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Communication 
 

1. Background 
This policy sets out how we should handle internal and external communication for Abbeyfield The 
Dales (“ATD”). It applies to all employees and volunteers, in all our services. 

 

2. Objectives 
From press releases to posts on social media, the things we say in public and the way we say them 
have a huge impact on how people think and feel about ATD. 

The objectives of this policy is to: 

 Ensure that we are consistent, clear and effective in all our communications to media and 
the relevant regulatory bodies. 

 Prevent misinterpretation or legal consequences which could arise from a public statement 
being made by someone without authority. 

 Explain our approach to social media communications. 

 Make sure that announcements to all employees are delivered company-wide in a consistent 
and timely fashion. 

 

3. Scope 
All contracted and bank staff, agency staff and volunteers. 

 

4. Policy 
4.1. Consistency & Transparency 

All communications about ATD must be truthful, fair and accurate – they should never be 
misleading. They must also be transparent and based on reliable information, as well as 
consistent with our brand objectives and core values. 

4.2. Media & Regulatory Communications 
Representing ATD via media communications, to promote ATD campaigns and events is to 
be in line with internal guidelines and training or with prior approval and direction from the 
Chief Executive (CE) or Senior Leadership Team (SLT). 

The only people permitted to communicate with the regulatory bodies are the CE, Trustees 
and SLT. 

4.3. Crisis Communication 
Any incident that has the potential to attract attention from the media, damage ATD’s 
reputation or our licence to operate, must be immediately reported to the CE and in their 
absence, the Chair of the Board of Trustees or SLT. Such incidents include, but are not limited 
to, the following events: 

 Multiple fatalities or casualties; 

 Major environmental incidents; 

 Major outbreaks or viruses; 

 Ethical issues or corruption; 

 Industrial relations events; 
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 Incidents of abuse or neglect; 

 Incidents of theft; 

 Operational performance issues; 

 Unauthorised disclosure of critical information or assets. 

4.4. Public relations and interactions with governing bodies 
All information must be reviewed and approved by the CE, (and in consultation with The 
Board of Trustees where necessary,) before being publicly released. 

All information provided to government bodies and public authorities must be accurate, up 
to date and void of any political opinions. It must also be consistent with our strategy and 
any previous communications we may have made on the matter. All public relations 
representatives acting on our behalf are bound by confidentiality agreements and must 
disclose any conflicts of interest. 

4.5. Media Material 
All communications material for the media should be produced to a high professional 
standard and must be clear, accurate, timely and fairly reflect the relevant facts and the 
views of ATD. 

Media material must: 

 Comply with all codes and laws applicable in any jurisdiction where it is issued; 

 Comply with all applicable ATD policies and procedures, including those relating to 
intellectual property, brand objectives, sales and marketing practices. 

4.6. Social Media 
We use social media to promote ATD values and opinions and support our marketing 
activities. But if it isn’t used with care it can create problems. 

For the purposes of this policy, social media means any facility for online publication and 
commentary, including without limitation blogs, wikis, or any social networking sites such as 
Facebook, LinkedIn, Twitter, Flickr, and YouTube. 

 Branded ATD social media accounts must follow Abbeyfield’s social media guidelines, 
and where derogatory comments are posted they must be reported to the Business 
Support Manager for support. 

 Personal social media accounts that mention you work for Abbeyfield must include a 
disclaimer that highlights that the views expressed are your own, not that of your 
employer. 

Across all social media employees/ volunteers must pay attention to confidentiality and 
company loyalty and report any derogatory comments and misuse of social media in the 
Abbeyfield name to their manager or relevant SLT member. 

In particular, employees / volunteers must not: 

 Engage in any activity or disclose information that brings or is likely to bring ATD into 
disrepute; 

 Use the internet to attack or abuse colleagues, our clients, suppliers or partners or post 
any derogatory comments; 

 Blog or post messages anonymously, using pseudonyms or false screen names – always 
use your real name, be clear who you are and identify that you work for ATD; 

 Say anything that is dishonest, untrue or misleading; 

 Post or publish any sensitive or confidential information; 

 Set up a group, page, blog, website or network that mentions ATD without the prior 
approval of the CE and The Board of Trustees. 
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 Let your use of social networking sites interfere with your job or commitments to clients. 

Please note that all work-related contacts, networks and business links through social media 
established while working for ATD remain the property of ATD even if your employment 
contract ends. 

4.7. Responsibilities 
4.7.1. The CE is responsible for: 

 Reviewing, endorsing and achieving this policy’s aims. 

4.7.2. The Senior Leadership Team are responsible for: 
 Administering this policy on behalf of the CE; and 

 Developing and rolling out the supporting strategies. 

4.7.3. Managers/Trustees are responsible for: 
 Implementing and enforcing the processes and procedures; 

 Ensuring that their people are aware of their responsibilities and receive 
appropriate training; and addressing any inappropriate behaviour. 

4.7.4. Employees/Volunteers are responsible for: 
 Carrying out their work in line with this policy and associated procedures; 

 Challenging any behaviour that falls short of the expectations of this policy; and 

 Identifying any breaches of this policy and reporting them to their line manager. 
 

5. Finance, Value for Money & Social Value 
N/A 

 

6. Supported Appendices 
N/A 

 

7. Linked Policies 
Social Media & Networking (S031P) 

 

8. Legislation/Regulation 
N/A 

 

9. Review 
Every 3 years, subject to any regulatory or legislative updates. 

 

10. Procedure/Guidance 
N/A. 

 


