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SOCIAL MEDIA POLICY 
 
 
Introduction and Scope 
Social media is the term given to web-based tools and applications which enable 
users to create and share content (words, images and video content), and network 
with each other through the sharing of information, opinions, knowledge and 
common interests. 
 
Social media is an essential part of communicating People to Places work. It is 
important for some staff to participate in social media to engage with our service 
users and/or raising our profile across the community.  At all times, People to Places 
will try to add value and insight to any online conversation. 
 
This policy is intended for all staff members, volunteers and Trustees, and applies to 
content posted on either a People to Places device or a personally owned device. It 
provides a framework for: 

 Those staff who are managing official People to Places channels 

 Anyone who has their own personal entry point into social media i.e. personal 
or member of a linked group Facebook page, Twitter feed, etc.  

 
Therefore everyone needs to be aware of the various elements in this policy when 
interacting in these spaces.  The policy is designed to help staff support and expand 
our official social media channels, while protecting the charity and its reputation and 
preventing any legal issues. 
 
 
 
What Does a Social Media Policy Mean to People to Places 
People to Places recognise the importance of the internet in shaping public thinking 
about our organisation and our current and potential services. We also recognise the 
importance of our staff and volunteers joining in and helping shape conversations 
and direction through interaction in social media. People to Places is committed to 
supporting honest, transparent, and knowledgeable dialogue on the internet through 
social media. 
 
This policy sets out guidelines on how social media should be used to support the 
delivery and promotion of People to Places and the use of social media by staff and 
volunteers in both a professional and personal capacity.  
 
As a registered charity, People to Places are not allowed, by law, to make or 
participate in sharing any political opinions, advertisements, statements or 
comments, through any channels. 
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Social Media Roles: Who Does What 
Our Marketing & Impact Coordinator is responsible for the day-to-day publishing, 
monitoring and management of our social media channels. Currently, these channels 
are: 

 The People to Places website 

 Facebook 

 Twitter 

 Various recruitment websites 

 YouTube (planned, not currently used) 

 Linkedin (planned, not currently used) 

 Blog (planned, not currently used) 
 
Other channels or sites on the existing channels are not to be registered without the 
express agreement of the CEO.  Otherwise this could confuse messaging and brand 
awareness. By having official social media accounts in place, the Marketing and 
Impact Co-ordinator can ensure consistency of the brand and focus on building a 
strong following. 
 
The Chief Executive Officer may also post to social media when a situation demands 
a more spontaneous, senior or immediate response.  No other staff member or 
volunteer can post content on People to Places’ channels without permission from 
the CEO.   
 
When posting on the People to Places channels, aliases are not to be used and 
where possible, individuals are to be identifiable by name and job role. 
 
 
 
What Should You Say Online 
Make sure that all social media content has a purpose and a benefit for People to 
Places and accurately reflects People to Places agreed position.   
 
Think of the BBC, your mother and your boss 
Don't say anything online that you wouldn't be comfortable seeing quoted on the 
BBC, being asked about by your mother or having to justify to your boss. 
 
Add value 
People to Places believe that sharing of information and experiences benefits the 
whole community and ultimately the beneficiaries we serve. Obviously, use common 
sense where information is concerned that is internal and/or confidential. If in doubt - 
ask the owner of the information you want to share. Refrain from commenting on the 
work of colleagues in this or other organisations that are outside your field of 
expertise. 
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Spread the word and connect with your colleagues 
Don't only talk about yourself but also about the successes of your colleagues, both 
external and internal to People to Places. Connect with them through social networks 
and spread their success stories in other Community Transport Operators and other 
local third sector organisations.  
 
 
 
Responding to Negative Comments 
If People to Places become aware of negative commentary on another channel or 
website, it will not generally respond directly to that commentary, but may post an 
appropriate, considered response on its own channels. 
 
If a reader posts a negative comment on a People to Places channel, it is 
recommended that it is not deleted for transparency reasons.  If the comment 
contains disrespectful or derogatory language you may consider NOT posting it.  We 
encourage that you publish most comments because it encourages people with 
different viewpoints and opinions to join the conversation, to debate and to discuss 
their side of a specific argument. 
 
Receiving a negative comment about a service ultimately provides an opportunity to 
respond to the negative comment and reframe it in a positive light.  Remember: more 
often than not, the negative commentators are trying to provoke a response.  Bring 
these comments to the Marketing & Impact Coordinator’s attention for them to 
assess and respond appropriately. 
 
Libel is when a false written statement that is damaging to a person's reputation is 
published online or in print. Whether staff are posting content on social media as part 
of their job or staff and volunteers in a personal capacity, they should not bring 
People to Places into disrepute by making defamatory comments about individuals 
or other organisations or groups. 
 
 
 
Responding to Positive and Neutral Comments 
Be sure to monitor replies and comments. Check at least three times a week and 
respond promptly 
 
Build trust by being open and transparent. Share information and what the 
challenges and opportunities are for People to Places in the community. 
 
Keep a friendly and professional tone when posting updates and having 
conversations with supporters or customers. Avoid communicating in “corporate” 
tone. 
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Privacy & Permissions 
Staff shouldn't post content or images about identifiable supporters or service users 
without their express permission. If staffs are sharing information about supporters, 
service users or third party organisations, this content should be clearly labelled so 
our audiences know it has not come directly from People to Places. If using material 
that clearly identify a child, young person or vulnerable adult, staff must ensure they 
have the written consent of a parent, guardian or carer before using the material on 
social media. 
 
A person’s consent must be sought and recorded before publishing any identifiable 
information on any of our channels.  
 
 
 
Thinking Through Copyright and Attribution 
It is critical that all staff abide by the laws governing copyright, under the Copyright, 
Designs and Patents Act 1988. Never use or adapt someone else's images or written 
content without permission. Failing to acknowledge the source/author/resource 
citation, where permission has been given to reproduce content, is also considered a 
breach of copyright. 
 
 
 
Personal vs Professional 
The difference between a personal and professional opinion can be blurred on social 
media. While we encourage the use of social media, we have standards outlined in 
this policy, which we require everyone to observe. Publication and commentary on 
social media carries similar obligations to any other kind of publication or 
commentary in the public domain. 
 
Staff should refrain from offering negative personal opinions via People to Places 
social media accounts. 
 
If you are using your personal social media accounts to promote and talk about 
People to Places work, you must use a disclaimer such as: "The views expressed on 
this site are my own and don't necessarily represent People to Places positions, 
policies or opinions." 
 
Staff and volunteers may not give out their personal email addresses or links to their 
personal social networking profiles, blogs or websites to any service users. Staff and 
volunteers may not initiate contact with members or service users through any 
means of internet communications outside of official People to Places’ 
communications. 
 
If a members or service user finds a staff member’s personal social networking 
profile and requests to be linked as a friend, the employee may accept or deny the 
request at the employee’s discretion. 
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If a minor service users (anyone under the age of 18) finds a staff member or 
volunteer’s personal social networking profile and requests to be linked as a friend, 
the member or volunteer must respectfully deny the request and block them from 
further contact. Employees and volunteers must contact the Operations Manager if a 
minor service user attempts to contact them through the Internet. 
 
Staff who have a personal blog or website which indicates in any way that they work 
at People to Places should discuss any potential conflicts of interest with the 
Marketing & Impact Coordinator.  This policy does not intend to inhibit personal use 
of social media but instead flags up those areas in which conflicts might arise.  
 
 
 
Public Interest Disclosure 
Under the Public Interest Disclosure Act 1998, if a staff member releases information 
through People to Places social media channels that is considered to be in the 
interest of the public, People to Places Whistleblowing Policy must be initiated before 
any further action is taken. 
 
 
 
Confidentiality 
Any communications that staff and volunteers make in a personal capacity must not 
breach confidentiality. For example, information meant for internal use only or 
information that People to Places is not ready to disclose yet.  
 
 
 
Use of social media in the recruitment process 
Recruitment should be carried out in accordance with the Recruitment Policy, and 
associated procedures and guidelines. 
 
 
 
Responsibilities and breach of policy 
Everyone is responsible for their own compliance with this policy. Breaches of policy 
may incur disciplinary action, depending on the severity of the issue. Please refer to 
our Disciplinary policy and Code of Conduct for further information.  
 


