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Communities of Practice Playbook | Community management

Facilitation

In real life 
Online

Community management tasks are strongly linked to all other community operation areas, in particular to governance, leadership, collaboration 
and cooperation, and convening.

Make sure that the community management mandate reflects the community’s operational model needs and that the facilitation practices are 
aligned with the convening and collaboration/cooperation needs.

A community cannot function without a community manager, just like a wheel hardly rolls without oil. We have identified three main roles that a 
community manager needs to take on: (1) the organiser, (2) the convener and catalyst and (3) the synthesiser, knowledge manager or broker. The 
community manager’s tasks also focus on facilitation and strategies to combine and integrate ‘in real-life’, online, synchronous and asynchronous 
interactions.
Although in all other areas of the Communities of Practice Success Wheel, leaders, the core group and/or members play an important role, there 
are three areas that mainly belong to the domain of the community manager: community management, user experience and measurement. 
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Capture all community 
management tasks from 
the convening visual board

1 Please see leadership
and governance visual boards

What is the community 
manager’s mandate and is 
it officially recognised?
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Online, autonomous, asynchronous.
(e.g. collaboration tool, wiki, etc.)

In real-life, facilitated, synchronous.
(e.g. workshop, meeting, etc.)

In real-life, autonomous, asynchronous.
(e.g. café, exposition, space, etc.)

Online, facilitated, synchronous.
(e.g. chat, webinar, etc.)

3.1. Define activities related to the tasks following this framework

3.2. Where do you place your activities in theses four areas?

3.3. How do you combine your ‘in real-life’ and online activities?

The community manager’s roles and the related tasks do not have to be 
performed by the community manager(s) only. We recommend that 

community management tasks are also taken up by community leaders 
who are members of a core group - in coordination with the community 
manager. This increases the co-ownership of the community leadership.

Channel
Audience 
involved

Type of 
content When Who

Please see the governance (for stakeholder mapping,
user experience personas and convening visual boards) 

Please see the
measurement visual board

and check
alignment with 
your official 
mandate

What does success look like 
for your community?

Assign a number to each activity and create your engagement roadmap 
by defining all of the necessary elements per activity.

Count 

Facilitation

1 1.1 1.2 1.3

1.1

1.2

1.3

Navigate through the following virtuous square framework
to design your community facilitation activities

Informal/formal praise, feedback, criteria of success

Please use an additional copy of this board if you have more tasks to cover.

Please use an additional copy of this board if you have more tasks to cover.

Purpose

Objectives

Stake holde r

Risk-free

environm
ent

m
ap ping

Inv
es

tm
en

t a
nd

Co
re

 g
r o

up

sp
on

so
rs

hi
p

Communication, connection Boundary-sp
ann

ing

and conversation

Co-creation

Coordination

Fa ci litation

In real-life

Online

Su
pp

ort

E x
p e

r ie
nc

e 
de

si
gn

Results

Vita
lity

Co
mmun

ity

man
ag

er

Senior and middle

management

Co
re

gro
up

All
members

Drive

M
anage

reetS

Build

Co
m

m
un

i ty
 m

an
ag

er
’s r

ole

7 Cs

Co-ow
nership

Purpose

Objectives

Stake holde r

Risk-free

environm
ent

m
ap ping

Inv
es

tm
en

t a
nd

Co
re

 g
r o

up

sp
on

so
rs

hi
p

Communication, connection Boundary-sp
ann

ing

and conversation

Co-creation

Coordination

Faci litation

In real-life

Online

Su
pp

ort

E x
p e

r ie
nc

e 
de

si
gn

Results

Vita
lity

Co
mmun

ity

man
ag

er

Senior and middle

management

Co
re

gro
up

All
members

Drive

M
anage

reetS

Build

Contents 

79




