“Museums that are not engaging in the online space are the only ones who doesn t know what
their visitors are saying about them, both good and bad.” - Landon, 2010, p.11

With the emerging use of social media in our daily lives and its ever-growing potentials,
many museums have entered the world of social media. However, whether they are using it
effectively is still debatable. The poster explores Twitter as a platform for participatory culture
and presents how museums can use it to create two-way communications. Twitter has been
selected for its conversational nature over Facebook or Instagram. Twitter fosters the emergence
of online communities worldwide, transforming the traditional one-way media communication
into an active conversation (Espinos, 2014; Giaccardi, 2012) that improves visitors’ impressions,
participation, and enthusiasm (Charitonos, 2011).

Cultural institutions no longer possess the authority of knowledge but are the platform for
knowledge-building and collaborative experience for visitors to explore their own ideas and
reach their own conclusions (Russo et al., 2008). Twitter and its comment, retweet, and hashtag
features are avenues for visitors to create complex layers of communication and share them as an
expression of inspiration (Gerrard et al., 2017). The poster explores how direct and rapid
communication and engagement on Twitter are transforming the museum experience.
Consequently, “citizen curators” and “user-generated content” are reconciled with the traditional
roles of curators and museum educators.

Amongst popular hashtag campaigns (i.e. #AskACurator, #MuseumSelfie, #EmptyMet,
#MuseumWeek, and #museumsnowballfight), I chose two exemplary cases of effective two-way
communications to support my argument. The #AskACurator breaks the barrier that makes
curators seem inaccessible to the public. Additionally, the recent #museumsnowballfight
campaign encourages borderless collaboration between museums to build a richer digital
community by showing off their snow-related collections. In the poster, each case study includes
the description, the hashtag, the start year, the name of the founder and the country of origin.

The poster does not include some limitations of the Twitter identified in the research.
According to Giaccardi (2012), “the restriction of 140 characters does not provide a significant
amount of space to exhibit and juxtapose compelling content” (p. 49). As a result, the quality of
the interactions may be restrictive to reach an enhanced shared understanding (Charitonos, 2011;
Giaccardi, 2012). On that note, Twitter has also acknowledged that some users are removing
words that convey an important meaning or emotion, or doesn’t send the Tweet at all due to the
character count constrains. As a result, as of November 2017, the character limit increased to 280
(@alizar, 2017). Furthermore, the study by Espin6s (2014) reveals that the main pattern of
relationship between museums on Twitter is bounded by countries mimicking the offline
relationships. The case study with #museumsnowballfight demonstrates the museums’ ongoing
attempt to increase engagement internationally.

The poster concludes with tips on effective two-way communications for museums. The
tips evolved through synthesizing general recommendations (INTK, 2014; King, 2014; Simon,
2008) with findings from the literature review. The six tips aim to help museums leverage Twitter
from mere marketing tool to two-way communication tool as a way of building a community of
active cultural participants, engaging people in content and shedding light on life behind the
scenes in museums.
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