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CEO Report

This Annual Report aims to spotlight the impact of Dougie 
Mac on our local community and to reinforce the 
compelling message that our hospice is a financially robust, 
resilient and highly regarded charity, with a commitment to 
our core values at the pivotal centre of all that we do.

This past year has been a challenging one for the hospice 
sector. We do not exist in a vacuum and the well-publicised 
pressures on our NHS mean that palliative and end of life 
care in a hospice is not immune to the headwinds in acute 
care and in primary care too. However, Dougie Mac is an 
independent hospice, not reliant on statutory funding but, 
on the contrary, for the past 51 years, dependent on the 
kindness and generosity of the people of North 
Staffordshire, for donated funding which accounts for 
around 76% of the annual income of £21 million required 
to run our hospice. In this report you will read about how 
we spend these donations, and the amazing impact our 
hospice has on the local health system, as well as 
confirmation that we have financial reserves to match our 
reputation for excellent care.

David Webster, Chief Executive

Growth of our services and our community reach has certainly not been confined to the expansion of dementia 
support and this report contains many examples of the impact that we have as an “all age” hospice. Dougie Mac 
is a formidable force in palliative and end of life care, and this past year we have equipped the hospice with 
substantial resources to forge an even stronger future, irrespective of the inevitable challenges we will face. 
However, to achieve our consistent success requires the very best people working in harmony towards our apex 
goal of being an authentic centre of excellence in palliative and end of life care. Consequently, I’d like to pay a 
personal tribute to the magnificent staff and volunteers at Dougie Mac, whose tenacity, kindness, loyalty and 
dedication make this a very special place and a jewel in the North Staffordshire community.

In looking back at our 2023/24 financial year, our strategic objective has been to grow our services and the finest 
example of this was the merger of Approach Dementia Services into Dougie Mac. This transaction, although 
formally completed on 1 April 2024, occupied several months of planning in transferring 21 staff to Dougie Mac 
and fulfilling our strategic goal of responding to the intensifying need for dementia support amongst many local 
families. Dougie Mac has spearheaded hospice-led dementia care, and this merger encapsulates our commitment 
to playing our part in helping local people deal with this terminal illness.
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Dougie Mac has been caring for people across 
Stoke-on-Trent, North Staffordshire and the 
surrounding areas for more than fifty years. For 
most of those fifty years we cared solely for adults 
with life-limiting illnesses, however in 2021 we also 
began caring for children and young adults too. 

Our adult services offer a wide range of hospice 
care, free of charge, to patients with life-limiting 
illnesses, including cancer, advanced heart failure, 
dementia, motor neurone disease and incurable 
lung diseases.  We also offer supporting care to 
their families and carers. 

Most of our adult care happens in our patients’ own 
homes and our teams work closely with GPs to 
provide support with complex issues, including 
unmanaged symptoms and social, psychological and 
spiritual concerns.

For patients in the last two weeks of their life our 
Hospice at Home service is able to provide practical 
support and emotional care for them, their carers 
and families. 

Some patients prefer to receive their care at the 
hospice, or are unable to remain at home, and our 
Inpatient Unit is like a second home. As well as 
providing specialist care for individuals during the 
final stages of their illness, we also provide short 
stays for patients who require symptom control 
including pain management to help stabilise their 
condition before returning home. 

In 2021 we extended our care to include children 
and young adults facing a life-shortening illness, 
which may be as a result of illness or injury.

We know that caring for a child with a life-limiting 
condition can put incredible demands on families, 
both physically and emotionally, and our care 
teams work together with the aim of making every 
moment count for the families we support. This 
support may include respite stays, day care, sibling 
group sessions, play therapy and end of life care 
and bereavement support.
 
For the young adults we support our focus is very 
much on supporting them to live their lives, 
recognising their individuality within a family 
centred approach. Our aim is to support each 
individual to enjoy every experience they can, 
while receiving our specialist support.   

Our aim is to provide our patients, no matter how 
old, the right support, at the right time, by the 
right people. 

Who we are

76% of all that we do is funded by the community 
supporting our fundraising. 
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Vision, Mission and Values

Our Vision is… to be admired as a centre of excellence for palliative and end of 
life care.

Our Mission is… to respond to the increasing needs of those in our care across 
our heartland by growing as a sustainable organisation delivering outstanding value 
for money for all our funding sources and always remaining true to our core values. 

Compassion
Working together by considering the views of others, 
understanding the challenges they face and providing support.

Accountability
Taking personal responsibility for our actions, owning our 
decisions and behaviours.

Respect
Always trusting, listening and challenging each other. 
Understanding that we are at our best as individuals whilst 
working as a team.

Excellence
Embracing excellence by empowering and motivating each other 
to be the best that we can be.

Our Values are...
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Super Support Services 23/24

Always striving to maintain the highest standards at Dougie Mac are our vital support services who work 
hard to ensure a safe, clean and comforting environment for the people we provide care and support for.

hours volunteered
91,907 

maintenance and 
repair tasks

Over

2,000 

calls received by our 
Reception Team daily

300

Over
acres of 
award winning 
hospice gardens

5/5 Food Hygiene Rating 

1,093 
hours of gardening 

oatcakes made 

toilet rolls 

pumps of 
hand soap
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hospice 
sites2

3,456

4,380150,000

by 16 garden volunteers

Significant I.T. 
preparation for our new 
adult patient database. Total replacement 

of our datacentre 
server and storage 

hardware 
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Cooking up a Great Mix 

In 2023 we received a grant from Together for Short Lives in partnership with the local Morrisons Supermarket 
stores. This funded the refurbishment of the kitchen at the Children & Young Adult Services. 
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Hospice Voice

The team have continued to be the voice of the hospice 
cementing our key messages within the local community, 
focused around awareness of our services and reinforcing that 
we provide care for all ages.
 
Within the function there is also a great amount of pride in 
being able to share the voices of others, specifically the people 
who use our services and those who work or volunteer within 
them. These stories are brought to life in our expertly designed 
hospice communications in addition to them appearing across 
a variety of media. Sharing stories is essential to inform those 
who may need us now, or in the future, about our services as 
well as securing support to help fund the hospice’s specialist 
care offering. 

Social Success

Throughout 2023/2024 social media has continued to be a core channel for Dougie Mac to share 
information, engage with others and encourage support, with a noticeable increase of video content across 
our platforms. 

Our website is always there and home to plenty of resources for those in our community who may need our 
help, or, for those who would like to help us. 

19,656 
followers 5%

Integral in raising awareness of Dougie Mac and the impact of our services, our Marketing and 
Communications Team has continued to produce informative resources, maintain the supporter database 
and promote ways people can support the hospice throughout 2023/2024. 

5,126 
followers 9%

8,349
followers 0.5%

2,016
followers 26%

www.dougiemac.org.uk search
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People are at the heart of all we do…

Dougie Mac 
is an amazing place 

and without the 
support of the Young Adult 
team and their care I would 

not be the person I am 
today. I simply don’t know 

where I’d be 
without them.

Caitlin generally 
spends a day per month 

at the hospice, which allows 
her to be in charge of what 

she wants to do and gives her 
the opportunity to just be a 

child.

What an 
absolutely fantastic 

day it was – full of 
giggles and smiles. 
Another wonderful 
memory to cherish.

It meant 
everything that our 

faith and community 
were welcomed and 

supported at the 
hospice.

To me, 
Dougie Mac 
doesn’t mean 
death, it 
means life and 
that’s what 
they gave us 



Our previous “DMH@50” strategy ended with our 50th birthday celebrations in February 2023 and 
covered a very successful four year period for Dougie Mac which included the landmark merger with the 
Donna Louise Trust, enabling our services to be extended into care for children and young adults. 

The hospice’s new 3 year strategy from April 2023 – March 2026, is a three year plan designed to show how 
our mission, vision and values interact to create an ambitious and robust plan which will guide our decision 
making during this period. 

Our Strategic Plan sets out seven strategic priorities:

Our Strategic Goals

Dougie Mac has a good reputation for staff engagement and satisfaction, 
our aim is to continue with measures to develop, retain and recruit a 
professional, compassionate and committed workforce. 

 a compassionate, committed workforce
Recruit, retain and develop1

Continue to integrate our children 
& young adult services to widen their impact

Dougie Mac is an “all age” hospice and so we aim to fully integrate our 
Children and Young Adult Services so that their impact can be more 
widespread. 

2

Tackle inequality in accessing specialist, 

Dougie Mac aims to play our part as an active partner seeking to improve 
outcomes in local population health, tackling inequality of access to high 
quality palliative and end of life care. 

3
end of life care

9

Expand our response to the intensifying need

Dougie Mac’s goal is to expand our response to the intensifying need for 
support and palliative care for local people with dementia. 

 for dementia support4

Develop environmental 

Our community is at the heart of what we do and we are committed to 
minimising the environmental impact of our work and being a greener 
charity.

5 sustainability approach in all areas of the hospice

Continue the growth of our 

Dougie Mac is committed to holistic, personalised care for our patients so 
we intend to extend our Wellbeing Service.

6 Wellbeing Services

 Reinforce our financial stability with 

Dougie Mac is committed to reinforcing the financial sustainability of the 
hospice by wise financial management and astute control of costs and 
resources. 

7
effective cost management & income generation
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Dougie Mac has a good reputation for staff engagement 
and satisfaction, our aim is to continue with measures to 
develop, retain and recruit a professional, compassionate 
and committed workforce. 

 a compassionate, committed workforce
Recruit, retain and develop 1

11

We’re proud of the way our staff and volunteers work together to provide the very best service possible to 
the people we care for, their families and our supporters. We are committed to recruiting the right people 
and retaining and developing our much-valued workforce.

Our vision of being a centre of excellence is supported by our work with external validations with the aim 
to have achieved, and maintained, 3 star accreditation with Best Companies and also to be recognised as 
High Performing in the Investors in Excellence framework.

Recruit, retain and develop a compassionate, 
committed workforce 

new starters 
in 23/24

98 
members 
of staff

452

volunteers
728 13%

of leavers were retirees

of staff had a 
role change

21% 
vacancies 
advertised

92

12



The recruitment of Registered Nurses and Care Support Workers remains one of our greatest challenges, 
however we are continually reviewing our approach and looking for ways to improve. We have implemented a 
new cloud based recruitment system. Candidates can access the system via mobile phones and tablets making 
it easier and more accessible for people to apply as well as the ability to manage and track their application 
online thus enhancing the candidate’s experience. There have been significant efficiencies for the HR team and 
the quality and number of applications has increased.

We have also continued with our recruitment open days and taster sessions where appropriate, which include 
an opportunity to see the working environment, allows for on-the-spot interviews and a chance to speak to 
people working on the frontline. We have also recently undertaken a recruitment and retention audit with an 
external consultant and plan to deliver recruitment and retention training for line managers.

Joining Dougie Mac
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A key part of delivering our ambitious strategy is 
ensuring we utilise volunteers in all areas to support 
efficiency and effectiveness; this means engaging with 
our existing volunteers and adding to our dedicated 
volunteer number. 

We recruited additional members of staff  to allow the 
Volunteer Services team to focus on these key areas 
and these roles have enabled us to increase our training 
compliance noticeably, attend more recruitment events 
in local educational settings and community groups to 
showcase the wide range of benefits of volunteering.

The New Year saw Volunteer Services work closely with 
the Marketing & Communications Team who helped 
deliver a successful six week recruitment campaign to 
recruit new volunteers with the aim to reach 100,000 
hours of volunteering in 2024. Marketing facilitated 
press and radio coverage, as well as various forms of 
advertising including one of our retail vans being 
wrapped to really catch everyone’s attention. 

Volunteers

% increase 
in volunteer 
starters

A highlight for Marketing, and a real 
demonstration of our social media 
impact, was inviting well-known local 
faces to give their time across our 
services during a week in February and 
share their endeavours via Instagram. 
This had a phenomenal impact on 
engagement with profile visits 
increasing by 1,229% and our 
impressions (the number of times our 
posts or stories were shown to users) by 
654%, which in turn increased our 
content interactions by 74%. 

Profile visits 

Impressions 
1,229%

654%
Interactions

74%

Followers Non Followers
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Congratulations to our winners in 2023: 

Newcomer of the Year – Purnima Sovis 

Celebrating Our People

All year round staff have the opportunity to recognise their peers by submitting a GREATix highlighting how 
they have excelled in demonstrating the values in their work which can be seen by all staff members on our 
internal Intranet. We also hold our annual staff awards to showcase the hard work and dedication of Dougie 
Mac staff; with all nominations being made by peers. Staff long service is also recognised annually as part of 
our Dougie Awards. 

Supporting Excellence – Jodee Colclough 

Team of the Year – Retail 

Excellence in Clinical Care – Emily MacLennan

Income Generation Excellence – Brogan Evans 

Star of the Year – Emma Chapman 

15

 people celebrated  7 p
eople celebrated  40

% of staff celebrated   

GREATix submitted 
about peers
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For our volunteers we revamped our long service certificates and badges and increased their frequency. 
Volunteers now receive pin badges on their first anniversary, their 3rd, 5th and 10th too, continuing to receive 
a new badge for each additional five years of service – these will be rolled out over the next 12 months.

Every June we also celebrate Volunteers’ Week and use it as a vehicle to say a big thank you to all our 
volunteers for their time and support. We encourage each department to help us celebrate our fabulous team 
of volunteers with bunting and notes of appreciation amongst other activities. Christmastime is another 
opportunity to thank our volunteers on behalf of the organisation with treats and Christmas cards being 
delivered to departments and shops as well as holding a free raffle for all volunteers.
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In May 2023 Dougie Mac achieved a three star accreditation from Best Companies which is their highest 
standard of workplace engagement, representing organisations that truly excel. Achieving three stars is a 
massive accolade: we are a World Class organisation to work for. We made significant progress to reach the 
number 1 spot in the 2023 ‘Best Charity to Work For’ list whilst also making strong headway in the regional and 
national lists.

The Best Companies accreditation is based entirely on anonymous employee feedback, giving all hospice 
employees an opportunity to have their say about working at the hospice.

We also completed our annual volunteer staff survey at the start of the year. 44% of volunteers took part which 
is an increase of 3% from last year and fantastic in comparison to an industry standard of 20%. It was great to 
see that our volunteers are proud to volunteer at Dougie Mac and would recommend volunteering to their 
friends. These results helped to put together plans to increase a focus on training for our volunteers and also 
to ensure all volunteers felt appreciated and engaged.

Communication skills is a core skill for any professional, at Dougie Mac we are proud to have successfully 
implemented an in-house communication skills framework that is suitable for all staff. Our very own staff have 
developed their knowledge and skills to facilitate the sessions across all levels; also supported by our team of 
simulated patients to support staff in their learning experience. 

We understand the importance of communication and have invested heavily in having a strong structure in 
place so staff can improve their skills, grow professionally and help deliver excellent care.

Listening to our people

Developing our people

Dougie Mac – a World Class Organisation 

Number 1 charity in 2023

Participation

1
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Supporting Equity, Diversity and Inclusion is another priority for our people, who want to bring about positive 
change to all that we do, from recruiting our workforce to making our care accessible to those that need it. A 
working group of staff has been set up this year with key milestones identified to support the hospice eliminate 
potential barriers and build on our vision to be a centre of excellence in all ways, helping our staff and volunteers 
learn along the way. 

Over                     different 
face-to-face learning 
sessions

 mandatory training 
compliance in Quarter 4

staff accessed face 
to face wellbeing 

sessions 

Deb Nixon who started as a volunteer at the hospice in 2015 
received confirmation in 2024 she is now a Registered Nurse and 
has joined the NMC register. Deb utilised several learning and 
development opportunities throughout her time at the hospice 
most recently completing her Registered Nurse Degree 
Apprenticeship which has been fully funded by the hospice’s 
apprenticeship levy.

This flexible route to becoming a nurse doesn’t require full-time 
study at university and offers our Registered Nurse Associates a 
route to progress. We recognise that supporting and developing 
our own staff is vital so we are proud to be able to offer these, and 
similar, opportunities to our staff.

18



Continue to integrate our children  
& young adult services to widen 

their impact

Dougie Mac is an “all age” hospice and so we aim to fully 
integrate our Children and Young Adult Services so that their 
impact can be more widespread. 

19

A pivotal part of our 3 year plan is expansion of our children and young adult services, however, this is 
impacted by the recruitment challenges we face, especially those outside of our control such as the 
national shortage of nurses. Our intention this year was to recruit and develop sufficient staff to help us 
achieve our planned growth so that by year end we could see the increase in service delivery.

Continue to integrate our children and young adult 
services to widen their impact 

Children’s Services 

70%

Be able to facilitate more 
than 70% bed occupancy 
in our Children’s Services.

71%

To increase day care and 
community visits by 10% 

on 2022/2023 figures. 

10%

20%
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These events always prove to be extremely popular and give our children and families an opportunity to 
spend precious time together and make life-long memories.

Our Family and Sibling Events 

For our families we hosted a Summer Beach 
Party (complete with a donkey, ice cream 
and candy floss), a Garden Party, an Animal 
Fun Day, a Brazilian Drumming Session and a 
Family Fun Day held at Wedgwood Cricket 
Club.

attendances at our events in Summer 2023

21

Our siblings attended trips to Alton Towers, Crocky Trail, Bear Grylls Adventure, Blackpool and a Tittesworth 
Water Sports Day as well as boxing classes and film nights. These events provided some much needed 
downtime where the children could have fun without having to consider the care needs of their sibling. 

Plus a unique opportunity to make friends with other children in similar situations

To ensure there was something for everyone including the children that do not cope with noise or crowds 
we ran a family yoga session and a sound bath (meditation) session. 

Organising these events to ensure everybody’s care needs are met and everyone has the opportunity to 
attend is a huge undertaking. The success of these events is a testament to the hard work of our Play Team, 
Sibling Support Worker and Family Support Team. 

Since re-opening in October 2021, the Young Adult Unit has continued to be transformed from an empty 
building to a welcoming and vibrant space providing a unique service for young adults living with palliative 
or complex health conditions. Throughout 2023/24, we were able to safely open 5 days a week for day 
opportunities with the team increasing by 249 hours a week which has enabled the provision of additional 
residential (overnight) support to be provided.

The recruitment of registered nurses remains a challenge and we continue to actively recruit registered 
nurses and care support workers to be able to resource this service, which currently provides individualised 
support for 49 young adults.

The ability to be able to provide unique and tailored care and support for this age group is vital as they can 
face distinct challenges related to identity, independence and social connections. Unlike traditional hospice 
care, young adult services focus on a holistic approach that combines medical, emotional and social 
support. One-on-one care is essential in this context as young adults often present with complex and varied 
requirements – ones that simply cannot be met in other settings.

Young Adults
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We measure our service delivery in three core areas: respite, day opportunities and social opportunities. 
However, we also offer community support, hospital support, physiotherapy, symptom management and 
advanced care planning to help our young adults develop and increase independence. This year, we 
wanted to achieve a 50% uplift in overnight stays and increase day opportunities and social opportunities 
by 20% compared to last year.

Year on Year

107% 
uplift in overnight 

respite stays 

53% 
increase in day 

opportunities

168% 
increase in social 
opportunities and 

activities

Although we have seen a significant increase in overnight support  (a huge 311% increase when comparing 
quarter 1 to quarter 4) this has not adversely affected the availability of day opportunities which also has 
seen a really positive uplift. Group Activities for young adults have been a great success this year too, from 
social outings to in-house events we’ve doubled attendance throughout the year. One particular highlight 
was our first Mother’s Day pamper treat where Mums and Daughters enjoyed a range of therapies 
including massages, facials and a special lunch treat.

23

A Complementary Therapist has also joined the service this year and in their first 3 months at the Young 
Adult Unit delivered 131 therapies to our young adults. It has been clear to see the benefits of therapeutic 
touch and the various treatments provided in both the presentation of our young adults and the feedback 
given from the young people and their parents / carers. 

For the first time this year our special garden room has also been used when we cared for a young adult 
post-bereavement. The young man did not pass away at the hospice but was moved here so his family 
could spend precious time with him while receiving emotional support from our specialist team.

The Garden Room
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3
Dougie Mac aims to play our part as an active 
partner seeking to improve outcomes in local 
population health, tackling inequality of access 
to high quality palliative and end of life care. 

specialist, end of life care
Tackle inequality in accessing 

25

As part of this strategic priority we seek to improve outcomes in local population health, ensuring we are 
tackling inequality of access to high quality palliative care. Although there is an unfavourable external 
landscape our reputation and financial strength positions Dougie Mac to seize opportunities for expansion 
and for greater influence in the delivery of end of life care. 

We remain an active partner within the Staffordshire and Stoke-on-Trent Integrated Care System and we 
continue to work collaboratively with our system partners to achieve the best outcomes for the population 
we serve. We want to solidify our status within the local health system during the next 3 years of our 
strategy including our aim to resource and further develop 24/7 access to advice and care while delivering 
a responsive, effective, caring and safe service for patients and their families.

Tackle inequality in accessing specialist, 
end of life care 

new referrals to Dougie Mac 
Adult Services. 

of patients referred to 
Dougie Mac Adult Services 
had a non-cancer 
diagnosis, in the main these 
patients had dementia, 
heart failure, chronic 
respiratory disease or were 
frail or elderly.

Hospice at Home Face to 
Face Consultations

Community Face to Face 
Consultations

Aim to increase referrals by 
10% over 3 years. 
Achieved 3.74% in Year 1.
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Throughout 23/24 our Advice Line has maintained the safe 
delivery of specialist advice, providing 24/7 support to 
patients, their carers and families as well as a resource for 
advice and support provided to external healthcare 
providers who deliver generalised palliative care.

We have also collaborated with three Staffordshire hospices 
to be able to extend the provision of a 24/7 specialist Advice 
Line service across Staffordshire which means more people 
are benefiting from having the opportunity to access 
specialist palliative care round the clock.

A strategy to grow the service in breadth and activity has been devised and substantial recruitment to support 
this growth has taken place, allowing us to respond to rapid and crisis cases. One key aspect being the 
introduction of paramedic skillsets into the team as they can support critical decisions that determine the 
appropriateness of hospital escalation. This will help us to reduce the number of inappropriate hospital 
admissions which is a key objective of ours as well as increasing face to face rapid support.

The hospice is responsive to patients’ needs and one 
aspect of this is to admit patients rapidly to Inpatient 
Services when required. The ability to admit patients 
within 2 days of an admission request is affected by 
the availability of beds however when admission is 

not possible immediately, alternative sources of 
support are arranged in the interim. For example, 
home visits by community palliative care nurses, 
hospice doctors or support from our hospice at 
home service may be put in place. 

admissions to hospital were 
prevented because of calls 
to our Advice Line.

24/7 Access to Advice and Care

Admission to our Inpatient Services

24/7 Advice Line

to admit 60% of all 
suitable referrals within 2 days

74.74%

10% increase  on 2022/2023 
Inpatient Services referrals

20%

27

The hospice also encourages patients to think 
about the future and discuss their wishes and 
preferences for their future care. 

These conversations can be difficult and not 
all patients wish to have such discussions or 
have been  referred relatively late or can lack 
the capacity to have these conversations. 

Future Care Planning
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At the absolute centre of the excellent care we deliver, is the Medical Team of Doctors and Advanced Nurse 
Practitioners in our Adult Services who have the time and focus to really understand a patient’s condition and 
how best to support them medically to achieve their desired outcomes. Whilst a patient is with us, the team 
take over all their medical care. Dougie Mac are one of a few hospices in the country who have a dedicated 
team available on-call 24/7 to support patients, families and the wider Care Team. One of the key benefits of 
our model is that we are able to accept admissions at any time of the day, including late nights and weekends, 
to offer better support to patients, families and the local health environment, particularly as it helps to prevent 
unnecessary escalations to hospital. 

Hospice Focus: Meet the Medical Team  

Dr Melica Daily-Hunt (Associate specialist in Palliative Care), Dr Emer Cunningham-McKenna (Medical Director),
Dr Elisabeth Rich and Dr Rosanna Montgomery (Speciality Doctors).

Emma Chapman and Simon Tabbinor
(Advanced Nurse Practitioners)

Working at Dougie Mac is the 
best job I have ever done! On 
the surface that seems a 
little strange, considering the 
nature of Palliative Care, but I 
feel it is the only job where I 
have truly been able to make 
a difference to a patient’s 
care and journey. My role 
allows me to support 
patients and their families on 
their final journey and as 
part of the team and 
resources at the hospice, we 
can make that journey the 
best it possibly can be. In 
what other specialty or place 
can you do that?! A true 
privilege!

Emma was 
Dougie Mac’s 

Star of the Year 
in 2023 
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Medical Support at Dougie Mac 

Key Responsibilities: 

Our hospice doctors are experienced specialists in hospice 
and palliative medicine, as well as such specialties as acute 
medicine, frail and elderly care and oncology. They have 
excellent communication skills that help patients, families 
and staff understand and deal with the difficult issues and 
decisions that can arise when someone is terminally ill. They 
are expert in current principles of care quality and ethical 
issues in hospice care. Our Medical Team help the whole care 
team maximise a patient’s comfort as they, and their family, 
cope with a terminal illness and help prepare the patient and 
family for the progression of illness.

Assessing patient condition: including their medical history, current symptoms and quality of life to 
determine exactly what is happening. 

Managing symptoms: to alleviate symptoms such as pain, nausea, shortness of breath and other 
discomforts associated with the patient's illness. This may involve adjusting medication regimens or 
prescribing additional treatments.

Providing pain and symptom management: focussing on managing pain and other symptoms to 
improve the patient's comfort and quality of life. This may involve using medications, therapies or 
other interventions.

Ordering diagnostic tests:  to monitor the patient's condition and adjust their treatment plan as needed.

Developing a care plan:  working with the wider hospice team to develop a comprehensive care plan that 
addresses the patient's physical, emotional, social and spiritual needs.

Providing emotional support: to patients and their families, helping them cope with the emotional 
aspects of their illness.

Providing education and guidance: to patients and their families about their condition, treatment   
options and end-of-life care options to ensure informed decision-making.

Importantly, they assess if anything is reversible. Our doctors do not have a “nothing more can be done” 
approach. When a patient comes to the hospice, they do a complete “M.O.T” and check if there is something else 
other than the illness that is causing a decline or symptoms. By focusing on symptom management, pain relief 
and quality of life improvement; hospice doctors help our patients live comfortably and die with dignity in their 
chosen place of death. 

21% 
of admissions to 

the Adult Inpatient 
Unit were made 

over a weekend or 
on a bank holiday

*In 2023-24
85% of patients achieved their 

preferred place of death. 
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4Expand our response to the intensifying 

Dougie Mac’s goal is to expand our response to the intensifying 
need for support and palliative care for local people with dementia. 

 need for dementia support
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With the number of people with dementia in the UK expected to rise to 1.6 million by 2040, the need for 
care and support for people with dementia will only increase and Dougie Mac is determined to play a 
proactive role in meeting this growing need in their local community. 

Dougie Mac is continuing to provide specific wellbeing groups for dementia and we have two Admiral 
nurses who specialise in providing that end of life support. We have also continued to work closely with 
Approach Dementia Support since forming a strategic alliance back in 2018. We have collaborated closely, 
exchanging expertise and resources with the aim to offer outstanding support to individuals with 
dementia, along with their families and carers. 

After careful consideration, the Trustee Boards and Senior Leadership teams of both organisations agreed 
that a formal merger was a natural next step to continue to enhance the care and support for those living 
with dementia across Stoke-on-Trent and North Staffordshire. The merger completed in April 2024.

The merger with Approach is evidence of the hospice’s ongoing commitment to provide excellent care for 
patients and families affected by dementia. By integrating Approach's support services, we can establish a 
continuous and seamless journey for individuals affected by dementia, spanning from their initial diagnosis 
to palliative care if required. We intend to do this by delivering a safe, responsive, effective and caring 
service for patients and families affected by dementia. 

Expand our response to the intensifying need for 
dementia support 
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Develop environmental 

Our community is at the heart of what we do and we are 
committed to minimising the environmental impact of our work 
and being a greener charity.

sustainability approach in all areas 
of the hospice 5
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As a local charity with our community at its heart we are committed to: minimising the environmental 
impact of our work, being a greener charity and developing our environmental and sustainability strategy.  
During 2023-24 we took this to the next level by writing a strategy that outlined our green priorities and 
introduced guidance for measurement and reporting.

At Dougie Mac we recognise that building a sustainable and eco-friendly organisation is one of the pillars 
that support our centre of excellence, a foundation that our newly formed ESG Strategy Group will build 
upon. Represented by staff from each department within Dougie Mac the group will focus on:

Develop an environmental sustainability approach 
in all areas of the hospice 

The hospice group is committed to ensuring that the requirements, both legislative and best practice, are 
observed in all areas of Dougie Mac. The associated policy reflects our dedication to making a positive 
impact on the community and the environment, whilst upholding ethical principles and transparency in all 
aspects of our operations.

Conserving supplies such as water, energy and paper throughout our operations

Reduce the generation of waste and promote recycling and proper disposal of waste materials

Prioritise the purchase of environmentally friendly products and services whenever feasible, considering 
factors such as recyclability, sustainability and carbon footprint

Reduce our carbon emissions by implementing energy-efficient practices, promoting alternative 
transportation options for staff and exploring renewable energy sources where possible. We will consider 
greener vehicle use of the hospice fleet and utilise telematics for monitoring purposes

Resource Conservation

Waste Reduction

Green Procurement

Carbon Emissions Reduction
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Dougie Mac Charity Shops have a 
postive impact on wellbeing valued at 

We are very proud to have played an instrumental part in the research and production of a ground breaking 
new report commissioned by the Charity Retail Association (CRA).

‘The Value of Giving Back – The Social Return of Charity Shops’ report is the first of its kind to be created 
for the charity retail sector to investigate the value charity shops have to society beyond the hundreds of 
millions of pounds they raise for their parent charities each year. The report was undertaken using 
established principles of assessing social value and highlights the benefits charity shops bring to customers, 
staff, volunteers and donors. 

Utilising the Social Value Tool Kit specially created as part of the study, Dougie Mac was able to calculate 
that our charity shop network generated £173.78 million of social value (Apr 2022 - Mar 2023).

The report found that as well as being affordable and sustainable places to shop, our charity shops also play 
an important role in improving people’s lives and wellbeing, generating social value in many different ways.

The Social Return of Charity ShopsThe Value of Giving Back 

of Dougie Mac Shops total 
social value is linked to a 

sense of community

of Dougie Mac Shops total 
social value is linked to giving 
back to others or the planet 

£173.78 Million

For every £1 invested £8.46 of social 
value is generated
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Dougie Mac Charity Shops 23/24 

Kilos kept out of Landfill

million CO2 
emissions 
saved

          A review of recycling procedures to identify opportunities of re-using, as opposed to disposing 

          A waste segregation area for each retail unit

          Regular waste management audits to ensure compliance with regulations

          Promotion of waste reduction strategies

          Ongoing staff training in waste management procedures and practices

          Regular monitoring and evaluation of all processes to continually identify improvements and efficiencies

      Identify third party partnerships and collaborations with waste management companies to share best       

cccccpractice and resources

In March 2024, our Retail Board of Trustees approved a Waste Management Policy to reInforce our intentions of 
building an adequate waste disposal infrastructure for our chain of charity shops; the measures put in place 
included:

In April 2023 work commenced on our 20,000 sq. ft Sustainability Hub which is home to our in-house recycling. 
The Hub, now fully operational, is paramount in underpinning our ambitions of being a “zero to landfill” business. 
A fleet of retail vehicles fitted with telematic devices support the Hub on a daily basis, data from the equipment 
is being collated to calculate the level of carbon emissions that could be eradicated by switching to an all-electric 
fleet by 2027.
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This years’ results provide further proof that Dougie Mac is a contemporary hospice, deeply rooted in our 
community, perpetually alert to the changing priorities and the embedded values of the North Staffordshire 
people whom we are proud to serve.



6Continue the growth of our 

Dougie Mac is committed to holistic, 
personalised care for our patients so we 
intend to extend our Wellbeing Service.

Wellbeing Services
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Continue the growth of our Wellbeing Services 
In April 2023, we revisited our Wellbeing offering and restructured where necessary to help develop our 
aim of sharing our skills and knowledge to empower patients, their carers and families by promoting 
choice, independence and self-management to improve the quality of their life.

By empowering individuals in the local community with palliative conditions to begin their journey with the 
hospice earlier helps enable a holistic, rehabilitative approach in advance of the need for end of life care. 
This initiative further supports our commitment to providing the right care at the right time and in the right 
place, always striving to ensure that individuals receive support tailored to their unique needs for longer.

A programme of activities was formulated to enable the reopening of our Wellbeing Centre post COVID as 
well as extending our offering in the community by creating and delivering group sessions across our area. 

We also bolstered existing services to deliver support to more people which included recruitment of an 
additional SPARCS (Spiritual, Pastoral and Religious Care Service) Practitioner and expansion of community 
physiotherapy support. Our Counsellors were trained to offer Couples Therapy as well as 1-2-1 and group 
sessions for Children and Young People which saw an increase in delivery of counselling and emotional 
support face to face activity too. 

THURSDAYS3PM-4PM

CHAIR YOGA

EVERY MONDAY

10AM-12PM

 

SOCIAL 

MORNING
RELAXATION CLASSTUESDAYS
11.45AM-12.30PM
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Another key focus was to develop our Inclusion and Community Partnerships strategy to work towards 
addressing barriers to accessing Dougie Mac and promoting our services. Recruitment of a dedicated 
resource to take this strategy forward took place in Autumn 2023. 

1st 32 
Groups at
Wellbeing 
Centre

4
Community 

based groups 

Dougie Mac 
Occupational 
Therapist 
recruited 

12%
increase in face 

to face activity

22%
increase in face to 
face therapy 

120+
patients, carers and 
bereaved carers 
accessing group support
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 Reinforce our financial stability 

Dougie Mac is committed to reinforcing the financial sustainability 
of the hospice by wise financial management and astute control of 
costs and resources. 

with effective cost management & income generation

Effective cost management and income generation are crucial for Dougie Mac. By managing costs 
efficiently, we can ensure that more funds are directed towards our mission and specialist services, truly 
maximizing the impact of every £1. Additionally, having a variety of income streams helps to create 
financial stability, reducing reliance on any single source of funding. 

This financial resilience not only supports our ongoing operations but also fosters trust within the 
community that supports us; demonstrating a responsible and honest approach which in turn encourages 
the continued support we need for the future. 

Every team has a part to play in managing costs astutely, with our Finance Team integral to guiding and 
supporting this objective by accurate budgeting, managing cash flow and sound financial planning.

Reinforce our financial stability with effective cost
management and income generation 

 invoices processed
6,547

increase on investment 
interest

102%
donations processed
272,398
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Retail £5,920,630

Total donated in 23/24 

£14,330,022

Donations & Gifts £3,236,024

Legacies £2,049,551

Lottery £1,527,891

Fundraising Events £1,595,926

Thanks to the incredible continued generosity of thousands of local people, we’re able to deliver the very 
best care for the adults, young adults and children we support. 76% of the total income received in 23/24 
came from donated income and trading activities. 

Income Generation 
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Legacies continue year on year to be a significant income source for the hospice. Over 12% of our gross income 
came from 103 people who left a gift in their Will in 2023/24. 

Over 1,000 people have let us know they have named Dougie Mac as a beneficiary in their Will. Knowing about 
people’s generosity and kindness in advance gives the hospice a chance to say thank you and keep in touch with 
information and updates about the hospice. 

Each year we invite living legators who are known to us to a social ‘get together’. In May 2023, “The Real Prime 
Suspect” Jackie Malton gave our guests an insight into her time serving in the Metropolitan Police in the 70s 
and 80s. She spoke of her remarkable and unique experiences in her police career, initially in Leicestershire and 
then London. She was notable for her rise within the ranks of a very male, heterosexual establishment while 
being a woman detective who was openly gay. 

Jackie drew parallels with the importance of the legacy she left behind for the police and community and the 
lasting legacy our audience are pledging to leave for local people facing terminal illness and children and young 
adults with life-limiting conditions.

The acquisition of new supporters leaving a gift in their Will is vital to the longevity of the hospice; we thanked 
a further 100 supporters who pledged to leave a gift in their Will during 2023/24.

Jackie Malton
Retired Detective Chief Inspector

The inspiration for the fictional character, Jane 
Tennison, played by Helen Mirren, the central 
character in the 1990s Police Drama ‘Prime Suspect.’

A Lasting Legacy

Genrous Grants

We received 76 grants from Trusts and Foundations; 
enabling the hospice to purchase a range of items, 
including: 5 recliner chairs, 6 syringe pumps, 20 
mattresses, hand and foot casting materials for 
bereaved families to remember their late children as 
well as funding to host the annual Christmas party 
for the children and their families. Plus revenue 
funding for running costs.

76 
grants from 
Trusts and 
Foundations
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We have continued to be actively involved in schools fundraising and our aim is to educate and inform future 
generations about Dougie Mac; focusing on providing informative and inspiring assemblies. In these assemblies 
we cover areas of the curriculum and set the pupils a small fundraising challenge. This year we have implemented 
“collection box races” where each class races to fill their collection box with spare change, mainly 2ps and 1ps to 
see which class can raise the most money for the hospice.

This has been hugely successful and has inspired both parents and teachers alike to take on challenges such as 
the 3 peaks challenge and skydives for Dougie Mac. We had 2 primary schools pledge to raise over £10k too – 
both achieving it with the support of their school community.

Over the past year, we feel incredibly fortunate to have the continued support of the business community with 
1,357 businesses digging deep and choosing to support Dougie Mac. Their contributions have come in many 
forms including corporate volunteering, employee fundraising, generous donations and sponsorships. 

This support is essential for the continuation of our fundraising efforts, enabling us to provide vital services to our 
community. We are profoundly grateful for their commitment and generosity. To honour and celebrate these 
invaluable partnerships, we host our annual Business Partnership Awards where we recognise and thank our 
business partners for their outstanding contributions – please see all our winners, commendations and 
categories on the next page.

This year at our Business Partnership Awards, one of our key focuses was around corporate volunteering. Over 
the last 12 months, 65 businesses have donated their time including 18 groups who have volunteered with us for 
the first time! Companies have volunteered in our shops, gardens and spent time leafletting, totting up nearly 
3,000 hours in total.

Super Schools

Better Business

local nurseries, schools and colleges 
have raised funds this year.82
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Bronze – Support between £5k up to £10k

Altecnic Ltd
Brian Mellor Financial Services
The Co-operative Bank
DoubleTree by Hilton
Fine Ceramic Transfers Ltd
Fletcher Moorland Ltd

Glen Dimplex Home Appliances
Heating & Pipework Installations
J A  Bloor Agricultural Services
N & J Tree Services Ltd
Neida Products Engineering Ltd
New Look Distribution Centre

Optimum Flooring Services
Plumbing Solutions
Screwfix for Wincanton
St. Modwen Homes
Terraces Menswear
The Craft Room

The Foaming Quart
Tinsdills Solicitors
TMT First Ltd
Unipart JCB

Silver – Support between £10k up to £15k

Amelia Knight
Carmountside Crematorium
Charles River Laboratories
Currie Young

QPS Print
Steelite International
The Barlaston Estate
Wooden Windows

Platinum – Support between £20k up to £50k

Asda Lymedale Distribution Centre
bet365
Brown Recycling Ltd
Denstone Hall Farm Shop & Cafe

Fiskars UK Ltd
Hanley Economic Building Society
Parogon Group

Gold – Support between £15k up to £20k

DPD
Geens Chartered Accountants
Hattons of London

Palladium – Support exceeding £50k

KMF Precision Sheet Metal Ltd
Stairbox
TIP Trailer Services Ltd

EXTRA MILE AWARD 
Winner - KMF Precision Sheet Metal Ltd

 

CORPORATE VOLUNTEERING AWARD 
Winner - The Co-operative Bank 
Commendations - Vodafone, Amey Highways
 WILL WRITING CHAMPION AWARD 
Winner - Tinsdills Solicitors
 Commendations - Beswicks Legal, Clowes & Co, 
Lichfield Reynolds

 COLLECTION BOX AWARD 
Winner - The Card Shop

 
Commendations - Graham's Chemist

 
BEST SUPPLIER AWARD 
Winner - KDM Events Ltd

 

Commendations - Heating & Pipework Installations,
Kayem Maintenance Services

 

Commendations - Stairbox Ltd

 

SUSTAINABILITY AWARD 
Winner - Brown Recycling Ltd

 

Commendations -  bet365 

 

Commendations -  RSM UK Consulting LLP

 

BEST BUSINESS PARTNERSHIP AWARD - (SMALL)
Winner - Denstone Hall Farm Shop & Café

 BEST BUSINESS PARTNERSHIP AWARD - (LARGE)
Winner - Parogon Group

 

CHARITY CHAMPION AWARD 
Winner - Steve Hammond, 
Don-Bur (Bodies & Trailers) Ltd

 

Commendations - Lynn Meigh, The Co-Operative Bank, 
Laura-Jane Wootton, TMT First Ltd, 
Janice Furnival, TIP Trailer Services Ltd

 

MILESTONE AWARD – EXCEEDING £100,000
Parogon Group, Stoke City Football Club Ltd

MILESTONE AWARD – EXCEEDING £250,000
Tip Trailer Services Ltd

Business Partnership Awards 2023/2024

Recognition Awards

Milestone Awards
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One of our business highlights this year was our reinvigorated TreeCycle campaign which would not have been 
possible without the support of all the businesses involved. Our TreeCycle is an environmentally friendly 
campaign which allows people who live within the hospice’s catchment area to make a donation to the hospice 
and have their real Christmas tree collected and recycled. Brown Recycling Ltd sponsored the campaign for the 
4th time and NJ Trees provided support to chip and recycle the collected trees for the first time this year.

This year, we were able to chip the trees on 3 different sites which reduced the need to transport trees for 
recycling to one further afield location. All trees were recycled and the chipping used for gardening products and 
mulch going back into the earth.

Branching Out: Our TreeCycle Success

Days
3

businesses
17

vans
56

postcode 
areas

14 1,677 
trees 

collected

volunteers
109

raised£28,459 
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Proudly
sponsored

by:

Community fundraising plays a vital role in helping our 
hospice raise the necessary funds to continue 
providing essential care and support to those in need. 
Community fundraising refers to the collective efforts 
of individuals and groups within our community who 
raise money for the hospice. This can include activities 
such as bake sales, charity runs, local events and 
personal initiatives taken on by dedicated supporters 
like Ray Mobberley and Peter Alcock.xxxxxxxxxxxxxx 
x x x x x x x x x x x x x x x x x x x x
When Ray Mobberley’s wife of 39 years, Kathleen, 
passed away on 17th June 2020, Ray was determined 
to do something positive in her memory. Dougie Mac 
had supported Kathleen with pain management and 
medication for her lung cancer and she’d regularly 
spent time at the hospice as a day patient. Sadly 
Kathleen passed away from Covid during the 
pandemic, which was worsened by her lung condition. 

Ray explained, “About a year after Kathleen died I 
needed something to give me a focus and I wanted to 
raise money for Dougie Mac in her memory. I started 
doing odd jobs for people I knew, just small plumbing 
and electrical jobs, and sometimes a bit of gardening, 
but instead of getting paid, I asked my customers to 
give me a donation for Dougie Mac. 

“Through word of mouth I started to get more and 
more requests for help, so my nephew Peter began to 
help me out. He’s a qualified mechanical and electrical 
engineer and plumber by trade, so together we could 
take on bigger jobs. Now we’re busy every single day, 
it’s like a full time job but it keeps us both busy and has 
really helped our mental health. 

“We get great pleasure in helping people in their hour 
of need and sorting their problems out.”

Every penny donated by their loyal customers is 
recorded by Ray and included in a monthly newsletter 
he produces and circulates to thank them for their 
support and to let them know how much has been 
raised for Dougie Mac in Kathleen’s memory. 

“Our customers have become like friends, we get to 
know everyone and they know they can rely on us to 
help them with whatever they need. Quite a few of 
our customers live on their own, so we’re good 
company for them and they ask us back for lots of 
different jobs. 

“We do not receive anything for our time and any 
money received is all donated to Dougie Mac, but we 
hope and pray we’re making a difference to those 
who need their service and that our customers 
appreciate our help.”

Helping Hands: A tribute to Community Spirit
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Local Lottery: It’s Win Win!

Dougie Mac Lottery activities have been an integral part of the hospice’s income requirements for over 28 years.
We strengthened our sales team in the summer of 2023 and having a bigger team working face to face in the 
community and on the phone has meant we have met and spoken to more local people raising awareness of the 
hospice championing the great and growing services we have to offer, dispelling myths and encouraging support 
for the hospice; in any way possible.

83% of our Lottery income comes from the Lottery numbers that are entered into the draw each Friday so there 
is always a focus on securing new members and new numbers for the draw which helps ensure we can still grow 
our membership even with any cancellations we may get. This year we secured 3,575 new numbers with 85% of 
these coming from proactive canvassing and telephone campaigns. 

We are truly grateful for the commitment of our Lottery players who provide a regular source of income for the 
hospice, week in, week out.

£2,000
WEEKLY

TOP PRIZE

£10
x  143

RUNNER UP 
PRIZES

x  5
RUNNER UP 

PRIZES

£20

numbers in the draw

24 380

Raffle Tickets sold 

new Lottery numbers

3,575 

Prizes re-donated

£30,568

Donations from 2 Raffles

£25,483 £17,254 

£2 scratch cards sold
49

4816 25
22

7

2

I got the phone call to say that I’d 
won and I was speechless, but it’s 

not about the winning for me, I 
support Dougie Mac regularly in 

memory of my Mum and Dad who 
were both cared for by the hospice. 
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Dougie Mac charity shops continue to be at the heart of our local communities – the public face of the hospice 
on high streets and in surrounding villages across Stoke-on-Trent and North Staffordshire. People who shop, 
donate and volunteer in our shops have shaped our retail operation to be what it is today and we couldn’t be 
more grateful.

Extending existing shops and making the most of new opportunities is key to growing the much needed income 
our shops help to raise for our specialist care and support. In April 2023 we were pleased to extend our Westlands 
shop and we opened our second shop in Cheadle on 7th September 2023.

A Dougie Mac Shop is never too far away…

Adult 
Services

Children & 
Young Adult 

Services

Ecommerce

Service Centre
&

Barlaston

Meir

Longton

Stoke

Bentilee

Abbey Hulton

Norton

Burslem

KidsgroveKidsgrove 
Mini Mac

Alsager

Biddulph

Cheadle 
Home

Cheadle

Leek

Newcastle

Westlands

Silverdale

Chesterton Bradwell

Hanford
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I love volunteering at the 
Dougie Mac shop they 
make me feel like I’m 

part of a great team and 
they are helping me to 

build confidence whilst I 
volunteer too.

Volunteering at the 
shop has helped 

improve my social 
skills as well as helping 

with my anxiety.

I feel much better 
in myself when I 

have been working 
hard with the team 

at the shop. It 
make me feel 

happy to be useful.

The shop where I 
volunteer are like 
another family to 
me we help each 

other out if we can I 
wouldn't volunteer 

anywhere else.

We cherish the opportunity to 
celebrate our shop birthdays. 
These special occasions allow 
us to express our gratitude to 
our dedicated staff, volunteers 
and loyal customers. To make 
the celebrations even more 
memorable, we always have a 
special birthday offer in store 
too. 
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Hours Volunteered

Donated
items sold

2,126,533  

Profitability

People volunteer Till transactions 

years of shop trading 
celebrated

Over

279

Furniture Items Collected 

4,117  
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Dougie Mac Shops 
in Numbers

Gift Aid really is a Gift

Gift Aid is an important source of income for the hospice. Thanks to HMRC’s tax concession for charitable giving, 
we can increase donations from tax paying supporters by 25% - at no extra cost to them.

Simply by obtaining a Gift Aid Declaration, we can reclaim 25p from every £1 given from HMRC. Gift Aid is also 
reclaimable from the sale of donated items in our charity shops too. 

Obtaining a valid Gift Aid Declaration, regarding tax paying status from donors is the key to maximising this 
opportunity - but this is easier said than done. In June 2023, we reinvigorated all aspects of our Gift Aid activities 
and processes with one singular objective to improve the collection of Gift Aid Declarations from donors, which 
would subsequently increase the amount of money raised from Gift Aid.

26%
increase in Gift 
Aid income 
year on year. 

23% 
more of our supporters 
made a Gift Aid 
Declaration in 2023/24 
than the previous year.

Thanks to our efforts of 
reviewing how we 
promoted and talked to 
our supporters about 
Gift Aid we claimed a 
record-breaking  
                           

of Gift Aid from HMRC.
£550,844 
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Financial Review
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Financial Review
The UK hospice sector is currently navigating some of its most challenging times. With statutory income 
remaining static and an unprecedented backdrop of rising costs, many hospices are facing significant financial 
pressures. As a UK wide deficit of £77 million for 2023-24 is predicted for the sector, Dougie Mac is proud to 
report a surplus of £0.828 million (after a gain on investments of £0.906 million).

Total income for the year rose by 7% from £17.7 million to nearly £19.0 million, with the increase being largely 
attributable to the strong performance of our Retail business. 

Expenditure also rose, with the cost of raising funds increasing by 17% and expenditure on clinical services 
climbing 6%. As we contend with the evolving economic landscape, it’s important to acknowledge that some 
expenditure increases i.e. government-initiated uplifts, energy costs, groceries etc. will always be beyond our 
control. It is therefore our responsibility to find a means of re-balancing elsewhere, primarily by growing our 
donated income.

£18.9 M

£20.4 M

£17.7 M

£19.0 M

£16.0 M £17.0 M £18.0 M £19.0 M £20.0 M £21.0 M

2020/21

2021/22

2022/23

2023/24

Total Consolidated Income

Raising Funds, £4.7 M

Inpatient Services, 
£5.2 M

Community 
Services, £3.4 M

Children & Young 
Adult Services, £4.3 M

Patient & Carer 
Wellbeing Services, 

£1.4 M

Total Expenditure
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Our ability to achieve these results in such a 
challenging environment highlights the effectiveness 
of our financial management strategies and our 
commitment to operating a sustainable charity. Yet 
again, we remain a financially robust organisation 
with a good diversification of income streams and a 
commitment to good purchasing practices that 
enhance a value-for-money ethos.

Of the 1.65 million items sold in our charity shops 
last year Bric-a-Brac and ladies wear remained the 
most popular income stream accounting for 54% of 
the total income generated from donated goods 
sales.  With the average price of an item sold being 
£3.06, the average transaction value equated to 
£8.11.  Over 4,000 items of furniture were collected 
from our community to be sold in our bigger stores 
and 850,000 kilos of products were kept out of 
landfill.

Of course, it’s imperative that Dougie Mac Retail 
works to keep up with customer demand therefore 
recruiting and retaining volunteers and staff will be 
more important than ever.  As a well-established and 
efficiently run operation, we will continue to 
diversify and innovate, to meet the changing needs 
of our shoppers.  Charity retail is perfectly positioned 
to appeal to sustainable shoppers as more people 
look to make environmentally friendly choices. 
Charity shops remain incredibly important as 
customers look for affordable shopping choices to 
continue to combat the effects of the cost-of-living 
crisis.  So, with plans afoot to not only continue to 
grow our in-store offering but to also expand our 
online platform, 2024/25 promises to extend our 
successful track record.

Lottery proceeds continue to be a dependable and 
steadily growing source of revenue for the hospice as 
2023/24 sees income increase by 2%.  Participation 
in the weekly lottery draw continued to rise during 
the year; reflecting an ongoing growth in 
engagement and support from our local community.  
During the year, two successful raffle campaigns 
collectively raised over £108,000 and were a 
significant boost to our fundraising efforts.  The 
continued success of our lottery is thanks to the hard 
work and enthusiasm of our in-house team who 
continue to excel in recruiting new members; their 
dedication is the cornerstone of Lotteries 
achievements.

Thank you to everyone who participated and 
supported our hospice lottery in 2023/24. Your 
contributions make a significant difference in the 
lives of those we care for. Here’s to another 
successful year ahead!

Dougie Mac shops continue to be a North 
Staffordshire shopping destination of choice as 
people look to bag themselves a bargain.  Over the 
past few years, our shops have shown astonishing 
resilience; riding the storm of COVID-19 and the 
cost-of-living crisis alongside managing the 
day-to-day challenges like charity retail competition, 
volunteer shortages and, believe it or not, inclement 
weather conditions.

Dougie Mac Retail saw incredibly strong sales in 
2022/23, and this was always going to be difficult to 
replicate in 2023/24.  This being said, it is astonishing 
to report that our resilient chain of charity shops has 
achieved impressive sales growth of 28%. Despite 
the challenges they have faced; like-for-like in-store 
income grew by 19% whilst online sales of donated 
clothing rose by 46.7% from 2022/23.
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Defined benefit pension scheme

The income generation teams at our hospice play a 
crucial role in ensuring we can continue to provide 
exceptional care and support to our patients and 
their families. 

Each year, their efforts and dedication result in an 
increase in net contribution, allowing us to expand 
our services and reach even more people in need of  

our care.  From organising fundraising events to 
managing our charity shops, their innovative 
approaches and tireless work make a significant 
impact.  Not only do their contributions sustain our 
operations but also enhance the quality of life for 
those we look after, embodying the care values of 
our organisation. We are incredibly grateful for their 
unwavering commitment and the positive difference 
they make year after year.

Dougie Mac’s investment portfolio experienced a 
total return (income generated plus capital 
appreciation) of 12.3% to 31st March 2024, net of all 
fees and charges.  Inflation trending back towards 
target levels, resilient economic performance and 
the promise of interest rate cuts have all added to a 
positive backdrop for investment markets. The 
investment portfolio outperformed its associated 
benchmark, ARC Steady Growth ACI, by 2.9% over 
the period with total income increasing by 15.8% to 
£191k for the year.

The actuarial loss in the pension fund is £164,000 and is shown in the Statement of Financial Activities, the 
defined benefit pension scheme liability stated in the balance sheet is £nil (2023 – £nil). This is the value 
recommended by the scheme actuary in the pension valuation report.  Movements in the pension schemes 
assets and liabilities and its impact on the hospice’s financial position is monitored closely by the Hospice 
Trustees and by the Trustees of the Federated Pension Scheme for Douglas Macmillan Hospice.
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Trustees Report – 
for the year ended 
31st March 2024 

Susan Evans 
Chairman of Board of Trustees

               The Financial 
Statements report a highly 
successful year, with 
remarkably robust income 
generation and capital 
reserves.
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Trustees Report – for the year ended 31st March 2024 

I was delighted to be appointed Chair of the Board of 
Trustees of Douglas Macmillan Hospice in November 
2023. After my first year in the role, it is a pleasure to 
present the Annual Report and Audited Financial 
Statements for the financial year ended 31 March 
2024, on behalf of the Board of Trustees, who 
individually are also Directors of the charity for the 
purposes of the Companies Act 2006.

The Financial Statements report a highly successful 
year with remarkably robust income generation and 
capital reserves. Our sound finances have enabled 
Dougie Mac to continue to strengthen palliative and 
community care services invest in complementary 
healthcare services and significantly increase 
palliative and respite care for children and young 
adults who have a range of complex life-limiting 
conditions.  

Our compassionate service of palliative and end of life 
care for individual patients and their families has 
earned Dougie Mac loyalty and a reputation that we 
never take for granted. Local people are incredibly 
generous, donating 80% of our total income, as 
individual donors, or as local businesses and 
corporate supporters. Many volunteers generously 
give their time to help run our retail shops or provide 
help within hospice premises.  We express our thanks 
to everyone in the community who supports the 
hospice in any way they can.

Dougie Mac plays a critical role in the wider context of 
healthcare needs in North Staffordshire and we are 
very aware of some of the challenges faced by the 
NHS, nationally and locally, and its potential effect on 
hospice services and on patients. However, as an 
independent hospice, our Strategic Plan 2023-26 
defines strategic objectives to invest in, and 

sustain future hospice care services, and states our 
intention to invest in other specialist care such as 
Wellbeing and dementia, for those diagnosed and 
living with life changing and life-limiting conditions.

The following examples demonstrate our 
achievements. The innovative Wellbeing programme 
established in 2022 is a real success, welcomed and 
fully taken up by the community. Led by a team of 22 
professional staff, it offers a range of support and 
therapy groups including cancer, Lymphoedema, 
Parkinson’s, Motor Neurone Disease and 
bereavement support networks.

Our longstanding and beneficial alliance with 
Approach Dementia Services was formalised by a 
merger on 1 April 2024, with 21 Approach staff joining 
the Dougie Mac team to continue their incredibly 
valuable work in dementia care. This dedicated 
investment in dementia care directly supports the 
needs of local people in this growing and devastating 
health condition.
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We have invested in infrastructure, estate, and retail 
shops. Examples include; a kitchen refurbishment in 
the Children’s Services, optimising sales in our retail 
shops by shop expansion, attractive branding and 
vibrant retail presentation. A planned significant 
investment in a new hospice IT system has been 
smoothly implemented and further development of a 
hospice led collaboration for a 24/7 Advice Line and 
out of hours Rapid Response service is progressing.

 On behalf of the Board of Trustees, I wish to thank 
employees and volunteers for their amazing 
contribution and thank the Executive team for their 
consistently successful leadership of the hospice.

We continue to recruit staff in a national environment 
where recruitment is often a challenge. Strategies to 
attract, develop and retain employees are a high 
priority. We welcome external feedback and are 
delighted to be accredited by Investors in Excellence 
and Best Companies 3 Star World Class status.

It is our employees who drive the success of 
Dougie Mac, through their individual commitment to 
quality, excellence and professionalism.

Susan Evans 
Chairman of Board of Trustees
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Running our 
organisation well 
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Running our organisation well 

The Board of Trustees is the governing body that administers the charity, sets the strategy, formulates policy and 
assesses procedures and risk management. The Board meets regularly and the trustees are directors of the 
company but none of the trustees has a beneficial interest in the company and all are unpaid volunteers.

The existing trustees of Douglas Macmillan Hospice are empowered under the Articles of Association to elect 
new trustees at our Annual General Meeting and to make co-options at any other time. Succession planning for 
trustees is an important dimension of governance as is a blend of skills in the Board of Trustees, so new trustees 
are recruited in a variety of ways including external advertising and previous interest in and involvement with the 
Hospice. Additionally potential new trustees are invited to attend Board meetings as an observer to assist them 
on deciding whether to agree to a nomination as a trustee. New trustees receive a full induction programme over 
an extended period, including briefings with senior executives and visits to the various parts of the organisation 
to gain an appreciation of the mosaic of aspects which contribute to the success of Douglas Macmillan Hospice. 

To assist in the smooth running of the charity the Board is supported by eight subcommittees each of which 
meets at appropriately regular intervals and are chaired by a member of the Board. These subcommittees are:

The trustees on each subcommittee have relevant interests and skills to ensure that they enhance the work of 
that committee. 

Investments, Finance & Internal Audit (IFIA)

People & Values (P&V)

Clinical Governance (CG)

Research

DMH Staffordshire Enterprises Ltd Board (DMHSEL)

DMH Staffordshire Lotteries Ltd Board (DMHSLL)

Information Governance (IG)

Safeguarding

Board of Trustees 

Trustee Recruitment, Appointment and Induction

Subcommittees of the Board of Trustees 
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Both DMHSEL and DMHSLL develop commercial activities to support the charity and each covenants its surplus 
to the charity, and results are included within the Consolidated Financial Statements. 

A scheme of delegation is in place so that day to day responsibility for the affairs of the charity, including all 
operational matters, rests with the Chief Executive Officer and the Executive team, which currently comprises:

David Webster 
Chief Executive Officer

Karen McKenzie

Director of 
Income Generation

Jannette McCartney
Director of Care

Cris Hammond

Director of HR and
Support Services Vicki Dean 

Director of Finance

Emer Cunningham McKenna
Medical Director 

Governance of Douglas Macmillan Hospice is underpinned by a transparent culture of risk evaluation and risk 
management, enabling the Board of Trustees to consider all risks, both stated and emerging, and fulfil their 
responsibility for risks faced by the charity. A risk register identifies the potential and actual risks, their nature, 
likelihood and impact and then outlines the measures taken to mitigate those risks. Trustees review the risk 
register formally at Board meetings as well as assessing and updating it at appropriate subcommittees. 
The main risks that the charity faces are:   vvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvvv

a)
This is mitigated by our robust fundraising strategy; built over many years of successful expansions of donated 
income, and by cultivating excellent relationships with statutory funding partners in the local health economy.

b) Reputation
The hospice is held in high regard by local people and stakeholder partners and has been so for 50 years but 
protecting and polishing our reputation requires mitigating actions, notably in ensuring that all our systems, 
processes and support lead to the successful recruitment, retention and development of outstanding people.

Risk Management
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Financial Sustainability

c) Recruitment
A nationwide difficulty in recruiting registered nurses with the potential to hamper expansion plans.  
Recruitment initiatives, timely succession planning alongside well considered training and development plans 
will enable us to nurture our own talent. A strong people culture that focuses on our CARE values along with 
competitive pay, an attractive working environment and a person-centered wellbeing programme will assist in 
retaining the calibre of staff required to deliver our strategic objectives.

d) Governance
Shortcomings in our evidencing of high standards of internal governance and robust evidence-based decision 
making could damage the reputation of the hospice and potentially diminish the support of our local community. 
To mitigate this risk, we are governed by a high performing Board of Trustees and Directors committed to 
extending the 50-year record of success at DMH. A well-constructed infrastructure of subcommittees and 
subsidiary boards, fully aligned to the hospice strategy, also protects the charity.

Reserves are held to ensure that the charity has the ability to withstand any unforeseen drops in income, and to 
provide capital for future strategic growth, recognising that access to external capital is very limited. The Board 
of Trustees is satisfied that the current level of reserves provides an adequate buffer against risks that cannot be 
negated by other means, whilst underpinning the strategic plan for the future of the hospice.

Reserves Policy

We strive to ensure our practices when generating non-statutory income are of the highest standard; we must 
be legal and comply with regulatory bodies and we commit to being open, honest, respectful and accountable. 
Our reputation and maintaining public trust is essential.

Our trading companies operating Lotteries and Charity Shops and all other Fundraising activities must comply 
with relevant regulations and laws and we are registered and/or licensed* to undertake activities by:

1. being licensed* to operate gambling activities by The Gambling Commission
2. being registered with The Fundraising Regulator 
3. recognising The Trading Standards Authority

*Our license for Gambling activities is held by Mrs K McKenzie (Director of Income Generation)

Some aspects of our fundraising activities are self-regulatory, and we commit to maintaining the same high 
standards in all practices by:

• Employing suitably qualified and experienced fundraising staff or training staff to be suitable equipped to   
xxxxmeet the high-performance levels we require
• Treating the information that supporters provide us with in line with our Privacy Policy
• Never selling or sharing supporters’ personal information to a third party in line with our Data Collection 
xxxxStatement
• Maintaining clear governance and management controls for the legal sale and transparent raising of funds 
xxxxfrom a diverse range of sources in line with our Donations Policy
• Having clear rules for when donations are returned to donors in accord with our Donations Policy
• Reporting to Boards and subcommittees on income generation activities, issues and compliance matters.

Fundraising standards information
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For the year ended 31st March 2024

Douglas Macmillan Hospice is a company limited by 
guarantee and a registered charity governed by its 
Memorandum and Articles of Association.

Charity Name
Douglas Macmillan Hospice
Company Number
3615904
Charity Number
1071613
Registered Office
Barlaston Road, Stoke-on-Trent, ST3 3NZ

Auditors
Geens Limited 

Chartered Accountants 
68 Liverpool Road , Stoke-on-Trent , ST4 1BG

Solicitors      
Tinsdills Limited 
Hays House, 25 Albion Street, Hanley, 
Stoke-on-Trent, ST1 1QF

Mr D Platt (Chair) (Resigned 16 November 23) 
Mrs S Evans (Chair) (Appointed 16 November 23)
Mrs M Rathbone (Vice Chair Appointed 16 November 23)
Mr K Brown     
Mrs K McKenzie
Mrs J Miller     
Dr J Sissons

Dr E Slade
Mr T Stanway
Mrs J Warren
Ms L Rowley (resigned 11 August 23) 
Mr T Pegg (Appointed 16 November 23) 
Mr M Tideswell (Appointed 16 November 23) 
Mrs J Neyt (Resigned 31 January 24)

Officers

The current Trustees (Directors) and those who held office during the financial year to 31st March 2024 are 
listed below:

Company Secretary & Chief Executive Officer 
Mr D Webster

Director of Care     
Mrs J McCartney

Director of HR & Support Services  
Mrs C Hammond

Director of Income Generation   
Mrs K McKenzie

Director of Finance    
Mrs V Dean

Medical Director    
Mrs E Cunningham McKenna

Reference and Administrative Information 
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The charity’s trustees, who are also the directors of Douglas Macmillan Hospice for the purposes of company 
law, are responsible for preparing a trustee’s annual report and financial statements in accordance with 
applicable law and United Kingdom Accounting Standards (UK generally accepted accounting practice).

Company law requires our trustees to prepare financial statements for each year which give a true and fair 
view of the state of affairs of the charitable company and the group, and of the incoming resources and 
applications of resources, including the income and expenditure of the charitable group for that period.

In preparing these financial statements, the trustees are required to:
 
• Select suitable accounting policies and then apply them consistently 
• Observe the methods and principles in the Charities Statement of Recommended Practice (SORP) 
• Make judgements and accounting estimates that are reasonable and prudent 
• State whether applicable UK accounting standards and statements of recommended practice have been 
xxxxfollowed, subject to any material expenditures disclosed and explained in the financial statements 
• Prepare the financial statements on the going concern basis unless it is inappropriate to presume that  
xxxxthe charitable company will continue to operate

The trustees are responsible for keeping adequate accounting records that disclose with reasonable accuracy 
at any time, the financial position of the charity and to ensure that the financial statements comply with the 
Companies Act 2006. They are also responsible for safeguarding the assets of the charity and the group, and 
hence take reasonable steps for the prevention and detection of fraud and other irregularities. The trustees 
are responsible for the maintenance and integrity of the corporate and financial information included in the 
charity’s website. Legislation in the UK governing the preparation and dissemination of financial statements 
may differ from that in other jurisdictions.

In so far as the trustees are aware, at the time of approving our trustees’ report there is no relevant audit 
information of which our auditor is unaware, and trustees have taken all steps that they ought to have taken 
to make them aware of any relevant audit information. It is customary to place a resolution at our AGM 
proposing the appointment of Geens Ltd as our auditors and trustees will do so in the knowledge stated 
above.

Approved by the trustees on 23rd September 2024 and signed on their behalf by:

Trustees Responsibilities in Relation to 
Financial Statements 

Susan Evans 
Chairman of Board of Trustees
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Independent Auditor’s Report 
and Financial Statements
For the year ended 31st March 2024
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The notes on pages 76 to 92 form an integral part of these financial statements 
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The notes on pages 76 to 92 form an integral part of these financial statements
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Thank you
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To all staff, volunteers and supporters who helped 
Dougie Mac in 2023 – 2024. 
You really do make all the difference.
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Adult Services

Barlaston Road
Blurton 
Stoke-on-Trent
ST3 3NZ
01782 344300 

Grace Road
Trentham

Stoke-on-Trent
 ST4 8FN

01782 654440

Children and Young Adult Services

/DMHospice/DougieMacHospice /DougieMacHospice  /DougieMacStoke

www.dougiemac.org.uk

Registered Charity Number: 1071613   |   Company Number: 03615904


