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Twitter DM changes – is it good news or bad
news for your business?

Twitter has recently updated its
stance on Direct Messages (DMs) –
allowing for more flexible
communication between businesses
and customers.
Previously, the recipient of a DM
had to be following the sender.
For example, if I wanted to send a
Direct Message to the Daily Mail,
the Daily Mail would have to be
following me.
The latest update means
businesses can now choose
whether or not to receive DMs,
regardless of the following status
of the sender.

Why is this good news for
my business?
Twitter is an efficient and cost
effective way of communicating
with customers, allowing you to
react to both negative and
positive comments, as well as
updating users on other aspects of
your business. Therefore, this is a
very important update for Twitter
as more and more users look to
communicate with businesses
quickly and efficiently.
Here are 2 key reasons why this
latest update is good for your
business:





Increases customer
engagement and service –
by making yourself accessible
it breeds trust and openness
in the mind of your customer
and leads to a positive ongoing
relationship
Allows users to pass on
important information
that would not be suitable
in a public message
(tweet) – some messages just
aren’t meant for the public
domain. By going through a
DM you can pass on
information in the knowledge
that this won’t be seen by
other Twitter users.

Why could this be bad for
my business?
‘How can this be bad for my
business when I’m being offered a
tool that allows me to
communicate with my customers?’
Good question, here are 2
reasons:
 Volume – are you in a
position to monitor and
answer queries? If not, the
excellent customer support
this service should afford you,
will be reversed.
 SPAM – by opening yourself
up to receiving direct
messages from anyone and
everyone – you’re in turn
opening yourself up to those
who want to abuse it. This can

subsequently lead to you
missing the important
messages as you become
blinded by the trail of
irrelevance that may enter
your inbox. (Note: you can
always block users)
In conclusion, a well-managed
Twitter account will only find this
update to be a positive feature,
but it’s important to understand
the negatives if you don’t have the
resources to manage it.
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Rights Reserved
This article appeared in Better
Business Focus, published by Bizezia
Limited ("the publisher"). It is
protected by copyright law and
reproduction in whole or in part
without the publisher’s written
permission is strictly prohibited. The
publisher may be contacted at
info@bizezia.com (+44 (0)1444
884220).
The article is published without
responsibility by the publisher or any
contributing author for any loss
howsoever occurring as a
consequence of any action which you
take, or action which you choose not
to take, as a result of this article or any
view expressed herein.
Whilst it is believed that the
information contained in this
publication is correct at the time of
publication, it is not a substitute for
obtaining specific professional advice
and no representation or warranty,
expressed or implied, is made as to its
accuracy or completeness. Any
hyperlinks in the article were correct
at the time this article was published
but may have changed since then.
Likewise, later technology may
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the article.
The information is relevant primarily
within the United Kingdom but may
have application in other locations.
These disclaimers and exclusions are
governed by and construed in
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