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THE COMMS KPI GUIDE

Formative KPIs

The key KPIs that you need to measure fall into three categories:

These look at whether your communications plan was efficient, effective and adequate. It
will also help you to measure if the right message reached the right people.

Summative KPIs
These help you to measure the intangible value your communication is creating for the
organization.

Accountability KPIs
These help you to measure whether the intangible value has had an impact on your
organization's performance KPIs. Here are some key business performance areas to focus
on:

1. Market/Clients - E.g. Market share.
2. Financial results - E.g. Cost reduction, Profit.
3. Growth and learning - E.g. Leadership index.

Overall, you should aim to have 80% of the Formative KPIs and 10% each for the
Summative and Accountability KPIs.

Let's move over to some general metrics you need to keep your eye on as you execute your
communications plan and strategy.

The Golden Rule



SENTIMENT ANALYSIS 

A process of analysing text to determine whether the sentiment behind it is positive,
negative, or neutral. It can be used to know how your audience genuinely feel about
your products, services, marketing campaigns, etc.

TOOLS

Social Searcher 
(Free + Paid)

Awario 
(Paid)

Critical Mention
(Paid)

Social Mention
(Free)

Sentiment Analyzer
(Free)

SHARE OF VOICE

This essentially allows you to see how much of the conversation you dominate in
your industry. It will give you a better understanding of how many people know
about your brand and areas to work on. You can also compare brand awareness
on different marketing channels against your competitors.

TOOLS

HubSpot Social Media Software 
(Paid)

Hootsuite
(Paid)

SEMRush
(Paid)

BrandWatch
(Paid)

NET PROMOTER SCORE 

This is used to measure your customer's overall perception of your brand. Used
with other metrics, it can give a fuller picture of how customer's experience your
brand and how likely they are to recommend the brand to others.

TOOLS

HubSpot 
(Paid)

SurveyKIWI
(Paid)

Survey Sparrow
(Paid)

OTHER TOOLS 

Meltwater
(Paid)

Cision
(Paid)

Talkwaker
(Paid)

*Click each of the names below to learn more about the tools*

https://www.social-searcher.com/
https://awario.com/
https://awario.com/
https://www.criticalmention.com/
http://www.socialmention.com/
https://www.danielsoper.com/sentimentanalysis/default.aspx
https://www.hubspot.com/products/marketing/social-inbox?hubs_post=blog.hubspot.com/marketing/share-of-voice&hubs_post-cta=HubSpot%20Social%20Media%20Management%20Software&_ga=2.100397978.521964771.1645009037-2058669302.1628971527
https://www.hootsuite.com/
https://www.semrush.com/
https://www.brandwatch.com/
https://blog.hubspot.com/service/what-is-nps?_ga=2.44033702.2004389896.1557146893-933118289.1529345498
https://blog.hubspot.com/service/what-is-nps?_ga=2.44033702.2004389896.1557146893-933118289.1529345498
https://surveykiwi.com/
https://surveysparrow.com/nps-software/
https://www.meltwater.com/en
https://www.cision.com/
https://www.talkwalker.com/
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