Twitter: The Basics

1. What is Twitter?

Twitter is a microblogging tool that limits each tweet, or message, to 140 characters.  It’s a kind of “hypergrapevine news resource”1 that companies can use to learn more about their target audience, interact with their customers and prospects, and find employees.

2. How Should I Start?

· Sign up. Use your company name as your “Full Name”. 

· Fill in the Settings including Bio (160 character description of your business)

· Update your Profile and add a photo or logo

· Click Design to choose or upload a background image

3. What Next?

Use the search box on your Twitter home page to look for people talking about your company and products. When you find interesting messages, consider following those accounts. No need to worry about the number of people you’re following - just follow a few whose updates you really want to read, say hello and let conversations grow. Also look at the Find People section.

4. How to Tweet

You can post a message (up to 140 characters) by logging into Twitter and typing your message in the “What are you doing” text box. Or you can add your cell phone number to your account so you can tweet by texting via your cell phone.

5. Best Practices

Remember that Twitter is a place to build relationships, not simply broadcast info about your company. Here are some tips: 

· Use a casual, friendly tone in your messages

· Respond to some questions or comments addressed to you

· Retweet messages that are helpful to your audience. 

· Post links to articles and sites you think folks would find interesting—even if they’re not your sites or about your company.

· Make sure your tweets provide some real value. 

* Offer Twitter exclusive coupons or deals

* Take people behind the scenes of your company

* Post pictures from your offices, stores, warehouses, etc.

* Share sneak peeks of projects or events in development

1 Jefferson Graham, USA TODAY 

Third Party appications to use with Twitter
Social Desktop Clients

These software apps (download and install on your computer) allow you to keep post to multiple social networks at once, see the latest posts from your friends, those you follow, and see what people are saying about you

· Tweetdeck - an Adobe Air-based Twitter app with integrated Summize search and custom groups.Connects to Twitter, Facebook, Myspace, and LinkedIn

· Twhirl.com - a Twitter desktop client powered by Adobe AIR. Connects to multiple Twitter, laconi.ca, Friendfeed and Seesmic Video accounts

· FriendFeed.com - a service that makes it easy to share with friends online. It offers a fun and interactive way to discover and discuss information among friends.

· Digsby - an application that centralizes email, IM and social networking accounts into one desktop program

Backup Tools

Twitter only lets you see your most recent 3,200 tweets. Backup tools can auto-backup your tweets daily and store all your Twitter data online.

· TweetBackup.com – Backs up your tweets. No installation required

· BackupMyTweets.com -  Daily backups. Free year if you tweet once about them

· Backupify – Backs up Twitter, Facebook, Gmail, and other services online

· Tweetake - backup followers, favorites, DMs, friends, tweets, or everything

· TwitterBackup, Tweetcrunch, and more

Photos and Video Sharing / Viewing

· Twitpic - an app that lets users share photos on Twitter

· Twitmatic - aggregates together videos that people link in Tweets

Other:

· Tweetwasters - find out how much time you’ve spent on Twitter

· TwitPay.me – pay twitterers with paypal through twitter

Note: For “The Top 21 Twitter Applications (According to Compete)” by Leena Rao, Feb .19, 2009  See http://techcrunch.com/2009/02/19/the-top-20-twitter-applications/
Generate leads and convert to customers (3 pages)
1. Find out if your prospects are on Twitter

Use http://search.twitter.com - type in your keywords and see what comes up to find out if your industry's audience is using Twitter a lot or not

2. What's the best day/time to tweet?

Depends on the audience you want to reach. You must listen to the audience first. Follow folks and find out when they are most active.

3. Should you link your accounts to facebook, etc?

- Yes. Get maximum distribution by posting once to all your social networks at once.

4. To increase your followers:

· add a bio

· add a link

· don’t follow people without bios, photo, or many tweets

· don’t follow more people than you have followers

· don’t only post specials or other self-promotion

· don’t only post quotes

· don’t post too many times per day

5. What to tweet about?

- blog posts

- podcasts

- videos

- photos

- presentations

- ebooks

- news releases

6. What gets retweeted?

- good blog posts

- free trials

- special offers

7. How to measure your results?

- # of followers

- # of replies (@username)

- Twitter.grader.com grade

- Website/blog referrals from Twitter.com

- Keep a tally of questions answered, customer problems resolved and positive exchanges held on Twitter. Do the percentages change over time?

- When you offer deals via Twitter, use a unique coupon code so that you can tell how many people take you up on that Twitter-based promotion. If you have an online presence, you can also set up a landing page for a promotion, to track not only click-throughs but further behavior and conversions.

- Track click-throughs on any link you post in a tweet. Some URL shortening services let you track click-throughs.

Misc:

- Google is including Twitter posts in search results

- Include links to your website/blog content in your tweets to generate leads

- Blogging increases Twitter reach by 75% when you tweet and link to the blog post

Productivity:

1. To link your facebook page to your Twitter account:

 http://www.facebook.com/Twitter/  

2. Seesminc - a web application helping to easily manage and build your community directly in your browser. Update all your accounts from anywhere. Just purchased ping.fm 

3. Tweetdeck -  browser for the real-time and social web, allowing users to view and post to Twitter, Facebook, LinkedIn and MySpace. TweetDeck shows you everything you want to see at once, so you can stay organized and up-to-date. 

For Non-profits:

TwitCause - helps nonprofits get discovered on Twitter and enables passionate people to support the causes they care about.

Security on Twitter:

Backup Your Tweets

There are several services that provide a way for you to backup your tweets. This helps, so that if you do fall victim to a cybercrime or if Twitter’s servers fail, there is a way to recover all of your tweets. See list of third-party applications. 

Regularly Check What Services Are Connected to Your Twitter Account

McAfee said in their 2010 Threat Prediction Report that third-party applications will be one of the main reasons for security threats. Therefore, review which applications are connected to your Twitter account. If you haven't used one in awhile, remove the connection. You can always reconnect it, if needed. Login to Twitter, Settings, go to Connections, and Revoke Access. 

Preview Shortened URLs Before Clicking

There are several services that will allow you to preview abbreviated URLs. Freenuts has a list of ten web sites that you can use to expand shortened URLs. There are two Firefox add-ons that will let you preview the contents before actually clicking on it:

 a.. LongURL Mobile Expander 

 b.. Long URL Please 

If you use, standalone service Tweetdeck, they have a feature that allows you to preview shortened URLs before you click on it.

Examples of Businesses Using Twitter Successfully:
· Cheese Truck, New Haven (tweets where their mobile grilled cheese truck will be each day)

· Coffee house – tweeted a coupon code and got thousands of new customers

Don’ts

To make sure you’re not spamming folks, Twitter suggests you avoid the following:

· Don’t send unsolicited @messages or DMs, especially if they include a promotional link.

· Posting duplicate updates to an account: Posting the same update over and over throughout the day is considered spammy

· Cross-posting duplicate updates to multiple accounts: If you post the same update to multiple accounts, you could violate Twitter’s terms of service.

· Following churn: Following and unfollowing the same people repeatedly, as well as following and unfollowing those who don't follow back, are both violations of our terms of service.

Terminology (3 pages)
Following

To receive messages on Twitter, you follow other people and companies you’re interested in—which means you get their messages as they post (put another way, their messages show up in your incoming timeline on your Twitter home page). Conversely, people get your messages by following you.

Tweet

Users refer to an individual message as a tweet, as in, “Check out this tweet about our CEO dancing on the sidelines of the Phoenix Suns game.” People sometimes use it as a verb, too, as in, “I tweeted about the stimulus package this morning.” If “tweet” is hard for you to use with a straight face in a business context, try “Twittering” as a verb instead. Alternatives include “post,” “message” and “update.”

@username

For companies, one of the most useful things about Twitter is that it lets you exchange public messages with individual users. Simply start a message with @username of the person you want to reach, like this:

    “@Ev Glad you liked our vegan cookies. Thanks for Twittering about ‘em!”

If Ev is following your account, your message will appear directly on his Twitter home page. (If he’s not following your account, your message will appear in his folder of @username mentions.) People who are following both you and Ev will also see the message on their Twitter home page. Finally, the message will appear in search results, and people who come to your Twitter home page will see it among the messages in your outgoing timeline.

Tip: On Twitter, @username automatically becomes a link to that person’s account—helping people discover each other on the system. Put another way: when you see an @username, you can always click through to that person’s Twitter page and learn whether you want to follow them.

To find the public messages that are directed to you (i.e., those that start with your @BusinessName) or that mention you (i.e., those that include your @BusinessName elsewhere in the tweet), head to your Twitter home page, and then on the right side of the screen, click the tab labeled your @BusinessName. For businesses, it’s a good idea to keep a close eye on incoming @mentions, because they’re often sent by customers or potential customers expecting a reply.

Tip: To reply easily from the Twitter website, mouse over a message, and then look on the right end for the “Reply arrow”. Click the arrow to start a new message addressed to the original user.

DM, or direct message

Direct messages—or DMs—are Twitter’s private messaging channel. These tweets appear on your home page under the Direct Messages tab, and if you’ve got email notifications turned on, you’ll also get an email message when somebody DMs you. DMs don’t appear in either person’s public timeline or in search results. No one but you can see your DMs.

The one tricky concept with DMs is that you can send them only to people who are following you. Conversely, you can receive them only from people you’re following.

You can easily send DMs from the Direct Messages tab by using the pull-down menu to choose a recipient and then typing in your note. To send a DM from your home page, start your message with “d username,” like this:

    “d Ev Sorry those cookies gave you food poisoning! Would you prefer a refund or a new batch?”

Tip: If you’re communicating with a customer about something potentially sensitive—including personal information, account numbers, email addresses, phone numbers, street addresses, etc.—be sure to encourage them to DM or email you. As we mentioned earlier, @mentions are public, so anyone can see them.

RT, or retweet

To help share cool ideas via Twitter and to give a shout-out to people you respect, you can repost their messages and give them credit. People call that retweeting (or RT), and it usually looks something like this: “RT @Username: Original message, often with a link.” Retweeting is common, and it’s a form of conversation on Twitter. It’s also a powerful way to spread messages and ideas across Twitter quickly. So when you do it, you’re engaging in a way people recognize and usually like—making it a good way to connect.

Trending Topics

On the right side of your screen and on the Twitter search page, you’ll see ten Trending Topics, which are the most-mentioned terms on Twitter at that moment. The topics update continually, reflecting the real-time nature of Twitter and true shifts in what people are paying attention to. A key feature of Twitter, Trending Topics aggregate many tweets at once and often break news ahead of the mainstream media. (Note that the trends often include hashtags, described below.)

Hashtag (#)

Twitter messages don’t have a field where you can categorize them. So people have created the hashtag—which is just the # symbol followed by a term describing or naming the topic—that you add to a post as a way of saying, “This message is about the same thing as other messages from other people who include the same hashtag.” Then, when somebody searches for that hashtag, they’ll get all of the related messages.

For instance, let’s say you post, “Voted sixty times in tonight’s showdown. #AmericanIdol.” Your message would then be part of Twitter search results for “#AmericanIdol,” and if enough people use the same hashtag at once, the term will appear in Twitter’s Trending Topics.

Companies often use hashtags as part of a product launch (like #FordFiesta), and conferences and events frequently have hashtags associated with them (like #TED).

Tweetup

A tweetup is simply an in-person gathering organized via Twitter, often spontaneous. Companies use them for things like hosting launch parties, connecting with customers and introducing like-minded followers to each other.

Shortened URLs

With just 140 characters at your disposal, Twitter doesn’t give you much room to include URL links—some of which are longer than 140 characters themselves. If you post a link on Twitter via the website, sometimes we automatically shorten the URL for you. There are also a number of services—URL shorteners—that take regular links and shrink them down to a manageable length for tweets, and some even let you track clicks.

Excerpted from Twitter.com

50 Ideas on Using Twitter for Business (2 pages)
First Steps

1. Build an account and immediately start using Twitter Search to listen for your name, your competitors’ names, words that relate to your space. 

2. Add a picture. We want to see you.

3. Talk to people about their interests, too, it shows us you’re human.

4. Point out interesting things in your space, not just about you.

5. Share links to neat things in your community. (@wholefoods does this well).

6. Don’t get stuck in the apology loop. Be helpful instead. (@jetblue gives travel tips.)

7. Be wary of always pimping your stuff. Your fans will love it. Others will tune out.

8. Promote your employees’ outside-of-work stories. (@TheHomeDepot does it well.)

9. Throw in a few humans, like RichardAtDELL, LionelAtDELL, etc.

10. Talk about non-business, too, like @astrout and @jstorerj from Mzinga. 

Ideas About WHAT to Tweet

11. Instead of answering “What are you doing?”, answer, “What has your attention?”

12. Have more than one Twitterer at the company. It’s nice to have a variety.

13. When promoting a blog post, explain what’s coming next, don’t just post a link.

14. Ask questions. Twitter is GREAT for getting opinions.

15. Follow interesting people. If you find someone whose tweets are interesting, follow .

16. Tweet about other people’s stuff. Makes us feel like you’re not “that guy.”

17. When you DO talk about your stuff, make it useful. Give advice, blog posts, pictures.

18. Share the human side of your company. If you’re bothering to tweet, you believe social media has value for human connections. Point us to pictures, etc.

19. Don’t toot your own horn too much. 

20. Or, if you do, try to balance it out by promoting the heck out of others, too. 

Some Sanity For You

21. You don’t have to read every tweet.

22. You don’t have to reply to every @ tweet directed to you (try to reply to some).

23. Use direct messages for 1 on 1 conversation if there’s no value for everyone to hear the conversation (got this from @pistachio).

24. Use services like Twitter Search to make sure you see if someone’s talking about you. 25. 3rd party clients like Tweetdeck and Twhirl make it a lot easier to manage Twitter.

26. If you tweet all day while your coworkers are busy, you’re going to hear about it.

27. If you’re representing clients and billing hours, and tweeting all the time, you might hear about it.

28. Learn quickly to use the URL shortening tools like TinyURL. It tidies your tweets.

29. If someone says you’re using Twitter wrong, forget it. It’s an opt out society. 

30. Commenting on others’ tweets, and retweeting what others have posted is a great way to build community. 

The Negatives People Will Throw At You

31. Twitter takes up time.

32. Twitter takes you away from other productive work.

33. Without a strategy, it’s just typing.

34. There are other ways to do this.

35. As Frank hears often, Twitter doesn’t replace customer service (Frank is @comcastcares and is a superhero for what he’s started.)

36. Twitter is buggy and not enterprise-ready.

37. Twitter is just for technonerds.

38. Twitter’s only a few million people.

39. Twitter doesn’t replace direct email marketing.

40. Twitter opens the company up to more criticism and griping. 

Some Positives to Throw Back

41. Twitter helps one organize great, instant meetups (tweetups).

42. Twitter works swell as an opinion poll.

43. Twitter can help direct people’s attention to good things.

44. Twitter at events helps people build an instant “backchannel.”

45. Twitter breaks news faster than other sources, often. 

46. Twitter gives businesses a glimpse at what status messaging can do for an organization. Remember presence in the 1990s?

47. Twitter brings great minds together and gives you daily opportunities to learn (if you look for it, and/or if you follow the right folks).

48. Twitter gives your critics a forum, but that means you can study them.

49. Twitter helps with business development, if your prospects are online (mine are).

50. Twitter can augment customer service. (but see above)
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