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Objective or Activity: 

Over the past few years, the library has responded to new social media technologies by incorporating blogging into our li-

brary news site and creating a Facebook page for the university library. However, there has been one form of communication 

that has gained in popularity among libraries and users in general but we have not yet implemented.  That communication 

technology is Twitter.  This proposal is to create, manage and maintain a Twitter account for the library.  The Twitter account 

will be used to inform the patron population but more importantly, it will serve as a platform to engage patrons in conversa-

tions with the library. 

 

Evidence & Resources: 

Chu, S. K.-W., & Du, H. S. (2013). Social networking tools for academic libraries. Journal of Librarianship & Information Science, 

45(1), 64-75. doi: 10.1177/0961000611434361 

An article describing the results of a survey of academic libraries and their use of social networking tools.  The conclusions 

highlighted are: social networking tools are being used by the majority of academic libraries; social networking tools are be-

coming more favorable/popular; concerns of libraries are the amount of time it takes to use these tools, the use of changing 

technology and the reception received from the users; the general consensus is that social networking tools are worth their 

cost to implement given that implementation costs are minimal to nonexistent.  

Ekart, D. F. (2012). Tech tips for every librarian. Computers in Libraries, 32(10), 30-31. 

Even though “everyone” is participating in social networking, which is a fallacy among all libraries, “everyone” still needs some 

help with it.  The author presents five useful steps to consider when implementing a Twitter account for the library.  It is dis-

cussed that Twitter is more than a broadcasting tool; it is expected to be a conversational tool.  Engaging with users and 

searching the local Twitter community to start conversations is beneficial to keeping an active Twitter account.  The use of Fa-

cebook as a visual medium is also discussed as well as ways to keep user interest in the Facebook account. 

Sump-Crethar, A. N. (2012). Making the most of Twitter. Reference Librarian, 53(4), 349-354. doi: 

10.1080/02763877.2012.704566 

The article shares some useful tools to distribute the monitoring of Twitter accounts to multiple staff such as using 

Tweetdeck, Hootsuite, and Echofon.  The author also mentions using Twitter’s search features to survey the local community 

as to what library related questions are being asked and to engage in the conversation.  Setting up specific Twitter sections 

like a Q&A time is one means to draw in patrons as well as engaging in Twitter games to spark interest. The Twitter account 

is not useful if it is not found.  The author suggests using widgets to display Twitter posts directly on the library homepage.  

Also, advertising impact in the physical space should not be overlooked 

Infopeople (Producer). (2013). How to Fail at Social Media (and How to Get it Right) [Webinar]. Retrieved from 

http://infopeople.org/training/how_to_fail 

A webinar presenting some of the mistakes and misconceptions that people have with social media tools.  The presenter 

showed examples of social media postings that were dictatorial and instead offered that the voice should be conversational 

not commanding. The presenter also said that once a social media program is started it, time needs to be dedicated to the pro-

gram.  It should not be considered a pet-project but a customer relations management tool. 
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Mission, Guidelines and Policy:  

The mission of the Twitter project is to reach out to our university students, staff, faculty and constituents and engage with 

them in conversations that further their informational needs.  The Twitter account will be used as means to disseminate in-

formation in addition to the current broadcast forms.  The ultimate goal is for Twitter to be a vehicle of conversation.   

Librarians will be tasked with posting, monitoring and responding to the Twitter account.  The policy and guidelines for 

Twitter communications will be the same as with another other official university library communications; namely the library 

and the university will be represented positively.  No engaging in profanity, abusive language, provocative language or other 

conversations that would represent the library or university negatively.  The goal is to offer informative information to pa-

trons that is trustworthy.  The library liaisons committee and the library director will be involved in setting Twitter use poli-

cy. 

Librarians with the most interest in social media and Twitter will be asked to monitor the Twitter account.  Other librarians 

may be rotated into a fixed period of Twitter monitoring.  The library’s Facebook, WordPress and LibGuides accounts will 

be configured to include the new Twitter account so posts in these social networking channels can be posted in Twitter  

 

Funding:  

Creating a Twitter account does not cost the library any money. Twitter communications will be added to current librarians 

assigned duties and will not require additional personnel.  Although not directly funded, the maintenance of the Twitter ac-

count will be funded by the time it requires from librarians to engage in Twitter.   

 

Action Steps & Timeline: 

Upon approval by the library director, a Twitter account can be created for the library immediately.  Next steps would be: 

a. Document the Twitter account information (username and password) 

b. Disseminate the Twitter account information to the librarians 

c. Configure the Twitter account for its avatar, profile information, links, etc. 

d. Configure connections with other social media tools like Facebook and LibGuides. 

e. Add links to the Twitter account on other library webpages. 

f. Tweet and respond to tweets. 

Additionally, the adoption of Twitter is loosely outlined in the following steps.  First use Twitter as an additional broadcast-

ing means, i.e. disseminate library news.  Two, be a means for patrons to begin conversations; i.e. questions and answers.  

Three, seek out means to initiate conversations with patrons such as following other Twitter users.  

 

Staffing:  

No additional staff will be required for this project.  The current librarians will be able to engage in the daily operations for 

the Twitter account.   
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Training:  

The current librarians will need to be trained on Twitter.  Those librarians who are already familiar and comfortable with 

Twitter will be asked to help train the librarians who are less familiar. The library systems administrator will be tasked with 

convening either one-on-one training sessions and/or group training.  

 

Promotion & Marketing:  

Twitter links will be displayed on the library’s websites promoting the Twitter account.  A new story in the library online 

news blog will be created promoting Twitter.  Additional strategies might be to embed a Twitter widget on the library’s 

homepage. Not to be forgotten, local, physical and digital signage.   

 

Evaluating the Service:  

The success of the service will be evaluated on the responses received from the public and the efforts put in by the staff.  The 

service will be broken down into three phases.  Phases one will be the initial adoption of Twitter.  In this phases, the main 

emphasis will be using Twitter as a broadcasting medium.  Twitter will double other methods like Facebook, LibGuides and 

the LibNews blog.  The greatest success will be if patrons comment to staff that they found out about the library’s news from 

Twitter.  The greatest success for staff will be a seamless and easy incorporation of Twitter into the news publishing work-

flow. 

Phase two will be the evaluation of patron interaction through Twitter.  Will the students choose to engage with the library 

through Twitter or will students ignore the library’s Twitter such as was observed by some libraries in the social media sur-

vey cited in the research section?  Will adding Twitter games or Q&A sessions be a means to draw in followers?  The num-

ber of participants to these Twitter games or Q&A sessions will be a direct evaluation of the outreach.  By way of quantita-

tive analysis, the librarians will count Twitter feedback the same way they count a reference interaction.  This data can be 

compiled on a monthly basis to gauge usefulness.  

Phase three will be an evaluation of the effectiveness of the library engagement with users in the “TwitterSphere.”  In phase 

two, the emphasis is the patron initiating the engagement.  In phase three, the library will begin the engagement.  The library 

will monitor twitter searches in the local area and engage when appropriate. Engagement can also come from following other 

Twitter users.  Evaluating this type of service will involve whether or not the recipient finds the advice given by the library 

helpful.  Retweets and mentions from the TwitterSphere on the advice that the library provides can be an indicator that the 

library is doing something right with Twitter. 

The overall effectiveness of Twitter can be difficult to evaluate.  There might be little engagement by the patrons through 

Twitter, but the ability to connect other social media tools to Twitter and expand the audience reached is desirable.  Since 

there is no cost to use Twitter, there is not a financial measurement of return on investment (ROI).  The best measurement 

from the staff will be if the efforts put into Twitter are seen by the staff as being well spent.  The willingness to use Twitter as 

a customer relations tool, engaging in conversations, rather than just broadcasting news will lead to the success or failure of 

the service.   
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