Communication Policy

1. Purpose

The purpose of this policy is to provide clear guidelines for effective, respectful, and
professional communication within the practice and with patients, carers, external
providers, and stakeholders. This ensures that all communication is consistent, accurate,
timely, and aligned with the values of the practice.

2. Scope
This policy applies to all staff, contractors, and representatives of the practice, including
clinical and administrative team members.

3. Principles of Communication

- Respect — Communication must be courteous, professional, and free from
discrimination or harassment.

- Clarity — Information should be clear, accurate, and easily understood.

- Confidentiality — All communication must comply with privacy and confidentiality
obligations under legislation and practice policies.

- Timeliness — Messages and requests should be responded to promptly and within
agreed timeframes.

- Consistency — Information shared should align with practice policies, procedures,
and professional standards.

4. Internal Communication

- Staff are encouraged to communicate openly, respectfully, and collaboratively.

- Clinical communication must be documented in patient records where relevant.
- Staff should use designated channels (e.g. secure messaging, practice email, task
management systems) rather than personal devices.

- Issues or concerns should be raised directly with the relevant staff member or
escalated to management if necessary.

5. External Communication

- All communication with patients and third parties must comply with privacy and
confidentiality obligations.

- Telephone calls should be answered promptly and professionally, using the agreed
practice greeting.

- Emails and letters must use the practice’s professional templates and be checked for
accuracy before sending.



- Staff must not provide clinical advice outside their scope of practice.
- Social media use must not disclose any patient or confidential practice information.

6. Communication with Patients

- Patients must be treated with respect, empathy, and professionalism at all times.
- Health information should be explained clearly, avoiding jargon.

- Written information should be provided when appropriate to support verbal
communication.

- Interpreter services must be offered where needed.

- Complaints or concerns should be acknowledged respectfully and referred to
management for resolution.

7. Confidentiality and Privacy

- Staff must never share patient or practice information outside of authorised
systems.

- Communication about patients must be restricted to those directly involved in their
care.

- Personal information must not be transmitted via unsecured channels (e.g.
personal email, SMS) unless authorised.

8. Breaches of the Policy

Failure to comply with this policy may result in disciplinary action, up to and including
termination of employment, in accordance with relevant workplace legislation and
practice procedures.

9. Review
This policy will be reviewed every two years or earlier if required.
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