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Introduction
The Communications Team has produced some Standard Operating Procedures to ensure consistency and continuity on how work is carried out across the team. 
These procedures do not cover the work carried out in the event of an outbreak – the standard operating procedures for this work is covered in the Public Health Wales Emergency Plan and the Model Outbreak Plan. 
Quick links
The procedures cover the full range of work carried out by the Communications Team. Quick links for each of the topics are available below:  
· Communications Team structure
· Dealing with the media
· On call
· Communicating with colleagues
· Communicating with Welsh Government
· How do I? Standard activities within the Communications Team
· Standard communication tools
· Social media
Topics
Communications Team structure
What does the Communications Team look like?
· A new Communications Team structure came into force on 1 March 2016.
· The team is headed up by a Head of Communications who reports to the Deputy Chief Executive.
· The Head of Communications is supported by three Communications Managers who are responsible for:
· Media Relations
· Campaigns
· Internal and Corporate Communications 
· The Communications Managers are responsible for the client managed support to each of the Directorates of Public Health Wales.
· Communications Officers and Executives are aligned to different Communications Managers although the work is fluid and a matrix style of working has been adopted. 
· The Communications Team also works closely with the Communications Officer from 1000 Lives Programme, the Screening Engagement Team and the Web Team. 
· Some local public health teams have employed a Communications Officer to work exclusively for them and the Communications Team works closely with them to ensure consistency and cohesion. 
Who looks after 1000 Lives Programme?
The 1000 Lives Programme has its own dedicated Communications Officer who works closely with the Communications Team. 
What do the Screening Engagement Team do and what does the Communications Team do for screening?
· The Screening Engagement Team are employed by the Screening Division to promote the screening programmes. They engage the public at events and through proactive campaigns.
· The Communications Team deal with all media enquiries related to the different screening programmes and provides communications support and advice. 
· The Communications Team also provides internal communications advice and support.   
How do we handle urgent requests for work for the team?
· Teams are always encouraged to involve the Communications Team in any projects as early in the process as possible. 
· When a member of staff receives an urgent request for communications support that is not scheduled, it is the responsibility of that staff member to find out as much as they can about the project requiring support. For example, they should seek to find out what the project is about, what the timescales are for the project, how much support is envisaged etc.
· When taking the call no commitment should be given. 
· Once they have taken a detailed brief it needs to be discussed with the relevant Communications Manager. 
· This does not apply to health protection incidents.
Who are the local public health teams and who provides communications support?
· Each of the health boards employ a Director of Public Health who is supported by local public health teams employed by Public Health Wales.
· The Communications Team will answer media queries in relation to the work of the teams in conjunction with the health board communications team.
· Any proactive communications support will have to be agreed by the relevant Communications Manager. These arrangements are currently being reviewed. 
Dealing with the media
How do we deal with a reactive media enquiry?
· When an enquiry comes in we take all the details from the journalist including:
· Details of the query
· If they want anyone for interview
· If so is it live or pre-recorded, in the studio or at our offices, TV or radio
· Check the journalist’s deadline
· Contact details of the journalist
· Where the story has originated i.e. from another organisation’s press release, from release of new statistics etc
· The member of the team receiving the call should not speculate with the journalist or provide any off the record remarks unless they know the journalist very well.  
· Log the response to Vuelio.
· Once you have all the details, speak to the relevant team and arrange the interview. The spokesperson needs to be experienced, media trained, fully briefed on the topic and happy to participate. They must also have the support of their Divisional Director. 
What is the process for sending out a proactive press release?
· Once a press release has been signed off by all relevant members of the project team and is ready for publication the following needs to be adhered to:
· The press release needs to be circulated to the Public Health Wales Board and relevant divisional directors for information with enough time to allow comment and feedback if necessary. The distribution lists are with Vuelio. 
· Social media needs to be planned following the issuing of the press release.
· The press release needs to be translated (see How Do I?)
· The press release needs to be sent to the Web Team using the template (see how do I publish a news story) and any relevant web page links identified.
· The press release is then added and issued via Vuelio.
What do we do if the media contact us questioning the validity of evidence?
· If the media enquiry is questioning the evidence produced by Public Health Wales we treat the enquiry the same as a reactive news item (see page 4)
· Then, go back to the team and ask them to explain the evidence to the point where you understand it and are happy to respond to the journalist.
· Follow it up with an email to the journalist confirming what you have said and sending links to further information if relevant. 
What do we do with an enquiry for Health Protection and no one from the team is around?
· If a press enquiry is received on a health protection incident and no one from the Media Relations Team is available, the media enquiry should be picked up based on capacity to respond and the relevant Health Protection Team should be contacted for a full brief.   
On call
What is on call?
· Members of the Communications Team provide an out of hours emergency press office from 5pm – 9am on weekdays and from 5pm on Friday to 9am on Monday, covering the whole weekend. 
· Working with colleagues on the Health Protection Division On Call Rota, the on call press officer provides support to the Health Protection Division for any health protection incidents and any reactive media enquiries. 
· The on call function does not formally cover the Health and Wellbeing Directorate or Screening Division. 
Where is the on call rota?
· The rota can be found under Corporate & Governance/Communications/Communications Team/On Call and Out of Hours/On Call Rota. 
What do we cover when we are on call?
· An On Call Policy is currently being drafted which will cover what on call looks like for the Communications Team. 
When do we put the answerphone on and off?
· The answerphone goes on when the last Communications Officer is leaving the office and is switched off when the first Communications Officer starts work in the morning. (see page 9 on how to set the answerphone)
Communicating with colleagues
When should we communicate with the Board (including the Executive Team)?
· The Board is happy to be contacted via email, cc’ing the relevant Communications Manager and Interim Director of Communications.
· All press releases should be sent to the Board for information.
· The Board should be informed when any staff are featured in broadcast media both proactive and reactive. 
· If there are any contentious issues which could prove politically sensitive, the Board should be notified as early as possible. 
· They should be told about any large events early in the planning process so they can attend if they wish. 
· The Board should be informed if there is something happening that has political ramifications so they are warned as early as possible. 
· If a piece of work special interest area. 
Communicating with Welsh Government
How do we communicate with Welsh Government?
· Each Monday at 11.30am we dial into a teleconference hosted by Welsh Government alongside the health boards and trusts to discuss the work for the forthcoming week.
· Any Communications Plans should consider how Welsh Government are engaged with on the particular report or campaign being planned. Although public health teams will have their own links (such as the Observatory working with the statistics team) it is the responsibility of the Communications Team to advise the Communications Team within Welsh Government of the report or campaign as early as possible. 
· The Forward Look (see 3.7) provides Welsh Government colleagues with advanced notice of forthcoming Public Health Wales activity and communications activity. 
Who are our links with Welsh Government?
· Policy
· CMO’s office
· There are also leads for each of the topics (alcohol, mental health etc) which should be kept informed of any communications activity. This is normally done by the Public Health Wales team in charge of the work but it is important that the Communications Team makes sure this is being done. 
· Communications
· Stuart Fitzgerald (Head of Communications for Health)
· Sponsorship
· Irfon Rees (Deputy Director, Public Health)
· Leighton Phillips (Prudent Healthcare)
What media issues do we comment on and what does Welsh Government comment on?
· Welsh Government is responsible for health policies in Wales and NHS service provision.
· Public Health Wales can comment on health topics and the provision of its services. 
· Example – Welsh Government is responsible for determining the age range for cervical screening in Wales, Public Health Wales is responsible for the provision of cervical screening in Wales. Therefore Public Health Wales can comment on cervical screening and the importance of having a smear but cannot comment on the change in the minimum age from 20-25. 
· If in doubt, check with the relevant Communications Manager.
How do I?
What has to be translated and how do we get it translated?
· As a rule, all public facing documents, news items and social media posts must be translated into Welsh and this time and cost should be factored into any communication plans.
· Public Health Wales has a Welsh Language Scheme which can be referred to for further information and a Welsh Language Officer who is happy to provide further guidance.  
· We use a number of Welsh Translators and their details can be found in Corporate & Governance/Communications/Communications Team/Welsh Translators.
How do we get copies of reports in Braille and hard of hearing?
· To get copies of the report converted into Braille, contact the RNIB who will be able to facilitate this.
· To get copies of the report converted into a version that is suitable for those who are hard of hearing please contact Action on Hearing Loss Cymru who will be able to facilitate this.  
How do we get a quote signed off?
· If a quote is required for a news article or news item, something should be drafted and sent to the person who the quote is being attributed to. A quote should only be carried with the express approval of the spokesperson. 
How do we set the answerphone? 
· To set the answerphone, go to the PA’s desk, lift the handset and push the button marked ‘Forward Calls Out of Hours’. When an interrupted dial tone is heard, the answerphone has been set. 
· To cancel the answerphone, lift the handset and push the button marked ‘Cancel Out of Hours’. When an uninterrupted dial tone is heard, the answerphone has been cancelled. 
How do we answer the phone?
· Staff working in the Communications Team should answer the phone “Good Morning/Afternoon, Communications, XXXX speaking”.
How do you get a web page published?
· Once you have worked with your team to agree wording for the web page, you need to send it to the Scientific Web Editor. 
· Further information on getting a web page translated is available on page 8.
Standard communication tools
What is the forward look?
· The Forward Look is a document produced weekly by the Communications Team which pulls together the planned activity of Public Health Wales teams, Public Health Wales communications activity, and non Public Health Wales public health activity (e.g. Public Health England).
· A template is circulated by the Communications Team to Divisional Directors within Public Health Wales and the Communications Team for input. A final version is then circulated to key contacts in Welsh Government and local authorities, Directors of Public Health, Public Health Wales Board and health board communications colleagues.   
What is Public Health Wales News?
· Public Health Wales News is the monthly stakeholder newsletter produced by the Communications Team. News items published on the website for the previous month are collated into an e-bulletin that also includes links to NHS Jobs. 
· It is sent to key Public Health Wales stakeholders as well as those who sign up to receive it via the Public Health Wales website. 
What is the e-Bulletin?
· The e-Bulletin is a weekly bulletin sent to all Public Health Wales staff via their email on a Friday. 
· The bulletin is split into different sections and collates all news items published onto the intranet during the week. It also highlights the social media activity of the organisation and links to news from other organisations in Wales and in the UK that may be of interest to staff. 
· Each entry has a title and one sentence explaining the news with a hyperlink for staff to click on for further information. 
· If anyone wishes to include something in the e-Bulletin they need to contact the Communications Team who can prepare a sentence and forward to Communications Co-ordinator for inclusion. 
What is the pre publication procedure?
1. The pre-publication procedure and communications planning process is designed to support teams within Public Health Wales in communicating their publications.
1. The process is designed to ensure key internal and external stakeholders get advance notice of reports so that there are no surprises arising out of their publication.
1. The process also ensures that we can make the most of communications opportunities arising from publications, and that communications risks are minimised.
Social Media
What are the aims for using social media in Public Health Wales?

In line with the communications objectives and wider Public Health Wales organisational objectives, Public Health Wales will use social media as a way for all staff to take forward its communications and public engagement strategies. The purpose of this engagement work is to: 
· Promote the work of Public Health Wales; 
· Increase the understanding of what Public Health Wales does for the people of Wales; Work with a multi-agency approach to connect and converse with stakeholders and the public;
· Establish Public Health Wales as a trusted and authoritative source of information and advice on health in Wales.
What content do we share on social media?
The content shared across Public Health Wales social media channels falls mainly under the below categories, but the communications team can show discretion over what is important, interesting or useful to our audiences across social media and what content may contribute to a healthier, happier and fairer Wales and the very latest news and updates on the work of Public Health Wales, as well as wider news and conversations around the health and wellbeing of the population of Wales, including reports and publications based on evidence-based research.

· News and information about Public Health Wales and the organisation;
· Wider news from across NHS Wales and around health in Wales;
· Relevant and topical bits of information about Wales;
· Job opportunities and events within Public Health Wales;
· Relevant information from stakeholder and partner organisations
What tone of voice should I take when posting on social media on behalf of the organisation?
Social media offers the opportunity to present information in a personable way. We should adopt a tone of voice that established us as a trusted and authoritative source of information and advice on health in Wales, but also adopt a tone of voice that promotes the great things happening in Wales as a country. We should be personable, friendly and informative, but not patronising and always professional.  For a full understanding of tone of voice, monitor our social media content and use that as a baseline for future activity.
How do we respond to comments on social media?
By using social media platforms and engaging with stakeholders and the public, we offer the opportunity for other social media to engage directly with us on these platforms. When responding to comments, you should use the tone of voice guidance identified above and assess the level of response needed. Levels of responses may be:

· Sharing positive comments – we should look to share positive comments and news about NHS Wales;
· Replying to positive comments from stakeholders and the public – we should thank people and organisations saying positive things about Public Health Wales;
· Replying to questions and negativity about Public Health Wales – where possible, we should look to use information readily available to us to answer questions about our work, and point people to relevant web pages for more information, or the contact us page should they wish to make further enquiries my email or telephone. In the case of a complaint or a question we are unable to answer as the communications team as the information or expertise is not within our capability, we should seek the most appropriate contact within the organisation, and work with them to craft a response in a timely manner on email or over the phone, before the communications team responding to the original query or complaint. Where possible, we should also try and take the discussion offline. 
How do we monitor and post across social media platforms in Public Health Wales?
· We use a variety of different platforms and tools to engage across social media. For Twitter we use a monitoring and scheduling platform accessed via the web called TweetDeck. We also use the native Twitter and Facebook platforms to post content. You will require access to these sites to post on social media platforms. Ask the Social Media Officer or your Communications Manager about what access you will need to requests and the best process to request that access.
What is the sign off process for social media activity in Public Health Wales?
Sign off for social media activity will depend on the content and the situation that it is presented in. As general rule, the Communications Team have the authority to sign off generic messaging and responses to low level queries. As outlined above, negativity and complaints should be dealt with appropriately offline. Below is a selection of examples for sign off procedures:
· Day-today social media activity – things like posting news stories, links to reports or web pages. This activity can be posted from communications officers without wider sign off required. Some of the activity will be included in the Communications Plan for activity which will have been signed off by the relevant team.  
· Campaign activity – we develop social media content to support specific public health campaigns. These messages will be developed from key messages signed off in the communications plan. Communications officers then have the ability to create content around those messages without the need for further sign off. If campaigns are open to particular criticism, it is always advised to discuss this content with the relevant departments before posting.
· Statements in public health emergencies or crisis situations – in any public health emergency or situation where Public Health Wales are required to release a statement, it is likely social media activity will support this. The social media content from the statement should be taken from the signed off statement or pre-approved holding draft statements available to the communications team. It is advised that communications officers check with relevant parties that the social media statements are correct.
Who is responsible for tweeting from the Public Health Wales accounts?
Content posted from social media accounts in Public Health Wales is the responsibility of the communications team. In some cases, external agencies may be commissioned to manage and post content from the Public Health Wales social media accounts, or sub brands of Public Health Wales services or campaigns (such as Stop Smoking Wales or Beat Flu).

How do we deal with negativity and trolling?
We should look to respond to complaints in the same way we would in offline situations; to find the relevant team to deal with the complaint and pass the information on, ensuring that if it is required we close the loop on the communication around the complaint by letting the complainant know the outcome. We have a clear set of expectations on our website outlining what people can expect. 
A comment may be deleted and/or will not receive a response if it contains:
· Personal attacks, bullying or libellous statements and/or references to Public Health Wales staff or departments
· Language or content which is offensive
· Hate speech, profanity, obscenity or vulgarity
· Any content that is a commercial endorsement or a promotion of any product, service or publication
· Nudity, pornography, violent or other unacceptable images
· Any content that infringes copyright
· Medically unsafe or scientifically unsound claims or practices
· Other comments that Public Health Wales’ communications team consider to be inappropriate
We reserve the right to suspend the ability to comment at any time.
· We aim to respond to as many of the messages we receive as possible. Our accounts are generally monitored between 9am to 5pm, Monday to Friday.
· We aim to respond to all queries on social media via the same platform, but occasionally we may direct people to general.enquiries@wales.nhs.uk if they would benefit from a more detailed response.
· If you are from the media, please call our communications team on 029 2034 8755.

Where can I find username and password information for social media platforms?
· We keep an up to date record of all passwords used across online platforms in a password protected document in our Social Media folders. Some are accessed centrally through one email address and other access via individual email address, depending on platform requirements.  To access this folder, please ask a member of the communications team.
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