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Key messages



Working together to improve and make a difference

The three phases of outbreak 

management communications
Phase 1

• Prevent - Provide updates about the current situation to prevent 

outbreaks

Phase 2

• Respond – Share information in responses to an alert following 

increased cases and/or change in restrictions

Phase 3

• Manage the outbreak



A phased approach

Phase Approach (including aims) Timing

Phase 1 Regular updates of current situation to 

try and prevent outbreaks

Keep residents, businesses and partners informed 

Ensure consistent messaging and build advocacy through 

the Let’s be York campaign.

Show how keeping city safe for different audiences, eg. 

visitors –Visit York/Feel at Home in York

Share case data regularly so people understand current 

situation

Continue partnership approach including working 

together on discrete issues

Develop specific messaging for target audiences

Maximise reach and understanding of what to do. 

Embed public health messages in recovery work and 

communications

Phase 2 Alert following spike in cases and/or 

change in restrictions

Public health warning following increase in cases

Reiterate public health messaging in clear way

Offer guidance and practical support. 

Share message widely

Share video content from public health professionals to 

explain latest advice in an engaging way

Address inaccuracies/provide context

30 December 2020

Tier 3

Phase 3 Manage outbreak Initiate the covid-19 incident comms plan  (see annex A)

• Deliver a regular drumbeat of accurate / up-to-date 

information as directed by cobra and relevant phase

• Signpost support

• Promote unity and community cooperation

• Target information

5 January 2021

Lockdown



Communications roadmap
2020 2021

M A M J J A S O N D J F M

Restriction communications lockdown Tier 1 T2
lockdown

T3 lockdown

Regular updates / e-newsletters daily 1-2 a week

Direct publications, Our City monthly quarterly monthly

Facebook live – ask the leaders monthly weekly weekly

Let’s be York (Safe reopen) Business pack, signage, social, web, PR

Let’s be York (keep open) Outside, social

Let’s be York (Xmas/keep going)

We’ve got it covered Social, PR, web

18-34 yo residents social

Safe return to school direct, social, web

Emotional health PR, facebook, social, outside

Testing strategy Direct, web, social,

Vaccinations Mythbusting social

Complacency Web, social, direct



Phase 1

Regular update of current 

situation to try and prevent 

outbreaks



Working together to improve and make a difference

Share accurate and timely messaging

Date Title

06 January 2021 York expands symptom-free testing offer

06 January 2021 Live Q&A to discuss residents’ council budget and public health questions

06 January 2021 Essential frontline services protected during lockdown

05 January 2021 Council acting to distribute business grants as soon as possible

04 January 2021 Council reacts to new national restrictions

04 January 2021 Media operation note

31 December 2020 Let’s look after each other

31 December 2020 Council to simplify Tier 3 support grants for businesses

31 December 2020 Temporary blue badge shuttle service to end

30 December 2020 York responds to latest government announcement

29 December 2020 See in the New Year safely at home

27 December 2020 Council deploys flood defences as city remains open for COVID-secure business

23 December 2020 Please stay safe and look after each other

23 December 2020 Council thanks residents as thousands book symptom-free tests

23 December 2020 Have a happy and safe Christmas

21 December 2020 UPDATED: See in the New Year safely at home

18 December 2020 Symptom-free testing expanded

18 December 2020 York works together to support residents at Christmastime

18 December 2020 Book essential food and prescriptions now!

18 December 2020 New covid marshalls start to help protect people and places

17 December 2020 Council responds to confirmation of continued Tier-2 restrictions for York

15 December 2020 Live Q&A’s to discuss Coronavirus during the festive season

11 December 2020 Booking open for York’s targeted symptom-free covid testing

11 December 2020 Shop local and continue to protect your loved ones this weekend.

24 x press releases



Working together to improve and make a difference

And address inaccuracies …



Working together to improve and make a difference

Build confidence in the steps taken 

and what people need to do 
The council is working closely with partners and using a variety of channels to reach as 

many people as possible. 

Continued our regular communications and updates:

• 2x weekly email updates to members and partners (126 recipients)

• 2x weekly resident e-newsletter (1,494 recipients)

• Weekly business e-newsletter (1,367 recipients)

• Weekly families e-newsletter (1,029 recipients)

• Regular press releases and media interviews

• Social media campaigns / weekly public health video With partners, reduced 

risk at NYE

Use of 
government 
social media 
assets

Around 130 COVID related social media posts were shared on each of 
our channels from 9 December 2020 – 7 January 2021



Working together to improve and make a difference

Social

Out of home – banners, bollards, bridges

Posters at shopping 

sites and postcards 

for covid marshals

Animation 

on social

and digital 

display via 

bike

Prepare for more Christmas visitors



Working together to improve and make a difference

Build engagement through conversation

• Held media briefings at 

change of restrictions (5 

January)

• Held facebook live (6 

January)

• Reach: 8,300

• Engagement: 1,001

• Comments: 77

• Radio call-ins

• Social media boosted Our 

Big Conversation 

“temperature check”



Phase 2

Alert following increase in cases 

and or change in restrictions



Working together to improve and make a difference

Tier 3 communications
1. Share accurate and timely information 

2. Further engage residents by using the tier 

process as a catalyst for increased 

communications:

• Resident, partner and members update

• Internal communications

• Social statement and social comms to 

clarify rules

• Update website

• Shared Covid help contact details



Phase 3

Manage outbreak



Working together to improve and make a difference

Lockdown communications

1. Share accurate and timely information 

2. Further engage residents by using the restrictions as a 

catalyst for increased communications

• Resident, partner and members update

• Internal communications

• Social statement and social comms to clarify rules

• Update website

• Briefing via live facebook Q&A on 6 January 2021

• Shared Covid help contact details

• Distributed posters



Working together to improve and make a difference

Worked with younger age partners, to engage and target younger audience (age 18-30yo) 

Build confidence in the steps taken 

and what people need to do 
Reminding residents what they can do (safe behaviours) to help stop 

the spread of the virus and keep homes and families in York safe

Communications objectives:

Think: know that whilst in lockdown there are 

things they can do and support available

Feel: supported and engaged with Covid safety 

measures, feeling more control over own safety

Do: stay home and follow hands, space, face to 

help keep everyone safe 

Reassured parents about early years continuing

Reassured residents about frontline services

Posters for ward 

notice boards and 

business windows

Social media 

what you can do

Signposted support to different groups



Working together to improve and make a difference

Build confidence in the steps taken 

and what people need to do 
Reminding residents what they can do (safe behaviours) to help stop 

the spread of the virus and provide health and wellbeing support

Open letter to all residents

Letter to shielded 

Letter to all other households (not 

shielding)

A5 health and wellbeing booklet

31 January anniversary



Working together to improve and make a difference

Build confidence in the steps taken and 

what people need to do 

Testing

Supported secondary schools

Direct mail to residents and 

responded to community facebook 

groups

Promoted booking a symptom-free 

test to key groups



Working together to improve and make a difference

Build confidence in the steps taken and 

what people need to do 

Emotional health

Provided partner packs 

Partner pack for businesses distributed

Continuing to share social and signpost support

Producing pack for children and parents and

Emotional health and wellbeing newsletter to 

children and young people (via schools)

Partners signpost 

resources



Working together to improve and make a difference

Planning outbreak communications
• Complacency campaign, with partners including the hospital and 

sports clubs

• Vaccination programme


