[image: ]
Trinity Surgery - Social Media Policy
Purpose: To protect staff, patients, and the reputation of the practice by setting clear expectations for appropriate use of social media when discussing the practice.

1. Purpose of the Policy
This policy outlines the GP practice’s expectations regarding patient use of social media when referring to the practice, its services, or its staff. It aims to:
· Promote respectful communication
· Protect staff and patients from harassment or defamation
· Encourage concerns to be raised through appropriate channels
· Maintain trust and safety within the practice community

2. Scope
This policy applies to all patients, carers, relatives, and members of the public who engage with the practice and may refer to it on social media platforms such as Facebook, X (Twitter), Instagram, TikTok, online forums, or review websites.

3. Expectations for Patient Use of Social Media
Patients are asked to:
· Communicate respectfully about the practice, its staff, and other patients
· Avoid posting comments that are abusive, threatening, discriminatory, misleading, or defamatory
· Refrain from sharing confidential or identifiable information about staff or patients
· Use official feedback or complaints channels rather than posting grievances publicly
· Understand that misinformation or defamatory statements may cause harm to staff and undermine patient care

4. Definition of Defamation
For the purposes of this policy, defamation includes:
· False statements presented as fact that damage the reputation of the practice or its staff
· Allegations of misconduct or wrongdoing that are untrue or unverified
· Malicious or deliberately misleading claims made publicly
Defamation can occur even if comments are posted anonymously.

5. How to Raise Concerns or Complaints
The practice encourages patients to raise feedback or complaints using the appropriate channels:
· Practice complaints procedure via our website
· NHS complaints process – see website for more information
· Patient Advice and Liaison Service (PALS) via the hospital website
· Contact Practice manager on 01945 476999
Concerns raised through these routes will be reviewed and responded to appropriately and confidentially.

6. Monitoring and Response
The practice:
· Does not routinely monitor all social media but may be made aware of public posts
· Will not engage in online arguments or respond publicly to negative comments
· May contact the individual privately to address concerns where appropriate
· May request removal of defamatory, abusive, or harmful posts
· Reserves the right to take further action if necessary to protect staff and the practice

7. Consequences of Posting Defamatory or Abusive Content
If a patient posts defamatory, abusive, or threatening content about the practice or its staff, the practice may:
· Request that the comment be removed
· Write to the patient outlining why the content is inappropriate
· Consider reviewing the patient–practice relationship
· In serious cases, consider removal from the practice list in accordance with NHS or regulatory guidance
· Report threats, harassment, or abuse to the police if necessary

8. Staff Protection and Zero Tolerance
The practice has a legal and ethical responsibility to protect its staff from:
· Harassment
· Abuse
· Defamation
· Threatening behaviour
The practice operates a Zero Tolerance Policy, and online abuse is treated the same as verbal or physical abuse within the practice environment.

9. Data Protection & Confidentiality
Patients must not:
· Share names, photographs, or identifying details of staff or other patients without consent
· Post screenshots of medical records, internal communications, or private correspondence
Breaches may result in appropriate legal or administrative action.


10. Policy Review
This policy will be reviewed annually or sooner if required due to:
· Changes in legislation
· Updates in regulatory guidance
· Emerging social media risks
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