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Introduction – who’s using the web?



Who is using “e” communications?

• 34+ Million people have access in UK
> 60% of the UK population
> 70% have broadband

*Neilson Net Ratings 2006
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• spend 10 hours a month on line
- 25 million active surfers*

• Mobile penetration will top 100% in 2007
- soon more mobiles than people



• > 32 million texts sent per day in UK

What are they doing?
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• > 60 billion emails sent daily worldwide

• > 50 million blog sites worldwide have 
been updated in last 30 days



Making Sense of New Media

Sue Fidler



Building Online Communities

Sue Fidler

World View
Internet/email



Internet, email and mobile use is 
growing exponentially in the UK 
and worldwide.
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What is an Online Community?



What is a community?
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it provides a venue for exchanges between 
individuals as part of a more or less defined group.

it encourages the sharing of opinion, knowledge
and/or information between those individuals. 

it elicits or builds on a sense of "belonging" to a 
group in the individuals who participate.



What is an online community?
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Is an Interactive Space:

• Has a distinctive focus

• Integrates content and communication

• Incorporates member-generated content

From Net Gain: Expanding Markets Through Virtual Communities
by John Hagel III and Arthur Armstrong 



Who is your online community?

Building Online Communities

Sue Fidler

Most important question No.1



Audience
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• Donors
• Supporters

• Campaigners 
• Advocates
• Activists

• Clients
• Beneficiaries
• Service Users

• Volunteers

• Peers
• Stakeholders
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• Clients
• Beneficiaries
• Service Users

parents
teachers
carers
friends

community



Audiences
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So each potential audience group
may have a network that you can
expand your ‘community’ into



What are they looking for?
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Most important question No.2



Purpose
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What are they looking for?
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Most important question No.2
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• Networking
• bringing people together

• Build brand/ fundraising/campaigning

• Provide Support
• sharing/ knowledge/ insight

• Provide Service
• healthcare/ childcare/ education
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• Web stats 
• most visited pages
• entry and exit pages

What do they want – what do they use?

• Emails reports
• most click throughs

• Survey/questionnaire ->  focus group

• FAQs – what do you get asked for most
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• Donors
• Supporters
• Campaigners 
• Advocates
• Activists
• Clients
• Beneficiaries
• Service Users
• Volunteers
• Peers
• Stakeholders

• Provide Service
• Provide Support
• Networking
• Build brand
• Fundraising
• Campaigning



Tools
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What tools suit the audience
and purpose?
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Most important question No.3
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Website

• engaging
• interesting

• refreshed

• interactive

• give benefit

STICKINESS
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Email

• engaging
• interesting

• “news”

• readable

• give benefit

OPEN RATES/
CLICK THROUGH RATE
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Push Technology

Push technology: a style of communication 
where the request to transmit originates with the 
publisher. 

It is the equivalent of someone saying "I have 
something to tell you“.
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• Email

• RSS - Really Simple Syndication – information 
provided by a site and displayed on yours

• Podcast - an audio file that you download

• WIDGET - Graphic which has live data from a 
site – such as how much has been raised 
against a total

Sue Fidler

Push Technology



RSS feed Widget
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• Provide Service
• Provide Support
• Networking
• Build brand
• Fundraising
• Campaigning

Feeding information to a
Group to form a sense of
community / knowledge

Push Technology
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Discussions

• Chat room 
• real time chat between a live online group

• Instant Messenger 
• IM real time chat one-2-one group
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Dialogues:

• Blogs (Web Log) – an updated, chronological 
publication of personal thoughts and Web links.

• Forums – bulletin board or list serve 

• WIKI - website (or pages) which anyone can 
edit, add to comment on and delete, without 
moderation or censorship



Building Online Communities

Sue Fidler



Building Online Communities

Sue Fidler

• Provide Service
• Provide Support
• Networking
• Build brand
• Fundraising
• Campaigning

Allowing personal 
networking and sharing

Discussions and Dialogue
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Image Sharing

• FlickR - is a photo sharing website - an online 
community platform used as a photo repository

• YouTube - is a free video sharing website on 
which users upload, view, and share video clips.

• image/video gallery
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Games, Surveys and Questionnaires

Sense of belonging by doing something, or 
taking part in something
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• Provide Service
• Provide Support
• Networking
• Build brand
• Fundraising
• Campaigning

Sense of joining in

Image Sharing
Games, Surveys and Questionnaires
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Networking:
• MySpace/bebo/Facebook - social networking sites 
offering user-submitted network of friends, personal 
profiles, blogs, groups, photos, music and videos.

• Second Life - one of several online games, that 
allow people to inhabit alternative virtual worlds as a 
character of their choosing. These avatars play out 
their lives in 20,000 acres of digital space
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• Provide Service
• Provide Support
• Networking
• Build brand
• Fundraising
• Campaigning

INTERACTIVE
Community building

Networking:



Management and Moderation

Building Online Communities

Sue Fidler



How will you manage
your online community?
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Most important question No.4
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Time and resources

• Who is building the tools – costs
• in-house/freeware, agency/bespoke

• Who is updating the content – resources
• staff, volunteers, community leaders

Out of date content is worse than none
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Time and resources

• How risk averse is your organisation

• How controlling do you need to be

• Who has the time/resources to moderate
the user generated content

Self-Moderation or Controlled by you?
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Seeding and Promotion

• Seeding – getting the content going
• staff/volunteers

• Promoting 
• Web, Email, news, peer sites, discussion 
forum, tell a friend 

Empty communities do not attract users



Bringing it all together
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Who is your online community?
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Most important questions

What are they looking for?

What tools suit the audience and purpose?

How will you manage your online community?
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Bringing it all together

• Audience • Purpose

• Tools • Management

• who • why

• what • how
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Final thought

The most important point:

They need to care enough to join

You must have an audience with a subject 
they want to discuss or share and then 
provide the tools for them to do it
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