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Community Management

Social Engagement Across Digital Embassies




Maithew Gain

PR Person

Not a web developer, not an
SEO expert, not a geek, Just o
normal PR person, well



http://www.flickr.com/photos/32197002@N02/3357322970/

What will you learn from me?




You know this bit




But nowadays you
need to also know

this bit




Donot worry | am
Chinese




Understand the concept of being an
Ambassador and then the process for setting
up a digital embassy



Embassies: Your Home Away from Home

Embassies are an
established presence
where interactions,
conversations and
participation are
facilitated by one or
more Ambassadors
of the brand or
organization who
manages them.
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Social Engagement Across Digital Media, Properties & Social Platforms
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What is

Community
Managementi?
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Community Management is the
act of engaging members of a
specific group in a participatory
fashion.

Community Managers fall under
then a mb a s s @alegarydf
the organisation, representing
that brand or business in a
specific community ecosystem.

Communities form around
common interests and
participants seek value from
them.

14

“Community is at the
core of social media.
It's about sharing ideas,
connecting people, and
creating together.”

~Suzanne Marlatt, Community Manager for

Edelmandigital,com & off domain Edelman digital
embassies
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A strategy for
gI'OWing q Develop rules Appoint Develop

of community process and

digi'l'ql engagement manager measure
embassy
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STEP 1: LISTEN

Understand what your

community is discussing so

you know what is relevant

Understand who your R | o
community influencers are iR =

What existing communities
exist for your brand

South Sydney Rabbitohs

dlready?

Sydney Austrakia

702 ABC Sydney
Communications
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STEP 2: DEVELOP RULES
OF ENGAGEMENT E"@GE: MEASURE

Preparation is the key to
avoiding issues

Agree up front how you will

handle issues
Prepare Q&AS

Get senior level buy in

ENGAGE MEASURE

’ Edelman Digital



STEP 3: APPOINT A
COMMUNITY
MANAGER

Community Management is
the act of engaging members
of a specific group in @
participatory fashion.

Communities form around
common interests and
participants seek value from
them.

“Community is at the
core of social media.

It's about sharing ideas,
connecting people, and
creating together.”

Suzanne Marlatt, Community Manager for
Edelmandigital,com & off domain Edelman
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Community Managers Can Be Staff And/Or Embedded

Community
Managers
through
partnership

Community

Managers on
staff

To members of the community, the distinction matters less if value is
being provided consistently, ethically and authentically

* EdelmanDigital



Seven Qualities of a Community Manager

Articulate: Able to communicate effectively in a variety of
media

Social: Engages in authentic conversations and interactions
Professional: Acts as a responsible ambassador of brand/org.

Adaptable: Can make decisions quickly, handle crisis
situations

Enthusiastic: Energetic, passionate and engaged in relevant
topics

Connected: Has fies to the right people within community

Organised: Can keep track of data, relationships, content
calendars, and a variety of assets essential to maintain
community

’ EdelmanDigital



STEP 4: DEVELOP
PROCESS/MEASURE

Develop a content schedule
Plan update times
Measurement:
Community member
numbers
Member acquisition over
time
Number of
comments/posts
Interaction with
competitions
Take up of offers and
vouchers
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Fans Who Interact With

Trteractions Guer Time Learn mere

Cugeses gl | Tk al v

s vhis week [7] 19 vices

9 commenss 13 wat poses

tal Interactons. i wall Fosts. [ Likes.

All Fans of
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&
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United States

= View All

Male Female

143,816...

Male Female

1317
18-24
25-34
3544
a5-54
55+

24 English (US)

1317
18-24
2534
35-94
45-54
554

op Cities

Hale Female

8%

%
%

161 scs

Male Female
5% 04%
% 2%

Top Languages

3%
19%
8%
4%
359
4%

2%
399
20%
12%

£ Content

Faceboo

Twitter

2%

contest

traffie ® of new

Facebook | Twitter

in our 3.Step dance party to

- View All

129,883

Atlanta

4,18% Englsh
(us)

s & support youth cancer'Why
friends to suUpport the cause
£eht WAE i

134,634

s fike dreaming with your
Bnstanze” Ve agree! Joined

party yet? Tell us & we'll ohik,
it ot btto d0bis 1o/ SE W

Thut

Cancet

Facts

Melanoma is the most common type

of cancet for 15-24 y.05. Join the 3-

Step dance party - $1donated for every
ot hitodthis laddF 1%,

Thut

Makeupd Skin
care

Tips

Loving Jasmin's review of the 3-Step.
Chaok it out! htp #bit i/bDkBr Have
you tried the 3-Step yet? Tell us what
ALK

Thut

Fieactive funfinformative adlib (as it happens. no limit)

2 216

Makeupd Skin
oae

Sample offer

Morning tweeps! Have u gotten yi free
sample of the 3-5tep? Details on how
to here hitpHbitlytSEISuw What's yt
biggest skin care concern?

Cancer

Facts

Skin cancer is the most common
SHNOH O JOUNG AuSSes - prevent it
by applying sunsoreen! Chk out
Clinique's range at MtpHbit ly/SyRSNw

Dancing

Tps

Wanna learn how to dance? Chk out
these cool IPhone

http:#ibit ytomufNis O, learn the
Clinique 3-step dance!

hutp:fibit i IEISuw

Contest

Prompt

Check out the parties happening at our
3-Step danoe party - which is your
Faunrite? Want b inin in? Simols cion

2855 2157
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Case Study

PlanBig — an initiative of Bendigo and Adelaide Bank
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qun What is PlanBig? | Blog | Signup | Login ([EEEEEIRCY

Browse plans

Newcastle City Market Garden and Permaculture

Plan Startsd:

10 Plan Location: Newos

n "We are a group of young permaculture farmers and

gardener and students who are keen to grow fresh % Like my Plan
healthy organic produce for..."
Plan by: Chris Wallls 12

N 0. o

Wiewr all Supporters

What is PlanBig?

About my Plan Get Involved (4)

Plan Description:

My Big reasons are:

At the mome

ses 8 lot of fossil fu

in the form of plants and soil carbo

My plan will be a success when:

ing many of the local lo

People Supporting my Plan: v VW
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The PlanBig ecosystem

PlanBig and
the PlanBig
Blog live Owned

here Properties

PlanBig
Facebook
and Twitter Social
presence Platforms
lives here

’ EdelmanDigital



The PlanBig ecosystem
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PLANBIG FACEBOOK

PlanBig

wall Info Events Photos Video Notes

Home of PlanBig within
Facebook

A location for interaction
with the community

Share: B Post [[1 Question Photo #]] Link '&¥ Video

Filters

Leanne 0'Shea Thanks FlanBig - I choose to surround myself with BIG
Thinkers and create BIG possibilites. from Leanne @ Life Choices Mow

15 hours ago * Comment - Like

Y 2 people like this.

We share highlights of
successful plans via photos

Suggest to friends

You should dick 'like' for regular

l 01 November at 19:07 - Comment - Like
G n d Vl d e OS pdates. 1 4 people like this.

Got a big idea that you want to bring
We U S e -I-O e n C O U rG e to life? Create a plan, share it and PlanBig Thank-you Kim! We are all proud to be involved and humbled
g make it happen with help from the by your generasity. Keep up the great work — you deserve every bit of
PlanBig community. recognition that you get and then some.

p e O p | e b G C k TO Th e P I G n B | g http: /fwww.PlanBig.com.au/ e e LE e
. \Write @ comment...
community
PlanBig Congratulations, Kim on the launch of Stage 1 of Forest Green

Founded: Esncaﬁrn, Reserve! This plan is more than two years in the making and is all thanks to the
http:/fwww.PlanBig.com.au/ dedication and determination of Kim. We were there for the launch party, see

Process . - - - the beautiful video below:

A Content schedule g &m

A Communi’ry mcmogemen’r Mchele  Ed - Mt
both in house and external

F’u 1i Kim Louise Petersen Thanks FlanBig...dreams really do come true here.

Kim Petersen Jarrahdale Oct 30 | PlanBig.com.au
www. youtube. com
en, creator of the Forest Green Reserve plan {
w.planbig.com. auForest-Green-Reserve-larrahdale-
ppe ;20 A han tw

£ a
A an TWo

D'Croix Courtenay  Wiliams
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\ PlanBig.com.au @ About @Plansig
9\.0‘%@ @PlanBig Austeia

%g. o bring to life? Create a Ev?ezes gc?lgwhg Eo%é«ers f:aea
u _; thappen wit neip jrom e
PLANBIG TWITTER
-lwg = @ Message = e ki.ﬁu . - 'Alm ﬂ.‘u n "1

Similar to @PlanBig
o CargoRoyale - Follow
CR | Eco Ly Fasnion

=
3

Q!

PlanBig E

Cute ideas frm the project "Two young designers-One idea a
ttp://bit.ly/dueAu7 Love the storage system one! Which

Home of PlanBig on Twitter
Connect with like minded S W o e i
people o

Respond to questions

advice!

We share interesting links and
blog posts external to PlanBig

Process:

A Content schedule

A Community management
both in house and external e

is video may melt your heart. -MS http://bit.ly/sppgnK

z 3
3
> @
a

Awesome! RT @matthewgsin Would dew believe it? Amazing
insect pics covered in dew - http://bit.ly/cEKWKT7

Q00O OO

article abt taking the initiative to creste yr own projects. We
Il have big idesas that we can bring to life! http://bit.ly/a3zKbr -

0

PlanBig =
Top tips from notes for non-profits : How to have a good

’ Edelman Digital



EdelmanDigital

Case Study

Australia Day — Facebook presence
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