


Waipuna Hospice looked after me and did an
amazing job of making me feel cared for, both
medically and emotionally. If something is
wrong, I know I can call Waipuna Hospice.

JAN GARRETT

Past Waipuna Hospice patient 
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Waipuna Hospice has sustainable relationships with key stakeholders across our
region, including the Bay of Plenty District Health Board, local businesses, health
providers, iwi, and our communities. We deliver care in partnership with a patient's
primary healthcare team and alongside any other specialist teams involved.

PARTNERS

Vision
High quality

end of life care
for all

Values
Community
Advocacy
Respect
Empathy
Quality

Mission
To provide the best
possible specialist
hospice palliative

care, enhancing the
quality of life for

those facing end of
life and bereavement

SERVICES
Waipuna Hospice provides specialist palliative care for patients living with a life-
limiting illness, and support services for them and their families and whānau. Our
geographical area covers Waihi Beach to Paengaroa. Waipuna Hospice care is
effective, equitable, valued, and accessible to all people in Tauranga and the
Western Bay of Plenty regardless of age, gender, diagnosis, or ethnicity. 

PEOPLE
Waipuna Hospice attracts, develops, and retains a high performing and engaged
interdisciplinary team of staff and volunteers.

FINANCES
Waipuna Hospice demonstrates strong financial stewardship while providing
for the future needs of our community.

DIVERSE COMMUNITY
Waipuna Hospice reflects the diversity of our communities in every aspect
of our business.
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Patient Trends
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4,845 people, their family and whānau were
supported by Waipuna Hospice last year. 



Reasons For Admission To IPU

New Patient Referrals By Age
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252,826

KM TRAVELLED BY
OUR TEAM

INPATIENT
ADMISSIONS

211

CURRENT
VOLUNTEERS

928

AVERAGE
DAYS IN IPU 

8.15

738

REFERRALS

Symptom Control

48.3%Terminal Care

22.7%

Respite

22.7%

Other

6.2%



This year commenced with the COVID-
19 lockdown of March 2020 behind us,
but with an air of uncertainty
nevertheless present as we continued
to deal with its ongoing presence.

The Board and the Senior Leadership
Team commenced the year with a
focus on setting the strategic plan for
Waipuna Hospice for the short,
medium and long term. The strategy
maintains the vision of high-quality end
of life care for all and is split into six
delivery areas including our services,
people, partners, diverse community,
finances, and facilities. 

In these key areas, our services are
now delivered through an
interdisciplinary team model which
looks to provide the services needed
by hospice patients on a needs basis
(e.g. in a particular case the needs
may be of a social work nature).
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C H A I R P E R S O N
R E P O R T

VANESSA HAMM

A review of this model and patient and
whānau feedback suggests that this
model is working well, and is working
predominantly in the home.

Like all organisations, recruitment in a
COVID-19 environment has proved to be
challenging, but finance wise Waipuna
Hospice reported a strong end to the
financial year. Against all odds, or
perhaps due to the environment after
the lockdown, the retail shops have
performed extremely well and delivered
great results. The volunteer effort for
Waipuna Hospice is greatly appreciated.

This has been my first year as Chair of
Waipuna Hospice and it has been a very
rewarding role. Waipuna Hospice enjoys
immense support from its community
and I thank all our staff, volunteers,
board, donors, partners, and supporters.

Chairperson



I had hoped that this report would not
have to mention that “tricky little virus”
but as we all know COVID-19
continues to ravage the world and
have a significant impact on NZ.

Waipuna Hospice staff and volunteers
have rallied in this last financial year to
ensure that the organisation is looking
ahead and is able to provide the
services our community wants and
expects at the end of their loved ones'
lives. This has happened against a
backdrop of a delayed mental health
crisis due to the impact of restrictions
on our lives – I am sure I am not alone
in recognising that it seems to have
been harder in some respects than it
was during the initial lockdown.

But we push through, work together
and support each other as we move
into a new era for healthcare. Recent
reforms announced by the Minister of
Health will undoubtedly have impacts
on the services funded and provided
by Waipuna Hospice. 
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C E O  R E P O R T Our aim is to be part of the
future and influence where
we can for the best
possible specialist hospice
services for our region, our
patients and their families
and whānau. 

The Board and SLT completed a
refresh of our strategy this year, to
start from 1 July 2022. This strategy
focuses on six themes: our services,
our people, our partners, our diverse
community, our finances and our
facilities. Each of these areas allows
the organisation to remain focused on
what our stakeholders need to provide
the best possible palliative care. 

In the second half of the financial year,
the Waipuna Hospice Board approved
a change to our senior leadership
team. They agreed to provide
additional leadership capacity for the
team who support what is a team of
considerable size – now nearly 160
employees. Plus, with nearly 1000
volunteers we are reaching a point



where we need to ensure the suitable
capacity of our support teams as well
as our clinical teams. These changes
will help the organisation move into the
next 20 years of care provision where
current projections show a 50%
increase in the number of deaths in
New Zealand. We have to be prepared
and build suitable capacity for this
huge growth in patient numbers in the
coming years.

Lastly, I want to thank the whole team
for their hard work this year – from the
retail team who continue to provide
amazing results, allowing Waipuna
Hospice to provide such an excellent
service, to the fundraising and
marketing team who work across the
organisation raising funds for and
awareness of our services. From the
clinical teams who have consolidated
our new interdisciplinary team model
introduced at the end of the last
financial year, to the volunteer teams
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Thank you to you all –
and thank you to our
community, without
which Waipuna Hospice
could not provide such a
wonderful service.

RICHARD THURLOW

who work in so many aspects of the
organisation from the board to
reception, patient support, our shops
and our depot. Also, thanks to the
senior leadership and clinical
leadership teams for providing
leadership of the highest level to
ensure that Waipuna Hospice is
meeting the needs of our community.

CEO
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This past financial year has been
somewhat extraordinary for the
Waipuna Hospice clinical team. The
team coped commendably with the
many challenges that the COVID-19
pandemic imposed. 

The new financial year saw the clinical
team establish a new equilibrium; a
single team divided into three
interdisciplinary community teams. 

The inpatient unit, which had
temporarily closed during COVID-19
lockdown level four, reopened with a
reduced number of inpatient beds
allowing some of our resources to be
redirected into patient’s homes. 

Waipuna Hospice recognised some
years ago that the needs of our
patients in the community were
changing, and we had to adapt to meet
this change.
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C L I N I C A L
T E A M
R E P O R T

Not only was there an
increase in medical
complexity, but there was
an escalating need at a
family, whānau, and
caregiver level. 

The team identified that a patient in
their own home potentially needed the
same level of care and support as a
patient in the Inpatient Unit did and
that we needed to expand the
available resources in the patient’s
home. Therefore, a project to expand
the interdisciplinary support of
Waipuna Hospice for patients in the
community began and led to the
development of three interdisciplinary
teams servicing the WBOP rather than
a single community team.  
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Cardiovascular
6.78%

Other
14.11%

Respiratory
3.66%Neurological

2.44%

Each community team is now
resourced with a social worker and
counsellor alongside three community
nurses, a nurse practitioner, and a
clinical nurse specialist. There is also
a medical officer/senior medical officer
available for support, and teams have
access to allied health and cultural and
spiritual support for patients. Our
clinical pharmacist is also able to
contribute to a number of
interdisciplinary discussions. 

The clinical team would like to express
its gratitude as so much of this change
occurred over a short timeframe. The
financial year commencing July 2020,
therefore, has been the first real test of
this revised community service
delivery model.

It is pleasing to report that the
community interdisciplinary team
model has been a resounding success.
An audit of clinical files suggests that
most patients benefit from the
involvement of multiple disciplines,
and a number of patients have more 

Primary Diagnosis

Malignant Diagnosis
70.96%

Renal
2.04%

complex needs that require input from
several disciplines staggered over
time. 

An increasing percentage of patients
that are admitted into our Inpatient
Unit are admitted due to carer crisis
needs or the patient may be in their
final days of life. This increase could
be due to the fact that many patients
have elderly caregivers (often a
spouse) and providing around the
clock care support in a home remains
challenging for the healthcare system.

To help our community, Waipuna
Hospice often visits patients daily and

30%
of our patients have a primary

diagnosis that isn't cancer. 

Almost



Home

45.1%

Aged Residential Care

22.6%

IPU

17.8%

Hospital

14.5%
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Place of Deathon occasions can use a night nurse in
the home overnight but ultimately we
have finite resources here.
Waipuna Hospice is carefully
monitoring the demands on its
inpatient beds to ensure that we retain
sufficient resources to appropriately
meet the specialist palliative care
needs of the community. 

The “post-COVID” world has seen
changes in work pressures, personal
expectations, job opportunities, and so
forth. We have gained incredible
nurses with a vast array of
experiences and retained an
experienced medical team although
recruitment of an additional senior
medical officer seems challenging in
the current environment. 

3 4 - 9 7
A G E  R A N G E  O F  P A T I E N T S

A D M I T T E D  I N T O  I P U

A V E R A G E  A G E :  7 3 . 7

We are valuing the input from the
nurse practitioners, and all the team
participants as a whole. 

Waipuna Hospice couldn’t imagine
moving forward into the future without
a strong interdisciplinary team
approach to add value to patients,
family, whānau, and carers. 

Our focus going forward is to
consolidate the interdisciplinary model
of care for the remainder of the year
whilst building greater networks within
our community.



There has been a significant shift in
the medical team’s focus over the past
12 months. Direct review and
contribution to patient care remain
foremost but an expanding component
of the medical role is the “behind the
scenes” support of the interdisciplinary
team. When we share medical
knowledge with the greater team it
allows for increased planning and
anticipatory care; potentially reducing
the number of medical emergencies or
periods of compromised symptom
control in the patient’s home.
Increasingly, the medical team is
working through the community nurse
or nurse practitioner team and this
model allows for a smaller resource to
have a larger impact.

The medical team continues to
contribute widely in the areas of
education and training.

M E D I C A L
T E A M
R E P O R T
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Small group training occurs several
times each year (e.g. fourth-year
medical students). In contrast, trainee
interns (final year medical students)
benefit from clinical attachments to
Waipuna Hospice which are typically 6
weeks placements. This allows for
contributions to inpatient care as well
as care and assessments in the
patient’s own home. 

Often a Waipuna Hospice
attachment will be the
student’s first real
exposure to an
interdisciplinary team in
action; a significant
learning outcome by itself.
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This research is centred around what
measures an inpatient hospice might
take to help minimise confusional
disorders in patients; it is research of

this nature that helps improve patient
care and caregiver burden going into
the future.

The Waipuna Hospice medical team
remains small with a mix of SMO
(senior medical officers with palliative
medicine specialty training), and
medical officer support. We also value
the contribution made by our second-
year house officers who rotate each
quarter from the hospital. 

1 4 4 0

H O U S E  O F F I C E R
H O U R S

"I have such admiration for all the work you
do and am so appreciative of how welcome

you made me feel. I will take these
learnings and experiences with me and be

sure to implement them in my work
someday. In the meantime, I know they
have made me a better Junior Doctor." 

-  K E L S E Y  R A O ,  
house oficer

A research initiative driven by senior
medical officer Dr Vicki Jones in
collaboration with the University of
Auckland is underway with funding
attached to this project allowing for the
appointment of a part-time research
nurse. 



The changing of the guard has
occurred at Waipuna Hospice in the
last 12 months, as we said goodbye to
some incredibly dedicated nurses that
have worked for the most part of their
50-year nursing career with us at
Waipuna Hospice. We feel extremely
privileged that they chose Waipuna
Hospice and that we could celebrate
such an illustrious career with them. 

Nurses are often humble by nature, so
we really want to recognize and
acknowledge those Nurses. Their
contributions towards hospice care in
our community are commendable. 

We recognise a lot of change has
occurred due to both the IDT model
and saying goodbye to some of our
longstanding nurses. Through this
change, a “one team” approach has
been embedded.

N U R S I N G
T E A M
R E P O R T

1 3

Our nursing staff have really supported
each other and our patients by being
flexible and increasing skills and
knowledge to be able to work both in
the community and the Inpatient Unit.
We have been incredibly fortunate to
recruit an amazing team.

A component of this recruitment has
included an increase in nurse
practitioners at Waipuna Hospice.

This creates exciting
development opportunities
and increased specialist
palliative care skills
supporting our staff and
raising the bar for patient
centered care in the
community. 



In 2021 the family support
team had 3,886 contacts
with patients and their
families/whānau, which
included 2115 community
visits and 1771 phone calls.

At Waipuna Hospice, our care is
provided by an interdisciplinary team
of staff who offer support and
expertise with an emphasis on the
whole person - physical, social,
cultural, emotional and spiritual. The
interdisciplinary team model enables
our patients to benefit from a team of
highly skilled professionals that have
knowledge of the latest tools, research
and best practice models to support
patients to be able to achieve their
goals, have pain and symptoms
managed and have timely access to
psycho-social and spiritual support. 

With a dynamic group of 17 highly
trained and qualified allied health
professionals and support staff, the
family support team plays a key part in
the Waipuna Hospice interdisciplinary
model. Our department includes five

1 3

social workers, two physiotherapists,
two occupational therapists, five
counsellors, a chaplain, and a kai
whakamaru (Maori Liaison), meaning
we are able to help and support our
patients and their whānau in a variety
of meaningful ways. 

The interdisciplinary team model
enables us to methodically plan and
look to the future to ensure that we can
continue to predict and respond to our
community’s needs, through providing a
high level of service to our patients and
their families/whānau within their
environment of choice. 

F A M I L Y
S U P P O R T
R E P O R T
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F A M I L Y  S U P P O R T

C O N T A C T S



W A I P U N A  H O S P I C E  A N N U A L  R E P O R T  &  Q U A L I T Y  A C C O U N T 1 5

Our team also holds a number of
specialisations, including lymphedema
massage, adolescent grief counselling,
art in therapy, hand therapy, couples
counselling and play therapy. The
number of lymphedema referrals has
progressively increased over the past
three years, from 60 in 2018/19, 67 in
2019/20, and 77 in this financial year.
We have met this increase in demand
by employing a new Physiotherapist
who specialises in this field.  

We also have a designated ‘Play
Therapy Room’ to support children in
our community. Play therapy offers a
safe and supportive space for children,
designed to encourage the expression
of thoughts, feelings and experiences
through play and creativity. This allows
children to process feelings at their
own pace, in their own unique way.

The number of referrals to
our Child and Adolescent
Counsellor has also
progressively increased
over the past two years. In
2020/21 the total number
of referrals was 42, in
comparison to 20 referrals
received in 2019/2020. 

Feelings of loss can be scary for
children; however, with play therapy,
they can distance themselves from the
loss through symbolic play, for
example, by making a character feel
sad. In this way, children can process
their feelings without confronting them
directly. As a by-product, this supports
the psychological wellbeing of their
parents and the wider family/whānau
as they also try and process their loss.

1 7 7 1

2 1 1 5

F A M I L Y  S U P P O R T
P H O N E  C A L L S

F A M I L Y  S U P P O R T
V I S I T S
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F A M I L Y  S U P P O R T  
C O N T A C T S  M A D E

Our team is fully invested in
supporting whānau through facilitating
various education sessions. We are
also committed to working with
various tertiary education providers
and building professional practices
within our Allied Health disciplines.
We currently have a fourth year social
work student and a third year
counselling student on placement with 

us at Waipuna Hospice. 

It is very important that we build a
greater level of understanding of the
uniqueness of hospice care, and why it
should be supported and continually
developed as a community service, to
ensure that it can be easily accessed
by those who need it the most, now
and into the future. 

"Working in an
interdisciplinary team

was particularly valuable
due to the contribution
of perspectives from a

variety of professionals.
This placement

reinforced the value of
the social work

perspective and skills at
the decision-making

table, and when working
with patients and their

families. Thank you
Waipuna Hospice for a

great placement".
 

- Rachael Anderson

4th year Social Work student 



In the last year, Waipuna Hospice has
strived to actively engage our external
providers in our educational programs
and continue to provide a range of
education initiatives. These include the
Hospice New Zealand programs
(Fundamentals of Palliative Care for
Health Professionals, Palliative Care
for Health Care Assistant’s and The
Syringe Driver Medication Competency
Workshop) as well as our Wound
Management Workshop, Carer
Workshop and Palliative Care Study
Days for aged residential care facilities
(ARC), facilitated with the PHO. 
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18 sessions have been held off-site,
predominantly in ARC facilities. There
was some postponement of courses
and reduction in participant numbers in
2020 due to the COVID-19 pandemic.

In May/June 2021, we were fortunate
to be part of the Hospice NZ and
Hospice Waikato's working group for
the Syringe Driver Medication Online
Training (administration component)
pilot. This blended learning approach
to education is the way of the future
and it has been exciting to play a part.

We also had the exciting opportunity to
develop carer resource videos this
year for the purpose of assisting family
and whānau home carers, empowering
them to feel more confident in
undertaking care tasks.

This year we have had a
total number of 453 people
participate in our education
programs and sessions
across a total of 47 days. 

4 7
T R A I N I N G

C O U R S E S  H E L D

E D U C A T I O N
R E P O R T



The overall aim of this
training is to improve the
timing and quality of
conversations between
patients, their families,
whānau and our clinicians.

To support the transition of the new
interdisciplinary team model, we have
had a significant focus on internal
education over the past year too. We
actively support professional
development and are committed to
providing education to all staff
regardless of where they are in their
career path. In recognition of the
importance of upskilling our nurses, we
conducted a number of study days to
specifically cater to and support our
staff. The focus was on both general
organisational processes as well as
looking at palliative care assessments
and how we manage common
symptoms in the palliative care setting. 

In February we developed and
commenced delivery of a mandatory
Clinical Communication Skills Course
for our clinical staff. This course
incorporates advanced communication
skills to assist with goals of care
conversations.   

A second component of the day is the
Health, Quality and Safety
Commissions Serious Illness
Conversation Guide training. 
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Part of this involves scenarios with the
use of role-play and we would like to
acknowledge the volunteer actors who
share their time to assist us. 

We continue providing regular in-
service training to our staff on a variety
of clinical and service delivery topics.
We also have medical led case
reflection forums on complex cases and
short case study sessions focussing on
disease progression, clinical
assessment and complex symptoms. A
big thank you to Jack Drummond, our
medical officer for providing this. 

4 5 3
T R A I N I N G  C O U R S E

P A R T I C I P A N T S
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M Y  H O S P I C E  J O U R N E Y :

J A N  G A R R E T T
Facing a terminal diagnosis alone
isn’t something any of us want to
think about. However, having no
family to turn to, no shoulder to
cry on, and no hand to hold when
things become too painful is an
agonising reality for many. When
Jan Garrett was diagnosed with
terminal cancer she prepared to
face it alone, with just her dog
Honey for support. That is
however until Waipuna Hospice
began to care for her.

really believe that a massage was
going to help, but I could feel the
improvement instantly. The pain eased
quite quickly and I could touch my legs
again without being in agony. I like to
call hospice my miracle workers.” 

"I think that Waipuna Hospice helped
me cope. They relieved my pain and
symptoms so that my body could focus
on keeping me alive longer". 

“I am a widow who grew up an orphan,
so I don't have any family around me. I
am on my own completely. It's just me
and my dog, and that was really scary
until hospice started caring for me.
They are there to check in with me,
have a chat, and ease any pain I may
be in, both physically and emotionally.
I know death is coming, and I am
frightened to die, but I feel better
knowing hospice is there to help."

Jan was diagnosed with bowel cancer,
and because she also suffered from
several other conditions, there was
nothing her doctors could do. So, Jan
was referred to Waipuna Hospice. 

“I didn't really know or understand
what I was in for when my Doctor first
suggested Waipuna Hospice. I had no
conception of what was going to
happen to me, or how my symptoms
would develop.”

After believing nothing could be done
to help her, Jan was a little dubious of
hospice care at the start. 

“I suffer from fluid build-up in my legs.
At one point my legs were almost
double in size, and they felt like they
were going to burst. I couldn’t even
touch them because the pain was
excruciating. Then a nurse from
Waipuna Hospice came to see me and
offered to try lymphatic massage to
help remove the excess fluid. I didn't

We would like to thank Jan Garrett for sharing
her story with us. Jan Garrett died 27/04/21.  
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Our Volunteers bring unique
perspectives and contributions and
there is no stronger representation of
generosity than in our 920 strong
team. Some members of the team
work in a regular role, others on an as-
need basis. Whatever their
contribution every bit counts.

Their impact is difficult to capture, as
the numbers do not truly represent the
full contribution. Behind the numbers,
we see the loyalty, kindness, flexibility,
skills and talents; and many instances
of people going the extra mile to help.
Both staff and patients and their
families have benefited hugely from
our volunteers’ generosity.

We have a strong and stable team of
volunteers supporting patients in the
community as drivers, visitors and
biographers. We'd like to make a
special thanks to our volunteer drivers
who travelled 20,957 kilometres in
their own vehicles for the benefit of our
patients and families. Our retail
volunteers are a more fluid team and
the recruitment of volunteers
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to work in our charity shops and depot
is an ongoing challenge.

We continue to provide a volunteer
education programme for all
volunteers and peer support meetings
for our patient-facing volunteers. This
is one way we can give back to our
volunteers.

I would like to again extend our thanks
for their hard work and commitment
which brings such enormous value to
Waipuna Hospice.

8 5 , 8 0 2
V O L U N T E E R  H O U R S

9 2 8
V O L U N T E E R S
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M Y  H O S P I C E  J O U R N E Y :

W A R W I C K  M A C K A Y

Warwick Mackay has been a
Waipuna Hospice volunteer for
over 14 years, working in our
retail sector and helping us raise
necessary funds to support our
community. 

“I also enjoy encouraging people to
realise that charity shops aren't junk
shops. It's actually repurposing quality
goods that would otherwise go to
landfill - I find that very rewarding”. 

For Warwick, volunteering is an
important way for him to stay
connected and active in the community
during retirement. 

“As we get older it’s important that we
stay in the cycle of life and continue to
have worth. Some people find that
difficult when they don’t have a job. It’s
so important to get involved.
Volunteering gives us new
friendships, new relationships, and
new ideas from people who come
from new walks of life. Volunteering
gives us the chance to learn from
that and find a new sense of worth
in retirement”.

Warwick first heard about Waipuna
hospice when a close friend was
referred as a patient. After seeing the
level of care provided, Warwick went
on to become a Waipuna Hospice
member, then later a volunteer. 

During Warwick’s time as a charity
shop volunteer, he has seen and done
it all. 

“Over the years I've done just about
everything involved in being a shop
volunteer. From helping refurbish our
shops, to making deliveries, picking up
donations, fixing furniture and weed
eater motors, helping on the till,
stocking shelves, repainting
goods...the list goes on. You name it,
I’ve done it". 

“The most rewarding thing about
being a volunteer for me is the
people, both within the team and
our customers. Waipuna Hospice isn’t
tied to one interest group, meaning our
team and customers come from all
walks of life. Every day I learn more
about different people whom I work
with as a volunteer. It’s just so
interesting.” 

We would like to thank Warwick for sharing his
story with us.
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JAMIE KELL

Waipuna Hospice Fundraiser
Blue Lakes 24 Hour Running Challenge



Waipuna Hospice estimates the cost of
providing end of life care in our region
in 2021 will be $10.1 million – a figure
predicted to increase in the coming
years. We have worked hard to raise
funds and increase our effectiveness
through strategic fundraising methods
such as direct mail appeals, investing
time and effort to develop third party
fundraising partnerships, and
improving our online and digital
platforms. While there is no denying
the pandemic has had and will
continue to have, a significant impact
on our capabilities, we've made plenty
of progress in many areas of our
marketing and fundraising activities.

We responded quickly and efficiently
to the restrictions of lockdown. The
evolving landscape meant we had to
look to engage supporters in new ways
and we've had significant
achievements in our individual giving
and bequest programmes.

The incredible support of all our
donors helped Waipuna Hospice
enormously this year, particularly
during the height of the pandemic. 
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We can’t thank everyone enough for
continuing to support us through what
was a challenging time, not only for us
but for everyone.

The success of our Palliative Care in
Compassionate Community
Symposium raised the profile of
Waipuna Hospice and demonstrated
our leadership in providing specialist
palliative care. 

Throughout the year we created
successful marketing campaigns and
communications to build awareness,
empathy and support of Waipuna
Hospice and the services available.

Your support when we
urgently needed you was
incredibly humbling. 

You responded to our urgent
COVID-19 appeal and donated
over $74,000 which gave us
the ability to continue
delivering care to people
when they needed us most. 



In Memoriam
11.6%

Trusts & Grants
19.8%

Bequest Donations
14%

Organisation donations
12.9%Campaigns/Appeals

9.4%

Events & Sales
1.7%

Individual Donations
26.6%
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As we operate in a time of rapid
change, the intention is to continue
increasing income streams through
traditional and digital channels, in an
integrated way, to better reach our
audiences. Ensuring we enrich
engagement, and grow giving
opportunities, innovation in this area
will continue to expand. We will
continue to strengthen our
relationships with key partners,
corporate partners, grant-giving
bodies, and our vital donors. Their
incredible generosity continues to
humble us, but we know the pandemic
will have a lasting economic impact on
many people and organisations and
will affect our ongoing fundraising
efforts. Those efforts have held up
well, but we need more supporters,
great and small, to ensure we keep up
the standards of services and our
campaigning ability in the future.

As a member of the Fundraising
Institute of New Zealand, we are proud

that at all times we reflect and follow
the professionalism and ethical
fundraising practices that all members
abide by when communicating with
donors and supporters. We carefully
steward the donations we receive from
supporters like you. We are committed
to investing your contributions
efficiently and effectively to support
terminally ill patients and their families
in our community.

All the achievements listed in this
year’s annual report have only been
made possible by the ongoing
generosity of our supporters. With your
support, we can continue to tackle
challenges, refocus and rebuild
priorities, while continuing to deliver
excellence. Together we are making,
and will continue to make, a real
difference to the lives of people in
Tauranga Western Bay of Plenty.

We're humbled by your generosity and
support and would like to extend a
heartfelt thank you from us all. 

Income Summary

In Memoriam
11.6%

Community
Fundraising

4%



M Y  H O S P I C E  J O U R N E Y :

D E B R A  M C L E A N

"I can’t put into words how much
Waipuna Hospice helped us in the
final 24 days of Phil’s life, but I
can hopefully help them be there
for others in the future by
fundraising". - Debra McLean

Phil McLean spent his final 24
days cared for by Waipuna
Hospice. Then his wife Debra
decided to give back by planning
a 24-hour fundraiser.

passed away, but the care and support
from Waipuna Hospice has continued
for myself and my three boys, from
counselling to massages". 

To honour their care, Debra decided to
plan a 24-hour walking fundraiser. 

“Services like Waipuna Hospice
wouldn’t exist without support from
the community. That thought is what
made me want to support them – they
helped Phil and me so much, so I knew I
had to do something to help.”

"I can’t put into words how much
Waipuna Hospice helped us, but I can
hopefully help them be there for
others in the future with this
fundraiser. I did this for them, and to
honour Phil".

Debra raised over $8,000 for Waipuna
Hospice with her fundraiser, which will
help us support others in the future. 

“I had known Phil since I was knee-
high to a grasshopper, but we didn’t
get together until much later after life
had taught us a few lessons. We were
soul mates”, says Debra.  

“When Phil was diagnosed with stage
four bowel cancer in 2018 he wanted
to be at home and make the most of
the life he had left in his own space.
With the help of Waipuna Hospice that
was possible. Every day a nurse would
come over to help with pain relief,
assess Phil’s situation, and check that
everything was okay. They would
always take their time to just be there.” 

“Any time, day or night, they were only
a phone call away, for advice, or just a
chat. They always went above and
beyond to make sure that not only
Phil, but the whole family was okay”.

Eventually, Phil lost his battle and died
on the 8th of February 2021.

“Life has been really hard since Phil We would like to thank Debra for sharing her
story with us.
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Online review



We have had another great year in
retail achieving well above our
expectations in an environment of
uncertainty as we came out of COVID
lockdowns and the associated ongoing
disruptions.

As we came into this new financial
year, nobody knew what the economy
would be like as the world struggled
with lockdowns and illness. Thanks to
our staff and volunteers, and the
support from our wonderful community
our retail sector thrived. However, this
difficult environment did produce real
challenges for our other revenue
makers so the extra revenue from
retail helped fill the gap to support the
great work of Waipuna Hospice.

There was a noticeable shift in
spending after lockdown. People
looked for the quality and value of
second-hand goods. 

Recycling and upcycling is also
becoming an important part of our role
as the community increasingly looks to
reduce waste. Thanks to the efforts of
our team huge quantities of cardboard
and scrap metal were recycled, plus
initiatives have been developed to keep
clothing and linen waste to almost zero.

We would like to extend our utmost
thanks to our local community who
continue to support us, both by
shopping with us and by donating their
goods. We couldn't do it without you. 

2 9

Thanks to the 310,000
transactions across all of
our stores with an average
spend of $16 our retail
income increased by nearly
15%. A truly outstanding
result for which all involved
deserve huge thanks.



July Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun
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Shops Net Income (Including Depot)

This graph depicts the total net income of all our shops and Depot, inclusive of all costs. 

Retail Income Summary

$4,844,340
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 I always find a good bargain here on such beautiful labelled
clothing as well. It is nice the book section is tucked away at
the back which gives a nice area with armchairs to sit and
find a good book, especially for the children. There is also a
lot of good bric-a-brac, my partner picked up a brand new
video camera here a couple of months ago. Love how the
kitchen/homeware is displayed wonderfully. Also, the staff
are friendly and welcoming.

- Melissa

O U R  H O S P I C E  J O U R N E Y :

Y O U R  R E V I E W S
First time going to a charity shop.
Never going to buy new clothes
ever again! Lovely people who
were very helpful too :)

- stellular

Awesome, well
managed and
maintained shop with
friendly staff. Some
good bargains, too!

- Lorna

What a great place to
grab a bargain, plus it
stops things going into
landfills, and it's a great
cause. Well done to the
staff and volunteers.

- Andy

We lost my Dad last July and my Mum on New Years Day. Both
my parents have been strong supporters of charity shops over
the years and my Mum had a history of donating to the Katikati
Waipuna Hospice shop. My brother and I found ourselves in a
situation where we needed to clear out their villa in a short
space of time and neither of us had much room for the remains
of their estate. As difficult as it was to let go of many of their
beloved items, the Katikati Waipuna Hospice Shop Manager
made things so easy for us and Danielle in dispatch was so
straightforward to deal with as well. I also met many of their
team as they helped us remove as much as possible for resale.
Both of my parents were looked after in their last days by 
 Waipuna Hospice and I know they would have been proud that
their cherished items would be onsold to be loved by others in
the years to come. Thank you so much to Waipuna Hospice for
helping us when you did. It was difficult losing both parents so
quickly and you helped so much. You have an amazing shop.

- Mike

Always find a treasure
to take home!

- Pamela

There was a great
variety of goods, and
the people were so
lovely and friendly.

- Angela

Large op shop with friendly
volunteer staff. Thank you for
all your hard work, I appreciate
being able to give my money
to such a great charity in
return for some cool stuff.

- Melissa

It is the best layout of a
hospice shop we’ve ever seen.
Everything was nicely
presented and easy to see.
Very well thought out and the
staff were friendly and helpful.
Easy to find sizes and no
musty smells. Recommended.

- Lisa
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Behind the scenes, our support teams
have continued to work hard. Amidst
the challenges of COVID-19, we have
maintained a high quality, and
continued to provide great services. 
Our quality commitment is evidenced
through our change processes and
external audit achievement. 

Our team providing care to our
community has continued to grow,
change and evolve. The priority has
been supporting our people (our teams
who do the work) and we now have a
workforce of nearly 160 employees.

We have also seen significant growth
in our “unpaid team members”, or our
volunteer team, without whose efforts
we would be unable to provide such a
breadth of services to our community.
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Our team of nearly 1000 volunteers
are coordinated by our small and
committed volunteer team. Volunteer
support is across all aspects of our
business, from our admin and support
teams to retail and our clinical areas. 

The COVID-19 pandemic has brought
about change and complexity at
multiple levels. We have experienced
a higher than anticipated staff turnover
which has added to the workload in the
last six months.

The priority has been
supporting our people, our
teams who do the work,
and we now have a
workforce of nearly 160
employees.



CLINICAL SERVICES

An interdisciplinary team (IDT) approach to care for patients in the community with
each patient allocated a team according to their residential address. 
Care plans tailored to patient/family/ whānau needs. Ambulant and asymptomatic
patients were historically provided with services under the umbrella of “day
services”. New referrals are now allocated directly to the Community IDT Care team
improving care continuity.
Increased communication with primary care providers will evolve to incorporate an
electronic interface and the opportunity for zoom meetings to discuss patients. 
An electronic platform including telemedicine to gain efficiency and reduce travel
time with remote working capability. 

The priority for the clinical team over the last twelve months has been to implement the
new service delivery model. An initial concept was proposed and developed, and an
extensive project management plan was launched. Three geographically located
interdisciplinary teams were operationalised by December 2020.

This approach provides: 

An extensive change management process was undertaken and has now been
concluded. 

In May 2021 Waipuna Hospice employed a part-time Kai Whakamaru. This role was
developed to enhance service delivery to Māori patients and whānau through
contributions to care delivery, case management, education, cultural supervision, policy
development and quality activities. The function of this role is to be a cultural resource
person for staff, working towards assisting them to work more effectively in partnership
with patients and their whānau. It also includes the promotion of services offered by
Waipuna Hospice within Māori communities and raising the needs of Māori patients and
their whānau to support quality improvements and development initiatives. 
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Introduced a clinical communication skills training day that includes
serious illness conversations (HSQC initiative) and advance care plans for
hospice clinical staff.
Falls prevention review to improve efficiency and safety. 
Waipuna Hospice recognised the need for a contingency plan to ensure
patients would continue to receive medication (most notably syringe driver
medication) during COVID-19 lockdown levels three and four. A process
was implemented whereby medications (prefilled syringes) were prepared
and dispensed by the pharmacy. The benefits were significant including
an increased patient focus in the home as our nurses had fewer
medication management tasks to attend. The new process remains in
place today.

Following the disruption of COVID in March 2020, resources were committed
to the development of educational resources for patients/family/whānau. The
e-learning training provides up-to-date, engaging and easy-to-navigate videos
for families/whānau providing practical tips, education and advice. 

Further to this extensive change, progress continued to be made on the
clinical equipment tracking project within PalCare (our patient management
system). This project commenced in 2019, and the goal remains to implement
equipment management coordinated from within PalCare to support
equipment tracking and maintenance. 

Projects:

HEALTH, SAFETY AND QUALITY 

The year has focused on continuing compliance, staff engagement and risk/hazard
management, specifically focusing on our retail teams. A project updating all the hazard
and risk registers at our retail sites was commenced. While this remains ongoing, there
has been great buy-in from the retail teams. 

All new staff receive site-specific health and safety inductions, and this process has
been successfully streamlined. Risk Manager (our electronic health and safety system)
has been reviewed, with improvements made to the way we are using the system, with
more streamlined notifications.

Health and safety in our retail sites has been significantly improved over the last 12
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Implemented a new lone worker process and policy with increased security for staff
after hours working out in the community. This extensive project included all areas
of the organisation. 
Development of Safe Operating Procedures (SOPs) across retail sites, specifically
at the Depot (bench and hand grinders) and for the Te Puna based maintenance
team (external equipment and machinery use).
Working at Heights training for the maintenance team has meant improved building
maintenance functions, with less reliance on contractors for jobs such as gutter
cleaning.
Waipuna Hospice's kitchen passed our food safety audit with no corrective actions.
Upgraded electrical testing in retail.

months. Environmental projects have been undertaken including airflow, lighting, and
ergonomic workstation assessment. We now have approved fire plans on every site as
part of the emergency management processes including fire evacuation. Our health and
safety team continues to support our retail team with their COVID response, ensuring
safe operations.

Projects:
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Our organisation is committed to ensuring patients and their families/whānau
receive the best service and care possible. We strive to achieve this across
every level of our organisation. Continuous quality improvement forms part of
our organisational culture.

We are pleased to endorse this Quality Account for Waipuna Hospice as
evidence of our commitment to high-quality services.

VANESSA HAMM
Waipuna Hospice Inc Board Chairperson

RICHARD THURLOW
Chief Executive Officer
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The Waipuna Hospice governing document is its board's constitution and
charter.

Charities Commission Certificate
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Accountant
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