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Executive summary 

 
 

The Committee is requested to approve a policy statement in respect of visitors to 
Health and Social Care services. This proposed policy is attached at Appendix 1. 

The purpose of the policy is to ensure the provision of care services, which meet the 
health, welfare and social needs of service users in a safe, dignified and discreet 
manner. 

Where the Council provides or arranges residential accommodation, this represents the 
person’s home. The policy provides guidance for staff to take a flexible approach to 
visitors, based on a resident’s wishes, and the health, safety and public protection 
responsibilities of staff. The policy promotes the principles of privacy, dignity, choice 
and safety. 
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Report 
 
 

Policy on Visitors to Health and Social Care Services 

Recommendations 
 

 

1.1 The Committee is requested to approve a policy statement in respect of visitors to 
Health and Social Care services. The proposed policy is attached at Appendix 1. 

 
 

Background 
 

 

2.1 Social care staff who support vulnerable people in a range of services recognise 
that visitors are valuable, both to individuals and the service, by providing and 
maintaining connections to the local community. 

Services registered with the Care Inspectorate are required to deliver care to 
standards of practice and safety laid out in the National Care Standards. This 
includes the safety of the visitor as well as the person visited. This policy is in line 
with the strategic vision of improved health and wellbeing for Edinburgh citizens, 
making links with communities and protecting vulnerable people. 

 
 

Main report 
 

 

3.1 The overall aim of the policy is to establish guidance for visitors and staff, which 
protect the safety and well being of service users, visitors and staff. 

3.2 The policy outlines the Council’s expectations of staff towards individuals visiting 
Council services, in order to ensure the safety and protection of all who use, visit 
and work in the service. The principles of privacy, dignity, choice and safety apply 
to this policy. It covers all care homes, housing support, adult placement and day 
services. 

3.3 The policy covers the following areas: 
• Visiting times 
• Expectation of visitors 
• Visitors’ access within the service 
• Meals (care home and day service) 
• Pets 
• Smoking (care home and day service) 
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• Assisting service users (care home and day service) 
• Minimizing the spread of infections in services 
• Fire safety 
• Protection of vulnerable individuals visiting the service 
• Suggestions, comments and complaints. 

 

3.4 The policy is consistent with other Council policies: Adult Support and Protection; 
Infection Control; Violence to Employees at Work; Fire Safety and Child 
Protection. 

 
3.5 The policy has been developed with staff, managers and Care Inspectorate 

guidance, and will be reviewed annually. 
 
 

Measures of success 
 

 

4.1 Registered services are regulated by the Care Inspectorate. Policies and 
procedures in place to protect the safety of individuals in the service are subject to 
inspection as part of this regime. Care services are required to notify the Care 
Inspectorate of incidents where a service user, staff member or visitor’s safety is 
compromised. This is reflected in the grade awarded to the service. 

4.2 The policy seeks to promote best practice and keep people safe. Breaches of 
safety are reported via the Council’s reporting system. 

 
 

Financial impact 
 

 

5.1 There are no financial implications posed by the policy. 
 
 

Risk, policy, compliance and governance impact 
 

 

6.1 The policy on visitors to Council services meets the requirement for having up to 
date policies, describing agreed courses of action or sets of standards for this 
service area. 

6.2 All staff are required to be trained and aware of this and associated policies. 
Management and reporting systems are in place to monitor compliance. 
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Equalities impact 
 

 

7.1 There are no anticipated equalities impacts for this policy. The ERIA form is 
attached as Appendix 2. 

 
 

Sustainability impact 
 

 

8.1 Not relevant to this policy. 
 
 

Consultation and engagement 
 

 

9.1  This policy was prepared using best practice guidance in conjunction with staff 
and managers. This policy has been in use in Health and Social Care for some 
time and is reviewed in partnership with the stakeholders. 

 
 
Background reading/external references 

 
 

10.1 Legislative Context 

Health and Social Care Policies adhere to all the relevant legislative requirements:  

Protection of Vulnerable Groups (Scotland) Act 2007 

The Adult Support and Protection (Scotland) Act 2007  

Adults with Incapacity (Scotland) Act 2000 

Mental Health (Care and Treatment) (Scotland) Act 2003  

Smoking, Health and Social Care (Scotland) Act 2005  

Health and Safety at Work Act 1974 

The Regulation of Care (Requirement as to Care Services) (Scotland)  

Regulations 2002 

Children (Scotland) Act 1995 
 
 

10.2 Associated Documents 

Protecting Vulnerable Adults: Ensuing Rights and Preventing Abuse 
 

Code of Practice for Adults with Incapacity Act (2000) Code of Practice for Adult  

Support and Protection Act (2007) 

City of Edinburgh Council Policy on Violence to Employees at Work (September  

2003) 

http://www.legislation.gov.uk/asp/2007/14/contents
http://www.legislation.gov.uk/asp/2007/10/contents
http://www.legislation.gov.uk/asp/2000/4/contents
http://www.legislation.gov.uk/asp/2000/4/contents
http://www.legislation.gov.uk/asp/2003/13/contents
http://www.legislation.gov.uk/asp/2005/13/contents
http://www.legislation.gov.uk/asp/2005/13/contents
http://www.legislation.gov.uk/ukpga/1974/37/contents
http://www.legislation.gov.uk/ukpga/1974/37/contents
http://www.legislation.gov.uk/ssi/2002/114/contents/made
http://www.legislation.gov.uk/ssi/2002/114/contents/made
http://www.legislation.gov.uk/ssi/2002/114/contents/made
http://www.legislation.gov.uk/ukpga/1995/36/contents
https://orb.edinburgh.gov.uk/site/custom_scripts/google_results.php?q=Protecting%2BVulnerable%2BAdults
http://www.gov.scot/Publications/2008/03/18094148/0
http://www.gov.scot/Publications/2008/03/18094148/0
http://www.gov.scot/Publications/2009/01/30112831/0
http://www.gov.scot/Publications/2009/01/30112831/0
https://orb.edinburgh.gov.uk/site/custom_scripts/google_results.php?q=policy%2Bon%2Bviolence%2Bto%2Bemployees%2Bat%2Bwork
https://orb.edinburgh.gov.uk/site/custom_scripts/google_results.php?q=policy%2Bon%2Bviolence%2Bto%2Bemployees%2Bat%2Bwork
https://orb.edinburgh.gov.uk/site/custom_scripts/google_results.php?q=policy%2Bon%2Bviolence%2Bto%2Bemployees%2Bat%2Bwork
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Department of Health and Social Care – Infection Control Policy and Procedures 

City of Edinburgh Council – Fire Risk Assessment 
 
 
 
Peter Gabbitas 

Director of Health and Social Care 

Contact: Marion Randall, Care Home and Day Service Manager 

E-mail: Marion.Randall@edinburgh.gov.uk | Tel: 0131 553 8229 

 
 

Links 
 

 

 

 

Coalition pledges 
Council outcomes CO10; CO11; CO12; CO13 
Single Outcome SO2 
Agreement 
Appendices 

https://orb.edinburgh.gov.uk/downloads/file/4767/infection_control_policy
https://orb.edinburgh.gov.uk/downloads/file/781/guidance_on_fire_risk_assessment
mailto:Marion.Randall@edinburgh.gov.uk


 

 
 
 
 
 
 
 
 
 
 

Control schedule 
 
 
 

 

 
Version control 

 
Version Date Author Comment 
0.1 7 April 2015 Marion Randall  
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Date Committee Link to report Link to minute 

Approved by Health, Social Care and Housing Committee 
Approval date 16 June 2015 
Senior Responsible Officer Monica Boyle, Head of Older People and Disability 

Services 
Author Marion Randall, Service Manager – Older People 

Scheduled for review 16 June 2016 

 

Visitors to Health and Social Care Services Policy 



Page 2  

 
 
 
 
 
 
 
 
 

Policy statement 
 

 

1. The Council is committed to providing care services which meet the health, 
welfare and social needs of service users in a safe, dignified and discreet 
manner. This will be achieved through the promotion of the principles of privacy, 
dignity, choice and safety. 

The Council provides a range of care services where there is the potential for 
visitors to the service, other than colleagues and other professionals. 

Some services provide residential accommodation, for example care homes, 
housing support and adult placement services. Some are provided from City of 
Edinburgh Council (the Council) premises, such as day centres and some from 
the home of service users such as home care and support services. 

Where the Council provides or arranges residential accommodation, this 
represents the service user’s home, and it is, therefore, important that staff in 
these services take a flexible approach on the issue of visitors, which is based 
on service users’ wishes and health and safety responsibilities. Where the 
service is provided by adult placement carers, it is essential that contracts and 
expectations of adult carers include the principles outlined in this policy 
statement. 

Managers should develop information for visitors to their services, which takes 
account of the principles and guidelines in this policy statement. 

 
 

Scope 
 

 

2. This policy has been developed for the benefit of service users, visitors and staff. 
 

This policy outlines the Council’s expectations of staff toward individuals visiting 
all services provided by Health and Social Care. 

All parts of this policy apply to care home services. Other services should apply 
the principles and guidelines of the policy where they are relevant to the delivery 
of the service. For housing support and adult placement services, staff must 
consider how the principles of privacy, dignity, choice and safety of service users 
can be promoted. Consultation with carers and families in adult placements 
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and occupants in shared housing support tenancies is essential in establishing 
the principles of this policy. 

 
 

Definitions 
 

 

3. ‘The Council’ means the City of Edinburgh Council. 

‘An adult’ is someone aged over 16 years. 

‘A visitor’ is any person who does not live or work in the residential service, e.g. 
relative, friend, building contractor, etc. 

 
 

Policy content 
 

 

4. This policy covers the following areas: 
• visiting times 

• expectations of visitors 

• visitor access within the service 

• meals (care homes and day care) 

• pets 

• smoking (care homes and day care) 

• assisting Service Users (care homes and day care) 

• minimising the spread of infection in services 

• fire safety 

• protection of vulnerable individuals visiting the service 

• suggestions, comments and complaints. 
 
 

4.1 Visiting Times 

In residential environments, friends and relatives of residents are welcome 
to visit the care home without prior notice and at reasonable times, as 
long as these times do not inconvenience other residents. In care homes 
for older people, it may be difficult to accommodate visitors very late at 
night or early in the morning as, at these times, residents will normally 
have retired for the night or be getting out of bed. In other types of care 
homes, this restriction may be different or not applicable. 
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For other types of services staff should, through appropriate consultation 
with service users and carers, consider how this principle can be 
implemented. 

4.2 Expectations of Visitors 

The Council expects visitors to be respectful of all service users, staff, 
carers / family members and others.  Offensive, threatening or violent 
behaviour by a visitor is unacceptable, and anyone engaging in this type of 
behaviour may be asked to leave. In circumstances where there is a threat 
or actual violence, the police should be called immediately to deal with the 
situation. 

In line with health and safety responsibilities, care home services should 
provide a visitors’ book, indicating arrival and departure times. Staff on duty 
should ensure this is completed, preferably by the visitor.  Use of the 
visitors’ book will facilitate security by enabling staff to monitor who is in the 
building and, in the event of fire, will assist in the safe evacuation of all 
individuals from the building. 

Where service users indicate they do not wish to see their visitor, and s/he 
is unable to communicate this to the visitor, staff can, in consultation with 
the service user, take appropriate action, which may include asking the 
visitor to leave. 

Staff should support adult placement carers and occupants of housing 
support tenancies to deal with the difficult behaviour of visitors.  If the 
circumstances warrant this, and following appropriate consultation with 
carers and service users, this may include a direct approach by staff to the 
visitor. 

4.3 Visitor Access within the Service 

Visitors to care home services will normally be able to access the 
communal areas of the care home and the bedroom of the service user 
they are visiting. There will, however, be areas of the care home, which 
should be restricted to visitors. These are: 

• other service users’ bedrooms 

• main kitchen 

• laundry 

• equipment stores, sluice areas 

• communal bathrooms 

• residents’ designated smoking areas 
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• offices of any description, unless specifically invited by a member of 
staff. 

In adult placement services, consultation with the carer / family providing 
the placement is an essential part of establishing the principles of access 
for visitors to the home.  Due to the age and potential vulnerability of 
family members, careful consideration must be given to which parts of the 
house a visitor has access to. See section on Protection of Vulnerable 
Individuals Visiting the Service. 

In shared housing support tenancies, the issue of visitor access to different 
parts of the accommodation should be negotiated with service users. The 
principles of this policy must be implemented and a balance between the 
right to privacy of tenants and the safety of visiting vulnerable individuals 
should be promoted. See section on Protection of Vulnerable Individuals 
Visiting the Service. 

4.4 Meals (Care Home and Day Care Services) 

Visitors are welcome to eat meals with the person they are visiting. Staff 
should encourage visitors to give the service advance notice of their 
intention to do this, in order to ensure sufficient food is prepared and that it 
is appropriate. It may be that due to particular circumstances this is difficult 
to accommodate on every occasion. A small charge may be made to cover 
the cost of the food. 

4.5 Pets 

Services need to exercise judgement on whether visiting pets should be 
allowed. The policy of each service should be informed through 
consultation with service users. Where pets are allowed into a service, 
they remain the responsibility of the visitor bringing them, including any 
damage they may cause. 

Pets may be brought into a service with a visitor, as long as they are kept 
under control at all times.  In the event a pet is observed to be not fully 
under control, and is, or appears to be, a threat to a service user or others, 
staff should ask the visitor to take the pet away immediately.  Following 
this, a decision should be made and communicated to the owner and 
service user on whether the pet should be allowed into the service again 
and the reasons for this. This should be done as soon as possible to avoid 
confusion or distress. 

In adult placement and housing support services, consultation with carers 
/ families and occupants is essential to ascertain their views and wishes on 
this issue. This will inform the arrangements for each adult placement or 
housing support tenancy. 
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4.6 Smoking (Care Home and Day Care Services) 
 

It is the duty of the Council to comply with current legislation on smoking 
in public places and places of work (Smoking, Health and Social Care   
(Scotland) Act 2005). Care homes can only permit smoking for residents 
and only in a designated area. This means that visitors to care home 
services are not permitted to smoke anywhere in the building or grounds 
of the service. 

In day care services, smoking is not allowed for service users or visitors. 
 

4.7 Assisting Service Users (Care Home and Day Care Services) 

The Council has a statutory duty for health and safety in the services it 
provides. 

Visitors may come across situations where the person they are visiting or 
other service users require assistance, for example, due to a fall or to use 
bathroom facilities. It is only appropriate for a visitor to assist with the 
personal care of the service user they are visiting, and this should normally 
be agreed beforehand with staff on duty.  Visitors should also be advised 
that they must not attempt to lift an individual, in any circumstances, as this 
may result in injury. 

4.8 Minimising the Spread of Infection in Services 

The Council has a duty to promote and maintain a hygienic environment 
and have appropriate procedures for the control of infection in all services it 
provides. Health and Social Care’s Infection Control Policy, and 
associated procedures, provide staff with the detail necessary to comply 
with this duty. 

Visitors to Council services, and in particular care homes, should be 
advised of their contribution to minimise the spread of infection. By 
following simple hygiene practices, visitors can assist staff in protecting 
service users, and themselves, from the spread of infection, particularly in 
services for frail people and those prone to infection. 

Where appropriate, services should inform visitors which toilet facilities are 
accessible to them and provide prompts on hand washing, following use of 
these facilities and on leaving the service. These measures will assist in 
controlling the spread infection within and outwith services. 

In the event of an identified outbreak of infection, it may be necessary to 
introduce temporary restrictions on visits to a service. This measure should 
only be implemented following medical advice to do so and where it 

http://www.legislation.gov.uk/asp/2005/13/contents
http://www.legislation.gov.uk/asp/2005/13/contents
http://www.legislation.gov.uk/asp/2005/13/contents
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has been assessed as a necessary precaution for safeguarding the health 
of service users, staff, visitors and others. 

4.9 Fire Safety 

Visitors should have clear information on how they are expected to respond 
in the event of an emergency.  A service’s evacuation plan should include 
action to be taken with regard to visitors. 

Visitors to care homes and day care services should be advised not to use 
a lift or re-enter the building following evacuation until they are advised to 
do so by the Fire and Rescue Service or the senior member of staff on 
duty. 

In adult placement and housing support services, staff should ensure that 
carers and service users are aware of what they need to do in the event 
they need to evacuate their accommodation. 

4.10 Protection of Vulnerable Individuals Visiting the Service 

The Council has a duty of care to all service users in receipt of its 
services.  It also has a duty toward vulnerable people visiting these 
services, such as children, people with learning disabilities and mental 
health problems, and frail older people. 

Where vulnerable individuals are visiting their friends and relatives, the 
service must apply reasonable guidelines to ensure their safety and the 
safety of others during the period they are in the accommodation, or the 
grounds of the service. 

Visitors, including children and vulnerable adults, are expected to respect 
service users, staff and others. Behaviour causing concern or distress may 
lead to the individual and any supervising adult being asked to leave the 
service.  If required, this decision should be made by the senior staff 
member on duty. 

4.10.1 Children 

The Council expects children (under 16 years of age) visiting the 
service to be accompanied and supervised appropriately by a 
responsible adult (other than a staff member), whilst they are in the 
accommodation or grounds of the service. 

To facilitate a safe environment for visiting children, and to 
determine whether a child is at risk from service users or poses a 
risk to others, the senior staff member on duty is responsible for 
undertaking a risk assessment. The risk assessment should include 
details of the child, the accommodation, and where applicable, the 
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grounds of the service, service users, and where appropriate, the 
responsible adult. 

Where there are concerns over the welfare and safety of a visiting 
child, the responsible adult accompanying the child should be asked 
to remove the child from the service. If the concerns are about the 
responsible adult, and staff consider the child to be at risk, they must 
follow the Edinburgh and Lothians’ Inter-Agency Child Protection 
Procedures, and inform, without delay, appropriate Council officers of 
their concerns. These procedures are located on the Council’s 
intranet. 

Visiting children who have demonstrated the ability to act responsibly 
whilst in the service, and who are not at risk or do not pose a risk to 
others, may be allowed to visit unaccompanied, following a risk 
assessment. 

Young people over the age of 16 are considered to be adults. 
 

In adult placement services, staff must ensure that the carer(s) are 
aware of their responsibilities in the event child protection issues 
arise, and of the appropriate action they should take. 

In housing support services, only visiting support is provided. Risk 
assessments on the safety of visiting children should be undertaken. 
Service users must be advised of their responsibilities with regard to 
the safety and welfare of children visiting their accommodation, and of 
children living in the tenancy. 

4.10.2 Adults at risk 

For adults at risk, risk assessments should be undertaken to facilitate 
a safe environment. These assessments should also take account of 
any risk the visiting adult may pose toward service users and others 
in the service. 

Where there are concerns over the welfare and safety of a visiting 
adult at risk, staff have a responsibility to follow the Council’s 
“Procedures for Adult Protection Ensuring Rights and Preventing 
Abuse” and inform, without delay, appropriate Council officers of 
their concerns. These guidelines are located on the Council’s 
intranet. 

4.11 Suggestions, Comments, Complaints 

It is important that the Council receives feedback from users of its services 
and others who come into contact with these services. 

The Council’s complaints leaflet should be made available to visitors. 
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They should also have the opportunity to speak directly with, or write to, the 
manager of the care service on issues which concern them. 

 
 

Implementation 
 

 

5. For details of the completed Implementation and Monitoring form, please access 
the relevant committee report. This policy will be reviewed and monitored by 
internal and external management. 

 
 

Roles and responsibilities 
 

 

6. Managers of services have a responsibility to ensure that all staff are aware of 
this policy and that it is implemented within their service.  They should ensure 
this policy is included in information provided to service users and their carers / 
representatives. 

All staff have a responsibility to ensure they are aware of the content of this 
policy and the need to comply with it. They should also assist in ensuring that 
service users and their carers / representatives are fully aware of its content. 

 
 

Related documents 
 

 

7.1 Legislative Context: 

Protection of Vulnerable Groups (Scotland) Act 2007  

The Adult Support and Protection (Scotland) Act 2007  

Adults with Incapacity (Scotland) Act 2000 

Mental Health (Care and Treatment) (Scotland) Act 2003 

Smoking Health and Social Care (Scotland) Act 2005  

Health and Safety at Work Act 1974 

The Regulation of Care (Requirements as to Care Services) (Scotland)  
Regulations 2002 

Children (Scotland) Act 1995 

https://orb.edinburgh.gov.uk/downloads/file/3810/implementation_and_monitoring_tool
http://www.opsi.gov.uk/legislation/scotland/acts2007/asp_20070014_en_1
http://www.legislation.gov.uk/asp/2007/10/contents
http://www.legislation.gov.uk/asp/2007/10/contents
http://www.legislation.gov.uk/asp/2000/4/contents
http://www.legislation.gov.uk/asp/2000/4/contents
http://www.legislation.gov.uk/asp/2003/13/contents
http://www.hse.gov.uk/legislation/hswa.htm
http://www.hse.gov.uk/legislation/hswa.htm
http://www.opsi.gov.uk/legislation/scotland/ssi2002/20020114.htm
http://www.opsi.gov.uk/legislation/scotland/ssi2002/20020114.htm
http://www.opsi.gov.uk/legislation/scotland/ssi2002/20020114.htm
http://www.legislation.gov.uk/ukpga/1995/36/contents
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7.2 Associated Documents: 

Protecting Vulnerable Adults: Ensuring Rights and Preventing Abuse  

Code of Practice for Adults with Incapacity Act (2000) 

Code of Practice for Adult Support and Protection Act (2007) 

City of Edinburgh Council Policy on Violence to Employees at Work (September  
2003) 

Department of Health and Social Care – Infection Control Policy and Procedures  

City of Edinburgh Council – Fire Risk Assessment 
 
 

Equalities and impact assessment 
 

 

8. For details of the completed Record of Equality and Rights Impact Assessment  
(ERIA) form, please access the relevant Committee Report. 

 
 

Strategic environmental assessment 
 

 

9. Not applicable to this policy. 
 
 

Risk assessment 
 

 

10.1 Risk of breaching a range of legislation, for example: Protection of Vulnerable 
Groups (Scotland) Act 2007; Smoking, Health and Social Care (Scotland) Act 
2003; The Regulation of Care (Requirements as to Care Services) (Scotland) 
Regulations 2002. 

10.2 This policy is consistent with the Council policy on the assessment of risk. 
 
 

Review 
 

 

11. This policy will be reviewed on an annual basis. 

 

 

 

 

 

 

https://orb.edinburgh.gov.uk/site/custom_scripts/google_results.php?q=Protecting%2BVulnerable%2BAdults
http://www.scotland.gov.uk/Publications/2008/03/18094148/0
http://www.scotland.gov.uk/Publications/2008/03/18094148/0
http://www.scotland.gov.uk/Publications/2009/01/30112831/0
https://orb.edinburgh.gov.uk/directory_record/11403/violence_to_employees_at_work
https://orb.edinburgh.gov.uk/directory_record/11403/violence_to_employees_at_work
https://orb.edinburgh.gov.uk/directory_record/11403/violence_to_employees_at_work
https://orb.edinburgh.gov.uk/downloads/file/1397/infection_control_policy
https://orb.edinburgh.gov.uk/site/custom_scripts/google_results.php?q=City%2Bof%2BEdinburgh%2BCouncil%2B%E2%80%93%2BFire%2BRisk%2BAs
https://orb.edinburgh.gov.uk/site/custom_scripts/google_results.php?q=City%2Bof%2BEdinburgh%2BCouncil%2B%E2%80%93%2BFire%2BRisk%2BAs
https://orb.edinburgh.gov.uk/downloads/file/9541/screening_for_equality_impact_form_0005
https://orb.edinburgh.gov.uk/downloads/file/9541/screening_for_equality_impact_form_0005
https://orb.edinburgh.gov.uk/downloads/file/9541/screening_for_equality_impact_form_0005
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Appendix 2 
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Appendix 2 con’t 
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Appendix 2 con’t 
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