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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

15 June ? 2020: Reopening

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

2 December 2020: Tier 2

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

23 March 2020: Lockdown

2 November 2020: Lockdown

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 lockd

own

T3 lockdown

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

Direct publications, Our City monthly quarterly monthly

Facebook live – ask the leaders monthly weekl

y

fortnightly

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, partner packs

Testing strategy Direct, web, social, signage

Vaccinations, inc. mythbusting Social, direct

Complacency Web, social, direct

Anniversary Media

social



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
24 x press releases (covid-safe flood response highlighted)

03 February 2021York Stadium Leisure Complex to offer symptom-free testing

03 February 2021Make Time to Talk Day a day to make a difference

01 February 2021Looking back: how local ward funding helped support local communities

29 January 2021Flood defences operating ahead of predicted river level rise

29 January 2021One year on: Council thanks residents and businesses as rates fall

23 January 2021Frontline teams start to clean up as river levels steady

22 January 2021Residents urged to stay safe as river levels fall in York

21 January 2021Travel safely with sub-zero temperatures and rising river levels

21 January 2021Residents urged to stay safe and stay home as river levels rise

21 January 2021Foss flood warning - council officers on site to help residents and deploy sand bags

20 January 2021Live Q&A to discuss residents’ flooding questions

20 January 2021Travel safe as river levels continue to rise

19 January 2021Council deploys flood defences as levels expected to reach high levels

19 January 2021York launches ‘My covid story’

19 January 2021Council increases support for York businesses

15 January 2021Thousands get ‘symptom free testing’ in York

15 January 2021Double grants boost for York businesses as council delivers on grant promise

15 January 2021Stay home and save lives this weekend

15 January 2021Be aware of Covid-related scams

14 January 2021Support for city’s rough sleepers continues

13 January 2021Support key workers by following the rules

13 January 2021Volunteers thanked for their amazing contribution

13 January 2021Covid marshalls continue supporting city to be safe in lockdown

11 January 2021West Offices customer centre to move online



Working together to improve and make a difference

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

A year on

National, local and regional media scrutiny

Worked closely with University of York on 

shared brief

Opportunity to reinforce partnership 

approach and thank residents and business for 

support to remind them of measures and 

purpose 

Via media / social / partner communications

BBC Politics: Yorkshire and Lincolnshire

BBC Yorkshirecast

BBC Radio York

BBC Look North

Share accurate and timely messaging
Twitter Thread (candle image thread): 6,888 

impressions / 236 engagements

Facebook (candle image): 4,479 reached / 288 engaged

(infographic): 2,959 reached / 93 engaged

PR website visits: 30

Media advocacy: York Mix, York Press, Yorkshire 

Evening Post, Manchester Evening News, BBC Radio 

York, ITV, The Guardian, 

Partner Advocacy: COVID community groups, York 

Festival of Ideas (Director), University of York (Active 

York, YUSU)

Local, Regional and National media

https://www.manchestereveningnews.co.uk/news/uk-news/one-year-uks-first-covid-19720129
https://www.yorkpress.co.uk/news/19052445.6-500-symptom-free-tests-york-last-week/
https://www.manchestereveningnews.co.uk/news/uk-news/one-year-uks-first-covid-19720129
https://www.manchestereveningnews.co.uk/news/uk-news/one-year-uks-first-covid-19720129
https://m.facebook.com/watch/?v=428064828343707&_rdr


Working together to improve and make a difference

Build confidence in the steps taken 

and what people need to do 

The council works closely with partners and uses different channels to 

reach as many people as possible. 

Our regular communications (increasing registrations throughout the 

month by%):

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

recipients)

• 2x weekly resident e-newsletter (2,244 recipients +44%)

• Weekly business e-newsletter (1,503 recipients +10%)

• Weekly families e-newsletter (1,087 recipients + 6%)

• Regular press releases and media interviews

• Social media campaigns / weekly public health video Share government communications

Share partner messaging

Update on impact to council services



Working together to improve and make a difference

Build engagement through conversation

• Held 4x Facebook lives

Views – 11,602

Shares – 35

Reactions – 62

Comments - 178

• Radio call-ins incl. Jorvik Radio and 

BBC York

• Social media boosted Our Big 

Conversation “temperature check”



Phase 3

Manage outbreak



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 

Shared national 

messaging

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 

published social and in York 

Press

Letter to shielded 

Letter to all other 

households (not shielding)

A5 health and wellbeing 

booklet to all households 

(96k)



Working together to improve and make a difference

Build confidence in the steps taken 

and what people need to do 
Storm Christoph – covid safe-flood response

• Promoted public health safety messages

• Shared how operations had adapted to 

safely keep public safe

Media 

Facebook live (21 January)

Social

Targeted resident letters

Business 

communications/covid

marshalls



Working together to improve and make a difference

Build confidence in the steps taken 

and what people need to do 

Testing

Media coverage

Direct communications to residents and responded to 

community facebook groups

Promoted booking a symptom-free test to key groups

Cabinet Office feature York Test and Trace across 

their channels

Signpost to web page for more information

Unique web page views 82,990 % of Total: 9.34% (888,593) 

ie. the most visited of all council pages 



Working together to improve and make a difference

Complacency: MyCovidStory launched 19 January

Local media

Partner advocacy/support

• My Covid Story – 5 x case studies of residents lived experiences

• Sports clubs – target 30-49 yo male to encourage the right behaviours

• Partner case studies – lived experiences of health and social care professionals

Thank you partners for all your 

support

York Teaching Hospital NHS Trust
Facebook: reach 15,966, engagement 1,922; 

Twitter: 62 RTs, 104 likes

York Press 
5 comments;

Facebook: 44 reactions, 2 shares 

Twitter: 2 RTs, 8 likes

York City Knights 
Twitter: 9 RTs 20 likes

York City Knights support post 

Facebook: 47 reactions, 2 comments, 5 shares; 

Twitter: 18 RTs 31 likes      

Insta: 129 likes

York City Football Club 
Facebook: 147 reactions, 4 comments, 6 shares

Twitter: 7 RTs 70 likes

Insta: 326 likes

Total reach = 117,874

Total engagement = 11,064



Working together to improve and make a difference

Build confidence in the steps taken and 

what people need to do 

Vaccinations

Resident updates

Shared partner communications, eg.

• NHS stakeholder pack via partner update

• DHSC videos

• Nimbuscare communications

Social

Direct resident comms



Working together to improve and make a difference

Next steps

• More My Covid Story case studies

– St Leonard’s Hospice, testing, vaccinations

• Vaccination communications

• Behavioural insight-led marketing/campaign 

preparing to reopen the city


