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I am very pleased to present this Report on behalf of 
the Board of Directors.

Sadly, COVID-19 continued to make its presence felt 
across the country, including within the Centre. I, and 
my fellow Directors, send my deepest sympathies to 
the families and friends of those who died in our care.

Our staff continued to adopt the safeguards and 
measures recommended by Public Health when 
caring for inpatients, residents and those in the 
community, be it at home or in residential centres.

I was delighted to hear that some of our dedicated 
volunteers were able to return during the year; their 
absence was much missed, both because of the 
valuable support they offer and for their interaction 
with residents by way of companionship or helping 
them access the gardens and other activities. 
Their contribution manning our visitors’ desks was 
invaluable and helped enormously in ensuring as 
safe an environment as possible for visitors, patients 
and staff.

Our long-serving Chief Executive Officer, Pat Quinlan, 
retired at the end of May and his contribution to the 
development of Milford Care Centre from a small 
Nursing Home with a few palliative care beds to the 
service it is today cannot be overstated. Without his 
vision, drive and contacts the people of the Mid-
West would be less well served.

I am delighted to welcome our new Chief Executive 
Officer, Mary O’Brien, who brings with her a wealth 
of experience in healthcare and management. We 
wish her well in her endeavours and have no doubt 
that she will continue the focus on making Milford 
Care Centre a leader in its field.

The joint HSE/MCC Mid-West Palliative Care Strategy 
(2021 – 2025) was launched in the latter half of the 

year, when the pandemic allowed. Work had already 
started on the implementation of Year 1 priorities and 
the focus will be on enhancing service delivery and 
professional’s knowledge of the services provided 
by Milford through education and publicity.

Discussions with the HSE and the Department of 
Health continued regarding current Government 
Pay Policy which limits public pay funding levels 
available to MCC in respect of its Section 39 Funded 
Services and poses major budgetary challenges for 
the Centre.

MCC is fully cognisant of its statutory obligations 
under both the Companies Act 2014 and the 
Charities Act 2009 and is committed to ensuring 
that all our activities are open and transparent. Our 
website contains detailed information for our many 
supporters on how MCC utilises all its financial 
resources. MCC’s audited financial statements are 
filed annually with both the Companies Registration 
Office and with the Charities Regulator, in accordance 
with statutory requirements. They are also available 
on our website. As a Registered Charity, there is 
now a requirement under the Charities Regulator 
to file compliance which demonstrates adherence 
with the Standards set out in the Code of Corporate 
Governance. MCC is filing a statement of compliance 
with these standards, this decision was ratified by the 
Board at its December meeting.

I would like to thank all our donors for their generous, 
and ongoing, support. I also thank the HSE, North 
Tipperary Hospice Movement and the Irish Cancer 
Society for their contributions.

Although the Sisters of the Little Company of Mary are 
no longer actively working in the Centre, they retain 
a keen ongoing interest in our activities through their 
representation on the Board of Directors and the 
Executive Management Team. Their founding ethos 
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remains a live one within all elements of the service 
and is a guide for us in our day-to-day activities. I 
thank them for their continued support and interest.

Our core values of Respect, Dignity, Communication, 
Compassion and Accountability continue to 
underpin everything we do in our ongoing efforts to 
provide the highest quality patient-centred care and 
services to patients and their families throughout the 
Mid-West region.

I, and my fellow Directors, wish to acknowledge our 
excellent and dedicated staff, and their families and 
friends, for their commitment to the Centre and their 
dedicated care of our patients and residents. We 
recognise the challenges that they have faced over 
the last two years and know that rising to these have 
required all their strength, patience and compassion. 
Without them, none of the work in 2021, in any of 
the many areas within the Centre, would have been 
possible. I know that the frontline personnel and very 
well supported by those who may be less visible, but 
no less essential to the service. I pray that the coming 
year will be an easier one for you all.

I would like to acknowledge the ongoing major 
contribution of our Executive, led by our Chief 
Executive, Ms. Mary O’Brien, and I would like to 
take this opportunity to thank her and the MCC 
Management Team for their continued dedication 
and commitment throughout the year.

Finally, I would like to extend my appreciation 
and gratitude to all our Board Members who, on a 
voluntary basis, give so willingly and freely of their 
time and commitment on an ongoing basis.

Joseph F Murphy
Chairperson, Board of Directors
July 2022
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This year, like 2020, has been a particularly 
challenging one for so many people 

as we adjusted to life with COVID, 
managing many variants and 

waves both in society and in 
Milford Care Centre. I offer my 
sympathies to those who have 
lost a loved one or suffered 
as a result of the restrictions 
necessarily imposed to 
manage the pandemic.

When I wrote this Statement 
for the Activity Report 2020, I 

had no idea that the difficulties of 
that year would continue into 2021 

and beyond. I recognise the challenges 
a second year of a pandemic placed on all 

those connected with the Centre; whether it is one 
of our residents, patients, their families, our staff and 
their families, our colleagues in other healthcare 
agencies and the community of the Mid-West who 
have been so supportive of Milford Care Centre from 
its inception. The response from all these people has 
been, and continues to be, magnificent, so to all of 
you, I say a big thank you. 

In particular, I thank the staff of the Centre for their 
unfailing commitment, willingness to go the extra 
mile and cheerfulness under pressure.

The procedures put in place during 2020 continued, 
to varying extents, for much of the year. Our volunteer 
programme, in large measure, remained suspended 
and our communication newsletters tried to keep 
everyone up to date with the latest measures.

Our Services

Throughout 2021, demand for our services remained 
at a high level and were delivered in a variety of 
ways: in person home visits, via virtual and telehealth 
consultation, inpatient stays, outpatient clinics and 
day centres (when it re-opened in July on a phased 
basis).

Activity in the Specialist Inpatient Unit increased 
slightly but remained below 2019 levels, reflecting a 
wish for patients to remain at home or in their present 
setting.

There was a 6% increase (57) in the number of 
activated referrals. While the number may seem small, 
many of the patients have complex needs, requiring 
considerable support and liaison between the full 
multidisciplinary team staff and other healthcare 
providers. Pre visit assessments, COVID screening, 
donning and doffing of PPE takes extra time, and 
although this is not often mentioned, makes it that 
little bit harder to develop a rapport with patients 
and their families due to facial coverings.

On Milford’s Limerick campus, Bereavement Services 
transferred from the main building to the Gate Lodge 
which is a more discrete space for grieving loved 
ones of patients that may have died in the Specialist 
Inpatient Unit. The social workers were able to 
expand their support to relatives living abroad by 
means of virtual engagement for bereaved family 
members, who would not have had the opportunity 
to interact with the service before. 

For our Nursing Home residents, visiting 
arrangements were often in flux as we responded 
to the multiple waves of COVID and escalated 
community numbers. But the staff in the Centre 
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became even more creative to keep them 
entertained and occupied.  The Art and Music 
Departments collaborated on some creative projects 
and introduced external musicians, via the TV 
system and with the aid of creative sensory methods 
enabled a virtual walk in the woods or a virtual visit 
to a beach. The Physiotherapy Department ran virtual 
exercise classes.

Governance

The Centre fulfilled its obligation to self-certify its 
compliance with the Charities Governance Code. 
It also submitted its Audited Financial Statements 
to the Companies Registration Office and the HSE 
within the specified timeline.

Research, Quality and Standards

The Centre continues to measure its Older Persons 
and Palliative Care services against HIQA’s National 
Standards for Safer Better Healthcare and prepared 
for an expected HIQA inspection.

Research and audit projects started, continued, and 
were completed during the year. An article published 
in the Journal of Palliative Medicine in April 2020, Is 
Inpatient Hospice Care Clinically Effective? Using 
Phase of Illness to Evaluate Care Outcomes for 
Patients Admitted to a Specialist Palliative Care 
Unit in Ireland was the winner of the Best European 
Article.

The Palliative Care Outcomes Collaboration 
programme continued in the Centre and the first 
Improvement Facilitator was appointed in July 
for a two-year period to roll out PCOC nationally. 
Community based staff will be entering data 
contemporaneously from January 2022, another 
step on the way to full clinical implementation of the 
programme.

Our People

At the end of my first year as Chief Executive Officer, 
I would like to thank my predecessor, Pat Quinlan, 
for his commitment to Milford Care Centre for over 
30 years. His vision, in collaboration with the Sisters 
of the Little Company of Mary, our staff, volunteers, 
supporters, the HSE and many others across the Irish 
health care world, has left its mark on palliative care, 
not just in the Centre, but also nationally. I wish him, 
his wife, Mary, and family, many long and happy 
years in retirement.

I offer my sympathies to all those who had a loved 
one who died in our care, may they rest in peace. 

Without our staff, volunteers and supporters, this 
Centre, and the services it provides, would not exist. 
Their contribution is never underestimated and, 
again, I thank you for it.

I welcome all those who joined us during the year 
and wish those who retired, or moved to pastures 
new, every happiness in this next phase of their life.

Collaboration and Partnership

In part, Milford’s success is due to its collaborative 
working relationships with the HSE, community 
service providers, the Voluntary Hospice Forum and 
other key stakeholders. A key element of that saw the 
publication and launch of the joint HSE/MCC Mid-
West Palliative Care Strategy 2021 – 2025, the fifth 
such document. The joint Implementation Group 
brings together representatives from UL Hospitals, 
Mid-West Community Healthcare and Milford Care 
Centre to ensure its objectives and outcomes are 
realised.

Other partnerships include those with the Voluntary 
Hospice Group, Irish Cancer Society, Irish Hospice 
Foundation, the All Ireland Institute of Hospice 
and Palliative Care, the Voluntary Hospitals Risk 
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Management Forum and North Tipperary Hospice 
Movement, which, together with a range of other 
formal and informal linkages, encourage our 
continued journey towards best practice, quality 
improvement, high standards and, above all, care 
that meets the needs of those who are entrusted to 
our care.

Milford continued its discussion with the HSE 
regarding a change in status from Section 39 to 
Section 38. These discussions were ongoing at year 
end.

Board of Directors

I would like to acknowledge, with gratitude, the 
support and encouragement I received from our 
Chairman, Mr. Joe Murphy, and his fellow directors. 
The directors give their time and expertise on a 
voluntary basis and guide the overall strategic 
direction of the Centre while ensuring that the 
Executive manages the day-to-day operations in 
accordance with the strategic direction set out for it.

The Year Ahead

Unfortunately, COVID remains as one of the key 
challenges within the country. Milford will continue 
to manage the situation, acting in accordance with 

the guidelines in place at national and local levels, as 
well as the constantly changing situation within our 
services.

The objectives for implementation during the 
second year of the Strategic Plan will be selected in 
collaboration with our HSE colleagues and are likely 
to focus on further expanding the understanding of 
palliative care within the local healthcare scene.

Discussions will continue with the HSE regarding 
transitioning to a Section 38 agency and funding for 
payroll and other inflationary costs.

Milford will pursue the option of developing an 
electronic healthcare record in collaboration with 
the HSE and Our Lady’s Hospice and Care Services. 
In the interim local improvements in our usage of 
iCare will be progressed further.
 

Mary O’Brien 
Chief Executive Officer
July 2022
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Milford Care Centre is a voluntary, not-for-profit 
organisation and the sole specialist palliative 
care service provider in the Mid-West region, in 
accordance with the agreement reached with the 
then Mid-Western Health Board (MWHB) in 1991. 
This link with the MWHB, and now the HSE, is one 
we are immensely proud of and the benefits to both 
organisations can be seen in the developments that 
have taken place during the last thirty years. These 
include several joint MWHB/HSE/MCC strategies 
for palliative care, the fifth of which was published 
in 2021.

Milford Care Centre was established in 1928 by the 
Sisters of the Little Company of Mary who had come 
to Limerick in 1888 to work in St. John’s Hospital.

Initially, solely a Nursing Home, in 1977 the 
Sisters, following the legacy of their Foundress, 
the Venerable Mary Potter, opened nine palliative 
care beds within the Nursing Home. A dedicated 
20-bed Hospice was opened in 1983, followed by 
a purpose-built, 77-bed facility catering for both 
nursing home and palliative care patients.

The most recent development was the opening of 
a 34-bed Hospice in 2018, with all single ensuite 
rooms and a range of ancillary services. The old 
Hospice and Nursing Home were extensively 
remodelled to provide 69 single ensuite rooms for 
the Nursing Home, increasing its capacity from the 
previous 47 beds.

Milford have a consultant-led, multi-disciplinary, 
Community Services Team, which provides care 
to palliative care services to patients in their own 
homes across the Mid-West region. Staff are based 
in Limerick, Newcastle West, Ennis, Nenagh and 
Thurles.

Day Services for 
both older persons 
and palliative care patients 
were provided in 2000, along with 
the appointment of the first Consultant in Palliative 
Medicine. There are now four permanent Consultants 
in Palliative Medicine who, together with a Non-
consultant Hospital Doctor team, provide services to 
the Hospice, Community Services and to the HSE’s 
University Hospital Limerick, St. John’s Hospital and 
University Hospital Ennis.

There is an Education Department on the campus 
which provides a range of gerontological and 
palliative care courses for healthcare professionals 
across the country. In recent years, particularly during 
the last two years, Milford’s Education Department 
staff have developed a sizeable number of online and 
blended learning courses which enable professionals 
to do courses in their own time and without having to 
leave their work locations. 

Staff collaborate closely with colleagues in the HSE’s 
UL Hospitals Group, Mid-West Community Healthcare 
and personnel in the local nursing homes.

ABOUT MILFORD 
CARE CENTRE
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Board of Directors

Chief Executive Officer
Mary O’Brien

Board Sub Committees

Financial Oversight 
Committees

Clinical, Quality & 
Safety Committee

Remuneration Committee

Consultant 
in Palliative 

Medicine 
Dr. Marian 

Conroy

Head of HR 
Declan Deegan

Head of 
Education & 

Research 
Martina O’Reilly

LCM Mission 
Development 
Coordinator 

Sr. Brigid 
Finucane

Communication 
& Digital 

Marketing 
Officer 

John Duggan

Director of 
Nursing, 

Therapy & 
Social Care 
Kay Chawke

Head of Non 
Clinical 
Support 

Carol Murray

Head of 
Finance 

James Barry

GOVERNANCE

Milford Care Centre has a Constitution that sets out 
the make-up of the Board of Directors. There are 
eight Directors, who are responsible for ensuring 
that the Centre:

• complies with its legislative requirements

•  approves and reviews its annual revenue and 
capital budgets and expenditure

• fulfils its mandate and 

• adheres to its strategic vision

•  monitors the Centre’s risk management 
performance

The Board meets quarterly, and each meeting is 
preceded by a meeting of the Financial Oversight 
Committee, which is one of three Board sub-
committees. The Clinical Quality and Safety 
Committee meets twice a year, and the Renumeration 
Committee meets as required.
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Board Members

Dr. Cornelius Cronin

Ms. Catherine Duffy

Sr. Denise Maher, L.C.M.

Mr. Ken McCauley

Mr. Joe McEntee 

Mr. Joseph F. Murphy (Chairperson)

Ms. Margaret V. O’Connell (Vice Chairperson) 

Sr. Teresa Ryan, L.C.M.

Company Secretary

Mr. James Barry

Two Board members retired in December, 
Sr. Denise Maher and Sr. Teresa Ryan, and 
will be replaced in 2022.

The Chief Executive Officer reports to the Board of 
Directors and is supported by a Management Team.

Management Team

Ms. Mary O’Brien, Chief Executive Officer

Mr. James Barry, Head of Finance

Ms. Kay Chawke, Director of Nursing, Therapy and 
Social Care

Dr. Marian Conroy, Consultant in Palliative Medicine

Mr. Declan Deegan, Head of Human Resources

Mr. John Duggan, Communications & Digital Media

Sr. Brigid Finucane, L.C.M., Mission Development

Ms. Carol Murray, Head of Non-clinical Support 
Services

Ms. Martina O’Reilly, Head of Education, Research 
and Quality
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MISSION & VALUES

Following discussions with staff the Mission Statement and Values below were adopted by the Centre and 
remain a key component of our work today. They reflect the ethos of the Venerable Mary Potter, the Sisters of 
the Little Company of Mary and the staff who have worked in the Centre since its founding.

We in Milford Care Centre as a Little Company of Mary Health Care facility 
aim to provide the highest quality of care to patients/residents, family and 
friends, both in the areas of palliative care and services to the older person, 
as envisaged by the Venerable Mary Potter.

MISSION STATEMENT

VALUES

We strive to live our core values:

JUSTICE

To be rooted in integrity, 
honesty and fairness in 

all that we do.

RESPECT

To treat each person 
as a unique and 

valued individual.

ACCOUNTABILITY

To provide a professional 
service that uses resources 

economically, efficiently 
and effectively.

COMPASSION

To seek and understand 
and to care for all with 

compassion.

COMMUNICATION

To be open, honest 
and sensitive in all our 

communications.
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CHARITABLE PURPOSE

Our Charitable Purpose is the advancement of 
community welfare including the relief of those in 
need by reason of age or ill-health and any other 
purpose that is of benefit to the community.

CHARITABLE OBJECTS

The main object to which the Company is established 
(“the Main Object”) is the promotion of health, 
including the relief of sickness, disease or human 

suffering through the management of the now 
established care centre for older persons and those 
requiring palliative care and such other healthcare 
facilities and services in the Mid-West Region or 
such other location in Ireland as may be required in 
furtherance of the main object in accordance with the 
ethos, values and mission of the Congregation of the 
Little Company of Mary as stated in the Governance 
Charter of the Irish province of the Congregation 
(hereinafter referred “the Governance Charter”).
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Following widespread consultation during 
2019/2020, the joint HSE/MCC Mid-West Palliative 
Care Strategy (2021 – 2025) was published 
during the first quarter of the year and launched in 
September. The Strategy’s Vision is:

In the Mid-West all services 
working together for persons with 
life-limiting conditions.

The Vision statement is clarified further:

By 2025 we aim to optimise quality 
of life for you by delivering the right 
care, in the right place, at the right 
time.

Four Strategic Themes were identified in the 
discovery phase.

STRATEGY

Collective Responsibility 
& Collaboration

Equity of Access 
to Services

Pursue International 
Best Practice

Palliative Care is 
Understood by everyone

STRATEGIC THEMES

1

2

3

4
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These themes were then allocated to four subsets, 
each of which has multiple outcomes, or measures 
of success, initiatives and timelines, without which a 
Strategy may be neither meaningful nor successful.

While the official launch was postponed until 
September due to COVID-19, work began in May to 
identify and prioritise the objectives for Year 1.  These 
included ensuring quicker access to prescribed 
drugs not held by the majority of pharmacies due 
to low take up and therefore, expiry date issues; 
increasing the number of people spending more time 
in their preferred home environment, working with 
Mid-West Community Healthcare on co-terminus 
service delivery at local level; implementation 
of contemporaneous Palliative Care Outcomes 
Collaboration scoring and reducing unnecessary 
hospital admissions through provision of palliative 
care education to generalist service providers.

Stakeholders

Organisational 
Capacity

Financial 
Stewardship

Internal 
Processes
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RISKS & CHALLENGES

The Centre faced some significant challenges during 
the year;  those associated with the pandemic for 
patient care including staffing constraints; availability 
of PPE due to demands across the country; some 
supplies because of supply chain management 
issues; fundraising as live events were cancelled and 
some cyber security issues following the ransomware 
attack on the HSE systems.

Milford was fortunate in the response of its staff 
whose commitment to their patients and residents 
enabled the continuation of service delivery in very 
challenging circumstances. HSE-run COVID-19 
vaccination clinics were held onsite for our 
residents, patients and staff, commencing in mid-
January and continuing as required throughout the 
year.  Swabbing clinics were also provided by the 
HSE, as recommended in national guidelines. The 
Centre is very appreciative of the support of our HSE 
colleagues throughout the pandemic.

The people of the Mid-West continued to support us 
by participating in virtual events, not just in the Mid-
West or even Ireland, but across the world in many 
instances.  Local clubs and companies purchased 
PPE for the Centre, for which we are grateful.

The HSE cyber attack had little direct effect on 
Milford as the majority of our systems are not 
connected to theirs.  However, it did prompt a 
review of our preparedness, drove a number of 
security enhancements and training exercises which 
will be continued in 2022.
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CLINICAL SERVICES 
ACTIVITY IN 2021

COVID-19 remained  a significant concern, and risk, 
particularly in the early months of the year, thus 
impacting on service delivery arrangements and the 
numbers accessing both inpatient and outpatient 
services.

The use of Attend Anywhere (video-calling patients) 
increased and, with few exceptions, was favourably 
received by patients, their families and clinicians.  
While not suitable for every interaction with patients, 
it helped to maintain contact with them and reduces 
the need from them to attend outpatient clinics or 
hospital appointments.

Total Centre

Overall, 2,050 patients with specialist palliative 
care needs were treated by the Centre, with 1,637 
activated referrals during the year. 45.3% of new 
referrals were of patients with non-malignant 
conditions, continuing the growth in this cohort 
of patients.

Of the 1,532 patients who died during the year 52% 
died either at home (37.6%)  or in a nursing home 

(14.4%), 21% died in the Specialist Inpatient Unit and 
27% in an acute hospital setting, which is well below 
the national average of approximately 40%. The final 
0.3% died in another setting.

The Nursing Home cared for 110 residents with 43 
admissions during the year.

Clare

674

North 
Tipperary

367

Other Counties

56

Limerick

953

Indicator Target 2021 Outturn 2021

Inpatient Palliative Care Services
Access to specialist inpatient bed within seven days for the 
reporting year

98% 100%

Community Palliative Care Services
Access to specialist palliative care services in the community 
provided within seven days (normal place of residence)

80% 73.3%
See note

No. of patients triaged within one working day of referral 
(community)

95% 97%

Number of patients who received specialist palliative care 
(average per month)

408 471

NOTE: While the KPI requires access to community services within seven days, the national referral criteria sub-divides required access into 
within 2 days, within 7 days and within 14 days. Discussions are ongoing between the service providers and the HSE regarding this KPI.
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Student Placements

The Centre facilitated the return of students having 
agreed protocols with the Department of Nursing 
and Midwifery in University of Limerick.

27 BSc students participated on the programme with 
a further 5 post-graduate nursing students and one 
pre-nursing placements being offered. A number of 
Allied Healthcare Professional students’ placements 
were also supported.

Specialist Inpatient Unit

There were 515 patients treated in the Specialist 
Inpatient Unit (Hospice)  However, there were 572 
admissions in 2019, prior to COVID-19, so the effect 
of it continued to be felt for the second year.

There was still a slight reluctance to accept an 
admission with 30 patients declining admission. A 
further 68 referrals did not proceed due to being 
too unwell to transfer, dying in their place of care or 
cancelled for another reason.    

Referrals to the Specialist Inpatient Unit increased 
by 4.75% (up from 568 to 595) with admissions up 
by 2.5% (up from 479 to 491) with an average bed 
occupancy rate of 78.78%.  Just over 84% of referrals 
were offered an admission on the day they were 
triaged.

There were 318 deaths and 186 transfers back to a 
community setting, usually the patient’s home.
The median length of stay was 11 days, and the 
average length of stay was 18.25 days.

New admissions came from Limerick City and County 
(57%), Clare (31%), North Tipperary (10%) with 2% 
from outside the region.

The Irish National Accreditation Board’s blood 
transfusion service annual inspection took place 

virtually during March and no issues of concern were 
identified. Twenty-two units of blood transfused 
during the year.

A number of new registered general nurses were 
appointed to the Unit and a specific orientation 
programme, and a study day were facilitated.

Community Services (Home Care)

There were 1,318 referrals to the Home Care service 
in 2021, an increase of 3.13% on the previous year.  
1,007 of these were activated during the year, the 
balance waiting to be seen at year end, having died 
before first visit or referred to other elements of the 
service.  38.3% had a non-malignant diagnosis.

Just over 50% of the referrals came from Limerick, 
30% from Clare and 18% from North Tipperary.

60% of the patients who died during the year did so 
at home, with a further 14% dying in a nursing home 
or other residential setting. 19% of them passed away 
in the Specialist Inpatient Unit and only 7% died in an 
acute hospital.

Home, 532

60%

Milford 
Hospice, 171

19%

Nursing 
Home, 129

14%

Hospital, 62

7%

Home Care Patients: Place of Death
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Patients needing visits always received them, 
however, due to the pandemic, other means of 
maintaining contact with patients were introduced, 
including telephone calls and Attend Anywhere 
video calls.  These methods enabled a reduction in 
visits while continuing to provide a safe and effective 
level of service provision. There were over 9,700 
face-to-face visits conducted.

Community Services (Day Care)

The Specialist Palliative Care Day Unit closed in 
March 2020 due to the pandemic and did not re-
open until mid-July 2021 on a phased, reduced 
basis.  22 patients were admitted during the last half 
of the year and there were 116 attendances.

A review of the Unit’s Model of Care was started 
and will be continued into 2022.  In the interim, 
Day Unit and Home Care staff developed a range of 
collaborative working arrangements in response to 
the pandemic.

Bereavement Service

The Bereavement Service provided by the Social 
Work Department transferred to the renovated Gate 
Lodge on the campus and re-introduced face-to-face 
individual and group meetings, as national guidance 
allowed.

Volunteer-provided bereavement tele-services 
continued, however, the more complex work 
remained with the Social Work team and 135 
individuals received 813 bereavement sessions.  18 
small groups with a maximum of six attendees were 
held when circumstances allowed.

The Bereavement Support Education Programme 
also went online and had 12 participants over 12 
weeks. This was facilitated by two social workers and 
included a personal development weekend 

where the participants got to process 
their own grief in a safe space. 

In addition to the service provided by the Social Work 
Department, Clinical Nurse Specialists conducted 
473 bereavement visits to the families of those who 
died at home.

Palliative Care Outcomes 
Collaboration (PCOC)

Work continued at local level to embed further the 
use of PCOC with the Community Services personnel 
entering data directly into the software application 
(PalCentre) from January.  The contemporaneous 
data entry, rather than the previous retrospective 
entry arrangement, has improved reporting, clinical 
handover and availability of up-to-date patient 
information.

A member of staff assumed the role in July of PCOC 
Improvement Facilitator at national level assisting 
hospices across the country to implement PCOC. A 
Senior Project Manager (O.3 WTE) was appointed in 
December.

Further to a successful research ethical application, 
research was initiated to examine the patient’s 
experience of scoring their distress using the 
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Symptom Assessment Scale. This study also included 
the development of a quality improvement (QI) 
initiative regarding the introduction of the Symptom 
Assessment Scale. The aim of the QI initiative was 
to ensure the care provides is responsive to patient-
prioritised need as identified by each patient using 
the patient-reported outcome measure within PCOC 
– the Symptom Assessment Scale (SAS):

•  To ensure that all patients receiving palliative 
care are engaged in a daily feedback process in 
relation to their main sources of distress.

•   To ensure there is a standardised introduction 
and explanation to each patient as to how and 
why SAS is used. 

This study demonstrated that systematic application 
of the model for improvement including iterative 
cycles of audit, patient feedback and discussion with 
and education of staff were effective mechanisms to 
improve the routine collection of SAS. The majority 
of patients reported that using the SAS helped them 
feel more involved in their care.

Care of the Older Person  
(Nursing Home)

HIQA published its report from its unannounced 
inspection visit undertaken in December 2020 
during March. All regulations considered during the 
inspection were deemed to be compliant with the 
Standards.

There was an inspection conducted by the Health 
and Safety Authority in May and the inspector 
deemed himself satisfied with the manner in which 
the Centre was addressing COVID-19 associated 
risks from a staff well-being perspective.

The Centre was challenged with managing a 
COVID-19 outbreak in the earlier part of the year.

Communication with the residents and their families 
continued throughout the year, including telephone 
calls, newsletters and a communication folder 
provided to each resident.  Visiting arrangements 
varied in accordance with the national guidelines.

Regular music, art and physiotherapy session were 
held virtually via the television system and, when 
restrictions allowed, several musicians and choirs 
visited the Centre and were live streamed through 
the TV system as well.

Some of our much missed volunteers were able to 
return, mainly helping residents to attend Mass.  
We are particularly grateful to those who assisted 
in meeting visitors to the Centre, ensuring that the 
necessary forms were completed, and visitors wore 
the personal protective equipment appropriate to 
the situation.

Preparation for an anticipated HIQA inspection 
continued with fortnightly meetings of the Nursing 
Home’s multidisciplinary working group.  The cross-
departmental approach worked very well, with key 
management personnel attending thus facilitating 
decision making on issues requiring attention.  HIQA 
did not visit during the year.  

The Nursing Home implemented a new pre-
admission assessment for potential residents and 
introduced a new Contract of Care which must be 
completed prior to admission.

An Advanced Care Planning education programme 
was devised, and education sessions held for all 
Nursing Home staff.

Care of the Older Person   
(Day Care)

The Older Adult Day Centre closed in March 2020 
due to the pandemic and did not re-open until mid-
July 2021 on a phased, reduced basis.  34 clients 
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were admitted during the last half of the year and 
there were 371 attendances.

While Day Care was closed, the Social and 
Therapeutic Service redeveloped the various 
courtyard gardens with the help of MCC and 
Corporate volunteers.  The Nursing Home Courtyard 
was the most significantly improved with the creation 
of a garden in the central area, the installation of a 
fountain and a parasol.  Plans were developed for a 
pathway through the new garden element, together 
with the planting of additional plants that, when 
touched, release very pleasant scents.  Work on 
creating a staff sanctuary was also begun and it is 
intended to carry out the work in 2022.

Finally, a Contemplative Garden was designed and 
will be built in the grounds during 2022.

COVID-19 Response

COVID-19 spread throughout the country from just 
after Christmas to around the end of March 2021, 
with high numbers hospitalised, and in ICU. Like 
most, if not all, healthcare facilities Milford had 
to introduce many changes to protect patients, 
residents, families and staff. 

Milford Care Centre availed of advice and information 
from the Government, HSE, National Public Health 
Emergency Team, its own Infection Prevention and 
Control staff and other relevant bodies.

Precautions implemented included use of PPE, 
including masks, visors, gloves and aprons.  In certain 
circumstances, early in the pandemic, FFP2 masks 
were worn.  In time, the FFP2 masks were worn for 
all patient-facing activities.  Education was provided 
to staff on the appropriate donning and doffing of 
PPE, general infection control measures, enhanced 
cleaning regimes were introduced.  Temperature 
scanning equipment was located at all access points 
and visiting desks, mainly staffed by volunteers were 
introduced.

In addition to the weekly/fortnightly 
swabbing sessions, the HSE’s vaccination teams 
visited the Centre to vaccinate residents, patients 
and staff, beginning in mid-January.  Uptake by staff 
was 100% and the majority of residents and patients 
availed of the vaccine.

Visiting restrictions were imposed, including a 
complete ban on visiting for periods, with the 
exception of to those nearing end-of-life when 
visiting was allowed in all instances.

Patients/residents were initially asked to stay in their 
rooms, later on, pods of 3 or 4 people could sit 
together and participate in some activities.

Communication with families was increased with 
a regular newsletter introduced which included 
the latest government advice, information about 
visiting arrangements and activities arranged for the 
residents.

The Art and Music Departments, in particular, 
expanded across virtual platforms and arranged 
virtual Live Music for Relaxation, Live Singing and 
Music Appreciation, Nature Connections and The 
Wellness Programme.
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NON-CLINICAL SERVICES 
ACTIVITY IN 2021

Human Resources

The Department received over 500 job applications 
during the year.  44 staff were recruited and 40 
people left the organisation.

116 staff availed of the Centre’s new pension plan 
which came into operation in July.

In November, Human Resources 
launched the KeepWell Mark 
which is a workplace accreditation 
from IBEC. 

The KeepWell Mark is divided into 
eight key themes and how they 
impact our everyday working life.

1. Healthy Eating

2. Physical Activity

3. Leadership

4. Health and Safety

5. Intoxicants

6. Absence Management

7. Mental Health

8. Smoke Free

The objective is to improve the health and wellbeing 
of our staff. With a collective approach we want to 
make Milford a workplace that is safer and healthier 
for all.

A Leadership programme was rolled out for a cohort 
of Line Managers in the latter half of the year which 
the remaining Line Managers will undertake early in 
2022.  The primary objectives of programme are to 
develop further their skills as managers and as one 
element of succession planning for a number of 
senior staff retirements within the next five years.

Fundraising

Fundraising had another year without live events.  
However, the staff rose to the challenge with a range 
of virtual events including:

•  Milford’s 10k Run/Walk with a record-breaking 
4,300 registered

•  Memorial Walk from a Distance with a special 
blessing ceremony on social media platforms

• Virtual Sunflower Remembrance Garden

• Virtual Coffee Mornings 

• Virtual Light up a Memory ceremony

Information and Communications 
Technology

The organisation was not affected by the HSE’s 
ransomware attack however, security systems were 
enhanced based on the knowledge gained from it.  
Additional cyber security awareness training was 
provided for staff.

Education, Research and Quality

This Department, as with all others, was very much 
affected by COVID-19 as the tutors had to pivot most 
of the courses to a virtual platform, with a limited 
number of in-person events where practical skills 
were involved.  

A new course was developed for healthcare assistants 
including topics on professionalism, communication 
and person-centred care approaches.  Resources 
were developed to support the dissemination of 
education to healthcare professionals providing 
a generalist approach to palliative care, including 
those working out of hours and staff working with 
people who are homeless. 
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Bespoke virtual introduction to palliative care courses 
were delivered to the out-of-hours GP service and to 
those providing services to the homeless.  The latter 
course could be further adapted and replicated 
for staff working in other services such as social 
prescribing projects, schools, community-based 
projects, etc. 

The Nursing Home’s annual evaluation of care 
survey for residents and families was conducted in 
December, with very positive outcomes from both 
groups.  A key finding was that 47% of residents 
reported “never feeling worried”, despite being 
almost two years into COVID-19, and  this was 2.5 
times higher than the rate reported in 2019 – pre-
pandemic.  

Quality and Safety Walk Rounds were completed 
in the Specialist Inpatient Unit (1) and the Nursing 
Home (2), and a variety of audits were undertaken, 
with feedback given to staff and quality improvement 
plans created, as necessary.

Risk Management

The Centre maintains three Risk Registers, Corporate, 
Clinical and Non-clinical, and these are reviewed 
regularly at unit level with the Corporate Risk Register 
reviewed quarterly at Management Team meetings.

Incidents occurring during the year decreased 
by 5% on the previous year, possibly due to the 
reduction in movement and activity due to the 
pandemic.  All relevant incidents are reported to the 
National Incident Management System, reviews in 
accordance with the HSE’s Incident Management 
Framework take place, as required, and findings are 
reported back to staff. 

Audits

A range of internal and external clinical and non-
clinical audits took place during the year, with 
results fed back to staff, quality improvement plans 
developed, implemented and monitored.  The 
Centre remains committed to auditing practices 
to ensure adherence to policies and procedures, 
including corrective actions, wherever required.

Complaints

Three formal complaints and two anonymous 
complaints were received relating to Specialist 
Palliative Care Services. Two complaints were 
managed informally, as agreed with the complainant.  
A formal response was provided for the third 
complainant, as requested.  The Centre does not 
investigate anonymous complaints.
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Freedom of Information

Twenty requests were made under Freedom of 
Information legislation;  60% of which were made by 
relatives, or those acting on behalf of the relatives, 
of deceased patients.  Fourteen requests received 
a positive response, with documentation released 
with minor redactions relating to third parties, three 
requesters were advised the information did not 
exist, one request for contact details was passed to 
a next-of-kin who could make their own decision 
whether to initiate contact, one was refused, with 
appeal information provided and one did not 
provide requested information.

Previously, many of these requests would have been 
managed administratively, however, during the 
year the HSE advised that this practice was to be 
discontinued and all requests should be decided in 
keeping with the legislative format.  The Centre has 
complied with this instruction.

General Data Protection 
Regulation

The Data Protection Officer (DPO) contract between 
members of the Voluntary Hospices Forum and 
Ambit Compliance was extended for a period of 
three years.  A work programme was agreed with 
the Data Protection Officer to ensure compliance 
with the Regulation, and much was achieved with 
remaining items carried over into 2022.

There were no Subject Access Requests or Data 
Breaches during the year.
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PUBLICATIONS AND 
PRESENTATIONS

Winner of best European article

Lucey M, O’Reilly M, Currow D, Eagar K, Walsh D, 
Conroy M, Twomey F, O’Reilly V, Doherty M, Coffey 
S, Sheridan J, Moran S.  Is Inpatient Hospice Care 
Clinically Effective? Using Phase of Illness to 
Evaluate Care Outcomes for Patients Admitted 
to a Specialist Palliative Care Unit in Ireland.   
J Palliat Med. 2020 Apr;23(4):535-541. doi: 
10.1089/jpm.2019.0295. Epub 2019 Dec 19. PMID: 
31855506.

Other publications

Kelly D, Casey M, Beattie McKenna F, McCarthy M, 
Kiely P, Twomey F, Glynn L, Bargary N, Leddin D. 
Identifying the gaps in Irish cancer care: Patient, 
public and providers’ perspectives. Health Policy. 
2021 Nov;125(11):1482-1488. doi: 10.1016/j.
healthpol.2021.09.013. Epub 2021 Oct 2. PMID: 
34629203.

Moran, S., Bailey, M. & Doody, O. An integrative 
review to identify how nurses practicing in 
inpatient specialist palliative care units uphold 
the values of nursing.  BMC Palliat Care 20, 111 
(2021). https://doi.org/10.1186/s12904-021-
00810-6

O’Sullivan A, Duffy E, O’Sullivan K, Cronin U, Lyons 
E, O’Sullivan L, Twomey F. Bespoke 3D printed 
eye cover for teen with rhabdomyosarcoma.  
BMJ Support Palliat Care. 2021 Feb 
22:bmjspcare-2021-002900. doi: 10.1136/
bmjspcare-2021-002900. Epub ahead of print. 
PMID: 33619222.

Reed J, O’Hara M, O’Sullivan E, Cobbe S, O Reilly M, 
Association between attendance at a specialist 
palliative care day unit and improvement 
in patient symptoms and quality of life. Int J 
Palliat Nurs. 2021;27(2):86-97. doi:10.12968/
ijpn.2021.27.2.86

Accepted for Publication

The association between phase of illness and 
resource utilization; a potential model for 
demonstrating clinical efficiency? A prospective 
observational cohort study of consecutive 
admissions to a Specialist Palliative Care Unit, 
accepted for publication for the International Journal 
of Palliative Nursing.

Poster Presentations IAPC 2021

A Review of End of Life Care in a Specialist 
Palliative Care Unit.  Helen Flanagan, Sheikh 
Mohamed, Dr Val O’Reilly, Sue Moran, Jackie Reed, 
Elizabeth Mulcahy, Colin Mortlock.

A review of Medication Prescribing, 
Documentation and Reconciliation in a Specialist 
Palliative Care Centre.  Dr Lameese Alhaddah, Dr 
Mary Ann Larkin, Marie Wright, Helen Flanagan, 
Noreen O’Brien, Dr Val O’Reilly, Helen O’Connell, 
Colin Mortlock, Dr Marian Conroy.

Establishing clinical handover for the out-of-
hours staff of a Specialist Palliative Care Service.  
Dr Laura Mulqueen.

Exploring graduate entry medical students’ 
attitudes towards palliative care education in 
their curriculum.  Dr Mary Ann Larkin, Dr Laura 
Mulqueen, Dr Feargal Twomey, Dr Marian Conroy.

Improving Opioid Safety: A Quality Improvement 
Project to assess and reduce opioid medication 
errors.  Dr Mary Ann Larkin, Dr Val O’Reilly, Anne 
Hartnett, Mary Cooney, Dr Marian  Conroy.

Providing Palliative Care to a Patient with 
Metastatic Cancer and Co-morbid Autism 
Spectrum Disorder.  Dr Helena Myles, Dr Mary Ann 
Larkin.
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Review of the Paediatric Referrals to Palliative 
Care services for Children with Life Limiting 
Conditions.  Dr J Hayden, Dr Mary Ann Larkin, 
Hilary Noonan, Dr Marian Conroy, Dr Val O’Reilly, Dr 
Feargal Twomey, Dr Siobhán Gallagher.

What support do children and young people 
experience when a parent is dying? Doonan E, 
Ryan R. This poster was awarded a commendation.

Accepted for Poster Presentations 
IAPC 2022

An Assessment of Perceived Symptom Burden 
in Patients Diagnosed with Congestive Cardiac 
Failure attending Out-Patient Cardiology 
services.  Walsh, M Bowen, E; Vaughan C; Kiely F.

An Observational Study of the Use of 48-
hour Continuous Subcutaneous Infusions in a 
Community Specialist Palliative Care Setting.  
Walsh, M.

Evaluation of the use of the Palliative Care 
Outcome Scores (PCOC) in the multidisciplinary 
handover of information.  O Reilly M, Coffey S, 
Reed J, Twomey F, Lucey M.
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