


2

The Essential Twitter Guide for Business: How to 
Make the World Pay Attention with only 140 characters  

Outbound marketing has, for decades, been used by marketers to reach their 
audiences. They used print media, radio and TV to distribute their message and 
relied on direct mail and cold calls to for lead generation. But there is a problem, 
these tried and tested methods are no longer working like they used to! Society is 
getting much better equipped at dealing with this type of ‘interruptive marketing’ 
and by using tools like Sky+, email spam‐blockers and caller ID, consumers can now 
block messages they don’t want. People now control what messages they wish to 
hear, and at the moment they are not being very receptive.

But all is not lost! Consumers still want to learn about the best products and services, 
the key difference now, is that they want to discover this information on their own, 
most often through using the internet. For example, when deciding what product to 
buy a consumer is now very likely to venture into the blogosphere to find first‐hand 
accounts and reviews of a particular product, engaging with others in social media to 
learn their views and opinions.

A logical economic response to a change in consumer behavior is to subsequently 
change your marketing behavior. Instead of continuing to push marketing messages 
out, effective marketers are now beginning to create marketing campaigns that pull 
people into their business, ensuring not only that they are easily found but also that 
they have interesting and remarkable content that will catch as well as keep their 
customers or prospects attention.

This strategy is called inbound marketing. Inbound marketers offer the public useful 
information, tools and resources to attract people to their site, while also interacting 
and developing relationships with consumers on the web. Inbound marketing tools 
include blogging, content publishing, search engine optimisation, social media and 
social networks.

Twitter is one of the most powerful social networks for your business.

Introduction
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So what is Twitter exactly?

What can Twitter do for your Business?

How to make Twitter Work for you!

Twitter is a social networking and 
microblogging service. On Twitter, 
anyone can read, write and share 
messages of up to 140 characters. These 
messages, or Tweets, are public and 
available to anyone who is interested in 
them. Twitter users subscribe to your 
messages by following your account 
and followers receive every one of 
your messages in their timeline. To 
get the most out of Twitter and make 
it work for your Business and your 
Brand you need to build an online 
social community, with a wide variety 
of followers who are interested in your 
Business and what you have to say 
about today’s market. 

When you combine messages that are 
quick to write, easy to read, public, 
opted‐in, and accessible anywhere, 
you have a very powerful, real‐time 
way of engaging and connecting with 
your current and potential customers. 
Basically if you aren’t yet tweeting – 
you are missing out on a huge potential 
customer base.
 

As a business, you can use Twitter 
to quickly share information, gather 
market intelligence and insights, and 
build relationships with people who 
care about your company. Often, there 
is already a conversation about your 
business happening on Twitter. Is this 
not a conversation you want to be 
involved with?

Twitter allows you to send short 
messages that tell the world about 
what is happening in your Business. 
It allows you to interact with millions 
of people worldwide (200 Million 
registered users) and engage and 
connect with your current and potential 
customers. The concept is not dissimilar 
to Facebook status updates, and like 
Facebook it is an excellent tool for 
marketing, if used correctly. 

The service allows you to follow people 
and be followed by people. The people 
you follow will form your network 
and their updates will appear on your 
Twitter homepage. The people who 
follow you will see your updates on 
their page every time they log on. 
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The first thing to do is to go to Twitter and create an account at  
www.Twitter.com. It is possible to choose any username you like but it is advisable 
to choose something that your customer’s will instant recognize: that will make it 
easier for them to find and follow you. Before signing up, consider if you want a 
personal or a business Twitter account. Both are good for a company to have, but 
serve different purposes.

•	 Company account: Represents the company as a whole.  
Use this type of account to: 

•	 Keep your customer base up‐to‐date on your events

•	 Promote recent blog articles or news

•	 Update your consumers about products/services

•	 Give real‐time updates at conferences and events

•	 Personal account: Used by an individual employee at the company. 
This account type is more personalized, and can be used to talk about non‐
company related things and is better for direct relationship building.  

Use this type of account to:

•	 Act as a liaison to the public for your company

•	 Update people on what you’re working on

•	 Share tidbits about your personality

•	 Expand your company’s network and make connections

Next fill in your biography:  
Explain what your Business does and the products or services it offers. This will help 
people to decide whether they should follow you.

1
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Getting Started
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Post your first tweet: It should go 
in the box underneath the question 
“What’s happening? ” 

and it must be 140 characters or 
fewer. Soon you’ll start building 
your network and you’ll want to 
have something on your page when 
your potential customers begin to 
arrive. Try to post something that, 
in conjunction with your biography, 
will give people a reason to follow 
you. This can be a wide variety of 
things, ranging from telling the 
world about an exciting new product 
you have got lined up, or simply 
saying hello to the world of Twitter.

43 Customize your Twitter 
Background:  A clever way to raise 
your visibility and recognition 
on Twitter is to use a customized 
background on your Twitter 
homepage, instead of the default 
ones provided by Twitter. Using 
this feature can be a great branding 
tool and will make you instantly 
recognizable to your customers.



Twitter 2011

6

The Four Tweeting Fundamentals

Mention: Once you’ve signed up 
and chosen a Twitter username, you 
and others can mention an account in 
your Tweets by preceding it with the 
@ symbol, e.g.: “Glad your shipment 
arrived @janesmith!” 

Retweet: When you see a Tweet by 
another user that you want to share, 
click Retweet below it to forward it to 
your followers instantly.

Message: If you want to privately 
Tweet to a particular user who’s 
already following you, for example, a 
customer who has expressed interest in 
a new product or promotion, start your 
Tweet with DM or D to direct‐message 
them, e.g.: “DM @joesmith234 what is 
your order number?” 

Hashtag: Users often prepend # to 
words in their Tweets to categorize 
them for others e.g.: “Check out our 
new products for the Fall: http://t.co/
link2 #fallsale” Think of hashtags as the 
theme of your Tweet. 

Users can then click on a hashtag to 
see other similarly‐themed tweets 
and find yours in search.
 

1
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You are what you tweet and 140 characters can be shorter than you think, so it is 
vital to learn how to Tweet in a concise yet engaging manner. Twitter users have 
developed short-form syntax to make the most of 140 characters. 

Here are the fundamentals.

#
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How to Build Your Network: Do’s and Don’ts

•	 Do start building your network: 
start by searching for colleagues and 
customers who are already using 
the site by clicking ‘find people’ at 
the top of the page. When you find 
someone who you want to add to 
your network, click on their name 
to see their page and then click 
‘follow’.

•	 Do start following people: this is 
the easiest way to let your presence 
be known and some of them will 
soon start following you in return. 
Your page will display a count of 
the number of people following you 
and the numbers you are following. 
You can stop following people in 
your network at any time by going 
to their page, clicking ‘following’ 
and then clicking ‘remove’.

•	 Don’t follow too many people 
at once: Best practice is to follow 
no more than 25‐50 people a day, 
because there will be a time gap 
between following people and 
having them follow you back. If 
your profile says you are following 
2,000 people and only 30 followers 
have followed you back so far, it 
appears that 1970 of those who you 

followed chose not to follow you 
back. This unfavorable ratio makes 
you look like a bad person to add 
to one’s network. Wait a little bit to 
give people the chance to follow you 
back before finding a new batch of 
people to add to your network.

•	 Don’t follow hundreds of people 
at once and remove all who don’t 
follow you back: Although many 
people do this in order to have a 
“valuable ratio” (or more followers 
than people you’re following), it is 
artificial network building and not a 
best practice.

•	 Do look at who other people are 
following: Each time you find 
someone you want to follow take a 
look at who they are following. This 
can be an excellent way to create a 
larger network and connect with 
more people online. Add anyone 
who looks like a potential customer 
or someone who could be interested 
in your Business.
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•	 Twitter’s great but Twitter.com is 
still working out a few kinks. In 
order to keep following activity 
on your network you need to keep 
the browser tab open at all times. 
Also the website does not update 
automatically and will need to 
be refreshed often. This can be 
impractical during a busy working 
day, luckily a Twitter Client solves 
all the problems and more. 

•	 A Twitter Client is a small program 
that sits on your desktop and makes 
it easy to keep track of incoming 
messages. Many Twitter clients 
make it easier to reply, retweet and 
follow different groups of people. 
One’s recommended for use and are 
free are Tweetdeck, Twitterific or 
Twitterfox.

•	 If you want to post a link you’ll need 
a link‐shortening site. Some Twitter 
clients have this tool built in but you 
can go to a site such as TinyURL, 
paste in your link and get a shorter 
URL to help you stay within that 
140‐character limit.

•	 If you like playing with stats, try 
Tweetstats. It will tell you how 
often you tweet, when you tweet 
and what you talk about. This 
will enable you to keep track of 
what Tweets are getting the most 
responses and what strategies 
are the most effective. It will also 
help you keep track of your ROI.

Useful Tools for better Tweeting
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Reward: Tweet updates about spe‐
cial offers, discounts and time‐sensi‐
tive deals. 

Demonstrate wider leadership and 
know-how: Reference articles and 
links about the bigger picture as 
it relates to your business and the 
market. 

Champion your stakeholders: 
Retweet and reply publicly to great 
tweets posted by your followers and 
customers.

Establish the right voice:   
Twitter users tend to prefer a direct, 
genuine, and of course, a likable 
tone from your business, but think 
about your voice as you Tweet. 
How do you want your business to 
appear to the Twitter community? 

Twitter Etiquette: A Best Practice Guide to Tweeting

Follow eight simple steps to help guarantee Twitter success! Build your following, 
reputation, and customer’s trust with these simple practices:

Share: Sharing photos and behind the 
scenes info about your business can be 
a great way to interact with your cus‐
tomers and make them feel involved. 
Even better, give a glimpse of develop‐
ing projects and events. Twitter can be 
used to build great excitement about 
upcoming products and launches.  
Users come to Twitter to get and share 
the latest information, so give it  
to them! 

Listen: Regularly monitor the 
comments about your company, brand, 
and products. A great deal can be 
learnt from listening to what both your 
current and potential customers think 
about your business.

Ask: Ask questions of your followers to 
glean valuable insights and show that 
you are listening. 

Respond: Respond to compliments and 
feedback in real time. 

1

2
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Tweet from anywhere

Making the most of Twitter is greatly facilitated with mobile phones. Whether you 
want to Tweet, or simply encourage your customers to read your Tweets, here are 
some features that can help.

•	 Notifications: From a computer, or from a phone, Twitter users can choose to 
receive text message updates when your Business Tweets anything. Mobile notifi‐
cations can be a great way to promote exclusive content or promotions. If someone 
has signed up to be notified of your Tweets, they will receive a text message on 
their phone every time you send something out.

•	 Tweeting on the go: This will help you stay connected to your followers wherever 
you are in the world. Twitter has released several official downloadable applica‐
tions for iPhone, iPad, Windows, and Blackberry phones. There are also numerous 
great applications to help you upload pictures and video, such as TwitPic, YFrog, 
Plixi, Flickr, and YouTube.

IPHONE
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4 Ways to Market your Business through Twitter

Use Twitter to drive people to your company’s website: Tweet 
about interesting resources your employees have posted on your 
blog or website. 

Monitor your brand on Twitter: Using Twitter Search tools you can 
search and track what people are saying about your company, prod‐
ucts, competitors or any other hot words in your industry. Set up an 
RSS feed to receive all search results in Google Reader. If you find 
someone tweeting about your products or a person who is looking 
for a solution that your product provides, let them know!

Use the Twitter “Favorites” feature as a list of company 
testimonials: Third‐party testimonials are valuable by showing the 
public what other people think of your company. The next time 
someone asks about your company, send them the link to your Fa‐
vorites page.

Use Twitter to promote events: Tweet‐ups are a great way to get to 
know your Twitter community offline. The next time your company 
holds an event, fundraiser or open house, tweet about it! Best prac‐
tice is to send people directly to an event sign‐up page.

1
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Promoted Tweets 

Promoted Tweets are a new form of advertising unique to Twitter that enable you 
to speak to users that don’t currently follow your account. This is a great way of 
expanding your reach online and attracting more potential customers.

Promoted Tweets are regular Tweets that are amplified to a broader audience:

•	 Send a Tweet to your followers first, then promote that Tweet 
•	 They appear as content in search results, not alongside them
•	 Promoted Tweets can be interacted with just like a normal Tweet 

•	 When you promote a Tweet, users will see it when they search for one of the 
keywords you’ve attached to your Tweet 

•	 Promoted Tweets are offered on a Cost‐per‐Engagement (CPE) basis, so you only 
pay when a user Retweets, replies to, clicks on or favorites your Promoted Tweet. 
This is similar to Googles Cost per Click advertising and can be just as effective 
and promoting your Business and attracting traffic 

•	 Retweeted impressions by engaged users are free, and can amplify the reach and 
cost‐effectiveness of your campaign many times over

•	 Just like regular Tweets, the ones that users engage with most tend to be 
insightful, conversational, fresh and timely, and crafted for sharing
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Use Twitter for Customer Service

Respond to concerns people tweet about your company or products: Ensure that 
you track your company name and products in Twitter Search at all times. This way 
you can address any negative comments, give feedback and help customers solve 
their products in real time. A speedy response is key to impressing customers and 
will keep them interested in your Business and your Brand! 

Use your company account to update customers of any possible problems: If you 
work for a company that offers an online service, let your followers know if you 
anticipate down‐time or if there is a glitch you are working to fix. Your customers will 
be appreciative that your company is trying its best to relieve the problem and will be 
less upset if you have taken the time to let them know. 

Be sure to follow back everyone who follows your Company Account: Although 
it’s acceptable to pick and choose whom you want to follow back in your personal 
account, there’s no reason to limit who your company follows. 

Do not send Auto Direct Messages: It’s easy to get into the trap of automating your 
Twitter activity: Many people will set up an auto direct message (or auto DM) to be 
sent to every new follower. This looks artificial and disingenuous, and could make 
you appear disinterested in building true relationships with your customers.

1
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5 Tips for Getting More From Your Twitter

Tweet Great Content 3-4 Times a Day: 
Regularly update your Twitter account 
but make sure you focus on the quality 
not on the quantity of your content. 
Follow people who start interesting and 
relevant conversations to your Business 
and subscribe to blogs that feature 
appealing links. 

One of the most valuable services you 
can provide to your followers is to be a 
filter of information.  Make your Twitter 
stream become a recognized valuable 
filter for pointing out the best content. Do 
it consistently and watch your follower 
count grow.

Reply to Conversations: 
One of the best ways to get engaged with 
those you follow is to join conversations 
where appropriate and offer answers and 
suggestions. 

Many common tweets come in the form 
of a question from someone looking for 
help. When you offer the solutions to 
these forms of tweets you automatically 
become more engaged and demonstrate 
some of your own knowledge, expertise 
and willingness to help. 

By focusing on addressing conversations 
that are related to your industry and 

field of expertise, you can build a 
reputation around topics that matter 
to your business objectives. 

Retweet Other People’s Content:
Another network and follower 
building practice is to retweet other 
people’s tweets. This is simply the 
act of taking someone’s tweet and 
tweeting it in your stream – with full 
credit to the original tweeter. 

This has become standard practice 
on Twitter and although it can 
sometimes be overdone, it can also 
be very useful. If you are following 
people who tweet what you find to 
be interesting and relevant content 
you are doing your followers a 
favor by sharing that content with 
them. In addition, you are, in effect, 
acknowledging the person whose 
content your Retweeted. 

This is a good demonstration of the 
culture of sharing advocated by 
Twitter and will usually come back 
to you in some form, helping you 
build your following and expand 
your network. 

Generally people pay attention 
to those who are retweeting their 
content. 

1

2
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However make sure you are pushing 
your own content out as well, creating 
interesting and remarkable content that 
others will want to retweet. You can use 
tools like tweetmeme to track the most 
popular retweets. This can be a way to 
find new content.

Use Search Options to meet Objectives:
For many witter users, the advanced 
search options are the most useful feature 
of Twitter. You can use the Twitter 
advanced search tool to create very 
elaborate searches that can filter out only 
the tweets that address your specific 
industry in your specific geography. 

Or you can find people talking about 
your expertise, talking about an issue 
you can help them with, or providing 
a solution to a current problem you are 
facing. Searches you create on Twitter 
also produce an RSS feed so you can set 
your searches up in a way that delivers 
the results to your RSS reader on a 
daily basis.

Use TwitRepsonse to Auto-Tweet 

Promotional Content:
If you have a product launch coming 
up you may be too busy ensuring 
that the launch is successful, to 
be constantly be sending out 
promotional tweets. 

In such cases you can change your 
setting to ensure that a tweet is sent 
out right at the time the product 
launches without even having to 
physically send one. 

You can also use this feature to 
retweet specific tweets though out 
the day, ensuring that you followers 
are constantly reminded of the 
excellent products or services your 
Business can offer.
 

4
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Sync Your Twitter with Your LinkedIn Account

Tweeting and Blogging

Track and Analyze Your Campaigns

LinkedIn users can automatically feed their Twitter status updates to their LinkedIn 
status updates.  This partnership can further boost your online visibility to your cus‐
tomers, integrating all parts of your Social Media Marketing Campaign.
This link demonstrates how Twitter is quickly becoming the central content distribu‐
tion hub for business.

Twitter is basically a micro blogging platform and works extremely well in con‐
junction with a business blog. When you publish a blog post you can tweet a much 
shortened version, peaking your follower’s interests. You can also setup your blog to 
automatically publish an outline of your post on Twitter using a plug‐in. If your Blog 
contains interesting and remarkable content that your customers will be interested 
in, Twitter can be an excellent way to let them know about it. Using Twitter to draw 
people to your Blog will nurture leads and increase the visibility of your Business 
and your Brand online. 

Now that you’ve integrated Twitter into different elements of your marketing cam‐
paign, it’s important to find ways to judge its effectiveness. We recommend tracking 
the following metrics in your campaign.

Reach: Total number of followers. This 
number is your raw distribution power.

Response Rate: Average number of @
replies per tweet. When you sent out 
a link or a question, how many people 
respond?

Branding and Awareness: How of‐
ten people reference your company 
or products. Use Twitter Search to 
track.

Twitter Grade: Your overall effec‐
tiveness of your Twitter account. 
Calculates the number of 

1
2
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Conclusion

One of the best tips for successfully integrating Twitter into your social media 
marketing campaign is to adopt the “tell them, tell them what you told them and 
tell them one more time” rule. For example, make sure that your company news is 
tweeted on your Twitter throughout the day, providing links to your other Social 
Media tools such as your Blog, your Company Website and your Facebook  
business page.

Giving your customers or your potential customers numerous opportunities to read 
and remember your content several times a day will amplify your voice on Twitter 
and raise your online visibility and customer base. Offering links through Twitter to 
various multiple web marketing channels, such as your Blog or your Facebook page 
ensure that people are not merely reading about your products and services, they are 
actively engaged in them, leading them that step closer to becoming your customer 
and closing the marketing loop. 

Twitter is an excellent tool for marketing and making connections. But it is also a 
large and noisy place filled with many distractions. Help us help you be heard.

For more information please contact a member of the Brightfire Social Media Team: 
www.brightfire.co.uk

followers and the influence of their 
followers. (http://Twitter.Grader.com)

Sales Funnel: Number of visitors from 
Twitter who visit your company website 
that convert to leads.

Using the data from these elements and 
tracking it over time, you should be able 
to make smart decisions about how to 
further utilize Twitter in your campaigns.
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How to understand the language of Twitter

•	 Avatar: Your Twitter profile picture 

•	 Direct message: A private message. Only the sender and receiver can 
see this message 

•	 Follow: In order to see other the tweets of other people without  
searching for them, you have to follow them 

•	 Hashtag: A way to tag individual tweets with a search term. Hashtags 
start with a #, and are followed by the search term e.g.  
#inboundmarketing

•	 Retweet: Forward another user’s tweet 

•	 Tweet: Individual messages sent on Twitter. Anyone can see any tweet 

•	 Tweetstream: all of your tweets 

Twitter Jargon 



www.brightfire.co.uk

Glasgow 
0141 229 1515

London
0207 554 8560

Brightfire is a UK Inbound Marketing company.  We work in partnership 
with our clients to raise their online profile, build online audiences and 
capture more sales leads. Experts in content creation, social media, 
online search and CRM we utilise the HubSpot Inbound Marketing 
software platform to deliver fully integrated Online Inbound Marketing 
programs with a clear focus on lead generation and increasing sales.  

Based in London and Glasgow, we work across the UK and beyond 
working with clients across many sectors including Software, 
Technology, Life Sciences, Manufacturing, Professional Practices and 
Not for Profit Organisations.   


