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Toolkit to support organisations and people working 

with socially vulnerable groups  

This toolkit is designed to help organisations and people who work with socially 

vulnerable groups to prevent, identify and manage an outbreak of COVID-19.  

This includes organisations and people who work with:  

• Homeless people (including those who are rough sleeping, those in 

temporary accommodation and those in a hostel)  

• Migrant groups, asylum seekers, refugees and undocumented migrants 

• Gypsy and Traveller communities  

• Victims of domestic violence, including those in living in a refuge  

• Victims of child exploitation  

• People with learning disabilities (excluding those in residential settings) 

• Those with substance misuse problems  

• Sex workers  

• Those without recourse to public funds 

• Other socially excluded groups residing in settings  

 

There are two sections of the toolkit:  

1. Preventing an outbreak of COVID-19  

This includes links to national advice and guidance, including setting 

specific guidance, as well as local resources and materials for you to use.  

2. Identifying and managing an outbreak of COVID-19 

This includes how to report an outbreak, how to get staff, patients and 

service users tested, including socially vulnerable individuals, and other 

useful resources.  

 

Support is available if you need it 

If you have any questions about how to prevent, identify and manage an outbreak of 

COVID-19 which aren’t answered in this toolkit, please get in touch by contacting:  

• the Norfolk Outbreak Management Centre, by emailing 

phnorfolkomc@norfolk.gov.uk.  

• the Suffolk County Council Public Health Team if you are based in 

Waveney / Suffolk, by emailing COVID-19@suffolk.gov.uk.  

mailto:phnorfolkomc@norfolk.gov.uk
mailto:COVID-19@suffolk.gov.uk
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1. Preventing an outbreak of COVID-19  

COVID-19 is still present, and not everyone who is carrying the infection shows 

symptoms. Everyone should continue to follow the recommended guidance on 

prevention actions such as hand hygiene and social distancing.  

Remember that preventive action, such as hand hygiene, social distancing and face 

coverings, are always going to be preferable to having to potentially stop providing 

your service. 

 

Five steps to working safely  

Here are five practical actions for your organisation to take:  

1. Carry out a COVID-19 risk assessment 

You should ensure the safety of the workplace by: 

• carrying out a risk assessment in line with the HSE guidance 

• consulting with your workers or trade unions 

• sharing the results of the risk assessment with your workforce and on your 

website 

2. Develop cleaning, handwashing and hygiene procedures 

You should increase the frequency of handwashing and surface cleaning by: 

• encouraging people to follow the guidance on hand washing and hygiene 

• providing hand sanitiser around the workplace, in addition to washrooms 

• frequently cleaning and disinfecting objects and surfaces that are touched 

regularly 

• enhancing cleaning for busy areas 

• setting clear use and cleaning guidance for toilets 

• providing hand drying facilities – either paper towels or electrical dryers 

3. Help people to work from home 

• You should take all reasonable steps to help people work from home by: 

• discussing home working arrangements 

• ensuring they have the right equipment, for example remote access to 

work systems 

• including them in all necessary communications 

• looking after their physical and mental wellbeing 

 

https://www.hse.gov.uk/simple-health-safety/risk/index.htm
https://www.nhs.uk/live-well/healthy-body/best-way-to-wash-your-hands/
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4. Maintain 2m social distancing, where possible 

Where possible, you should maintain 2m between people by: 

• putting up signs to remind workers and visitors of social distancing 

guidance 

• avoiding sharing workstations 

• using floor tape or paint to mark areas to help people keep to a 2m 

distance 

• arranging one-way traffic through the workplace if possible 

• switching to seeing visitors by appointment only if possible 

5. Where people cannot be 2m apart, manage transmission risk 

Where it’s not possible for people to be 2m apart, you should do everything practical 

to manage the transmission risk by: 

• considering whether an activity needs to continue for the business to 

operate 

• keeping the activity time involved as short as possible 

• using screens or barriers to separate people from each other 

• using back-to-back or side-to-side working whenever possible 

• staggering arrival and departure times 

• reducing the number of people each person has contact with by using 

‘fixed teams or partnering’ 

 

Guidance on infection prevention and control  

This section provides general and sector specific guidance about how to work safely.  

 

General infection prevention and control guidance 

National guidance on infection prevention and control  

COVID-19: cleaning of non-healthcare settings outside the home  

HSE guidance – Talking with your workers about preventing coronavirus 

Guidance for people working in, visiting or delivering to other people's homes 

Face coverings: when to wear one and how to make your own (places where people 

now must wear a face covering include hostels, community centres and youth 

centres)  

 

https://www.gov.uk/government/publications/wuhan-novel-coronavirus-infection-prevention-and-control
https://www.gov.uk/government/publications/covid-19-decontamination-in-non-healthcare-settings
https://www.hse.gov.uk/news/assets/docs/talking-with-your-workers.pdf
https://www.gov.uk/guidance/working-safely-during-coronavirus-covid-19/homes
https://www.gov.uk/government/publications/face-coverings-when-to-wear-one-and-how-to-make-your-own/face-coverings-when-to-wear-one-and-how-to-make-your-own#when-to-wear-a-face-covering
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Homelessness and rough sleeping 

COVID-19: guidance for hostel or day centres for people rough sleeping  

An overview by Shelter of emergency measures introduced to deal with the 

coronavirus (COVID-19) pandemic that are relevant to homelessness 

Guidance from Pathway – COVID-19: Clinical homeless sector plan: triage – assess 

– cohort – care 

Hostels for Homeless Patients – COVID-19 Preparedness Work  

 

Adults with learning disabilities and autistic adults  

COVID-19: supporting adults with learning disabilities and autistic adults 

COVID-19: providing unpaid care to adults with learning disabilities and autistic 

adults   

Easy read information about coronavirus from Mencap 

Coronavirus updates from Opening Doors 

 

Children with learning disabilities  

Guidance for parents and carers on supporting children and young people’s mental 

health and wellbeing during the coronavirus (COVID-19) pandemic (section on 

children with learning disabilities)  

Easy read: Looking after your feelings and your body 

Guidance on wearing of face coverings and exemption cards  

 

Domestic abuse services  

Women’s Aid COVID-19: Safety and support resources 

Coronavirus (COVID-19): victim and witness services 

 

Drug and alcohol services  

COVID-19: guidance for commissioners and providers of services for people who 

use drugs or alcohol  

COVID-19: information on stopping drinking for people dependent on alcohol  

 

 

https://www.gov.uk/government/publications/covid-19-guidance-on-services-for-people-experiencing-rough-sleeping
https://england.shelter.org.uk/legal/housing_options/covid-19_emergency_measures/homelessness
https://england.shelter.org.uk/legal/housing_options/covid-19_emergency_measures/homelessness
https://www.pathway.org.uk/wp-content/uploads/COVID-19-Clinical-homeless-sector-plan-160420-1.pdf?mc_cid=2cbd1f3bae&mc_eid=f4f6dbc98b
https://www.pathway.org.uk/wp-content/uploads/COVID-19-Clinical-homeless-sector-plan-160420-1.pdf?mc_cid=2cbd1f3bae&mc_eid=f4f6dbc98b
https://www.pathway.org.uk/wp-content/uploads/Hostel-Preparedness-COVID-19.pdf
https://www.gov.uk/government/publications/covid-19-supporting-adults-with-learning-disabilities-and-autistic-adults
https://www.gov.uk/government/publications/covid-19-providing-unpaid-care-to-adults-with-learning-disabilities-and-autistic-adults
https://www.gov.uk/government/publications/covid-19-providing-unpaid-care-to-adults-with-learning-disabilities-and-autistic-adults
https://www.mencap.org.uk/advice-and-support/coronavirus-covid-19
http://www.openingdoors.org.uk/page/74/Coronavirus
https://www.gov.uk/government/publications/covid-19-guidance-on-supporting-children-and-young-peoples-mental-health-and-wellbeing/guidance-for-parents-and-carers-on-supporting-children-and-young-peoples-mental-health-and-wellbeing-during-the-coronavirus-covid-19-outbreak#children-and-young-people-with-learning-disabilities
https://www.gov.uk/government/publications/covid-19-guidance-on-supporting-children-and-young-peoples-mental-health-and-wellbeing/guidance-for-parents-and-carers-on-supporting-children-and-young-peoples-mental-health-and-wellbeing-during-the-coronavirus-covid-19-outbreak#children-and-young-people-with-learning-disabilities
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/876996/Easy_read_looking_after_your_feelings_and_body.pdf
https://www.gov.uk/government/news/disabled-people-exempt-from-wearing-face-coverings-under-new-government-guidance
https://www.womensaid.org.uk/covid-19-coronavirus-safety-and-support-resources/
https://www.gov.uk/guidance/coronavirus-covid-19-victim-and-witness-services
https://www.gov.uk/government/publications/covid-19-guidance-for-commissioners-and-providers-of-services-for-people-who-use-drugs-or-alcohol/covid-19-guidance-for-commissioners-and-providers-of-services-for-people-who-use-drugs-or-alcohol
https://www.gov.uk/government/publications/covid-19-guidance-for-commissioners-and-providers-of-services-for-people-who-use-drugs-or-alcohol/covid-19-guidance-for-commissioners-and-providers-of-services-for-people-who-use-drugs-or-alcohol
https://www.gov.uk/government/publications/covid-19-information-on-stopping-drinking-for-people-dependent-on-alcohol
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Migrant communities and asylum seekers  

Guidance on infection prevention and control of COVID-19 in migrant and refugee 

reception and detention centres in the EU/EEA and the UK 

Coronavirus (COVID-19): get support if you’re a migrant living in the UK 

 

Gypsy Roma and Traveller communities  

Friends Families and Travellers COVID-19: Guidance for supporting people living on 

traveller sites, unauthorised encampments and canal boats 

Friends Families and Travellers Stay at home: guidance for gypsy, traveller and 

liveaboard boater households with possible or confirmed coronavirus (COVID-19) 

infection 

COVID-19: mitigating impacts on Gypsy and Traveller communities 

 

Prisons 

Preventing and controlling outbreaks of COVID-19 in prisons and places of detention 

Multi-agency contingency plan for the management of outbreaks of communicable 

diseases or other health protection incidents in prisons and other places of detention 

in England 

 

  

https://www.ecdc.europa.eu/en/publications-data/covid-19-guidance-prevention-control-migrant-refugee-centres
https://www.ecdc.europa.eu/en/publications-data/covid-19-guidance-prevention-control-migrant-refugee-centres
https://www.gov.uk/guidance/coronavirus-covid-19-get-support-if-youre-a-migrant-living-in-the-uk
https://www.gypsy-traveller.org/news/covid-19-guidance-for-supporting-people-living-on-traveller-sites-unauthorised-encampments-and-canal-boats/?mc_cid=234d61136b&mc_eid=aec9782b4e
https://www.gypsy-traveller.org/news/covid-19-guidance-for-supporting-people-living-on-traveller-sites-unauthorised-encampments-and-canal-boats/?mc_cid=234d61136b&mc_eid=aec9782b4e
https://www.gypsy-traveller.org/advice-section/guidance-for-gypsy-traveller-and-liveaboard-boater-communities-on-coronavirus/
https://www.gypsy-traveller.org/advice-section/guidance-for-gypsy-traveller-and-liveaboard-boater-communities-on-coronavirus/
https://www.gypsy-traveller.org/advice-section/guidance-for-gypsy-traveller-and-liveaboard-boater-communities-on-coronavirus/
https://www.gov.uk/government/publications/covid-19-mitigating-impacts-on-gypsy-and-traveller-communities?utm_source=a8da5b14-c0cd-43f6-b96c-7d092ba5e103&utm_medium=email&utm_campaign=govuk-notifications&utm_content=daily
https://www.gov.uk/government/publications/covid-19-prisons-and-other-prescribed-places-of-detention-guidance
https://www.gov.uk/government/publications/multi-agency-contingency-plan-for-disease-outbreaks-in-prisons
https://www.gov.uk/government/publications/multi-agency-contingency-plan-for-disease-outbreaks-in-prisons
https://www.gov.uk/government/publications/multi-agency-contingency-plan-for-disease-outbreaks-in-prisons
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Resources to support good infection prevention and control  

There are lots of free resources you can use to reinforce good infection prevention 

and control, which will help to keep your staff and service users safe. These include 

posters you can put up in your buildings and leaflets you can give to service users.  

 

National resources  

There are free resources available from the Public Health England Campaign 

Resource Centre, you don’t have to sign in or register to access or download their 

coronavirus resources. The resources include:  

• Posters and other resources to help people understand the symptoms of 

COVID-19, including in other formats and languages.  

• Posters and other resources about social distancing, limiting contact 

with people, self-isolating, hand washing and wearing a face 

covering, including in other formats and languages.  

 

Doctors of the World has also translated government guidance into many languages.  

Local resources  

There are local resources available in Norfolk County Council’s communications 

toolkit, please look at the section ‘Resources for people working with socially 

vulnerable groups’. The resources include:  

• Posters and other resources about social distancing, limiting contact 

with people, self-isolating, hand washing and wearing a face 

covering, including in other formats and languages.  

• Posters and resources about how to get a test, what to do if contacted 

by NHS Test and Trace, and support with self-isolating.  

• A form you can use to log the names and contact details of people 

entering your premises, in order to support NHS Test and Trace. This 

needs to be used in line with GDPR requirements. The form is attached to 

the end of this document.  

• A poster for the front door to your premises telling people not to enter if 

they have any symptoms of COVID-19 and advising them how they should 

instead contact you.  

• If you provide accommodation, a poster you can put up in rooms telling 

people what to do if they develop symptoms of COVID-19.  

 

  

https://coronavirusresources.phe.gov.uk/
https://coronavirusresources.phe.gov.uk/
https://www.doctorsoftheworld.org.uk/coronavirus-information/
https://www.norfolk.gov.uk/what-we-do-and-how-we-work/campaigns/coronavirus-toolkit-for-professionals
https://www.norfolk.gov.uk/what-we-do-and-how-we-work/campaigns/coronavirus-toolkit-for-professionals
https://www.norfolk.gov.uk/-/media/norfolk/downloads/what-we-do-and-how-we-work/campaigns/coronavirus-toolkit/resources-for-people-working-with-socially-vulnerable/rspw-front-door-poster.pdf?la=en&hash=119A33969DAA2756ADC555BA3A61A66D9A734777
https://www.norfolk.gov.uk/-/media/norfolk/downloads/what-we-do-and-how-we-work/campaigns/coronavirus-toolkit/resources-for-people-working-with-socially-vulnerable/rspw-room-poster-new.pdf?la=en&hash=C02A0D94B2A712856FE6E7E4426ED80D424D142E
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2. Identifying and managing an outbreak of COVID-19  

NHS Test and trace 

NHS Test and Trace is the system that has been put in place to help ease lockdown.  

As people move about more and infection risk increases, it’s important that the 

spread of the disease can be understood and any potential onward infection can be 

contained.  

If positive cases are not identified, detail of the spread of the virus won’t be as 

accurate. This could hide important signs of possible outbreaks which if they spread 

undetected could have widespread implications on the health of our population as 

well as organisations like yours.  

NHS Test and Trace is now fully operational in England. Having a test to detect 

current infection is now available to anyone who has symptoms. All tests are free of 

charge.  

 

What is the test? The test involves having two swab samples taken (these are like a 

large cotton buds), one from up the nose and one from the back of the throat. 

When should the test be done? As soon as possible, ideally within two days of the 

start of symptoms. Tests will not be conducted (as they won’t be as reliable) if 

symptoms have been present for five days or more. 

Why is testing so important? So that: 

1. people who test negative can stop isolating and return to work if they are 

well enough 

2. others in the same household / bubble don’t need to isolate unnecessarily 

(i.e. if the person with symptoms does not have COVID-19) 

3. people who test positive know to continue isolating and avoid passing it on 

to other people 

4. people who may have been in close contact with an infected person can 

be identified and contacted so that they have the right advice 

5. any potential outbreaks can be identified and stopped from spreading 

 

How staff, volunteers and your service users can get tested for 

COVID-19 

Anyone who has symptoms of COVID-19 can book a test online at 

www.nhs.uk/coronavirus or by calling 119. The booking system will give you the 

options of an appointment at a drive through testing centre or to order a home testing 

kit to arrive by post.  

http://www.nhs.uk/coronavirus
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If the test is positive, NHS Test and Trace will contact the positive person (case). 

They will ask a series of questions to determine whether anyone else may have 

been exposed to the virus. If they have, and they can be traced, NHS Test and Trace 

will contact them to give them appropriate advice. They will not give the name of the 

positive case. 

 

How to support socially vulnerable service users to get tested for 

COVID-19 

Some people may need support in order to get tested, so we have created separate 

testing arrangements for the following socially vulnerable groups:  

a) People who are homeless (i.e. those rough sleeping, of no fixed above 

and in shared/hostel accommodation). 

b) Migrants – asylum seekers, refugees and those with no recourse to public 

funds  

c) People living in hostels or accommodation of multiple occupancy 

(registerable houses of multiple occupation)  

d) People living in domestic violence refuges 

e) The gypsy Roma and travelling community 

f) People with complex and multiple needs e.g. substance misuse issues or 

mental health needs. 

These testing arrangements have been developed in response to the specific needs 

of these groups, who will often be living in shared spaces and may not have ready 

access to transport to be able to access testing sites either locally or regionally.  

The testing service operates Monday to Saturday, 9am – 5pm. Priority will be given 

to urgent referrals requiring on the day testing – these are individuals that: 

• are rough sleeping             

• have offer of accommodation dependent on a negative test result        

• are presenting with symptoms in shared accommodation where isolation 

would be very difficult.  

Please note that we have also created separated testing arrangements for HMP 

Norwich, HMP Bure and HMP Wayland. Information about these arrangements 

have been sent directly to local prisons.  
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Step-by-step process for supporting vulnerable adults to get tested for COVID-

19 

This is how you, as a support worker for a vulnerable adult, can help to get an 

individual tested for COVID-19:  

1. When an individual tells you, as their support worker, that they have 

symptoms of COVID-19, the first thing you need to do is to help them isolate 

somewhere safely. If you need help or advice about how to do this, please 

contact:  

• the Norfolk Outbreak Management Centre, by emailing 

phnorfolkomc@norfolk.gov.uk.  

• the Suffolk County Council Public Health Team if you are based in 

Waveney / Suffolk, by emailing COVID-19@suffolk.gov.uk.  

   

2. Only support workers can refer an individual for a test, so you must complete 

the referral form for the COVID-19 screening for Vulnerable Adults Pathway, 

which is attached to the end of this toolkit. Please include any specific needs 

or risks the individual may have, for example if they can’t be seen alone and 

in which case who would be available to support the person doing the test. 

You should include your phone number as their support worker and email the 

completed form to carehomecovidscreening@nchc.nhs.uk.  

 

3. Norfolk Community Health and Care will contact you as the support worker 

within 24 hours to book a test. Unfortunately, the service will not able to give 

you a specific time for the appointment, but they will tell you whether it will be 

in the morning or afternoon.  

 

4. While waiting for the test to be carried out please reassure the individual and 

explain that it is important to help prevent the spread of the virus.  

It would also be very helpful if you could talk to the individual and write down 

who they have been in contact with for the past 72 hours, including the 

contact details of people they have spent time with if possible (those they 

have either had direct contact with or they have been within two metres for 

more than 15 minutes).  

If the individual you support tests positive for COVID-19, this information will 

help NHS Test and Trace and local public health colleagues reach others who 

need to isolate and get tested. Please note they would not give the name of 

the individual who has tested positive when contacting them. 

 

5. As their support worker, you will need to be present when the individual has 

their test. Following the test, please can you help the individual continue to 

isolate until they get their results. Please contact 

mailto:phnorfolkomc@norfolk.gov.uk
mailto:COVID-19@suffolk.gov.uk
mailto:carehomecovidscreening@nchc.nhs.uk
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phnorfolkomc@norfolk.gov.uk (in Norfolk) or COVID-19@suffolk.gov.uk (in 

Suffolk) if you need help with this. The testing service will contact you as the 

support worker with the test results.  

 

6. If the individual you support tests positive: Please continue to support the 

individual to isolate. As above, in step five, please ask for help if you need it. 

NHS Test and Trace or the local public health team will ask you to share with 

them the record you created of who the individual has been in contact with 

(step four above).  

 

If the individual you support tests negative: Please give advice about 

keeping safe and advise the individual to seek support if they have any further 

symptoms. If the test is negative, they still have symptoms and need medical 

support, advise the individual to contact their GP practice, 111 or a suitable 

alternative NHS service.    

 

Frequently asked questions about the COVID-19 vulnerable adults testing 

pathway 

Q. There is a concern that the testing service cannot be more specific about 

the testing appointment time so more chaotic clients will still find it difficult to 

make the appointment even with the support of a worker.  

A. The team will look to be as specific as they can be - we have to stick with 

morning/afternoon to help manage expectations, but where the team are able to be 

more specific they will be.  

Q. Can you confirm that the pathway is for anyone in supported housing? For 

example, all the schemes funded by Norfolk County Council as well as any 

supported housing schemes funded through Housing Benefit (mainly people 

with learning disabilities or mental health conditions)?  

A. Yes, but only for those that would be unable to access or be supported to attend a 

drive-through testing site.  

Q. Can individuals still go into temporary accommodation while they are being 

tested or waiting for a test result?    

A. This is a question of a risk assessment by the provider, they do need to be 

following the national COVID-19 guidelines and adhering to the current government 

guidance in respect of symptomatic individuals. The testing is an offer and good 

practice, but it is not the law. We would not want to see anyone remaining rough 

sleeping waiting for a test to be done or to get their test result through.    

Q. What if people refuse to be tested?  

A. We cannot force anybody to have a test.  

 

mailto:phnorfolkomc@norfolk.gov.uk
mailto:COVID-19@suffolk.gov.uk
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What a positive test result means for your organisation / premises 

If a member of staff, volunteer or service user displays COVID-19 symptoms of a 

high temperature, new continuous cough or changes to or loss of sense of smell or 

taste, you should ask them to return home immediately and advise them to access a 

test (details in previous section). They should not use public transport or a taxi. If 

needed, please support the individual to find a safe place to isolate. If you need help 

with this please contact phnorfolkomc@norfolk.gov.uk (in Norfolk) or COVID-

19@suffolk.gov.uk (in Suffolk).  

If the individual cannot leave your premises immediately, they should be isolated in a 

room until they can leave. The room will then need to be cleaned following this 

guidance.  

If a member of staff tests positive they will be asked by NHS Test and Trace about 

any close contacts. This will not automatically be all of their co-workers, but anyone 

who meets the definition of a close contact. You should not share the identity of a 

worker who has tested positive with other workers.  

You should not allow anyone who is displaying symptoms into your premises. 

Prompts: 

• Do you operate a booking system where you could remind customers 

about this at time of booking? 

• Do you have visual prompts such as posters displayed that can increase 

awareness of symptoms? 

• Can you identify a room where a person with symptoms could isolate, if 

needed? Keeping this room as clutter-free as possible will help with the 

necessary cleaning. 

 

In the event of a positive case or outbreak 

It is possible that someone who has visited your organisation or premises may test 

positive for coronavirus. Where there are two or more people who test positive in a 

short space of time linked to your setting, this may be identified as an outbreak. 

If this happens, Public Health England and the Norfolk Outbreak Management Team 

will be there to support you. They will conduct risk assessments, guide you with any 

action that needs to be taken and help you to communicate with other people who 

may need to know. Part of this process may be about tracing others who may have 

been exposed to the virus. 

Prompts: 

• Can you easily identify which members of staff may have worked closely 

together on any given day? Allocated work stations, staff ‘bubbles’ and 

clear rota or shift logs can all help with this.  

mailto:phnorfolkomc@norfolk.gov.uk
mailto:COVID-19@suffolk.gov.uk
mailto:COVID-19@suffolk.gov.uk
http://www.gov.uk/government/publications/covid-19-decontamination-in-non-healthcare-settings/covid-19-decontamination-in-non-healthcare-settings
http://www.gov.uk/government/publications/covid-19-decontamination-in-non-healthcare-settings/covid-19-decontamination-in-non-healthcare-settings
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• Do you have clear records of temporary, agency or casual staff? 

• Do staff know who they may have worked with?  

• If you are an offering an on-site service:  

o Who has come in 

o When they arrived (date and time) 

o A contact phone number (so they can be contacted if they have 

potentially come into close contact with a confirmed infected case)? 

• N.B. You can find a template that can be used to collect the details of 

visitors to your premises at the end of this pack.  

• Are your service users aware that: 

o You will store their details safely?  

o In the unlikely event of an outbreak, their details provided will only be 

shared with NHS Test and Trace service or Public Health and will only 

be used for contract tracing purposes?  

o Their details will only be kept for 21 days and then destroyed? 

 

What to do if you suspect an outbreak of COVID-19 

If several members of staff or volunteers are sick with symptoms that could be 

COVID-19, or if several service users have symptoms, then you might have an 

outbreak.  

Here are the three actions you need to take if you suspect there is an outbreak of 

COVID-19 amongst your staff, volunteers or service users:  

Action 1: Ensure that everyone with symptoms knows they should be isolating 

and getting a test 

Action 2: Report the outbreak to the local health protection team 

You must report any outbreaks of COVID-19 to the local health protection team, as 

you would with any communicable disease, in line with your legal duty.  

You can call the team on 0300 303 8537.  

Action 3: Inform the county council’s public health team 

Once you have reported the outbreak to your local health protection team, as soon 

as possible afterwards, you should inform the county council’s public health team.  

If you are based in Norfolk, you must do this by emailing the Norfolk Outbreak 

Management Centre: phnorfolkomc@norfolk.gov.uk.  

mailto:phnorfolkomc@norfolk.gov.uk
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If you are based in Waveney / Suffolk, you must do this by emailing: COVID-

19@suffolk.gov.uk.  

You email should indicate:   

• the number of suspected cases 

• the dates of when symptoms started  

• details of any action taken so far  

• confirmation that you have told the local health protection team.  

 

Supporting people to isolate who are homeless or who are unable 

to isolate in their normal residence  

If a service user has any COVID-19 symptoms you should urge them to isolate 

immediately. If isolation is not possible, please contact either:  

• the Norfolk Outbreak Management Centre, by emailing 

phnorfolkomc@norfolk.gov.uk.  

• the Suffolk County Council Public Health Team if you are based in 

Waveney / Suffolk, by emailing COVID-19@suffolk.gov.uk  

We would still expect you to go ahead and arrange for them to be tested.  

 

Media tips 

Any outbreak of COVID-19 is likely to attract media interest. In some cases, the 

media will play an important role in getting messages to the public, including 

reassurance or public health information. 

It is useful to have a plan in place for how you will deal with this and who in your 

organisation might lead any media response. 

 

Top tips 

Be prepared: 

• Identify the best person in your organisation to speak to the media. This 

should be someone who is comfortable speaking to the media and will be 

able to offer reassurance and confidence. 

• Plan your message – think about what is likely to be the most important 

message for your organisation and for the wider public.  

• Remind staff of any media policies and check your sign off procedures – 

this will help to prevent any delays. 

mailto:COVID-19@suffolk.gov.uk
mailto:COVID-19@suffolk.gov.uk
mailto:phnorfolkomc@norfolk.gov.uk
mailto:COVID-19@suffolk.gov.uk
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• Be aware of the latest public health messaging (available elsewhere in 

toolkit), as it will be important to reinforce these messages where you can. 

• Be alert to possible calls from journalists. Check the credentials of those 

asking for information and if you are not sure take their number, check and 

call them back. 

 

If you get a call from the media:  

• Don’t assume you know why they are calling or that they know about the 

outbreak.  

• Find out where they are calling from, who else they have spoken to and 

what deadline they are working to. 

• Take their name, number and email address and tell them someone will 

get back to them. 

• If you have a communication team or press office, contact them for 

support. 

 

How to respond: 

• Always be honest and polite. 

• Avoid denials or no comment answers – they won’t help your reputation. 

• If you can, highlight he positive actions you have taken. 

• Liaise with your public health or environmental health contacts, who will be 

able to give you advice on any health messages 

• Always remember to communicate with your staff before you communicate 

with the media.  

 

Suggested statements: 

What you will want or need to say will depend on the circumstances of the outbreak. 

An example statement could be similar to this: 

“We have had a (small) number of staff displaying symptoms of COVID-19 and they 

are currently isolating while awaiting the results of a test.  

“The safety of our staff, customers and the wider public is really important to us and 

we are working with public health authorities to make sure we are following all of the 

correct procedures. 

“This is an isolated incident and we are doing everything we can to prevent the 

spread of the virus.” (You could then give details of some of the measures taken in 

your premises to support social distancing etc and any specific actions you are 

taking).   
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Visitor log to support NHS Test and Trace  

Coronavirus is still with us, so we must all play our part to support NHS Test and Trace to help prevent the spread locally. People 

should leave their name and contact details when entering your building or premises. Please reassure visitors that their data will 

only be used for the purpose of NHS Test and Trace, that it will be used in line with GDPR requirements and that it will be securely 

destroyed after 21 days. This form should not be left in a public place and should be completed by a member of staff.  

Name Date and time of visit Mobile telephone number  Email address 
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Name Date and time of visit Mobile telephone number  Email address 
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Referral for COVID-19 screening for Vulnerable Adults Pathway 

To enable the Infection Prevention and Control team in managing the requests for swabbing 

we request that this proforma is used and forwarded to carehomecovidscreening@nchc.nhs.uk         

The swabbing team screen Monday – Saturday 09:00-17:00  

The proforma details which individuals will be prioritised as urgent and every effort will be 

made to complete testing on the same day as referral where possible. 

It is recognised that there may be some circumstances where testing requires a more 

individualised/bespoke response. If this is the case, the referrer should contact Donna Hudson, 

screening team co-ordinator, direct on 01603 272472 to discuss the situation. 

The team cover the Norfolk and Waveney area therefore on the day testing must be for 

very urgent issues only. 

Name:   

Address:  
 
Tel:  

 

NHS No: 
Address on Medical Records:  
 

 

DoB:   

Reason for swabbing:  

Does person have capacity, if no, has 
Best Interests Assessment been 
undertaken? 

 

Does someone need to be present during 
testing? If yes, please add their contact 
details  

 

Any personal safety issues for the team 
to consider?  
 
 

Yes/No  
If yes (please explain if other than PPE.) 
 

Urgency of request 
 

Urgent   
 

Routine  
 

Urgent: Requires on the day testing, as the 
individual…  

• is rough sleeping            
• has offer of accommodation dependent a 

negative test result                
• is presenting with symptoms in shared 

accommodation where isolation would 

be very difficult     
 
Routine: All other circumstances, where an 
individual could wait up to 48 hrs for testing.  

Requester details (please use capitals) Name 
Email 
Telephone 

 

mailto:carehomecovidscreening@nchc.nhs.uk

