The Culture24 Social Media Framework

COMMUNITY

Size: number of
fans,
followers,
subscribers

(SM analytics
tool)

Demographic
segments
(location, age,
gender)

(SM analytics tool,
surveys)

Motivation to follow

you organisation

(Survey posted on
your social media
site, focus groups
with users in the
organisation’s
community)

Select your relevant strategic themes, then your indicators and

then your data source/methods of collection

Number of
mentions

(SM monitoring
tool: search
query with your
organisation’s
name and
variations)

Top topics,
messages,
keywords

(SM monitoring
tool: track terms
based on an
advanced search
query)

Sentiment over
time

(Automated tools
or manual coding
to classify
mentions into
positive and
negative)

Recommenda-
tions from
influencers

(Track mentions
by users with
high following

blog readers or
high influence

score )

MARKETING &
COMMUNICATION

Revenue from
social media
sources

(Web analytis:
converstion
rate, ROI)

Footfall to the
venue

(In-gallery
survey: % of
visitors obtaining
info via social
media channels)

Message reach

(SM analytics
tool: impressions,
reached users)

Mentions of
key marketing
messages

(SM monitoring
tool: track terms
based on an
advance search
query)

Interaction rate

(SM analytics
tool: number of
interactions/
reached users)

Number and
quality of
comments

(SM analytics
tool: comments
per content
piece, length)

Quality of
conversations

(Linguistic and
content analysis)

Hashtag usage

(SM monitoring

tool: volume of

messages, type
of message)

CONTENT

Traffic to website,
blog or other
online content

platforms

(Web analytics:
page views,
popular pages
bounce rate, visit
duration)

Returning
visitors to
website from
social media

(Web analytics:
percentage of
returning
visitors,
frequency of
visit)

Shares of
content

(Event tracking
for clicks on
social media

buttons)

Conversion from
content viewers
to sales

(Web analytics:
page value, user
journey)

Number of
responses to
enquiries

(Manual count or
SM analytics
tool)

Efficiency: time
to response

(Manual
recording or SM
analytics tool)

Satisfaction

(Survey:
satisfaction
score)

Visitor
experience
feedback

(Sentiment and
content analysis
of reviews,
rating)




