Twitter

Learning Objectives
•

Understand the business value of using Twitter for marketing

•

Know how to create and optimize a Twitter profile

•

Understand the components of a Tweet

•

Implement a Twitter content strategy

Introduction
to Twitter
•

Twitter is a social microblogging platform where users share short
messages called tweets in 280 characters or fewer.

•

Twitter is a place for people connect with their passions, share their
opinions, and find out what’s happening in the world right now.

•

Twitter users have the ability to broadcast messages to their followers
as well as to interact with businesses and other Twitter users
directly.

•

Twitter started in 2006 when Jack Dorsey wanted to create an SMS(short messaging service) based communications platform similar to
texting.



The idea was that groups of friends could keep tabs on what one
another were doing through 140-character status updates.



On March 21, 2006, Jack sent the first tweet on the platform,
reading "just setting up my twttr," which was the name of the
platform at the time.



By 2012, six years after its founding, the social networking site
grew to over 185 million users.



Today the platform attracts over 326 million monthly users who
send over 6,000 tweets per second—more than half a billion per
day

Introduction to Twitter
While Twitter started as a place for friends to interact with each other, today, users from
around the world turn to the social networking site for everyday news, sports, and
politics.

It has become a platform for brands to reach customers, celebrities to stay in contact
with their fans, politicians to share political opinions, and journalists and media companies
to report breaking news.

Katy Perry tops the list with the most
followers on Twitter, with over 108 million
followers; next is Justin Bieber with over 105
million followers, and Barack Obama with over
99 million followers

Who do you follow on Twitter?
https://help.twitter.com/

Who has the most followers on Twitter?

Twitter by the
Numbers

Twitter is a very powerful tool for businesses looking
to leverage the social media platform for marketing.

In fact, Twitter users are three times more likely
than Facebook users to follow a brand.

In addition, 69% of Twitter survey respondents have
purchased from a brand after following it on Twitter,
and 79% of those followers retweeted content
from that brand.

Twitter users are open to interacting with businesses,
as many use the platform to search for deals,
customer service, product reviews and purchase
ideas.

Marketing
with
Twitter

Twitter allows Businesses to:
Discover what’s happening:
Twitter allows companies to listen
and contribute to conversations
happening about their brands,
within their industries,
communities and around the world.

Provide customer service: Eighty-five
percent of Twitter users state that it’s
important for businesses to provide
customer service on Twitter to develop
relationships. Twitter users utilize the
platform to talk about products, ask product
or service questions to companies, as well as
to share positive or negative experiences they
have had with brands..

Increase brand awareness:
Twitter allows businesses to
regularly communicate with
followers and gain new followers,
increasing brand awareness.

Connect with customers, brand
advocates and influencers:
Twitter allows brands to discover
and interact with potential
customers, brand advocates and
influencers. Businesses can use
Twitter to engage in conversations
to build valuable connections with
target audiences.

How does Twitter Work?
•

Individuals have accounts on Twitter (“Profiles” on Facebook)
 Companies have accounts on Twitter (“Pages” on Facebook)

•

If an individual follows your account on Twitter (“likes” your Page on
Facebook), then when that company tweets it will show up in the
news feed of that individual (technically their Twitter timeline)

•

Individuals can
 Like a tweet – “like” on Facebook
 Respond to a tweet – “comment” on Facebook
 Re-tweet to their followers – reshare on Facebook

•

The structure of Twitter is similar to that of Facebook; the big
differences are that Twitter is shorter, faster, and noisier

What’s unique
about Twitter?
•

Twitter is the most open of all social
media
 Anyone can set up a Twitter account
in minutes and start tweeting
 Anyone can listen in to anyone on
Twitter: there's no required friending
or connecting (like FB or Instagram)
 Anyone can message anyone via
Twitter: it’s completely open

•

Twitter is fast-passed and used to
share news (about everything)
and/or to share gossip (about pop
culture and politics)
 24/7 news cycle

Signing up for
Twitter
https://help.twitter.com/en/usingtwitter/create-twitter-account#

https://help.twitter.com/en/using-twitter/create-twitter-account#

Let’s Create an Account Together..
Tips:
•

Shorter names are better
 Your username counts as part of
280 characters

•

Profile Photo
 Same as Facebook. 400x400
pixels

•

Bio
 160 characters to explain your
brand, products/services
 Include URL to company website

•

Header Image
 1500x1500 pixels to run as a
banner across account page

Creating a Business Twitter Profile

•

A strategically crafted Twitter
profile can help brands gain
more followers by improving
how they appear in search
results and making it easier
for customers to interact with
brands.

•

There are six components of a
Twitter Profile:

Building a Twitter Profile
1.

Username - A Twitter username can
contain up to 15 characters and should
resemble the name of the brand or
business so that people can easily find
you.

2.

Profile Picture - Just like on Facebook
and Instagram, businesses should select
a profile photo that visually represents
the brand, such as a company logo. To
maintain consistency, it is best to use the
same profile picture across all social
media accounts. The recommended
image size for profile pictures on Twitter
is 400x400 pixels.

4.

Cover Photo - Your cover photo takes up a lot
of real estate on your profile and is a great place
to showcase your brand by featuring products,
services, or even highlighting your latest
campaign or promotion.
 The recommended size for a Twitter cover photo is
1500x500 pixels.
 Make sure that the cover photo is optimized for mobile
and that any text is visible on a mobile device.

5.

Pinned Tweet - Just like a pinned post on
Facebook, Twitter provides its users with
the ability to pin important tweets to the
top of their profile pages so that when users
scroll down the tweet remains at the top of
the page, like the example below from
Coca-Cola shows.
 Brands should use this feature to pin important
events, announcements, promotions, special
offers or discounts, contests, giveaways, or highperforming posts.

6.

Gallery - The gallery section of
your profile showcases your
most recently tweeted videos
and photos and boosts the
visual impact of a brand’s
profile. Make sure that your
media gallery is fully populated
with visually appealing photos.
 Post a minimum of six photos or
videos that are relevant to your
business.

•

Businesses using Twitter to
interact with customers should
check their settings to make sure
that their profiles are public.

•

They should also allow customers
to direct message them. (Under
privacy and settings, check
“Receive Direct Messages from
anyone”). Businesses should also
make sure that users can tag them
in photos and find their accounts
by email address or phone number.

Verified
•

For increased visibility, authenticity, and the ability to easily gain
more followers, brands can apply to have their accounts verified so
that customers will know which accounts they can trust to follow. A
verified account has a blue “verified” checkmark next to the account
name, as seen in the Charmin example below. The badge appears
next to the name on an account’s profile and next to the account
name in search results.

•

Accounts that are determined to be accounts of public interest can be
verified. Typically, this includes accounts from businesses, brands,
musicians, actors, celebrities, government, politicians, media,
athletes, sports organizations, and other key interest areas. To get
verified, complete and submit Twitter’s verification request form.

Components of a Tweet

1. Tweet
•

A tweet is an update posted on
Twitter. As with messaging on
other social media platforms,
tweets may contain text, a photo,
GIF or video, as well as a call-toaction link.

•

In 2017, Twitter doubled the
character limit for tweets from
140 to 280. Many brands
welcomed the change and
capitalized on the trending
#280characters by composing
clever tweets to show off their
humor with jokes. A few
examples can be seen below.

Brands engage with Twitter 280 Characters

https://www.lettercount.com/

280 Character Limit, but….
The character limit now enables brands to deliver messages in more
impactful ways and to experiment with creative tweet structures.

Despite the change, however, shorter posts still tend to perform better on
Twitter.

A study of engagement rates for the top 100 brands on Twitter show that
tweets between 71-100 characters receive the most retweets, and
that tweets of less than 100 characters receive 17% higher engagement
rates

Retweets
by
Length
of Tweet

Photo
•

Just like Facebook, Twitter has two
options for images. You can attach up to
four photos to a single tweet or a single
image can be embedded into the pasted
URL. It has been demonstrated that
tweets with images receive 18% more
clicks, 89% more favorites, and 150%
more retweets than tweets without
(Cooper).

•

When sharing photos of people, Twitter
allows users to tag up to 10 people per
image (see the example from
the Olympics, which tags the
participating athletes in many photos).
By tagging others in photos, you have a
higher chance that the tagged
individuals will retweet the image to
their followers, increasing overall reach
and engagement. Like for other social
media platforms, make sure to post
visually appealing, high-quality images
on Twitter.

Video
•

When posting videos on Twitter, users have the
option of uploading videos from a desktop or
mobile or to use the native video function built
inside the mobile app to record and post a 140second video.

•

When using videos for Twitter, it is best to
upload videos directly to the platform rather
than linking to a third-party video site like
YouTube.

•

Videos uploaded natively will automatically play
in the user’s timeline, increasing overall
engagement with your tweet. In fact, videos on
Twitter drive 2.5 times more replies, 2.8 times
more retweets, and 1.9 times more likes when
embedded directly into the platform (Dawley).

•

Today, companies are using videos on Twitter to
share branded content such as products and
services, to provide customer service, to capture
and share events, and to tell customer stories.
One company that experiments with all types of
video content on Twitter is General Electric.

Periscope – another video option
•

Another video option available to Twitter
users is Periscope, a live streaming app owned
by Twitter.

•

When creating a tweet for Periscope, click on
the Live icon to stream live video to your
followers.

•

Once the stream is over, the recording will be
available for anyone to watch.

•

Dove is using Periscope on Twitter to go live
at events, to provide customer service, for
Q&A sessions, or to provide behind the scenes

GIFs
•

Twitter is a very popular for platform for GIFS and has even
integrated a GIF library directly into the platform. Users can click
the camera button to upload their own GIFs or click the GIF icon to
search and select a GIF from the Unlike photos, you can send only
one GIF per Tweet.

•

Over, 100 million GIFs are shared each year on Twitter. Since GIFs
stand out easily and automatically play in the timeline, they are easy
to digest; they can evoke emotion and reactions; they are a great way
to show a brand’s sense of humor or creativity; and they capture
more attention over images.

•

Major League Baseball has created a Twitter account specifically to
showcase baseball through GIFs. The account features over 11,000
GIFS that engage with followers in a fun and interactive way.

#National Popcorn Day

#National Rubber Ducky Day

2. Reply

2. Reply
•

Twitter users have the ability to
reply directly to a tweet with a
comment of their own. It’s a great
way for brands to show that they
are listening and engaged in topics
by creating custom replies and
comments on their posts.

•

Wendy’s provides great customer
service on Twitter, replying to any
and all customer comments and
inquiries.

You are not in control of the
conversation…

3. Retweet

3. Retweet
•

A retweet shares someone else’s
tweet with the people who follow
you. When you click the retweet
button, users have the option to
“Retweet,” which is a simple share
of the post, or to “Quote Retweet,”
which allows the user to add a
comment to give the Retweet
context.

•

When commenting on a retweet,
the original tweet as well as the
comment will be seen, as in the
below post from Wendy’s.

4. A Like

4. A Like

•

A like, signaled by the heart icon, is a way for
brands to positively acknowledge a tweet.

•

Likes appear within a different section on your
profile, so it can be a useful tool to showcase posts
from other Twitter users that you would like your
customers to see, to share positive mentions of
the brand, or as a bookmarking tool to find tweets
again.

5. Hashtags
•

Just like for Facebook and Instagram, Twitter users can use add
hashtags to tweets to link all the content related to a given topic.
Tweets with hashtags receive two times more engagement than
tweets without.

•

Since there is a strict character limit on Twitter, brands should only
use one or two hashtags, as studies show that after two hashtags,
engagement rates drop by 17%

•

Tweets with at least one or more hashtags are 55% more likely to be
retweeted than tweets with no hashtags
 Anyone can create a hashtag! Anyone can chime in on a hashtag. No one
controls a hashtag!

5. Hastags
•

Popular or trending hashtags will appear
under Twitter’s "Trending Topics" section on
the Twitter home page.

•

Twitter users have the ability to customize the
trending hashtags seen in the list by changing
the location to anywhere in the world or by
selecting “tailored trends,” which are trending
hashtags that are tailored based on your
location and the people you follow. Brands can
use the trending topics section to stay relevant
by incorporating trending hashtags into their
tweets or by sharing trending content.

•

https://hashtagify.me/hashtag/tbt

Hastags can not
include spaces
•

#organicfood or #free

•

Great video “what’s a hashtag”

•

https://www.youtube.com/watch?v
=DX4l4K_2VmE

6. Mention
•

A mention on Twitter is like tagging another
account in a post.

•

You can bring a tweet to another person’s
attention or tag him or her in a post by including
the @ symbol and the username.

•

Businesses can use tagging to interact with users
by asking questions, thanking them, or by tagging
another brand or influencer in posts related to
their interests.

•

Users can also Direct Message Tweets directly to
people on Twitter, which creates a private
message between two users.

•

Under Armour uses Twitter mentions to tag many
of its endorsing athletes in posts, like the below
example with Olympic skier Lindsey Vonn.

@peetscoffee

@sign
or
Handle

Twitter
Algorithm

•

Up until 2015, the Twitter timeline displayed tweets in the reverse-chronological
order. Since then, Twitter has changed its algorithm in an attempt to improve
the Twitter experience. Twitter’s current algorithm ranks tweets with the
following four features:

In Case You Missed It
•

In order to ease Twitter users’ fears of missing out on posts, the platform created
the “in case you missed it” feature that is intended to show you the tweets that
you may be interested in that were posted some time ago. Through this feature,
tweets will appear on your timeline when you have been away from Twitter for a
few hours or days. These tweets are ranked based on tweets that Twitter thinks
are most relevant to you, not in the order that they were posted.

Show the Best Tweets First
•

Twitter will show you the tweets that it thinks are most relevant to you first on
your timeline. The platform’s algorithm ranks all of the tweets from the accounts
that you follow and ranks them based on recency, overall engagements, the
author and your past interactions with this author, and tweets you found
engaging in the past.

Happening Now
•

Twitter may also feature events at the top of your timeline labeled as
“Happening Now.” When available, it will show events and topics
Twitter thinks you might be interested in.

Remaining Tweets
•

Once you have seen all of the tweets in the first two sections of your
timeline, Twitter will show you the rest of the tweets from the
accounts you follow in reverse-chronological order. Here you will also
find retweets, promoted tweets, and suggested accounts to follow, as
well as popular tweets from accounts you may not follow in an effort
to make your timeline more relevant and interesting.

•

In 2018, Twitter implemented a change to the
platform that allows users to toggle between
Top Tweets and Latest Tweets, making it
easy to switch between an algorithm feed and
a real-time feed.

•

See the tweet below to learn how to change
your algorithm settings.

•

Twitter Content Strategy
Businesses can use Twitter to promote their missions, connect with target audiences,
have conversations, build relationships with customers, and monitor the competition.

The following tactics can help businesses take full advantage of
Twitter to increase engagement with followers.

Less Promotion, More Conversations

Like on other social media platforms, brands should avoid placing too much emphasis on promoting products or services in tweets. It
is recommended to keep retweeted content below 20% of total tweet volume, with 30-40% of tweets as replies to other people. Make
tweets multi-way discussions and open the door for conversations to position the brand as one that adds value. Ask questions and
tweet about industry news, trending topics, events, promotions, day-to-day activities, company culture, or customer stories. Brands
should listen and respond to customers’ comments and questions in real time, retweet, like, and follow customers or industry thought
leaders on a regular basis. Use @mentions and tag people in posts to increase engagement and reach.

Keep Posts
Short
•

As mentioned previously, posts
with 100 characters or fewer
perform better on Twitter. Tweets
should be concise and focused on a
specific message, like the
examples below from Arby’s show:

Post Consistently and at Optimal Times

Twitter moves fast.

It’s easy for tweets to
be lost in the timeline
with the sheer amount
of tweets being posted
every minute.

In fact, a tweet has an
average shelf life of
just 24 minutes and
reaches 75% of its
potential engagement
in less than three
hours (Newberry).

Because of this, it is
recommended to post
between three to
seven tweets per
day and to post at
optimal times to
maximize reach and
engagements.

B2B brands typically
see more engagement
Monday through
Friday during business
hours, with research
showing that the best
times to post are 12
p.m., 3 p.m., 5 p.m.,
and 6 p.m. (Newberry).

B2C brands posts
perform 17% better on
weekends with
audiences that are
typically more active
on the weekend
(Kolowich). Brands
should test posting at
different times and
varying the quantity of
posts in order to track
engagement rates to
determine the best
times and days to post
for their target
markets.

Post Visually
Appealing Content
•

As with other social media platforms, it’s
important for visually appealing content to be
posted for maximum engagement on Twitter.
Images and GIFs are a great way to boost
engagement.

•

In addition, studies show that infographics,
like the one seen below from the NFL, are
shared three times more often than any other
type of image on Twitter (Barnhart).

•

Videos are also six times more likely to be
shared than a typical text-based tweet
(Barnhart).

Use Twitter Lists
•

A Twitter list is a curated group of Twitter accounts. Businesses can create
their own lists or subscribe to lists created by others. Lists can be private or
public, and users can subscribe to lists to view a stream of Tweets from
accounts on the list. Lists are a great way for businesses to easily find and
curate posts from customers, influencers, or other brands. They are also a great
way to keep ahead of the competition through monitoring posts by competitors
for ideas or ways to improve your brand’s Twitter content strategy.

•

Businesses can create influencer lists to monitor and build brand-influencer
engagement and relationships. Businesses can also create customer lists to
monitor and interact with customers by sharing, replying to, or liking their
content on a regular basis.

•

Note that it’s important that brands interact with posts that may not be related
to their business in order to build strong relationships with customers. Creating
prospect customer lists can help brands communicate and build rapport with
potential customers before contacting them for sales opportunities. Mashable
created a public list with 100 social media experts; followers can subscribe to
stay up-to-date on social media trends.

Ask Questions and Run Polls

Asking questions is a great way to
interact with audiences on Twitter, which
has a built-in feature called “Polls” that
enables a user to create his or her own
poll and have followers vote to weigh in
on questions with a simple click of a
preferred option. Results are instantly
displayed and updated in real time to all
Twitter users after each vote.

When composing a tweet, click the “Add
Poll” icon and type the poll question as
well as the answer choices. Click “Tweet”
to post the poll.

Polls are a great way for businesses to do
market research, engage with followers’
interests, have followers weigh in on a
new product development or design, get
feedback, encourage predictions, promote
offers, take advantage of timely events, or
spark conversations with followers. Take
a look at the ways, shown below, that
Denny’s and Dunkin’ Donuts use Twitter
Polls to engage with their followers:

Provide Customer Service
Twitter is a great place for businesses to connect with customers and to provide customer
service. People love to talk to businesses on Twitter since they can get answers in real time.
It has become the go-to social media platform for customers to share frustrations or to ask
for help, and businesses should use Twitter as a way to quickly and effectively offer help.

Keep in mind that conversations are public, so other customers have the opportunity to see
how responsive a business is to others’ questions. Brands should consider creating a
dedicated Twitter support handle like Amazon’s help account to address customers’
questions without bogging down their main account with customer support issues.

If a brand does choose to offer support on Twitter, make sure to answer every inquiry in a
timely fashion. To avoid long back and forth exchanges, switch to Direct Messages to resolve
issues privately. It is important for brands to demonstrate to their audience that they are
committed to customer satisfaction, especially in responding to customer complaints.

Use Emojis
•

Emojis are extremely popular on
Twitter, with reports showing a
25.4% higher engagement rate for a
tweet with one emoji compared to
tweets without (York). With the
increase to 280 characters in 2017,
many brands are getting more
creative with emojis than ever
before.

•

Take a look at the below examples
from Bud Light and Domino’s
Pizza,

Run Contests and
Promotions
•

Running contests and offering promotions are
great ways to increase engagement and gain
new followers on Twitter. Sweepstakes, usergenerated content photo or video contests,
photo caption contests, coupons, or product
giveaways are perfect ways to engage with
followers and develop relationships with
them. Contests can be as simple as asking
followers to retweet a post to win a prize like
in the Xbox example below, or could require
more effort on the part of participants by
asking them to submit a photo or video with a
branded hashtag like BC Transit did

Account Takeovers
•

Celebrity, influencer, or expert
account takeovers on Twitter can
boost credibility, lead to new
followers, a larger audience reach,
and greater publicity. Account
takeovers do not need to be with
celebrities or high-level
influencers in order for them to be
successful. Brands can consider
leveraging micro influencers,
industry experts or internal
employees to host Twitter chats or
Q&A sessions with followers, or
take over an account for the day.

A final word on Tweeting

Twitter is like an elephant…
it never forgets.

Because it is so immediate
people shoot off their mouths
or tweets without thinking.

If you don’t have something
nice to say best to not say it
at all

Promoting Organically on Twitter
Use #Hashtags to Promote your Company
•

Because Twitter is all about news, use of hashtags on trending or controversial
topics is bigger on Twitter than on any other social media.

•

Identify trending and important hastags and include them in your tweets

@Someonefamous
•

Reach out and “have a conversation” with someone more famous (with more
followers) than you.

•

Trick is to find business partners, complementary companies, or other people /
companies on Twitter who are influencers and who have more and / or different
fan bases than you.
 Hard part is to get them to engage with you. Convince them to have a conversation with
you. Once you are taking to their fans.. Convince their fans to follow you too. Use .@
 https://www.themuse.com/advice/mystery-dot-the-best-kept-secret-on-twitter

Get Retweeted
•

By posting items that are funny, scandalous, interesting, shocking,
outrageous or controversial, you get people to retweet your tweets,
thereby (again) allowing their followers to see you, and hopefully
begin following you as well.

•

Research what is being retweeted in your industry

Advertise on Twitter

Target

