made through your community nurse, 

GP, specialist palliative care team, hospital, hospice or you can seek 

local services in your own home area. Details are available at your local 

information and support centre.

Support for Carers

Some localities have support groups for carers helping them to strengthen 

their own coping strategies and learn different ways of managing stress.

Referral to these groups can be made by your GP, community nurse, 

specialist palliative care team, hospital or hospice. 

Carers in Hertfordshire is a county-wide service offering assessment for 

carers. (See back for details.)

Marie	Curie	Nurses/Hospice	at	Home	provided	by	your	local	Hospice

Marie Curie and Hospice at Home nurses work with community nurses to 

give family/carer a rest. This service is arranged by your community nurse. 

If you do not have one you can contact your GP surgery for details of how 

to contact your local community nurse. This care is usually available to 

those wishing to remain at home in the last few weeks of life.
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Social	Work	Services

Social workers can help you and your family get practical and emotional 

help and sometimes financial advice.

They are employed by the Local Authority (council) and can help organise 

a home care package to assist you with tasks such as: dressing and 

washing, and also carer assessments. Referral to this service is made 

via your community nurse, GP, specialist palliative care team, hospice, 

hospital, or self-referral.

A palliative care social worker is based within the Lister Hospital Specialist 

Palliative Care team and links closely with other professionals as well as 

local authority social workers.

General	Advice

If you need help and don’t know where to turn, if you have a question or 

problem, you can contact HertsHelp. They will listen to what you need 

and, if you would like them to, telephone people and make arrangements 

on your behalf. Or they can put you in touch with organisations that can 

help. They will call you back to make sure you have found the help you 

need. (See back for details.)

Benefits	advice

Financial worries can be very challenging at the time of diagnosis and 

during your illness. A benefits advisor or social worker can assist you in 

finding and applying for benefits. You can contact your local information 

centre for advice on who to contact for benefits advice or your  

community nurse, GP, specialist palliative care team, hospital or hospice 

staff can refer you.

Your local Citizens Advice service may also be able to help and guide you.
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Will	I	need	to	pay	for	my	care?

Care and support at home to help you manage your personal care and 

household needs may involve payment. You can ask your healthcare 

professional for advice and they may refer you to a social worker if your 

needs are not complex. In certain circumstances your care may be funded 

under NHS Continuing Healthcare.

NHS Continuing Healthcare

NHS Continuing Healthcare is a package of care arranged and funded 

solely by the NHS for individuals outside of hospital, who have on-going 

health care needs.

You can receive NHS Continuing Healthcare in any setting, including your 

own home or in a care home. NHS Continuing Healthcare is free, unlike 

support provided by local authorities for which a financial charge may be 

made depending on your income and savings.

What	services	will	be	provided	if	you	are	entitled	to	NHS	 
Continuing Healthcare?

If you are entitled to NHS Continuing Healthcare, the continuing  

healthcare team will discuss options with you depending on where you 

would prefer to be looked after. The continuing healthcare team will 

develop a care plan around your individual needs. If you prefer you may 

ask for a Personal Health Budget and make arrangements for yourself 

within an agreed resource.

Who is eligible for NHS Continuing Healthcare?

Anyone over 18 who is assessed as having a certain level of care needs 

may be entitled to NHS Continuing Healthcare. It is not dependent on a 

particular disease, diagnosis or condition or on who provides the care 

or where that care is provided. If your overall assessment of care needs 

shows that you have a ‘primary health need’, you should be eligible for 

NHS Continuing Healthcare. If you are eligible your care will be funded by 

the NHS, subject to regular reviews. If your care needs to change, funding 

arrangements may also change.
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Fast	Track	Tool

If you need an urgent package of care due to rapidly deteriorating 

circumstances, the fast track tool may be used to confirm eligibility for 

NHS Continuing Healthcare funding. If this is the case, an appropriate 

clinician will complete the fast track tool and send it directly to the 

continuing healthcare department, who will arrange for care to be provided 

as quickly as possible. This may be admission to a care home (registered 

for nursing) or the provision of a package of care at home. The continuing 

healthcare team will take into account your preferences whilst ensuring 

that the care package meets your needs.

Bereavement Support

When someone close dies, whether expected or more sudden, the sense 

of shock and loss can be overwhelming.

Often there is a sense of numbness, unreality and disbelief. This feeling 

can last for weeks or months.

Although painful, it is normal to grieve and it is often family and friends 

who provide the support and comfort needed at this time.

If you become concerned about how your grief is affecting you, there 

are various avenues available. Many people find their GP surgery helpful. 

There may be a counsellor attached to your surgery if you feel it would 

help to discuss your concerns, or your surgery can put you in touch with 

bereavement services locally.

Referral to bereavement support services can be made through your GP, 

community nurse, specialist palliative care team, hospice, hospital, or you 

can contact Cruse Bereavement Service direct. (See back for details.)
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Key	to	services	provided 

by	each	organisation:	

In patient - IP. 

Day hospice - DH.

Hospice at home - H@H. 

Complementary therapies - CT.

Social worker - SW.

Carers group - CG.

Lymphoedema services - SL. 

Counselling - COU.

Bereavement support - BS. 

Spiritual Support - SP.

Occupational Therapy - OT. 

Physiotherapy - PT.

Outpatient clinics - OD.

Community outreach team - CoT.

Northern Hertfordshire Specialist Palliative Care 

24 hour Advice Line  

01462 679540

Lister	Hospital	Specialist	Palliative	Care	Team 

Coreys Mill Lane, Stevenage, SG1 4AB 

www.enherts-tr.nhs.uk  |  01438 284035

North Hertfordshire  

Community	Specialist	Palliative	Care	Team 

Gregans House. c/o Bedford Road Health Centre Bedford 

Road, Hitchin, SG5 1HF 

01462 427034

Garden	House	Hospice 

Gillison Close, Letchworth Garden City, SG6 1QU 

www.ghhospice.co.uk  |  01462 679540 

Services: IP, DH, H@H, CT, SW, COU, BS, SP, PT, OD

Community	Nurses 

Mon - Fri 8.30 am to 5.30 pm (via	patient’s	GP)

North Hertfordshire 
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Key	to	services	provided 

by	each	organisation:	

In patient - IP. 

Day hospice - DH.

Hospice at home - H@H. 

Complementary therapies - CT.

Social worker - SW.

Carers group - CG.

Lymphoedema services - SL. 

Counselling - COU.

Bereavement support - BS. 

Spiritual Support - SP.

Occupational Therapy - OT. 

Physiotherapy - PT.

Outpatient clinics - OD.

Community outreach team - CoT.

Eastern Hertfordshire Specialist Palliative Care 

24 hour Advice Line  

01707 382575

Lister	Hospital	Specialist	Palliative	Care	Team 

Coreys Mill Lane, Stevenage, SG1 4AB 

www.enherts-tr.nhs.uk  |  01438 284035

Princess	Alexandra	Hospital	NHS	Trust 

Macmillan Specialist Palliative Care Team: Hamstel Road, 

Harlow Essex CM20 1QX 

www.pah.nhs.uk  |  01279 827846

Isabel Hospice 

61, Bridge Rd East, Welwyn Garden City, AL7 1JR 

www.isabelhospice.org.uk  |  01707 382500 

enquiries@isabelhospice.org.uk 

Services: P,DH, CoT, OD, PT, CT, OT, SW, CG,  

  COU, H@H, BS, SL, SP

Community	Nurses 

Mon - Fri 8.30 am to 5.30 pm (via	patient’s	GP)

St Clare Hospice 

Hastingwood Road, Hastingwood, Essex CM17 9JX 

www.stclarehospice.org.uk 

info@stclarehospice.org.uk 

East Herts border area: IP, DH, OD 

Bishop’s Stortford and Sawbridgeworth

East Hertfordshire 
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GP	Out	Of	Hours	Service	 

111

Community	Nurse	(District	Nursing)	Out	of	Hours  

03000 333222 

Macmillan Cancer Information and Support Centre  

Lister Hospital, Coreys Mill Lane, Stevenage, Hertfordshire, SG1 4AB  

The centre is open Mon - Fri 12.00pm - 2.00pm (future expansion to 10.30pm - 3.30pm) 

01438 284657  |  01438 284697  |  07554436746

Carers in Hertfordshire 

The Red House, 119 Fore Street, Hertford SG14 1AX 

www.carersinherts.org.uk  |  01992 586969

Crossroads Care - Carer Support 

Crossroads Care Hertfordshire North provides service in North Herts, Stevenage,  

Welwyn and Hatfield, East Herts, Broxbourne, Dacorum & St Albans 

www.crossroadshn.org.uk  |  01462 427013  |  referrals@crossroadshn.org.uk

Herts Help 

Office hours are 8.00am to 6.00pm Monday to Friday  

0300 123 4044 (Calls to 0300 cost no more than a national rate call to a 01 or 02 number) 

info@hertshelp.net  |  Mincom:	0300	456	2364  |  Skype:	Hertshelp 

Text:	Text	hertshelp	to	81025  |  Fax: 0300 456 2365 

By post: HertsHelp, Hertlands House, Primett Road, Stevenage, Herts, SG1 3EE  

HertsHelp may need to take your details and pass them on to someone else who can help 

you, but they will always ask for your permission to do this. 

East And North Herts Services
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Hertfordshire County Council  

www.hertsdirect.org  |  0300 1234042

East & North Hertfordshire Continuing Healthcare 

ENHCCG.continuinghealthcare@nhs.net  |  01707 369574 

ENHCCG.placements@nhs.net

CRUSE Bereavement care 

www.cruse-hertfordshire.org.uk  |  01707 278389

East And North Herts Services (continued)
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Macmillan Cancer Support 

www.macmillan.org.uk/Cancerinformation/Cancerinformation.aspx  |  0808 808 0000

Cancer Research UK 

www.cancerhelp.org.uk/index.htm  |  0808 800 4040

Multiple Sclerosis Society 

www.mssociety.org.uk  |  0808 800 8000

Motor Neurone Disease Association 

www.mndassociation.org  |  08457 62 62 62

British Heart Foundation 

www.bhf.org.uk  |  08450 70 80 70

Alzheimers Society 

www.alzheimers.org.uk  |  020 7423 3500

Progressive Supranuclear Palsy (PSP) Association 

psp@pspeur.org  |  www.pspeur.org  |  01327 322410

COPD (Chronic Obstructive Pulmonary Disease) 

British Lung Foundation 

www.lunguk.org  |  08458 50 50 20

Information	on	palliative	care	for	children	can	be	obtained	from: 

ACT (Association for Children’s’ Palliative Care) 

Brunswick Court, Brunswick Square, Bristol, BS2 8PE.  

www.act.org.uk  |  0845 108 220

Further Help And Support
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