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Engage
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Why Engage?

• Enhance• Enhance 
awareness
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Why Engage?

• Enhance public relations 
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Why Engage?

• Enhance customer service
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Why Engage?

• ProtectProtect 
reputation

© Copyright of Li Ka Shing Library



Why Engage?

• Build communityBuild community
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Why Engage?

© Copyright of Li Ka Shing Library



Why Engage?Why Engage?
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Measuring Engagement

Henry & Harte’s Social Equivalent Advertising Value: 4 categories

• Post impression

Views of brand posts in a social medium

y q g g

Views of brand posts in a social medium. 

• Page impression

Views of a brand owner’s social platform.Views of a brand owner s social platform.

• Personal action

Consumption of brand content through an action such as a 
click on a photo or video or a link.

• Public action

Sh i b d i ll h liki iSharing brand content socially, such as liking or commenting 
on content or proactively recommending content to others.
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How to Engage?

1. What works for us may not work for you
Experiments: keep things that are working, let go 
those that are not (this includes the social media 
platforms).

It is YOUR community.

“A squirrel dying in front of your house may be 
more relevant to your interests right now than 
people dying in Africa. “ – Mark Zuckerberg
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How to Engage?

1. What works for us may not work for you
Frameworks

Use various communication channels appropriately.pp p y

Freedom of creativityFreedom of creativity
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How to Engage?

2. Make sure you know the answer to this 
question:

“What’s in it for me?”What s in it for me?  

Freebies? 

I f ti l d?Information overload?

Curiosity, interest, voyeurism, unexpected 

Example: Singapore Police Force
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How to Engage?

3.  Have a conversation with your community
Ask, listen, reply, tell stories, say ‘thank you’, …

Humanize
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Discussion Points

• You have heard about the benefits of engaged 
community. What do you think is the cost of 
creating and retaining engagement?  

• What do you think you can do to “humanize”• What do you think you can do to  humanize  
your conversation? (Does this mean that we 
are not humans when we communicate withare not humans when we communicate with 
emails?) 

© Copyright of Li Ka Shing Library


	Singapore Management University
	Institutional Knowledge at Singapore Management University
	8-2013

	Using Social Media to Build an Engaged Community
	Gulcin Cribb
	Yuyun W. Ishak
	Citation



