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O
bjectives 

• U
nderstand the im

portance of social m
edia use to the 

M
ayo C

linic M
ission 

• Identify and understand fundam
ental issues that m

ust 
be addressed to develop an appropriate social m

edia 
policy 

• P
rovide an outline for creation of a program

 or 
institutional social m

edia policy 

• Identify m
echanism

s to prom
ote com

pliance 



S
ocial M

edia 
D

o w
e have to participate? 

• O
thers w

ill still be talking about you 

• Trainees are all involved 

• C
an
�t control but can m

anage 
• C

lear policies 
• A

w
areness and education 

• M
onitoring 





M
ayo C

linic 
R

ochester, M
innesota 



W
hy P

atients C
om

e to M
ayo C

linic 

• 84%
 w

ord of m
outh 

• A
ccelerated by social m

edia tools 



Im
pact of Y

ouTube 



M
ayo C

linic Involvem
ent 

• Y
ouTube 

• Facebook 
• Y

am
m

er 

• Tw
itter 

• N
ew

s B
log 

• S
haring M

ayo C
linic - P

atient blog 

• P
odcasts 

• M
ayo C

linic S
ocial N

etw
ork 



U
lnotriquetral (U

T) Ligam
ent S

plit Tear 
R

ichard B
erger, M

.D
., P

h.D
. 



http://w
w

w
.usatoday.com

/new
s/health/2010-04-12-w

ristpain12_S
T_N

.htm
 



Less than 24 hours after m
y initial appointm

ent, I 
not only had a new

 diagnosis – a U
T split tear – but 

had surgery to correct the problem
.  A

s I w
rite this, 

m
y right arm

 is in a festive green, but other 
otherw

ise annoying cast.  The short-term
 hassle, 

how
ever, should be m

ore than w
orth the long-term

 
gain – the potential for a future w

ithout chronic w
rist 

pain.  A future, that w
ithout Tw

itter and those in the 
m

edical com
m

unity w
illing to experim

ent w
ith new

 
com

m
unication tools, m

ight not exist for m
e. 



�…
S

ocial m
edia has driven this 

[new
 surgical procedure] into 

practice in less than 2 years, w
hen 

it takes 17 years on average
� 

R
ichard B

erger, M
.D

., P
h.D

. 





R
ecruitm

ent S
eason 

• S
tudent D

octor N
etw

ork 

• P
ersonal blogs 



R
ecruitm

ent 



E
xponential G

row
th in S

ocial M
edia 

The M
ayo R

esponse 



M
ayo C

linic C
enter for S

ocial M
edia 

• A
ugust 2010 

• Im
prove health globally 

• A
ccelerating effective application of social 

m
edia tools throughout M

ayo 

• S
pur broader and deeper engagem

ent in 
social m

edia by hospitals, m
edical 

professionals and patients 

http://socialm
edia.m

ayoclinic.org/about-3/ 



M
ayo C

linic C
enter for S

ocial M
edia 

M
ission 

• Lead the social m
edia revolution in health care, 

contributing to health and w
ell being for people 

everyw
here 

• G
row

 social m
edia use by M

ayo 

• C
reate resources for use at M

ayo 

• S
hare resources w

ith organizations w
anting 

to use social m
edia in health and health care 



S
ocial M

edia H
ealth N

etw
ork 

• M
em

bership group 
associated w

ith C
enter 

• O
rganizations that w

ant to 
use social m

edia to 
prom

ote health, fight 
disease, and im

prove 
health care 

• D
ues based on 

organization revenues 

• >80 m
em

ber 
organizations 





U
nique C

hallenges of S
ocial M

edia 
D

an G
oldm

an, J.D
. 

• S
peed 

• R
each 

• G
eneration of �Lifecasters

� 

• B
lurring of professional/public lines 

http://socialm
edia.m

ayoclinic.org 



J M
ed E

thics 2011;37:101-104 

S
urvey 170 residents and fellow

s (France) 

6%
 had received friend request 

N
one w

ould autom
atically accept 

85%
 autom

atically decline 

15%
 decide on individual basis 



It M
atters to the P

ublic…
. 

• �A
nybody w

ho isn
�t sm

art enough to figure out 
w

hat�s O
K

 to post on the Internet has 
absolutely no business being in charge of other 
people

�s health
� 

• �A
s professionals, doctors, teachers, law

yers, 
etc., are held to a certain standard.  If that�s not 
your cup of tea, find a different job

� 

G
reysen et al.  J G

en Internal M
edicine 2010;25(11):1227-9 





W
ho is the policy for? 

• Institution 
• B

rand nam
e, reputation, etc  

• P
atient 
• H

IP
P

A
 

• M
edical professionalism

 

• E
m

ployees (residents/fellow
s) 



http://w
w

w
.am

a-assn.org/am
a/pub/m

eeting/professionalism
-social-m

edia.shtm
l 

 



A
M

A
 P

olicy (S
um

m
ary) 

• M
aintain patient confidentiality 

• C
heck your privacy settings/m

onitor 

• M
aintain �appropriate

� boundaries w
ith patients 

• S
eparate personal and professional content 

• P
olice ourselves as physicians 

• R
ecognize that content m

ay have negative 
consequences and can underm

ine public trust 

http://w
w

w
.am

a-assn.org/am
a/pub/m

eeting/professionalism
-social-m

edia.shtm
l 

 



W
hat is a S

ocial M
edia P

olicy? 

• H
IP

P
A

 

• P
rofessionalism

 

• M
utual R

espect 

• C
om

puter, N
etw

ork, Internet U
se 



M
ayo P

olicy 



http://dev.sharing.m
ayoclinic.org/guidelines/for-m

ayo-clinic-em
ployees/ 



B
reakdow

n of P
olicy 

• Follow
 all applicable M

ayo C
linic P

olicies 
• G

overnm
ent affairs 

• M
utual respect 

• Integrity 
• P

hotography/video 
• C

om
puter use 

• C
onfidentiality 

• etc 



B
reakdow

n of P
olicy 

• W
rite in the first person 

• W
hen connection to M

ayo is apparent, m
ake 

it clear that you are not speaking on behalf 
of M

ayo 

• A
dd a disclaim

er 
• “The view

s expressed on this [blog; 
w

ebsite] are m
y ow

n and do not reflect 
the view

s of m
y em

ployer.” 



B
reakdow

n of P
olicy 

• If you com
m

unicate in the public internet about 
M

ayo, disclose your connection w
ith M

ayo and 
your role 
• U

se good judgm
ent 

• B
e accurate 

• E
rrors and om

issions reflect poorly 
• Liability for you or M

ayo 



B
reakdow

n of P
olicy 

• U
se a personal E

-m
ail address 

• If activities inconsistent w
ith or w

ould negatively 
im

pact M
ayo reputation, you should not refer to 

M
ayo C

linic or identify your connection to M
ayo 



B
reakdow

n of P
olicy 

• B
e respectful and professional to fellow

 
em

ployees, business partners, com
petitors and 

patients 

• E
nsure that your activity does not interfere w

ith 
your w

ork com
m

itm
ents 

• A
sk departm

ent of P
ublic A

ffairs if questions 



M
ayo P

olicy E
xtras 

• G
uidelines for official M

ayo C
linic P

articipation 

• C
ode of E

thics 
• H

ow
 to handle crisis 



U
pdated P

olicy 
O

ctober 2011 

• �Friending
� P

atients: 
• “M

ayo C
linic strongly discourages “friending” 

of patients on social m
edia w

ebsites.  S
taff 

in patient care roles generally should not 
initiate or accept friend requests except in 
unusual circum

stances such as the situation 
w

here an in-person friendship pre-dates the 
treatm

ent relationship.” 



U
pdated P

olicy 
O

ctober 2011 

• M
ayo C

linic discourages staff in m
anagem

ent/
supervisory roles from

 initiating �friend
� 

requests w
ith em

ployees they m
anage. 

• M
anagers/supervisors m

ay accept friend 
requests if initiated by the em

ployee, and if the 
m

anager/supervisor does not believe it w
ill 

negatively im
pact the w

ork relationship. 



U
pdated P

olicy 
O

ctober 2011 
• M

ayo C
linic does not endorse people, products, 

services and organizations.  O
n social m

edia 
w

ebsites such as LinkedIn, w
here your 

affiliation to M
ayo C

linic is know
n, personal 

recom
m

endations should not be given or 
requested. 

• U
nless approved by the D

epartm
ent of P

ublic 
A

ffairs, your social m
edia nam

e, profile, handle 
and U

R
L should not include M

ayo C
linic
�s 

nam
e or logo. 



U
pdated P

olicy 
O

ctober 2011 

• E
m

ployees are strongly encouraged to view
 the 

C
enter for S

ocial M
edia
�s C

ore C
ourses 

C
urriculum

 series on professionalism
 (S

ocial 
M

edial 120-129) 





K
ey C

om
ponents 

• B
lurring 
• B

oundaries, friending patients, disclaim
er 

• P
atient privacy and dignity 

• U
se during w

ork tim
e 

• B
usiness confidentiality 



K
ey C

om
ponents 

• W
ho can speak on your behalf?  

• A
nonym

ous posts/false advertising 

• FTC
 endorsem

ent and testim
onial guidelines 

• R
estrictions on lobbying and political activity 

• H
arassm

ent of other em
ployees 

• Intellectual property 



S
ocial M

edia P
olicy 

G
eneral Thoughts 

• N
o one size fits all 

• M
any policies available as starting point 

http://socialm
ediagovernance.com

/policies.php 

• E
volving 

 



E
ducation and A

w
areness 

• M
ayo P

D
 w

orkshop 

• C
om

pliance and Integrity training 

• M
ayo O

rientation 

• D
epartm

ent O
rientation 

• C
om

puter use in O
.R

., social m
edia, texting, 

e-m
ail use, etc 



O
ngoing E

ducation 

• M
ayo C

linic C
enter for S

ocial M
edia 

• S
ocial M

edia N
etw

ork curriculum
 

• U
se, R

esponsibility, and O
pportunity  

• Friday Faux P
as 

 

 
http://socialm

edia.m
ayoclinic.org/ 



S
um

m
ary 

• C
learly w

ritten policy a m
ust 

• E
ducation and aw

areness 

• C
onsistent policy interpretation  

• E
arly identification and intervention 



S
um

m
ary 

• C
om

m
unication and coordination am

ong: 
• P

rogram
 

• S
chool 

• Leadership 
• Legal and C

om
pliance 


