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Now is the time
There comes a time in the development of all charities 
when we must revisit our vision and decide – grow and do 
more; or play it safe and stay the same. 

David Pastor (CEO) and 
Leila Williams (Chair of Trustees)

At Claire House we have always passionately pursued 
our vision that one day, every baby, child and young adult 
who is seriously or terminally ill, will receive the very best 
care and support, together with their family, wherever and 
whenever they need it.

We are bound to this vision; we know we are delivering 
outstanding care, but we are not reaching all those who 
need it. The development of our hospice in Liverpool is 
central to achieving this – growing our capacity to provide 
care and influence the care provided by others.
 
Whilst the building of a state-of-the-art hospice in 
Liverpool will be the visible centrepiece of this plan, we are 
equally passionate about reaching out into the community 
and local hospitals with our outstanding care services, built 
on decades of experience and knowledge at the cutting 
edge of children’s palliative and end of life care. 

To provide the platform for this vital work, we will continue 
to grow our incredible workforce and make Claire House 
a wonderful place to work. We will also embrace digital 
transformation, ensuring it supports and influences the 
development of every area.

Raising transformational amounts of money to enable these 
ambitious plans and sustain Claire House in perpetuity is 
crucial to our short and long-term success. Together with our 
loyal supporters and those who feel fiercely motivated by our 
plans, we can achieve this ambition. 

Why is now the right time to do more and be more? We 
cannot and will not stand by whilst any baby, child, young 
adult or their family is left to journey alone or unsupported. 
With many years of incredible support from the communities 
we serve, we are now in a position where we can invest in this 
growth. Indeed, we cannot afford not to.  

Now is the time to move forwards ‘Together Towards 
Tomorrow’, to be bold and strive to achieve this ambitious 
plan which will bring our long-term vision a huge stride closer 
to reality. 
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Our Values

It is heartbreaking that the number of babies, children 
and young people expected to die before adulthood is 
increasing every year. The impact of this on the child and 
on their family is huge, and the thought of any family facing 
this alone is truly unimaginable. 

We cannot stop children from dying, but we can ensure that 
families facing this painful journey are supported throughout 
their child’s life, through their loss, and for as long as is needed 
afterwards. 

Right now, we cannot reach everyone who needs our support, 
and we cannot meet the immense demand for our services. This 
ambitious five-year strategy describes how we will change that. 

We have an unwavering commitment to this strategy. A 
commitment that will see us lead the way in children’s palliative 
and end of life care; build a second hospice in Liverpool; and 
grow an incredible workforce to meet the rising demand. A 
commitment that will see us inspire our community to be a 
part of this exciting journey. A commitment that will not stop 
until, together, we can say that no family faces this heartbreak 
without the support they so desperately deserve. 

Every baby, child and young adult who is seriously 
or terminally ill, receives the very best care and 
support, together with their family, wherever and 
whenever they may need it.

Together we make the biggest difference in life and 
death to every child, young adult, and family dealing 
with a terminal diagnosis. We provide and influence 
the delivery of outstanding care, ensuring the greatest 
impact is achieved whenever and wherever that care is 
provided.

Our VISION

Our MISSION

our purpose

Together we’re

stronger

The 3 Ps:

We believe passionately in the cause. 

We love our work. We look after 

ourselves in and outside of Claire 

House which means we are able to 

work with energy and positivity. 

Passion, Pride, Positivity 

We have

fun

We care for each other – we give each other 

time and we listen. We are there with a hug 

or a cuppa if that’s what’s needed.

We are honest, but when we give and 

receive feedback we do so with a 

balance of courage and kindness.

KINDNESS
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Keeping babies, children, young adults and 
families at the heart, this ambitious plan has been 
co-produced and pulls together the aspirations of 
our staff, our volunteers, those that rely on our care 
services, and the clinical partners that we work 
alongside.  

We built this plan together, and we will deliver it 
together.

Building  
This Plan

“I am very proud that my job makes a 
difference to every child and family that we 
support and that building and maintaining 
‘state of the art’ facilities is a key part of 

our future. This plan will take every member 
of staff pulling in the same direction and we 

all know what we need to do.”

Tim Williams, Maintenance Officer.

our  
achievements

We are supporting more babies, children, young adults and families 
than we have ever supported. 

Our services have adapted and expanded to better meet the needs 
of those that we exist to support. 

We are respected as the leading provider of children’s palliative care 
in our area.

We are now ready for the next incredibly exciting chapter of the Claire House journey. 

In our last strategy, “The Claire House Transformation Plan”, we described our ambition to bounce back from the 
Covid-19 pandemic stronger, and more capable of delivering impact for the children and families that we serve. It was 
our ambition to emerge resilient, effective, and even closer to achieving our vision. Not only have we achieved just 
that, but we have done so whilst continuing to grow and improve.

We are raising more money than ever before.

Our foundations for growth are strong. 
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Over the next five years we have five key priorities, each of which will bring us 
closer to achieving our vision. 

C
A

RE
PEO

PLE
M

O
N

EY
TEC

H
FAC

ILITIES

Delivering leading 
care services

Growing an 
incredible 
workforce

Building a new 
children’s hospice 
in Liverpool

Raising 
transformative 
amounts of money

Embracing digital 
transformation

We will be closer to reaching every baby, child, young 
adult and family, ensuring they can get the high quality 
services that they need, wherever they need it.    

We will be recognised as an outstanding employer and 
be able to find, keep and inspire the workforce that we 
need to achieve our ambitions.

We will have built a new children’s hospice in Liverpool 
and be delivering care at and from our two sites (Wirral 
and Liverpool). 

We will have inspired our whole community to join us 
on this exciting journey, raising enough money to grow 
Claire House and meet the ever-increasing demand for 
our services. 

We will have embraced technology, embedded digital 
solutions, and be better able to meet the needs of the 
families that we exist to support.

a summary of  
our priorities

Priorities What we will achieve by 2029
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Delivering Leading  
Care Services

“Helping a family fulfil their wishes at the end of a child’s life is 
a true privilege but knowing that there are families that we are 
not reaching, or families who would benefit from care and support 
closer to their home or hospital, makes us determined to grow and 
ensure we are able to reach every child and family that needs us.”

Janet Sutherland Oakes, Director of Clinical Services. 

The QUALITY of our care will 
be outstanding. 

We will work collaboratively 
to provide CHOICE.

We will be a centre of excellence for children’s palliative 
and end of life care, leading the way and providing 
impact beyond the services that we deliver, through 
influence. To achieve this, our first focus will be on 
the quality of the care that we deliver, which has the 
greatest impact on our clinical reputation.

The specialist care that we develop and deliver will 
be built around the needs of the children, young 
people and families that Claire House exists to 
support. To achieve this, we will ensure their voice is 
at the centre of how we grow, expand and increase 
our impact.

How will we know we are achieving?

We will maintain our Care Quality Commission (CQC) 
Outstanding rating throughout the length of the 
strategy, monitoring and reviewing against the criteria 
on an annual basis. 

How will we know we are achieving?

In 2029, more families will tell us that they are 
accessing their preferred services, in their preferred 
service location. We will also increase the number of 
children and young people who die in their ‘preferred 
place of care’. 

We will reach every baby, 
child, young adult and family.
There are still families across our catchment who are 
facing the death of their child without knowing about 
or benefiting from our support. It remains our greatest 
priority to reach these families. To achieve this, we will 
eliminate barriers to accessing our services, or those of 
other providers. We will reach every family as soon as 
possible, with the services that will make the greatest 
difference, when and where they need it. 

How will we know we are achieving?

In 2024 we will have clarity on our ‘anticipated 
caseload’* and will then reduce the gap between 
‘anticipated caseload’ and ‘actual caseload’ every year 
of the strategy and until the two figures align.

*The term ‘caseload’ describes how many children or 
young adults we care for in a year. 
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Incredible people are at the centre of everything we do. It is our 
people who deliver the growth and transformation that we need to 
achieve. It is our people who make the greatest difference, in life 
and in death, to the families that Claire House exists to support. 
Attracting them, valuing them, retaining them, and developing them, 
is how we will ensure we have an incredible workforce that can 
deliver our dreams for the future.

Growing an 
Incredible Workforce

“This year, Best Companies verified that we are 
an ‘Outstanding Company to Work For’, but 

our employer ambitions do not stop there. Our 
charity is run on incredible people, and we will 

continue to push ourselves to be better, so 
that we retain and attract the very best”.

Abi Pleavin, Head of HR. 

We will REACH the workforce 
we require to achieve. 
We know that maintaining a dynamic workforce will 
be a challenge and remains the greatest risk to the 
delivery of our strategy. Whilst it is not our problem 
to solve the national nurse shortage crisis, we will do 
everything that we can to attract the workforce we 
need to deliver and support our services and achieve 
the growth that children, young people and families 
deserve.  

How will we know we are achieving?

We will reduce the vacancy rate every year of the 
strategy until we retain a 2% vacancy rate or below, 
particularly in the areas most impacted by workforce 
challenges (24/7 Care and Retail).

We will be an employer 
of CHOICE
We will strive to be the ‘best place to work’ and 
develop a culture that makes our people feel proud. 
We will listen, we will learn, and we will work hard 
to meet the ever-changing needs of our workforce. 
We will be an outstanding employer, not because we 
believe we are, but because our people will tell us 
that we are. 

How will we know we are achieving?

In 2024, 82% of our workforce stated: “I love working for 
this organisation”. We will improve that score every year, 
achieving 95% or above by 2029. 

In 2024, we delivered a ‘Best Companies Staff Survey’ 
to produce a staff satisfaction baseline. We will have 
improved survey results every year, for the next five years. 

The QUALITY of our employer 
brand will be recognised far 
and wide.

We will develop an excellent employer brand 
regionally, nationally, and if required, internationally. 
We will continuously grow the number of people 
interested in a career at Claire House and ensure 
that we are consistently able to recruit and retain the 
talent that is needed to achieve our dreams. 

How will we know we are achieving?

We will increase traffic to the recruitment area of 
our website by 10% every year of the strategy. 
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In previous strategies we recognised that the greatest step that we could 
take to achieving our vision would be to build a second children’s hospice 
in Liverpool, expanding our services across two sites and breaking down 
barriers to accessing our care. Sharing that aspiration and striving towards 
that goal has been an incredible journey, and today we find ourselves with a 
perfectly located site, ready to realise its full potential. 

Building a New Children’s 
Hospice in Liverpool 

How will we know we are achieving?

We will have submitted plans by the end of 2024.

We will have received planning permission by the end of 2025.

We will be ready to start the build by Spring 2026.

We will deliver care at and from two sites by 2029. 

“We never questioned if we would achieve the dream of opening the 
first children’s hospice in our area. We always knew we would get 
there, it was just a matter of when. Twenty five years later, we 
need to keep Claire House Wirral but it would be great to also have 
the equivalent at Claire House Liverpool. It’s a fantastic site and 
one that is much needed.”

Chris Cain, Claire House Founder.

Over the next five years, we will build a new children’s hospice at our Honey’s 
Green Lane site in Liverpool.
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We will reach out to existing and 
new supporters to raise enough 
money to build a hospice and grow 
sustainable income to run it.
The next five years offer us the single greatest opportunity 
to engage our current and future supporters to ensure 
they can be a part of our exciting journey. We need to 
raise capital funds to support the build of a new hospice in 
Liverpool, and we need to raise significantly more income 
to staff and run two sites. Working together with our 
supporters, we will achieve both.  

We cannot deliver this strategy alone. To achieve these ambitious goals that will have an incredible 
impact on local families, we need transformative amounts of money. That means we need everyone 
in our community to understand our dream, take ownership of it, and be a part of our journey to be 
there for every baby, child, young adult and family that could benefit from our support.

How will we know we are achieving?

We will increase our fundraising and retail revenue by 24% 
by 2029, reaching a combined total of £11m gross income 
by 2029.
 
We will raise £15m through a capital appeal by 2029, to 
fund the transformation of the Liverpool site into a fully 
operational hospice. 

Raising Transformative 
Amounts of Money

We will provide the best 
QUALITY stewardship to keep 
our supporters on the journey.
It is supporters that make dreams possible. We will 
ensure that everyone in our community understands and 
embraces our plans, helping them feel a tremendous 
sense of pride when, together, we make this dream a 
reality. The Wirral community feel passionate ownership 
of our Wirral hospice and we will replicate this in 
Liverpool, ensuring our new neighbouring communities 
become our greatest champions.

How will we know we are achieving?

We will grow our active supporter database by 25% and 
increase our average donation value by 66% by 2029.* 

We will increase supporters in the Liverpool region, 
changing the ratio of Liverpool:Wirral supporter 
postcodes from 15:85 to 40:60 by 2029.* 

We will develop a deep 
understanding of our supporters 
to ensure they have the best 
CHOICE of ways to support us.
It is essential that we have supporters at the heart of 
everything we do. We acknowledge that each supporter is 
unique and valued, so we will ensure we have the right mix 
of fundraising, retail and volunteering products to enable 
supporters to support Claire House in whatever way they 
want to.

How will we know we are achieving?

We will increase our supporter retention rate to 50% by 2029.*

“Our talented team have the skills and expertise to 
execute innovative strategies to engage our local 

communities. The team consistently exceeds expectations, 
ensuring our plans not only deliver regular, predictable 

income, but also build on our ability to pursue those 
transformative donations from supporters that not only 
give in their lifetime, but also through leaving a legacy by 

leaving a gift in their Will.”

Janet Abraham, Head of Income Development.
*This means encouraging supporters to remain loyal to Claire 
House, giving or raising funds on an ongoing basis. 

*This means raising our average donation value from 
£12 to £20

*This means that supporters from Liverpool currently 
account for 15% of our total supporters and we would like 
to grow this to 40%, whilst maintaining our loyal Wirral 
supporter base.
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For Claire House to have the biggest impact, we need to embrace 
technology, embed digital solutions and ensure we can take advantage 
of innovations that will improve how we are able to meet the needs of 
the families that we exist to support. 

Embracing Digital 
Transformation

We will use digital technology to give families easier access to our 
services, as well as ensuring we have scalable, sustainable systems to 
support our plans.  

We will develop a digital transformation roadmap, with projects clearly 
identified and an implementation plan for short and medium-term 
work, and will continuously evaluate and improve processes, systems 
and our use of technologies that we know will have the greatest 
impact.

How will we know we are achieving?

We will have developed a digital roadmap by the end of 2024. 

We will have agreed our long-term systems aspirations for this plan by 
the end of 2025. 

We will have delivered all of the digital solutions that are required to enable 
this plan by 2029. 

“At Claire House, we recognise technology is as relevant and 
exciting as it has ever been in the charity and healthcare 
setting. Our ambition is to develop our technology in a way that 
transforms our ability to deliver the very best care to meet the 
needs of the families that we exist to support.”

Jonathan Richards, Head of ICT
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In addition to our five strategic priorities, there are some principles that will be key to our 
success and will cut across all areas of our strategic plan.

We will focus on evidence-based decision making, 
ensuring we use a combination of data, knowledge 
and experience to inform how we expand and grow. 

We will build pride in our work across all areas of 
Claire House by developing our impact reporting 
capability and developing ways of effectively 
communicating the difference we make to 
stakeholders. 

We commit to developing and monitoring the right 
measures of success, that enable us to make informed 
decisions, ultimately helping us improve our impact. 

We are committed to looking after the world we live 
in. Our plans for Liverpool will ensure that the design 
utilises the latest technology, so our new site can be 
run sustainably. In the long run this will save us money 
on running costs, but it will also mean we are creating 
a building fit for the future generations of children who 
come to Claire House.
 
On the Wirral site we will seek to do everything we 
can to make the building more sustainable. With 
government guidance and support, we will put in place 
a plan to make the building more environmentally 
friendly.

Our Retail team also play a role in helping the 
environment, as we re-sell preloved clothes that 
would otherwise go into landfill. By increasing the 
productivity of our shops, we will not only make more 
money for the hospice, but also encourage people to 
recycle and reuse goods.

Environmental targets for retail include: 

At Claire House, we are committed to promoting 
inclusion and actively seek to eliminate discrimination 
based on gender, age, disability, race, religion, sexuality 
or social status.

We understand that all the children and young adults 
we support are very different – that’s why we aim to 
deliver accessible, individualised experiences, in a 
way that respects the physical, spiritual and emotional 
needs of each person and their loved ones.

It is our ambition that our workforce and caseload will 
reflect the different communities that make up our 
local population. We will tackle underrepresentation 
proactively, connecting with people, groups and 
organisations that can help us break down barriers 
to accessing our services or our employment 
opportunities. 

We will ensure that our processes and policies are fully 
inclusive, and that EDI is central to the development of 
our services and the new facilities that we will build.

A commitment to Equality, 
Diversity and Inclusion (EDI)

Evidence-based 
decision making

Protecting the environment 

Key to Our Success

Moving our fleet vehicles to hybrid/electric by 
the end of 2029.
 
Replacing plastic bags with biodegradable or 
reusable products by March 2025.

“To make the biggest difference to every baby, 
child, young adult and family, we know EDI 
will be a key factor. By demonstrating a 

genuine commitment and enthusiasm to EDI, 
we will proactively build relationships, seek 
to reduce barriers and be representative of 

the communities we serve.”

Lucy Reynolds,   
Voluntary Services Coordinator and EDI Champion
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To be able to reach every baby, child and young adult who is 
seriously or terminally ill, there is a need for transformational 
growth, and there is a need for a new children’s hospice in 
Liverpool. Our last strategic plan identified what we needed 
to achieve to be able to forge ahead with these plans, and we 
were relentless in achieving those things. 

CONCLUSION

We proved that there were more children, young adults 
and families that we could support. We built strong 
foundations for growth. We grew our income generation. 
We developed our capability and capacity to deliver 
change. We took every challenge as an opportunity. We 
were patient when patience was needed, but we are now 
ready for this once-in-a-lifetime chapter of the Claire 
House story to become a reality.  

This is not just a lofty ambition; this is a plan that we are 
committed to delivering. Now it is time to deliver. 

Join us on this incredible journey ‘Together Towards 
Tomorrow’.

“We cannot wait to share our strategy with 
key supporters, so together, we can turn 
these ambitious plans into a reality. We 

want our supporters to feel proud to be a 
part of something truly transformational.”

Jess Campbell, 
Partnerships Manager.
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Staying On Track:  
A Summary of Goals
This is not just an aspirational document about our dreams 
for the future. This is a plan that holds us to account 
and ensures we deliver. It outlines our commitments; 
it explains what success looks like; and it will act as a 
guiding document to support our decision making for the 
next five years. 

To achieve this, we have created a set of success measures 
for each of our priorities. These measures will help us monitor 
our progress and ensure we stay on track. We look forward 
to sharing updates and keeping everyone informed of our 
progress. 

Priorities Measurable Goals

C
A

RE Delivering 
leading care 
services

In 2024 we will have clarity on our ‘anticipated caseload’ and 
will then reduce the gap between ‘anticipated caseload’ and 
‘actual caseload’ every year of the strategy and until the two 
figures align.

We will maintain our Care Quality Commission (CQC) 
Outstanding rating throughout the length of the strategy, 
monitoring and reviewing against the criteria on an annual basis. 

In 2029, more families will tell us that they are accessing their 
preferred services, in their preferred service location. We will 
also increase the number of children and young people that die in 
their ‘preferred place of care’. 

PEO
PLE

Growing an 
incredible 
workforce

We will reduce the vacancy rate every year of the 
strategy until we retain a 2% vacancy rate or below, 
particularly in the areas most impacted by workforce 
challenges (24/7 Care and Retail). 

In 2024, 82% of our workforce stated: “I love working for 
this organisation”. We will improve that score every year, 
achieving 95% or above by 2029. 

In 2024, we delivered a ‘Best Companies Staff Survey’ to 
produce a staff satisfaction baseline. We will have improved 
survey results every year, for the next five years. 

We will increase traffic to the recruitment area of our 
website by 10% every year of the strategy. 
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Priorities

M
O

N
EY

TEC
H

FAC
ILITIES

Building a 
new children’s 
hospice in 
Liverpool

Measurable Goals

Raising 
transformative 
amounts 
of money

Embracing digital 
transformation

We will have submitted plans by the end of 2024.

We will have received planning permission by the 
end of 2025.

We will be ready to start the build by Spring 2026. 

We will deliver care at and from two sites by 2029. 
 

We will increase our fundraising and retail revenue 
by 24% by 2029, reaching a combined total of £11m 
gross income by 2029. 

We will raise £15m through a capital appeal by 
2029, to fund the transformation of the Liverpool site 
into a fully operational hospice. 

We will grow our active supporter database by 25% 
and increase our average donation value by 66% by 
2029.

We will increase supporters in the Liverpool region, 
changing the ratio of Liverpool:Wirral supporter 
postcodes from 15:85 to 40:60 by 2029.

We will increase our supporter retention rate to 
50% by 2029. 

We will have developed a digital roadmap by the 
end of 2024. 

We will have agreed our long-term systems 
aspirations for this plan by the end of 2025.
 
We will have delivered all of the digital solutions 
that are required to enable this plan by 2029.
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