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 E-mail lists Facebook groups 

Audience 
Does the medium 

reach the desired 
target audience 

efficiently? 

Nowadays, most people have e-mails.  

 

But… 

 

Requires permission (i.e., opt in to mailing list), and easy 

option to unsubscribe. 

 

Possible mistakes when entering e-mail addresses. 

  

May become outdated (e.g., if customer is using school 

or work e-mail address). 

Facebook is becoming increasingly popular across regions, 

age groups and social classes. 

 

But… 

 

Not everybody can or want to join Facebook. 

 

Even those that have a Facebook account, may not be able 

to use it, at times – e.g., 

filters in schools or at work; plus, access blocked in some 

countries. 

Impact 
Does the medium 

have impact; that is 
does it ensure the 

message has a 
chance of getting 

through the clutter?  

Message will stay in inbox, marked as unread, until user 

reads or deletes it. 

 

But… 

 

Message may be caught in spam filters, or end up in junk 

mail folder (e.g., gmail accounts). 

  

Message may be seen as spam, and deleted without being 

read. 

Potential for viral campaigns. 

 

But… 

 

Institutional content is downgraded by Facebook’s sorting 

algorithm, meaning that group members may not see your 

content in their feed. 

 

Message can get drown in newsfeed (e.g., if group member 

follows many people and pages, or if member does not 

check Facebook for a while). 

Message 
Does the medium 

help ensure the 
message is clearly 

communicated?  

Great flexibility in terms of format (text, links, images, 

video, pdfs, forms, etc…) and size. 

 

Colour and type setting can be set to match brand image. 

 

But… 

 

May not work well in mobile handsets. 

Some flexibility in terms of format (limited to text, 

hyperlinks, images and videos) and size. 

 

Optimised for mobile interface. 

 

But… 

 

Limited scope for branding. 

Convenient 

Response 
Does the medium 

make responding 
easy?  

Easy to reply. 

 

Potential for delayed response. 

 

But… 

 

Limited ability to share responses, if contacts in Bcc. 

Danger of spamming if contacts not in Bcc. 

Easy to reply and comment. 

 

Potential for users to bring others into the discussion (e.g., 

using tags). 

 

Potential for group members to contribute content. 

 

But… 

 

Replies tend to be public, which may not suit some 

situations. 

 

No control over what is posted by group members (content 

and volume). 

Internal 

management 
Can the client and 

its suppliers 
capably manage the 

medium?  

Low cost. 

 

Easy to test (e.g. AB testing). 

 

But… 

 

Demanding in terms of inbound. 

 

Some legal requirements in terms of data protection. 

 

Possible privacy issues, if e-mail addresses not in Bcc. 

Ability to monitor message reach and impact.  

 

But… 

 

Significant privacy issues, because members can see each 

other’s profiles and content. 

 

Requirement to monitor content and conversations, 

regularly, in case someone posts content that is offensive. 

The End 

Result 
Do the estimated 

costs per response 
justify testing this 

medium?  

Inexpensive and effective communication channel. 

 

But… 

 

Not suitable for community building. 

Inexpensive community platform. 

 

But… 

 

Limitations as communications channel. 
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