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As the world’s most popular social 
media site, Facebook needs no 
introduction. As well as being a 
great tool for staying in touch with 
friends, it’s also a place for you to 
build and grow your business. 

Using Facebook, you can build a 
community of brand advocates, 
potential customers and online 
influencers. So how can you be 
sure that you’re putting your best 
face forward? 

Here’s how to optimise your Facebook presence in 

five simple steps:

1 Have A Plan 

Know your community and make building and 

nurturing it a primary focus. The foundation of your 

Facebook presence is your company’s business 

objectives and your “earned” (word of mouth, PR) and 

“owned” (branded content, websites, social pages) 

media strategy. Think carefully about the community 

that you need to engage with and the perceptions 

that you are trying to create.

It’s a good idea to establish set procedures for how 

to handle different issues, such as customer service 

complaints, product or “how to” questions, media 

enquiries and industry rumours. Make sure you know 

how to respond to negative feedback and how you 

want to address (or not address) comments about 

your competitors. 

Internally, it’s important to be clear about 

assignments and schedules and make sure you’re 

posting when your community is most engaged – 

whether that’s during the business day, or after 

hours.

2 Find Your Social Voice  

Representing your brand online effectively requires 

personality and professionalism. You should match 

your tone and language to the culture and promise of 

your brand. A personal and conversational approach 

helps to humanise your contributions. Use “we,” 

rather than “I,” and think community building first, 

not promotion. 

Be careful not to over-post or include irrelevant 

information. We usually recommend 1-3 posts per 

day on your page. Remember, it’s a conversation 

among friends. Keep this in mind when determining 

whether you’ve made enough posts, and whether 

they are relevant. 

3 Listen (really)

If you don’t know what your customers want from 

your Facebook page, ask them. If there are negative 

comments, be responsive and cordial. Don’t erase 

them, unless they are threatening, abusive or 
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obscene. Respond publicly and promptly and then try to resolve 

contentious issues one-on-one, by private message, email or 

phone. This will show willingness to understand the nature of the 

issue and work towards solving the problem. With a little good 

will, you can turn a critic into a fan. 

4 Max Out Facebook

Become a Facebook power user by mastering its ongoing 

enhancements and staying on top of developments. Features 

such as Timeline are often developed for personal pages before 

they are available for brand or business use. If you can, develop a 

Facebook app – a great way to get your brand seen by new people, 

and a major win if that app becomes part of their digital lives. 

Even if you’re not a “techie”, you can keep people engaged by 

ensuring relevant content like videos and infographics are posted. 

5 Measure, Analyse, Repeat 

It’s still true: If you can’t measure it, you can’t manage it. You 

should be regularly tracking: 

• Trends that drive spikes in feedback and impressions

• Content and comments that increase or decrease engagement

• Events and content that affects likes and un-likes

Your community’s demographics will help you understand when 

to post and tools such as CrowdBooster can help you to optimise 

your presence. Facebook Insights offers content-related metrics 

like page views, tab views, media consumption and the external 

sites that drive traffic to your page. 

 
With these tips, your Facebook presence will be more engaging 

for your customers, as well as more fun for your team!


