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Operation Shield 

1. Following the outbreak of Covid-19 in the UK, local authorities were directed to set 

up local hubs in order to provide support to ‘Operation Shield’ residents in their area 

who were clinically vulnerable and required to isolate for a period of 12 weeks.  

 

2. Initially the priority was for each hub to receive government food allocations and 

distribute them as an emergency effort in the first week of isolation and this was 

successfully completed. From week 2, a government organised distribution process 

began, with food parcels being delivered by food wholesalers direct to the doors of 

Operation Shield residents who had requested support with access to food.  

 

3. Local hubs were also asked to act as a data hub where information relating to the 

shielded group would be regularly sent for local consideration and action. The data 

received is a daily report on those shielded residents who have registered for support 

as well as a list of shielded patients directly identified from NHS data, provided on a 

regular basis.  

 

4. Councils are being provided with the following data to help them identify, contact, 

and support those who have been advised to shield; 

 

i. NHS Shielding Patient List - patient data on clinically extremely vulnerable people 

who have been asked to shield  

  

ii. ‘Incoming’ registration data from the gov.uk website and 0800 telephone number, 

on the registered support needs of a clinically extremely vulnerable person (food and 

basic care)  

  

iii. Food delivery outcomes data from the wholesalers who deliver food packages to 

those who have requested support with essential groceries  

  

iv. ‘Closed’ (unanswered or inconclusive) contacts data on people on the Shielding 

Patient List who have not yet registered their needs and with whom we have not 

been able to make successful contact with because of non-response or inconclusive 

calls 

 



5. The data provided has been cumbersome to work with, with a significant need for 

data cleansing on a regular basis. However, once that cleansing has taken place, the 

BCP local hub has been able to use the information provided to proactively contact 

shielded residents to check on their welfare and provide direct assistance through a 

dedicated helpline and volunteer hub. There are 16,300 patients on the BCP NHS 

Shielding Patient list and 6,000 BCP residents have registered for assistance through 

the government website or helpline. All 6000 residents have been contacted and 

assessed though the BCP local hub arrangements and daily reporting arrangements 

enable contact to be made as registrations filter through. At the time of writing this 

report a data cleanse of those 16,300 NHS shielded patients is taking place in order 

to target proactive contact to those who have not yet engaged.  

 

6. BCP Council has also set up a process whereby those shielded residents who we 

have not been able to contact, are visited by a member of staff in order to directly 

check on their welfare. To date over 100 visits have taken place. 2 residents were 

found to be in immediate need of assistance and appropriate safeguarding 

arrangements were made. All residents who have been contacted have been 

extremely grateful for the approach from the Council to check on their welfare. 

 

7. The ongoing requirements of Operation Shield are not yet clear, but scenario 

planning work has taken place with local hub leads in order to support consideration 

of a sustained programme. In addition, MHCLG Guidance issued on 19th May 2020 

asks local hubs to support the initiative by providing outcome information for all NHS 

shielded residents. The information we are required to report on is broken down in to 

three themes; 

 

a. Wholesaler food delivery follow up 

b. Unanswered or Inconclusive contacts 

c. Basic care - the term ‘care’ incorporates a range of support, including Social Care 

(e.g. Adult Social Care or Children’s Social Care); basic care (e.g. domestic and 

personal support); and well-being (including social contact).  

 

8. At the time of writing this report, the Community Resilience Response team were 

considering the detail of this new guidance and undertaking data cross referencing in 

order to establish how much reporting of historical contact is achievable and how 

many additional pro-active calls and welfare checks  are required as a result.  

 

Together We Can Partnership 

9. In addition to the Operation Shield work, BCP Council took the decision to set up a 
response cell which would focus on Community Resilience and Response, reporting 
into the Council’s Corporate Incident Management Team. A partnership group was 
established on 19th March 2020 including representatives from public and voluntary 
and community sector organisations with the purpose of providing co-ordinated 
community leadership and appropriate support in response to issues related to social 
distancing, self-isolation and impact of COVID 19 on communities and vulnerable 
groups. The work of this partnership quickly developed in to several priority 
workstreams; 

 



a. Dedicated Helpline and Volunteer Hub 

b. Access to Food 

c. Communications 

d. Community Development Projects 

e. Local Business Support 

f. Financial Resilience 

 
Dedicated Helpline and Volunteer Hub 

10. BCP Council launched a helpline operating seven days per week from 8am to 8pm 

on 27 March 2020. The helpline is accompanied by a volunteer hub which, in 

partnership with our Community Action Network, created a volunteer workforce of 

2,500 participants at rapid pace specifically deployable to our communities as a 

response to the crisis.  

 

11. The service responds to calls for assistance across multiple support areas, as well as 

making proactive calls to the Operation Shield cohort within the BCP area - 

assessing need and providing assistance by signposting, providing advice or directly 

deploying a volunteer to assist.  

 

12. As at 20th May 2020 a total of 10,715 requests for support have been made through 

the helpline and an accompanying webform. 69% of all calls are dealt with at first 

contact, with our call centre either providing advice or signposting. However, 31% 

have required further assistance, equating to some 3,321 cases being supported by 

a second-tier call centre arrangement. Of these cases, over 1,300 volunteers have 

been directly matched to vulnerable residents to support them with shopping, picking 

up prescriptions or simply being a person to be in touch with given the isolation of 

their situation.  

 

13. In addition to the responsive nature of the helpline, the service has proactively 

contacted 6,000 Operation Shield residents to ensure they are safe and well, able to 

access food, prescriptions and other essentials, and to consider whether they would 

benefit from the support of a volunteer to tackle any loneliness and wellbeing issues.  

Access to Food 

14. The partnership has been able to support local foodbanks and community fridges to 
sustain supply and through our volunteer hub, we have been able to allocate 
volunteers to support their critical efforts.  

 
15. Weekend emergency hubs to provide food parcels were quickly established using 

unwanted Operation Shield parcels and foodbank stocks to support residents with 
urgent food supplies delivered direct to their doors. Partnerships with FareShare and 
other initiatives such as local WhatsApp groups were set up to support the 
redistribution of bulk food donations. 

 
16. A new partnership forum has been developed to connect food charities and 

community organisations to maximise the benefit of the resources available. Rapidly 



deployed video-call technology facilitates 80 groups joining regular co-ordination 
meetings, tackling hidden hunger and providing resilience.  

 

Communications 

17. Critical to this work has been our communications workstream where considerable 

effort has been committed to ensuring that messaging was widely available to ensure 

promotion of the services and initiatives available through the partnership. The 

#TogetherWeCan brand was developed in the early stages of the partnership and a 

range of digital and offline assets were created at pace. The brand has been applied 

consistently across council platforms, including website and social media.  

 

18. In addition, communications activities have supported the recruitment of volunteers, 

the production of targeted postcards for home delivery to residents over the age of 

70 and living alone, along with a further 30,000 postcards and posters hand delivered 

by Councillors and volunteers to their local area, with data-driven insight to assist 

targeted distribution. Assets have also been targeted to social housing, sheltered 

housing, GP surgeries, shops and pharmacies. Free digital advertising on almost 50 

bus shelters across the conurbation was secured to amplify awareness and promote 

#TogetherWeCan, and a partner briefing pack was produced and distributed via 

‘warning and informing’ networks.  

 

19. A dedicated microsite was developed, structured around getting involved, accessing 

help and a range of wellbeing content. This continues to be updated daily. All 

marketing and social media consistently shares the #TogetherWeCan brand, linking 

to relevant web content for accessing help, sharing success stories and encouraging 

wellbeing activities. The workstream has also managed the communication flow to 

businesses in creating awareness of opportunities for resilience, advice and funding. 

Community development projects 

20. Over 100 sets of information and resources have been identified and collated under 
themes including arts and crafts, education and learning, diversity, health and 
wellbeing. 

 
21. We have identified key vulnerable communities to support, including the socially 

isolated, Gypsy and Traveller communities, those whose first language is not 
English, the digitally isolated, and projects have been developed to engage with 
those communities.  Community Equality Champion Network meetings are held with 
a diverse range of communities to ensure they can raise any issues within their 
communities with us. 

 

Local Business Support 

22. A specific email address was set up to support the co-ordination of corporate offers 
from local businesses. 

 



23. This has supported appeals for food and PPE, which both the council, local care 
providers and charitable organisations have been able to benefit from. A specific call-
out for donations of laptops and mobile phones was successful enough to allow 
Citizen’s Advice to be able to recruit more staff and volunteers to provide their vital 
service for our residents from their homes. 

 

Financial Resilience 

24. Partners who provide advice to the public have come together to consider the 
response to the financial impact of Covid-19. A single point of contact is being 
pursued and will be supported by volunteers. Online resources have been developed 
and specific initiatives around Fraud Awareness and scams have been delivered.  

 
Voluntary and Community Sector  

25. The response to Covid 19 from the voluntary and community sector, as well as from 

local residents who have come forward as volunteers, has been astounding. Local 

groups have formed, or extended their existing efforts in order to come together to 

support the most vulnerable people in our communities.  

 

26. The Community Action Network (CAN) has been the central point of co-ordination 

across BCP, providing a pivotal role through the Together We Can partnership as 

well as maintaining their work in supporting the voluntary and community sector at 

this most challenging of times.  

 

27. Support for accessing funding has been crucial for local good causes at this time. 

CAN and the BCP Communities Team have been supporting multiple local 

organisations to apply for funding in order to support their activities. In addition, the 

council took the decision to focus our local grant fund generated by the BH Coastal 

Lottery, to ensure that community organisations responding to Covid 19 were 

prioritised for funds available.  

  

28. There is no doubt that Covid 19 will have created a challenge for the voluntary and 

community sector, and that as we move to recovery, the need for the support of the 

sector in our local communities will become more pronounced. CAN are currently 

reaching out to BCP voluntary and community sector  organisations in order to 

understand the impact of Covid 19 on funding, sustainability and future direction and 

following this, BCP Council is seeking to develop a Voluntary and Community Sector 

Strategy.  

 

Future Considerations 

29. We now need to balance response with recovery, accepting that the shielded 

population may remain so for some time yet. Alongside this there is the recognition 

that the new normal our communities emerge into is very different to the one we left 

behind.  

 



30. As a new council in its formative stages, the pandemic delayed a number of pieces of 

work around the development of a community engagement strategy, community 

regeneration strategy and the development of a community and voluntary sector 

strategy. However, the community and voluntary sector response which we have 

experienced during this time of crisis has enabled us to unlock community resources 

which we may never have known about prior to this emergency. What we have learnt 

and developed will greatly influence these key pieces of work and they will be far 

more robust and inclusive as a result. 

 

31. The sustained provision of the helpline and local hub service is currently being 

considered in order to ensure that we can continue to deliver as staff who were 

redeployed to this work return to their substantive posts. In addition, the newly 

published guidance referred to in para 8 requires urgent consideration of the ongoing 

resource and operational requirements for this service.  

 

Summary of financial implications 

32. None 

Summary of legal implications 

33. None 

Summary of human resources implications 

34. None 

Summary of sustainability impact 

35. None 

Summary of public health implications 

36. None 

Summary of equality implications 

37. The TWC helpline was established with a view to ensuring our most vulnerable 
residents receive the support they need in times of crisis. Resources have been 
developed and collated in a number of sources to ensure they are accessible to 
as many sectors of the community as possible. We have engaged with 
representative groups such as Dorset race Equality Council, Dorset Blind Society 
and others to reach out to our diverse communities. The Community Equalities 
Champion Network identified a number of issues around access to information for 
diverse communities which is now being addressed. We will continue to review 
and monitor the situation through our networks as well ensuring we access 
communities who we are not currently engaged with. 

Summary of risk assessment 

38. A detailed risk log is maintained as part of the overall project management of the 
community resilience response. The main risks have centred around 
safeguarding for volunteers and residents, ensuring our most vulnerable 



residents are aware of the support that is available, our approach to those we 
have been unable to contact and the ongoing staffing of the resource. 

Background papers 

None 

Appendices   

None 


