
  

 

 

FAO: Pete Calveley - CEO Barchester Healthcare 

As the Co Founders of the Rights for Residents Campaign Group we are writing to 
you on behalf of the relatives who are being denied visits with their loved ones in 
Barchester care homes in defiance of current Government Guidance.  

We’re keen to stress that our Campaign is in no way aimed at hard working care 
staff and managers who have been traumatised in some cases by the things they’ve 
seen and lived through during the pandemic. Their efforts have been heroic and 
families are eternally grateful to all they’ve done during the pandemic. This has not 
been forgotten however, a year since care homes closed their doors, families expect 
common sense and compassion to prevail in order for them to have quality time with 
their loved ones before it’s too late. 

There are several aspects of the Barchester policy on visiting, as reported to us by 
relatives, that we find deeply concerning, and we have laid these out in detail below. 

We are appalled to hear from our members that Barchester continue to ignore many 
aspects of the visiting guidance that came into effect on 8th March.  This is causing 
huge distress to your residents, many of whom have deteriorated beyond recognition 
over the last year of separation.   

As you can imagine, relatives are desperate to provide the essential care they gave 
to their loved ones prior to the pandemic.  There are some wonderful paid carers 
working in your homes but no matter how well intentioned, they simply cannot fill the 
absence of a close family member. Families are the eyes, ears, voices and 
memories of their loved ones and without this vital support many are simply giving up 
the will to live. I am confident that your managers could provide many examples that 
illustrate this. 

We’ve heard the argument that insurance is the reason why some companies refuse 
to follow the guidelines as they fear litigation in the event that a relative introduced 
Covid into a care home. This sounds like scaremongering as a care home could 
surely only be sued if it was possible to prove that they had been negligent in its 
infection control procedures or in its failure to follow the Government Guidance 
around visiting procedures.  

Our organisation is certainly not calling for care homes to throw their doors open and 
allow hoards of family members to come in. We support the need to limit footfall as 
the virus hasn’t gone away and there is a need to protect both staff, visitors and 
relatives alike. On a daily basis care homes have to manage the risks of people 
falling, choking or contracting other infections but we don’t keep them cocooned in 
case they fall victim to any of these things.   

Our email inbox and Face Book page is full of messages from distraught relatives, 
reporting the many breaches of Government Guidance that are ongoing in  



Barchester homes. When people challenge this with their care home managers they 
are often viewed as difficult or unreasonable when all they are asking for is what they 
should be entitled to under the new rules. As many other care homes are managing 
visits in line with the guidance it’s staggering that as a company you feel you can 
openly disregard it and continue to deprive your residents of their rights. 
 
Given the negative media publicity your approach to visiting has generated, we’re 
surprised at your continued failure to listen to the concerns of relatives, who are after 
all your customers. Many are justifiably outraged, that as a company you have 
informed relatives of your huge fee increase while blatantly denying people in your 
care of their human right to a family life. 
 
It’s morally wrong to reject the individual rights and needs of your own residents 
while making huge profits for your shareholders and paying huge salaries to 
Directors. As a company, you seem unaware of the reputational damage this locking 
out of relatives is causing. 
 
So far you seem unmoved by the personal pleas of families wanting to care for their 
loved ones but perhaps you could stop to think about the potential commercial 
damage you’re inviting on your organisation. After all, who would consider choosing 
a care home company with a closed culture. As many care homes have welcomed 
families back people are asking if there’s a hidden agenda at Barchester? 
 
Rights for Residents are currently working with many journalists and TV reporters to 
highlight those care homes that refuse to implement the revised Government Visiting 
Guidelines and together with relatives, we are keen to hear your views on your 
current policies.  
 
Rights For Residents also met with the CQC on Monday and have provided them 
with many examples of care companies and individual homes breaching the 
guidance. The CQC have assured us that these will be investigated, including the 
blanket visiting policies that you’re currently operating. We are also meeting with the 
Minister for care – Helen Whately on 20th April and will produce this same evidence 
to her on the day.  
 
With this in mind I would be most grateful if you could reply to the concerns and 
questions I put to you in this email as a matter of urgency.  
 
Question 1. Why are you NOT offering all types of visiting opportunities? 
 
New guidelines states that a range of visits should be offered simultaneously and 
care homes have been instructed to offer ALL of these options in all of your homes: 
 

 “indoor visiting by a ‘single named visitor’ for every resident.  
 



 in addition, where close contact personal care from a loved one is critical for 
the resident’s immediate health and wellbeing, arrangements for the visitor to 
provide that care should be made. These ‘essential care givers’ will be 
supported to follow the same testing arrangements, and the same PPE and 
infection control arrangements, as care home staff”  

 
 opportunities for every resident to see more people than just their single 

named visitor, by enabling outdoor visiting and ‘screened’ visits”  
 
 visits by essential care givers and exceptional circumstances including 

end of life should always be enabled. See section 2.4 below. The situation 
described for essential care givers is considered an exceptional circumstance 
and should therefore continue in the event of an outbreak unless there are 
specific reasons not to do so”. 

 
We would like to draw your attention to the following wording from the Government 
Guidance:  
 

“As the default position, all care homes should seek to enable the different 
types of visits described in this section” (‘single named visitor’ ‘essential care 
giver’ and ‘outdoor & screened visits).   

 
 
Question 2. Why have you imposed blanket visiting policies on all of your 
residents? 
 
The guidance is unambiguous in its directive to care homes that blanket, one size fits 
all visiting policies are not allowed. Every resident should have an individual risk 
assessment to ensure they have an individually tailored visiting plan. Blanket visiting 
policies are a clear breach of the guidelines: 
 

“Any risk assessment should follow the CQC regulatory framework around 
providing person centred care. It may also be appropriate or necessary for 
providers to apply different rules for different residents or categories of 
resident, based on an assessment of risk of contracting COVID-19 in relation 
to such residents, as well as the potential benefits of visits to them. In 
particular the risk assessment should consider the need to enable essential 
care giver visits” 
 

We’ve heard that Barchester homes will only allow indoor visits once a week for 
every resident, with an arbitrary time limit of 30 minutes. Relatives have expressed 
huge frustration as the time limits are causing unnecessary distress. For many 
residents with dementia and/or other cognitive or communication difficulties, 30 
minutes will not be adequate time to allow the resident to engage with a loved one, 
let alone experience any meaningful interaction and benefit from the contact after 
being forcibly separated for over a year. 



Question 3. Why are you not conducting individual risk assessments for every 
resident and sharing these with families - as instructed in the guidance? 
 
The Government guidance could not be clearer: 
 

 “when developing their visiting policies, providers should undertake individual 
risk assessments where necessary, to assess the rights and needs of 
individual residents, as well as any specific vulnerabilities which are outlined 
in the resident’s care plan, and to consider the role that visiting can play in 
this.”  

 
The guidance also requires managers to collaborate with and communicate with 
residents/relatives on the assessment of their visiting needs: We’re receiving many 
reports that Barchester homes are refusing to involve or consult residents or 
relatives on decisions around visiting. Most have not seen an individual risk 
assessment despite requesting it: 
 

“Care home managers should share the risk assessments underpinning 
visiting policies with residents or their families, to help explain the decisions 
they have made, and their visiting policy. Sharing completed assessments 
with families may assist in emphasising the need for partnership between 
families, residents and care homes”. 

 
 “This dynamic risk assessment should consider relevant factors relating to 
the rights and wellbeing of the residents. Any risk assessment should follow 
the CQC regulatory framework around providing person centred care … All 
decisions should be taken in light of general legal obligations, such as those 
under the Equality Act 2010 and Human Rights Act 1998, as applicable. 
Providers must also have regard to the Department of Health and Social Care 
(DHSC) ethical framework for adult social care. The Care Quality Commission 
(CQC) has regulatory powers that can be used where they have concerns 
regarding visiting”. 

 
I have included a case study at the bottom of this letter as evidence of the inflexible 
blanket policies that you are imposing in your homes. The insensitivity of the 
manager in communicating with the relative in question is staggering. A more 
detailed version of this email has been sent to the CQC. 
 
Question 4. Why are you denying your residents their Essential Care Givers? 
 
We have raised this as a serious concern with the CQC. Barchester Homes have 
been telling relatives that they “will not be following the government guidance in 
relation to ‘Essential Care Givers”.  Applying a blanket ban on ‘Essential Care Giver’ 
visits will deny many of your residents vital aspects of care that are crucial to their 
health and well-being.  
 



Again, the guidance in this area is unequivocal:  
 

“For some residents a visit with a greater degree of personal care may be 
central to maintaining their immediate health and wellbeing. 
 
In such cases, in addition to the single named visitor and with the 
agreement of the care home, the visitor will be enabled and supported to 
provide this care and they will be able to visit more often. They will have 
access to the same PCR and rapid lateral flow testing and PPE arrangements 
as a member of care home staff. 
 
Each resident will be different, and the exact arrangements will need to be 
agreed between the care home, resident and their family (with professional 
support if helpful). This should follow an individualised assessment of the 
resident’s needs”. 
 
These visitors are a central part of delivering the appropriate care and support 
to the resident, and as such play a role alongside professional members of 
the care home staff. Additionally, because they will have closer physical 
contact with the resident, and may spend longer in and around the care home, 
including areas that other visitors do not enter – it is important that they take 
further steps to reduce the risks (to themselves to residents and staff 
members) of infection”. 

 
The guidance does not limit this to help with physical tasks such as washing or 
dressing but recognises the vital role that close contact with a loved brings to the 
holistic care of a resident:  
 

“There may also be some situations where it is not the close contact per se, 
but the presence or company of the visitor that is critical to provide emotional 
and mental support”.   

 
By refusing to allow ECGs to support their loved ones you are denying your 
residents an essential component of their care that is crucial to their mental health 
and emotional needs. What possible justification can there be for this? 
 
It’s worth pointing out that among the managers we’re working with there are only a 
minority of relatives who feel they would themselves want to become an essential 
care giver. The sad reality is that before the pandemic care homes were not exactly 
overwhelmed with visitors wanting to give this type of regular support. In mum’s care 
home there are only a handful of relatives that have requested this. Most would be 
happy with regular meaningful contact. 
 
 
 
 



Question 5. Are visits in your homes supervised by a staff member? 
 
If so, can you explain why as surely denying residents the opportunity to talk 
privately with a loved one raises questions around breaching human rights? The 
guidance on this is categorical: 
 

“In most circumstances, supervision of visits will not be necessary. There may 
be some instances where a degree of supervision is helpful - such as a first 
visit”. 
 

What is the reasoning behind denying residents the right to talk privately with a 
family member - this is surely an infringement of their right to a family life. 
 
 
Question 6. Are you insisting that relatives and residents are vaccinated 
before allowing contact visits or Essential Care Giver access? 
 
If so, this is yet another example of Barchester’s policy running counter to what the 
Government have instructed:  
 

“It is not a condition of visiting that the visitor or the resident should have been 
vaccinated” 

 
 
Question 7. Could you please outline your end of life policy? 
 
We’ve heard that you are restricting visits to 90 minutes – is this the case? Can you 
clarify your position on this also by outlining how many family members or friends 
can visit, how often and for how long?  

 
 

Question 8. How many visitors are you allowing into the care home at any one 
time? 
 
Restricting the number of visitors in the home to just one greatly reduces the amount 
of visits each resident can receive. The Government have said that aside from 
ECGs, two visitors can be in the care home at any one time, provided they don’t 
mingle with other residents or relatives which seems completely sensible. 

 
 

Question 9. Are you following the Government instruction that shielding letters 
should not affect visiting? 

 
“Being on the SPL does not prevent a care home resident from receiving 
visitors in the same way as other residents” 

 



In our meeting on Monday the CQC confirmed that 'blanket visiting policies' are 
unacceptable. They also agree that essential care givers should absolutely be 
designated for those who need one. 

As a company you seem focussed solely on the risk of Covid, despite the 
Government instructing care homes to take a more nuanced approach. As we now 
have PCR tests, Lateral flow tests, can wear PPE, undertake risk assessments and 
temperature checks the risk of a relative taking the virus into a home is minimal. For 
added protection the vast majority of residents and relatives have now also had their 
first dose of the vaccine. This minimal risk must be weighed against the huge 
deterioration to people’s mental and physical health of them not being allowed 
meaningful contact as outlined. The greater risk in many cases is that people will die 
from loneliness and isolation. 

It’s also worth noting that one relative designated as an ECG for each resident would 
be going directly into the room of their loved one after taking all the precautions 
outlined in the guidance. Carers who have children, elderly dependents, working 
partners etc go into the room of every resident in the care homes and yet this risk is 
managed. 

From our own personal experience of being essential care givers for mum (who has 
Dementia) it takes over an hour sometimes before she can process who we are. 
During the past year her deterioration has been catastrophic but our presence at her 
side again has made a huge difference to her quality of life. Last March she could 
talk, stand up, eat and drink on her own and was very settled and happy. She has 
since lost the power of speech and can no longer stand, eat or drink without 
assistance. She is constantly anxious, sad, lethargic, lifeless and now sleeps all day 
– unless we are there with her to provide comfort and stimulation. We feed mum, we 
play music and sing along to her favourite songs, we hold her hand and tell her we 
love her, she cries and we can hug her. We spend time massaging her hands and 
painting her nails and we fix her hair. We play videos and show photographs that 
bring back memories that only we share with her. I could go on. 

All of this has made a huge difference to mum’s quality of life. Before we were 
allowed to be mum’s essential care givers she spent almost every day in a room 
alone, as the hard working carers don’t have the time to spend doing all of the things 
that make mum’s life worth living. The staff tell us that mum is sad when we’re not 
there but her face lights up every time we step into her room. I hope you will agree 
that it’s not acceptable to keep people alive simply to exist and that the quality of life 
is as important as the quantity. People in your care homes are living the last months, 
weeks and hours of their lives right now and we implore you to stop depriving them 
of this vital contact. 

We have regular meetings with managers on Monday evenings and they, like us, 
genuinely fear for the future of the care sector, as more and more people are 
becoming reluctant to place their loved one in in a care home knowing that they will 
no longer be allowed to offer them the care they’ve been providing at home. 



We hope this letter will make you urgently stop, pause and reflect. Please do the 
right thing for the welfare of your residents and turn your focus away from your 
shareholders and on to the residents who’s families pay their dividends.  

As time is not on the side of those in your care we would be most grateful if you 
could respond to this email within the next few days. Families are desperate to hear 
news of a change from Barchester and the media would finally be able to print a 
good news story about your company. 

 

Kind regards 

Jenny Morrison and Diane Mayhew – Rights for Residents 

 

A summary of a Case Study sent to the CQC from one of our members: 

I am aware that you have been looking for Care Homes that are flouting government 
guidelines, and not allowing visits as specified in the guidelines.  My father is a 
resident at xxxxxxx Care Home in xxxxx, a Barchester Home.  Our family situation is 
not ‘normal’, in that my sister lives in the South of England and I live in abroad.  Our 
chances to visit have therefore been limited because of the Covid situation.   

Dad entered xxxxxxx at the end of March last year, the week the first lockdown came 
into force, so he had no family with him to settle him in.  He was swiftly moved into 
the care home following a 6 week stay in Hospital following a stroke.  As his Powers 
of Attorney my sister and I agreed to the move but have had reason to question our 
decision many times over the past year. 

I am coming to xxxxxx to visit Dad and have been trying to arrange this with the 
Manger xxxxx.  As I am coming from France, I must quarantine for 5 days and will 
take 4 covid tests in the week prior to my visit.  The manager has agreed, that as an 
exceptional circumstance, they will let me visit 3 days in a row but are limiting each 
visit to half an hour.  I questioned this and have just received the following email in 
reply: 

 Hi xx 

xxxx, 

 All our visits are 30 minutes to allow all residents who wish to to have a visit with 
their loved ones, we are still having to limit the footfall within the home to reduce the 
risk. 

 As you father is under our care and we have been the ones delivering the care since 
his admission we are classed as the essential care giver, not yourself. 

 We are already going above and beyond our guidance in letting your father have a 
second designated visitor as the government guidance is only one, this person 
nominated by Clare is your father’s friend, also the visits are supposed to be 
maximum one a week to allow all our residents visits with their loved ones, as you 



are coming so far we have made allowances for this over and above our policies. 
However as you are not classed as an essential care giver and we do have other 
families wanting to visit on these days we do have to stick to the times we have 
allocated. 

 I have attached a copy of our visitor policy that explains our guidance that visits are 
for 30 minutes. 

 

A few recent media articles featuring Barchester and our campaign: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 



 

 

 

 



 

 

 

 

 



 

 

 

 



 

 


