
 

Proactive Release 

The following documents have been proactively released by the Department of the Prime 
Minister and Cabinet (DPMC): 

 
Annalect Social Media Listening Reports (April 2020 – April 2022) 

 
Early in New Zealand’s pandemic response, a critical need was identified to understand how 
information provided about COVID-19 was being received and understood by the public. 
Public communications about the pandemic had to be effective to ensure that New Zealanders 
were able to comply with legal requirements and guidance on COVID-19 in order to stop the 
spread of the virus. 
  
To this end, the Department of the Prime Minister and Cabinet (DPMC) commissioned regular 
research focusing on sentiment and behaviours towards COVID-19. As part of this, in April 
2020, Annalect, the data analytics division of OMD New Zealand, which is the media buying 
agency for the COVID-19 response, began undertaking social media analysis for the COVID-
19 Group. We did not have this capability ourselves and it would not have been economic or 
timely to build it in-house. Therefore, external providers were sought. Commissioning this 
service was undertaken at pace, given the threat of the emerging pandemic in April 2020.  
 
Organisations, including government departments, have monitored social media for many 
years in order to improve the quality of information they provide to the public 
   
As the pandemic response evolved, tools such as this enabled the COVID-19 Group to be 
agile and adapt communications to address information gaps and the questions and concerns 
of New Zealanders about the COVID-19 response. 
  
The analysis compiled by Annalect helped measure the effectiveness of the Unite Against 
COVID-19 communications and public information campaign as it sought to keep New 
Zealanders informed through the different phases of the response. It enabled the COVID-19 
Group to identify if there were gaps in public understanding about restrictions and public health 
guidelines, and develop tailored communications to address those gaps. 
  
The analysis also provided valuable insights into the impact of pandemic restrictions, New 
Zealanders’ acceptance of them and their willingness to carry out COVID-19 related health 
behaviours. In this sense, the insights have been important in ensuring the safety of our 
communities and maintaining the public trust that is required for an effective response to 
COVID-19. Robust and easily understood public health information has been a key pillar of 
New Zealand’s success in responding effectively to COVID-19.  
  
In compiling the reports, analysts used the Brandwatch Consumer Research tool to observe 
prominent themes regarding the COVID-19 Response, analysing social and digital news 
content on public channels in New Zealand. 
  
The reports provided mostly high-level insights into topics of conversation around COVID-19 
online. This includes the volume of social conversation around a given topic and the sentiment 
of that conversation and how that sentiment changed over time. Annalect also provided 
analysis and commentary on the most prominent issue(s) of the week – for example, if there 
was an Alert Level change, they would analyse conversation around this. This analysis was a 
useful window into the impact of the virus and pandemic restrictions on New Zealanders. 



The reports were refined and adjusted over time to reflect the changing language, landscape 
and focus of the COVID-19 response. In most cases, this was done proactively by Annalect. 
This included the occasional updating of the topics being tracked (for example, introducing 
‘Vaccine Rollout’ when this became a relevant topic of conversation in New Zealand). 
  
The social conversations that were analysed by Annalect came from two sources. The first 
was from engagement with Unite Against COVID-19 (UAC) and Ministry of Health (MoH) 
social media channels, and the second was from content posted publicly elsewhere online, 
from news media, Facebook pages, Twitter, Reddit and other public blogs and forums in 
New Zealand, pulled via keyword searches. Annalect also reported on publicly visible 
engagement with other government pages, such as those of Te Puni Kōkiri and the Ministry 
for Pacific Peoples, in order to understand the questions and concerns of different 
audiences. 
 

The data analysed from UAC social media channels was, in large part, from publicly visible 
comments on UAC social media pages. For two periods in 2020 and 2021, Annalect provided 
a ‘Frequently asked questions’ report, summarising the most asked questions about the 
pandemic and the response online, which included an analysis of questions sent to UAC social 
media channels via direct messages. This was to understand what gaps in public 
understanding existed and what questions and concerns New Zealanders had about COVID-
19, to improve the information being provided to the public via UAC. 
  
During the initial stages of the COVID-19 Vaccine Campaign between May and August 2021, 
analysis of direct messages was also performed on MoH channels for the same reason it was 
on UAC channels, specifically for the vaccine rollout. 
 

In analysing direct messages, Annalect used ‘Sprinklr’, the system the National Crisis 
Management Centre and then DPMC used for managing its social media accounts. Annalect 
were able to generate reports from the system’s reporting dashboard to review sentiment and 
themes from comments and messages being received on the Unite Against COVID-19 and 
Ministry of Health social media channels. 
 
Annalect summarised the most frequently asked questions, and gave examples of these 
questions and others which highlighted prominent themes or issues important to the overall 
response. The analysis of these direct messages to government websites looked at overall 
themes as a guide on which areas of public health information needed strengthening or 
clarifying 
 
At no point in the COVID-19 response has DPMC or Annalect been able to monitor or review 
private conversations or messages between members of the public – nor would we have 
sought access or have means of accessing that information as part of our remit to provide 
high quality public health information about COVID-19 to New Zealanders. 
 

The COVID-19 Group acknowledges the Unite Against COVID-19 website and social media 
channels could have been clearer that communications received may be used for reporting 
purposes. A disclaimer to this effect has been added to all Unite Against COVID-19 channels. 
 
In places in the reports, screenshot examples of public-facing comments from social media 
users were provided by Annalect in order to provide context around the data and the themes 
that were being observed. Good practice required usernames to be redacted, and in later 
reports, so too were users’ profile pictures as part of Annalect’s continuous improvement of 
the reports, which involved refining of the design of the reports and introducing further privacy 



measures. Otherwise, Annalect took steps to ensure that all data in the reports was 
anonymised before it was provided to DPMC. 
  
In New Zealand, Annalect is a division of OMD and sits within OMD’s New Zealand office with 
locally employed analysts. All work is done in New Zealand, by New Zealand-based analysts. 
In undertaking this work, OMD/Annalect were required to uphold New Zealand privacy laws 
when analysing and handling information found in the public domain or through direct 
messages. Annalect analysts all sign individual non-disclosure agreements in relation to this 
work, and OMD/Annalect have their own company-wide non-disclosure agreement that 
covered this work. 
  
In their effort to support the Unite Against COVID-19 campaign by providing analysis of 
conversation online about the pandemic, Annalect made judgement calls as to what to 
provide in the reports, proactively including information they believed would be useful for 
officials to know. 
 
In a small number of reports, Annalect included information not directly relevant to the 
COVID-19 response. On occasion, this included information about politicians and political 
parties. Information not useful to the COVID-19 response was disregarded and Annalect did 
not track the social media profiles of politicians or political parties for DPMC. 
  
It may also be noted that the names of politicians and political parties sometimes appear 
highlighted in the reports. This is because they are listed in the base search query that 
Annalect uses when analysing issues and topics around COVID-19, and they happen to come 
up, from time to time, in the examples of conversations they provide in the reports. Annalect 
did not track mentions of these names for DPMC. 
  
It is important to note the primary use of the reports was internal, informing the COVID-19 
Group’s communications approach. A summary of overall themes and observations were 
sometimes included in external updates and in policy documents, but the reports were not 
provided to Ministers’ offices in full. 
  
As it approached two years since the reports were originally commissioned, DPMC undertook 
a review of the reports and whether they were still required for the next phase of the pandemic 
response. The reports were discontinued in April 2022, as the insights they provided were 
considered to no longer be required as we moved to long-term management of the virus. In 
total, 231 reports were received between April 2020 to April 2022. The total cost of these 
reports was $261,974. 
  
Some parts of this information release would not be appropriate to release in full and, if 
requested, would be withheld under the Official Information Act 1982 (the Act). The information 
that has been withheld from this document has been withheld under section 9(2)(a) of the Act, 
to protect the privacy of individuals. No public interest has been identified that would outweigh 
the reasons for withholding this information. 
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

GATHERINGS (32%)

New Zealanders continue to ask for guidance around 

hosting and attending social occasions. Major protests 

in support of Black Lives Matter in Auckland and 

Wellington prompted questions around the legality of 

mass gatherings at Level 2.

— What about play dates and sleepovers?

— Can you give me guidance for a work BBQ with 

less than 100 people?

— Was it legal for thousands of people to attend the 

rallies in Auckland and Wellington on Monday?

— How many people attended today’s protest? Was 

there contact tracing in place?

F A Q S

FAQs: May 31- June 1, 2020
Highlighting changes in the top frequently asked questions and concerns 

raised on:

– Unite Against COVID-19 Facebook page

– Public Facebook pages (news sites)

ALERT LEVELS (16%)

With only one active COVID-19 case, New Zealanders 

are asking when we will be moving to Level 1 and what 

that will look like. 

— What’s the difference between Level 1 and Level 2?

— When are we moving to Level 1?

QUARANTINE (13%)

New Zealanders are asking for guidance 

around gatherings, when are we moving to 

Level 1. People have questions about James 

Cameron and crew being allowed into New

Zealand. 

OTHER 

— TRAVEL: When can we travel to the islands?

— CASES: Which cluster is the one remaining case 

from?

— CASES: How long is a case considered active?

— CONTACT TRACING: I am having trouble

registering with the app.

News of James Cameron and crew arriving in Wellington

has prompted questions about quarantine regulations. 

— Will the air crew who have travelled with film crew 

be isolating?

— Why are film crews allowed in and not America’s 

cup crews?

— How is it ok to let people from a country into New

Zealand when we know how much COVID-19 is in 

the states?
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

What are people reading, engaging with and sharing on social media?
Analysis is based on the top 100 stories that received highest engagement (likes, shares, comments & reactions on Facebook, 

Twitter, Pinterest & Reddit in NZ). Content is categorised into themes. This measurement reflects New Zealanders’ awareness and 

interest in a topic.

E N G A G E M E N T  W I T H  N E W S  S T O R I E S

Stories about ten consecutive days of 

zero cases received overwhelming 

engagement. This indicates people are 

feeling optimistic and positive. 

With Black Lives Matter marches taking 

place around the country, articles about 

medical advice from Dr Siouxsie Wiles 

(i.e. physical distancing, wearing masks 

and self-isolating) for those attending 

amid COVID-19 restrictions received 

engagement. 

International news continued to interest 

New Zealanders on Queen’s birthday 

weekend, in particular that the Queen 

herself was seen for the first time since 

she began COVID-19 lockdown. 

C A S E S : 5 7 , 4 0 0 I N T E R N A T I O N A L : 3 , 5 0 7

Cases: 57,400

Medical: 3,719

International: 3,507

Timeframe: 3,445

Financial impact: 3,318

Quarantine: 3,270

Restrictions: 2,346

Government response: 1,149

Adapting:1,605

Enforcing: 62

Mental health: 9

M E D I C A L : 3 , 7 1 9
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

Category Definitions
We access data through keyword queries. We 

update these queries as the language used to 

describe a topic or theme evolves. In this report, 

keywords have been updated to align with changes 

in conversation we’ve observed.

Contact tracing

Health services are using contact tracing to find 

people who may have been exposed to COVID-19. i.e. 

What are people are saying about contact tracing and 

the possible use of technology (apps) to do so?

Neighbourhood watch

This category covers conversations people are having 

regarding themselves and their communities following 

the rules of lockdown.

Adapting

What are New Zealanders experiencing during 

different Alert Levels and how are they adapting e.g. 

working from home or while looking after children.

Timeframe

New Zealanders’ conversations about how long it will 

take before Alert Level restrictions are lifted.

Shopping

How New Zealanders are talking about 

supermarket/shopping etiquette and related 

conversations e.g. panic buying and price gouging.

Enforcing the rules

Conversations around the rules and regulations of 
lockdown, how they are being enforced by the 
government/police, and how the public are following 
them.

Mental health

The lockdown is an unprecedented event which will have 
large repercussions on the mental health of New 
Zealanders.  What conversations are New Zealanders 
having about their own mental health and that of their 
families and communities, how are people coping and 
what are their stresses/anxieties.

Lockdown response

What conversations are New Zealanders having about the 
government’s response, and actions, during different 
Alert Levels.

Essential services

This category encompasses conversation about essential 
workers and essential services.

Domestic violence

What conversations are people having about domestic 
violence and abuse and how are the domestic violence 
services, agencies and wider community dealing with this 
during lockdown.

Virus

This conversation looks at the virus itself. This 

may include health advice, symptoms of 

COVID-19 and number of cases/deaths in New 

Zealand and globally.

Climate change

What are New Zealanders’ conversations 

regarding climate change and the impact of 

COVID-19.

Financial impact

This broad category encompasses 

conversations New Zealanders are having 

regarding personal or business finances during 

Alert Level System and the government 

initiatives set up to support people during this 

time.

Aggression

Conversations about the aggression, abuse and 

(potential) violence New Zealanders are 

suffering from others during the lockdown e.g. 

essential workers spat on.

M E A S U R I N G  C A T E G O R I E S  O F  C O N V E R S A T I O N

S O C I A L  C O N V E R S A T I O N  C A T E G O R I E S  O V E R  A  W E E K

Data source: public Facebook pages, Twitter,  blogs, 

forums, Reddit in New Zealand. Proa
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

Sunday, May 31, 2020 

C A T E G O R Y  S E N T I M E N T `

Net sentiment of each category

There have been increases of negative

sentiment across of most categories. 

Neighbourhood watch, Lockdown 

response remained stable. Shopping and 

Mental health have become less 

negative.

Data source: public Facebook pages, 

Twitter, blogs, forums, Reddit in New 

Zealand. 

Monday, June 1, 2020 
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

C A T E G O R Y  S E N T I M E N T 9

C O N T A C T  T R A C I N G

A D A P T I N G

N E I G H B O U R H O O D  W A T C H

S H O P P I N G

T I M E F R A M E

E N F O R C I N G  T H E  R U L E S

M E N T A L  H E A L T H

L O C K D O W N  R E S P O N S E

E S S E N T I A L  S E R V I C E S

V I R U S

Categories with typically low volume 

excluded as sentiment skews. 

Please note variations in scale. 

Refer to pages 6 and 7 for category 

volumes. 

F I N A N C I A L  I M P A C T
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

ALERT LEVELS (40%)

Following the announcement about what Alert Level 1 will 

be like for New Zealand. People had questions around the 

timeline and restrictions. 

— Shouldn’t we be at Level 1 by now?

— Why do we need to wait until Monday?

— If we open our boarders at Level 1 wont we be at risk 

of a second wave?

F A Q S

FAQs: Wednesday, June 3, 2020
Highlighting changes in the top six frequently asked questions and concerns 

raised on:

– Unite Against COVID-19 Facebook page

– Public Facebook pages (news sites)

CONTACT TRACING (17%)

Some New Zealanders’ are questioning the need for 

contact tracing.  

— With such low numbers why do we need to worry 

about contact tracing?

— Why do we need an app when I can be tracked

through payments via Eftpos or credit card?

— Why doesn’t my app work when I try to scan a QR 

code?

QUARANTINE RULES (13%)

New Zealanders are interested in how the borders will 

be made safe from COVID-19 entering the country.

— Will flight crews be made to isolate?

— Can my friends/family bring clothes/etc to where 

we have to isolate when we arrive in NZ?

New Zealanders are asking questions about 

Alert Level 1, the necessity for contact 

tracing and questions about controlling 

COVID-19 at the border. 

OTHER

— EDUCATION: Is it compulsory to send your child 

to primary school?

— FINANCIAL SUPPORT: I’m an NZ citizen in

quarantine in Australia, am I able to get financial 

support?

— GATHERINGS: In a private function room, can we 

move around if distancing is maintained?
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

What are people reading, engaging with and sharing on social media?
Analysis is based on the top 100 stories that received highest engagement (likes, shares, comments & reactions on Facebook, Twitter, Pinterest & 

Reddit in NZ). Content is categorised into themes. This measurement reflects New Zealanders’ awareness and interest in a topic.

E N G A G E M E N T  W I T H  N E W S  

S T O R I E S

Following the announcement about what  

Alert Level 1 would entail for New 

Zealanders, news stories about Alert 

Levels received high engagement. 

News stories about cases continue to 

receive high engagement. 

C A S E S :  9 , 5 0 1 A L E R T  L E V E L S :  6 , 8 6 4

Medical: 5,758

Adapting: 3,335

Politics: 2,835

Timeframe: 2,465

Financial Impact: 2,341

Government response: 1,459

Travel: 807

Education: 574

Essential Services: 493

Contact Tracing: 248

Enforcing: 240

Testing: 110

Environment: 13

I N T E R N A T I O N A L :  9 , 3 8 9
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

Category Definitions
We access data through keyword queries. We 

update these queries as the language used to 

describe a topic or theme evolves. In this report, 

keywords have been updated to align with changes 

in conversation we’ve observed.

Contact tracing

Health services are using contact tracing to find 

people who may have been exposed to COVID-19. i.e. 

What are people are saying about contact tracing and 

the possible use of technology (apps) to do so?

Neighbourhood watch

This category covers conversations people are having 

regarding themselves and their communities following 

the rules of lockdown.

Adapting

What are New Zealanders experiencing during 

different Alert Levels and how are they adapting e.g. 

working from home or while looking after children.

Timeframe

New Zealanders’ conversations about how long it will 

take before Alert Level restrictions are lifted.

Shopping

How New Zealanders are talking about 

supermarket/shopping etiquette and related 

conversations e.g. panic buying and price gouging.

Enforcing the rules

Conversations around the rules and regulations of 
lockdown, how they are being enforced by the 
government/police, and how the public are following 
them.

Mental health

The lockdown is an unprecedented event which will have 
large repercussions on the mental health of New 
Zealanders.  What conversations are New Zealanders 
having about their own mental health and that of their 
families and communities, how are people coping and 
what are their stresses/anxieties.

Lockdown response

What conversations are New Zealanders having about the 
government’s response, and actions, during different 
Alert Levels.

Essential services

This category encompasses conversation about essential 
workers and essential services.

Domestic violence

What conversations are people having about domestic 
violence and abuse and how are the domestic violence 
services, agencies and wider community dealing with this 
during lockdown.

Virus

This conversation looks at the virus itself. This 

may include health advice, symptoms of 

COVID-19 and number of cases/deaths in New 

Zealand and globally.

Climate change

What are New Zealanders’ conversations 

regarding climate change and the impact of 

COVID-19.

Financial impact

This broad category encompasses 

conversations New Zealanders are having 

regarding personal or business finances during 

Alert Level System and the government 

initiatives set up to support people during this 

time.

Aggression

Conversations about the aggression, abuse and 

(potential) violence New Zealanders are 

suffering from others during the lockdown e.g. 

essential workers spat on.

M E A S U R I N G  C A T E G O R I E S  O F  C O N V E R S A T I O N

S O C I A L  C O N V E R S A T I O N  C A T E G O R I E S  O V E R  A  W E E K

Data source: public Facebook pages, Twitter,  blogs, 

forums, Reddit in New Zealand. Proa
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

C A T E G O R Y  S E N T I M E N T 9

C O N T A C T  T R A C I N G

A D A P T I N G

N E I G H B O U R H O O D  W A T C H

S H O P P I N G

T I M E F R A M E

E N F O R C I N G  T H E  R U L E S

M E N T A L  H E A L T H

L O C K D O W N  R E S P O N S E

E S S E N T I A L  S E R V I C E S

V I R U S

Categories with typically low volume 

excluded as sentiment skews. 

Please note variations in scale. 

Refer to pages 6 and 7 for category 

volumes. 

F I N A N C I A L  I M P A C T

A G G R E S S I O N
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

Level 2 description: May 6, 2020 Level 1 description: June 3, 2020

E X P L O R I N G  C O N V E R S A T I O N

Conversation about Alert Level 1 was 37% greater than conversation about 
Alert Level 2. Emotion has become more angry and disgusted due to 
increasing political discourse.  
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

TESTING (34%)

With the anticipated move to Level 1, there is increased 

focus on testing. 

— My GP won’t allow me to have another test because I 

had one 6 weeks ago. Can I get a test from another 

place?

— I am recovered from COVID-19 and my family and I

have tested negative. I would like to contact the

people who were overseeing our isolation as I have

further questions and require support.

— How do I check the status of my test?

F A Q S

FAQs: Thursday, June 4, 2020
Highlighting changes in the top six frequently asked questions and concerns 

raised on:

– Unite Against COVID-19 Facebook page

– Public Facebook pages (news sites)

TRAVEL (17%)

Questions specific to individuals' situations. Guidance 

on how to leave New Zealand are more frequent. 

— Can I have some advice on visiting a sick friend in 

Australia?

— Are our borders open to non-Nationals yet?

— I am a visitor to NZ and have a flight home booked 

in July. Will Emiraites be operating then? 

CONTACT TRACING (11%)

New Zealanders are interested in how the borders will 

be made safe from COVID-19 entering the country.

— Why are there so many different QR codes 

allowed?

— Every time I scan a QR code I’m told it’s invalid.

— I’m struggling to get a QR code for my business, 

can you help me?

With the anticipated move to Level 1, there is 

increased focus on testing. Questions

seeking guidance on leaving New Zealand 

are becoming more frequent.

OTHER

— CASES: shouldn’t the active case be recovered by 

now?

— CASES: Which cluster is the active case connected 

to?

— ALERT LEVELS: Will cash be accepted at Level 1?

— ALERT LEVELS: Will buffets be allowed at Level 1?

— CAMPAIGN: I’m sick of seeing these ads, how can I 

remove them?
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

What are people reading, engaging with and sharing on social media?
Analysis is based on the top 100 stories that received highest engagement (likes, shares, comments & reactions on Facebook, Twitter, Pinterest & 

Reddit in NZ). Content is categorised into themes. This measurement reflects New Zealanders’ awareness and interest in a topic.

E N G A G E M E N T  W I T H  N E W S  

S T O R I E S

News stories about cases continue to 

receive high engagement as New 

Zealanders are keen to be able to say 

we have no current cases. 

C A S E S :  1 8 , 8 6 1 I N T E R N A T I O N A L :  6 , 3 , 4 7 1

Travel: 2,991

Government response: 2,797

Adapting: 1,432

Medical: 567

Politics: 266

Timeline: 162

Education: 25

Enforcement: 13

F I N A N C I A L I M P A C T :  4 , 1 1 0
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COVID-19 Awareness Study  /  Confidential  / Annalect 2020

Category Definitions
We access data through keyword queries. We 

update these queries as the language used to 

describe a topic or theme evolves. In this report, 

keywords have been updated to align with changes 

in conversation we’ve observed.

Contact tracing

Health services are using contact tracing to find 

people who may have been exposed to COVID-19. i.e. 

What are people are saying about contact tracing and 

the possible use of technology (apps) to do so?

Neighbourhood watch

This category covers conversations people are having 

regarding themselves and their communities following 

the rules of lockdown.

Adapting

What are New Zealanders experiencing during 

different Alert Levels and how are they adapting e.g. 

working from home or while looking after children.

Timeframe

New Zealanders’ conversations about how long it will 

take before Alert Level restrictions are lifted.

Shopping

How New Zealanders are talking about 

supermarket/shopping etiquette and related 

conversations e.g. panic buying and price gouging.

Enforcing the rules

Conversations around the rules and regulations of 
lockdown, how they are being enforced by the 
government/police, and how the public are following 
them.

Mental health

The lockdown is an unprecedented event which will have 
large repercussions on the mental health of New 
Zealanders.  What conversations are New Zealanders 
having about their own mental health and that of their 
families and communities, how are people coping and 
what are their stresses/anxieties.

Lockdown response

What conversations are New Zealanders having about the 
government’s response, and actions, during different 
Alert Levels.

Essential services

This category encompasses conversation about essential 
workers and essential services.

Domestic violence

What conversations are people having about domestic 
violence and abuse and how are the domestic violence 
services, agencies and wider community dealing with this 
during lockdown.

Virus

This conversation looks at the virus itself. This 

may include health advice, symptoms of 

COVID-19 and number of cases/deaths in New 

Zealand and globally.

Climate change

What are New Zealanders’ conversations 

regarding climate change and the impact of 

COVID-19.

Financial impact

This broad category encompasses 

conversations New Zealanders are having 

regarding personal or business finances during 

Alert Level System and the government 

initiatives set up to support people during this 

time.

Aggression

Conversations about the aggression, abuse and 

(potential) violence New Zealanders are 

suffering from others during the lockdown e.g. 

essential workers spat on.

M E A S U R I N G  C A T E G O R I E S  O F  C O N V E R S A T I O N

S O C I A L  C O N V E R S A T I O N  C A T E G O R I E S  O V E R  A  W E E K

Data source: public Facebook pages, Twitter,  blogs, 
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Categories with typically low volume 

excluded as sentiment skews. 

Please note variations in scale. 

Refer to pages 6 and 7 for category 

volumes. 
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CASES (37%)

New Zealanders are seeking more information about cases 

and wondering about the current active case. 

— If there are 1504 people who had it and 1481 people 

have recovered, how is there only one active case? 

Where’s the other 12?

— How long already has that lone active case remained 

active?

F A Q S

FAQs: Saturday, June 6, 2020
Highlighting changes in the top frequently asked questions and concerns 

raised on:

– Unite Against COVID-19 Facebook page

– Public Facebook pages (news sites)

HEALTH (25%)

People have questions about New Zealand’s health 

system and what guidelines we are following.  

— Are you looking into the new guidelines from 

WHO re: wearing masks in public places even 

though we have no community transmission but 

as a precautionary measure?

— What has been done to strength our health 

system, how many test kits have we stockpiled 

and how much PPE do we have in the country?

CONTACT TRACING (25%)

New Zealanders are wondering why business are not 

using the QR codes provided by the government. 

— I have downloaded the NZ tracing app. I have 

been to local shops and malls in two large 

Waikato cities. Only one shop displayed the QR 

code. Why has it been ignored by those who have 

been waiting for people to return to their shops 

and malls and cafes? How can we encourage one 

standard practice across the board to happen?

The volume of questions continues to drop 

dramatically. Questions are focused on 

cases, health and contact tracing. 

OTHER

— TESTING: I was not feeling well and I went to get a 

COVID-19 test and my wife has to have time off 

work till I get result so do I get pay for that?
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What are people reading, engaging with and sharing on social media?
Analysis is based on the top 100 stories that received highest engagement (likes, shares, comments & reactions on Facebook, Twitter, Pinterest & 

Reddit in NZ). Content is categorised into themes. This measurement reflects New Zealanders’ awareness and interest in a topic.

E N G A G E M E N T  W I T H  N E W S  S T O R I E S

New Zealanders were highly engaged 

with stories about the fifteenth 

consecutive day of no new cases.

An article about China warning its 

citizens not to go to Australia because of 

racism attracted engagement, along with 

articles about how other countries are 

faring. 

News stories about the financial impact 

of the pandemic continues to interest 

readers.

C A S E S :  2 3 , 0 3 5 F I N A N C I A L  I M P A C T :  1 , 0 3 3

Cases: 23,035

International: 2,887

Financial Impact: 1,033

Medical: 792

Travel: 666

Adapting: 470

Testing: 192

Government response: 13

I N T E R N A T I O N A L :  2 , 8 8 7
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Category Definitions
We access data through keyword queries. We 

update these queries as the language used to 

describe a topic or theme evolves. In this report, 

keywords have been updated to align with changes 

in conversation we’ve observed.

Contact tracing

Health services are using contact tracing to find 

people who may have been exposed to COVID-19. i.e. 

What are people are saying about contact tracing and 

the possible use of technology (apps) to do so?

Neighbourhood watch

This category covers conversations people are having 

regarding themselves and their communities following 

the rules of lockdown.

Adapting

What are New Zealanders experiencing during 

different Alert Levels and how are they adapting e.g. 

working from home or while looking after children.

Timeframe

New Zealanders’ conversations about how long it will 

take before Alert Level restrictions are lifted.

Shopping

How New Zealanders are talking about 

supermarket/shopping etiquette and related 

conversations e.g. panic buying and price gouging.

Enforcing the rules

Conversations around the rules and regulations of 
lockdown, how they are being enforced by the 
government/police, and how the public are following 
them.

Mental health

The lockdown is an unprecedented event which will have 
large repercussions on the mental health of New 
Zealanders.  What conversations are New Zealanders 
having about their own mental health and that of their 
families and communities, how are people coping and 
what are their stresses/anxieties.

Lockdown response

What conversations are New Zealanders having about the 
government’s response, and actions, during different 
Alert Levels.

Essential services

This category encompasses conversation about essential 
workers and essential services.

Domestic violence

What conversations are people having about domestic 
violence and abuse and how are the domestic violence 
services, agencies and wider community dealing with this 
during lockdown.

Virus

This conversation looks at the virus itself. This 

may include health advice, symptoms of 

COVID-19 and number of cases/deaths in New 

Zealand and globally.

Climate change

What are New Zealanders’ conversations 

regarding climate change and the impact of 

COVID-19.

Financial impact

This broad category encompasses 

conversations New Zealanders are having 

regarding personal or business finances during 

Alert Level System and the government 

initiatives set up to support people during this 

time.

Aggression

Conversations about the aggression, abuse and 

(potential) violence New Zealanders are 

suffering from others during the lockdown e.g. 

essential workers spat on.

M E A S U R I N G  C A T E G O R I E S  O F  C O N V E R S A T I O N

S O C I A L  C O N V E R S A T I O N  C A T E G O R I E S  O V E R  A  W E E K

Data source: public Facebook pages, Twitter,  blogs, 

forums, Reddit in New Zealand. Proa
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M E N T A L  H E A L T H

L O C K D O W N  R E S P O N S E

E S S E N T I A L  S E R V I C E S

V I R U S

Categories with typically low volume 

excluded as sentiment skews. 

Please note variations in scale. 

Refer to pages 6 and 7 for category 

volumes. 
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CONTACT TRACING (22.2%)

Some New Zealanders are still frustrated about using the

various contact tracing apps.

— Hi I've downloaded the app and tried to use the code 

at cafes etc. It only worked once out of seven places. 

Why would this be? 

— When will all the apps be integrated?

F A Q S

FAQs: Sunday, June 7, 2020
Highlighting changes in the top frequently asked questions and concerns 

raised on:

– Unite Against COVID-19 Facebook page

– Public Facebook pages (news sites)

CASES (22%)

There is continued interest in the remaining active 

case. 

— Is this still active case due to C-19 only, or 

underlying medical issues?

OTHER

— TESTING:  Is there testing been done at the 

border?  ie: is everyone coming into NZ tested 

prior to going into the 14 day isolation period?

— TESTING: what about the people who have been 

refused tests but were feeling unwell?

There was fewer than 20 questions on the 

UAC19 channels Sunday. People continue to

ask about contact tracing and cases. 
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What are people reading, engaging with and sharing on social media?
Analysis is based on the top 100 stories that received highest engagement (likes, shares, comments & reactions on Facebook, Twitter, Pinterest & 

Reddit in NZ). Content is categorised into themes. This measurement reflects New Zealanders’ awareness and interest in a topic.

E N G A G E M E N T  W I T H  N E W S  

S T O R I E S

Engagements with news stories about 

COVID-19 continues to drop. 

New Zealanders continue to engage with 

content about consecutive days with no 

new cases. International news and 

content about the financial impact of the 

pandemic are also popular. 

C A S E S :  1 8 , 9 8 9 I N T E R N A T I O N A L :  3 , 1 2 9

Personal impact: 2,302

Government response: 1,454

Alert Levels: 1,230

Medical: 954

Adapting: 214

Enforcing: 172

Council response: 116

F I N A I N C I A L  I M P A C T :  3 , 1 6 9
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Category Definitions
We access data through keyword queries. We 

update these queries as the language used to 

describe a topic or theme evolves. In this report, 

keywords have been updated to align with changes 

in conversation we’ve observed.

Contact tracing

Health services are using contact tracing to find 

people who may have been exposed to COVID-19. i.e. 

What are people are saying about contact tracing and 

the possible use of technology (apps) to do so?

Neighbourhood watch

This category covers conversations people are having 

regarding themselves and their communities following 

the rules of lockdown.

Adapting

What are New Zealanders experiencing during 

different Alert Levels and how are they adapting e.g. 

working from home or while looking after children.

Timeframe

New Zealanders’ conversations about how long it will 

take before Alert Level restrictions are lifted.

Shopping

How New Zealanders are talking about 

supermarket/shopping etiquette and related 

conversations e.g. panic buying and price gouging.

Enforcing the rules

Conversations around the rules and regulations of 
lockdown, how they are being enforced by the 
government/police, and how the public are following 
them.

Mental health

The lockdown is an unprecedented event which will have 
large repercussions on the mental health of New 
Zealanders.  What conversations are New Zealanders 
having about their own mental health and that of their 
families and communities, how are people coping and 
what are their stresses/anxieties.

Lockdown response

What conversations are New Zealanders having about the 
government’s response, and actions, during different 
Alert Levels.

Essential services

This category encompasses conversation about essential 
workers and essential services.

Domestic violence

What conversations are people having about domestic 
violence and abuse and how are the domestic violence 
services, agencies and wider community dealing with this 
during lockdown.

Virus

This conversation looks at the virus itself. This 

may include health advice, symptoms of 

COVID-19 and number of cases/deaths in New 

Zealand and globally.

Climate change

What are New Zealanders’ conversations 

regarding climate change and the impact of 

COVID-19.

Financial impact

This broad category encompasses 

conversations New Zealanders are having 

regarding personal or business finances during 

Alert Level System and the government 

initiatives set up to support people during this 

time.

Aggression

Conversations about the aggression, abuse and 

(potential) violence New Zealanders are 

suffering from others during the lockdown e.g. 

essential workers spat on.

M E A S U R I N G  C A T E G O R I E S  O F  C O N V E R S A T I O N

S O C I A L  C O N V E R S A T I O N  C A T E G O R I E S  O V E R  A  W E E K

Data source: public Facebook pages, Twitter,  blogs, 

forums, Reddit in New Zealand. Proa
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Saturday, June 6, 2020 

C A T E G O R Y  S E N T I M E N T `

Net sentiment of each category

Slight increases in negative sentiment in

Neighbourhood watch, Mental health, 

Essential services and Virus categories. 

Adapting, Timeframe and Enforcing the 

Rules became less negative. Lockdown 

response remained stable.  

Data source: public Facebook pages, 

Twitter, blogs, forums, Reddit in New 

Zealand. 

Sunday, June 7, 2020 
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E S S E N T I A L  S E R V I C E S

V I R U S

Categories with typically low volume 

excluded as sentiment skews. 

Please note variations in scale. 

Refer to pages 6 and 7 for category 

volumes. 
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ALERT LEVELS (39%)

Following the announcement some New Zealanders are 

asking if specific activates are permissible at Level 1; in 

particular people are asking about visiting vulnerable 

people.

— Will we be able to visit people in greater numbers 

hospitals now?

— Can we visit rest homes now?

— I’m looking for guidance for vulnerable people at Level 

1 and can’t find it on your website.

— Will nightclubs be open now?

— Will buffets be open now?

F A Q S

FAQs: Monday, June 8, 2020
Highlighting changes in the top frequently asked questions and concerns 

raised on:

– Unite Against COVID-19 Facebook page

– Public Facebook pages (news sites)

Travel (30%)

Questions about leaving New Zealand are more 

frequent. 

— How do I go about visiting my parents in the UK?

— Can I move to Australia?

— Can pets be moved to NZ from another country?

— Do people still need to isolate for 2 weeks when 

they arrive in NZ if they are being tested?

OTHER

— GATHERINGS: Is there still a limit on people for 

funerals at Level 1?

— TESTING: How can I get tested for COVID-19?

— WORKPLACES: Why isn’t it compulsory to have

hand sanitizer at all establishments that serve

food?

The volume of questions was up slightly on 

Monday due to the announcement of the 

immanent move to Level 1. New Zealanders 

were asking for guidance on at risk and 

vulnerable people.  

CONTACT TRACING (8%)

New Zealanders continue to ask about contact tracing 

procedures. 

— Why doesn’t the app show me where I have 

visited?

— Is there step by step guidance for creating the QR 

code for organisations?

— Why do half of the QR codes not scan?
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What are people reading, engaging with and sharing on social media?
Analysis is based on the top 100 stories that received highest engagement (likes, shares, comments & reactions on Facebook, Twitter, Pinterest & 

Reddit in NZ). Content is categorised into themes. This measurement reflects New Zealanders’ awareness and interest in a topic.

E N G A G E M E N T  W I T H  N E W S  

S T O R I E S

There was high engagement with stories 

about cases on Monday after New 

Zealand was declared free of active 

COVID-19 cases. Similarly stories about 

what to expect at Alert Level 1 were 

popular. 

People were also interested in stories 

about what the world thinks of  New 

Zealand’s COVID-19 response.

C A S E S :  5 6 4 , 0 1 2 I N T E R N A T I O N A L :  1 4 , 2 6 3

Government response: 8189

Politics: 2945

Medical: 1602

Adapting: 1436

Financial Impact: 1003

Travel: 296

Alert Levels: 280

Education: 148

Shopping: 63

A L E R T  L E V E L S :  2 2 , 8 3 5
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Category Definitions
We access data through keyword queries. We 

update these queries as the language used to 

describe a topic or theme evolves. In this report, 

keywords have been updated to align with changes 

in conversation we’ve observed.

Contact tracing

Health services are using contact tracing to find 

people who may have been exposed to COVID-19. i.e. 

What are people are saying about contact tracing and 

the possible use of technology (apps) to do so?

Neighbourhood watch

This category covers conversations people are having 

regarding themselves and their communities following 

the rules of lockdown.

Adapting

What are New Zealanders experiencing during 

different Alert Levels and how are they adapting e.g. 

working from home or while looking after children.

Timeframe

New Zealanders’ conversations about how long it will 

take before Alert Level restrictions are lifted.

Shopping

How New Zealanders are talking about 

supermarket/shopping etiquette and related 

conversations e.g. panic buying and price gouging.

Enforcing the rules

Conversations around the rules and regulations of 
lockdown, how they are being enforced by the 
government/police, and how the public are following 
them.

Mental health

The lockdown is an unprecedented event which will have 
large repercussions on the mental health of New 
Zealanders.  What conversations are New Zealanders 
having about their own mental health and that of their 
families and communities, how are people coping and 
what are their stresses/anxieties.

Lockdown response

What conversations are New Zealanders having about the 
government’s response, and actions, during different 
Alert Levels.

Essential services

This category encompasses conversation about essential 
workers and essential services.

Domestic violence

What conversations are people having about domestic 
violence and abuse and how are the domestic violence 
services, agencies and wider community dealing with this 
during lockdown.

Virus

This conversation looks at the virus itself. This 

may include health advice, symptoms of 

COVID-19 and number of cases/deaths in New 

Zealand and globally.

Climate change

What are New Zealanders’ conversations 

regarding climate change and the impact of 

COVID-19.

Financial impact

This broad category encompasses 

conversations New Zealanders are having 

regarding personal or business finances during 

Alert Level System and the government 

initiatives set up to support people during this 

time.

Aggression

Conversations about the aggression, abuse and 

(potential) violence New Zealanders are 

suffering from others during the lockdown e.g. 

essential workers spat on.

M E A S U R I N G  C A T E G O R I E S  O F  C O N V E R S A T I O N

S O C I A L  C O N V E R S A T I O N  C A T E G O R I E S  O V E R  A  W E E K

Data source: public Facebook pages, Twitter,  blogs, 

forums, Reddit in New Zealand. Proa
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L O C K D O W N  R E S P O N S E

E S S E N T I A L  S E R V I C E S

V I R U S

Categories with typically low volume 

excluded as sentiment skews. 

Please note variations in scale. 

Refer to pages 6 and 7 for category 

volumes. 
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TRAVEL (35%)

New Zealanders and travelers are wondering when the 

borders will be open. 

— Can I travel from the USA to NZ?

— When will New Zealand expand its bubble to Apia?

— I need to return to work in Australia, can I do this 

please? I am a NZ citizen and my work is requesting I 

return in July.

F A Q S

FAQs: Wednesday, June 10, 2020
Highlighting changes in the top frequently asked questions and concerns 

raised on:

– Unite Against COVID-19 Facebook page

– Public Facebook pages (news sites)

FINANCIAL SUPPORT (35%)

Users have questions about the wage subsidy and 

financial assistance. 

— If my boss has claimed full wage subsidy for his 

full-time staff and have cut our hours down to 

under 25 does this mean we are paid the same 

full wage subsidy?

— Curious about those of us on maternity leave and 

supposed to start back in August. Not sure my 

business will be able to reopen (am a sole trader) 

Do you know if I’ll be eligible for some kind of 

assistance or is it a case of talking to WINZ?

OTHER

— CONTACT TRACING: Regarding the COVID-19 

tracker app, it’s simple and works well. However it 

doesn’t seem possible to sign out, this is a major 

issue for self tracking. Will there be an update to 

rectify this?

New Zealanders are asking about travel and 

border rules. A few users have questions about 

financial support and operations. 

OPERATIONS (14%)

People are wanting information about COVID-19 

recovery resources. 

— Just wondering if you’ll be creating some digital 

resources for the Unite for Recovery?
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What are people reading, engaging with and sharing on social media?
Analysis is based on the top 100 stories that received highest engagement (likes, shares, comments & reactions on Facebook, Twitter, Pinterest & 

Reddit in NZ). Content is categorised into themes. This measurement reflects New Zealanders’ awareness and interest in a topic.

E N G A G E M E N T  W I T H  N E W S  S T O R I E S

Engagement with news stories 

continued to be low. Kiwis continued to 

engage positively to stories about zero 

cases. 

New Zealanders were interested in the 

financial impact of COVID-19 on local 

businesses, in particular St John 

Ambulance and fashion designer Ingrid 

Starnes.

There was engagement with stories 

regarding travel situations, in particular 

one about a man who was deported 

from New Zealand for overstaying his 

visa who is now able to apply for a 

border extension and another about 

Singapore Airlines crew who were not 

allowed to leave their hotel rooms while 

in New Zealand on layover. 

C A S E S :  9 , 7 1 1 T R A V E L :  4 , 7 0 9

Cases: 9,711

Financial impact: 9,254

Travel: 4,709

Enforcement: 1,427

Medical: 925

International: 665

Adapting: 578

Contact Tracing: 241

Economy: 70

Government response: 46

Election: 15

Councils: 1

F I N A N C I A L  I M P A C T :  9 , 2 5 4
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Category Definitions
We access data through keyword queries. We 

update these queries as the language used to 

describe a topic or theme evolves. In this report, 

keywords have been updated to align with changes 

in conversation we’ve observed.

Contact tracing

Health services are using contact tracing to find 

people who may have been exposed to COVID-19. i.e. 

What are people are saying about contact tracing and 

the possible use of technology (apps) to do so?

Neighbourhood watch

This category covers conversations people are having 

regarding themselves and their communities following 

the rules of lockdown.

Adapting

What are New Zealanders experiencing during 

different Alert Levels and how are they adapting e.g. 

working from home or while looking after children.

Timeframe

New Zealanders’ conversations about how long it will 

take before Alert Level restrictions are lifted.

Shopping

How New Zealanders are talking about 

supermarket/shopping etiquette and related 

conversations e.g. panic buying and price gouging.

Enforcing the rules

Conversations around the rules and regulations of 
lockdown, how they are being enforced by the 
government/police, and how the public are following 
them.

Mental health

The lockdown is an unprecedented event which will have 
large repercussions on the mental health of New 
Zealanders.  What conversations are New Zealanders 
having about their own mental health and that of their 
families and communities, how are people coping and 
what are their stresses/anxieties.

Lockdown response

What conversations are New Zealanders having about the 
government’s response, and actions, during different 
Alert Levels.

Essential services

This category encompasses conversation about essential 
workers and essential services.

Domestic violence

What conversations are people having about domestic 
violence and abuse and how are the domestic violence 
services, agencies and wider community dealing with this 
during lockdown.

Virus

This conversation looks at the virus itself. This 

may include health advice, symptoms of 

COVID-19 and number of cases/deaths in New 

Zealand and globally.

Climate change

What are New Zealanders’ conversations 

regarding climate change and the impact of 

COVID-19.

Financial impact

This broad category encompasses 

conversations New Zealanders are having 

regarding personal or business finances during 

Alert Level System and the government 

initiatives set up to support people during this 

time.

Aggression

Conversations about the aggression, abuse and 

(potential) violence New Zealanders are 

suffering from others during the lockdown e.g. 

essential workers spat on.

M E A S U R I N G  C A T E G O R I E S  O F  C O N V E R S A T I O N

S O C I A L  C O N V E R S A T I O N  C A T E G O R I E S  O V E R  A  W E E K

Data source: public Facebook pages, Twitter,  blogs, 

forums, Reddit in New Zealand. Proa
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C O N T A C T  T R A C I N G

A D A P T I N G

N E I G H B O U R H O O D  W A T C H

S H O P P I N G

T I M E F R A M E

E N F O R C I N G  T H E  R U L E S

M E N T A L  H E A L T H

L O C K D O W N  R E S P O N S E

E S S E N T I A L  S E R V I C E S

V I R U S

Categories with typically low volume 

excluded as sentiment skews. 

Please note variations in scale. 

Refer to pages 6 and 7 for category 

volumes. 

F I N A N C I A L  I M P A C T

A G G R E S S I O N
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