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The journey of this course

Lesson 11

Nurturing Your 
Community Skills

Developing the skills 
you need to execute 
your strategy

Lesson 12

Creating A Risk 
Analysis

Identifying, avoiding, 
and mitigating common 
community pitfalls. 

Lesson 13

The One Page 
Plan

Presenting Your Full 
Strategy As A Single 
Page



Growing Your 
Community Skills



Lesson Objectives
By the end of this lesson you will be able to:

1) Participate with deep empathy for members in the community. 

2) Persuade members to engage how you like. 

3) Communicate messages succinctly and persuasively to your audience. 

4) Learn the typical traps to avoid when engaging your members. 



You’re going to 
spend nearly all 
of your time 
communicating
The skill in community building, the thing that 
non-community builders can’t do, is consistently 
persuade members to make great contributions to 
the community. 



Engage With 
Empathy

1) Personalization. Ensure every recipient is 
getting a response which feels personalised to 
them. This includes referencing the member by 
name, asking further clarifying questions etc...

2) Friendliness. Engage in a friendly way with 
members. Acknowledge the member’s mood, 
use an informal tone, pick up on social cues on 
how best to respond. Identify shared traits you 
have with the member. 

3) Knowledge. Provide useful information. Find 
the right information and present in a digestible 
context in terms and phrases they use, is 
useful. 



Engage With 
Empathy (cont.)

4) Satisfaction. Ensure the member is getting the 
resolution or outcome from the discussion. You 
might check in with them or invite further 
questions from the member. 

5) Influence. Make the member feel important. 
You might thank a member for bringing an 
issue to your attention, ask them what they 
want to happen next, and tell them the impact 
of their contributions. 



Create Discussions With An Emotional Payoff

Avoid ‘What Do You Think?’ discussions

“I’ve recently read this article about [widget]. 

What do you think about [widget]? 

Do you think [widget] will be the future of our 
industry?”

Would you set aside a budget for [widget] in 2022?

“Next week I need to submit my budget for the 
coming year. I’m trying to work out whether it’s 
worthwhile setting some money aside for [widget] 
as this article seems to recommend.

Does anyone have any experiences or insights into 
whether [widget] is likely to be important without 
our industry? Any examples or case studies would 
be really useful”

Create discussions that members feel 
great about answering



Simplify your 
messages
The more information you send to members, the 
less they will remember. Far too often, we send 
overly complex messages. 

This often means cut any communication down to 
its core message. 



Is this a persuasive message?



Avoid cliches
Like the plague!



Some Examples
Take a look at this response to a post in the AMD 
community. What do you notice about it? 

Does it make you want to make a second post? Does 
it make you want to engage more in the community? 

It’s dismissive and misses the purpose of engaging 
people in a community. There is no friendliness or 
empathy in this tone. 



How might you improve this response?



How might you improve this response?

A more empathetic response...

“Hi Philip,

Sorry to hear you’re having trouble playing 
the videos. I can imagine that’s fiddly and 
frustrating. However, I wouldn’t resort to 
the hammer just yet. We don’t want things 
to get messy… 

If both GoPro and Quick updated fine, you 
might also want to update to the latest 
version of your internet browser and 
update Adobe flash too. 

Have you tested this on another computer 
and with other videos?” 



How might you improve this response?



How might you improve this response?

“Hey there, 

Great question! But would you mind reposting it without any of your private 
details (especially things like your email address, phone number, credit card 
information, and images of your driver’s license/passport?)

In the wrong hands, people can do bad things with your details. But don’t 
worry, we’ve got your back! We’ve hidden the old post for you. 

Just publish the post again without any private details and we’ll do our best to 
get an answer. “



Do you notice the difference?



Client example
The Client Copy

“[community] is an exclusive group 
dedicated to empowering leaders by 
sharing world-class expertise, exchanging 
insights, and revamping industry best 
practices.”

Our Version

“A private place to solve your toughest 
problems”



The Argument Dilution Effect

Compare this message

“This community is an where the top 
experts share their best advice”

With this

“This community is where the top experts 
share their best advice. All members also 
get a free SWAG box and a $10 Amazon 
gift card.”



The Argument Dilution Effect

Compare this message

“This community is an where the top 
experts share their best advice”

With this

“This community is where the top experts 
share their best advice. All members also 
get a free SWAG box and a $10 Amazon 
gift card.”

Including weaker arguments undermines stronger arguments



Case Study:

Reviving The 
Mayo Clinic 
Community
How did Colleen Young revive a dying community at 
Mayo Clinic Connect



What Do You Notice About This Post?



What Do You Notice About This Post?
@mention for 

notification / personal 
response

Identified it’s the 
member's first 
contribution.

Specific reference to 
question.

tags in other people to 
respond.

Shares link to useful 
information.



What Do You Notice About This Post?

Ask for a second post.



Reviving Mayo 
Clinic Connect

Simply by applying advanced community skills with 
her strategy, Colleen Young has single handedly 
revived the Mayo Clinic Community from a dead-zone 
to a remarkable success. 



Assignment
1. Review your past few contributions in any community. How empathetic are they?

2. Start engaging with members empathetically. Do you see the difference in response?

3. Craft some community messages and then simplify it down to the core message. 

4. What are the key arguments you can make for people to engage in your community? 
Which is most effective for you? 



Lesson Recap

In this lesson, we’ve covered the following:

1) The key five elements of engaging your community members with deep empathy. 

2) How to create discussions with a real emotional payoff. 

3) Communicating persuasively with your audience by simplifying your messages. 

4) Avoiding the argument dilution effect by leading with the key benefits. 



Lesson Resources

If you want to learn more, I recommend the books: 

● Influence by Robert Cialdini

● Buzzing Communities - Richard Millington


