Haven House Hospice and the closure of Richard House Children’s Hospice
Frequently asked questions for families
1. Why is Haven House involved?

Following the announcement that Richard House Children’s Hospice is to close, NHS North
East London (NEL ICB) has asked Haven House to take on a greater role to ensure that no
child is left without hospice or palliative care support.

2. Will my child still receive care?
Yes. Haven House will continue to provide:

e 24/7 end-of-life care

o Crisis respite and step-down care

e Support and reassurance during the transition
No child or family will lose access to essential care.
3. Do I need to re-refer my child to Haven House?

No. You do not need to start again or fill out new referral paperwork.
We will work with the ICB and your child’s team to transfer information safely, with your
consent.

4. When will Haven House contact us?

We are contacting families in phases:
e Priority 1: families with urgent or end-of-life needs (within days)
o Priority 2: families with higher levels of clinical need (within 3-4 weeks)
e Priority 3: all other families receiving support from Richard House

If you are worried, you can contact us before we contact you.

5. How do | contact Haven House if | have questions?

Email: familytransition@havenhouse.org.uk
Phone: 020 8506 3761 Monday—Friday, 9am—-5pm

If your child’s condition worsens, call your hospital team or 999 in an emergency.
6. Will we still get respite care?
In the short term, we can offer:

o Crisis respite

e Step-down care

We will discuss your situation individually.



7. What happens to hospice-at-home?

Haven House currently provides its own weekday hospice-at-home service. As Richard
House services come to an end, we will speak with each family individually to understand:

e what support you were previously receiving from Richard House
o what your child and family need now
 what Haven House can safely and appropriately offer during this transition period

This will help us make sure that any care offered is based on your child’s current needs and
is aligned with Haven House’s existing service model and capacity.

8. Will the staff be the same?

You will meet Haven House staff, including nurses, therapists and family support workers.
Some former Richard House staff may apply to join us, through our open recruitment
process.

9. Will you know my child’s medical needs?
Yes. We will:
e Request all relevant information
e Talk to your child’s hospital and community teams
e Speak directly with you about what matters most to your family
e Update care plans together
10. What if | feel overwhelmed or confused?
Please call or email us. This is a big change and we will support you every step of the way.
11. Can | visit Haven House before my child comes for care?

Absolutely.
We can arrange:

e Atour
e A meet-and-greet with staff
e Avirtual visit if travel is difficult
12. Will the services change long-term?

Yes, but gradually. The NHS and Haven House are working together to create a consistent,
fair hospice offer across the whole of north east London, that is: City and Hackney, Tower
Hamlets, Newham, Waltham Forest, Barking & Dagenham, Havering and Redbridge.

Families will be involved in shaping this.



