
COVID-19 VISITOR PROTOCOL
Belong recognises the vital role of family visits to residents’ wellbeing and we 
are committed to enabling customers to maintain ‘in person’ relationships 
through Covid-19, while managing these in a safe and fair manner.

At the same time, we are required to minimise the number of visitors as part 
of our infection prevention and control measures to mitigate against Covid-19 
transmission.

Each resident therefore has a Person Centred Visiting Support Plan which identifies 
visitors and essential family carers, and the guidelines below outline the measures 
in place to ensure that these visits proceed safely.

Please book visits in advance via reception (slots are usually 
45-minutes, though they may be more or less, depending on 
individual circumstances and the frequency of your visits).

• Only visitors identified in the Person Centred Visiting Support Plan will be able to book a visit 
and must have completed the Essential Family Carer form prior to visiting where applicable. 

• Visitors must be free of COVID-19 symptoms (temperature above 37.8 degrees; new, persistent 
cough or loss or change in sense of taste or smell are the main ones) and will be screened when 
they book the appointment and on arrival. 

• Face coverings must be worn. Masks will be issued by the village on arrival. If it has been assessed 
that a mask will cause disproportionate confusion or distress to a resident, a visor may be used 
as an alternative. However, this does not offer the same level of protection and should be a last 
resort. 

• Please bring a mobile phone with you if you have one; this may be helpful if you need to 
communicate with our reception team during or at the end of your visit, and is designed to help 
minimise movement around the village. 

When a visit may not be able to go ahead 

• Covid-19 outbreak: Visits will be suspended if a Belong resident or colleague tests positive or is 
experiencing Covid-19 symptoms, as all residents of that Belong household will need to remain 
within their Belong household for a 14-day period, in line with our infection control policy. 
However, if a resident is isolating because they have just moved into the village (not because of 
Covid-19 symptoms), visits will continue for the other residents of that Belong household. 

• Individual risk assessments: People’s health and wellbeing can vary day-to-day. We continuously 
observe residents and review individual risk assessments; we may therefore need to discuss the 
visiting arrangements in place with you if there are any changes. 

• External factors: Things change on a daily basis, and the ability for visits to go ahead is influenced 
by Government guidance, local health policy and regional infection rates. It is therefore possible 
that external agents may require us to suspend visits. People living in areas designated as ‘Very 
High COVID Alert’ would not normally be able to visit.
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Things to be aware of for your visit

• Report to reception via the main entrance on arrival. The doors are locked, so please press the 
intercom and a member of our team will come out to greet you. 

• You will be asked screening questions to ensure you are still free of Covid-19 symptoms and are 
generally feeling well, and you will be asked to clean your hands using an alcohol-based sanitiser. 

• Your contact details will be taken on arrival in case they are needed for NHS Test and Trace 
purposes. 

• A face covering will be provided and you will be shown to the designated visiting area. 

• Please note that the visiting areas will be deep cleaned between each visit and we will need 
to check this has been completed before your visit goes ahead. We will aim to account for this 
in scheduling visits but please bear with us if this means a slight delay before you proceed 
with your visit. 

• If it is deemed essential that your visit should take place on the household or in your relative’s 
bedroom, you will need to arrange a time with the household team to suit the needs of all 
residents.

• Please wait to enter the household and be escorted to the room.  

• Please observe 2m social distancing during your visit. Furniture will be arranged to facilitate this 
and the grounds/floors will be marked out to indicate 2m distances and any one-way routes. 

• The number of residents receiving visitors at any one time depends on the layout at each village 
and risk assessments have taken place to ensure visits can be carefully managed, with social 
distancing and cleaning regimes in place. 

• At the end of your visit, our team will advise you on removing your mask or face covering safely 
and you will be asked asked to please sanitise your hands again before leaving.

Future updates

This protocol has been developed in line with the Care Provider Alliance 
COVID-19 Visitors Protocol issued on 19 June 2020 and Government 
guidance on care home visiting arrangements.

We will continue to monitor Public Health England guidance and the 
circumstances within each village and make any adjustments as necessary. 

We look forward to 
welcoming you!


