
 

 

Twitter has become an inexpensive and direct way for a small businesses (SMEs) to 
hold a conversation with its customers. 

Like other social media platforms, Twitter offers SMEs the chance to find a larger audience and keep the lines of 
communication open with its existing clients. 

Social media consultant Anna Cairo says every SME should consider using social media in general and Twitter in 
particular, if they’re not already. And the reasons are simple. 

“Number one, we’re becoming a digital society. And number two, we’re becoming a mobile communication society. 
That’s where the consumer is communicating,” she says. 

“A lot of individuals now get a lot of their information from social media, so if you’re not in the social media or 
Twitter space then your business is at a disadvantage.” 

While Twitter is fast and easy to use, Cairo says thinking about the long term is vital when planning your business’s 
social media use. 

“You might not need social media now, but in five or 10 years’ time we will have the younger generation which has 
grown up with social media. As they shift into the buying phase as a consumer, you’ll be missing the communication 
channels that they use,” she says. 

Better communication 

Twitter can help businesses keep customers up-to-date with current company information or new offers. It can be 
used to inform customers about problems - the telcos, banks and airlines do this well - or inform followers about an 
event that is relevant to both of you. 

“For example, if you’re a recruitment agency you might be able to tweet positions that are available,” says Cairo. 

Generating leads 

According to Cairo, the usefulness of Twitter depends, to a degree, on the industry the business is in, but for some 
businesses it can help to generate leads. 

“For example, tourism operators could tweet special offers or special promotions, or B&Bs could offer special deals 
such as a free night’s accommodation. That’s really valuable,” she says. 



But SMEs should remember that Twitters is not a direct advertising platform. First and foremost, it is conversational 
and informational. While the occasional ad won’t hurt, people tend to unfollow businesses which use Twitter purely 
to sell stuff. In other words, keep the hard-sell to a minimum. 

It's not as hard as it sounds. Here’s one idea for a tourism operator. If you wake up to a beautiful sunny morning, 
tweet a picture of the local beach. That’s sure to get the holiday wheels turning in the minds of your office-bound 
followers. 

Likewise a bike store. Did you just receive a shipment of latest gear from Europe? Tweets with details will capture 
the attention of cycling enthusiasts. 

Brand awareness 

Twitter is great for keeping a business’s brand at the forefront of their customers’ minds, says Cairo. 

“With brand awareness, because there’s so much out there, unless you’re in someone’s face all the time they quickly 
forget you, so [tweets] can just provide a reminder saying, ‘This is what we can do for you’.” 

And if people already know what you can do for them, staying top of mind through Twitter puts you in the right 
place when buying decisions are being made. 

Mobile-friendly 

The advantage of Twitter over other social media platforms is how easy it is to use as people spend more and more 
time on mobile devices. 

“The advantage Twitter has is the unique 140 character limit,” says Cairo. “I think that’s really valuable. Most 
individuals don’t want to read a lot of information, so Twitter allows short, bite-sized pieces of information that still 
lets the message get through without being too long so that the follower gets bored and stops reading.” 

To get the most out of Twitter, or any social media platform, Cairo suggests SMEs should establish a plan and treat it 
as a communication tool, not a marketing tool. 

She outlines a series of questions SMEs should ask when thinking about their Twitter strategy: 

 What is it that you want to achieve?  

 Why do you want to use Twitter?  

 Is your target market actually using Twitter?  

 What do your customers want from you in terms of content and information? 

The golden rule 

“Social media is about being engaged in conversation and is predominantly a social and communication tool,” says 
Cairo. 

“The greatest mistake businesses make is to treat it as a marketing tool. Social media is not marketing. Businesses 
need to shift their mindset and engage their followers and use Twitter for engagement and conversation to build 
trust.” 

 

 


