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Objectives 
• Explore the communication challenges 

facing domiciliary care 
 

• Find out what to do when something 
goes wrong 

 
• Telling the positive story about the 

great work that you do 
 
 



 

 
Discussion 

What are the challenges you face? 



 

Media analysis 

In the last 6 months, domiciliary care / 
home care has received 116 mentions in 
UK national press. 
 

   



 

Media analysis 
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10 most common topics in national media press Breakdown of newspapers writing about 
domiciliary care 

 

The Daily Mirror / Sunday Mirror The Times

The Telegraph The Observer

Daily Mail The Independent

The Daily Express The Guardian

The Sun Sunday Express

The most common topic of these was domestic politics 
affecting the sector, largely funding-related issues and 
inspections throughout the care sector. 



 

Media analysis 



 
Discussion 

What are the best things you do? 



 
Discussion 

What is the worst question you  
could be asked by a journalist? 



Crisis Communications 

 
 

 

 



Crisis Management And The Health And Social 
Care Sector 

 

•Crisis management can be triggered by a 
wide range of situations 

• The media can make or break a care provider 

• The confidence of service users or their 
families can be destroyed by a badly handled 
crisis.  
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How Might Media Coverage Become A Problem 
For You? 

•Very often media coverage is a consequence of a 
regulatory or legal intervention 

•Undercover infiltration 

•Off-the-record approaches to media 

•Changes in what you do 
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How to Prepare Before a Crisis Occurs: 

Before you have a problem with the media  

or the community build strong relationships: 

•Know your clients’ families 

•Know your local Councillors 

•Know your local MP 

• Engage with your community 
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How to Prepare Before a Crisis Occurs: 

Media specific: 

•Be known to your local media 

•Be co-operative when the media contact you 

•Have prepared information on your business 
ready to use for media enquiries 

•Have an established plan for dealing with media 
enquiries 

•Never, ever, ever say “no comment” 
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So What Can You Do To Protect Your Business/ 
Organisation? 

 

• Set up an emergency response team 

•Predict the likely scale of media interest  

• Launch tactical press operations 

•Provide emergency media training 

• Implement media relations plans…… 

• Think like your audience …. 
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So What Can You Do To Protect Your Business/ 
Organisation?  
 

• Implement media relations plans-  
•Press conferences/statements  
•Positive feedback 
• Journalist contact programmes 
• Take advice 
•Always get the full facts before public comment 
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So What Can You Do To Protect Your Business/ 
Organisation?  

 

• Monitor events 

• Provide ongoing briefings to key stakeholders 

• Recognise the importance of families 

• Join up with agencies to present a united front 

• Be aware of what lawyers can do for you 

• Above all be human in your response 
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Videos 
A bad example of how to do an interview: 
 
 The Chief Executive of the British Dental Association on 
 mercury on fillings:  
  
 http://www.youtube.com/watch?v=fq8E84PgP3g  

A good example of how to do an interview: 
 
 The President of Dominos Pizza on a YouTube prank: 
  
 https://www.youtube.com/watch?v=dem6eA7-A2I  

http://www.youtube.com/watch?v=fq8E84PgP3g
https://www.youtube.com/watch?v=dem6eA7-A2I
https://www.youtube.com/watch?v=dem6eA7-A2I
https://www.youtube.com/watch?v=dem6eA7-A2I
https://www.youtube.com/watch?v=dem6eA7-A2I


 
 

 

  
Discussion 

Your five point crisis comms action plan 



Top Tips for Dealing with Journalists 

• Establish a dedicated 24 hours contact number 

• Find out where enquiries are coming from  

• Bad press coverage is not automatic 

• Always be polite 

• Consider live interviews very carefully 

• A “public face” 

• Implement media monitoring 

 

• Never lie 



Positive PR 

 
 

 

 

Positive press coverage in national, local and 
sectoral publications goes a long way in 
raising awareness of domiciliary care, and it’s 
the value of it. 

 
Positive PR helps to inform the public about 
the choices they have for care and can help 
influence the decisions they make about their 
care, or the care of their loved ones.  

   



Positive PR 

 
 

 

 

What makes a strong positive PR story?  
 

• Relatability and human-interest 
• The readers need to be able to relate to the story and this helps to 

influence decisions about care for the readers and their loved ones. 

• Photos 
• Of the individual and their carer to demonstrate the bond between 

them 

• Of activities / outing with the carer – perhaps to the cinema or other 
community activities 

• Quotes and testimonials 
• A quote from the individual about the care they receive. 

• A quote from the carer about the care they provide.  

 

   



Positive PR 

 
 

 

 

Examples of positive PR stories 
 

Awards 
• Domiciliary carers being nominated for, and winning 

awards, is a great opportunity to demonstrate the high 
standard of care which is provided in your sector. 

 

Celebrations 
• Individuals celebrating birthdays, Easter, Christmas etc 

with their friends, family, the local community and their 
carers 

 

 

   



 
 

 

 

 
Discussion 

What does the sector need  
to do together to improve? 


