
Strategic community management
Session 5: Developing The Action Plan



what tactics have persuaded you to 
participate



it’s harder to stand out among the crowd



…unless you do something different  
(and valuable)



TODAY UPGRADING 
THE TACTIC

Initiate a discussion 
“how are you doing this week?”

Interviews 
“Interview with {community member/

expert}”

Reply to discussions

Welcome new members
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What are you working on this week?

No additional time 
or resources

Some additional time and / 
or resources

Unlimited time and 
resources

Simple weekly 
discussion. 

@mention the people we 
want to participate

Tracking and congratulating 
people on their 

achievements. Checking in 
to share latest member news 

etc…

Build a tracking system for 
people to set themselves 

goals, share progress, call for 
support when needed, add 

achievements to profile pages 
etc… 
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Interviews with an expert 
or community member

No additional time 
or resources

Some additional time and / 
or resources

Unlimited time and 
resources

Send questions by email 
or host a webinar. Publish 

the result

Build relationships with top 
experts, use a great 

platform, record and edit the 
interview, summarise the 
best advice, publish on 
multiple platforms and 

promote widely.

Fly a panel of top experts to a 
venue to have live interactions 

with members. Film the 
footage and people sharing 

their best advice. Solve 
problems and publish the 

results. Pay them to 
participate and answer 

questions.



what do organisations with more 
resources do?
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Replying to every question

No additional time 
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you see when you visit 
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other people to be 

involved
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Replying to every question

No additional time 
or resources

Some additional time and / 
or resources

Unlimited time and 
resources

Reply to each discussion 
you see when you visit 

the community. @mention 
other people to be 

involved

Build an FAQ/Wiki and add 
the best questions. Train 

volunteers to refer to the wiki 
to quickly answer questions. 

Interview members to 
frequently identify toughest 
challenges and build the 
database accordingly.

Machine learning to search 
previous contributions and 
predict responses/possible 

answers while the question is 
being typed. System to force 
members to browse relevant 

discussions before asking the 
question. 
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Welcoming newcomers to the community

No additional time 
or resources

Some additional time and / 
or resources

Unlimited time and 
resources

Personally welcome 
members to the 

community. 

Research each person in 
detail and drop them a highly 

personal message with 
questions about how they 
might like to be involved.

Use advanced automation 
rules to setup a campaign 

optimised for each individual 
to engage them deeply within 

the community. 



maximize the reach, depth, and longevity 
of every tactic











STRATEGIC
OBJECTIVE

Increase the quantity of knowledge shared from top 10% of 
members who create quality content

STRATEGY Make top members feel like a superior, exclusive, group of 
insiders

TACTICS

TACTIC 1 Enable top members to create content, moderate/manage 
areas of the community, and create groups.

TACTIC 2 Create a separate room/channel for experts to interact with 
each other.

TACTIC 3 Ask advice from top experts on what they want and seek 
their opinions on ideas being considered for the community.
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TACTIC 1 Enable top members to create content, moderate/
manage areas of the community, and create groups.

Standard execution Upgrade member access rights to include the ability to create 
content, moderate discussions, and create groups

Reach
Seek feedback from top members on what they want to do. 

Run an email campaign letting them know when new features 
are added. Highlight great examples others can follow. Add 

on-page notifications showing new features.

Depth
Build a template for great content and promote groups 

started by top members. Encourage top members to pin 
the best discussions they like and provide detailed rules. 

Length
Provide feedback on how well each member did with praise 

and gratitude for their contributions. Create a best 
contributions list to share just between top members.
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TACTIC 2 Create a separate room/channel for experts to interact 
with each other.

Standard execution
Launch a channel on Slack or a private category and invite 

members to join and participate. Initiate and respond to 
discussions. 

Reach
Invite the very top members initially and allow them to 

nominate others until the top 10% of contributors are broadly 
included. Remove members that stop participating. 

Depth Host regular, exclusive, chat sessions with feedback and 
always release exclusiveness within the chat channel first. 

Length
Recruit 1 or 2 top participants members to run and sustain 
activity in the channel. Initiate a rotating admin role. Reach 

out to members who drift away each week. 



STRATEGIC
OBJECTIVE

Increase the quantity of knowledge shared from top 10% of 
members who create quality content

STRATEGY Make top members feel like a superior, exclusive, group of 
insiders

TACTICS

TACTIC 1 Enable top members to create content, moderate/manage 
areas of the community, and 

TACTIC 2 Create a separate room/channel for experts to interact with 
each other.

TACTIC 3
Ask advice from top experts on what they want and 

seek their opinions on ideas being considered for the 
community.
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TACTIC 3 Ask advice from top experts on what they want and seek 
their opinions on ideas being considered for the community.

Standard execution Reach out to members with a direct message or mailing list email 
asking for feedback 

Reach
Call out specific people for feedback. Highlight those that 

haven’t given the feedback yet. Personalize every message to 
members to provide feedback.

Depth
Provide short-time windows for feedback each month. 

Promote the dates to give their feedback. Provide a format 
template to receive this feedback. Rank these by popularity 

and demand. 

Length Automate the feedback system around different topics each 
month/quarter asking for feedback.



to execute a tactic really well, you need 
to plan to execute it really well



the entire program is based around 
executing tactics at a world-class level



STEPS AND PROJECT PLANNING





IS 33 HOURS ACROSS 3 
WEEKS (11 HOURS PER 

WEEK) A POSSIBLE AMOUNT 
OF TIME TO SPEND 
WORKING ON THIS?



execute this for each of your tactics and 
combine the total number of hours 
required each week



estimate hours and timeframe in advance.



BUT WHO WILL 
EXECUTE THESE 

TASKS?







Add the tasks to Google Calendar  
for specific dates



two weeks’ time 
measurement



questions?


