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About us

We are storytellers - we tell stories about places
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Our
promise
to you
today

Support you in telling
your story through the
Coronavirus crisis and
beyond.
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The new lockdown rules:
what the Government's
50-page roadmap means
for you
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Welcoming Britain back:
reopening hospitality tourism businesses set out
post-lockdown plans

Hotels could be a blueprint for

the Government lockdown strategy means for
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This is a serious and unprecedented
crisis, but that doesn't mean you
should stop telling your story




Context

Global coronavirus
pandemic

UK in lockdown since
March

Many businesses
temporarily closed

Schools closed

Employees working
from home

Recession on the
horizon

Road map has been
set out for future

Your visitors
state-of-mind

Anxious
Confused

Juggling school /
work-from-home

Financial concerns
Bored

Frustrated
Cooped up
Hopeful

Dreaming of life
post-lockdown

Want to grab
normality

Your story

Making your
business relevant
and meaningful to
future visitors

(early recovery)

‘‘Half of British adults

have felt anxious

during lockdown”’ ons

Action

This is how you can
communicate your
story.




Sentiment

Source: Weekly Consumer Sentiment
Tracking on the impact of Covid-19 by BVA
BDRC, an international consumer insight
company. 18 May 2020.

Mood of the nation

Average mood on scale of one to tenis 6.7 (was 6.1 on 23 March)

53% not confident in government’s handling of the crisis
(up from 34% the previous week)

45% don’t expect things to return to normal this year

Days out UK holidays

Consumers intend to have days Intention to plan and book a
out at an attraction, but not for UK holiday at highest point
at least three months since tracking started
However there is significant Intention is these holidays
increase in intention to visit won't be taken until

country parks within next 6-months’ time or more
month

Attractions for larger groups *1in 4 people are seeking
of people (e.g. zoos) have the to engage in digital content
longest lead times (up to 6 in the next month as an
months alternative to visiting



Sentiment

Source: Weekly Consumer Sentiment
Tracking on the impact of Covid-19 by BVA
BDRC, an international consumer insight
company. 18 May 2020.

Dining Out

Brits increasingly pessimistic about when they
might be able to dine out

Spending

Income is expected to return to normal within six months

Outgoings are also expected to be higher - affecting spending

Overseas Holidays

Intention to book an overseas holiday has also risen to new high

But these are for seven months away at the earliest



Communication Phases

Early

Recovery

Recovery




Crisis
Phase = X

When you will Cancellation
re-open Policy

Alternative

Mirror government
Arrangements

advice

Check in daily with
your DMO - Visit Herts

Create a factual
statement about your
current position — P @
to include: Postpone
? 4
don’t cancel FAQs

PILLORY
BARN



Honest and

transparent

Tone of Voice

Be clear

Be reassuring
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statement
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Shop

Dear Londoners,

A5 tThose responsible for some of London s Key open spaces we are not surprised that dornng these
difficult times cur parks, green spaces, towpaths and riversides have become a vital part of our
national response 1o Coronanirns

When Tor many vears London s world-beating open spaces have been taken Tor granted, it s the
challemges of a pandemic which have made many people realise Just how precicus our Open spaces
are for the millions who live in the capital

We wrote to ::’ln.'ll:u”_l' at the start of April asking that wou do everyvthing vou can to help us Keep
the spaces apen. IT has not been easy, but the wast majority of those going out and about I‘_n.-_
tollowed the rules and plaved their part - along with our dedicated stat? - 10 making sure that there
nave Deen places where people can g0 out Tor ther dally exercise

Mow we have reached a new phase and from today some elements of what you can do autside sl
change. However aur message remains the same - please respect any regulations in place at the
apen spaces you visit - we Can only Keep our parks and green spaces open I you continee o help us

Social distancing remains - keep two metres apart trom pecple outside your household, Sitting
outside 15 allowed - but again keeping vour distance from those not in o your housenold. 1t might
o that on occasions those working hard to keep these spaces open will ask peogle to move on as
areas are getting oo crowded, please respect that and be Kind 10 your response as they are only
doing their ob to keep open spaces safe. We ask vou 1o support us so we don't nsk losing these
opportunities

Try To stay lacal it you can. 1T vou do need o travel To enjoy open space ["IL"'I consider it it 1

absolutely necessary, It could put unmanageable pressure on our Car parks and public transport

T =ensible cholces are not made. Finally, at the places wou vIsit ook out for i r:Ir”n:l'.lil'l on 'what

Ta-_ lities are apen and closed and how they should Be used, such as those that might allow Himited
""t_'\- activities

It 15 not difficult to help us t 15 a guestion of being alert and sensible, looking out for information,

stening o advice and doing the wsual respansiole things such as taking wour litter home and
seeping vour dog under control. Please also respect those living next (o our open spaces and
alangside our rivers and canals

Qur teams are working |";|I"" because we know now important 1T1s Tor everyone that the great
autdoars 15 accessible o everyone in London - and we are proud to be part of that effort

For more information on wsing London's cpen spaces please visit https:fwww. london.gov.uk/
coronavirus/social-distancing-guidance/london-parks-and -green-spaces-covid- 19-guidance

Yours,

Aark Camlay Shaun Dawson Tany Leach Aredrew Scattergood Richard Parry Salin Buitery
Exerutive Oirector Chief Exscutive ef Exeois hief Exerutive Chief Execulive  Durector, Open Spaces
Parke ard Verw Denartmert
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“There’s always room for a story
that can transport people to
another place”




What
NELGE
a good
story?

PILLORY
BARN

S,

Characters

Engaging
Content

& |

Setting

Purpose

Beginning,
middle, end

13



Establishing and communicating
your new normal

e Changes to offer
e Timed entry &
e Special hooks - pricing / offers
e Safety measures

* Meeters and greeters

e Code of conduct

14



Why tell our story
when we're not
open for business?

e Remind people you exist! e Reassure them of what you are
doing e.g. upkeep of venue:

» Stand out amongst competitors gardening, decorating

e Give them a taste of what they

. * Provide information e.g.
are missing

on booking cancellations

e Make your destination top of

e Reassure them of plans for safet
their wish lists P y

when you reopen

e Show you are still operating -

: : : : * Manage their expectations — the
e.g if you're selling online

experience may be different to
the one they are used to

Early
Recovery

15



How
do you
tell our

story?

l Comms Quick-wins
available as a download

PILLORY
BARN

Signage at
your venue

Social Media
& Influencers

Emails/
Newsletters

Telephone/
Voicemail

16



What
should
you

] g ?

Example messages for your content:

“We're missing you but stay in touch”

“We are getting ready to welcome you”

“This is what is going on behind the scenes”

“These are our safety measures”

PILLORY
BARN

Inform:

* We're closed
e Cancellation policy

* We're getting ready to
welcome you back

e We're deep cleaning

» We're adapting how we
do things

Inspire:

e Experiences over things
 Buying local

e Education

e Activities — at the right time
* Food and drink

e Protecting our world

Educate:

* History

e Facts and stats

Engage:
* Ask people to post their photos

of previous visits

e We're getting some new items
in our shop — what would you
like to see?

17



?
WhO S . COVID-19

- Studio closure message (CORONAVIRUS)

- Easy to find on website

* Informative

Last o pulited Thawsabin M™ Moy

VISITOR INFORMATION

In acvocdanoe with Government gasdedines. Warner lires Stadio Tour Londos -« The Malang of

/_ Harry Potter is temporarnily closed.
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@ Hﬂr)’Pﬂnff THE EXPERIENCE WHAT'S ON PLAN YOUR VISIT " ONLINE SHOP : BUY TICRETS

For the well-being of ouer stafl we huve taken the decivon 1o dose our onaite Visstoe Servioes
centre with the team migrating 10 off-site working. As a resulk of this we apologise that we are
4 urable to take calls, Our Vistor Services team is able to refund vour bookang withow the need 10

speak o yoms directly, this will be peooessad sutomatically and there is 0o need L contact ws

- .. ! p
D I S C OV E R I | I E F I L M M A w N G We are currently working 1o refund all outstanding bookings for visits between 1% June - 30/
- x M G I CI : Jame inclusive and are prioritising these in order of visit dace. AT refunds for bookiags during
A s this perod will be processed by the 5™ June, please then allow 5-30 days for this 10 appear 50

A N C . | the sccount used when bookong. Refundx are processeed satomaticaly, you do sct nead to
" Tt v Potte o y
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MUST OF DOORLD i ADVANCE

COVID19 (CORONAVIRUS) MAGIC AT HOME
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Meet Artur the Armur Leopard LIVE at The Big Cat
Sanctuary!

Tag any big cat lovers & share this video! & %

[~
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« Exclusive behind the scenes
message

* Video content

* Reassuring and respectful of
coronavirus measures — team
member is wearing a mask

19
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* Teases a visit

ol EE WiFiCall 14:15 < 73% @) o' | EE WiFiCall & 14:19 < 73% @)
HOMEFARMGLAMPING ° EVOCBtIVE SOPWELLHOUSE
homefarmglamping ¢ Engaglng sopwellhouse
Elstree

' EE WiFiCall & 14:15 < 73% @™ )
HOMEFARMGLAMPING

One of the very few positive things to come out of
‘lockdown’ is the greater appreciation we all have for
the wildlife that'’s all around us. You don’t have to
travel far to reach it. .

Although our family has been here for hundreds of
years, we never tire of its natural beauty - the sights,

sounds and smells. Q? Q V m

And for those living around north London, Home
Farm is on your doorstep too. We're well inside the
M25 and only 15 miles from Marble Arch, tucked
away on private green belt land near Elstree, with 150

5,949 views

sopwellhouse Just thought we'd share a small clip of
our indoor / outdoor hydrotherapy pool. It's best with
the sound on... #Relax #Momentofcalm

acres of private meadows, lake and woodland to
explore.

Qv - N

6 likes View all 47 comments
19 May

#MentalHealthAwarenessWeek2020

homefarmglamping Your first stop out of London
into the Great British Countryside.

We can’t wait to welcome everyone to Home Farm
from 4th July. 2 nights midweek in July and August
start at £120 per couple or £180 for a family of four. sopwellhouse

n Qa B O A~

@ Q O O While life starts to pick up pace, we're here to help
()] slow you down. Children can safely roam free, make
new friends and let their imaginations run wild. Relax
in front of your tent. Go for walks together around
the private lake. Explore our private “100 Oak Wood".
Escape the city. .

Check availability at www.homefarmglamping.com
(link in bio)
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Teasing &

Tantalising

13:46 o EET 13:46 < 78% @m)
HATFIELD_HOUSE HATFIELD_HOUSE

‘ hatfield_house

\/

* Shares a signature
cookie recipe

* Positive

* Enjoy a taste at home
message

Qv N

76 likes

hatfield_house How stunning is this enamelled

butterfly pendant from @fionaraejewellery ?
Fiona Rae has been making jewellery in the grounds O Q V m

of Hatfield House for over a decade and holds a 83 likes

Royal Warrant from the Prince of Wales. Her shop ) ) )
located in The Stable Yard is currently closed but she hatfield_house Are you looking for a new baking
is still accepting orders and appointments via her activity? This perfect picnic or tea-time treat will
website satisfy any cookie monster! Try this new recipe

created by our friends at The Coach House Kitchen -

n QA # O & n Q B O A~
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Respect. Protect. Enjoy

Visit Hert's consumer messaging campaign to let people enjoy the county in a
safe and responsible way

Ly

H#RespectHerts

#ProtectHerts #EnjoyHerts

* Respect the wildlife * Protect yourself and others * Enjoy getting off the beaten track
* Respect our local * Protect the landscape * Enjoy our beautiful beaches safely
communities * Protect the environment * Enjoy supporting our local
* Respect any specific businesses
guidelines

Enjoy taking photos of your
surroundings

Respect, protect, enjoy.

We know that following the new and updated guidance from the government, allowing

wider access to our beautiful outdoor spaces, you'll be keen to get outside and blow

The Visit Herts
campaign page
has sample copy,
sample social
media content,
sample images

to support its
S



ma kin g th e Key comms channels

for reopening

announcement

* Social Media
* Your website
* Media

i gumn B




Crisis communications:
preparing for the wors

What is the crisis?

Who does it affect? What will they be thinking now?

ally -

What steps have you taken?

 Redundancies
* Closure

What should you have done?

What are you doing now / will you do? * Reduction of service
« Change of opening times

Think about if it happens again, what then? * Local Covid19 outbreak

24



YOur sto ry Your communications:

the next chapter

®
yo u r a u d I e n ce G While communicating through a crisis may

appear daunting, communicating a strong
narrative will engage customers and benefit

yo u r ' a n n e s your business as we head into recovery

Test if your communications are working -

look at social media statisitics, which pages
of your website are popular

Give them more of the same or change it up

your communicalions

Review and adapt to your audience

HOCAL NORTHERN

NATIONAL EUROPE

REGIONAL

e Above all, keep communicating!




Your questions



