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Editor’s Note: The full online version of this guide features videos and other interactive element

that are not able to be displayed in this downloadable PDF version.

Introduction

A Personal Perspective on

Why Online Communities
Matter

When I first started to realize I was queer I desperately wanted to find
more people like me. This was not because I wanted more "gay

friends." I had a great group of friends who were very supportive.
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(That's me on the left!)

However, as anyone who has ever "come out" will tell you, you don't
come out just once. You do it again and again and again. When you get
anew job, at family events, when you join a new club, and in so many

more situations. This shouldn't be necessary but... here we are.

impactbnd.com 3



I wanted to find people like me because this journey was all new to me

and I felt lost. I had so many questions.

I wanted support.

I wanted guidance.

I wanted to know that I wasn't alone.

I wanted to see others who had gone before me and set an example I
could follow. I wanted to be able to ask questions and to know that

there were people out there who had answers.

Long before officially coming out to my friends and family, I watched
queer YouTube vloggers (video bloggers) and web series, joined online
discussions, spent hours on Tumblr, and slowly began to find more

people like myself.

These communities taught me how to explain that I'm not just gay,

but that I do not consider gender a factor in attraction to people. They
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also taught me how to respond when people have no idea what that

means.

The queer community showed me I was part of something bigger than

myself and that there was support out there.

There was a place to ask questions and not feel stupid. There was a

place to share these unique experiences and learn from one another.

As humans, we have this innate desire to belong. To be part of

something.

In fact, it used to be essential to our survival that we establish social
bonds with others as a form of protection. Our need to be connected is
as essential to our emotional and physical wellbeing as food and

safety.

If we don't work together, we don't survive.
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"It was not possible to defeat a Woolly Mammoth, build a secure

structure, or care for children while hunting without a team

effort. It’s more true now than then. Our reliance on each other
grows as societies became more complex, interconnected, and
specialized."
Pamela B. Rutledge

PH.D., M.B.A.
FOLLOW ME

As Pamela says, we're all responsible for more specialized and

complex things as society grows.

Communities give people a place to go to unite with others around a
shared interest and find support in a collection of people who

understand them.
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Organizations -- B2B, B2C, nonprofits, and everything in between --
that create revenue-generating online communities successfully build
trust with their fans, clients, and prospects by deepening those

relationships and providing genuine value.

No matter what space or industry your brand calls home, know this
is possible for your company - - you can create an online community
that helps you grow your business while also creating a meaningful

online space for the people you want to bring together.
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Chapter 1

The Basics of Branded
Online Communities for
Beginners

What Is an Online
Community?

An online community is a collection of people with a common interest
coming together in a dedicated online space for a specific purpose.
That's a simple enough definition but creating and maintaining an
online community is much more complex. It helps to look at what an

online community is not.
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An online community is not just a place for customer support.

Sure, there are many branded communities that address customer
support issues in them and it can help bring support issues to the
surface more efficiently. However, you should not develop your

community with this as a primary goal.

A community is also not a place for you to promote your organization.

Just because you run the place doesn't mean you are exempt from the
rules you expect the rest of your community members to follow. If
anything, you want to be the shining example of what a great

community member looks like.

You also want to encourage all members to post, share, and ask
questions freely. If you start to see more than two posts in a row from

yourself without anyone in between, it's time to take a step back.

Finally, an online community is not something that will grow and

flourish on its own. While a community may arise spontaneously, to
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thrive it must be nurtured with passion and coordinated, intentional

actions.

Why an Online

Community?

Communities that exist (or at least extend) online allow us to connect

to anyone, anywhere, at any time.

The beauty of the internet is that we're no longer bound by our
physical location, time and schedule, or even the pressures of social

anxiety. (Hello, Tumblr in bed with my dog, am I right?)
An online community is accessible and approachable.

A great example of translating in-person events to an online
community is FlipMyFunnel.com -- a community that started offline

and became something that exists and thrives online.
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"It really started as events. What we realized is that events can
only get you so far in terms of reach, in terms of the people that
you're going to reach. We really started to hone in on our digital

property and we built FlipMyFunnel.com."
Nikki Nixon

DIRECTOR OF MARKETING, EHIRE
FOLLOW ME

In an online community, members can even multitask by commenting
back and forth on a discussion or watching a live broadcast while

doing other things.

This just isn't possible (or is very rude when it is) in an in-person

setting. An online community lends itself to a slower pace and less
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pressure to respond immediately. This often leads to more in-depth

discussion and the sharing of helpful resources.

Before we go any further, let's get aligned on the difference between

an audience and a community.

Audience vs. Community:

What's the Difference?

When I joined the team at IMPACT, Bob Ruffolo (our CEO) suggested I

help come up with my official job title. We tossed around a few ideas

but kept coming back to two words: audience and community.

We discussed how these words were similar and, more importantly,

how they were different. Eventually, after discussing my intended
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roles and responsibilities, as well as how we'd measure success in my

role, it became very clear.

My job title had to include both words.

This is because an audience and a community are two very different,

albeit closely related, things.

We settled on "Director of Audience Engagement and Community"
because it encompassed the part of my job that spends time on our
audience -- i.e., our contact database -- and the part that makes sure

people have a great time at IMPACT Live, and manages and grows our

communities.

So, what's the difference between audience and community, and why

were we so adamant that my title included both terms?

Both your audience and your community comprise a group of people
who care about what you're doing. This might include your
customers, ideal prospects, team members, and key stakeholders.

However, the key differences appear when you look at how you
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communicate with each group, and how you track and measure your

interactions with them.

An audience is the group of people who consume your content,
independently. You refer to them as a group but they are a group of
individuals who are not necessarily aware of one another. When you
refer to your audience you may speak in terms of the size of your

subscriber base or the number of followers you have.

Maybe you've created personas to help segment your audience and

provide more personalized content.

Having a better understanding of specific segments of your audience
will definitely help you connect with them and provide a lot of context

for your marketing. However, an audience is simply a group of people.

A community takes the one-way nature of talking to your audience
and turns it into a two-way conversation. Actually, it turns it into a

multiway conversation.
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Your community responds to you but also starts to converse and form
bonds with one another. While your audience is focused on you and
what you have to say, your community is focused on engaging with

you and with each other.

Community goes far beyond having subscribers to your content who

read it when you send it.

A community is a living, breathing entity. It's a collection of people
connecting through a shared interest on a common platform,

engaging in a back-and-forth dialogue.

When the people in your audience come to a specific place to engage in
a discussion about a topic of collective interest -- and do this

consistently -- that’s a community.

While your audience may listen to what you say -- they don't feel
connected to everyone else who is also listening to what you say.

Community brings these people together to form a shared identity.
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I like to think of it like this:

Your audience is who you talk to.

Your community is who talks to you.

So, now that we're on the same page about the difference between an
audience and a community let's take a look at how online

communities came to be what they are today.

A Brief History of Online

Communities

Online communities are really not that new.

In fact, people have been collaborating, sharing, and learning from
each other online via community spaces since the 1970s. And we've

had in-person communities since, well, forever.
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During the Great Blizzard of 1978, Ward Christensen and Randy Suess

launched a public, online '"bulletin board'' system which laid the

foundation for today's online communities. The story goes that Ward
was trapped in his home in Chicago during the blizzard which sparked
his idea to create an online version of the community bulletin boards
that lived in libraries, schools, and coffee shops around his

neighborhood.

A few years later, in 1985, another one of the first full-blown virtual

communities (also the oldest still running one) was launched. It's

called the WELL, which stands for Whole Earth 'Lectronic Link and

it's basically a 1980s version of Reddit (founded 20 years later, in

2005).

Because of dial-up internet and slower computers, the WELL was --
and still is -- very basic, containing no advertisements or even

images. (Must be nice, right?)

It's been nearly 15 years since Reddit launched, and now there are

literally billions of online communities in existence. From
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neighborhood watch groups and online gaming groups to branded
communities run by for-profit organizations, the reach of online

communities is far and wide.

In this guide, I'll specifically be looking at how a business can

leverage an online community.

When I was planning my wedding I joined many bride-to-be groups
and I'm currently a member of online communities for things like
spouses of police officers and owners of golden retriever mixes. These
groups are great, but they're not the kind I'll be addressing in this

guide.

But, right now, there's a good chance you're wondering:

"'Stephanie, what are the benefits of us building and maintaining an

online community for our company?"
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Chapter 2

What Are the Benefits of
an Online Community for
Companies?

An online community can generate new leads, improve customer

retention, and give you deeper insight into your audience. Watch me
talk about building and maintaining an online community at IMPACT

Live "18.

Through a community, members are able to tap into a group of
individuals who have this common interest. They can get perspectives
from people outside of their typical sphere of influence and can even
learn from the mistakes of others without having to make them for
themselves. (I learned not to come out to my whole family via

skywriting...not that I was considering that, I swear.)
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In an article published on LinkedIn, Mighty Networks Founder and

CEO Gina Bianchini said:

11

"In 2019, if you are looking to attract -- and more importantly,
keep -- an audience with your content alone, you will fail. Rather,
the savviest digital media startups aren’t just telling fantastic
stories, they are building a community they control right off the
bat. When done right, a community [now] has all the
characteristics of Facebook in the early days: It’s a network with
better attention economics than what an audience alone can ever
provide."

Gina Bianchini

FOUNDER & CEO, MIGHTY NETWORKS
FOLLOW ME
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Gina really hit the nail on the head when she said, when done right, a
community is a "network with better attention economics than what an

audience alone can ever provide."

Members come to a community intentionally, it's not something that
happens by accident or haphazardly. Because of this, community
engagement rates are much higher than organic social media or even
that of emails. When members are engaged in a community they are
building relationships with each other as well as the organization

hosting the community.

As members begin to consistently return to the community the
relationships deepen which promotes current customer retention and

even creates new opportunities for lead generation.

According to a survey by ReferralRock, a company’s community is

the most valuable asset beyond the revenue they directly provide.
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Online Communities Help
Build Trust

The constant spread of misinformation, especially online, has eroded

trust in brands. This is unfortunate for businesses because trust is a

vital component of a consumer's decision process -- which means, at
the end of the day, we're all in the business of trust, regardless of

what industry we're in.

Yet 65 percent of consumers don't trust advertisements, 71 percent do
not trust sponsored social media ads, and needless to say, most rarely

trust salespeople.

Since modern customers rely much more on third-party review sites,
referrals from friends, and their own internet research, customers

need you a lot less than they used to. They prefer to learn from their

own trusted sources and would rather help themselves than ask you

for help.
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If your community becomes a trusted source of helpful information
and includes testimonial content from real customers - - it's a place

where you can earn new business.

The organization hosting the community is seen as a trusted source
for answers and, when the time comes, people want to do business

with people they trust.

Plus, even if community members aren't necessarily a good fit for
your business, if they get value from the community, they will

recommend you to others in their network.

A community is also a great place to give a select segment of your
audience a behind-the-scenes look at your organization, to deepen
your relationship and further build trust, without putting the

information out for the entire world to see.

One online community I'm a member of (and love) is the Facebook

group for users of the popular audio fitness app Aaptiv.

impactbnd.com 23


https://aaptiv.com/

I spoke with Aaptiv Manager of Member Experience Maya Hutchinson

about their online community. Maya explained how the group is not

just a tool for the company, it's also a way to add value for the

members:

11

"We see this group as a major perk for our paying members. It's
basically a 35,000 [person] focus group, which helps them and us!
They get updates from HQ first, we do monthly challenges,
games, giveaways, etc., and they get direct access to our trainers
who are extremely active in the page."

Maya Hutchinson

MANAGER OF MEMBER EXPERIENCE, AAPTIV
FOLLOW ME
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Having direct access to team members is a huge added benefit of a
community that can really make members feel like they're part of
something valuable. The more tied to a community someone is the

more tied they'll be to the organization.

Communities Foster Retention
& Long-Term Customer
Loyalty

Building an online community is the most effective and scalable way
to build an emotional connection with your customers. When
customers are active in your community they form an emotional bond
with your organization that is likely to help you better overcome

conflicts and lead to more business.

It is far more difficult for customers to consider leaving you for a
competitor when they are tied to a community that they get value out

of and feel a sense of loyalty toward.
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Why is customer retention so important? Well, for starters, it costs

anywhere from five to 25 times more to acquire a new customer than

to retain an existing one.

Forrester Research VP and Principal Analyst Laura Ramos noted:

"Seventy-five percent of marketing's budget and efforts is
toward net-new acquisition. It's almost like marketing is trying
to compete with sales about who's better at generating revenue.

Marketing should also be focused on retaining the customers it

attracts."

Laura Ramos
VP & PRINCIPAL ANALYST, FORRESTER RESEARCH
FOLLOW ME
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Plus, happy customers are one of your shortest paths to additional
revenue. These customers already trust you enough to do business
with you so they're also likely to add on additional products or

services.

Happy customers will be enthusiastic to participate in a community
you create for them. A vibrant community shows your customers you

want to help them and value what they have to say.

Hungryroot Community Manager Meredith Clark shared with me

some thoughts on their online community:
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1

"We get a lot of cute stories, brilliant recipe ideas, and great
photos, and we wanted a place where Hungryroot customers

could interact and share those with each other!"

Meredith Clark
COMMUNITY MANAGER, HUNGRYROOT
FOLLOW ME

Finally, happy customers can become advocates for your brand and,

through reviews and referrals, can even send new business your way.

Communities Are a Research
Tool

Surveys are good. Research is great. Though, you'll never gain a more

accurate understanding of the questions and issues your audience has
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than when they ask them right in front of your eyes. Meredith, from

Hungryroot, also said:

11

"As a food brand that sells directly to our customers, we have the
ability to get a lot of direct feedback about what products work,
what we should add, how people use our products and where we

can improve."
Meredith Clark

COMMUNITY MANAGER, HUNGRYROOT
FOLLOW ME

By observing the questions asked and the answers given in your
community, as well as the way members interact with each other, you
can identify trends and common challenges that can help guide your

content creation strategy and overall product or service roadmap.
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1

"We've always wanted our product to be the best for our
members. This means actually LISTENING to our members. The
Facebook community gives us eyes and ears within our most
active users."

Maya Hutchinson

MANAGER OF MEMBER EXPERIENCE, AAPTIV
FOLLOW ME

Sometimes you'll start to see trends.
Sometimes a question is only asked once but you can tell by the

overwhelming response from members that they've hit on something

important and you should probably address it.
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“Without a deep understanding of fans, we wouldn’t be the leader
of sports entertainment and broadcasting. Our insight

community provides quick yet deep customer insight to

numerous ESPN divisions.”

Dave Blumberg
FORMER ASSOCIATE MANAGER OF AUDIENCE INSIGHTS, ESPN (NOW AT COMEDY
CENTRAL)
FOLLOW ME

The best part is you can often turn popular threads in your community

into user-generated content on your site. (We'll get to that later.)

Plus, if your members aren't asking the questions you're looking for
answers to, you can ask them! Polls are a great way to keep your

community engaged while also learning more about them.
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Check out this great example from Film School for Marketers:
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Chapter 3

How to Create Your
Organization's Online
Community

Now that you know what an online community is (and isn't) and the

benefits of creating one, it's time to dive in.

In case you aren't sure if you're ready for a community here are some

indicators that it might be a good next step:

e Your sales team answers a lot of questions during the sales
process.

e Your audience suggests things to you via social media or other
channels.

e You have subject matter experts that have a lot of knowledge to

share.
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e You have successful in-person events.

e Your audience has created one on their own.

e You know a community is a scalable way to build trust with
prospects, retain current customers, and find out information

about your audience.

If at least one of these applies to you then it's time to get your

community on!

Creating an online community involves identifying who your
community will serve, creating a purpose and mission, deciding
where to build it and who will manage it, and getting executive

support. That's a lot to cover so, let's not waste any time.

1 ||_ s g

We have sn'!mu:h tinme ;ms‘ﬁn little'to see.
Wait a minutel Strike'that. Reverse it.
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Identify Who Your Community
Will Serve

You start with your "who'" because, as Monina Wagner of Content

Marketing Institute explains:

“You can’t start building a community until you know who you
want to serve. Before you try to figure out what sites you should
be on or how to get people to participate, you need to understand
the needs of your target audience.”

Monina Wagner

SOCIAL MEDIA COMMUNITY MANAGER, CONTENT MARKETING INSTITUTE
FOLLOW ME
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After all, how can you help someone on their journey if you don't

know where they're going?

Defining who the ideal members of your community are will help you
decide what the focus of your community should be. It will also guide
you in deciding where to build your community, how to target your

promotional efforts and who to invite to your soft launch.

Create a shortlist of people who you think would be interested and let
them know them what you're planning to do. Ask them what they
want and need and use this information to build the foundation of

your community.

Create a Mission for Your
Community

In most cases, your community is not about you. Even if your

community were to only include your clients, it's about helping them
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get answers, not about selling your stuff. Ideally though, your

community should include everyone - not just your customers.

Take the Sprout Social Agency Network group.

In a discussion with Sprout Social Customer Community Strategist Joe

Huber shared:

"We have a Slack group that's closed to agencies within what's
called the 'Agency Partner Program' (APP) at Sprout, but one
thing we wanted to do was also open up the idea to agencies that
weren't in the APP."

Joe Huber

CUSTOMER COMMUNITY STRATEGIST, SPROUT SOCIAL
FOLLOW ME
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The Sprout Social team could have easily kept this as a group where
agency partners ask questions about the partnership. Instead, they've
opted to make it a valuable resource for all agencies with educational

content and helpful discussions.
Alright, back to creating a mission for your community.

Your community's mission helps guide every decision you make
going forward. Whenever you're working on something for your

community you'll want to ask yourself:

"Does this serve my community's
mission?"

Once you decide who your community is for and what value you'll
provide them, write this down. This will be your guiding light but will

also help you in creating content that promotes your community.

As an example, IMPACT's community is for "ambitious inbound

professionals who are driven to grow themselves and their business," and
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our mission is to "help members connect, get questions answered, discuss

trends, and become better business leaders."

Some Community Missions in Action

One of my favorite examples of a clear community mission is the

secret Starbucks Facebook group, Leaf Rakers Society. In the group's

about section, it says:

Leaf Rakers Society
& Closed group

a Interacting as
yourself
About

Discussion
Announcements
Members

Events

Videos

Photos

Files
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Search this group Q
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ef = I B bt
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Description
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serves as a forurm where we constructively work together with Mother
Mature to help Autumn arrive earlier in the calendar year. Maybe we get
rid of August, or something?

HISTORY
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(% Mame last changed on July 25, 2018
See More

GROUP BY

= ) Starbucks ©
s 36,980,440 like this
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Leaf Rakers taps into something that makes Starbucks customers
happy but isn't necessarily just about the drinks. There are some
really die-hard pumpkin spice latte lovers but their passion doesn't
end when their cup is empty. Leaf Rakers love all things fall and they

love to share in that love.

"Honestly, we spent zero dollars on this," Kyndra Russell, VP of loyalty
and partnership marketing at Starbucks, said during a panel.
Starbucks wanted a way to celebrate their die-hard brand enthusiasts

and bring them together in a safe space.

This mission guides everything Starbucks does with the group.

It guided their promotion, which was subtle and designed to catch the

eves of just the right members.

Some other great groups I've drawn inspiration from are The Good

Life group by Hungryroot and Aaptiv's official member group.
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In talking with Meredith Clark who manages the Hungryroot group, I

asked why they created their group and what the mission was.

She said:

11

"We started the group in August 2017 when we were changing
facilities and restructuring our supply chain. We weren't shipping
during the restructure, but wanted to keep our awesome group of

Hungryroot fans in the loop with the changes we were making

and all of the new products we were adding."
Meredith Clark

COMMUNITY MANAGER, HUNGRYROOT
FOLLOW ME
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n The Good Life Stephanie Home Create

The Good Life

& Closed group

@ Interacting as
yourself
About

Discussion

Chats
Announcements

Members

Events

Videos

Joined ¥  + Notifications A Share  ««+ More

Photos

Search this group Q About This Group HISTORY
2 Group created on August 28, 2017

(¥ Mame last changed on September 7, 2017

See More

Shortcuts Description

) 2019 Chicagoland The... This group is intended for sharing and celebrating all things Hungryroot--
your latest inspiration in the kitchen, recipe tips and tricks, and favorite

(@ Chicago HubSpat User... ways to jazz up the Hungryroot in your fridge! We welcome and

@M IMPACT Elite - encourage all new ideas, product suggestions, and any way you make GROUP BY
Hungryroot your own!

®ll Kathy Casstevens .. 20+ ﬂ Hungryroot
‘We care deeply about you, our customers, and will do everything in our 189,017 like this

0 Gay Marketers of Ch... 7 power to ensure that you have a great Hungryroot experience each week.

- So that we can resolve your issue as quickly as possible we kindly ask
IMPACT Branding & .. 2 that you contact us at help@hungryroat.com, if you're experiencing any
trouble or need to reach our support team. Emailing us will ensure that we INVITE MEMBERS

@ EHBSPIRtEScol Ane can find a solution for you in the most prompt and thorough way!

+ Enter name or email address... EC

M Marketina Solved 1

The Good Life group from Hungryroot

Clearly, your mission can change as your group grows. However, it's
important to remember to keep your members and their needs at the

forefront of your decision-making.
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In Michael Silverman's book Capturing Community, Acquia, Inc.

Founder and VP Jay Batson says:

"Communities might arise spontaneously, or be intentionally
organized. Either way, they're populated by people who care
enough about others in the community that they'll spend their
time voluntarily to participate in it, shape it, share it, and help it
accomplish something."

Jay Batson

FOUNDER & VP, ACQUIA, INC.
FOLLOW ME

When I asked Maya at Aaptiv what inspired them to create their group

she said:
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1

""Our amazing members started our page! It started to grow and
grow and grow and we actually asked if we could take it over in
order to offer fun programming, get trainers more involved, and
answer all of their questions!"

Maya Hutchinson

MANAGER OF MEMBER EXPERIENCE, AAPTIV
FOLLOW ME
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'i Official Aaptiv Member Page Q

Official Aaptiv
Member Page

w Interacting as
yourself
About

Discussion

Chats 1
Announcements
Members

Events

Videos

Photos

Files

Recommendations

(0 2019 Chicagoland The...
™ Chicago HubSpot User...
™ IMPACT Elite 1
4l Kathy Casstevens ... 20+

3 Gay Marketers of Ch... 7

>< Aaptiv X

Joined « + Notifications A Share == More

About This Group

Welcome to The Official Aaptiv Member Page (also known as the
Community Page)! This group allows Aaptiv members to come together
as a community, celebrate their fitness achievements, and share their
mutual love and passion for Aaptiv. The Aaptiv Community page is a safe
and open space to give and receive support and guidance, ask and
answer questions, make requests, and celebrate our amazing community
with A LOT of confetti!

DOs:
-Introduce yourself! We are a tight-knit community and we want to get to

know you!

-BRAG. This is the ultimate forum to brag about personal successes and

f'l'- Stephanie

Home

T2 Group created on December 15, 2015
{2;3 Mame last changed on November 3, 2016

See More

Aaptiv®
) < Watch Video

Aaptiv's Facebook group for members

If your audience has already formed some type of a community then

you're already a step ahead. You may want to take the advice of Aaptiv

and see if you can offer to run the community that's been created.
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If you do this, be sure to explain how you intend to add more value to
the community and let members know you will not turn it into a sales

tool. Otherwise, prepare to lose most of your membership.

If you do take over the community, ease in. (The less you can do to

disrupt an already vibrant community the better.)

If it eventually makes sense to transition the community to a different
platform or change the rules, that's certainly something you can do

once you get a feel for how the community functions.

Decide Where to Build Your
Community

While a community can exist across multiple locations, both online
and offline, an online community needs to have a single, primary

home.

Renting vs. Owning Your
Community's Home
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There are a variety of options for where you can build your
community. Slack and Facebook communities are definitely popular

right now, but LinkedIn has the potential to make a massive

comeback.

While creating your community on a social network such as Facebook
or LinkedIn is certainly simpler (and free) you are putting all your

eggs in the basket of the company that owns that social network.

If the idea of having your community live somewhere where you don't
own it doesn't appeal to you, you can always look into an owned
platform such as a community forum built on a proprietary platform

or an open source CMS.

Building your community on an open source CMS -- such as Drupal
- - gives you a lot more flexibility AND you own it, but it requires more

resources to build.

You could also opt to use a platform built for communities like:
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e XenForo known for its security and mobile-friendliness.
e vBulletin which is probably the most popular and is very simple
to set up

e bbPress the community platform from the creators of

WordPress

With so many options to choose from, what's a community builder to

do?

Building Your Community on a Social
Network

Pros of Building an Online Community on
Facebook

About a billion people use Facebook groups every month. Building

your community on a social network is great because you're creating

something that lives in a place where people already go. It's not that
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much of an ask to get someone into your group on Facebook if they're

already on Facebook every day.

For a long time, Facebook Groups were one of the few ways to directly
send users a notification for group activity. Facebook continues to add
new features to Groups such as the “watch party” ability, Stories for

groups, and more.

Facebook has said their recent algorithm updates will highlight

"meaningful interactions from family and friends over Pages."

The most important phrase here is "'meaningful interactions."
Facebook wants to prioritize engaging conversations and one of the

best places to create engaging conversations is in groups.

Conversations from groups of which someone is a member will show
up in the newsfeed. When you bring like-minded people together to
discuss a topic of common interest it lends itself to exactly the kind of

engagement Facebook wants to show more of in newsfeeds.
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Facebook groups can be run by -- and now joined by -- Pages which

allows brands to respond as the brand instead of requiring individuals

to respond.

Plus, it's free. For a smaller organization just getting started with an

online community, this is a huge factor to consider.

Cons of Building an Online Community on
Facebook

More and more people are getting away from social networks, like

Facebook. We even surveyed our community after one of Facebook's

data privacy breaches, to see who was getting rid of their Facebook.

When you build your community on Facebook the platform could

change any time. In fact, it could actually disappear entirely.

Even though Facebook seems like it's a constant that will never falter,

as recently as March of 2019, we experienced a Facebook outage of
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over 24 hours. In November of 2018, we saw multiple major Facebook

outages within a month's time.

Those repeat Facebook outages were enough to make the most

seasoned community management pros go a little but nuts.

If Facebook goes down you'll likely have no other way to communicate
with your community. If it goes away entirely, well, you risk losing

everything you've worked so hard to build.

That being said, we still built our community on Facebook.

Pros of Building an Online Community on
LinkedIn

Despite engagement in LinkedIn groups falling since 2015, many

people cling to LinkedIn because of its inherently professional nature.

If you build your community on Facebook you can also run into the

added challenge of some people not being allowed to use Facebook at
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work or it not being seen as a work-related activity -- even if they're

engaging in a work-related group.

This is why it's important to ask your community where they already

like to be.

LinkedIn has been working to revamp the Groups platform and is
integrating Groups content back into the main LinkedIn experience.
LinkedIn also reintroduced Group activity into notifications to

facilitate more discussion and conversation.

Cons of Building an Online Community on
LinkedIn

Due to the years of LinkedIn groups being a dumping ground for spam
and self-promotional content, there's quite a stigma to overcome.
Despite the best efforts of group admins, LinkedIn has historically

been a place where very few online communities thrived.
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In its updates to the Groups platform, LinkedIn removed the

moderator role leaving only owners and managers.

They felt the roles were confusing and wanted to simplify things. This
change leaves a little less flexibility for those with groups run by

multiple people.
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Pros of Building an Online Community on
Slack

If you don’t already know, Slack is not actually about “slacking off” at
work. In fact, Slack is actually an acronym for “Searchable Log of All

Communication and Knowledge.”

According to Business Insider, in May of 2018 Slack had 8 million
active daily users and more than 500,000 organizations were using

Slack.

While it is still much smaller than Facebook and LinkedIn in terms of
users and existing communities, this can be a great advantage to your
business. Many people who are avid Slack users are actively looking

for communities that align with their industry and interests.

Slack has a pretty robust built-in onboarding process that encourages
users to take a tutorial of the platform, as well as add information to

their profile such as a name, title, and photo.
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Notifications are very obvious in Slack.

While there are plenty of ways to customize notifications in Slack, the
default is to notify users of pretty much everything. This can be a pro
for your community at first but can get on users' nerves pretty

quickly.

N N
Hubspot User Sl... ~ 1 #general .
v Q) Sear H
Ste| Casstev e k3 Mot sure where your guestion of comment goe @ @ @ *

Tuesday, July 17th
ﬂ Stephanie Casstevens 1:50 P

Hi friends!! I'm Stephanie and | work with Carina at IMPACT (2) | also run our Facebook group IMPACT
cr I Elite. | am the proud owner of the biggest trophy | can imagine... my HubSpot bike!
Lhanneals

# general < Qnﬂ 4 replies Last reply 5 days ago

random ﬂ Stephanie Casstevens 1:50 P11

=1 All Threads

54 PM
HOW MUCH HUBSPOT STUFF DO YOU HAVE
First a bobble head... now a bike?!

ﬂ Stephanie Casstevens 2.01 P

[+ [P e @®
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In fact, IMPACT’s Carina Duffy, cohost of the IMPACT's the Hubcast,

recently worked with DigitalMarketer to launch a HubSpot user Slack
- - they noticed there was no Slack community just for users, so they

created one.

11

"We wanted to create a place for HubSpotters to ask questions,
stay up to date, and build community together. There are
channels for each Hub (marketing, sales, and service), plus
additional channels for things like troubleshooting, HubSpot
updates, hacks and more."

Carina Duffy

HUBSPOT SPECIALIST & HOST OF THE HUBCAST, IMPACT
FOLLOW ME
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Cons of Building an Online Community on
Slack

Depending on your industry, it's less likely that your members will

already be on Slack or be familiar with it.

It can be challenging to get users into a platform they're not already
using. Plus, to really leverage Slack well it requires downloading an

additional app and not just going to a specific social network or

website -- though there is a browser version.

In addition to using a new platform, users are required to create a new
profile each time they join a new Slack team. This means a new

username, bio, and profile photo.

Plus, things can get a little bit confusing since users have the ability to
create usernames beyond their actual name. I am in a number of Slack
communities where I'm in deep, professional discussions with

kittykatluvr20 -- don't ask me why, I don't know.
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Finally, as I mentioned in the pros section, notifications can be... a bit

much:

This is a very real problem.

In a thriving Slack community, the notifications can feel constant
and overwhelming. Even with some customization, there can be this
inherent need to keep up with every discussion in every channel which
can cause very quick member burnout. And if you turn off the
notifications, it can still feel impossible to catch up and it's not

exactly easy to skim everything happening in a Slack community.

In addition to knowing where your audience would engage in a
community, you need to look at the limits of your potential choices, as

well.
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LinkedIn, Facebook, and Slack all have some limits on their groups'

functionality.

On LinkedIn, you can own or manage 30 groups at a time and be a
member of up to 100 groups. Meanwhile, you can join up to 6,000

Facebook groups.

LinkedIn group membership is limited to 20,000. While there’s no
official listed limit for the number of members a Facebook group can
have -- though, after you cross the threshold of 5,000 members,

admins lose some management features and abilities.

Similarly, Slack doesn't say much about the number of users allowed

in a free community. There are communities out there with over

10,000 members, however, many users have found the app begins to

struggle at around 5,000 members.

On the free version of Slack, only the most recent 10,000 messages are
viewable and searchable. Slack teams have a 5GB file storage limit and

are limited to 10 third-party apps.
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Quick Side Rant: Bridge the Gap
Between Rented & Owned Space

Should you choose to create your community on a social network
there are a few things you can do to bridge the gap between the
“rented space” in the social media world and the space owned by your

organization?

Encourage those who like or follow your business to subscribe to
email updates, as well. You can ask for their email as part of the
joining process, though this is fairly manual and can get you into a

tricky spot when it comes to GDPR.

Here is an example of how different groups get creative in asking for

email addresses:
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- - - 4
- L

Closed group - 9.5K Members
Please answer these gquestions from the admins. It helps them

review membership requests and only they can see your
answers.,

Questions - 3

What Email Address should we use to send you your Free Training about

Working Smarter, Not Harder?

Write an answer...

Are you a Coach or Done-For-You Service Provider?

Write an answer...

Where did you find out about this group and why are you interested in

joining?
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FUblic group - 1L.UK Members

Please answer these questions from the admins. It helps them
review membership requests and only they can see your
answers.

Questions - 3
Enter your best email to receive "Top 20 Growth Hacks in the history of

TAC" —

Write an answer...

Enter your mabile number - we might call or text you regarding mentorship

Write an answer...

Do you consent to receiving marketing and valuable emails and/or text

s . fonme Tondfin nmal Mames | ol Flhoclio Aeias cmel Ve Mlom s Toomea

You can leverage your community to generate leads and retarget
existing customers by nurturing them through email content

alongside your community.
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For IMPACT Elite, I write a digest email every two weeks rounding up
the best posts from the past 14 days and highlighting them in a short

video and email with links to more information:

Elite updates in 60 seconds ) + community hangout topic inboxx 5 2
@ Stephanie Casstevens Wed, Sep 26, 1:12 PM (7 days age) %p
tome

Wow, those past two weeks flew by! At least, | feel like they did.
Fortunately, we're finally dipping our toes into some cool, crisp autumn weather here in the Midwest.

Anywho, here are the chart topping posts from the past two weeks in IMPACT Elite.

As always, if you want more details or links to content you can find them below!

Check out the video: http://videos.impactbnd.com/watch/tGAZ77QBCYpeacbkjpEumP?

Posts with the most from the past 14 days:

Marin Beaubien Asher asked for feedback on a video her company created awhile back. She said, based on some of the things she'd leamed
lately she knew there were a few flaws already but wanted some feedback from Elite (which she got!). Check out these killer responses from Elite
members Chris Bryant and Cristian Shirilla.

JL Faverio asked "When you email outreach to sources of a new blog post you're soon to publish, do you email them from an email associated
with the client domain, or your own?" Sandi Capra and Chris Zook weighed in with some great advice!

Paul Chesher posted "Hey group! Meed a little help. We're launching a new Lifestyle brand website and | am locking to seed it with some highly
valuable, fun, and interesting content. The problem is that | have no idea where to find said content. We have one writer on staff but she can't do
everything. We've tried a couple of services but they've been less than amazing. Does anyone know of, or use, a service that is actually good?"
Check out the great responses and clarifying questions - they may just help you find a better outsourced freelancer or agency in the future!

Emma Sepke shared an AWESOME story about how she helped her company with some helpful content based on what she learned at IMPACT
Live and from Marcus Sheridan's They Ask You Answer. Check out her full story in Elite.

My INBOUND AMA with Tammy is live in Elite if you want to check that out! {apologies for my scratchy-exhausted-from-INBOUND voice)
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Facebook notifications can get overwhelming -- and it’s easy to miss
something - - so, this gives us a way to get our members to opt into

our email list while also providing them with value in return.

Stephanie Baiocchi
© Admin - 13 hrs

Happy Monday! Let's welcome our newest members L if you're new let
us know where you're from and the best industry conference/event
you've ever attended.

Christina Major Paul,

Katherine Callaghan Flacco,

Dee Dee Rose,

Max Potts,... See More

oo Carina Duffy and 10 others 16 Comments

[C) Like D Comment &~

@ Stephanie Baiocchi @ P.S. Facebook notifications too much?
Get the highlights from Elite in this twice per month digest:
https://www.impactbnd.com/elite-updates

amrmai] | i

IMPACTEND.COM
m Subscribe to IMPACT Elite Updates

Like - Reply - Remove Preview - 12h

Host Community Events on Your Own
Property

From online events like webinars and AMAs to in-person events like

meetups and conferences, you can create ways for members to sign up
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for things outside of your community via a form on your website. This

allows you to safely capture their information and consent to

communicate with them.

By giving your community members exciting and valuable reasons to
opt into hearing from your business outside of social media, you’ll
start to bridge the gap between the rented and owned spaces. Plus,
once you’ve built the tools to grow your audience outside of social

media, you won’t have to panic during the next great Facebook

outage.

Building Your Community on an
Owned Platform

Pros of Building an Online Community on
an Owned Platform

When you build a community on an owned platform you will have

fewer variables that can cause your community to disappear. Sure,
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anything digital is vulnerable to some risks, but you're limiting your

risks by not completely relying on another business.

= &3 Premium Search

y |

And we're making this video to desperately ask ourj
@ & [@'mes] D

YouTube's Discriminatory New Policies are Destroying our Mission of Inclusion
(We Need Your Help)

821,819 views iflp 107k @l 1K & SHARE =3 SAVE

= Special Books by Special Kids &
GB8E . Liched on Mar 13, 2019 JOIN SUBSCRIBED 1.3M Ml

OUR PETITION: https:/bit.ly/SBSKpetition

YouTube has taken the discriminatory action of disabling all of SBSK's comment sections
despite their overwhelming positivity. We need your assistance in persuading them to reverse
this decision that will be extremely harmful to our movement towards inclusion.

Special Books by Special Kids is currently facing issues with YouTube.
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When you build your community outside of a social network, you
don't have to compete with the noise and distractions of social
networks. You also have better data privacy management and more

flexibility with how you set up the community.

A community forum offers the benefits of a social media platform
with a lot more flexibility and granular control. Granted, it may not be
where people are already going but, the fact is more and more people

are getting away from untrustworthy social networks.

Some of the more detailed options you have when you build your
community on an open-source platform, such as Drupal, include
granular permissions, integrations with other data sources, plenty of
room to grow and scale, and single sign-on (SSO). These features
allow you to go beyond the limitations of social networks while also

creating a more secure, private space for your members to interact.

Plus, communities built on dedicated platforms have improved

accessibility
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1

"Web accessibility considerations take into account users with
visual impairment, color blindness, difficulty controlling a
mouse, auditory impairment, those who rely on a screen reader
and other issues that may make the internet a more daunting
place."

Luke Zagata

DRUPAL DEVELOPER
FOLLOW ME

Cons of Building an Online Community on
an Owned Platform

When you create a community forum you're asking users to go to a

brand new place that they're not accustomed to.
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Plus, building your own community, even using free, open-source
software such as Drupal, can cost anywhere from $5,000 to $75,000,

depending on your needs.

Open Social is a Drupal Distribution, which means it features Drupal

Core and additional software that makes it possible to create your own
community, intranet or network. You start out a few steps ahead and

can customize it to your needs and goals.

An example of Open Social is the United Nations' online community at

www.youth/peace.info.

It was built to “provide users and partners access to relevant and timely
information and knowledge on youth, peace, and security and act as a
virtual meeting place for those striving to collaboratively support and

enhance the participation of young people in peacebuilding.”

With all that information you still may not have a solid answer to
where you should build your community. I recommend considering

where your ideal members are already spending their time. Ask them
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if they're in any other communities and ask them where they might

like a community to live.

Second, look at the plans for the future of your community:

e How big do you want to grow?
e What are the main activities that will take place in your

community?

Choose a platform that will work well for your members while

allowing you to fulfill your community's mission.
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Chapter 4

Who Should Own
Managing Your Online
Community?

If there's anything I've learned from managing both offline and

online communities, it's that someone must own it.

ICYMI, I'm that person at IMPACT. &
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The individual responsibilities can be divided up but there has to be
one primary person who ultimately claims responsibility for the

community.

It doesn't necessarily have to be someone's full-time job, especially
not at the beginning. However, the person who owns managing your
online community will need both time and resources to be successful.

You can't possibly manage a community in the off hours.

Do You Need to Hire a

Community Manager?

Whether or not you need to hire a community manager depends on
the goal of your group(s), the rate of growth, and how many other
people at your organization are committed to investing time in the

community.
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According to ReferralRock, more than half of surveyed organizations

rely on one or more full-time community managers to do the job.

Regardless of whether or not you hire a community manager, you

need to pick someone to own this initiative.

The different tasks such as moderation of posts and admission of new
members can be delegated out between team members. You can even
invite community members to assist in moderating the group and

helping minimize the burden on the community manager.

Still, one person needs to be the go-to owner for the final word on
matters of your community. It will also help your members when they
know who the correct person to turn to is if they have a question or

concern.
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What to Look for in a
Community Manager

If you do decide to hire a community manager, look for someone
either currently engaged in social or community activities in your

organization or someone within your community who is very active.

Contrary to popular belief, you do not necessarily need an extrovert.
You're just looking for someone who is willing to put their personality

out there and be approachable and honest.

Community managers do wear a lot of hats and their role is often
combined with other similar roles (such as social media manager)
depending on the size and scale of the community. Here are some of

the things a successful community manager needs to have on lock:

e A good community manager will need to be able to balance

monitoring, moderating, engaging, and measuring the success
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of your community. This means they need to be organized and
have good time management skills.

e They will also need to be mindful and aware of the nature of
online communities. They will have to deal with spam and trolls
and even well-intentioned rule breakers. This takes a certain
amount of patience.

e Your community manager will also need to advocate for
resources from your organization from time to time. This may
include educating the team on the purpose of their role and
reminding them of the value of the community. This can be a
challenge for anyone and requires determination and passion for
the role they're in.

e Finally, a community manager needs to have strong written and
verbal communication skills. They need to be able to follow your
brand guidelines with all the community content. This person is
representing your brand. Typos on posts and misspelled words
don't just reflect poorly on the individual - they ultimately come

back to your brand.
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Community Manager Interview
Questions

e Tell me about a time you've brought people together. What did
you do, and what was it like?

e What makes a community successful?

e What's one great community you're a member of and what
makes it great?

e What would you change about our community to improve it?

e Tell me about a time you've had to deal with a disruptive
community member. How did you handle it?

e What are some challenges with representing a brand online?
How do you address these challenges?

e What is the most important metric to measure when tracking the

success of a community?
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Communities Fail Without
Executive Buy-In & Support

One of the most common reasons communities fail is because of
community manager burnout. The biggest factor causing that
burnout is a lack of resources and support for community managers.
When communities lack resources and support, it's usually because

there's no executive buy-in for that community.

An organization-wide commitment to the community is the best way
to avoid community manager burnout and maintain engagement in
the group. The only way to achieve this is through support from the

top of the organization.

Maya shared that Aaptiv's Facebook group definitely benefits from the

entire organization's buy-in:
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1

"Everyone at HQ is constantly checking in with what's going on in
the page and it motivates a lot of the work that happens here.
Ethan, our CEQ, is in there every day chatting with members and
getting to know them. We always make sure our goals here align
with what our members want and need to make Aaptiv the best
possible experience."

Maya Hutchinson

MANAGER OF MEMBER EXPERIENCE, AAPTIV
FOLLOW ME
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Chapter 5

The 2 Essential Elements
of an Online Community

Online Community Name

& Branding

An online community needs a name and branding, just like a business
does. The exact branding elements needed may depend on where you

build your community and how you choose to promote it.

When it comes to naming your community you want to consider the

purpose and mission of your community.

I recommend choosing a name that is both easy to spell and say out

loud. Leave as little room for error as possible. Be sure to check if the
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group name is used anywhere else and confirm it isn't used

inappropriately for any reason. (Yes, this happens, and it's not fun.)

As with any content representative of your brand you need to keep

your voice and tone in mind.

When it comes to design, you may want to carry over your company
branding to your community or just borrow certain elements from it.
There are subtle ways to do this such as using consistent colors, fonts,

and themes.

For example, here is our IMPACT branding and our IMPACT Elite

branding:
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[Y]JPACT

VS.
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[EPAc

When it comes to the content and tone you strike, you'll want to keep

your personality consistent but modify your conversation style to
match the channel on which you’re engaging. Don’t be afraid to have

fun with it but keep your brand guidelines in mind.

Group Welcome Content

One of the most crucial elements of your online community is the

welcome content. It sets the stage for how people will engage in your
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community, reminds them of the rules, and encourages them to jump

in right away.

In your welcome content you'll want to have a very clear description

of the purpose of your community along with the rules for members:

Tammy DH
© Admin - October 25, 2017 - San Diego, CA

[MUST READ FOR NEW MEMBERS]

About:

We are a group of marketers dedicated to pushing the world of marketing
forward by attracting users with inbound marketing instead of
interrupting their web experience.... See More

Q Courtney Sembler and 30 others 9 Comments

[ﬂ} Like () comment

View all 8 comments

@ Write a comment... @ @
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On Facebook and LinkedIn, this is usually done with a "pinned" post
that sticks to the top of the content feed. In Slack, this is probably a

welcome channel.

If you're building your own community you can decide exactly how

the welcome content will function:

Le Mons ] 7 donut o @

o] (& " :
Messages  Ahout L @ -.T"\?

@ donut AP 1001 A
Yoooo!

Welcome abooaaaard to Le Mons!!!
Its cur very first §% micro-tribe that is meant to connect and help pick out the best content
What's up in here you say?:

ﬂ; You can connect with the cooooolest people in the industry .h * {Foin
#donthestrangeeeers to kick it off!)

84 Learn and share your favourite content with your peers! LLI (Joln #content-general to start!)
6 Join Zest up chose and be the judge of the product! =« (Join #at-zest-hg to ask or give
feedback!)

As part of our micro-tribe, there will be special benefits as we go along f.

In the meantime, make yourself at home with vour new friends &

PS5, Karalis is super stoked to have you on board?

® donut {1 ME) =
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Make the Rules Clear

It's important to create clear rules for your group. Even if you know
your group members will be good about behaving in the group, it
helps to have rules in place so you can reference them in the future to

keep everyone interacting positively.

This is a great example of group rules from Word Workers:

Word Workers

Word Workers

& Closed group

About
Joimed =+ Motilicaibans # Share =+ More
Discussion
ANMOUNCHTHNTS
About This Group
Memibers
0 Group crested on Detabes 15, 2018
Description
Events (¥ Mame last changed on October 15, 20156
Vidsos The only Facebook community for anyone and everyone that wiiles as a S Mhore
major part of thelr work: content strategists, copywriters, reseanchars,
Photos students snd pro povelists. If you'ne going through it, we've been thiaugh
1. Let's figure it out together.
1 gy (=]
Rules of the group: Gopy Hackers
P 3,866 like this
Shortcuts 1. The Gedden Rule! If you don’t know what that is of you choose not to u 2 '
Q‘ 2018 ki The practica it, dont join | lave now,
0 Chicago HubSpo! Uiser_ 2. Engage! Share what you're working on and what you're going throwgh. WRATIE NS
This group can act like an incredible FREE mastermind.., if you engage + EXfer nama or BTal i P
[} WAPACT Elite with athers in here,
SURGESTED MEMBERS Hida
) Wathy Casstevens . 3 3 Ba sociall Invite yous friends whe also work In werds. The ward-warker Frinds
lile is often a lonely ane. Largaly by choice. [identify a3 an introvert?) Bud
Q Gay Marketers of Ch.., @ then there are thoss moments whaon you didn't even realize how lonaly T b i
IMPACT Branding & ., (8 ¥Ou felt Unitil you cannect with sameane and there's. like, this weiling T :
m inside of you, If you've felt that before, ather pro writers have, too. 5o b i Ko zen e Mt
i i il all be ;
3 The Sprout Secisl A~ ¢ bring them in here. We'll all be friands . Becea Payne it Masbeir
B MPACT Live - Rog_ 10 4, Kowp it PG-13, There may be some swearing and perhaps some mildly v Saa Mot
B suggestive language. But nothing even clasa to hateful or harmiul, See
T Jukebox The Ghost 8T plc gl
- Baw CHEATE WI'W GROUPS
. 1o T b b
5. Enjoy! This is your group. These are your peeps. kake it swesome. GACAPS MBKE L BBEIRT gy 12) @ 2

avar bo shane with fria
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Some platforms have a dedicated space for community rules to live. If
not, you'll want to pin your rules or create a way for each new member
to be introduced to the rules as they join. The folks at Beyond Blue

created a great page with an intro video and clear rules for their

community.

Setting the Tone with Video

Including an intro video where you welcome members to your group
can also be a great way to set the tone right away when someone joins.
When you use video to communicate a message you start building
trust with your community immediately, because you're willing to put

your face and voice behind your message.

Too often, we are sucked into the trap of typing out a message that we
wouldn't actually say to someone's face -- just because it's easier.
Starting with video also helps you better convey tone, as well as the
inflection in your voice that you couldn't necessarily convey in

writing.
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Announcements

Stephanie Baiocchi
© Admin - February 15, 2018
NEW MEMBERS: Welcome to IMPACT Elite! Elite is a place for inbound

professionals to share ideas, answer questions, give feedback and help
each other. So jump on in on a discussion!

P.S. Notifications got you overwhelmed? Get the highlights in this twice
per month digest: https://www.impactbnd.com/elite-updates

and I'm the Director &
of Audience Engagement
S1EPHANIE BAIOCCHI

OO0 196 22 Comments 1 Share

i) Like () comment &~
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If you do include video it's absolutely vital that you include captions,

as shown above.

This is not just for deaf or hard of hearing members but also for
anyone watching the video in a situation where they can't have the
volume on. Personally, I know I've watched anywhere from five to

20-minute videos on mute.

Yes, you do miss out on the tone and function in this case, but you still
got the facial expressions of the speaker and the authenticity of the

fact that they were willing to stand behind what they said.
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Chapter 6

Adding Members to Grow
Your Online Community

When it comes to actually adding members to your group, there are a
few things you can do to make sure you get the right people in the

right place.

Start Small with Your
Community

You don't have to launch an absolutely beautiful and perfect
community, publicly, right off the bat. In fact, it's probably in your

best interest to not do that. Imagine if you joined a group that had
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been totally hyped up only to find out there were only two discussions

in it and maybe nine members. This would be quite the letdown.

Instead, focus on leveraging your list of super-engaged clients and
employees to start small. Remember that list of people you reached

out to earlier?

Tell them about what you're working on and why you're doing it.
Invite them into the community early on and encourage them to start
discussions and give you feedback. Once you have a few people in the

group and the discussions get started, add in a few more.

Eventually, your group will start to grow naturally and with the push
of a little promotion, you'll be on your way while standing strong on a

firm foundation.
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Screen Potential

Members

Asking the right questions of potential members is a big part of a

successful online community.

Facebook groups have a built-in feature that allows you to ask up to
three questions of people who request to join your group. For other

communities, you may have to build this on an external invite page.

Member Request Settings

Ask Ponding Membsers Questians
Ask pending members some guestoes. They

Wiy S el winl 0 joim INIPACT Elita?
WRGY i YOUT ohd in MErseting oF DUSIESs growth?

‘Our admins use the answers to these questions to help deckde whet!

- -
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When I took over our Facebook group, IMPACT Elite, I kept track of

the answers of the first 500 members I accepted into the group.

I pasted them into a spreadsheet every time I approved or denied a
request. I analyzed the answers to these questions to help decide

where to go to grow our group.

]
Why do you want to join IMPACT Elite? =

Because you asked me to!

cos you asked me to

| wanted to download "Frea Guide: How to Fix 6 Critical
jl;l::s When They're Underperforming” and was asked to
Ta get a free tamplate

1'was told | needed fo

1o learn how to set specific marketing goals to take my
business to its highast lavel yet

Learn more about latest Marketing trends. Metwork with the
best Marketers.

Seems like it would be a valuable use of my time while on
Facebook.

to know more about company profiles

1 love marketing, | have worked client and agency side in
marketing for nearly 20 years working on or with brands
such as cadbury, ribena, roche, ellesse and many more! |
have a particular interest in marketing excellenceleaming
and social media

| am interestad in the social media ecosystem

I'm a big fan of Impact. | have an agency in Brazil and had
my first contact with Impact in the Inbound event in Boston.
1 need to grow mysell and my business that is why | want to
be part of this group! :)

Because you'd be crazy to look at IMPACT and not
measura them as a driving force of social marketing and
inbound strategy. Plus, my company has been working with
The Sales Lion since last year, and you guys just merged
with them, s000000.....

Wa are a small family owned business and this will halp a
It with our marketing

I have been an art director at the award winning graphic
daesign studio G3 Creative hitp:/'www. g3creative.co.uk for
over 20 years and love the world of art and design.

To leam more

First of all Stephanie C told me | should. Most of all | want
fo continue to leam how to evolve our business and in
particular our marketing efforts to keep us useful to the
communities of customers wa serve and o continue to
Arse fair Arcaath

What is your role in marketing or business growth? z
| am the owner of a boutique digital marketing agency

marketing manager

Markating my company as a brand for business growth and film
marketing for revenue

| am just a student
Mothing Yet. | am a student trying to do an assignment at my university,
marketing director

Building Brands, Lead Generation, Enhance customer experience
CMO and Co-Founder

sales manager
| am currently working as a client director for a marketing consultancy,

my role is to help grow our (small) business and also work with clients to
grow theirs

| am the director media services for my company
| am responsible to delivery good strategy and income for my clients.

| am the videcgrapher and podcaster here at Mazzella Companies. |
spand a lot of ime working with Zach Basner, George B. Thomas, and
Kevin Phillips as we discuss inbound marketing, the buyers journay,
hubspot sessions, and more. It's pretty dope.

| have to arrange or design all marketing products and do our
companies marketing
Mon really, mainly inspiration.

Writer

As co-founder, president and owner of my company Second Street |
play many roles but perhaps my faveorite has been developing our
marketing strategy around content, inbound, etc. Great team behind me
but 1 love to continue to push us to grow and evolv
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In one year, I approved 2,800 new members of IMPACT Elite and

declined 1,400 potential members. This means I approve about

two-thirds of requests and decline about one-third.

This is not a standard I try to keep up with in any way. In fact, I didn’t
know this was the breakdown until looking this up to add it to this
section! It's certainly a good reminder that sometimes you have to

turn people away, even if it means your group grows more slowly.

Membership Requests
&w &x 1?.%
2.6K 1.4K 2
Approved Declined Blocked
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"What Happens When People
Don't Answer the Screening
Questions?"

Of course, we consistently get join requests from people who don't
answer the questions. At first, this happened quite often. At the time, I
would review everything about twice a week and find people on
LinkedIn to get more information before deciding whether or not to

add them.

Now, there’s no way I could keep up with that at the rate we get

requests to join.

So, I decided to add a third question, letting people know that I would

be reading their answers. I changed the last question from:

"Are you ready to be Elite?" to...
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"Our admins use the answers to these questions to help decide whether or

not to approve requests to join. Are you ready to be Elite?"

Sure enough, not only did we start getting more people answering the

questions, we started getting better answers, as well.

If your community does not live on Facebook, you can implement
this on your own by requiring people to submit a form on your site
with a few questions before joining. (Psst! This also means you get their

email opt-in!)

Reasons | Approve Group
Member Requests

They gave great, thoughtful answers to the screener questions.

They're invited by another member of the group.

e We have multiple friends and/or groups in common (depending
on the friend or group).

Their job title is shown and it’s a good fit for the group.
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e They have a photo, an appropriate number of friends, and some

related interests.

Reasons | Decline Group
Member Requests

e Poor answers to the screener questions.

e They do not answer the questions after seven days.

e There is limited profile information, no photo, etc.

e The person has thousands of friends and/or is a member of over

100 groups and many of those are not business-related groups.

Some groups even go so far as to state this information in their

‘“about” section. The marketing Facebook group BAMF (Badass

Marketers & Founders) tells prospective members if they're a member

of more than 30 Facebook groups they're not getting in -- no matter

what.

impactbnd.com 95


https://www.facebook.com/groups/growthmarketers/
https://www.facebook.com/groups/growthmarketers/

I find this really interesting since in this thread in Elite there are many
people who belong to more than 30 Facebook groups. Plus, I'm even a
member of more than 30 groups. Wedding planning and resale

groups, personal health and fitness groups, etc.

IMPACT Elite

7_ *. Stephanie

Home Create

Chats
Announcements
Members

Events

Videos

Photos

Files

Learning

Group Insights
Recommendations

Moderate Group
Search this group 6]

Shortcuts

™ 2019 Chicagoland The...
™ Chicago HubSpot User...
5 IMPACT Elite

5} Kathy Casstevens .. 20+

D Gay Marketers of Ch... 9

¥ See more

Dan Moyle
January 28

General question for us all. How many FB groups are you invalved in?
Hew active are you in them? How do you manage it?

Me: Way too many it seems, because I'm active in a few but don't seem to
leawe them. I'm here of course, but also in a couple for podcasters, for
Wordpress builders and small business people in my home state
(Michigan). But it's not daily interaction = | rely on notifications to bring
me back.

O You, Tom Schwab and 3 others B Comments

ol Like ) comment &~
"' Michelle Anna Alfano I'm a part of several groups. Some are
mare useful/more fun than others. But | can't possibly stay on
top of EVERY group I'm a part of. So | skim the most impertant
ones every few days.
(e B

Like - Reply - 7w

Cady Lu I'm only in & groups, but one of them is dead and I'm
not particularly active in any of them. | work for a company
rather than being an entrepreneur or working for an agency like a
lot of other people in the groups, so | just try to find what's
relevant ta my work and what | can incorporate.

2

0:

Like - Reply - 7w

Stephanie Balocchi & Great question, Dan. | am actually in 30
groups (| had to go look) but I'd say | actively participate in 4-5
of them. A few are school alumni groups and a few are
community groups for where | live. As far as the ones I'm active
in they're all marketingfbusiness groups that add value. Looking
my 30 groups I'd say | could probably ditch 2 or 3 of them but
otherwise they're all useful to me in one way or another.

Like - Reply - 7w

3

Holly Chadwick I'm a part of 86 groups...had no idea. Wow! I'm
pretty active on facebook, but a dozen of these | find really

GROUP BY

IMPACT Branding & Design
5,888 fike this
INVITE MEMBERS Ermbed Invite

address.. P

+ Enter name or ema

MEMBERS 4,701 Members
F 2=
edl ¥ 1Y

You have 12 new members

# Write Post
this week. Write a post to
welcome them.
SUGGESTED MEMBERS Hide

Friends

‘ Jason Stubler
o Christine Warcheik
0 Dava Sentz

~ See More

Invite Member
Invite Member

Invite Member

DESCRIPTION Edit
Wht is IMPACT Elite?

IMPACT Elite is a community for ambitious...
See Mare

LOCATION

v : Add Location

Chat (5) @ 2%

impactbnd.com
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Chapter 7

How to Manage Your
Online Community the
Right Way

OK, so you have an online community with a name, some branding,

and a few members. Now what?

Learning from Other
Communities

See if there are any other groups in your industry - - and join them!

Not only can you draw inspiration from groups that are similar to

yours, they will also likely not be competition. People can be in more
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than one group and it will not cost them anything except maybe some

time or some of their attention.

w Stephanie Baiocchi WOO!! Awesome!
Like - Reply - 3h

. Mark Rogers I'm coming after IMPACT Elite! But you
know...in a friendly way...as friends

Like - Reply - 14m

@ Stephanie Baiocchi hahah bring it, brah! but seriously,
heck yes. | love this group! (and the sticker on my laptop)

Like - Reply - 1m

& | © O ® ®

I am friends with admins of at least three groups that share many

members with ours.

Plus, if you are a member of groups purely based on your interest that
aren’t related to your organization’s industry, you can still draw

inspiration and ideas from these communities.
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A Typical Day in Stephanie
Land

To help you understand what goes into managing a community --
because yes, it can very easily become a full-time job, as we've already
discussed -- I want to take you behind the scenes of what I do every

day.
So, what does a typical day in the life of Stephanie look like?

Well, I start every day by checking on our community. OK, actually, I
start every day by brushing my teeth. Then, I make a cup of coffee and

pull up IMPACT Elite on my phone.

Many people will caution you against this, but it helps me approach
my day head on if I get an overview of what I missed while I was
sleeping. We have many members of our community in different time

zones who post to the group when it's nighttime for me.
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Then, I head into my office. I have my daily meeting with my team
where we go over what's going on that day and then I settle into my

to-do list.

I probably check on our community 50 times throughout the day
without even realizing it. Maybe one of these days I will try to count it.
However, the thing you may find surprising is that I do not get
Facebook notifications on my phone. That's right, I will not see a
Facebook notification unless I open the app. This is a vital part of my
ability to focus on my work and not be constantly distracted by every

little thing.

You have to set boundaries for when and how you'll be available.

It's incredibly easy to get sucked into being ""available everywhere all
the time." I've been there and I can tell you it's neither productive nor

sustainable.

In fact, you'll wind up looking like this:
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I do have dedicated time on my calendar set aside to engage a little

more deeply in the community. Make sure you maintain the

conversations that have been started. Say thank you to those who take
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time to contribute or ask questions. When people take time out of

their day to engage in your community that is a big deal.

Don't take it lightly or you'll lose it before you know it.

"I spend time every day going in and making sure every question
is answered or responded to. When I see something where I have
no business answering the person's question, I'll still comment
on it to bring the conversation back into view. It's really just
about making time to respond and post to keep people engaged."
Joe Huber

CUSTOMER COMMUNITY STRATEGIST, SPROUT SOCIAL
FOLLOW ME
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Plus, by keeping conversations alive, many social networks will

prioritize them in news feeds.

Of course, there is no perfect answer to the question of, "How often

should I post in the community?"

That said, consistency does yield results. You don’t have to post every
day but if you post often and then suddenly disappear for a week, your
members will notice. Going on vacation? Be sure to let your group
know and appoint someone in your organization who can be your

stand-in for the time you’re gone.

PSA: Being a Community

Manager Is Hard

Watch this video first.
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So, in that video, I mentioned an article Ramona wrote about a

response she got to an email. To be clear, you may not encounter
responses of this severity but it's certainly possible. Remember that
it's okay to talk to someone if it bothers you or you aren't sure how

to handle it.

Online Community

Update Emails

In addition to the daily responding and posting in the community,
every other Wednesday I round up the most engaging discussions in

the community and bundle them up into my email digest.
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LAST Elite update of 2018 "« + an announcement! & =sex & 2

5O ACANTIEVETE -

a Stephanie Balocchi <sbalocchifiimpactbnd cams= BT vied, Dec 15, 2018, 1203 BM -

Finalky! We'ra jusi days away from the holdays. | don't know about you but Fm wriling this with a mouthid of cookies and a big peppermint mocha rest to me and
& kving avery second of iL

Arnyway, Bhis Elile updale is the fast of 2018 &0 | needed & DR more than 60 saconds. | needed 150 seconds. o be axact | had a lew exciling things %o share 50
ehich ool the wvideo and, &8 Shways, I you wanl more delbits of links to conlent you can find Sim ke

Check out this video: httpoivideos imoacibnd comfsaich MO zHutd Y BRmiGERDmCC Y

The IMPACT Show

Chack oul B el apisode of The IMPACT Show this vaar, Nk and | laked aboul setting 2018 marketing goals and vilal markaling skils for recan] grads, Phis, we
i diown B Sabi amailts wa'os mecaived recantly. (P.5. we gol festivs fool]

1 hawe axciting news! The IMPALT Show is galting a makacwsr in 2019 We'ne going back ta doing tha show woeldy with shorer apisodes. Plus, wa'm gong 1o
harve Soma guasis, | can’t wait i shane the rare fomnat with you in January, That baing said, noghing |s sel in stone and wa'd icv your fepdback on how we can
maka the: show tha bast it can bo, If you could take 2 misules 1o sham vour thoughts wo'd realy appraciate it

This also involves creating a quick and fun 60-second recap video for

every email. (Here’s an example of a video.)

Representing Your Brand

vs. Yourself
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Many people ask me if they should be responding as themselves or on

behalf of their organizations.

If you have a team of people responding on behalf of your brand it can
help to have those people add their initials to the end of responses.
This helps you keep track of who posted what in case an issue arises. It
also reminds members that while a brand is replying to them, there

are real people there that care.

If possible, it's often best to engage in the community as yourself. The
more you can be authentic and vulnerable with your community the
easier it will be to build trust and break down the walls that separate
you. Your community should see you as a trusted liaison to the

organization.

From time to time I will reply to something on behalf of IMPACT when
I want to add a bit more credibility or importance to the comment. I do
not mean I want to make IMPACT’s response sound smart. I use the
brand to elevate and empower members. I might, as myself, say

thanks for commenting. However, if IMPACT comes in and says
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“that’s a great point, we agree!” it’s going to make the original poster

feel more special and valued.

How to Handle Spam,
Trolls, & Offensive

Content

You’ll want to address any content that diminishes the quality of your
community. If something is truly spam or is offensive, you can hide or
delete it. I often take a screenshot before doing so, just in case I want

to refer to it in the future.

If you encounter truly inappropriate content that violates the
platform's community standards or terms and conditions, you'll want
to report it to the platform you're using, or to your IT team, and make

sure it's removed and the user is blocked.
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For reference, in the past 12 months, I have only had to block three

people from IMPACT Elite. Often times, simply removing the person

from the group is sufficient.

This does not mean you should immediately remove sensitive
comments or content that sparks a controversial discussion. This can
easily be seen as censorship or as if you’re only allowing content into

the group that benefits you and your brand.

If something is not spam but breaks the rules of your group or is

blatantly promotional there are 3 options you can consider:

e Removing the content and the person who posted it. You can
have a zero-tolerance policy should you so choose. If you decide
to do this you need to make it very clear to your members when
they join.

e Address it directly on the content. I often comment on the
content itself and address why the content is inappropriate for
the group. If it’s promotional but could be valuable content I

usually tag the original poster and ask them to share a bit about
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why they chose to share the content with this group specifically
and, while I’'m there, kindly remind them about the rules and
purpose of the group.

e Finally, you can remove the content and address it in a direct,
1:1 channel with the original poster. It could truly be that this
person is a great potential community member but has only had
experience with those all too common poorly managed online
communities where people just drop in links to their own
content. Let the person know that you’ve removed their content,
why you removed it, kindly remind them of the group rules, and

give them a suggestion for how to do better next time.

Options two and three allow you to show them that you’re invested in
them getting value out of your community and will be more likely to
encourage them to stay and give participating in the group another

shot.

Facebook even allows you to give feedback on the post to the original

poster before removing it.
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Remove Post

Additional notes from the admins (optional)

Self-promotion

/ Share violated rules and notes with Mario €

The notification will come from an anonymous admin, not a specific WG LHETES
individual.

Encouraging Engagement

in Online Communities

From daily administrative duties to larger growth initiatives, there's a

lot that goes into managing a community.

impactbnd.com 110



"I always equate running a community is like being the chaperone
at the sixth-grade dance. People might show up in droves, but
they'll sit by the punch bowl or the bleachers, talking to their

friends. It's not until the dance floor has some serious action that

you'll see other people join in.

We have to find ways to get people commenting and posting.
Nobody wants to invest their time in a digital ghost town, so by
being the first people on the dance floor ourselves, we know we'll
get more people to tango with us."

Joe Huber

CUSTOMER COMMUNITY STRATEGIST, SPROUT SOCIAL
FOLLOW ME
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Understanding Typical
Member Categories

I like to think of my members in a few bulk categories to help guide
my engagement with them. They are newbies, lurkers, regulars, and

leaders.

Newbies

Newbies are the members who most recently joined the group and are

still finding their footing.

They may introduce themselves on a welcome thread but not jump
into asking questions right away. Be sure to welcome new members to
your group and give them a question to answer when introducing

themselves so they have a clear reason and way to engage right away.
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n IMPACT Elite [}

Stephanie

Home Create

About
Discussion
Chats
Announcements
Members
Events

Videos

Photos

Files

Learning

Group Insights
Recommendations

Moderate Group

Shortcuts

3 2019 Chicagoland The...
) Chicago HubSpot User...
o

IMPACT Elite

®8l Kathy Casstevens ... 20+

) Gay Marketers of Ch... @

v See more

Lurkers

Stephanie Baiocchi
© Admin - 22 hrs

Happy Monday! Let's welcome our newest members 52 if you're new let
us know where you're from and the best industry conference/avent
you've ever attended.

Christina Major Paul,

Katherine Callaghan Flacco,

Dee Dee Rose,

Max Potts,... See Maore

oo Carina Duffy and 10 others 16 Comments

1 Like

6 Joe Huber

&~

() comment

L

ike - Reply - 2Zh

@ Josh Hayden & Hey hey! Residential Mortgage lending in all 50
states here. Looking to step up the social media game and learm
a lot from all invelved here. Attended The CORE summit one
year, it was a great few days surrounded by successful people in
my same industry.

Love - Reply - 21h o !

@ cranhania Bainrehi A lnch Harden enoalad tnfee haesl

9 ' Add Lacation

CREATE NEW GROUPS
Groups make it easier than
aver ta share with friends,
family and teammates.

ke B B

Suggested Groups See All

Money Morning 7-Day Challenge

1589 members AL
Facebaok Group
The Divi Business
Expert Course
Chat (1) [ &

Divi Business Expert

These are the people who join the community and occasionally "like"

a discussion but never comment or ask a question of their own. They

still may be getting massive value out of the content but it's hard to

tell. Surveys and polls are great ways to engage lurkers because
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there's very little pressure and doesn't call attention to them

individually.

Here is a great example of a poll in Personal Branding with Video:

n Personal Branding with Video Q

Personal Branding NEW ACTIVITY ¥
with Video e Salma Jafri created a poll.

& Closed group 5 hrs

Hey guys, no new video today as I'm taking this week to focus on other

Sbo business critical tasks. Might do a livestream later in the week. Lemme
Discussion know which topic you'd like it to be on:
Chats What matters more: subscribers or @ 0 @

views? =
Members

Just starting a new channel? What to do @ 6
Events first?
Videos  Add option
Photos 1 Comment
Files

oY Like (J comment
Search this group Q
@ Claire Galpin | chose the latter because there are less videos out
there on this. | know the answer but am interested in hearing

Shortcuts debate on it. Personally, | think views are important but in

asserting that, subscribers must not be discounted. They both

) 2019 Chicagoland The... have a role to... See More

™ Chicago HubSpot User... Like - Reply - 1h
3 IMPACT Elite (¥Y ° Salma Jafri replied - 1 Reply
#3l Kathy Casstevens ... 20+ @ Write a comment... O © @

@ Gay Marketers of Ch... 9
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Regulars

After some time your group will develop a collection of members who
stop by often (a couple of times per week) to engage in discussions.
The goal is for them to see your community as the go-to source for
getting feedback or getting answers to their questions. They'll enjoy

going to the group and will even get to know each other a bit.

Leaders

The leaders in your community will clearly stand above the rest. They
consistently welcome new members, answer questions, and
participate in discussions. Leaders often like to be acknowledged for
their contributions to the community and will appreciate a shout out
or being tagged in a discussion because of their expertise. They're

likely willing to help with a campaign or give you a testimonial as well.

By knowing the member types in your community you can effectively

create content that will engage all your members.
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Chapter 8

The Challenges of
Growing an Online
Community

Some common challenges that come along with growing an online
community include keeping track of repeat content and pushing

announcements to your entire member base.

Keeping track of repeat content can be one of the most challenging

aspects of managing a community.

If your community has a built-in search feature the best thing you can
do is teach your community how to use it. Beyond that, round up
content and email digests are easy to search after the fact. After some

time, old discussions will be outdated anyway.
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Sometimes, you'll need to publish an announcement to your entire
member base. Most social networks have a way to do this and pin it as

an announcement or top post.

However, if members have notifications turned off they may miss it.
This is yet another instance where the safety net of an email opt-in

list comes in handy. Sensing a trend yet?
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Promoting an Online

Community

“The hard part is getting the people to join. You’ll have to give
them a reason to join, stay, and engage."
Jamie Cheng

COFOUNDER, DIGITAL ALPHA AGENCY
FOLLOW ME

Avaluable and targeted community mission is a great first step.
However, even the best community won't thrive without promotional

effort behind it.
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In this video, I explain some of my favorite ways to promote an

online community.

I also mention Sigstr. This is a tool we use to add marketing content
to the email signatures of every email sent by anyone in our

organization. It's a quick and easy way to get the word out at scale.

Campaign Preview © Refresh Preview

IMPACT Elite: Where The Sharpest Minds
in Sales & Marketing Are Hanging Out.

Hand-picked members, exclusive content, and no fiuff.

EpACT
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Don't Do What We Did with
Thank You Pages

(Video )
Here's what our thank you page used to look like:

= PACT Q, Search for topics or resources
~

THANKS FOR DOWNLOADING

27 YOUTUBE VIDEO TEMPLATES

YOUR DOWNLOAD IS BELOW
BUT FIRST WE RECOMMEND...

IMPACT Elite

Closed group - 4,722 members

‘What is IMPACT Elite?
IMPACT Elite is a community
for ambitious marketers,
salespeople, and inbound
professionals of all types

who are driven to grow...

VIEW MY COPY NOW

2019 IMPACT, All Rights Reserved
IMPACT, 470 James Street, Suite 10 New Haven, CT, 06513, (203) 265-4377
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You didn't have to join Elite to get the download, but the layout of the

page made people think they had too.

So, we started getting requests to join IMPACT Elite like this:

N . Skye Deson Morgan Approve Decline
o/ Requested 18 hours ago

© Joined Facebook on Aug 29, 2009

Why do you want to join IMPACT Elite?
link sent me here bro

What is your rale in marketing or business growth?
i'm here legit for the download only

Our admins use the answers to these questions to help decide whether or not to approve
requests to join. Are you ready to be Elite?
not really, just give me the download bro

Sorry, bro. &
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Here is our new and improved thank you page:

Q  Search for topics or resources

Thanks! Your download ‘Generate More
Leads from Your Landing Pages' can be
found below:

I Download Your Ebook Mow |

Check Out These Other Resources to Help Scale Your
Marketing and Sales Knowledge:

R fa ™ i

Ry TR Wl

Join the Most Elite Group of +50K Marketers Get Their Join Us This August for
Marketers Online Mews from THE LATEST IMPACT Live 2012
Join sur elite community of ambitious The most valuable madkeling and Busingss IMPACT Lisos 5 e MOSL imsmargive, Righ.
markelers, salespeople, and inbound insights dedrvered 10 your inbox 3x a week energy leaming experience for intound
professionals who are driven to grow minrkaters and business leaders and it's
hemisehesd and their Businesses. nappening this August & Hartlord, CT.
JOIN ELITE | GET THE LATEST SAVE YOUR SEAT

Use Chatbots & Live Chat

Another really fantastic way to get people into your community is if

you use a chatbot or live chat on your website. People are probably

here because they have a question. Of course, you'll want to answer it
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and help them but maybe you can direct them to your community to

get more in-depth answers or ask future questions.

Here's what that looks like for IMPACT:

Edit snippet template

MNama B Live Chat =

You might want to check out IMPACT Elite | Chat

Text snippet

We have a free Facebook group called IMPACT Elite which is a great
place to get answers to questions like this. You can learn more about
it and join here: https:/fwww.impactbnd.com/elite

& Tokenw

Shertcut

# elite

To use & snippet, type the hash symbol (#) immediately followed by the shereut you emered

abave (e.g. Mintra)

(We use HubSpot Conversations for our live chat.)

Grow Your Group Through
Referrals
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There are platforms, like ReferralRock and PartnerStack, that can help

you track referrals. You can also use a simple Google form or even a

simple spreadsheet.

ARk . Tonya Fae Approve Decline =~
5 . Invited by Katarina 32 minutes ago

1]

= 37 Friends - 2 Mutual Friends - 3 Friends in Group
2 Groups in Common - 5 Other Groups

Joined Facebook on Jun 19, 2016

Lives in v

Works at Parker Content and Zest.is

Studied at Indiana University Robert H. McKinney School of Law

Why do you want to join IMPACT Elite?
Because Katarina » - said it was the best group ever.

E®DoOE

What is your role in marketing or business growth?
I'm the content manager at Zest.is.

Our admins use the answers to these guestions to help decide whether or not to approve
reguests to join. Are you ready to be Elite?
Absolutely. :)

Encourage members to invite others who are a good fit. Then, reward
them when they do so. Great communities are grown through
word-of-mouth. Rewards do not have to be monetary or even

physical.
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Feature Your Community in
Content

Another great way to get the word out there about your community is
to create content featuring community members. This encourages

members to share on their own networks.

While some community content is private to your members only, you
can create great collections and roundups of community
member-generated content and publish it on your site. This also gives
prospective members a glimpse into the kind of content discussed in

the community.

We asked our members about whether or not they do work stuff on the

weekends and turned it into a great piece of content. We also asked for
the most cringe-worthy marketing mistakes they made, to build some
camaraderie in the group, and turned that into a fun article (with their

permission of course).
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It's important to leverage every available opportunity to promote your
community. Here are some of the can't-miss ones to make sure you

have on your list:

e Social promotion

e Written and video content on your site

e Links and calls to action on your site

e Thank you and confirmation pages

e Atdigital events and on podcasts

e During live events

e At networking events (put the info on your business card!)
e Inyour email

e Through your team

e On your website chat

e Inthe group itself (encourage members to invite their friends)
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Optimizing an Online
Community

As a community manager, it's your responsibility to advocate for the

members.

If their question isn't getting answers, ask clarifying questions. When
someone shares something they're clearly excited about, take a

second to comment and thank them for sharing.

If someone could use the help of a subject matter expert, chances are
you know the best person for the job. Tag them to jumpstart the
conversation. If they don't respond be sure to reach out individually

and let them know you tagged them.
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-#=. Michelle Brammer

S 2 hrs

Who out there has a podcast? | recently joined an organization with a
podcast that just lost their producer. The producer was responsible for
outreach, booking, placing the CEO on other podcasts, editing the
content, and the final delivery of a finished file.

Does anyone have an agency they love that does this for them? Likewise,
we're open to a freelancer that can take this on as well. Thanks in
advance!

o Stephanie Baiocchi 1 Comment
il Like (J) comment W -
Stephanie Baiocchi © | bet Tom Schwab could help out here!
Like - Reply - Zh o 1
m Write a comment... © ®)
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Thomas M Schwab
O Mobile « 1h ago

@ Stephanie Baiocchi » 3:06 PM

'_m- ST 2t

Not sure if it's a good fit or not but | tagged you on this post in
Elite

TODAY

Y Thomas M Schwab - 6:58 AM

THANK YOU!!!! I've been speaking at PodFest, but it was a great
surprise to see it on FB when | logged in. | think we are talking
next week. | appreciate you. Tom

3
Stephanie Baiocchi « 8:05 AM
Great! Glad to hear it :)
Write a message or attach a file A
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Create Consistency with
Segments & Traditions

From “Monday Motivation” posts to wrapping up the week on a
Friday afternoon, having traditions in your group will encourage
everyone to engage often and will also give you and your members

something to look forward to.

Here are two examples of traditions in action:
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n Marketing Solved Q ¢ stephanie

© Admin - 11 hrs

Marketing Solved e Kat Sullivan
@ Closed group 1
It's INSTAGRAM FOLLOW MONDAY!!
@ Interacting as @ RULES:
youraeir 1) List Your Instagram Profile Below ... See More
About

Discussion
Chats
Members
Events .
Videos
Photos
Files

Recommendations

Search this group Q L+ RE] 70 Comments

Like Comment
Shortcuts Uﬂ} D
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IMPACT Elite

’_.=-'- Stephanie

Home Create

Chats
Announcements
Members

Events

Videos

Photos

Files

Learning

Group Insights
Recommendations

Moderate Group
Search this group Q,

Shortcuts

% 2019 Chicagoland The...
™ Chicago HubSpot User...
™ IMPACT Elite

" Kathy Casstevens ... |20+

) Gay Marketers of Ch... 8

+ See more

Stephanie Baiocchi
© Admin - March 12 at 939 AM

Happy Tuesday! That means it's jobs thread day. Are you looking for the
next great addition to your team? Let us know in the comments if you're
hiring!

—

!
L g'er one of thase job things.

O D David Roberge, Kathiesn Slattery Boath and 6 others 3 Comments
o Like [ commaent &~

0 Michele Aymold | need an SDR in Chicago! I'm bringing in the
leads but need someone to fellow up, pound phones, and set
meetings.

Like - Reply - Ged O:

Lp ‘ Michele Aymold replied - 4 Replies

‘ Andrea Galvez Wa need a new content/comms manager!
httpe/newton.newtonsoftware.com.../Jobintroduction....

NEWTON.NEWTONSOF TWARE,.COM
CFSI: Careers

Of course, not every tradition will work.

IMPACT Branding & Design
5,888 like this

Embed Invite

+ =]
MEMBERS 4,702 Members
You have 13 new members # Write Post
this week. Write a post to
welcome them,

SUGGESTED MEMBERS Hide

Friends

‘ Jason Stubler Invite Member
0 Christine Werchaik Invite Mamber
@ Dava Sentz Invite Member

* See More

DESCRIPTION Edit
What is IMPACT Elite?

IMPACT Elite is a community for ambitious...
Sea Mora

LOCATION
'o Add Location

Chat (3) = 2

If you're going to try a new one I recommend letting your community

know you'll be trying it and for how long. Say something like, "For the

next six weeks, we're going to try a weekly segment..."

impactbnd.com
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And if you're not sure how something is working, ask your members!
Facebook, Slack, and most community software have built-in polling

tools.

Use Video to Build Trust with
Your Members

Video, whether live or recorded, creates trust with your community by

showing that you’re willing to be vulnerable by being on camera.

Plus, members will benefit by being able to put a face and voice to
your name. It also reminds all members that they are having

conversations with other human beings and not just computers.
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# Stephanie Home

:mn;a.,

iy Like (D comment @~ -+
0 Stephanie Baiocchi

Q0% 52 12 Comments 1 Share

about 10 months ago - [& 4
Chat (6) @ 2 &

Live video specifically can be a great way to interact with your
community because it allows them to have a discussion with you in
real time, almost face-to-face. You can make them feel special by
shouting out to them during the broadcast and reading their

comments out loud.
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'+ Stephanie  Home  Create

IMPACT Elite Exclusive Live Conversation
with Salma Jafri, speaker, strategist, and
personal branding and video expert!

EXCLUSIVE CONVERSATION Kt

abaut 4 months aga - &

UPDATE: aur live eanve will be starting an heur [ster than planned
at 11:30am ET. We hope you can still join us!

éeu More
[ 1w B ES 1 Share 165 Views
-';r_j Like : Comment ﬁ) Sharne ‘ v

Comments Up Next

. Bl
SALMA JAFRI STEPHANIE BAIOCCHI

Most Relevant =
View & mare commants

@ Caitlin Sellers Castevens 000 David

QUESTION: Castevens

What advice do you have for someone just getting started with their personal branding strategy? Like - Raply - 16w

a Caitlin Sellers Castevens - 2102

hitps:ifwwwyoutube.comwatch?
v=HACITITIENS - this is the video steph

218 .Lm D 5] o2 'l:-: recording with us
K sk | P cersicnd i

"What Kind of Content Should
We Share & Post?"

Just like how your community should be focused on a topic related to
your brand and less on directly promoting your organization, the

content you share should not be all yours either.

Sharing content that’s not written by your organization but still adds

value to your group is a great way to show that you’re not just there to
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generate leads but that you actually want to share knowledge with

your community and be helpful.

Plus, sharing content by members of the group will make them feel
even more valued and encourage them to engage in conversation

around their content.

Stephanie Baiocchi shared a link.
© Admin - March 7 at 10:00 &M

So | don't talk about Zest enough. It's an amazing tool that helps you find
the best of the best content and it lives in the place where a new browser
tab is launched. (Genius)

When | first got the Zest.is UpSkill email it blew my mind. | couldn't
belizve how personalized it was and | was trying to figure out how the
heck they did it.

(I don't think *newsletters® suck. | think *some® newsletters suck!)

| am definitely guilty of hoarding content with every intention to read it
later...only to have it fall to the black hole that is my Chrome bookmarks
folder.

The "reminder of saved content” section of this email alone makes it
waorth it. The folks at Zest continue to impress me every day!

Check out how they did it:

ZEST.IS
Newsletters suck. How and why we created Zest's
personalized UpSkill email

@O vYam Regev, Emma Sepke and 7 others 4 Comments

T
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Chapter 9

How to Measure the
Success of Your Online
Community

As with many things in marketing and social media, it can be easy to
fall into the trap of vanity metrics. What the real metrics are for your

community, however, will depend on the mission and goals of your

group.

Tracking member growth is important but rapid growth obviously

doesn't translate into success.

I recommend setting goals around things like discussions started,

replies on discussions, and engaged member rate. Other goals you can
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track include sales opportunities created via the community or pieces

of content created from community discussions.

To get a better understanding of how online communities are
measured I reached out to 14 online groups for marketers, across
Slack and Facebook, that were around my group's size -- under 4,000

members at the time.

Here is what I learned:

e Three of the 14 groups had a goal for increasing the number of
group members...

e ..while 11 did not.

e When I asked what they found to be the best way to eight cited
word-of-mouth as the best way to grow their community.

e Whereas six said that content was the key for them.

e Also, more than half noted the ideal situation was a

combination of both content and word-of-mouth.
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I also asked how the community managers measure the success of

their groups:

e Half of those surveyed said they measure the number of new
messages sent or posted.

e Three managers also said they track the number of new
members...

e ..and three more said active members per week or month.

e Two also mentioned that they have used NPS surveys to get
feedback from community members.

e Half of those surveyed also said they’re still struggling to nail

this down.
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"When I took over the project, we didn't have Key Performance
Indicators (KPIs) outlined, so I took some time to pull baseline
analytics from Q4 of 2018 from Facebook. I'm a firm believer that
you just need to put some type of goal in front of yourself with
whatever information you have and then work from there to see if
it's the right goal to track or if you need to focus on another
metric. Not all metrics are the same. From there, I set out to
double the 2018 Q4 metrics for comments and reactions in Q1 of
2019 and to average 100 active users per day. These are tactical
goals, but the true goal is much more nebulous. The goal has
always been to foster a connection to other members and create a
space for conversations and knowledge sharing."

Joe Huber

CUSTOMER COMMUNITY STRATEGIST, SPROUT SOCIAL
FOLLOW ME

impactbnd.com 140


https://twitter.com/josephphuber

The metrics you track when you first start your online community will

be different as your group grows and evolves.

Periodically, make it a point to evaluate your metrics as your group
progresses to ensure you're still tracking what's the most relevant to

your goals.
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Chapter 10

Online Community
Management Pitfalls to
Avoid

When trying something new we all make mistakes. Some mistakes
are unavoidable and you'll learn from them. Other mistakes are

completely preventable.

What follows are those that are not only the most common but also

totally preventable.
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Letting Things Falli
Through the Cracks

When you let even a single comment or question in your community
go unnoticed it can appear as though you do not value the

contributions of your members.

If a question isn't getting any replies, try asking some clarifying
questions to get some more information. It's possible that people
aren't replying because they simply don't understand the question or

the question is too broad.

Sometimes, posts fall through the cracks because there are too many
cooks in the kitchen, and everyone assumes someone else will take

care of it.

More often, it's because the person responsible is doing too many

other things and dedicate enough time to the community.
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For both of these reasons, it's important that you dedicate one main
person to own your community and be ultimately responsible for it.
This person needs dedicated time, resources, and support. They can
delegate certain tasks to other team members or even community

members but you need one main owner.

Making it All About
Yourself

By this point, you should know your group is not about you.

Your online community is a resource for the members to get what you
promised them in your group's mission statement. It is not to
promote your services or products. Beware of slipping into being too

self-serving.

Sometimes, I'll post in our community and realize there are two back

to back posts from me without any other member posts in between. If
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this happens, I either remove my post and schedule it for later on or I
make sure not to post again until at least a few other discussions have

been started.

If a new member joins and they see three back to back posts from the
admin of the group it can be a quick clue (even if it's inaccurate) that
this group is not engaging and members do not interact much. That's

not how you want to start off with a new member!

In fact, it may cause them to turn around and leave the group before

ever engaging in it.

Not Sticking to Your Rules

Once in a while, it might be okay to let a few things slide in your
community. Maybe someone posts a job opening that's a great fit for
your members, even though you have a rule against posting job

openings in your group.

The problem with this is it's a slippery slope.
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Once members see that it's OK, they'll begin doing the same. And it's

much harder to deal with five posts that break the rules than just one.

Stick to your rules, even when it's hard.
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If your community members continuously want to do something that

goes against the rules, maybe it's time to consider creating a solution.

For instance, you may want to start a weekly jobs thread where
members can share open opportunities without cluttering up your

group's feed with random job posts.

Assuming You Can
Automate Community

Engagement

It might be tempting to automate your engagement on social
networks with a bot that likes and comments on your behalf, but
you'll get to a point where it starts to do more harm than good for

your brand. In today's internet landscape -- which is just saturated
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with automation -- you need to prove there's a thinking and feeling

human behind your brand to actually connect with customers.

In certain communities, however, automation is more common than
others. For instance, in Slack it's more common for a bot to facilitate

conversations than on Facebook:

#dontbestrangeeeers ® & |’ o SEarch ‘ @
2 | B 27 | %0 | We connect so much over email, why don™ -
& OELd PUIPUSE == MUL il a2 TVILE OLIEES L LS LEiAnn e

Yesterday

: Katarina 412 am
joined #dontbestrangeeeers along with 9 others.

w Karolis 7:32 am
In case you're still wondering what the heeeeeelll is this channel about, let me tell you (&

1. Every Thursday, @donut will pair up a few people from this group ina DM

2. Then, you'll be able to discuss, network, chat or even meet up for a coffee! (trust me, we leave
sooo0 many opportunities and friendships on the table)

3. pssst, here you can do the same!

for examnple: if anyone here is a Product Manager like @diogolopes I'd be happy to talk - super
interested in finding out how things are going for you (22

g4

a w 2 replies Last reply 16 hours ago

BN arit Elisha 7-58 A
' é joined #dontbestrangeeeers along with 7 others.

Today

@ Only visible to you
donut APP 5:35 AM
, Welcome to #donthestrangeeeers!
Donut will introduce you to 2 other people every week. Your next pairing is on Thu, Mar 14,
If you have any questions about Donut Pairing, read more about it here,
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Putting All Your Online
Community Eggs in a

Basket You Don't Own

At IMPACT, we’ve built an amazing community of thousands of

inbound professionals... and it lives on Facebook. We’ve talked many

times as a team about both the risks and the rewards associated with

building our community on Facebook.

Sure, the odds of Facebook disappearing completely tomorrow are

quite low. However, even if just the Groups portion of Facebook was to

go away, it would be a big deal for our community.

(I talked about this issue with Facebook in-depth in the section on where

to build your community. It's just worth mentioning one more time.)
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Inconsistency with Your

Traditions

Traditions are an important part of online community management.
They help keep members engaged and gives them a reason to come
back. That said, your "traditions' will become instantly ineffective if

you aren't consistent with them.

If you decide to do a personal promo thread on Mondays but miss one

Monday, you can probably still recover.

But if you miss more than once not only will your community start to
lose interest they'll feel that you're not invested in them and will

know they can't rely on you.

This is yet another slippery slope for your whole community.
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Engaging with Trolls

The best community management advice I've ever heard -- and
frankly, good advice for life in general - - is to avoid starting a

conversation you cannot end.

If you see a conversation that requires your intervention, by all
means, do what you have to do. However, there will always be people
who just want to argue. Their goal is not to find common ground or

compromise; their goal is to vent, period.

If you see that a conversation is getting out of control -- or even if you

suspect it’s moving in that direction - - it's truly OK to not engage.

While I firmly believe every comment or post deserves your attention,
sometimes your attention will have to come in the form of removing

someone from your community.
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Chapter 11

Unavoidable Issues with
Online Communities (&
How to Fix Them)

Despite our best efforts, there are just some things that are out of our
control. Either they happen even if they've never happened before OR
they're unavoidable and will happen no matter what. Either way, we

Can prepare.

Some of the most common issues you will most likely encounter at
some point include member burnout, notification blindness, rule

breakers, and complainers.

But what do you do?
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Dealing with Member

Burnout

You can have a great, engaging community going and all of a sudden
the discussions lose momentum, new members show up less

frequently, and everything starts to lose its energy.
Unfortunately, this is natural.

The first members of your community are usually very engaged in the
beginning and are invested in helping your community become a
success. Things are always exciting in the beginning! After some time
goes by members may get comfortable and check in on the

community less often.

Maybe the excitement of something new wears off. Perhaps, as more

members join the group, they feel like it's less exclusive or that there
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are more people to answer potential questions. No matter the reason,

members can become burnt out after some time.

One way to deal with member burnout is by rewarding your most
dedicated members when they start to go quiet. If you notice
someone isn't participating as much as they used to, find a way to
bring them back and make them feel valued. We started highlighting

our "member of the week."

This was a nice way to remind the community of how much value our
most dedicated members have added and to highlight them to the

community.

Campaign Creators Director of Marketing and Community Manager

Tammy Duggan-Herd also includes member features...
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Tammy DH is with Stephanie Baiocchi.

© Admin - November 9, 2018 - % Shout Out
Stephanie is the Director of Audience Engagement and Community which
means 3 things: she keeps contact lists segmented in a useful and
accurate way, makes sure IMPACT is a resource for any and all inbound

professionals, and she engages the community and connects them with
resources.

Stephanie is an avid HubSpot user, passionate about and experienced in
data privacy, community building, event management, and social media.

Her favorite business content is a toss up between IMPACT's newsletter
(The Latest) and The Daily Carnage. She also loves the Hubcast podcast.

Outside of marketing, she photographs weddings part-time and loves
trying new restaurants and taking her dog to the park!

CREATOR SHOUT OUT

STEPHANIE
BAIOCCHI

Director of Avdience

Engagement and Community

EXPERTISE: Communifty Engagement
WHERE SHE GETS INFO: IMPACT's
newsletter (The Latest), The Daily
Carnage, and Hubcast podcast.
HOBBIES: Photographing weddings,
tryina new restaurants and taking her

dog to the park.
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Overcoming Community
Member Notification

Blindness

No matter where you build your community, the notifications about
new community activity are competing with many other notifications.
It might be Facebook notifications, Slack notifications, text messages,

or simply all those other emails in someone's inbox.

Whether members start to ignore the notifications or they choose to
turn them off entirely, this is the most common way groups lose

momentum.
There are a few ways to combat notification blindness.

First, tagging people in conversations usually gets their attention and

makes them feel needed in the community. Next, if you tag someone
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and they don't respond, take a screenshot or grab a link of where you
tagged them and reach out directly letting them know you've called on

them.

Stephanie Pro Tip

If your community is on Facebook and you encourage discussion in

the community the posts will show up in users' feeds as well.

Beyond notifications, you can encourage your members to opt into an

email list and send them updates about the community via email:

LAST Elite update of 2018 " + an announcement! & B & 2

a Stephanie Balocchi <sbalocchiimpactbng com= EETE wod, vec 19,208, 1203PM gy W i
o acaasiavens »

Finally! We're just days awary from the holidays. | don't know about you but fm writing this with a mouthful of cookies and a big peppermint macha rext to me and
@ laving evary second of i

Arrgwary, Shis Elite update is the [t of 2078 30 | needed & DY more than 60 seconds. | needed 130 seconds o be sxact. | had & few exciting things % share 50
chesck out the video and, 83 shways, ¥ you wanl more detaits of links. to conlent you can find shem bk $

Check out this wideo: gl i CYzHuhd YBAIGZLDMCCT

The IMPACT Show

Chack out B Last apisode of The IMPACT Show this yaar, Nick and | taloed aboul salling 2010 markating goals and vilal marketing skils for secent grads. Plus, we
i down BOM saks emaiks wa've recaived recently. (P.S. we got fastive tool)

1 have auciting naws! Tha IMPACT Show |s gatting & makncwer in 2018| Wa'ne going back to doing the show woekly with shorter apisodes. Fius, we'm going 1o
have 5ome guasts, | can't wait ta shana the now fmat with you in January. That being sakd, nothing is set in sione and we'd iowe your fepdback on how we can

<
rmakn the shorw the bast It can ba, If you could take 2 minulns 1o Shans your thoughts wa'd realy appeeciats it

impactbnd.com 157



If you choose this route, make sure that the emails are adding value,

or they'll get ignored just like the notifications.

When Members Break the

Group Rules

Here's one thing you can count on -- someone, at some point, in your

community will break the rules. In fact, multiple someones will.

Despite your best efforts to outline the rules clearly, have great
welcome content that sets the tone for the group, and remind people

often, rule-breakers will do what they do.

The best way to deal with rule breakers who are also great members of
the community is to address it with them. Even if it's their first time

posting it's worth trying to show them the error of their ways.

Take a moment to either comment publicly or message them directly

and share why their post violates the rules and what they should have
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done instead. Make sure to give them clear direction on how to do

better next time.

Chapter 12

Online Community
Management Data Privacy
& Legal Concerns

Depending on where you build your community, there are some data
privacy issues you need to be aware of. Respecting your community
members' personal data is part of building and maintaining their

trust.
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While getting members to opt into an email list is a great way to keep
them engaged and have a safety net when your community is built

somewhere you can't control. Just keep GDPR and CAN SPAM laws in

mind:

Video: How Privacy, Consent, & GDPR Will Impact the Future of

Marketing (8 minutes)

Some groups choose to require an email opt-in to join. I don't
recommend doing this as it's not linked to any GDPR compliant
content and does not offer clear information about what users are

opting into.
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Fuplie group - 12UK Mempers

Please answer these questions from the admins. It helps them
review membership requests and only they can see your
answers.

Questions - 3

Enter your best email to receive "Top 20 Growth Hacks in the history of
TAC"

Write an answer...

Enter your mobile number - we might call or text you regarding mentorship

Write an answer...

Do you consent to receiving marketing and valuable emails and/or text

[ —— Fomms Tontfin nmel Mames | bel Plemolin Meins smal Vim Mlemma® foomas

I know that this is a very short overview of what is an extremely

complex topic.

But you should consider the above resources a starting point for you
to dive into, so you can begin to familiarize yourself with the most
pressing online community management data privacy and legal

challenges.
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Chapter 13

Next Steps for Online
Community Growth

When you get your group running really smoothly it may be time to
take the next step with your community. Some great next steps are
launching an advocate community, hosting local in-person meetups,

or putting on a live event...

For example, we have IMPACT Insiders!

Of course, it's possible that your online community was created as a
result of a live event. Or maybe it was created to connect users who are

not located in close proximity and cannot attend in-person meetups.

Over time, you may start to see a few members stand out. Maybe

they're super engaged in discussions or they are always willing to
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answer a question. This is a sign that you may be ready for an

advocate community or affiliate program.

Stay tuned for more on this -- I've got a lot up my sleeve on this topic.

But until then, I'll see you in Elite!

, Stephanie

Shoot me an email if you’ve got questions or just want to say hi!
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