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Introduction
In a very short period of time Kilbryde Hospice has become a much-loved and 
valued part of life in Lanarkshire.

From the very beginning, when Tony McGuiness and Dr John Richards established 
the Kilbryde Hospice Appeal in 2001, to the opening of the hospice itself in East 
Kilbride in January 2015, the aim has been to make a difference to the lives of local 
people when they most need our help.

We do this by providing specialist palliative care to patients with progressive life-
limiting illnesses. In the last five years, thanks to a dedicated team of medical 
professionals, hospice staff and incredible volunteers, we have been able to help 
2,500 patients and carers and their families.

We can only provide our services with the sort of back-up that underpins the working 
of any successful organisation, whether it is an international business or a charity 
which is dedicated to a clear mission within a particular locality. One such back-up 
function is communications.

Good communications are vital to an organisation such as ours. Our vision needs to 
be clearly understood and articulated and we have to reach out to a wide range of 
audiences.

Primary among these audiences are of course those people who we are able to help 
in their time of need, and their families, carers and friends. However there are many 
others too.

This Communications Strategy sets out how Kilbryde Hospice seeks to 
communicate with those audiences as we pursue our core vision:

“We are committed to providing specialist care of the highest standard  
for people with a life-limiting progressive illness  

and aim to add quality and meaning to their life.”

Gordon McHugh 
Chief Executive



Aims
Good communications are at the heart of all organisations. This is definitely true of 
Kilbryde Hospice, which has to provide important information to multiple audiences 
in a sensitive and considered manner. In modern communications, this means being 
able and willing to listen as well as inform.
As outlined in the introduction to this communications strategy, the primary 
purpose of our communications is to support the aspirations and objectives of the 
organisation as a whole. This means that our communications must be centred on, 
and supportive of, the stated aims of Kilbryde Hospice. These are:

  For each individual, we will ensure compassionate care and support throughout 
their journey, recognising their individual choices and respecting their dignity.

  We aim to create a therapeutic environment that is calm, relaxing and friendly, 
and which allows individuals and families comfort, privacy and dignity.

  We respect the individuality of each person and offer the freedom to express 
and practice religious, spiritual, philosophical and cultural beliefs.

  Care also extends to those people who are close to the patient, and into the 
bereavement period after the person has died.

  We will work collaboratively with NHS Lanarkshire, Integrated Joint Boards of 
North and South Lanarkshire and other service providers in the development of 
localised palliative care services and to ensure responsive, seamless care.

  We are committed to further development and improvement of our services 
through consultation with stakeholders.

  We will recruit, train and develop our staff and volunteers to achieve continuous 
quality improvement in our provision of care.

  We will manage our business model and resources proficiently to achieve 
sustainability over the long term

Our communications must always support these aims and our core vision.
In addition, this strategy has two explicit communications aims: 

  to raise awareness of the hospice and its work
  to help raise the funds that ensure our good work can continue and be further 
developed.



Audiences
Kilbryde Hospice has a clear and defined purpose, and this is reflected in the clarity of 
our Mission Statement, Vision and Aims. However, when it comes to promoting these 
aims our communication has to be directed to a wide and diverse range of audiences.
Many of our messages will be of potential interest and benefit to everyone in South 
Lanarkshire – or at least anyone who potentially may need to use our services, or 
who would want to support the work we do.
There are specific, targeted audiences we must ensure we reach out to. These 
include:

  Volunteers (the heart of our work, and our key internal audience)
  Staff 
  Patients/Clients and their families
  Donors and potential donors
  Public sector funders and partners
  Health Care Professionals within the medical profession – especially those 

who may refer patients/clients
  Opinion formers – including politicians of all parties

The hospice will sometimes wish to communicate with all of the above on one 
particular issue or with a single message. Sometimes that communication will 
need to be targeted at people who are in just one of these categories. On other 
occasions, the target audience will fall into one or more categories, due to overlaps. 
Before we engage in any communication, it is vital that we have clearly identified 
the audience we wish to reach. This way we can ensure that the message is right 
and the correct communications tools are used - including direct verbal or written 
communication, social media, the hospice website and through third parties such as 
the use of media releases.

Activities
Communications for a charity such as Kilbryde Hospice must by their nature be different 
from those of other types of organisations in the public or the private sector. Our 
communications must start and end with the same values that we bring to all our work.

Our staff and volunteer values are:
  Honesty: Kilbryde Hospice operates a culture free from deceit and 

promotes sincerity, openness and truthfulness from all staff and volunteers 
within the organisation.

  Respect: Kilbryde Hospice operates a culture whereby all staff and 
volunteers treat each other in a courteous, polite and considerate manner.

  Tolerance: Kilbryde Hospice operates a culture of a fair and objective 
attitude towards staff and volunteers, who have cultural or ethnic practices 
or opinions which may differ from our own.

  Responsibility: Kilbryde Hospice operates a culture whereby each 
member of staff or volunteer demonstrates a moral responsibility and 
is accountable for the role they have been entrusted to fulfil within the 
establishment

All our communications must adhere to these values of honesty, respect, 
tolerance and responsibility.



With the exception of occasional emergency or ad hoc communications, all of our 
activities should be planned and scheduled in advance, whether they are to promote 
general activities and events, or to support our campaigns.
Kilbryde Hospice will continue to engage with organisers of all relevant local events 
e.g. the Kiltwalk, Glasgow Half Marathon.
We have a plan in place to increase our income through ‘Build up Kilbryde’ through 
the use of social media, local media and our own hospice newsletter to enable 
people to purchase and name a brick which is added to our virtual hospice wall on 
our newly established website. 
2020 will see Kilbryde Hospice engage with large audiences locally and quickly 
through a SKY Adsmart campaign. This campaign will take Kilbryde’s key messages 
and make them come to life through the development of two 30 second videos that 
will reach key target audiences throughout South Lanarkshire. The content will also 
be used across a wide range of platforms with the aim of building Kilbryde’s profile 
and engaging local people with our on-going campaign for support. 
In April, the Hospice will launch a lottery in partnership with a third party service 
provider. This is part of our initiative to broaden, diversify and deepen our range of 
fundraising activities. It will also provide a facility for remote donors, who still have 
a close connection to their South Lanarkshire roots, to support the Hospice via 
regular electronic donations The lottery will also allow us to communicate to a wider 
customer base over the coming years.
Direct communication is especially important to an organisation like Kilbryde 
Hospice, where personalised contact can have an influence on those who receive 
our messages. Mailshot letters can be particularly useful when reaching out to 
people who are less digitally active and those who do not have much contact with 
other forms of media.
The hospice has a database of 10,000 people who have given consent to be 
contacted by us. It is important that we do not abuse this consent and aim to engage 
only with important messages through significant campaigns such as our Christmas 
Light a Light campaign or our Local Hospice lottery launch and limit the number of 
occasions on which we are in contact. 
There is a growing audience for our digital communications too, including 
among older people, many of whom are becoming digitally-literate and willing to 
communicate in that way. Digital communications offer some obvious benefits; they 
are published immediately, do not depend on a third party, such as a newspaper, 
and social media tools offer easy and direct two-way communications between us 
and our audience.
Our retail outlets and Hospice reception display news on TV screens with hospice 
updates on TV screens in GP surgeries. 



The hospice has rapidly developed its digital footprint, including:

Our website: www.kilbrydehospice.org.uk
This offers the general user an overview of our history and what we 
do, with news sections and links to make contact and to donate. It 
also informs users of our shop locations and how they can donate 
goods to them.
The website includes an online payment facility and also highlights 
our upcoming events, which are also promoted through our social 
media channels. 

Social icon

Circle
Only use blue and/or white.

For more details check out our
Brand Guidelines.

 Twitter: @KilbrydeHospice
Our social media channels are run by our media and communications 
fundraiser along with a small number of volunteers, to whom we are 
very grateful for their work. Considering the relatively short period the 
hospice has been in existence, our twitter feed has a respectable 
2,382 followers and 1,302 likes. However, both these figures are 
about a third of those of other local hospices, which suggests there 
is still much room for growth.

 Instagram: @kilbrydehospice 
The same is true of our Instagram, which has 816 followers and 897 
posts so far along with our LinkedIn with 358 followers [Figures as at 
January 2020] 
There is a healthy relationship between our clinical staff and our 
communication staff to ensure there is a steady flow of patient good 
news stories, case studies which can be used with consent to raise 
awareness and myth bust on social media. 

Facebook: @KilbrydeHospiceCharity
 Our facebook page has 5,600 followers and gets in excess of 500 
page views and reach more than 25,000 people each month as 
people check for latest news and events. Particularly popular posts 
can reach more than 10,000 people and generate hundreds of 
reactions and shares.

We recognise the growing power of social media and will seek to develop our tools 
in this area. We will work alongside our Corporate partners such as Fatbuzz Digital 
Media and Marketing, Enterprise Screen and South Lanarkshire Council in line with 
a newly developed social media strategy. 
The hospice currently has a significant range of printed publications available to the 
public including:

  Volunteer Strategy
  Bereavement Support
  Carer Information
  Complementary Therapy
  Day Services
  Carer Programme
  Coming to Kilbryde as an Inpatient

  Counselling
  Care at Home Service
  Equality and Diversity
  Safeguarding Adults
  Understanding Your Care
  How to Raise a Concern or Complaint
  Information About Our Hospice.

http://www.kilbrydehospice.org.uk
https://twitter.com/KilbrydeHospice
https://www.facebook.com/KilbrydeHospiceCharity/
https://www.instagram.com/kilbrydehospice/?hl=en


We will continue to ensure this printed media is accurate, updated regularly and 
conforms to our branding and communications standards.
The hospice has benefitted from some generous support from the media, and we 
recognise that they have an important role to play in relaying our messages to the 
public at large, and in doing so reaching the audiences identified in this strategy. 
We will continue to work with both broadcasters and the Press to promote our 
activities, by helping them with news items and features, and by distributing media 
releases.
Our activities are often best illustrated through the personal stories of our volunteers 
and those who have witnessed and experienced our services first-hand. We 
currently deliver this through the website Care Opinion (www.careopinion.org.uk),  
however we will seek to identify other suitable examples for use on our own 
communications channels as well as those of the media. In all such cases this 
will be done using tact and adhering to the values mentioned previously in this 
document: honesty, respect, tolerance and responsibility.

Assets
As with most organisations, and especially those in the field of care, our biggest 
asset is our people. Kilbryde Hospice functions and performs well because of the 
commitment of its small staff and its army of enthusiastic volunteers.
They are communications assets too, because every time one of them engages 
with a member of the public they are in a position to demonstrate and share the 
hospice’s vision, values and the services we provide.
It is important that we tap into that resource by making sure that all of our staff, and 
especially our volunteers, are properly and regularly informed about our activities, so 
they can spread information by word of mouth. Wherever possible and appropriate, 
this should be backed-up by access to printed or digital information to which they 
can refer those they meet.
The hospice has internal forums which include employees, volunteers, service users 
and families, along with representatives across the communities we serve, namely 
Kilbryde Voice and Colleague Voice. 
There is a quarterly newsletter from the Chief Executive updating employees and 
volunteers, summarising the opportunities and challenges experienced by Kilbryde 
Hospice in performing our operational activities. This is supplemented by two 
editions of our public newsletter per year, which reaches out to our wider audience 
and informs them of all key developments, events and activities that have taken 
place, or which are planned in the near future. 
As part of our ongoing commitment to improving hospice services and the way 
we engage with our service users, carers, patients, staff and volunteers we offer 
an opportunity for everyone to make suggestions through our ‘You said, we did’ 
campaign. 
In addition, the hospice has a number of physical assets – primary among them 
of course being the hospice building itself. There are a number of services based 
within the main building including:

  Patients come to the In-Patient Unit (IPU) for a variety of reasons. They may 
need help to control difficult symptoms such as pain, breathlessness or may 
require emotional support. Some people come for care at the end of their life.

  Day Services is based within the main building at Kilbryde Hospice. It provides 
specialist palliative care for people with life limiting illnesses. The role of the 
team is to ensure all people receive high quality care and support with any 
physical, psychological, spiritual or social issues they are finding challenging. 

http://www.careopinion.org.uk


A unique part of Day Services is the opportunity to meet others in a similar 
situation, gaining support and guidance from one another.

  Complementary Therapy provides supportive care to our patients and their 
carers. Complementary Therapies aim to have a positive impact on overall 
wellbeing, using a range of therapeutic and stress-management techniques. 
This service is available via referral from a GP or health care professional.

  Counselling Services within the hospice provide both individual counselling and 
group therapy depending on specific circumstances. This also extends to carers 
and family members of those bereaved as we understand that this can be a 
traumatic time. 

  Spiritual Care within the hospice is supported by our Chaplain and a team of 
Spiritual Care volunteers. They offer support to patients, families, carers, staff 
and volunteers in any way they can. They offer support to all faiths and none. 
Spiritual Care support is not all about religion or spirituality, so it does not need 
to be a religious discussion.

  Compassionate Lanarkshire (CLAN) provides therapeutic and emotional 
support to adults affected by a range of life limiting illnesses including end 
stage neurological disease - Multiple Sclerosis (MS), Parkinson’s, Progressive 
Supranuclear Palsy (PSP), Huntington’s, Motor Neurone Disease (MND), 
cancer, heart failure and chronic obstructive pulmonary disease (COPD) within 
their own home. The service also provides additional support to carers and 
family members. There is also a volunteer befriending element to the service 
which involves matching people who live alone or are isolated, lonely and 
unable to leave their home due to illness, with a volunteer befriender who will 
visit them at home for about an hour once a week.

All of our services within the hospice and those based within the community 
have individual leaflets available from the hospice building. Our services are also 
displayed on our television screens at front reception of the hospice and within the 
Kilbryde Kafe. 
We recognise that good communications is not only about informing our targeted 
audiences on key developments and activities of the Hospice, it is also vitally 
important that we listen to the people and community we serve. To facilitate this, 
the hospice has a range of evaluations and surveys to promote feedback from 
key stakeholders and gauge / improve the quality of our service provision. We 
encourage and promote the use of our “Complaints, Suggestions and Comments” 
facility. All responses are registered and considered by the relevant management 
teams within our Quality and Governance structure. 
Other physical assets are our shops, where people can donate and purchase goods: 
These currently are:

  Our flagship Kilbryde Hospice Retail Outlet, Kingsgate, East Kilbride
  Kilbryde Hospice Boutique Store, Princes Mall, East Kilbride Shopping Centre
  Kilbryde Hospice Furniture Store, The Plaza, East Kilbride Shopping Centre
  Hamilton Charity Store, Hamilton Town Centre. 

However, these assets are more than just retail premises - they are also 
communication hubs, where potential audiences present themselves and will often 
be receptive to hearing more about the hospice and its services.
Collection cans are our visual presence in the community with volunteers collecting 
and raising awareness of our services. 



Volunteers are encouraged to speak to customers and engage with them about 
the hospice, its vision and its purpose. This is already reinforced by the availability 
of printed materials, but as part of this strategy it is considered that more could be 
done to reach out to these customers through visual displays on the premises walls 
and perhaps, if resources permit, the use of films about the hospice on display TVs. 
One example of this is the Sky Adsmart TV Advert, commissioned to promote the 
work of the Hospice, that will be displayed on screens across our various premises 
once launched in February 2020.

Analysis
For any communications strategy to be meaningful its success or otherwise must 
also be measurable. Measures of “success” will be agreed with the board of trustees 
and reported to them on a regular basis. These are expected to include:

  Numbers of volunteers recruited/retained
  Number and value of donations received
  Amount of funding received
  The results of an annual survey of staff and volunteers
  The results of social media sentiment analysis
  Scope and value of media coverage generated. 
  Care opinion posts and analysis
  Number of Lottery Participants
  Number of New Gift Aid Declarations
  Results of service related evaluations and surveys.

Next steps
This Communications Strategy has been created to support the work 
of Kilbryde Hospice. Any such strategy must develop over time so it 
responds to any changes in environment and circumstances, and it is 
intended that this Communications Strategy will be refreshed in 2023.
However, it is not set in stone until then, it will continuously evolve to take 
account of any developments and adapt to any changes in the hospice’s 
vision and services delivered. It will also be flexible and respond to 
developments in communication methods so we can continue to provide 
the best possible communications to all our target audiences.
If you would like more information on this Communications Strategy, or 
if you require more information about the services provided by Kilbryde 
Hospice, please contact us using the contact information on the back page.
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