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A key step in the web 2.0 process, the approval of the 

director having been quickly obtained, was the presentation 

of the project to the whole museum staff. I blogged about it at 

http://conference.archimuse.com/blog/conxa/how_well_20_ 

project_presentation_museum_staff_wen. A report on what 

museums throughout the world were already doing with social 

media, carrying out most valuable participatory initiatives, 

was key to opening the way.

Tweeting team

Twitter is tricky. It may seem that to post a short message now 

and then is not very time-consuming. But, I’d disagree. If you 

want to have a good presence you need to have a tweeting 

strategy that fits into your museum strategy and you need to 

post interesting and motivating tweets, as well as reacting 
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promptly to your followers’ tweets or DMs. Using Twitter 

merely as a broadcasting channel for your own activities is, 

in my opinion, a poor use of its potential. And if you decide 

to follow other museums and professionals (some museums 

follow none), then this is yet another daily task to add to many 

others. 

The responsibility for tweeting has rested with just one 

person during these first months - one among many other 

project management tasks. We are now in the process of 

building a small web 2.0 team in which each social network 

will be under the care of one person and coordinated by a 

newly appointed Community Manager. The team will meet 

weekly to discuss and monitor how things are going and to 

lasise on short-term editorial planning. In the mid-term, I 

hope more museum staff will become personal Twitter users, 

get familiar with the platform, and tweet on Museu Picasso’s 

behalf. Our museum is medium-size. We receive 1.3 million 

visits per year, but the museum staff, from receptionist to 

director, (excluding security) number only 30. (Yes, we are 

under-staffed!) Consequently, it’s quite easy to circulate the 

latest news or suggestions for content to tweet about, or post 

in other social media. But we are in the process of procuring 

common tools for everyone to use. 

Our Twitter policy

Twitter is all about karma. The more good you put out there the 

more you receive (Sarah Evans, How To: Build a Community on 

Twitter, Nov 10th 2008).
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The main guidelines for our museum tweeting are as 

follows:

When tweeting on behalf of the Museu Picasso, please •	

bear in mind that you are representing the institution, 

that you are the corporate voice.

Always respond to enquiries, criticism and DMs. •	

Acknowledge positive comments. Contribute to 

showing that a conversation is going on, that is, that 

there is someone listening and caring on the other 

side.

When dealing with negative comments, always use a •	

neutral tone, be polite, explain the museum’s reasons 

or, if necessary, apologize for any mistakes. Focus 

on the criticism, not on the person expressing it. 

Never be rude or sarcastic, never get personal. Keep a 

professional tone.

Try to enliven interaction from users or, even better, •	

among users themselves.

As a general rule, the museum should tweet at least •	

once every day, average maximum of three or four 

per day, provided tweets bring new and valuable 

information or RTs. The day there is nothing new to 

share, insert a quotation by Picasso or, eventually, 

don’t tweet.

Avoid posting many tweets in a row, which would be •	

intrusive on our followers’ stream. One exception: 

when live tweetering at a conference or lecture.

Don’t just tweet from a Museu Picasso-centered-•	
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perspective. Our followers are, of course, interested in 

our museum, but by offering insights into what other 

museums are doing, and by tweeting or retweeting 

interesting posts about art, museums, international 

conferences, and social media we’ll be serving our 

users best.

Use an informal but correct tone of voice.•	

Add a touch of humour now and then.•	

Don’t promote commercial products or companies, •	

even if museum-related. If it’s worth it, tweet about 

them from your personal account. Or mention other 

similar products as well.

Don’t align the museum with any political or religious •	

faction.

Avoid personal attacks on individuals or firms.•	

Give critical opinions on outside exhibitions only from •	

a positive approach. Again, don’t position the museum 

in any artistic controversy or negatively criticize other 

museum or gallery exhibitions. You are, of course, 

entitled to do so from your personal account.

Avoid using Twitter just as the museum’s broadcasting •	

channel. Add value to the news with some juicy 

content or link.

Include a useful, related link in almost every tweet. Use •	

URL-shorteners such as bit.ly. For tweets in Catalan, 

you may also use ves.cat.

Wh i le we don’t implement mon itoring tools, •	

the Tw itter team shou ld check at least th ree  
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times a day if there are any direct messages or mentions 

to @museupicasso and act accordingly.

What to tweet about: there are a variety of subjects and •	

actions that are fit for tweeting, among them:

Breaking news•	

What’s the museum up to•	

Processes (more than results)•	

Some stats now and then.•	

Link to new blog posts (better not automatized, but •	

formulate a question inviting to know more about it).

Picasso’s quotations (once a week maximum).•	

Highlight an artwork weekly or fortnightly.•	

New projects.•	
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Significant outputs from a meeting.•	

Participation in congresses, conferences, talks by •	

museum staff.

Comment on small changes or improvements onsite, •	

as well as on the big ones.

New photo album on Flickr or new video on Youtube•	

Introduce a FAQ and give the answer to it.•	

Open questions to the audience to get feed-back on a •	

given topic/issue.

Thoughts on museography, museology, art, social •	

media, education.

Promote participation on the museum initiatives on •	

other platforms (Become a Fauvist contest on Flickr).

Start debates on artistic creation or museums life•	

RT press articles about Museu Picasso.•	

RT interesting contributions by others: some museums •	

post only their own tweets, but never or rarely retweet. 

Since we conceive Twitter as another service offered to 

our users, we RT whatever information is provided by 

other museums or professionals which we think may 

be of public interest. Does this practice “steal” users 

from us? I don’t believe so. The more useful our users 

find our tweets, the more engaged they will be. Does 

it mean we don’t have enough interesting stuff of our 

own to tweet about? No. It just means we are not an 

island, but committed to the museum community.
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How we manage tweeting on a trilingual basis

We tweet in English, Catalan and Spanish. Of course, we don’t 

repeat each tweet three times, we’d quickly be unfollowed! 

Repeating each tweet would be possible if we had only two 

languages, like Dutch museums who usually tweet both in 

English and Dutch (although recently some have created a 

specific @tweetname for Dutch).

So, what do we do?

Very exceptionally, we fit two languages on the same 

tweet. Most of the time we choose the most suitable language, 

depending what we are tweeting about. If it’s something of 

universal interest we tweet in English only: this is a sure 

shot for reaching our international visitors (75% of our 

main website visitors are from abroad) and the international 

museum community as well. Twitter users most likely read 

English without too much difficulty. Eventually, we post in 

English plus one of the other two official languages. If it’s 

of local interest we tweet in Catalan only. And we squeeze 

Spanish in between, occasionally translating from Catalan 

or, more often, tweeting only in Spanish if the subject aims 

to reach the whole country and South America. Occasionally, 

we also tweet in French, when replying to a tweet from our 

French friends or when retweeting one.

Promotion

Once we were started, we used our own channels to spread 

the word. We have promoted our new Twitter profile through 

the main website (home page plus Online Community 
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section), our e-mail sig file, Facebook, through our monthly 

e-newsletter, through a live widget on our blog - and we have 

blogged about it on professional blogs such as Museums and 

the Web and Museum 3.0. Also commenting on other blogs and 

signing there as @museupicasso has proved to be viral.

The initiative that has been most effective is the Follow a 

Museum Day, launched by MuseumMarketing. We contributed 

by disseminating the initiative, thanking the recommendations 

and the new followers we got, following four more museums 

and tweeting about it. That day, 1 February 2010, we gained 107 

new followers; and in subsequent days our new followers were 

higher than our previous ten-a-day average. The outcome was 

also fruitful: we contributed to the  evaluation posts, in which 

museums reported on their #followamuseum day experiences, 

and we raised our visibility in Catalonia, being one of the three 

museums interviewed for the blog published by the Heritage 

Directorate of the Generalitat (Catalan Government).

Future plans

After three months on Twitter we value it highly and believe 

our followers and other museum professionals do as well 

judging by their comments. A sample of the tweets we received 

in February 2010:

Good 2.0 communication strategy by @•	 museupicasso by @

jomiralb 12:26 AM Feb 17th via SocialScope

great article from @•	 museupicasso about preventive 

conservation & display rooms for works on paper http://tinyurl.

com/ygbb3ey by @KerryRosa 12:20 PM Feb 9th via web
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la ligne édito du blog du @•	 museupicasso semble être : “faire 

ce qu’on dit, dire ce qu’on fait” (rare et appréciable !) http://

ow.ly/15m7x by @samuelbausson 12:23 AM Feb 9th from 

HootSuite

Museum s dedicated to specif ic ar tists are always •	

awesome too: @museupicasso, @vangoghmuseum and @

themunchmuseum #followamuseum by @LadyGlock 11:31 

AM Feb 1st from TweetDeck

#followamuseu•	 m: @ museupicasso...maravilhoso em 

Barcelona!!! by @guiasdeviagem 10:11 AM Feb 1st via web

Awesome new museums added to my list! @•	 gardnermuseum 

@agotoronto @britishmuseum @Tate @museupicasso @

MuseumofLondon #followamuseum by @heideland 6:10 

AM Feb 1st via Echofon

Still, we could do with more followers and more RTs. As for 

qualitative goals, the list gets longer:

Attract greater users engagement•	

Achieve greater levels of interaction•	

Make more imaginative use of Twitter: quizzes, open •	

questions, etc.

Develop educational Twitter experiences based on our •	

collection

Spread the use of Twitter throughout the museum, •	

both for personal use and as the museum’s voice

Make Twitter more accessible for our onsite visitors•	

Encourage more live-tweeting in the museum during •	

talks, presentations etc.

Develop a joint Twitter project with the museums we •	
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co-produce temporary exhibitions with, or to whom 

we lend our artworks.

Implement measurement tools: we aim to build as •	

integrated a platform as possible for all our social 

networks. For now, we mainly use Twittalyzer.

Research our users’ Twitter use, compare or analyze •	

it in relationship to other art museums, museums in 

Spain, Europe, the world. 

Conclusion

For the Museu Picasso, participation in social networks is part 

of our commitment to innovating and building community. 

These are principles that we have set as a strategy, not only 

from a desire to connect better with more users, but because we 

are convinced that we need their participation to accomplish 

our mission as a centre of knowledge and accessibility.

We’re working to ensure that the user’s experience within 

the Museu Picasso 2.0 environment is just as much a quality 

experience as that of visiting the museum. Twitter has, for the 

time being, a key role to play in help us succeed.

As Nancy Proctor wrote recently: Isn’t it amazing that 

Twitter has taken off so spectacularly despite how clunky the tools 

and service frequently are?! Quite true. But, my guess is that the 

one-to-one conversation which Twitter facilitates - together 

with its immediacy, brevity and relevance - is the best way to 

build two-way relationships and spread knowledge. 

Certainly, for me, Twitter is now my prime and most 

important source of information and knowledge about 
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museums and social networking. Twitter is all about giving 

and receiving, which is the very essence of social media.

What will Twitter’s future be? What do you think?

Let’s keep the discussion going on… Twitter!
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