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BUILDING THRIVING
COMMUNITIES

A comprehensive guide to creating and maintaining an engaged
customer community that drives sustainable business growth
through peer support, shared learning, and emotional connection
to your brand.

Checklist

1. Foundation Setup

O

Define Community Purpose

Establish a clear mission statement and objectives for
your community that align with both customer needs and
brand values. This provides direction and helps members
understand the community's value.

Create Governance Framework

Develop comprehensive community guidelines,
moderation policies, and rules of engagement to ensure
productive discussions while maintaining brand
alignment.

Select Technology Platform

Choose and implement appropriate community platforms
that support your desired features and scale with growth,
considering factors like accessibility and user
experience.



2. Community Structure Development

3.

O

Design Participation Levels

Create clear pathways for member progression from
observers to contributors to leaders to advocates, with
defined responsibilities and privileges at each level.

Establish Recognition System

Implement a rewards and recognition program that
incentivizes quality contributions and celebrates active
community members.

Build Content Calendar

Create a structured programming schedule that includes
regular events, challenges, and activities to maintain
consistent engagement.

Engagement Strategy

O

Develop Content Mix

Create a balanced content strategy incorporating
educational materials, entertainment, user-generated
content, and behind-the-scenes insights.

Implement Feedback Loops

Set up systems to gather and act on community
feedback, including regular surveys and monitoring of
discussion trends.

Create Onboarding Process

Design a welcoming experience for new members that
helps them understand community benefits and how to
participate effectively.



4. Measurement & Optimization

S.

O

Define Success Metrics

Establish key performance indicators including active
participation rates, content quality scores, response
times, and member satisfaction levels.

Monitor Community Health

Implement regular monitoring of engagement quality
indicators and member sentiment to identify areas
needing attention.

Track Business Impact

Measure the community's influence on customer
retention, support costs, and brand advocacy to
demonstrate ROI.

Scaling & Sustainability

O

Train Community Leaders
Identify and develop community champions who can help
moderate discussions and welcome new members.

Document Best Practices
Create and maintain documentation of successful
community management strategies and lessons learned.

Plan Growth Strategy

Develop a roadmap for community expansion, including
resource allocation and technology scaling
considerations.



6. Risk Management

O

Create Crisis Plan
Develop protocols for handling conflicts, inappropriate
behavior, and other community management challenges.

Implement Privacy Controls

Establish data protection measures and privacy
guidelines that comply with relevant regulations and build
trust.

Set Up Backup Systems

Create contingency plans for technical issues, leadership
changes, or other potential disruptions to community
operations.
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