Merton: Covid Vaccine Communications & Engagement to build
confidence, manage expectations and increase uptake

Live document: due to fast moving operational programme
Updated regularly in liaison with Merton LA, NHS, Healthwatch and voluntary partners
M&W Communications and Engagement Group
Feb 2021
Bringing together Croydon, Kingston, Merton, Richmond, Sutton and Wandsworth
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This slide deck:
•

Objectives for communications and engagement

•

Where we are delivering vaccine/JCVI priority groups/How people are being contacted

•

Overview of comms and engagement:

•

More detail on comms and engagement activities and approach with:

•

–

local communities

–

health and care staff

–

stakeholders and partners

–

social media, media and digital

Evaluation
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Objectives for communications and engagement
1.

Build confidence in the Covid vaccine

2.

Manage expectations about when local people will receive it

3.

Increase uptake particularly in priority communities - by listening
to, understanding local concerns and providing information in a
factual and unbiased way

4.

Support our NHS frontline with their operational communications
around delivering the vaccine
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Where we are delivering the vaccine
Delivery model overview - defined centrally by NHS England to ensure consistency in deployment across all
regions. Each region has defined the mix and number of delivery models required based on local
demographics.

Community vaccination centres
High volumes, high throughput in a fixed
location for an extended period e.g. sports
venues, conference venues
• Epsom Downs racecourse opened early
January
•

Selhurst Park, Crystal Palace, launching
early February 2021

•

Another central Croydon location due to
open during February 2021

•
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Hawks Road, Kingston and Harlequins
Stadium other sites announced in South
West London so far

Hospital & trust hubs

Local vaccination centres
•

2 GP led sites in Merton:
• The Wilson Health Centre
• The Nelson Health Centre

Delivered from NHS provider premises of
a defined number of hubs and further
NHS trusts

•

25 across South West London in total

•

Croydon University Hospital

•

Care home residents and staff – over 80 care homes
(60 plus for older people) were visited and residents
and staff offered the vaccine by 24 January 2021. Next
stage will be for over 40 mental health and learning
disability care homes to be visited.

•
•
•

St. George's Hospital
Kingston Hospital
Hounslow and Richmond Community
Healthcare Trust – (Teddington)
Epsom Hospital
St Helier Hospital
South West London & St. George’s Mental
Health trust
Royal Marsden Hospital

•

Roving model by GPs and community service teams
to take the vaccine to the housebound

•
•
•
•
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JCVI priority groups for vaccination
Priority groups as set out in the advice from the Joint Committee on
Vaccination and Immunisation (JCVI).
Groups 1 to 4 to be offered the
vaccine by Monday 15 February
2021
All staff and residents at older
peoples’ care homes were
offered the vaccine by 31st
January 2021

This is the first wave of priority groups set out by the JCVI – after all over 50s have been offered the vaccine, the programme
will be extended to the under 50s. The JCVI will lay out the next priority groups in the coming weeks. Covid vaccines are not
licensed for minors.
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How people are being contacted
•

The NHS will contact people directly to invite them to receive the
vaccine when it is their turn. This may be via the phone, text
message or letter from a GP practice

•

However, we are now urging everyone aged 70 and over who
haven’t yet had an invitation for a vaccination to come forward and
contact the NHS to book their vaccination through the national
booking service – www.nhs.uk/covid-vaccination or by calling 119
free of charge between 7am and 11pm seven days a week

•

Individuals may also receive a letter from the National Booking
Service allowing them to book an appointment at a large
vaccination centre

•

Housebound patients or those who would require a home visit will
also be contacted by a local GP. If offered an appointment at a
centre, they should wait to be contacted by their GP

•

GP teams are visiting care homes with the AZ vaccine- completed
by 31 January 2021.
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Overview covid vaccine communications and engagement plan
1. Local Communities
• Mapped low uptake vaccine groups with Merton partners and identified how
best to engage
• Community engagement plan below for low uptake communities
• Community influencers and local clinicians short films, photographs and
case studies to share through social media and WhatsApp networks
• Borough narrative and FAQs update regularly and localise for Merton’s top
concerns and questions and share centrally on CCG website
• Content share updated content with community networks and patient groups
• Merton Communication and Engagement Group – we plan together and
share information out with communities through all collective Merton channels –
air traffic control for most useful information to share

2. Health and Care Staff
• Recruitment plan to support recruitment of vaccine professionals – SWL wide
• Covid staff survey insight shared insight and actions across the partnership
• GPs and primary care support to Merton PCN vaccination sites:
• materials and leaflets printed – bespoke signage
• help and support with reactive media requests and queries from MPs
and Cllrs
• work with to community engagement to encourage vaccine take up at
PCN level
• Content delivered by NHS, Local Authorities, primary care and health and care
providers in Merton through:
• Internal communications channels
• BME staff forums and professional networks

‘Content’ is the driver for all
groups: re-purposed for each
audience
•
•

local operational updates
national NHS facts and information
about the vaccines
•
targeted campaigns
•
case studies and inspirational stories
Weekly, key messages and Top 5 common questions that week to distribute
• Recruitment plan supporting the recruitment of vaccine professionals
each week to Merton C&E group, with Mark Creelman MD and Dr Vasa
• NHSE/DHSC/PHE content and social assets shared on channels and ‘air traffic
Gnanapragasam sharing with key partners for local cascade
control’ to Merton C&E groups to share through all partner channels
Key elected members Merton Leader, HWBB Chair, OSC Chair, Cabinet
• Content for each Merton social channel
Member for Health + key officers: CEx, DASS, DPH. Weekly email and regular
• social, digital and partner channels
meetings with Mark Creelman MD
• Swlondonccg.nhs.uk – Merton page single source of the truth, all
MP meetings SWL wide all party briefing as well as local regular borough
content and briefings to be updated on these pages
update meetings and written briefings
• Media
Health and Care partners regular Gold updates from SWL
• SWL overview of reactive media for the system to ensure consistency
LA and Trust comms leads liaison – Matt and Chris part of SWL network
• Proactive media plan based on content to reach Merton patients and
Content delivered through the Tuesday update and regular meetings
communities

3. Stakeholders/partners

•

•
•
•
•
•

4. Media, Social and Digital
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Covid vaccination
– community engagement
approach
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1. Local Communities
Engagement objectives with communities in Merton
Through local conversations, with local health care professionals and champions we
are:
•

Providing up to date information about the vaccine: ‘inform’ not ‘influence’

•

Clarifying the process for how and where individuals will be offered the vaccine

•

Listening to and understanding local concerns and rumours – addressing
directly where possible – capturing and feedback where necessary

•

Reinforcing message that the NHS is still here for people to access

•

Co-creating messages

•

Developing culturally appropriate community materials
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Communities are we prioritising for engagement outreach work
Informed by the EHIA local intelligence, and advice from with borough
comms and engagement groups (comms/eng leads from Councils,
Healthwatch, Vol sector, and NHS). We are prioritising engagement with
those communities who are eligible for the vaccine, from communities
experiencing inequalities and where we know uptake is likely to be lower.
Of note:
•

Black, Asian and minority ethnic communities

•

People who live in areas of high deprivation

•

Older and vulnerable people
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Areas and populations of interest
Merton has an estimated population of 211,787
residents. Significant social inequalities exist within
Merton. The eastern half has a younger, poorer and
more ethnically mixed population, with more areas of
high deprivation. The western half is whiter, older, and
richer.
Populations of
interest

• Communities in areas of deprivation
• Communities with Ghanaian, Polish, Somali,
Tamil, Gypsy, Roma and Traveller
backgrounds

Focus wards

• East Merton; esp. Figges Marsh, Pollards
Hill, Lavender Fields, St Helier.
• Gypsy, Roma and Traveller population in
Wimbledon Park.

Source: English Indices of Deprivation
https://imd2019.group.shef.ac.uk/ last accessed 10/09/2020
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Engagement approach to increase uptake
Four ‘swim lanes’ of activity - supported by communications with staff, stakeholders & print/broadcast media

1. Community engagement
- Work with voluntary sector to host
community conversations to provide
latest evidence about the vaccine,
hear local stories and gather insight.
- Hold smaller focus groups to allow
for rich and ongoing dialogue
- ‘Every contact counts’ – all NHS
contacts should be empowered to
have the vax ‘confident conversation’
–tips and sign post to single source of
truth of swl ccg website

2. Community partners & influencers
- Work with Local Authorities and PH
teams strong local networks to host
engagement
- Work with key local influencers
(health and care professionals, faith
leaders, community champions,
pharmacists) to lead and host
conversations for us, to build trust and
provide confidence in the vaccine.
- Fund and support voluntary sector to
do outreach work in communities
- Work with local partners and
community influencers to share facts
and respond to rumours / false
information.

3. GP practice engagement
‘3 approach offer’ to cohort
patients: –
1. text message or letter,
2. phone call from practice staff
3. phone call form GP
Clinically led engagement sessions
with decliners / wider practice
population
-Signpost to community sessions or
community champions
- Work with practice link
workers/social prescribers to
have 121 conversations

4. Social media
- Develop culturally relevant content
featuring trusted community
influencers (GPs/Nurses, faith
leaders, community champions)
- This content used for paid-for
targeted ads to people in low-uptake
post codes – on digital devices, social
media and other digital channels.
- Different languages & formats
- Local radio and local BAME media - Proactive and responsive posts on
social media (Facebook & Next door)
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How we are delivering this engagement in Merton (1)
•

Guided by Merton C&E group, sessions are run locally or across boroughs where communities cross borough boundaries
(e.g. for people from particular ethnic backgrounds or with specific conditions)

•

Learning and building upon earlier Flu Vaccine and Winter outreach, both attending existing meetings and setting up dedicated
events:
–

With particular community groups (e.g. people from BAME backgrounds, Older people and those experiencing health
inequalities such as people with learning disabilities)

–

In specific locations (e.g. areas of high deprivation and from specific PCNs)

–

People who live with particular conditions (e.g. hypertension, diabetes)

•

Developing local community champions to reach into seldom heard communities

•

Work with the voluntary sector (hold briefing sessions) to engage with the above cohorts on our behalf and feedback any
concerns

•

Maximising our reach through the contacts and networks of our health and care partnership and borough communications

•

Working with a cohort of clinical and local champions, trusted by local communities, to help provide factual updates and
answer questions.

•

Content updates issued each week through community networks at borough level – key messages & common questions
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How we are delivering this engagement in Merton (2)
• We are focusing on strengthening the connections with formal and informal leaders in our populations
of interest across the partnership.
• We are recruiting to a roster of local clinicians, nurses and pharmacists - whose backgrounds are
reflective of our populations of interest, to lead on delivery of the outreach.
• Delivering sessions at existing meetings and setting up dedicated meetings where appropriate.
Arranging for interpreters where necessary. We are delivering key facts about the vaccine, followed by
a Q&A session;
• With local community and voluntary organisations
• With Community Response Hub advisers
• With staff and volunteers of local community and voluntary organisations
•

Through engaging with local communities via the Covid-19 vaccination: your questions answered
webinars, attendees suggested, via a poll, it would be helpful to run similar sessions with a focus on;
• Specific localities - focussed east and West Merton sessions
• Women's health
• Carers
• Mental health
• Increasing uptake in BAME communities
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How we are delivering this engagement in Merton (3)
• Taking an intergenerational approach to tackle areas of interest identified by the Young Adults
COVID-19 Community Champions (YACCC).
• Engaging with young residents aged 18-30, who share their experiences, concerns, ideas,
and support the COVID-19 response work.
• We are co-designing the engagement session with local authority colleagues
• We are partnering with Public Health to support vaccine uptake through the Merton Covid-19
Champions. So far there are 148 Merton Covid-19 Champions.
• We held a dedicated session on the Covid-19 vaccine with the champions and are
continuing to attend the weekly champion drop ins; to continue answering questions about
the vaccine and note any particular areas of concern or discussion points.
• We are adapting engagement sessions, based on learning, to make sure they are appropriate for
each group.
• Co-creating content based on community interests and signposting to services of interest:
Community Response Hub and Merton Covid-19 champion scheme.
• We are also working with community and voluntary organisations to ensure slides presented are
suitable and appropriately adapted for each engagement session.

15

Building confidence: examples of virtual engagement
Engagement sessions with
community groups

Q&A sessions with local clinicians

Community workshops

Merton Ethnic Minority Centre

Sunshine Recovery Cafe

Wimbledon Guild
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Merton: work to date
Name of organisation

Date of
session

Who supported the session?

Numbers Who are we engaging with/Type of
attended community group?

Ethnic Minority Centre

17/12/2020

Nisha Surendranathan

24

Wimbledon Community
Association #1

11/1/2020

Engagement lead only

7

Community Response Hub
Team meeting

11/1/2020

Merton Covid-19 Champions
(Organised by Public Health)

13/1/2020
12-1pm

Dr Vasa Gnanapragasam, Nisha
Surendranathan

Merton Covid-19 Champions
(Organised by Public Health)

13/1/2020
7-8pm

Dr Vasa Gnanapragasam, Kieran Casey- 19
McEvoy

Merton Patient Engagement
Group

14/01/2021

Dr Vasa Gnanapragasam, Nisha
Surendranathan

20

Wimbledon Community
Association #2

15/01/2021

Nisha Surendranathan

4

19/01/2021

Dr Vasa Gnanapragasam, Fiona White,
Surendranathan, Nisha Surendranathan.
Panel also included colleagues from
Merton LD team.
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Merton Mencap

Engagement lead only

7

35

Minority ethnic communities
All communities; Community and voluntary group
representatives.
All communities; Staff & volunteers who respond
to the community response hub calls and
communicate with all communities.
All communities; Covid-19 champions can be any
individuals who live or work in Merton and their
role is to cascade messaging through their own
networks.
As above
All communities; Community and voluntary
groups representatives, local Merton services,
Merton residents.
All communities; Community and voluntary group
representatives.
LD/Carers; Parents and carers of an individual
with a learning disability.
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Merton: work to date
Who supported the session?

Numbers Who are we engaging with/Type of
attended community group?

Sunshine Recovery Café (SRC) 21-Jan-21

Dr Mohan Sekeram

7

Mental Health; Staff, volunteers and members of
the SRC – who work in the Sunshine Recovery
Café

Focus 4 1 Mental Health Voice
26-Jan-21
Forum

Dr Vasa Gnanapragasam, Nisha
Surendranathan

17

Mental Health/BAME

Age UK

27-Jan-21

Dr Aditi Shah, Nisha Surendranathan

17

Older people

Wimbledon Guild (members)

28-Jan-21

Nisha Surendranathan

23

Older people

Wimbledon Guild (staff and
volunteers)

28-Jan-21

Nisha Surendranathan

10

Older people; Staff/volunteers – who make 1:1
calls with members of the guild.

Dr Vasa Gnanapragasam, Dr Mohan
Sekeram, Dr Aditi Shah, Dr Mohammed
Ayub, Dr Adil Siddiqui, Fiona White,
Sedina Agama

145 (78 on
youtube live
stream and All communities
67 on zoom
call)
Mental Health
28

Name of organisation

Date of
session

Covid-19 your questions
answered webinar PART 1

31-Jan-21

Mental Health Forum

2-Feb-2021

Nisha Surendranathan

Wimbledon Guild (members,
staff and volunteers)

2-Feb-2021

Dr Aditi Shah, Nisha Surendranathan

33

Older people; members Staff/volunteers – who
make 1:1 calls with members of the guild.
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Merton: work to date
Name of organisation

Date of
session

Who supported the session?

Numbers Who are we engaging with/Type of
attended community group?

Mental Health Forum

2-Feb-2021

Nisha Surendranathan

28

Mental Health

Acacia centre families drop in
#1

03-Feb-21

Dr Aditi Shah, Nisha Surendranathan

4

Families/pregnancy

Acacia centre

05-Feb-21

Nisha Surendranathan

23

7-Feb-21

Dr Vasa Gnanapragasam, Dr Mohan
Sekeram, Dr Aditi Shah, Dr Mohammed
Ayub, Dr Adil Siddiqui, Fiona White,
Sedina Agama

Covid-19 Vaccination: your
questions answered PART 2

Families/pregnancy; staff who communicate with
families.
All communities. Planning with Shree Ganapathi
81 (45 on
temple, Wandsworth Community Empowerment
zoom and 36
Network and Merton Mutual Aid. All communities;
on youtube
Members of mutual aid - Facebook group has
live stream)
3000 members.

So far, we have engaged with 418 community member through our engagement.
We have heard that sessions so far have been helpful and reassuring. Attendees have been pleased to see clinicians, nurses and pharmacists joining
the engagement sessions and have appreciated the time taken to answer their questions and concerns.
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Planned future sessions
Name of session

Date of
outreach

Merton Vision

10-Feb-21

Purley Masjid and Al Khaleel
Institute

13-Feb-2021

Polish Family Association

15-Feb-2021

Who is planned to support
Who are we engaging with/Type of community
the session?
group
Dr Vasa Gnanapragasam, Fiona
Visually Impaired
White, Nisha Surendranathan.
Dr Vasa Gnanapragasam. In
attendance will be healthcare
Muslim Community
professionals from all 6 SWL
boroughs.
Sedina Agama

Polish community

Young Adult Covid-19 Community
17-Feb-2021
Champions

Dr Mohan Sekeram

Young Adults

Acacia centre families drop in #2 04-Mar-21

Nisha Surendranathan

Families/pregnancy

Carer Support Merton

04-Mar-21

TBC

Carers

Learning Disability Forum

9-March-2021

Dr Vasa Gnanapragasam

Learning Disability, Carers

Faith and Belief Forum

TBC

TBC

Faith and Belief groups; forum is attended by a number of
groups in the borough including representatives from;
Baitul Futuh Mosque, Buddhapadipa Buddhist Temple,
Christian faiths, Humanists UK, Morden Islamic
Community Centre, Shree Ghanapathy Hindu Temple,
Society of Friends (Quakers), Wimbledon Mosque and
Wimbledon Synagogue

Learning Disability Forum

9-March-2021

Dr Vasa Gnanapragasam

Learning Disability, Carers
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2. Health and care staff
Our communication and engagement approach with health and care staff will be informed by the insight gained through covid staff survey and

the actions agreed (see separate cover), and will focus communicating content that’s relevant for staff, as well as support to those staff and
centres delivering the vaccine.
• GPs and primary care support to PCN vaccination sites
• materials and leaflets printed – bespoke signage
• help and support with reactive media requests and queries from MPs and Cllrs
• work with to community engagement to encourage vaccine take up at PCN level
• Heath and Care Organisations
• Internal communications channels and via comms leads
• BME staff forums and professional networks via comms leads
•

address personal concerns about receiving the vaccination and support staff to have confident conversations with patients and
communities

•

equip NHS staff with comms messages, tools and materials to ensure they have accurate timely information and materials required to
help them deliver the vaccine from an operational perspective

•

identify staff ambassadors who can act as champions/leaders in their professional groups

•

recognise staff contributions and achievements and develop content that can be shared to build confidence and a sense of progress
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How we will reach health and care staff
•

GPs and practice staff - through GP clinical lead’s updates, CCG PCN coordinators, GP team-net intranet site
(SWL primary care team), locality leads in the boroughs, practice manager networks

•

Care Homes staff – through Viccie Nelson’s weekly webinars and emails – action plan from insight survey –
available on request

•

NHS providers staff – through provider comms leads, supporting them to target key messages and information
through internal channels. Actions agreed from staff survey available on request.

•

Local authorities health and care staff – through LA comms leads, actions agreed from staff survey – available
on request. DASS and SWL LA Liaison lead - supported insight work.

•

Local authorities other staff – LAs are big employers and can reach communities through their staff as well as
directly through their comms and engagement channels

•

Community health care staff – through provider comms leads – these are key groups that go into people’s
homes and can share important messages.

•

Content updates – will be delivered through all the above channels re-purposed for particular staff and
organisations
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3. Stakeholders and partners in Merton
• Asking for support at borough level from MPs, councillors, voluntary organisations, Healthwatch and other key stakeholders to get
messages and content out to communities
• Weekly Message: Key messages and Top 5 common questions, materials and toolkit each week to distribute each week to C&E
groups and Merton Borough MD Mark Creelman sharing with key borough partners for local cascade to keep elected politicians and
partners updated on vaccine progress and delivery:
• Key elected members: Merton Leader, HWBB Chair, OSC Chair, Cabinet Member for Health
• Key officers: CEx, DASS, DPH
• Local MPs
• Regular meetings with borough MD Mark Creelman (and Dr Vasa Gnanapragasam) : key elected members and officers, and
meeting with MPs (local and SWL-wide, also NHSE London and NHSE national MP/Cllr meetings )
• Merton Health and Well Being Board – early discussions and actions to discuss support
• Health and Care partners regular Gold updates from SWL
• Local Authority comms leads meeting with SWL HCP comms leads every two weeks
• NHS Trust comms leads meeting with SWL HCP comms leads weekly
•

Content plan delivered through the weekly update and regular virtual meetings – to keep elected politicians and partners updated
on vaccine progress and delivery.
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4.Social Media and Digital
Content plan delivered
•

To keep public audiences updated on progress, delivery. Build vaccine confidence, while managing expectations

Campaigns:
-

National lockdown and guidance messaging – using national materials from DHSC/PHE/NHSE
Building vaccine confidence – using national materials from DHSC/PHE/NHSE
‘The NHS will contact you, do not contact us’ – relieving pressure on practices and trusts –national campaign materials
Recruitment Campaign – encouraging people to apply for vaccine programme roles via our owned channels and engagement
leads. Paid media live in SWL and for specific sites to increase applications - SWL campaign materials
‘Stay safe against vaccine scams’ - SWL campaign materials
NHS is Here For You- updating messaging to balance demand whilst ensuring patients still seek help with serious health concerns
e.g. patients with signs of cancer, stroke, heart attack, MH, parents young children

Cascading updates & materials
- Continue to share national materials with comms and engagement leads in our boroughs – ‘air traffic control’ for huge volumes of
materials available nationally.
- Polish and Turkish translated materials are available – awaiting further translations
- Easy read versions are arriving, awaiting further materials
- Confidence building quote cards have arrived - quotes from healthcare professionals, community influencers etc.
- Regularly update a core key messages and Q&A document and sharing
- Continue to provide updated materials, FAQs and social assets to local community groups via local engagement leads.
- Borough updates will continue to be shared with VCS stakeholders.
- Continue to capture FAQs from community groups and respond as necessary.
- Borough pages on www.swlondonccg.nhs.uk to be regularly updated with local content – single source of truth
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Example materials for social media and print
COVID-19 Vaccine

COVID 19, National
Lockdown and
guidelines

COVID recruitment

NHS is here For
You

Amplifying the
national campaign

COVID-19 Scams

Vaccine
Confidence
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Media content schedule:
To keep public audiences updated on progress, delivery. Build
vaccine confidence, while managing expectations
•

National NHS facts and information about the vaccines

•

Local operational updates e.g., sites going live with the vaccine

•

Media work for targeted campaigns e.g. the NHS will contact
you for vacc, NHS is here for you, scams,

•

Patient and clinician case studies and inspirational stories to
reinforce NHS lines

•

Re-purpose national NHS media work to amplify messages

•

Address misinformation

•

Highlight work with borough partners

•

Embed key messages into reactive media responses

•

Highlight SWL, London, national media and political context
through daily media bulletin and weekly Covid-19 vaccine
media and stakeholder round-up

•

Identify and escalate any potential issues or risks
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Evaluation
•

Regular informal feedback from partners at Merton Comms and Eng Group, as well from key stakeholders
as to Mark and Nicola

•

Once we have access to the data on vaccine take-up we will be able to adjust our activities and determine
which ones contribute to increased take-up

•

Within each community engagement session, if felt appropriate, we poll participants at the beginning and at
the end to see if their vaccine intentions have been positively influenced by discussions. This needs to done
sensitively and at the discretion of the host/ facilitator and may not be appropriate in all sessions.

•

We are using a sentiment analysis programme for social media to track vaccine sentiment and highlight
areas and virtual communities for messaging and information

•

Feedback from stakeholders, partners and communities at borough level and the SWL Community
Engagement Steering Group will be key in assessing if we are approaching the comms and engagement in
right way. We will adapt our approach and content where we can, within the limits of this nationally
controlled programme

•

We will repeat the covid health and care staff attitudes and intentions survey to test and refine our approach
to health and care staff comms and engagement

•

Media evaluation is on a weekly basis to ensure consistency of key messages in media content
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