
               © 2015-2016 Institute of Systems Science, NUS. All Rights Reserved. 
                   Online Community Management for Social Media Course #issocm v.16.3.15 
 

Online Community Development: 
Summary Steps 

A 2-page summary of key actions recommended to achieve a sustainable online community. 
Your Mileage Will Vary. If you have specific challenges, feel free to ask: 

leonchia@nus.edu.sg 
 

POPULARITY – TRUST - CREDIBILITY 

Step 1: Take stock of your current situation 
1. Identify your aims (aim = ideal state) 

2. Identify your objectives (tangible deliverables) 

3. Consider if your platform you’re now using is useful for above aims and objectives. 

4. Consider who is your audience. (Who you want to engage and who actually forms the audience) 

5. Establish exactly what your management is interested in your social media channel. 

6. Divide your KPI reporting into tangibles and intangibles. Report tangibles in the form of numbers 

and intangibles as customer/fan testimonials. 

 

Step 2: Establish your Community Management Team 
1. Make a list of who is helping you manage your social media. 

2. Do you have these often overlooked skillsets in your team? 

 Writing 

 Photography 

 Design (e.g. Photoshop) 

3. Assemble available resources and team. 

 

Step 3: Content Strategy 
1. Reconsider your content strategy based on above Steps 1 & 2. 

2. Expand your range of content. Use the 40:40:20 Rule 

 1st 40%: Alternative/Related Content – things of relevance to your product but no hard 

sell. Has value to your company. 
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 2nd 40%: Value-Add Content – content that gives or creates value to the community or 

customers.  

 Last 20%: Hard Sell 

3. Use Photos: 

 Give your product a face. 

 Give your product a place. 

 Give your product a thought. 

4. Posting Tips: 

 Don’t always state the obvious. 

 Quote people instead of describing products: use quotations and testimonials. 

 Value: always consider what is interesting to your readers, not just yourself. 

5. Content Tools: 

 Curate: find content for repurposing – Feedly, Twitter 

 Calendar: Google, Trello 

 Staging: Facebook Secret Group 

 

4-Step Community Development Framework 
1. Fan Acquisition: first, obtain 15-20 Active Users. Work towards Minimum Active Threshold to 

ensure every post gets a quality response. Leverage the Facebook Newsfeed Algorithm. 

2. Generating Engagement: engage followers with good content to ensure sustained interaction 

3. Nurturing Advocates: nurture strong supporters who are positively disposed to help you. 

4. Empowering Champions: empower champions who can help, contribute, co-lead, defend and 

manage the community on your behalf. 

 

Crisis Management 
1. Clarify if it really is a crisis. 

2. Counter any issues which are defensible. 

3. Conciliate with the affected parties.  

4. Use 3 Principles of Popularity, Trust and Credibility to guide your actions/response. 

5. Have advocates/champions help from the ground. 


