4 Cognisync LLC
W‘m uc . 240 Grove Circle N
Developer Community Solutions Dunedin, FL 34698

WWW.cognisync.com

Corporate Developer Network

Community Management Guide
Practices and Procedures

Document Version 1.0
February 15", 2008

© 2008 COGNISYNC LLC ALL RIGHTS RESERVED PAGE i


http://www.cognisync.com/

DOCUMENT PURPOSE AND USAGE .......ciiiitiieteriets et en s 4

CORPORATE DEVELOPER NETWORK PROGRAM OVERVIEW.......coooiiiieesees e 5
KEY PROCESS AREAS (KPAS) DEFINED .......ccovtenitirntiereseeisee sttt sss sttt 6
KPA 1: BUSINESS ALIGNMENT ...ttt ettt sttt b st sttt st bs st et s b s st s st bs st abenssbanas 14
PRODUCT MANAGEMENT & ENGINEERING........cciitiieeeteitestesreieesteessessestessessessesessestessessessessesessessessessessssessessessessens 14
PRODUCT IMARKETING ....evtittitt sttt sttt et e b ettt ssbeste st ebesbesbssbesbesesstesesbesbssbesbesaesteseabesbssbesbesbenteseabesbesbesbesbesbeseensareabens 15
MARKETING COMMUNICATIONS ....vieieiieietiitististestestesessesssstesbesesssesassssssstessesasssessssssssstsssessensessssssssssessesssssessessssessens 15
PARTNER & ALLIANCE IMANAGEMENT ..ottt et et stestsstestesaetssesbasbssbestesasstsbssbestssbesasssasssssssestsssesesssssessesssssessans 16
TRAINING E EDUCATION ..ottt ittt sttt b e s bbbt bs b bbb et e e e bb e b e e b e s b e b e b e b ebbebeabesbesb e b e b enternans b ne 16
P RODUCT SUPPORT ....tititctiet ittt sttt bbbt b e b e b s s b e b e e e st e b e e b e s b e s b e b e b e Rt ebeebe e b e e b e s b et enbebeabeabesbesbesbesbesnabssbesbess 17
KPA 2: CONTENT MANAGEMENT ..ottt sttt sttt st e st sttt e bt st be st st e s st esssaebssesbsssrass 18
CONTENT MATRIX IMANAGEMENT 1.ttt sttt etesbe st sbesbe st sbssbesbesbesbessessebesbssbesbesaessessabesbssbesbeseensesssssssestessasnen 18
STATIC SITE CONTENT .ttitiitiitiitieteiteit et ebesbesbesbesaebessebesbesbesbesbesbeseasssbssbesbe st esbe e easabsabesbe st et e e essebeabesbe st e sbe b eabereenesbesns 18
ARTICLES & WHITEPAPERS ....viiteititieteeteitestestesseteeesessestessessesesssssssessessessessesssssssessessestessessensesssssssessessessessessessssssens 18
PRODUCT AND API DOCUMENTATION ....ucotitiitiiteieesieessessessessessessesessessessessessessssessessessessessessssessessessesssssssessessessessans 18
CODE SAMPLES......oevitietiteteseetestetessstessstesssasbesssbe e stesestebeseebessabesestebe st essseebesssbese st ebe st abe e et essseebestebesabesenbenssteseseetensseess 19
T2l I T ST 19
AGGREGATED FEEDS........cciiiiticteitetct sttt st sttt ettt b s sb e st st e e s bt e b e s b e s be st et e st e bt e beebe s b e st e st et entebeabesbesbesbestsbeseanssbeabes 19
DISCUSSION FORUM CONTENT ...tviteitiictiete st stssbeseestesesbesbssbesbesassaessssasbssbesbesasssessssssssstsssesssssessssssssssessessessessassssessess 19
TIPS & TRICKS .ottt sttt ettt b e sttt b e b s b b s b e b e st e beebe e b e e b e s b e b e st e e e Rb e b e e b e s b e b et e b ebbebeebeebesbesb et enbebesbe st sns 19
POLLS .t e b bbb e b e b e b e e b e b b e b e b e Rt e bE e b e e b e e besbe b e b ebe e bt ebeebe s b e be st e e ebesbeabe s 19
V7= N ST 07X =N 0 = F USSR 19
CUSTOM CONTENT TYPES. ...ittitiitiiteitiieiiriireste e ssestessssesbesbesbesaessessabssbasbesbestestessesssbesbesbestessassessssesbestestessessensessasssnes 19
KPA 3: MEMBER MANAGEMENT ..ottt ettt e sttt sttt et st bs st bs e st essstesssesbentsrasis 19
IMEMBER SEGMENTATION ....utittitiitiiteiteteteressestesbesaessessssesssstessesasssessssssssssessesssssessesssssstessessensessessssessessessessessensessssens 22
NURTURING COMMUNITY IMEMBERS ........vctiiiteieitieesietsesetessstesesbessssssessssesssssssssessssssessssesssssssssesssessensasessssensssssessasen 22
NURTURING COMMUNITY LEADERS.......covititieiiteieitiesietestetessssssestesssesssssssesssssssssesssessessssesssssssssessssssensssessssessssssessasen 22
NURTURING INTERNAL STAKEHOLDERS .....cueeviteiitiaesteseseesessssssessessssssessssesssssssssessssssessssesssssssssessssssessssessssenssssssssssen 23
STIMULATING COMMUNITY-GENERATED CONTENT (CGC) ...euuviuiiiiniriiiineisie s 23
KPA 4: EXTERNAL THREAT AND OPPORTUNITY MANAGEMENT ... 24
THREAT MANAGEMENT — COMPETITOR CAPABILITIES ....ecviitiiiictiite sttt ses bbb st sb s sbs bbb sassssnssbssns st sns 24
OPPORTUNITY MANAGEMENT — FEDERATION AND NEW FEATURES .....ccoiitiiiiiicri sttt st st 26
KPA5: DEVNET INFRASTRUCTURE MANAGEMENT ......coo ittt et sassssnnan 27
SITE ADMINISTRATION ...cttittitiitietesteitestesestestesbesaessessesssssstesbessessessasssssssesssssessessessesssssstessessesssssesssssssessessesssnsesssssssesns 27
IVIETRICS CAPTURE ... vttt ettt sttt et be bbbt be s b e b s b e b e b e st ebeebe s b e e b e s b e b e Rt ebe e b e e b e e b e sb et enbebeebeabesbe s b e sbe b esnensabesbess 28
ISSUE RESOLUTION ....citi vttt sttt sbe sttt e b e st sbesbesae st e s ebesbesbesbeseeasebesbesbesbesbe b esbebeebeabe e b e sbe b enbebeebeabeebesbesb et ereebesbeane 32
KPA 6: PROGRAM MANAGEMENT ..ottt sttt sttt st e st sttt st b s st s 32
ENGAGEMENT GUIDANCE ......cotititeietiesiesestesestssesestesestessssesessesssessessssessssssessesssessessssessssesssssssssssensssesessessssssessssessasenes 32
PROGRAM ROLES AND RESPONSIBILITIES .....cveueieetiesteseeeesessssesessesssessessssesssssssssesssssssssssesesssssssessssssessasessssensssssssssses 32
IMANAGE SUCCESS CRITERIA.......iitiitiiteieeettsttstestestsstssessesbsstesbasasstessssssssstestesasssessesssssstsssessessessssssssssesssssessessassssessens 33
IMANAGE IMETRICS DATA ...ttt sttt b s s sttt b e b b e s b e sa et e bt e b e s b e s b e s b et e st eseabesbesbesbebesbeseantassabess 33
REPORTING AND COMMUNICATION ... ccuvitiitiitististeseestesessestsstesteseessssssssstsssessssssssssessssssstesssssesssssssesssssesssssssessesssssessens 34
APPENDIX: REFERENCES.........coo oottt sttt st st be s bs et sesb e s sbe st st sestenssseseseabensssens 35
ATTACHMENT:: COMMUNITY EVALUATION WORKSHEET .......cooieceeeeseeeeeeeeeee e 35

© 2008 COGNISYNC LLC ALL RIGHTS RESERVED PAGE ii



	Document Purpose and Usage 
	Corporate Developer Network Program Overview
	Key Process Areas (KPAs) Defined
	KPA 1:  Business Alignment
	Product Management & Engineering
	Product Marketing
	Marketing Communications
	Partner & Alliance Management
	Training & Education
	Product Support

	KPA 2:  Content Management
	Content Matrix Management
	Static Site Content
	Articles & Whitepapers
	Product and API Documentation
	Code Samples
	Spotlights
	Aggregated Feeds
	Discussion Forum Content
	Tips & Tricks
	Polls
	Events Calendar
	Custom Content Types

	KPA 3:  Member Management
	Member Segmentation
	Nurturing Community Members 
	Nurturing Community Leaders
	Nurturing Internal Stakeholders 
	Stimulating Community-generated Content (CGC)

	KPA 4:   External Threat and Opportunity Management
	Threat Management – Competitor Capabilities
	Opportunity Management – Federation and New Features

	KPA 5:  Devnet Infrastructure Management
	Site Administration
	Metrics Capture
	Issue Resolution

	KPA 6:  Program Management
	Engagement Guidance
	Program Roles and Responsibilities 
	Manage Success Criteria 
	Manage Metrics Data
	Reporting and Communication

	Appendix:  References
	Attachment::  Community Evaluation Worksheet



