
Community Management 
Social Engagement Across Digital Embassies 



Matthew Gain 
 

PR Person 

 

Not a web developer, not an 

SEO expert, not a geek, just a 

normal PR person, well 

maybe not that normal… 

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


What will you learn from me? 
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You know this bit 
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But nowadays you 
need to also know 
this bit 
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What is  

Public Engagement? 
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Replace Image 

 

Donôt worry I am not going to teach you 

Chinese 



Understand the concept of being an 

Ambassador and then the process for setting 

up a digital embassy 
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Community Management is the 

act of engaging members of a 

specific group in a participatory 

fashion.  

 

Community Managers fall under 

the ñambassadorò category of 

the organisation, representing 

that brand or business in a 

specific community ecosystem. 

 

Communities form around 

common interests and 

participants seek value from 

them. 

~Suzanne Marlatt, Community Manager for 

Edelmandigital,com & off domain Edelman digital 

embassies  



A strategy for 

growing a 

digital 

embassy 

Listen 
Develop rules 

of 
engagement 

Appoint 
community 
manager 

Develop 
process and 

measure 
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STEP 1: LISTEN 

 

Å Understand what your 

community is discussing so 

you know what is relevant 

Å Understand who your 

community influencers are 

Å What existing communities 

exist for your brand 

already? 
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STEP 2: DEVELOP RULES 
OF ENGAGEMENT 

 

Å Preparation is the key to 

avoiding issues 

Å Agree up front how you will 

handle issues 

Å Prepare Q&As 

Å Get senior level buy in 
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STEP 3: APPOINT A 

COMMUNITY 

MANAGER 
 

Community Management is 
the act of engaging members 

of a specific group in a 

participatory fashion.  

 

Communities form around 

common interests and 

participants seek value from 

them. Suzanne Marlatt, Community Manager for 

Edelmandigital,com & off domain Edelman  



Community 

Managers on 

staff 

Community 

Managers 

through 

partnership 

Community Managers Can Be  Staff And/Or Embedded 

To members of the community, the distinction matters less if value is 

being provided consistently, ethically and authentically 



Seven Qualities of a Community Manager 

This is a product 

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 ties to the right people within community 

Organised: Can keep track of data, relationships, content 

calendars, and a variety of assets essential to maintain 

community 
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STEP 4: DEVELOP 

PROCESS/MEASURE 
 

Å Develop a content schedule  

Å Plan update times 

Å Measurement: 

− Community member 
numbers 

− Member acquisition over 

time 

− Number of 

comments/posts 

− Interaction with 

competitions 

− Take up of offers and 

vouchers 



Case Study 
PlanBig – an initiative of Bendigo and Adelaide Bank  
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What is PlanBig? 
 



The PlanBig ecosystem 

This is a product 

Owned 

Properties 
Paid  

Media 

Earned 

Media 
Social 

Platforms 

PlanBig and 

the PlanBig 

Blog live 

here 

PlanBig 

Facebook 

and Twitter 

presence 

lives here 



The PlanBig ecosystem 

This is a product 



Edelman 2012 

PLANBIG FACEBOOK 

 
Å Home of PlanBig within 

Facebook 

Å A location for interaction 

with the community 

Å We share highlights of 
successful plans via photos 

and videos 

Å We use to encourage 

people back to the PlanBig 

community 
 

Process: 

Å Content schedule 

Å Community management 

both in house and external  



Edelman 2012 
PLANBIG TWITTER 

 
Å Home of PlanBig on Twitter 

Å Connect with like minded 

people 
Å Respond to questions  

Å We share interesting links and 

blog posts external to PlanBig 

 

Process: 
Å Content schedule 

Å Community management 

both in house and external  



Case Study 
Australia Day – Facebook presence 


