
 

FAO Jenny Morrison and Diane Mayhew  
Sent via email at: rightsforresidents@gmail.com 
 
 
1 April 2021 
 
 
Dear Rights for Residents,  
 
Thank you for taking the time to write to me on Friday 26th March. I appreciate how 
passionate you are and wanted to ensure that I wrote back with full answers to each of your 
questions and comments.  
 
Firstly, thank you for your kind words with regard to our team members. We are humbled by 
the excellent teams working both in our homes and in support roles throughout this 
challenging time, as they continually focus on excellent quality of care whilst ensuring the 
safety of residents and patients is at the forefront of every decision. I am very pleased to 
confirm that we currently have less than 0.1% of residents and staff who have tested 
positive for Covid-19. In addition, more than 93% of our residents and over 90% of staff have 
had at least the first dose of their vaccination or both doses. This is a huge relief and has 
taken a lot of work and dedication, which we believe will ultimately enable us to return to as 
close to “normal” as quickly as possible in accordance with the Government guidance. We 
could not be more proud of each and every individual who has coped so well and looked 
after our residents and engaging with family and friends throughout this. 
 
I was very sad to hear that you feel you have been contacted “in droves” with regard to 
aspects of our visiting approach.  We have a very transparent feedback process and 
throughout the period of time of the pandemic I personally have written to families every 
fortnight to update them and ask for their feedback, of which I have received much 
information to help and support our decision making.  In addition we have had multiple 
surveys asking for feedback on a number of issues as we have navigated our way through 
this, ensuring we are constantly listening and taking appropriate decisions that we feel are 
of the benefit of resident and patient safety and wellbeing.  I am very grateful for you 
sharing your views and findings with me and hope that the information provided below 
provides clarity on our approach and why we have taken those decisions. 
 
Please be assured that it is always our intention to provide multiple forms of visiting in each 
of our services, and have implemented a number of safe ways to visit, going above and 
beyond with implementing online booking systems as well as introducing visiting suites as 
quickly as possible, as well as always ensuring that we are following Government guidance 
and asking that our visitors do the same.  As you will appreciate there are a number of 
judgement calls that are needed within this to ensure that whatever is implemented is the 
best for the resident or patient that is in our care.  
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As I said earlier we are constantly listening and asking for feedback from residents and 
families and we always feel incredibly disappointed when families do not feel that they are 
receiving access to their loved ones in a way they would wish for, but as I know you 
appreciate this has been a very difficult time and we have had to manage the safety of our 
residents as our priority. We have a robust and customer centred feedback policy to ensure 
that any concerns are taken seriously and resolved as quickly as possible.  
 
We have remained very open in our channels of communication throughout the pandemic, 
and in addition to the fortnightly letters that I personally write, we have always provided 
and continue to provide a central telephone number and email address as well as social 
media channels to offer support to anyone who wishes to get in contact with ourselves 
centrally as well as be looked after directly by the home or hospital involved. I appreciate 
that you stated that you are contacted by customers who feel when they raise an issue that 
the care home manager views this as unreasonable. This is certainly not the culture we 
promote when it comes to receiving feedback, and we remain open to discussion at all 
times. We would never disregard any concern or complaint raised, and will do all we can to 
address issues and resolve them as they arise.  
 
To confirm, across all of our services, we do not impose any blanket policies. All visiting is 
person centered with each resident having a clear and documented individual care plan with 
their visiting arrangements noted and these are updated regularly and more details on our 
approach is shared below. I can confirm that it should never be the case that an individual is 
“denied visits” and we certainly do not “defy” current government guidance. We are 
welcoming many families into our services unless this is specifically stated in the care plan. 
Our online booking system tells me that at least 14,000 visits are happening using the 
system at present with other bookings being made locally at our homes. We were delighted 
that with the recent change to guidance in Wales to include indoor visiting we can say that 
all of our residents should be receiving visitors regularly which is so needed for their 
wellbeing. I must say to read your letter was disappointing and many of the statements you 
made are incorrect and wholeheartedly disagreed with at Barchester.  
 
I don’t believe that in more than 235 homes and hospitals, any would be considered to have 
a ‘closed culture’. How we approach visiting is detailed in the response below in answer to 
each of your questions and statements, but I hope you will agree that we are working in 
partnership with our families on an individual basis, while remaining in line with the latest 
government guidance. We are open to, and appreciate the importance of visitors and 
families staying connected at all times. We were swift in implementation of a visiting suite in 
each of our services so that each of the homes/hospitals could offer visiting during the 
autumn and winter months in a comfortable environment that was secure and provided 
some protection against Covid-19 for all those able to access the suite. Our families were 
very happy and the installations of these suites and continue to use them regularly.  
 
I appreciate that we have had some negative press coverage at times as we have taken bold 
decisions to do our best to ensure the safety of our residents and patients. As a large 



 

provider and the visiting approach in care homes being so well documented in the media, 
we would of course expect some coverage but I must point out that as well as this, we have 
had a large volume of heart-warming and fantastic positive coverage, as well as feedback 
from many families and friends and this continues in large volumes. We were the first 
provider to initially close our doors to visiting back in March 2020, which as you can imagine 
was an alien concept to us, but we believe one that proved the right decision and was 
quickly confirmed through Government guidance, and perhaps the only provider to openly 
discuss our vaccine approach for staff members, as you can see in the figures shared above, 
this is proving successful and many of our staff members are making the right decision in 
getting vaccinated.  You may also have seen that the Chief Medical officer also believes that 
it is the ‘professional duty for care home staff to accept the vaccine unless there is a medical 
reason they should not’. This of course has been covered in the media and we have openly 
welcomed the discussion as I and my teams continue to encourage all those working in care 
to have the vaccine to protect themselves and those around them. In addition, many 
families are completely supportive of our approach, so while we have had media coverage it 
has to be expected in these challenging times with difficult decisions to be made.  
 
As you have said that you have been contacted specifically with regard to our homes on your 
email and Facebook channels and met with the CQC, I would be very keen to see and hear 
these specific examples so that I can ensure that any issues or misunderstanding of 
government or Barchester Healthcare guidance is amended as soon as possible, if necessary.  
 
As advised, we have set out a response to each of the questions raised; 
 
Question 1. Why are you NOT offering all types of visiting opportunities? 
I can confirm that we are offering many different forms of visiting in accordance with each 
individual resident and their loved one’s circumstances. This includes in-room visiting for a 
single named visitor with rapid testing in place, and for those not allocated as the single 
named visitor we offer visiting suites, garden visits and also window visits for those in a 
ground floor room with no testing required. It remains some single named visitor’s 
preference to visit outdoors or using a suite and we continue to support this. In addition to 
arranged visits, all families also have access to video calling on their preferred channel (e.g. 
Skype, Facetime, Zoom, Facebook Messenger and WhatsApp). We have provided both 
guidance and equipment to our services to enable this to happen and have received 
hundreds of compliments from customers to say how delighted they are to keep in touch in 
multiple ways.  
 
We keep all families updated on visiting arrangements as soon as there are any changes, via 
the regular letter I write to relatives which is also on our website and social channels. On an 
individual home basis, relatives and loved ones are updated via email updates and letters, 
home newsletters, Facebook social media posts and resident and relatives meetings 
(relatives meetings are held via zoom at present) Should any families wish to discuss any 
concerns or suggest any adjustments to the visiting arrangements, they can of course 
contact the General Manager and should they wish to do so can also have a face-to-face 



 

appointment in one of our visiting suites or outdoors without testing required. We also 
consider additional visits for individual circumstances, including essential care givers which I 
will address in answer to “Question 4”.  
 
Question 2. Why have you imposed blanket visiting policies on all of your residents? 
Question 3. Why are you not conducting individual risk assessments for every resident and 
sharing these with families - as instructed in the guidance 
I will answer both “Questions 2” and “Question 3” simultaneously, as I believe it is very 
important to note that we do not impose a blanket policy, and in each service we will 
consider the needs and circumstances of each resident to ensure the arrangements in place 
are in their best interests and those of their families.  
 
As soon as the full visiting guidance was released prior to the 8th of March, our managers 
commenced conversations to ensure a single named visitor was assigned as quickly as 
feasible. For those residents and patients who are able to decide for themselves who their 
single named visitor was to be, these meetings were held with them and the discussion was 
well documented in their care plan and their wishes put into place.  
 
To support residents who are not able to make that decision for themselves, best interests 
meetings were held with their legal representative or appropriate family members. We 
appreciate allocating a single named visitor is a difficult process for some families, due to 
their own personal circumstances, and the time taken to make a decision. We do hope the 
circumstances continue to improve and therefore the guidance is revised soon so more 
family members will be able to also come indoors and spend more quality time with their 
loved one, as long as it is considered safe to do so and as always we will continue to keep 
our customers promptly updated on this. 
 
Question 4. Why are you denying your residents their Essential Care Givers? 
As you have referred to, the updated guidance for England has permitted a nominated 
essential caregiver for those with “the highest care needs”, where “a greater degree of 
personal care would be central to maintaining their immediate health and wellbeing”. We 
consider “care giver” status on an individual basis should the aforementioned criteria be 
met. For the most part, this stringent criteria may not be met, as our teams do a brilliant job 
at caring for each of our residents ensuring their care and well-being needs are met on a 
day-to-day basis. We of course appreciate how important it is for loved ones to be back in 
the service, and on an individual basis, which has already been implemented in a number of 
cases.  
 
Question 5. Are visits in your homes supervised by a staff member? 
Our staff teams will not “supervise” any form of visits but will of course be available to 
support during a visit and may also check in in case anything is needed. For most bedroom 
visits, and visiting suite visits our team members will not be present but be on hand for 
when the visit ends. For outdoor visits someone is always on hand at a distance to support 
our residents to come back into the home should they wish to do so. For some visits, if we 



 

have any residents that may lack capacity and choose to leave the room or suite during the 
visit, a staff member will be on hand to support the family and see if they can encourage the 
resident to return to their room or suite to continue the visit. For residents that need 
assistance, a staff member may be present to support the resident throughout their visit. 
We of course acknowledge for any form of visiting, it is essential that the resident and their 
loved one has quality time and we would not want to impose on this, but simply provide 
support as required and often this is discreetly managed and at a distance.  
 
Question 6. Are you insisting that relatives and residents are vaccinated before allowing 
contact visits or Essential Care Giver access? 
Although it is our preference that visitors visiting indoors would be vaccinated, as we know 
from the latest medical data that this limits transmission, please be assured that if any loved 
ones have not had the chance to be fully vaccinated we will not stop them from becoming 
the single named visitor. As you may have seen, we did provide a survey to relatives and 
loved ones as an opportunity to comment on what their own preferred visiting 
arrangements would be moving forward, and we did in fact have hundreds of families who 
prefer to wait until they themselves have been vaccinated before seeing their loved one 
again indoors. It is a very personal choice what visiting is preferred, and these families are 
supported to arrange the other types of visiting available to them in the mean-time.  
 
Question 7. Could you please outline your end of life policy? 
Any residents who are sadly imminently end of life, are supported to have daily indoor 
compassionate visits from their loved ones. Our approach is such that allows at least two 
visitors at a time, daily for seven days, with each visit taking 90 minutes or more, and this is 
reviewed at seven days and extended as appropriate. I can assure you this is not a “blanket” 
policy, it is an incredibly sensitive and difficult time for families and each service will 
consider the individual circumstances of that resident and their loved ones and put in 
visiting arrangements that best support them.  
 
Question 8. How many visitors are you allowing into the care home at any one time? 
There are no limits on how many relatives can be at any given service simultaneously. 
Currently in order to manager the flow of visiting for indoor visits we do ask that only two 
families arrive at the same time. This because it allows our staff members to manage the 
lateral flow device testing process efficiency, and the two family members can successfully 
socially distance whilst they await their results which can take up to 30 minutes. Once in the 
care home, there are no limits imposed on in-room visiting times, and there is no capacity 
quota. As you appreciate, in line with the guidance, there is a level of flexibility on how many 
are in our services at one time, and this of course depends on size and layout of the home, 
amount of residents and what the manager deems appropriate on an individual basis. Some 
homes are successfully managing a large number of visitors per day, others are offering a 
majority of suite visiting with indoors to compliment this, in line with the wishes of the 
resident or family as per the vaccination approach indicated above and our families’ 
preferences.  
 



 

 
 
Question 9. Are you following the Government instruction that shielding letters should not 
affect visiting? 
We can assure you that any distributed shielding letters should not affect visiting for that 
individual, and this will all be noted in their personalised care plans. 
 
 
In summary, I want to thank you again for taking the time to write to me and for detailing all 
of your thoughts and concerns. I must reiterate again that we are not “focused solely on the 
risk of Covid” as you have stated in your letter. Of course the safety and well-being of our 
residents and staff remains at the forefront of all our decisions, but we too are eager to 
reunite families. We believe this is incredibly important, and we will continue to do all we 
can to balance this with the safety of all involved at a time that has been incredibly 
challenging. 
 
Please do not hesitate to get in touch again. 
 
Yours sincerely  
 
Pete 
 

       
Pete Calveley      
CEO Barchester Healthcare  

 


