
Elected Member Briefing Note 
Sheffield City Council - Coronavirus community support 

Background 

National context 

The Government has launched a national scheme for circa 1.5m individuals who they have identified 
as being vulnerable and who they are contacting about needing to be in isolation for 12 weeks.  
Sheffield City Council has been engaged in these discussions via the Local Resilience Forum (LRF).  
The scheme will supply the direct delivery of food, medicine and other essential supplies using 
national providers.  Those who need support will get a national package of basic food (ambient, not 
dairy or fresh meat) and household essentials directly to their homes.  They are expecting up to 
supply 440,000 boxes per week at the peak - starting with 50,000 boxes in the first week.  

Sheffield context 

A group of senior officers have been working on this plan and the role the council should take in 
facilitating a broader community based response, the key elements of which are: 

 How we identify individuals not part of the Government scheme or Social Care but still in 
need of some support that cannot be provided by family or friends.  

 To use our specialist knowledge of the local and regional communications landscape to 
ensure we are facilitating effective two-way communications with target groups  

 SCC’s role being to harness and help facilitate community action through appropriate 
logistics, but also to provide assurance and safeguarding: a trusted service  

 To connect offers of help and asks from individuals using corporate contact centre to 
facilitate this  

 Investigate whether a digital platform for city is possible using private sector offers of 
development  

 Linking to local ward members in their community leadership role  
 Harnessing existing Voluntary, Community and Faith Sector (VCF) capacity including the 

existing Voluntary Action Sheffield’s (VAS) community hubs 
 Making use of local business and the various offers of support already made 
 Considering the use of SCC’s own transport where available but also consider offers from 

business where needed for capacity or resilience  

How it will operate 

Callers will be invited to call the generic 0114 2734567 SCC Customer Contact number where they 
will be presented with a range of front-end options as now.  However there will now be one clear 
option for people with enquiries or needs relating to the current Coronavirus situation.  When 
people pick this option they will be put through to a team of advisors who will triage their need.  The 
customer contact team will be based at the current Contact Centre site in Howden House. 

Where individuals are already known to Social Care they will be referred to these services for any 
specific requests for support.  It is envisaged that some issues will be resolved during the call by 
providing information or connecting directly to other services, however there will be cases where 



the contact centre team will need to make an onward referral or seek further advice and guidance 
(senior management support from the Communities team will be on hand to advise).  The 
expectation is that many calls will be fielded to local community hubs for action.  This is by no means 
a definitive list but our broad planning assumptions are that that many enquiries will consist of: 

 Calls from people who need to clarify the vulnerable list arrangements implemented by 
Government; 

 Calls about food need (either within or outside of the vulnerable list arrangements) 
 Calls from people unable to collect food that is being left for them 
 Calls around the need for social care contact for the isolated 
 Calls around needing financial help or support 

However the first few days of operation will give some greater clarity around the types of calls that 
we can expect to receive.   

Details of calls will be entered onto the existing Council Customer Relationship Management system. 
This will enable progress to be monitored and will give some clarity around when a need has been 
met and a call can be closed. 

The service will initially be staffed using the existing Contact Centre staffing cohort and operate 
8.45am to 4.45pm Monday to Friday. Demand will be monitored on a daily basis and plans to scaling 
up arrangements are already being drawn up, including bringing in personnel from other SCC 
services. If demand requires it we can consider extending the operation of the helpline to a 24/7 
operation.  

Local Community Response Teams 

The Local Community Response Team (LCRT) will be multi-agency and provide a co-ordinated 
response to communities at ward level.  It will work with volunteers to support individuals where 
there is a need for shopping, befriending, medicines etc. It will also co-ordinate offers of help from 
local businesses and groups and support others groups such as Food Banks in the Locality. These will 
be ’virtual’ teams working through a technology infrastructure.  These will currently be allocated by 
Local Area Partnership (LAP) Boundary.  

The Response Teams will be supported by an SCC Central Team, co-ordinating Communications, 
Legal and Financial advice and guidance, IT, Data and intelligence (to identify need and demand).  

The Incident Management Group will provide strategic overview, enabling the Teams to work at 
capacity and respond to escalated issues. 

This is a first response to the issues as they are currently presenting but will flex and adapt as 
required as the situation changes and different issues present themselves.  

The Core Local Community Response Team: 

There will be the following: 

 Lead SCC Manager  
 SCC Community Support Officer 



 SCC Community Support Workers 
 Local ward members 
 Local Voluntary sector Reps 

 
The lead manager will be the local contact for the council and link with the Communications Service 
and ensure any relevant information is communicated at a local level and feed in any community 
issues.  The team will coordinate the local offer. 

Officers will work with members on a ward level basis to ensure they all receive relevant information 
and feed any issues they may have through to the Locality Lead Manager. 

Other SCC advice and support will be available to the teams and representatives from those teams 
will be invited into the virtual team as and when required. 

The VCF reps will use the mapping exercise undertaken by VAS and will ensure a local base, for 
intelligence work to recruit volunteers.  The SCC local officers will work with the VCF locally to co-
ordinate the local offer. 

The communications service will work with all these teams, supporting them to provide coherent 
communications to all target groups, in line with the SCC Covid-19 communications strategy. The 
service will also ensure community support communications are consistent with and complementary 
to the large amount of whole-city communications work which is also happening.  

The Teams will work with and have relevant contact lists for other key public sector partner agencies 
for example:  

 South Yorkshire Neighbourhood Police 
 South Yorkshire Fire Service 
 Schools 
 Health 

 
Representatives from these teams will be invited to join the virtual Team as and when required. Any 
intelligence from these partners will be collated and communicated locally by the SCC Lead and 
centrally when there are city wide issues.  

The Central Team will work with the citywide Voluntary and Community Organisations: For example  

 VAS 
 Citizens Advice Bureau 
 Age UK 
 Shelter 

Any citywide information/issues will be collated and communicated to the local teams where they 
affect or support the local offer 

The Local Community Response Team Pathway 

Contact Centre: 



All calls will be routed via the Contact Centre, the contact Centre will then route the 
enquiry/request to the Local Community Response inbox or call a nominated Locality 
mobile. The Local number will be available to all partners in that locality. 

Local Community Team Inbox: 

The inbox will be monitored in normal working hours and the existing out of hour’s provision 
will remain in place.  

Key principles 

 To ensure that individuals are kept safe and well and supported through this time 
 To coordinate the provision of multi-agency support that is accessible and meets the needs 

of individual/ families 
 To co-ordinate support for community organisations e.g. Food Banks 
 To provide clear and effective two-way communications with target groups. 

 
Governance and Monitoring 
 

 This will be through Incident Management Group and other agreed escalation routes.  
Business Continuity plans will be activated and monitored. 

 The Local Community Response Team will monitor the community issues and keep in regular 
touch with the Communities Incident Management Team. They will have a daily collation of 
the issues and pass these through to the central team re any emerging citywide issues or 
additional support requirements.  

 Ward members will receive regular updates 
 Weekly updates will be given to Lead Cabinet Member (Cllr Julie Dore) and Executive 

Management Team lead (Eugene Walker). 
 VCF will be updated by Dawn Shaw as Lead Director 


