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Recommendation 
 
The Board is asked to endorse this work which continues to build on our person centred 
approach to care in our hospitals; helps to improve communication with carers and 
relatives and enables patients to feel more supported during their stay. 
 

 

Summary 
 
As a result of feedback from patients and relatives, a pilot was conducted to test a more 
flexible approach to visiting.  The results of the pilot are presented in this paper and plan to 
implement a visitor welcome policy is discussed.  A number of inpatient areas are also 
supporting John’s campaign (www.johnscampaign.org.uk) and a more detailed paper on 
this will come to a future Board. 
 
Key Messages: 
 
Based on feedback and relative experience surveys, there is room for improvement in our 
approach to visiting which meets the needs of patients and their families.  This is 
combined with a need to refocus our efforts to enhance the relationships with our patients’ 
families.  This paper outlines: 
 

 A new flexible approach to visiting in all inpatient areas, between the hours of 2pm and 
8pm will be implemented across all hospital sites by end October 2016. 

 

 

Glossary of Terms  
 

UHA 
UHC 

University Hospital, Ayr 
University Hospital, Crosshouse 

 
  

http://www.johnscampaign.org.uk/
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1. Patient Experience: Flexible Visiting 
 
It is widely recognised that there is a need for visiting times in hospital wards to fit better 
with modern day working patterns, making it easier for family and friends to visit patients.  
Support from family and friends is known to be a crucial part of the healing process 
necessary for patient health and well being.  Some of the evidence around this suggests 
that the unrestricted presence and participation of a support person can enhance patient 
and family satisfaction by reducing anxiety, confusion and agitation; decreasing length of 
stay; making the patient feel more secure; increasing patient satisfaction; and improving 
quality and safety. 
 
Local data suggests that our current time-restricted approach to visiting and less than 
satisfactory communication with relatives and friends contributes to a poor experience for 
both patients and their loved ones.  In 2015 – 2016 189 complaints identified poor access 
to patients as a source of dissatisfaction.  In particular, 89 complainants described being 
left in a waiting area with limited access to information for periods of up to three hours.  
Often this is a family’s first encounter with ward staff and it can create a negative 
impression which may affect the full patient stay.  Furthermore, poor communication often 
caused by restricted access to nursing and medical staff remains a top theme of 
complaints, with 26% of all complaints containing an elements relating to poor 
communication.  
 
2. Pilot Study 
 
In response to the themes identified from complaints and feedback, a short pilot of flexible 
visiting was carried out in three acute wards in UHC.  For the purpose of the pilot visitors 
were given unlimited access to these wards between the hours of 11am and 9pm.  Initial 
results highlighted a number of challenges, particularly around information for relatives and 
patients and their expectations in relation to access.  
 
In response to these challenges the pilot was extended to a further inpatient area and staff 
were provided with information sessions, leaflets explaining the new flexible approach to 
visiting were distributed to patients and families, and volunteers were used to discuss the 
new visiting hours with patients and their families. 
 
Results from this work showed the benefit of increased engagement with staff; patients 
and visitors provided feedback on both the proposed new hours, and the information 
leaflets provided.  This model was positively received and appears to be suitable for 
extending visiting hours to all inpatient areas. These extended hours have been in place 
across other hospitals in Scotland for some years. 
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Following the pilot, patients, visitors and staff were approached for comment as detailed 
below: 
 
Table 1: Patients and Relatives Comments 
 

Positive comments 
 

 Suits shift workers 

 I have found flexible visiting for myself as I 
work and it helps with that. 

 My mum was brought over from Arran and I 
need to travel from Glasgow so it allows me 
to spend extra time with her. 

 With public transport it is sometimes difficult 
to get there on time so this helps 

Negative Comments 
 

 Increased noise may be an issue 

 Worried about privacy  

 
Table 2: Staff Comments 
 

Staff positive comments 
 

 Good for confused or lonely patients 

 Patients get to see more of their loved ones 

 No long queues at usual visiting times 

 Now recognise benefits to patients 

Staff Negative Comments 
 

 Patients can’t get rest 

 Not able to focus on patient care 

 No access to public toilets 

 Can affect patients dignity 

 
As a result of this feedback, a more focused test was introduced in a busy stroke ward. 
Based on the previous feedback, the flexible visiting hours were reduced slightly to 
between 2pm – 8pm as patients and families highlighted a number of interruptions to 
visiting between the hours of 11am and 2pm, due to care needs and ward activity.  
 
Comments from staff were gathered prior to this focused piece of work and are highlighted 
below: 
 

Table 3: staff comments prior to second test of change 
 

Negative 
 

 Worried visitors might not leave the ward 
when asked 

 Patients would get tired with too many 
visitors coming in at all times 

 Relatives would be looking for information all 
the time instead of just at visiting 

 Previous pilot very negative 

 Relatives watching what is happening in the 
ward 

 Visitors staying for long periods of time 

 Unable to carry out therapy due to lack of 
privacy 

 Will increase patients suffering from agitation 

Positive 
 

 Visitors will see how busy it is 

 Would suit for visitors who work 

 Could be beneficial for confused 
agitated patients to help calm them 

 More time to be able to feedback on 
patients progress 

 Patients would be able to see loved 
ones more often 

 Elderly relatives would not need to 
travel for visiting at night 
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Feedback from visitors was largely positive as can be seen below: 
 
Table 4: feedback from patients & visitors for second test 
 

Visitors feedback pre-change 
 

 Great not having to rush for a bus.  No problem going out when nurses ask 

 Great for when I’m working, only been coming for 2 days but much prefer 

 Great especially as I have a  baby and can pop in and out and it’s not structured 

 Suits family needs as daughter works and I don’t like coming out at night 

 Amazing – allows family/friends to come in at different times 
 

Visitors feedback 1-3 weeks post-change 
 

 Wonderful – makes life so much easier, feels as though I can get a rest, no problem 
going out when asked 

 Great due to flexibility as some relatives working and we can come and go 

 Brilliant – no problem coming and going when asked 

 We all work so is beneficial 

 Didn’t know about it as first time visiting but it will help now I know 

 Great as not all piling in for 1 hour visiting twice a day. Now can come around work and 
more time spread between us so more time with Dad which is helping his mental state 

 Magic – gives me time to work and get in to visit with no pressure much easier for the 
family 

 We are not coming tonight as other members coming – much better for family 
commitments 

 Better because I work so pressure off trying to get off work 
 

 
Whilst relative and patient feedback continued to be positive throughout the pilot period, 
staff feedback for the first four weeks indicated that they were still unsure of the benefits to 
patients.  However, as the pilot progressed staff began to recognise that patients and their 
families appreciated more flexible accessibility to their loved ones.  Furthermore, the 
Senior Charge Nurse in the identified area felt that the positive feedback received during 
the pilot indicated that a flexible approach to visiting should continue.   
 
Follow up staff interviews carried out after eight weeks demonstrated a marked shift in 
staff’s perceptions of flexible visiting.  Almost all staff questioned felt there had been a 
positive change to visiting patterns and the lack of long queues outside the wards with 
anxious visitors awaiting access.  Staff also felt that communication was better and they 
had more opportunities to get to know patient’s families and answer any questions they 
had in a more person centred and timely manner.  They also recognised the wider benefits 
to patients and their families. 
 
 
3. Next Steps: full implementation  
 
Flexible visiting will now be implemented across all inpatient areas, starting with UHA and 
UHC – with a completion date of 31 October for all hospitals across the region – including 
our community sites. 
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Patients in Woodland View have particular needs that are met on an individual patient 
basis rather than on a blanket approach. 
 
The person centred team will support implementation by providing information leaflets and 
posters for staff, patients and visitors, and volunteers will be used to seek feedback.  
Examples of the information sheets being prepared are provided in Appendix 1. 
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Monitoring Form 
 

Policy/Strategy Implications 
 
 

Effective feedback, comments, concerns and 
complaints handling and improvement supports the 
delivery of the Healthcare Quality Strategy. 

Workforce Implications 
 

None 

Financial Implications 
 

None 

Consultation (including 
Professional Committees) 
 
 

Work will be shared across the acute governance 
structures and communicated with all relevant 
stakeholders 

Risk Assessment 
 
 

Failure to have in place and to maintain an appropriate 
feedback, complaints and quality focus could have a 
significant impact upon NHS Ayrshire & Arran’s ability 
to demonstrate that it firmly understands the risks 
associated with complaints and the requirement for 
organisational learning. 

Best Value 
- Vision and leadership 
- Effective partnerships 
- Governance and 

accountability 
- Use of resources 
- Performance management 
 

This will support the requirements of the Patient Rights 
(Feedback, Comments, Concerns and Complaints) 
(Scotland) Directions 2012. 

The delivery of an effective process for patient 
experience including feedback, comments, concerns 
and complaints will support the Board’s commitment to 
safe, effective and person centred care. 

Compliance with Corporate  
Objectives 
 

None 

Single Outcome Agreement 
(SOA) 
 

Effective feedback, comments, concerns and 
complaints handling supports the delivery of the 
Healthcare Quality Strategy. 

Impact Assessment 

Impact assessment not required as this is an internal document. 
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HOW CAN I HELP FIGHT 

INFECTION? 
 

Please help us fight infection by 
following three simple rules when 
visiting our hospitals: 
 
 Clean your hands before 

and after visiting a hospital 

ward by using the gel 

provided. 

 

 Don’t visit if you are feeling 

unwell, have a cold or 

diarrhoea/vomiting. 

 

 Don’t bring perishable foods 

as gifts for patients. 

 

CAN I BRING CHILDREN? 

 
Children are welcome, however, 
we ask that you ensure that 
children under 12 are supervised 
by an adult at all times. 

 

  
WHERE CAN I GET MORE 

INFORMATION? 
 

Due to increased visiting 
hours, your relative/friend may 
not always be available when 
you arrive. Please be patient 
as treatments and 
appointments still need to go 
ahead as and when required. 
 

HOW LONG SHOULD I STAY? 

 
Patients may get tired quickly 
so please think about the 
length of your visit and support 
the patient you are visiting by 
ensuring that they have the 
opportunity to rest. 
 
If you would like further 
information, please do not 
hesitate to contact the ward on 
the telephone number below.   
 

 
 01563 826083 

 

  
 
 
 

 
 

 

Flexible Visiting 
Information 

 
Ward X 

 

from 
2pm-8pm 

 

 

Appendix 1 
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FLEXIBLE VISITING PROGRAMME 

 
NHS Ayrshire & Arran 
recognises that visiting a person 
in hospital plays a vital part in 
helping their recovery. We 
therefore encourage you to visit 
your family and friends but ask 
that you work with us by 
following the guidance detailed in 
this leaflet to help support their 
recovery and reduce the infection 
risks to patients. 

 
WHEN CAN I VISIT? 

 

It is planned that visiting times for 
the majority of wards across 
NHS Ayrshire & Arran will be  
between the hours of 2.00pm to 
8.00pm. If you wish to visit out-
with these hours please contact 
the individual ward. Visiting at 
mealtimes will be restricted, with 
the exception of those visiting 
very ill patients to assist them 
with their meals. Please discuss 
this with the Nurse in Charge. 

  
INFORMATION ON 

PATIENTS 

 
Speaking with a staff member 
regarding progress of patients 
should be planned in advance 
and cannot usually be provided 
on an ad hoc basis.  If you 
would like to find out about 
your relative, please either 
phone the ward prior to visiting 
or ask if it would be possible to 
speak with a member of staff. 
Please share any information 
provided with other relatives 
where possible.  
 

HOW MANY VISITORS? 
 

Usually, visiting is restricted to 
two people at any one time. In 
certain circumstances, eg 
when a patient is very ill, close 
family and friends may visit out 
with the usual flexible visiting 
hours.  This arrangement 
should be agreed with the 
Nurse in Charge.  

  
HOW CAN I HELP PROTECT 

PRIVACY AND DIGNITY? 

 
Members of the Healthcare team 
may ask you to wait outside if 
they have to carry out treatment 
or if they need to have a 
conversation with any of the 
patients in the room. We would 
ask that you respect this. A 
member of staff will let you know 
as soon as it is possible for you 
to return.  
 

 

 
SHOULD I BRING FLOWERS? 

 
We ask that you don’t bring 
flowers or plants for patients and 
suggest that you either wait to do 
this until the patient is discharged 
or consider an alternative gift. 
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Ward X provides  Flexible Visiting 
 

From 2pm  –  8pm 
 

 
 

You may be asked to leave the ward …. 
 

During protected mealtimes,  
unless patient requires assistance. 

  
 

So we can provide care of a personal nature. 
  
 

So we can treat and communicate with patients in private. 
  
 

When patients are required to leave the wards for tests 
  
 

If your behaviour disrupts other patients or staff 
 

Please speak with ward staff about any of the above 
points and take them into consideration when 

planning your visit. 
 


