
Your Facebook page is one of the public faces of your organisation. It’s where you should

promote your work and achievements, engage with local stakeholders including politicians,

councilors, and local media, and comment on relevant issues.

St George Community Housing is a great example of a CHP Facebook page.

Top tips for Facebook engagement
This guide contains some hints and best practice
guidelines for engaging with people on Facebook,
both publicly and in closed groups.
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Facebook pages

How to set up a Facebook page
At the top of your Facebook page, click “Create” from the menu and select “Page”.

Select “Business or brand”. Name your page and enter a category (eg. Nonprofit

organisation) and hit “Continue”.

Upload a profile picture and a cover photo. The profile picture can be your company logo,

but the cover image should be a more active photo that gives a positive impression of your

organisation (eg. a happy family, images of your community).

Now that your page is set up, click “Create Page @Username” below your profile photo.

Create a username that people can use to find and tag your page. Make it easy to find for

people wanting to tag your page by using your organisation name or a recognisable

acronym. 

Select “About” from the menu on the left and fill in the contact details. Include your

organisation’s history and mission in the “Our Story” section.

Write a comprehensive comments policy in the “About” section. This establishes rules of

engagement and circumstances in which comments will be deleted and users blocked.

Click here for a great example.
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https://www.facebook.com/SGCHGroup/
https://www.facebook.com/SGCHGroup/
https://commonslibrary.org/guide-facebook-comments-policy/


   7. Select “Settings” from the menu on the top right and go to “Page Roles” from the new 

   8. Select “Notifications” from the left menu and adjust the notifications as needed. For 

menu on the left. Invite others from your organisation to become Admins, Editors or

Moderators. Descriptions of each of these roles will appear below the search box. 

example, you will want to be notified when the page receives messages, but you may not

want to be notified of every new page like.

Tips on writing Facebook posts
Post copy: Follow the “spear rule”: start with one line that is short, punchy and grabs

attention. Follow it with one or two longer sentences elaborating on your post – the article,

event, or issue that is important to your organisation. Facebook cuts off the text when it

gets too long, so be as concise as you can!

Tagging: You should tag other pages that are relevant to your story, either to promote their

work or make them aware of an issue. For example, if you’re posting about local planning

issues, you should tag the Council and any relevant councilors. If an MP visited your

housing project, tag them when you past any photos to acknowledge them and build your

relationship.

To tag a page, type “@” followed by their page name. If you can’t find them, look up the

tag on their page – it’s below their profile photo and page name.

Encourage people to click: If you’re posting a link, Facebook will promote or penalize the

post based on how many people click on it. The more clicks, the more likely it is your

followers will see it in their feed. So, for example, if you’re posting a news article, don’t

summarise the whole story in your post – make them click to find the punchline! 

Posting a link: When you paste a URL into the post copy, it will load a heading and meta

image from that web page. Once that is loaded, delete the URL text from your post. The

article link and meta image will still be there.

Words to avoid: Facebook penalizes posts with directives like “click” or “share”. Instead

use more indirect language like “find out more” or “spread the word”.
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Pose a question: Encourage engagement by inviting a response. “What do you think of…?”

“How have you found…?” "Have you ever…?” etc.

Comments and moderation

The algorithm: Facebook’s algorithm promotes posts with lots of engagement – likes,

comments and shares. Encourage these wherever you can. This is why arguments in the

comments can often be a good thing!

Reply: reply to people’s comments whenever you can to boost the post’s performance in

the algorithm. 

Hiding posts: comments can be hidden by the page admin, meaning they will be hidden

from everyone except the comment’s author. We would strongly advise reserving this for

comments that are crude or offensive, rather than simply hiding all negative engagement.

Disputes: respond to any disgruntled comments by replying notifying them you have sent a

direct message about the issue. Message them directly and triage their dispute to the

appropriate channel. This moves any dispute quickly away from public view and makes the

commenter feel they are being listened to.

Facebook groups are closed channels where members can share information, advice and

share content. Unlike a Facebook page, it’s not designed to facilitate a top-down flow of

information.

Groups are a great way for tenants to connect with each other and discuss their housing and

the local community, but it’s also a fantastic channel for housing providers to keep tenants

informed about opportunities, regulatory and management issues that affect them, new

projects and relevant news.

Facebook groups
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As the administrator of a closed Facebook group, you manage who is accepted into the group

and have the power to remove people, delete posts, and moderate.

How to set up a Facebook group

At the top of your Facebook page, click “Create” from the menu and select “Group”.

Name your group something easy for tenants to find. Under privacy, select “Private”, and

under “Hide Group”, select “Visible”. Tick the “Pin to shortcuts” box.

Now you’ve created your group, upload a cover image. 

Select “… More” from the top menu and click “Edit Group Settings”. Fill out the details:

Include a clear posts and comments policy in the Description section. These should

include bans on swearing, slurs and offensive language, as well as removing members

who are no longer tenants. For a group, they may also stipulate that irrelevant content

will be deleted. You can base them off the example on The Commons again.

You can link your group to your organisational Facebook page.

Next to “Posting Permissions”, you can edit the setting so that all posts need to be

approved by an admin or moderator before being posted. We don’t recommend this as

a default setting, but it is an option if repeated inappropriate content is posted.

Publish the community engagement rules as a post. Click the three dots on the right of the

post and select “Mark as Announcement”. The post will now be pinned to the top of the

group page.

Go to your group home and copy the website URL. You can email this to all your tenants

inviting them to join.
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Posting
Tone: keep the tone positive and constructive to make the tenants feel like they are part of

a community and that they are listened to and valued by your organisation.

Content: you can and should have a mix of content in your group – informative, playful and

serious. Memes, local news, tenant updates and community acknowledgements are all

appropriate for a Facebook group.
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Remind people of the rules: You can write a post every now and then to remind members

about the rules listed in your About section and the consequences of breaking them (eg.

deleted comments, removal from group). This will help head off arguments that the

moderation is unfair.

Interaction: invite tenants to interact with each other. If you’re posting about new classes

at a local public pool, ask the group members who’s already going and what they think!

The Commons has a great list of tips on using Facebook (and Twitter) here.

Moderation and management

Members: only accept tenants into the group and review members regularly to ensure

tenants who have moved on are removed.

Disputes: Facebook is not a place for dispute resolution. Complaints should be publicly

acknowledged and privately followed up. Have a list of appropriate contacts (eg.

maintenance) handy so you can promptly refer the tenant to the correct person, or request

their email to have someone contact them. Follow up privately to ensure their issue is

resolved.

Unresolved disputes: if a tenant’s issue isn’t resolved in a timely manner or they feel

mistreated, chances are they will post about it publicly. You can comment to acknowledge

the steps that have been taken and direct them once again to a private channel.

eg. “Hi Karen, we contacted you on Tuesday asking for more details but have not heard

from you. I’ve sent you another private message, but you can also email us at xx with

more information so we can get the issue resolved.”

https://commonslibrary.org/how-to-use-social-media/

