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Ref No. [Recorded By (Date EXAMPLES OF EXCELLENT PRACTICE - Description

2026/38 NS 26/06/26 Feedback from a colleague:- | wanted to recognise CNS Lorraine for the support she gave to HCA Debbie yesterday.
Although the safeguarding concern was not directly within Lorraine’s remit, she took the time to help Debbie complete it. She clearly explained the rationale for raising a safeguarding concern, as well as how and when to do so in future.
This was a really kind and supportive example of teamwork, education and helping a colleague feel more confident in an important area of practice. Thank you, Lorraine.

2026/37 |NS 26/06/26 Feedback from a colleague:- | wanted to commend Dr Rebekah for offering to visit a new patient today when there was no CNS/CSP capacity due to sickness. The patient was symptomatic and likely required a syringe driver to be set up. Dr
Rebekah showed real compassion in ensuring that the patient did not have to suffer unnecessarily today, while also helping to reduce pressure on the community team over the weekend. Thank you, Dr Rebekah. Your kindness, teamwork and
patient-centred approach are very much appreciated.

2026/36 [DM/AR 26/06/26 Feedback from a SWLICB colleague appreciating her working relationshipw with Dawn Miller, Clinical Admin:-

Hi Dawn,

Today is my last day at South West London ICB!

I would like to take this opportunity to thank you for making my time with you both enjoyable and rewarding. It has been a privilege to work alongside such dedicated and talented colleague.
Thank you once again for your support, friendship, and collaboration over the years. | wish you all continued success and happiness in the future.

2026/35 [SO/AR 25/06/26 Feedback to express Thanks from a Wellbeing patient:-

Dearest Simon, Lizzie and Maureen, Lin and Susan!

Thank you does not seem enough for what you have given to me, so I'll start with this quote

“In football, we never lose. We win or we learn." quote by Carlos Queiroz, the head coach of the Ghana national football team

Sometimes when | have felt like | had lost everything especially family, | learnt something in the midst of that pain that YOU all gave me the family | didn’t know | had.

The space you held with love, kindness and compassion to know and learn that it’s okay not be okay. You’ve all given me time and space to sort myself out to process the past year, and thank you seems so small however without you all I'm not
sure | would have made a bold step towards this new chapter and close the past behind which was full of pain, emotional and physical trauma, | can shed that now. | know there will be ups and downs but | know it’s okay which is what | have
learnt by attending the Wellbeing Centre.

I am of course crying again! Please know you Simon, Lizzie and Maureen ,are very much loved; the space you have created at the Wellbeing Centre is truly amazing and | hope you never stop doing what you’re doing.

My thanks also goes to Alison, Dulce and Laura, Lizzie and Susan( yoga, | may have got the name wrong) they have helped in ways they may not know and | am truly grateful for their time and support for allowing all my tears to literally fall out of
me!

2026/34 |HS 22/06/26 Email from Jo Pritchard (Palliative & End of Life Clinical Nurse Specialist Lead for Care Homes | PCCH Deputy Lead | Independent Nurse Prescriber | Non-Medical Prescribing Lead): Dear community CNS team,

| just wanted to say thank you to Naomi Stammers for all her advice and support yesterday with one of the Sutton care home residents who rapidly deteriorated unexpectedly without any plans or medications in place.
The situation was extremely difficult and distressing for all involved. Having Naomi at the end of the phone to talk things through and offer advice honestly felt like a lifesaver. | am extremely grateful for her support.
Eventually, the resident ended up in hospital, but she will require specialist input if she returns to the care home - they will send the referral today.

Many thanks for your ongoing support and specialist advice, as always

2026/33 |BT/AR 19/06/26 Feedback form the son-in-law of apatient:-

| wanted to say thank you to all the staff at the Hospice for the extraordinary care that you provided to my mother in-law. This covers from the time she was referred to your peripatetic team in March 2025, after being told she had terminal
pancreatic cancer, until the final two weeks of her life last July when you cared for her at the hospice.

Everyone involved, whatever their role, from doctors and nurses, reception, domestic and catering staff, and volunteers, were extraordinarily caring, competent and approachable. We cannot thank you enough for the support and care you
provided for her. We are also immensely grateful for the kindness you showed to us and for the information and advice you provided when we sought it.

You really are an exceptional organisation and this country would be a far better place if other organisations developed a similar working culture to the one you seem to have when dealing with members of the public.

St Raphael's has the eternal heartfelt thanks from my wife and myself.
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2026/32 |GT 17/06/25
Senior Nurse on the IPU feedback on ward volunteeer:
I would just like to highlight my appreciation today for Jan the ward volunteer she went above and beyond today. Jan asked if | would like her to accompany the 83-year-old gentleman being transferred to SHH A&E department as he had become
unwell, she recognized the ward was stretched , this was very thoughtful and appreciated by me. Jan stayed with the patient until his daughter arrived late afternoon. Jan also arranged for the kitchen staff to make the patient a sandwich knowing
how busy the A&E department can be. This is what the Hospice is about - caring for people.

2026/31 |HS 16/06/26
CNS feedback from the weekend.
On Sunday | went out on a responsive visit and before going | went onto IPU and got a really helpful handover from Karen and Trish as | had not met this lady and she has only been d/c home a few days before — it really helped me to be able to try
and work out what was happening and see the difference from the patient being discharged to seeing her that day in her home. Also, when | returned and spoke with both Karen, Trish and Sara who were more than happy to accommodate an
emergency admission at 4pm on a Sunday.
Also, when speaking with Dr Aafreen who was the on-call doctor this weekend, she was so helpful and very understanding of the reason for an emergency admission and was very accommodating with it being around 4:30pm on a Sunday. Also,
when speaking with the nurses on the ward they also said how lovely and helpful she had been.

2026/30 [HD/AR 15/06/26 Feedback form IPU nurse re Dean the volunteer hairdresser:-
Dear Dean,
| wanted to send a note to express my heartfelt thanks for the incredible work you do at the Hospice. Coming in free of charge to cut the patients' hair is such a generous act, but the true value of what you do goes far beyond a haircut.
WHen people are facing such difficult times, it is easy for them to feel like they have lost a part of who they are. Your visits change that. You give them a sense of normalcy, comfort and fresh confidence. Seeing them look and feel more like their
old selves is a priceless gift, not just for them, but for teh families who love them.
Thank you for your compassion, your warmth and your giving heart, You are making a profound deifference. We are so lucky to have you.

2026/29 |(JF/AR 15/06/26 Feeback from IPU senior nurse re Denise Manning:-
I would like to suggest Denise Manning for the excellence record for her dedication to caring for the patients being their advocate and going above and beyond with the extra’s she does.
We recently had a young 39-year-old lady in for Symptom control who was upset and anxious about being here and not with her family making memories she went out and bought them things they could do together making bracelets / painting
stones whilst her daughter visited mum in the hospice. Denise does a lot behind the scenes not expecting to be thanked she is a star.

2026/28 |GT 06/06/26 Dear Ginny
Just a quick email to say a huge thank you for your “Thank You’ card it was really lovely and appreciated.
I really do love volunteering at St R’s and it is a joy and a privilege to be part of such lovely teams.

2026/27 |GT 01/06/26

Dear Ginny, | would like to say a really big thank you for my beautiful card and badge to celebrate my 1 year anniversary. It's been a privilege to be part of the team and | am truly blessed to have met such inspirationsal people since | have been
volunteering at St. Raphael's .

2026/26 |[KM-A/AR 13/05/26 FEEDBACK FROM PATIENTS TO WARD COMPANIONS

*@n Wed 13th May a daughter of a patent who passed away said ‘Everybody should be given the chance to die in such a calm warm friendly place *

*@n offering hot drinks to the family of a lovely lady who is still with us, | was told ‘this was a five-star service ; the family were very appreciative!

2026/26 |RT/AR 20/05/26 Feedback from the IPU Lead:-
| just wanted to feed back how responsive Vanessa has been recently. Given that she is now working predominantly on her own while Natalie is off, she has responded to my emails in a timely manner and been really helpful.
| wanted to recognise this as it must have been difficult for her lately, personally as well as professionally. She’s going a really good job in difficult circumstances! @

2026/24 |RT/AR 15/05/26 Feedback from the Community Services Team Manager following a week on the IPU:-

Dear IPU Team,

As my week spent with you on the inpatient unit comes to an end, | wanted to say thank you for making me feel so welcome.

Everyone has been so warm, approachable, and generous with their time. | really appreciate the patience you showed whilst | asked lots of questions and took the opportunity to better understand the day-to-day work of the unit.
What stood out most was the patient-centred care you consistently provide - not only meeting clinical needs, but supporting patients and families with dignity, kindness, and humanity.

I've been very grateful for the openness and willingness people have shown in sharing their experiences and expertise with me over the week.

Thank you again for everything you do.
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2026/23 [GT/AR 13/05/26 Feedback from Steve Ogden's talk for a Wellbeing Living Well Session on The Life Story Project included such comments from attendees as
“Interesting, Challenging, Amazing, Emotive, Thoughtful ,Good “
Overall, everyone found it a positive session which they will consider for themselves or others

2026/22 [HD/AR 10/05/26 Mesaage of appreciation relayed by the partner of a patient who wanted the IPU Nurse in charge to pass on a personal thank you message to Verene Sutherland and Helen Agboola when they left this evening. She called them "the A team" as
they washed and repositioned her partner with such care.

2026/21 |NS 06/05/26 Feedback from RMH Chelsea PCT following an out of area inpatient request that was accomodated within a short time frame:- We have discussed in our MDT today and just want to say thank you again to your team for being so accommodating
and making this happen!

2026/20 |HD/AR 06/05/26 Note of acknowledgement to the IPU Lead from an IPU nurse on the early May bank holiday weekend:-
Morning Heather,
Just wanted to acknowledge how brilliant all the nursing team were over this weekend. Very sad as we lost a number of patients, and everyone worked hard to provide lovely care and support each other. Thank you to all.

2026/19 |HD/AR 30/04/26 Letter received from husband of a patient who died under our care, attaching a cheque for £500.00. In letter he wrote: "The care which his wife received was simply excellent. The fact that she was able to die gently, in an atmosphere of love,
peace and security after an increasingly painful and wearying year was a great blessing for us both. She and | felt very close to the staff during that short time which is why | felt they might like to have a copy of the Order of Service for her funeral. |
send them all my love and thanks. | would also like to thank Sister Ann for her concern and prayers and for her respect for my wife's wishes."

2026/18 |KM-A/AR 30/04/26 Message of appreciation to the Education team:-

| just wanted to say a big thank you for the communications training sessions last week!

The Retail team really enjoyed them and the content achieved what SJ and | had hoped, so thank you @

2026/17 |RT/AR 29/04/26 Feedback form Supporter Care having talked with the daughter of a patient we cared for in the community, who wished to share how much Dr Gaby meant not only to her mother but to their entire family. She described how her mother and Dr
Gaby formed an immediate connection, and how what could have been their darkest moments were instead filled with laughter, smiles, and a profound sense of relief. She expressed that she cannot imagine how they would have managed
without Dr Gaby’s support, compassion, and humour.

The family would remain eternally grateful for the care they received.

She also shared that her mother had wanted to leave a donation to us, and in honour of her wishes, the family has kindly made a donation of £1,000 today.

2026/16 |RT 28/04/26 Feedback from job applicants that Jobtrain has made their application processes easier, leaving them with an impression that SRH is a professional and Well Led organisation. Well done to Natalie Page and Team

2026/15 |[BD-S 21/04/26 Message of appreciation to the IT team:-

Just to say thank you to John and the IT staff for their support and hard work these past weeks.

| can imagine it has not been easy but things seem to be moving in the right direction, so thank you.

| am confident you are doing all the best you can to ensure we have smooth IT support.

And a special thank you to John for his IT support over the on-call weekend.

2026/14 [CM/AR 14/04/26 To St Raphael's Team,

Thank you for everything you did for us during the last few weeks, especially for our mother to ensure she had everything she needed and was comfortable. She is at peace now.
With best wishes to the hospice team. X
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